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Abstract:

The study examined the role of process re-engineering in improving the quality of service provided to
customers. The problem of the study was that Sudanese companies in general and Giad cars companies in
particular suffer from low quality, weak programs that encourage initiative and take responsibility in
presenting creative ideas, and the inability to develop many alternatives to deal with the problems they
face, although they have brought about some traditional changes, but It still suffers from some problems,
which requires working on the use of process engineering to provide the appropriate environment to
improve the quality of services provided to customers. The importance of the study stemmed from the fact
that it helps the company in improving the quality of services to reach its desired goals. Necessary to
improve the quality of services in the company, which enables officials to take the necessary
developmental decisions. The study aimed to identify the role of administrative process re-engineering
(engineering) in improving the quality of services provided to customers. The study followed the
historical approach and the analytical descriptive approach. The study reached results that Giad
Automotive Company uses external experts to assist it in re-engineering the company's administrative
operations. The re-engineering of operations at Giad Motors Company has improved the level of quality
of services provided to the company's customers. The study recommended the support of senior
management and presenting it in a transparent and simple way so that management does not face
resistance to change by individual employees. Paying attention to developing the organizational culture
of the company to educate employees about the importance of applying process engineering as a tool to
improve the quality of services.

Keywords: information technology, communication, employee empowerment, willingness to change,

service quality.
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