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The Extent Of Availability Of Organizational Excellence

Dimensions In Service Organizations
Field Study In Syriatel Communications Company

Dr. Ruba Ezzat Al-Kanj"

(Received 22/9/2020. Accepted 3/11/2020)

o0 ABSTRACT O

The aim of the research is to determine the availability of the dimensions of organizational
excellence, represented by: (leadership, human resources, customer satisfaction, employee
satisfaction, service quality, quality of operations), in service organizations, by applying to
Syriatel Company in Lattakia Governorate.

The research was based on the descriptive and analytical approach, and the research
community included Syriatel employees, whose number is approximately (132) workers,
where the questionnaire was distributed as a search tool to them, and (126) complete and
valid questionnaires were returned for statistical analysis, with a response rate of (95.45%).
The results showed that the level of organizational excellence in the company under study
is a high level, with a relative importance of (75.16%). All the sub-dimensions of
organizational excellence have obtained a high and convergent relative importance, the
highest of which was the dimension of customer satisfaction, and the lowest of the quality
of operations.

Key words: Organizational Excellence, Leadership, Human Resources, Customer
Satisfaction, Employee Satisfaction, Service Quality, Process Quality.

"Assistant Professor, Technical Institute For Banking And Financial Sciences, Head Of Banking
Department, Lattakia, Syria.
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One-Sample Statistics

coblgi calgl Bausial) Cag BALAIL (3laial) oadatil

N Mean |Std. Deviation |Std. Error Mean |%d ) il )| % adiay) Jalzs
126 3.7222 .44969 .04006 74.44 12.08
One-Sample Test
Test Value =3
95% Confidence Interval of the
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One-Sample Statistics

N Mean |Std. Deviation |Std. Error Mean |%i ) il )| %cadiay) Jalzs
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One-Sample Test
Test Value =3
95% Confidence Interval of the
t Sig. (2-tailed)| Mean Difference Difference
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One-Sample Statistics

N Mean |Std. Deviation |Std. Error Mean |%d ) il )| % adiay) Jalzs
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Test Value =3

95% Confidence Interval of the
t Sig. (2-tailed)| Mean Difference Difference
Lower Upper
42.939 .000 93651 .8933 9797

(SPSS.25) Alasy) galinll cilajia Ao slaieWl Lald) dae) a1 jsaal)

Lusie o adif et uall eMeall Loy ey el aladl bl Jasgidll dad O (8) i) Jsaad) G
e 58 Al dayy Qs o(4.20-3.41) Jladl) (am g5 (0.93651) iy ssina (yiss ¢(3) Lsbial)
e ) Aumyll iy by < P =.000<0.05 AVl Jlaal G Ly gsine 3y el (uliia Vo
Gpaals adine (s5in 58 +Dleal) Ly day GBlaiall il aail (gsina Of ol cAlindd) Anmpdl) iy (A

) b SUla) ailas e Jy OV = 6.22% sl Jalaas «(%78.73) il s

journal.tishreen.edu.sy Print ISSN: 2079-3073 , Online ISSN:2663-4295
65




Tishreen University Journal Eco. & Leg. Sciences Series ©2020 (6) 21l (42) alaall 4 gilally 20alai@Y) o glall (33385 dxals dlas

: Clalall Uy any (4

Glay Lagd Adal) 31 8 il lad) Jau o) L) il g Aacadl) AranY) g 45 jlnal) Cild) jad¥) g dplual) cillaw giall (9) Jgand)

M\MQ&M\D&J%
Test Value = 3 .
Jaaa | Al | Glai) | bl
1,88 Juaial s % iAY) | Yodowadl) Linall (N <Ll
R sy | i R kg
Jaall e &Y W3 Gland 4530 Jai 17
Js | 000 | 11.577 | 18.61 | 74.26 | 0.691 | 3.713 ;
el Liallae Aslas Jal e
Ay le WSl Clylas) 455300 5o 18
gs 1000 | 15953 | 15.08 | 76.38 | 0.576 | 3.810 | £ Vg A
il 4 inally Gl 58al)
Js | .000 | 9.138 | 20.38 | 71.94 | 0.733 | 3.597 O ey 204
CAldaa) sl \QELL)S\M").\.\J@.A”‘” )
G S i (il ) A, 310520
Js | .000 | 15.198 | 16.95 | 77.88 | 0.660 | 3.894
< Opailly <ol yaallg
3 il Llaall 38,30 ac5.2]
gs 1000 | 14089 | 1637 | 75.52 | 0.618 | 3.776 | o) e
agle Llially e S

