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1) Quality is not here only to solve our problems, but to clarify those problems
to find the incentive behind them and to cooperate in the best way possible to

find solutions for those problems or improve the services (Short , P. and
Rahim , M. 1995).
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2) Quality can be defind as the customer's expectations and requirements;
quality contains anything the customer expects and requires , and is ever
changing (Hradesky , J. 1995).

3) Quality is customer satisfaction (Juran, J. and Gryna , F. 1993).

4) According to Evans customers today are clever enough to know quality
issues that firms face today and the organization that doesn't listen to its
customers is in for impolite development, or, at worst, a quick failure . This is
way an understanding of quality is still very important to every member of
staff in every organization . He added that Joseph Juran , one of the quality
gurus in the 1900s , indicated that historians would define the twentieth
century as the century of productivity and the twenty-first century should be
designated the century of quality (Evans, J, R. 2008 ).

5) Trials of defining TQM led to several discussions and a large extent of
misunderstanding as well as a huge extent of definitions . There are several
attempts to define the TQM , and describe its main essentialities ; however ,
there is no unified definition of TQM . It is a phenomenon that appears to
have evolved over a period of time (Haigh , B. and Morris, D. 2001 ).
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