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Abstract

Aim of study: This study, as its title indicates, sought to find out the state of
application of Total Quality Management (TQM) at Palestine property tax

directorates as perceived by the employees themselves.

Methodology: In this study, the researcher used the descriptive and analytical
approaches. He developed and administered a 37-item questionnaire to a sample
of 146 property tax employees. To classify and analyze the collected data, the
researcher used the SPSS program. The program was also used to answer the
questions of the study and test its hypotheses. After data analysis, it was found
that the application of TQM at the property tax directorates in all its fields was
high in general. The mean of the total score was 3.55 and its standard deviation
was 0.77. This indicates that the application of TQM was high. It was also found
that the level of effective communication was the most applied domain. Its
arithmetic mean was 3.90 and its standard deviation was 0.85.This also shows
that the application was high. Operation improvement domain ranked second. Its
arithmetic mean was 3.73 and its standard deviation was 0.89. This also shows
high application of operations improvement. Property taxpayer's level of interest
domain ranked third. Its arithmetic mean and standard deviation were 3.65 and
0.72 respectively. This also indicates high level of application. Level of meeting
the needs of employees ranked last. Its arithmetic means and standard deviation
were 3.12 and 0.99. This shows that the level of application was average. It was
also found that there were no statistically significant differences in the state of

application of TQM at property tax directorates, as perceived by their employees,

b



which could be attributed to gender and job title variables. However, there were
statistically significant differences in the application of TQM which could be
attributed to years of experience, academic qualification, and directorate

variables.

Based on the study findings, the researcher recommends rewarding the
employees financially and morally and both collectively and individually in
return for excellent achievement. He also suggests providing a system for the
employees to share their suggestions to improve services provided to them. He
also suggests conducting studies based on her study to address TQM application
at the tax property directorates and its relationship with clients' satisfaction with

services provided to them.

Key words: Total Quality; Total Quality Management; Tax Property

Directorates.



