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Improving Pilgrim Experienceda ) d gua 43 a3 Cpwal
Ray VA glaad) Dl dal; (gt ) ) cingd ) Spgad) AS 45 salyg
o] Aadiall Ciladdd) jaghi A (e gl
It refers to all efforts aimed at enhancing pilgrims’ comfort and
peace of mind during Hajj by improving the services provided to them.

Pilgrims (Guests of God)sa i) i gua
Laal A b mall Lad ol allad) g1 Gilide (e Ogadldl) O galusal
Awaial) e laallg

Muslims coming from different countries around the world to
perform the Hajj pilgrimage in Makkah and the holy sites.

Total Quality Management (TQM)4laLid) 352l 3 1
S S e jaia IS8 Gl (Ggiae (pead Ll e JalSia (G g
.Q,.\Lﬂw\ > Z\SJL@'AAJ ww\ La)
An integrated management approach that seeks continuous

improvement of services by focusing on customer satisfaction and
involving all employees.

Principles of TQMA4LL&l) 33l 3 ) (s3bea
BaLAY (il Cpuadll (plalel) ASjLEa (Jraadl Ao Sl Jie Llee (und
alila) Ao Al cfal Mag)y (Adaal
Practical foundations such as customer focus, employee

involvement, continuous improvement, effective leadership, and data-
based decision making.

Hajj Seasongall awi s«
Jaali cilash (o lgaalay Lag all jilad O salesall Lgad (530 ) Al 55340
Acfin sty dyialy Ay
The period during which Muslims perform the rituals of Hajj,
accompanied by organizational, health, security, and logistical services.
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Pilgrim Experiencezadl 42
S5 Dlerdll 53 Sy cluliall ol aay zlall adde Juany (31 SN ¢ Llaiy)
Leilels el gg
The overall impression gained by the pilgrim after performing the
rituals, reflecting the quality, ease, and safety of the services.

Pilgrim Satisfactionzglaall La
) e sag agl dediddl Glardll slad zlaadl e ey (S Lia)ll (S5
gl #lal
The level of satisfaction expressed by pilgrims regarding the services
provided, serving as a key indicator of system success.

Continuous Improvement jaiwall i)
Lpad Baga o (Saiy Lo LgeliS g elad¥) ool coleadll joglail dails dlec
.C\AJ\

An ongoing process of improving services, preventing errors, and
raising efficiency to enhance the pilgrim experience.

Effective Leadershipiiail) 3.l
Olaal sl gy Cplalal) dungiy daaly 45y puas (Ao d)aY) bl 5,38
C_\LQ.A;S\ BJ};

The ability of administrative leaders to set a clear vision, guide
employees, and provide resources to ensure service quality.

Fact-Based Decision Making&all e 4l <l ) &l Jas)
o oneadll e Yo Al A xie 238 Clelanly bl e slay) slac)
Arad ) ol ol

Relying on accurate data and statistics when making decisions rather
than assumptions or personal estimates.
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Saudi Vision 2030 4leal) 43
Basa oy Ledlaal 5yl ey ccleUndll Calise yughi ) Caags il Loal i ddad
Al AUall 8abg Beally mall ilers
A national strategic plan aiming to develop various sectors, with one

of its main goals being the improvement of Hajj and Umrah services and
the increase of hosting capacity.

Gkl A (e el digaud 4l Cead 1 Gaddl ol giad A Y ciy il
) amge iladd o 48t A )3 (TQM): ALalid) 33 gad) 30 (sabsa
gl e Rl i) ALal Bagal) Bl (ool Caulagi Caadll 1da & 4 dad

