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Improving the Quality of Internal Transport Services

from a Total Quality Management Perspective:
A Practical Study of Public Internal Transport Companies in Syria

Dr. Bassam Zaher’

(Accepted 27/3/2006)

O ABSTRACT O

The main purpose of this research is to evaluate the efficiency and effectiveness of
the quality of services of internal transport companies in Syria from a total quality
management perspective. The following aspects are evaluated:

e Customers' satisfaction of the quality of internal transport services.

e Use of scientific methods to improve the quality of services.

e Prevailing organizational culture.

e Vocational safety, health, and accident prevention activities.

The research offers the following recommendations:

e Work to fulfil the customers satisfaction of internal transport services, comfortable
sitting places, arrival speed destination, covering internal transport lines to all regions.

Work to replace obsolete buses with modern medium-size buses.

Emphasis on preventive maintenance.

Accordance with ISO 9001: 2000 requirements.

Accordance with ISO 14001 requirements.

Spreading a positive organizational culture that helps to improve the quality of
internal transport services.

e Making sure that vocational safety, health, accident prevention activities are
conducted.

e Raising awareness and planning to implement total quality management approach.
e Following a group of procedures to implement total quality management approach.

“Assistant Professor, Department of Business Administration, Faculty of Economics, Tishreen
University, Lattakia, Syria.
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