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Abstract

The study aims at recognizing the effect of applying the concept of
Total Quality Management over the organizational performance in the
Palestinian Commercial Banks. To achieve the goals of this study, the
researcher prepared a questionnaire so as to gather data from the samples
under study whose number reached up to 112 managers of the banks. The
study has some results; the most significant ones are: The Palestinian
Commercial Banks generally care about applying all the dimensions of
Total Quality Management moderately. The sample’s trends towards the
dimension of the Organizational performance Related to human
resources were also in the middle. It was shown that there’s a significant
effect that has a statistical sign of the dimensions of the Total Quality
Management such as ( persuasion and support of senior management,
concentrating of the client, participation and motivation of workers,
giving training and qualification courses for workers, concentrating on
improving banking services, strategic planning and continuation of
improving banking services, the ability of effective communication, and
taking decisions depending on data) on the level of the dimension of
organizational performance which is related to the performance of human
resources such as (job satisfaction, organizational commitment,
innovative thinking skills, additional role behavior). In the light of the
study results, the researcher suggested some recommendations which aim
at the necessity of making the Palestinian Commercial Banks give much
more importance to paying attention and knowing how to apply all the
dimensions of the Total Quality Management comprehensively aiming to
improving the organizational performance.
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