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Study Summary

The Concept of total quality management is considerecl as amodern
tenor and important to industrial and services organizations because both

ame at customer satisfaction.

According to this view the Concept of total quality management is
important to Hotel organizations, and the problem of this study is based
upon measuring the attitudes of High top - level management directors
to adopt this Concept of total quality management for hotel organizations

in Benghazi city.

The study aimed to know the attitudes of hotel managers for of
adopting the Concept of total quality management in the Hotel
organizations in Benghazi city and to introduce some recommendations
an suggestions which may help these organizations to promote the level

of their quality services to inerease customers satisfaction.

The study consist of : Directors, chief of departments and units,
supervisors in the worked Hotel in Benghazi, not all, but especially the
Hotels classified under 3, 4, 5, stars, and taking with the level of general

survey to the study components to collect data.

The study data was collected by tlsing he Questionnaire Data was
anayzed by using the statistical package for social sience (SPSS).

there is atop-level management support to use the Coneept of TQM,
and there is an intension to plant the culture of TQM Coneept in
employees. there'sis, also, intension at top-level management in hotels to
Specify Customer is needs and work to accomplish it. have an innovative
thinking



The searcher arranged some recommendations to the interested
members in total quality management in general and especialy fo
responsible in the studied organizations, include the necessity of
concentrating on employing specidized personnel in these
Organizations in TQM. And adopting continuous training and to follow
up chomges and developments about the performed serviees to

customers.



University of Benghazi

Faculty of Economics

Department of M anagement

The Measurement of Top- Level
Management of Hotel Organizations
Toward the Adaptation of the Concept of
Total Quality Management

"A field study on Hotel organizations located in
Benghazi City"

By
Tawfik Mohamed Lamari

Supervision
Dr. Abdulgader Ayad Amer

A thesis submitted in partia fulfillment of the requirements of Master's
degree in management, Faculty of Economics, University of Benghazi.

Spring 2012





