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Abstract :

The aim of the study is to determine the impact of applying Total Quality
Management (TQM) in its dimensions (employee participation, continuous
improvement training, senior management support, and customer focus) on
customer satisfaction and its role in improving the operational performance of
institutions, applying it to the Saudi Telecom Company (STC), as well as
identifying the effectiveness of operational performance therein. The study relied
on the descriptive analytical approach, and the study sample amounted to (120)
employees of STC, and (80) customers. The results of the study showed that
TQM plays a crucial role in enhancing customer satisfaction in STC, as it showed
that the various dimensions of TQM, such as continuous improvement, training,
senior management support, and customer focus, positively affect the company’s
customer satisfaction. A clear statistical significance was observed for the
contribution of these dimensions to improving the level of customer satisfaction,
which enhances the effectiveness of applying Total Quality Management in
achieving positive results in improving the operational performance of the
institution. The results of the regression analysis showed a statistically significant
impact of all TQM dimensions on both operational performance and customer
satisfaction. This underscores the importance of implementing TQM practices in
an integrated and systematic manner in service organizations, particularly in the
telecommunications sector, which is witnessing increasing competition and
continuous changes in customer needs and expectations. The results confirm
that implementing TQM in its various dimensions directly and positively
contributes to improving operational performance and raising customer

satisfaction at STC. This highlights the importance of integrating leadership,
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employee engagement, training, continuous improvement, and customer focus
as an interconnected system to enhance overall performance. The study reached
several recommendations, most notably: strengthening the role of senior
leadership in supporting and implementing quality strategies through actual and
field commitment that reflects a culture of quality at all administrative levels;
motivating employees to actively participate in quality activities through incentive
programs, recognizing contributions, and encouraging internal innovation;
expanding the scope of training and development programs to include all levels,
provided they are directly linked to the concepts of quality and continuous
improvement; and adopting regular mechanisms to monitor customer satisfaction
and analyze feedback periodically to guide the development of
telecommunications services and products. Implement systematic continuous
improvement programs based on operational performance indicators and
ensuring the participation of multidisciplinary teams.

Keywords: Total Quality Management (TQM), Operational Performance,

Customer Satisfaction, Saudi Telecom Company (STC).
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