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Abstract

This study aimed to explore the impact of applying Total Quality Management (TQM)
principles, represented by its five dimensions—strategic planning, continuous improvement,
customer focus, leadership, and operations management—on the improvement of drinking
water services in a Saudi water company. The study adopted a descriptive analytical approach,
and its primary tool was a questionnaire distributed to a sample of (375) employees who are

directly involved in quality management processes and service delivery within the company.

The findings revealed that the level of TQM application in the company was high, and
there was a strong and statistically significant positive effect of the TQM dimensions on the
improvement of drinking water services. Among the dimensions, customer focus had the
highest impact, followed by continuous improvement, then leadership, while strategic
planning and operations management showed relatively lower—but still statistically

significant—effects.

The study recommended reinforcing the principles of TQM in all company operations,
developing mechanisms for continuous improvement, activating customer service units,
enhancing administrative leadership, and improving operational efficiency to ensure the
provision of high-quality drinking water that meets citizens' expectations and aligns with both

national and international standards.

Keywords: Total Quality Management, Strategic Planning, Continuous Improvement,
Customer Focus, Leadership, Operations Management, Drinking Water Services, Saudi Water

Company.
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