b (GG Aol Bae (Gafadl J3.0aS ZLaldd) Bagall §)8) aublie (ki adlg

oaslall
o S 8 aaledl sda Jiatiy dipadl) Galidll ¢ Uad 8 ALl s3sall )] aalie kst adly e Capaill ) Audll Coags
patlee gkt ST aaat 1) Load Cangd LeS oAbl 5all 5uiaty cAaddll cililee (et ¢ Galalal) cilaliia) 40 cJuanl) slia))

-3l Al e (] JaneS daaial) dadall Baga Ao ALLAN 3asal) 5yl

sall il pially 3eY1) 320l ALl ey (e pe dihe Luadd CBlle ehal DA o oS oS mgiall aladinl & 8,
pt] (and Al apena 5 dg 5 (Sl BALL agad Guedd) 3alik Aaldll Gl CBlawdl daalye Cady (Gl Bl Ayl
A cilSy 38 VY Lasey oSl Baldll @il o andl) Al i 0 Glly axy (@alall AL Bagad) B)la) il (s2e
6 poaly caglis lia o ) Ayl Cualiy ilan Adlgde 21mS aa)los) 5 agad Gued) 4 0 B2 VY 2200 %0 Lt
Agliie Aplag) Sl oy aalaall oda citde 8 oLy saill) Apaplail) ZBED B 8 ALLa) 53gal) 5))3) asalis (k) 32Lidl
Sl Jlai¥) e 5ysly il jhaind DA o @lldg udliall L)) lalia¥) e 5S50 ga Gubi (ggiue el oIS 2
DS Gl aey daxdll ililee B3sa Cpuend e SN S cdaeall e 5l alaa¥) 4l cleaadd) ais elal saga uld e 8,0l
lajii ) gandiy B3sall duilns Laal Liall 501 (o guilial) ajglaly . sty pganytip wgiiliie PUS (o Culalall cilaliial 4t e
Aaadl) saga aladf skt ig3 3adll 8))a) (s camliall oda 3figi asi Y Ll Y eeDlaall il ys culala daai Ll WS (plalall oy

eSkandl oliny (ABaial) Lasdll 5ags dlagl (Aol Baal) (ALaLEY Bagadl 508 :dlla culals



The actual practices of TQM concepts as an approach to achieve a competitive advantage
for Egyptian hotels.

Abstract

The Total Quality Management is considered as one of the most important modern administrative
pattern through which the enterprises aim to develop the ways of work, improve the performance
and satisfy the needs of customers according to the required specifications with less effort and
cost.

This study aimed to recognize the actual practices of TQM concepts as an approach to achieve a
competitive advantage for Egyptian hotels, to investigate to what extent Egyptian hotels are aware
of the importance of Total quality management implementation. TQM principles include the
customer satisfaction, top management commitment and support, employee’s involvement and
empowerment.

To answer the questions of the study, the researcher used the qualitative quantitative approach, the
records and documents of five-star hotels in Greater Cairo were reviewed to design a checklist to
assess the maturity of the actual practices of TQM concepts. The society of the study combined of
the 33 hotels in the Greater Cairo. The response rate was 52% (17 five-star hotels) that were
selected as a simple random sample. The study recommended the continuous support and
commitment of top management in implementing TQM principles; beside they should encourage
employee participation through team works and should be impeded in their culture.

Key Words: Total Quality Management, Competitive Advantage, Service Quality, Customer
Satisfaction.



