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Abstract

This research aims to examine the role of top management in supporting
quality systems and its impact on achieving customer loyalty, applied to the Saudi
Telecom Company (STC) in Jeddah. The study analyzes the dimensions of
strategic, organizational, and motivational support. A descriptive-analytical
approach was adopted due to its suitability for the nature of the research, and data
were collected through a questionnaire consisting of 20 items distributed to a
random sample of 200 employees from various departments within the company.

The results revealed a strong and statistically significant relationship between
the role of top management, the support of quality systems, and customer loyalty.
The motivational and cultural dimension was found to have the greatest influence
in enhancing loyalty, followed by strategic support, and then organizational and
operational support. The study recommended that top management continue to
foster a culture of quality within the work environment, adopt advanced digital
systems to monitor customer satisfaction, and link quality indicators with
operational incentives to ensure sustainable loyalty and achieve competitive
excellence in the Saudi telecommunications sector.

Keywords:

Top Management — Quality Systems — Customer Loyalty — Saudi Telecom
Company (STC) — Total Quality — Customer Satisfaction.
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