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l^èçj]< <
 

   ٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−− قائمة المحتويات
 ١٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−− قائمة الجداول
 ١٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−قائمة الإشكال

 ١٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة 
אא 

^ãßéÚ^–Ú<˜Ãeæ<ìç¢]<íéâ^Ú< <

 ٢٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ٢٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة
 ٢٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الجودة

 ٣١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أوجه الجودة
 ٣٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−جودة التصميم
 ٣٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−جودة المطابقة
 ٣٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−جودة الأداء
 ٣٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أبعاد الجودة
 ٣٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−كلف الجودة
 ٣٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−كلف الوقاية
 ٤٠  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−كلف التقويم

 ٤١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−كلف الفشل الداخلي
 ٤١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−كلف الفشل الخارجي

 ٤٥  −−−−−−−−−−−−−−−−−−−−−−−−الجودة, الإنتاجية, الكفاءة, الفاعلية
 ٤٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الإنتاجية
 ٤٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الكفاءة
 ٤٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الفاعلية

 ٥١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل الأول
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אא 

ìç¢]<íéâ^Ú<V<^â]æ…æ<ìç¢]<Ù^¥<»<íé−…^jÖ]<l]…çŞjÖ]< <

 ٥٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ٥٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ٥٧  −−−−−−−−−−−−−−−السيطرة على الجودة في مرحلة ما قبل الإدارة العلمية
 ٥٧  −−−−−−−−−−−−−−−−−−)التفتيش(منهج السيطرة على الجودة بالفحص 
 ٥٨  −−−−−−−−−−−−−−−−−−−−−−−−منهج السيطرة الإحصائية على الجودة
 ٥٨  −−−−−−−−−−−−−−−−ارماند فان بام/ منهج السيطرة الشاملة على الجودة

 ٦٠  −−−−−−−−−−−−−−−−−−−−−−−−كورا ايشاكوا/ منهج حلقات الجودة
 ٦١  −−−−−−−−−−−−−−−−−−−−−−−جوزيف جوران/ منهج ثلاثية الجودة

 ٦٣  −−−−−−−−−−−−−−−−−−−−−−فيليب كروسبي/ لمعيب الصفريمنهج ا
 ٦٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−مساهمات ادواردز ديمنك

 ٦٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−منهج ضمان الجودة
 ٧١  −−−−−−−−−−−−−−−−−−−−−−−−−−−منهج إدارة الجودة الاستراتيجية

 ٧١  −−−−−−−−−−−−−−−−−−−−−جون اوكلاند/ منهج إدارة الجودة الشاملة
 ٧٤  −−−−−−−) النظام−المبادئ −المفهوم(التعريف ونموذج : إدارة الجودة الشاملة
 ٨٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل الثاني

אא 
ÃÖ]<ì…]ý]í×Ú^Ö]<ìç¢]<ì…]cæ<^é×< <

 ٨٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ٨٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ٨٨  −−−−−−−−−−−−−−−−−أبعاد ودور الإدارة العليا في إدارة الجودة الشاملة
 ٩٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−توفر الرؤيا لد الإدارة العليا

 ٩٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−التزام الإدارة العليا
 ٩٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−نمط القيادة

 ٩٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−نموذج الشبكة الإدارية
 ٩٨  −−−−−−−−−−−−−−−−−−−−−نموذج  القيادة الموقفية لهرسي وبلانكهارد
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 ١٠١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−ج طيف السلوك القيادينموذ
 ١٠٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أنماط أخر للقيادة

 ١٠٢  −−−−−−−−−−−−−−−−−−−دعم الإدارة العليا لتنفيذ إدارة الجودة الشاملة
 ١٠٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل الثالث

אאא 

í×Ú^Ö]<ìç¢]<ì…]c<±c<Ùçvj×Ö<éÇjÖ]<ì…]cæ<íéréi]‰÷]<ì…]ý]< <

 ١٠٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ١٠٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ١٠٨  −−−−−−−−−−−−−−−−المراحل والمستويات: ظمةالإدارة الاستراتيجية للمن
 ١٠٨  −−−−−−−−−−−−−−−−−−−−−−−−−مراحل عملية الإدارة الاستراتيجية
 ١١١  −−−−−−−−−−−−−−−−−−−−−−−−−−مستويات الصياغة الاستراتيجية

 ١١٤  −−−−−−−−−−تضمين إدارة الجودة الشاملة في الإدارة الاستراتيجية للمنظمة
 ١١٤  −−−−−−−−−−−−−−−−الصياغة الاستراتيجية لفلسفة إدارة الجودة الشاملة
 ١١٨  −−−−−−−−−−−−−يجيتوفيق تنفيذ إدارة الجودة الشاملة مع التنفيذ الاسترات

