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Abstract

This study dealt with measuring the extent of the application of comprehensive quality management
standards in Saudi service organizations, by applying them to the Saudi Ministry of Justice in the
Makkah region- which includes in addition to the city of Makkah Al-Mukarramah, the city of
Jeddah and other cities and regions affiliated to it. The problem of the research ,lied the low quality
and the delay in achievement and performance in the ministry in question. This became clear
through the symptoms of the problem, which included crowding and accumulation of work and the
delay in litigation, which the researchers sought through the work of one of them, in this ministry,
which lasted for a long time in addition to holding one of the leadership positions, which enabled
him to absorb the problem and hence the research and its diagnosis. The research adopted the
descriptive analytical methodology , the case study, and the statistical method. After diagnosing the
problem, the research reached a set of findings, the most important of which are:

The leadership in the ministry in question, is the one that handles the implementation of total
quality management, and that it is familiar with quality methods in the Makkah region, and helps
improve the participation of comprehensive workers. and that the administration focuses on the
quality of service and opens the way to receive complaints from the auditors and give them priority
and work to solve the problems , and proved that there are cases of delays and accumulation of
reviews and frustration on the part of the auditors. The most important recommendations were: the
need for more attention to the application of total quality management in the ministry in question,
more awareness and familiarity with the workers with the culture of quality, increasing the
leadership’s interest and monitoring them for more budgets to improve the conditions and
satisfaction of workers, in addition to the need to pay attention to quality at all stages of completion
of transactions, especially that it is related to people’s grievances and their strength. . In addition to
more training, encouragement, motivating workers and pushing them to work while developing their
capabilities and raising the degree of their satisfaction, as well as providing all the requirements of
the work environment and working to prepare it with the appropriate amount of different needs for
all cadres working in the ministry, judges, clerks, administrators, workers and technicians, while
providing all technical needs that enable them to improve performance in order to reach tt the
overall quality objectives, represented in employee satisfaction on the one hand and customer
satisfaction on the other side.
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