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Abstract

This study aimed to analyze the impact of Total Quality Management (TQM) in its
various dimensions (senior management commitment to quality, employee participation,
improvement and development, and customer focus) on customer satisfaction in shopping
malls in the Riyadh market. The descriptive-analytical approach was used, and data were
collected through a questionnaire directed at both employees and customers within the

shopping malls. The study involved 334 respondents.

The study results showed that Total Quality Management plays a crucial role in
improving customer satisfaction levels. All dimensions of quality achieved high levels
according to the analysis of arithmetic means. Additionally, hypothesis testing revealed a
statistically significant impact of employee participation, improvement and development, and
customer focus on enhancing customer satisfaction. In contrast, the impact of senior

management commitment to quality was less strong compared to the other dimensions.

Based on these findings, the study recommends enhancing employee participation in
quality improvement processes, continuing to develop services and innovate in their delivery,
and increasing the focus on customer needs to ensure a distinctive shopping experience within

the malls.

Keywords: Total Quality Management, Customer Satisfaction, Shopping Malls, Riyadh

Market.
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