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Abstract

This study aims to examine the impact of Total Quality Management (TQM)
on customer satisfaction in Saudi Arabian Airlines in Riyadh, by assessing the
influence of key TQM dimensions such as top management support, process
management, customer focus, and employee empowerment on service quality and
passenger experience. The study employed the descriptive analytical method,
with a population consisting of Saudi Airlines customers and a targeted sample
selected using a structured questionnaire. Findings revealed a strong and
statistically significant effect of TQM on customer satisfaction, with top
management support and operational efficiency identified as the most influential
factors. The study recommends enhancing employee training, improving digital
services, strengthening complaint-handling procedures, and developing internal
communication to ensure higher customer satisfaction and sustained loyalty.

Keywords:

Total Quality Management — Customer Satisfaction — Processes — Empowerment
— Leadership — Airline Services.
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