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ABSTRACT

This dissertation concentrates on the quality of the services provided by the Ground

Handling Directorate in Syrian Air, by knowing to which extent the passengers' feel satisfy
with such services, on another hand measure how much the (TQM) Total Quality
Management is applied, and determining the concept of the clients' satisfaction, the
importance of this concept and its target.

The research clarifies as well the importance of concentrating on the client and his role in
realizing the competition advantage in providing the services, particularly in flight sector where
a competition exists among the Airlines, with showing the extent of the working staff(under
study) contribution in their care to overpass the clients expectation. The research presented
at the end a summary of the most important results that have been reached, and submitted
some proposals and recommendations that will increase the Competitive Capacity of the Syrian

Arab Airlines, upgrading it to compete globally.
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e |ATA: Airport Handling Manual, Ground Handling Agreement, Edition 35™, p.52
e |ATA: Airport Handling Manual, Ground Handling Agreement, Edition 35™, p.52
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1- Russel, Roberta and Taylor, Barnard”production and operation management focusing on quality
and competitiveness”prentice—hall co.1995 p 80.
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1-IATA: Airport Handling Manual, Ground Handling Agreement, Edition 35™, p53.
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1- IATA: Airport Handling Manual, Quality Management, Edition 35™, p73
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