 ١٢١  −−−−−−−−−−−−−−−−−−−−−−−الرقابة الاستراتيجية والمقارنة المرجعية
 ١٢١  −−−−−−−−−−−−توظيف التحليل الاستراتيجي لتنفيذ إدارة الجودة الشاملة

 ١٢٢  −−−−−−−−−−−−−−−−−−−إدارة التغيير للتحول إلى إدارة الجودة الشاملة
 ١٢٥  تشخيص المجالات التي يجري فيها التغير لتحويل المنظمة إلى إدارة الجودة الشاملة

 ١٢٦  −−−−−−−−−−−−−−−− وطرق التخفيف منهاتحديد مصادر مقاومة التغيير
 ١٢٨  −−−−−−−−−−−−−−−−−−)وضع الأهداف واختيار المنهج(تخطيط التغيير 
 ١٢٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−تنفيذ  التغيير
 ١٢٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−متابعة التغيير

 ١٣١  −−−−−−−−−−−−مجالات التغيير في المنظمة للتحول إلى إدارة الجودة الشاملة
 ١٣٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الهيكل المنظمي
 ١٣٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الثقافة المنظمية

 ١٣٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−العمليات
 ١٣٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل الرابع
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אא 

]<î×Â<ˆéÒÖ]äßÚ<ÑøŞÞ÷]æ<ØéÛÃÖ< <

 ١٤٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ١٤٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ١٤٤  −−−−−−−−التركيز على العميل والانطلاق منه في فلسفة إدارة الجودة الشاملة
 ١٤٧  −−−−−−−−−−−−−−−−−−−−−) المورد−سلاسل العميل(سلاسل الجودة 

 ١٥١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−العميل ونشاط التسويق
 ١٥٣  −−−−−−−−−−−−−−−−−−−−−−إدارة الجودة الشاملة والمنظور التسويقي

 ١٥٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الرضا الكلي للعميل
 ١٥٨  −−−−−−−−−−−−−−−−−−−−−−رضا العميل وأنواع متطلباتهالعلاقة بين 

 ١٦٠  −−−−−−−−−−−−−−−−−−−−−−−−−−−−بناء رضا العميل في التصميم
 ١٦٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−)QFD(امتداد وظيفة الجودة 

 ١٦٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−)HOQ(بيت الجودة 
 ١٧١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل الخامس

אא 

àè…ç¹]<ÄÚ<íÎøÃÖ]<‚éçi< <

 ١٧٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ١٧٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ١٧٦  −−−−−−−−−−−−توطيد العلاقة مع الموردين في فلسفة إدارة الجودة الشاملة
 ١٧٨  −−−−−−−−−−−−−−−−−−−−−−إدارة الجودة الشاملة ووظيفة المشتريات

 ١٨٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−استراتيجيات سلسلة التوريد
 ١٨٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−اختيار الموردين

 ١٨٨  −−−−−−−−−−−−−−−−−−والعلاقة مع الموردين JITًنظام تماما في الموعد 
 ١٩٠  −−−−−−−−−−−−−−−−−سياسة المشتريات لأغراض إدارة الجودة الشاملة

 ١٩٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل السادس
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אא 

íéÃq†¹]<íÞ…^Ï¹]æ<†ÛjŠ¹]<°ŠvjÖ]< <

 ١٩٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−هداف التعليمية للفصلالأ
 ١٩٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ١٩٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−التحسين المستمر
 ١٩٨  −−−−−−−−−−−−−−−−−−−−−الجذور والمنهج الياباني في التحسين المستمر

 ٢٠٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−مناهج التحسين المستمر
 ٢٠٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−منهج كيزن في تحسين الجودة

 ٢٠٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−منهج جوران في تحسين الجودة
 ٢٠٩  −−−−−−−−−−−−−−−−−−−−−−−−−منهج حل المشاكل في تحسين الجودة
 ٢١٤  −−−−−−−−−−−−−−−−−−−−−−−−−دورة جون مارش للتحسين المستمر

 ٢١٤  −−−−−−−−−−−−−−−−−−−−تمر ونشاط الإنتاج والعملياتالتحسين المس
 ٢١٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−تحسين الإنتاجية

 ٢١٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أساليب تحسين الإنتاجية
 ٢١٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقارنة المرجعية

 ٢٢١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−مجالات المقارنة المرجعية
 ٢٢٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−عملية المقارنة المرجعية

