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Abstract

This study aims to examine the role of management in enhancing organizational commitment
and its impact on improving service quality through an applied study on Best Distribution
Company (Tazweed). The importance of this study stems from the rapid changes in the service
sector, the intensity of competition, and the increasing expectations of customers regarding
quality and efficiency. Improving service quality is no longer dependent solely on material or
technological resources; rather, it is strongly linked to the level of employees’ commitment and
sense of belonging to the organization. Therefore, management plays a central role in creating
a supportive organizational environment that motivates employees and strengthens their

institutional loyalty.

The study is based on the main research problem: To what extent does management contribute
to enhancing organizational commitment among employees, and how does this reflect on the
quality of services provided? To address this issue, the study sought to measure the level of
managerial practices within the company, identify the degree of organizational commitment in
its various dimensions, and examine the nature of the relationship between these variables and

their effect on service quality.

The study adopted the descriptive analytical approach, which is appropriate to the nature of the
research topic. A questionnaire was designed as the primary tool for data collection from a
sample of employees across different departments of Best Distribution Company (Tazweed).
The theoretical framework relied on modern management theories and organizational behavior
concepts, particularly leadership practices, motivation, organizational justice, and employee
participation in decision-making, and their influence on shaping organizational behavior and

strengthening institutional belonging.

Organizational commitment was analyzed through its three main dimensions: affective
commitment (emotional attachment to the organization), continuance commitment (perceived
cost of leaving the organization), and normative commitment (a sense of moral obligation
toward the organization). In addition, service quality was examined through its core
dimensions: reliability, responsiveness, assurance, empathy, and tangibles, as key indicators for

evaluating service performance and customer satisfaction.

The findings revealed a statistically significant positive relationship between effective
managerial practices and the level of organizational commitment among employees. The results
also indicated that management styles characterized by support, continuous training and

development, fair and transparent incentive systems, and employee involvement in decision-



making significantly enhance commitment levels and organizational loyalty. This, in turn,
directly contributes to improving service quality, reducing errors, increasing responsiveness,

and achieving higher customer satisfaction.

Furthermore, the study found that affective commitment had the strongest impact on service
quality, followed by normative commitment, while continuance commitment showed a
relatively weaker influence. This suggests that building a positive emotional connection
between employees and the organization is a critical factor in achieving sustainable service

excellence.

Based on these findings, the study recommends strengthening managerial efforts to foster a
positive work environment, enhancing internal communication policies, activating continuous
evaluation and feedback mechanisms, and investing in human resource development as a
fundamental pillar for improving service quality. It also emphasizes the importance of adopting
a long-term strategic vision focused on building a committed and competent workforce to

ensure sustainable competitive advantage for Best Distribution Company (Tazweed).
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