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Abstract

This study aims to investigate the impact of Total Quality Management (TQM) on customer
satisfaction at Almarai Company in the Al-Kharj region, in light of the increasing competitive
challenges in the food and beverage sector and the growing consumer awareness of the
quality of products and services provided. The study is based on the main hypothesis that the
application of Total Quality Management practices contributes to improving customer
experience and enhancing customer satisfaction levels.

The study adopted a descriptive—analytical approach. Data were collected through a
questionnaire distributed to a sample of Almarai customers in Al-Kharj Governorate. The
questionnaire measured the level of implementation of Total Quality Management
dimensions, namely: customer focus, continuous improvement, employee empowerment,
and effective leadership, in addition to measuring customers’ satisfaction with the company’s
products and services. The research instrument was subjected to validity and reliability tests
to ensure its scientific soundness and suitability for analysis.

The results revealed that Total Quality Management practices are implemented at a high
level at AlImarai Company, and that customer satisfaction with its products and services is
also high, reflecting the company’s success in adopting a quality-oriented culture as an
effective managerial approach. The findings also indicated a positive relationship between
Total Quality Management practices and customer satisfaction, with customer focus and
effective leadership playing a prominent role in enhancing the positive consumer experience,
alongside the contribution of continuous improvement and employee empowerment to
improving service quality.

The findings of this study are consistent with those of many previous studies that have
emphasized the importance of Total Quality Management as a strategic tool for improving
organizational performance and achieving customer satisfaction. Moreover, this study
contributes to filling a research gap related to the application of Total Quality Management in
the local context by focusing on the Al-Kharj region as a geographical scope that has not
received sufficient attention in previous research.

The study concluded with a set of practical recommendations that may assist Almarai’s
management in strengthening quality practices and developing customer interaction
mechanisms, thereby enhancing customer satisfaction and achieving a sustainable
competitive advantage. In addition, the study suggested several directions for future research
that can build upon its results, such as expanding the scope of the study geographically or
sectorally, or employing more advanced analytical methods.
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