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Abstract 

 The study aimed to assess the 

application of Total Quality 

Management (TQM) standards and 

their relationship with traveler 

satisfaction at the Palestinian Karama 

Crossing. A descriptive correlational 

approach was used. The study 

population consisted of all travelers 

passing through the Karama Crossing 

in the first half of 2024, with a sample 

of 648 travelers selected using a 

convenient random sampling method. 

A final questionnaire consisting of 72 

items was developed to collect data. 

The results indicated that TQM 

standards were applied at a moderate 

level in Palestinian crossings, with 

overall traveler satisfaction, especially 

at Karama Crossing, also being 

moderate. There was a strong positive 

relationship between the application of 

TQM standards and traveler 

satisfaction. No statistically significant 

differences in TQM application were 

found based on variables such as 

gender, educational level, residential 

area, or mode of travel. However, 

significant differences were observed 

based on age groups, favoring those 

under 20 years, and the number of 

trips, favoring those who traveled less 

than three times. No significant 

differences in traveler satisfaction 

were found based on gender, 

educational level, number of trips, 

residential area, or mode of travel, but 

significant differences were found 

based on age, favoring those under 20 

years. The study recommended 

enhancing Palestinian control over 

crossings through diplomatic efforts 

and international cooperation to 

minimize external interferences, 

updating the infrastructure of 

crossings, including waiting areas and 

other facilities, to accommodate 

increasing traveler numbers, and 

continuously improving the 

organizational structure of crossings to 

ensure efficient operations and achieve 

TQM goals. 

Keywords: Standards, Total Quality 

Management, Traveler Satisfaction, 

karama Crossing.
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