SPSS.25 laay) el cilajda o slaic¥l Lald) dae) (e : jdaal)
sad iy (4.20-3.41) Jladd) e o chlall dyluall Gllangiall o gaes & (9) &) Jsaall G
Cle S @ Gl Jlas bl Jae 4580 Lo bl 3] Gl ) a8 Jiiy (58 dapy LY
canliall Zyginally Apalall alall agl adiiy e I ilai) iy LS clggaliy Liallas Aglaa Jal e Jaall
il e €D G Caillagl) didy  cdlainall Adied) Caila gl Jadl oried) e WS e duay adiaty
aele Lalially ey kil i) Jabdll ae i LS ¢ uailly
el (g ginnay 3lay Lagh Adall 38 cilla) Jaasia ci Augina AINS 53 (38 das ¥ ) Al Apa
-0Rl98 caalgl Jagiall Gy ¢ alalad) Ly (latiall oandail
Ayl dpdajdl) HLa) @il (10) Jgaad "
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95% Confidence Interval of the
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One-Sample Test

Test Value =3

95% Confidence Interval of the
t Sig. (2-tailed)| Mean Difference Difference
Lower Upper
14.355 .000 70635 .6090 .8037

(SPSS.25) (ikaay) zalind) cilajda o slaio¥l Kald) 032) (e ¢ jdaall

Ligia e adis el Gaall ilasdll sasa ay bl alall leall Jaussiall 4 &1 (12) o8y Jsaadl cpn
e 5 dalsal Ay Qs (4.20-3.41) Jaall e ity ((0.70635) &l ssine s ¢(3) oulial
Lol dpmpdll iy Jally « P =.000 < 0.05 ANVl Jlial G La gsina Grias epSil (uliie <Yl
(ire ssinn sp ilendl) Baga ey Bl el aall (ggiee () gl Alad) sl Jiis cdsldl)
Al 2l lla) pelss e Jy CV =14.9% <dial Jalaas ((%74.13) caly g duaalys

sblanl) Baga 220 (6

ety Lad Lol a8 clila aluad) Jaugl) LAA0 iliy L) Araa¥tly 4 sbaall culd)ai¥ly dutuald) clbagial (13) Jgaad)

i) aaill cililenl) Baga day
Test Value = 3 .
Jalaa Laal) | cibady) | Jawgiall
LA duial] s %A | Yodosadll | g bmall | alualdl b
M e | et | R et
e il o )af 48,30 43,27
Jla | .000 | 11.151 17.83 72.92 | 0.650 | 3.646 . .fdem
ae JS Al agaliilly
il Ll 38,00 ol 28
Jla | .000 8.109 21.86 71.26 | 0.779 | 3.563 | A (e daliiia b gy e SH
Lale DY)
daadie d4p 45,80 134129
Jla | .000 | 15.939 16.04 77.70 | 0.623 | 3.885 Mt
1Y) Clasia L HilsE ¢ 1o
Al Caslla o)) aaf 4,80 2aa5.30
U | 000 | 12.444 | 1668 | 73.62 | 0614 | 3681 | e "“j.
cJard) 3.6 e S5

SPSS.25 by palipll clajia o slaie¥l Lald) ) a : jsaal

508 Qs ¢(4.20-3.41) Jladdl Gava adi hlall dgliall classiall ad gaes G (13) 4y dsaadl G
aealiilly e WS 61l 2 Ayl Jae 3550 e cihlial) o3¢l Lol LpaaY) a8 Jiy "5 Aaynd LAY
dande Ay s led) DA o daliiie §ygemy el aa gl Lia)ll ool ¢ paise JS5 i)
aadl 318 e i ) Caillagl) aal sasy ep ) Cilasia e dlsm g o

journal.tishreen.edu.sy

Print ISSN: 2079-3073 , Online ISSN:2663-4295

68




=S dpendll lalaiall b andaril) el slal g s

sinay 3oy Lad Adad) E cilla) bagie G Agsine ANS 53 38 g ¥ bl Ae AN Al
08080 cualgl) Jagiall Cpg cclilead) Bagay (3latal) aaaiil) aadl)

Auslad) pda i) LS80 il (14) Jsaad
One-Sample Statistics
N Mean |Std. Deviation |Std. Error Mean | Y%d sl 0| % diay) Jalzs

126 3.6984 .55526 .04947 73.97 15.01

One-Sample Test
Test Value =3

95% Confidence Interval of the
t Sig. (2-tailed)| Mean Difference Difference
Lower Upper
14.119 .000 .69841 .6005 .7963
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