 ٢٢٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−قياس الأداء والتحسين المستمر
 ٢٢٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الفاعلية
 ٢٢٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الكفاءة
 ٢٣٠  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الإنتاجية
 ٢٣٠  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الجودة
 ٢٣١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−التأثير

 ٢٣٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل السابع
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אא 

°×Ú^ÃÖ]<°Ó³< <

 ٢٣٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ٢٣٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ٢٣٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−ماهية التمكين
 ٢٤٠  −−−−−−−−−−−−−−−−−−−−−−−−−−−المشاركة, والاندماج, والتمكين

 ٢٤٠  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المشاركة والاندماج
 ٢٤٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−التمكين

 ٢٤٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أبعاد التمكين
 ٢٤٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أصناف وأساليب التمكين
 ٢٤٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−التمكين من خلال القيادة

 ٢٤٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−تمكين الفرد
 ٢٤٧  −−−−−−−−−−−−−−−−−−−−−−−−−−العمل التعاوني وتمكين المجموعة

 ٢٤٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−ير الهيكلي والإجرائيالتغي
 ٢٤٨  −−−−−−−−−−−−−−−−−−−−−−−−−−المنظور متعدد الأبعاد في التمكين

 ٢٥١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−مرتكزات التمكين
 ٢٥٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−القيادة والإشراف

 ٢٥٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الاتصالات
 ٢٥٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الإدارة بالتجوال
 ٢٥٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الإدارة الشفافة

 ٢٥٤  −−−−−−−−−−−−−−−−−−−−−−−بناء المعارف والمهارات وتدريب الجودة
 ٢٥٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−التدريب لغرض تمكين العاملين

 ٢٥٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−تدريب الجودة
 ٢٦١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−التحفيز

 ٢٦٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−فرق العمل
 ٢٦٤  −−−−−−−−−−−−−−−−−−−−−−−−−الجودة وفرق تحسين الجودةحلقات 
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 ٢٦٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−حلقات الجودة
 ٢٦٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−فرق تحسين الجودة
 ٢٧١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل الثامن

אא 

ìç¢]<l]æ_< <

 ٢٧٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ٢٧٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ٢٧٦  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−استمارة التأكد
 ٢٧٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المدرج التكراري

 ٢٨٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−تحليل باريتو
 ٢٨٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−شكل الانتشار

 ٢٨٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−تحليل السبب والتأثير
 ٢٩٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−مخطط المسار
 ٣٠٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−حصائية على العمليةالسيطرة الإ

 ٣٠٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−مخططات السيطرة للمتغيرات
 ٣١٥  −−−−−−−−−−−−−−−−−−−−−−−−−−−−مخططات السيطرة للخصائص

 ٣٢١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أدوات أخر للجودة
 ٣٢٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل التاسع

אא 

ìç¢]<ì…]c<Ý^¿Þ< <

 ٣٣١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الأهداف التعليمية للفصل
 ٣٣٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−المقدمة

 ٣٣٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−نظام إدارة الجودة
 ٣٣٧  −−−−−−−−−−−−−−−−−−−−−−−−نموذج ودسورث لنظام إدارة الجودة

 ٣٤١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−منهج إدارة العملية
 ٣٤٣  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−متطلبات نظام إدارة الجودة



אאא 

12 

 ٣٤٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−سياسة الجودة
 ٣٤٧  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−دليل الجودة
 ٣٤٨  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−تنظيم الجودة

 ٣٥٤  −−−−−−−−−−−−−−−−−−−−−−−ISO 9000−2000مجموعة المعايير 
 ٣٥٥  −−−−−−−−−−−−−ISO 9000−2000مبادئ نظام إدارة الجودة في المعيار 

 ٣٥٦  −−−−−−−−−−−−−−−−−ISO 9001−2000نظام إدارة الجودة في المعيار 
 ٣٥٩  −ISO 9004−2000للمعيارًالمرشد لتحسين الأداء في نظم إدارة الجودة وفقا 

 ٣٦٠  −−− وعلاقتها بإدارة الجودة الشاملةISO 9000−2000الحصول على شهادة 
 ٣٦١  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الجوائز الدولية للجودة

 ٣٦٢  −−−−−−−−−−−−−−−−−−−−−−−جائزة مالكولم بالدرج الوطنية للجودة
 ٣٦٩  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−جائزة ديمنك

 ٣٧٢  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−الجائزة الأوروبية للجودة
 ٣٨٤  −−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−−أسئلة الفصل العاشر
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