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Abstract

This study aims to examine the role of Total Quality Management (TQM) in
Improving after-sales services in automotive companies, as one of the key
pillars for enhancing customer satisfaction and strengthening competitiveness. The
research employed a descriptive-analytical method, with data collected through a
questionnaire distributed to a sample of (32) respondents, including both
employees of automotive companies and customers.

The findings revealed that the level of TQM implementation remains limited. Low
agreement rates were recorded for dimensions such as top management
commitment, employee involvement, continuous training, quality control
systems, and responsiveness to customer complaints, indicating deficiencies in
the practical application of TQM principles. In contrast, the dimension of
warranty compliance scored high (90.6%), and most respondents agreed that
applying TQM principles contributes to improving the company’s image
(96.9%). However, the perceived impact of TQM on customer satisfaction was
relatively weak, with only (15.6%) agreement.

The study concludes that automotive companies need to strengthen management
commitment, empower employees, develop training programs, and enhance
responsiveness to customer complaints, while maintaining strong compliance
with warranty services. The research recommends establishing an integrated
quality management system that supports all stages of after-sales services, thereby
increasing customer satisfaction and reinforcing the company’s positive image in
the market.

Keywords: Total Quality Management, After-sales Services, Customer
Satisfaction, Automotive Companies.
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