< (@lild) e L) byl Sasly (Allaal) salal ¢ el Gaentll ¢ cplalall 38U
el AaleY) () (Jall) mall auge b dedkall cleadll deshie Jaby JolSie
gyl Guady zlaall L) (seiwe ad) Caagy @lldy o(aubaiilly ¢ ol DL Gl
GUlLawYlS) ddlud) duhall el Pl e el Guld Sy Lelulidl ol el 20
gloall clebbil o LulSaly clodl) sasa (Giwe dayl (ddlanyl Ganladly

a9

In this study, the title refers to the integrated application of Total
Quality Management (TQM) principles—such as customer focus,
employee involvement, continuous improvement, effective leadership,
and fact-based decision making—across the various services offered
during the Hajj season (transportation, accommodation, -catering,
healthcare, religious guidance, and crowd management). The aim is to
enhance pilgrim satisfaction and improve their overall experience while
performing the rituals. This is operationalized through field tools (such as
surveys and statistical measures) to assess service quality and its impact
on pilgrims’ impressions and journey.
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3) The Role of Continuous Improvement (Kaizen) in Optimizing
Service Delivery and Pilgrim Satisfaction During the Hayjj

Pilgrimage:!
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'Kim, S. H., & Abdullah, Y. (2024). The role of continuous improvement (Kaizen) in

optimizing service delivery and pilgrim satisfaction during the Hajj pilgrimage.
Journal of Operations Management in Religious Tourism, 10(2), 140-158.
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4) The Impact of Leadership Commitment to TQM on Service
Excellence in Saudi Hajj Operations:-!

1) Chang, M., & Al-Rajhi, S. (2025). The impact of leadership commitment to TOM on

service excellence in Saudi Hajj operations. International Journal of Hospitality &
Tourism Management, 20(1), 1-18.
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5) Information Technology's Role in Supporting Total Quality
Management for Enhanced Pilgrim Journey: An Empirical

Study:!
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"'Gupta, R., & Al-Ghamdi, Z. (2025). Information technology's role in supporting Total
Quality Management for enhanced pilgrim journey: An empirical study. Journal of
Religious Tourism & IT Management, 9(1), 35-52.
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Model summary

Model R R Adjusted | Std. Error of
Square R Square the
Estimate
1 9552, 0.91 0.91 0.26
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(7) &8 d s>

ANOVA

Model | oUmof | g  Mean o o
Squares Square

Regression| 55.29 | 6.00 | 9.22 | 140.91 | 00Q®.
1 | Residual 5.30 |81.00| 0.07
Total 60.59 | 87.00

Al 5,109) a. Dependent Variable : & dwdaill 4leldll ) saa
el oall aaally Gty Hill (e pall 50

Llall 5,121 b. Predictors : (Constant), #/ ill s aed faa |
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Abstract

This research aims to examine the role of applying Total Quality
Management (TQM) principles in enhancing the experience of the
Guests of Allah during the Hajj season. The growing number of
pilgrims and the diversity of their needs necessitate the development
of service systems, posing logistical and operational challenges that
require innovative and scientifically grounded solutions.

The study relies on a theoretical framework that combines TQM
principles  with  service quality and customer experience  models,
focusing on the main dimensions of total quality such as customer
orientation, employee participation, continuous improvement,
effective leadership, and data-driven decision-making. Previous
Arabic and international studies addressing the application of quality
principles in Hajj and Umrah services were analyzed to identify
similarities, differences, and research gaps.

Findings from the reviewed literature indicate that applying TQM
principles improves the quality of services provided to pilgrims,
particularly in transportation, catering, accommodation, and
healthcare, while also enhancing pilgrims’ satisfaction and overall
experience. ~However, most prior studies addressed only a single
aspect of total quality, whereas this research seeks to provide a more
integrated and comprehensive perspective on the impact of all TQM
principles on the Hajj experience.

The contribution of this research lies in presenting an applied
framework to  support stakeholders involved in  Hajj services in
integrating TQM principles into a unified system, thereby
contributing to the achievement of Saudi Vision 2030 goals to
enhance  service  quality, host larger numbers of pilgrims, and
maintain the highest levels of comfort and safety.

Keywords: Total Quality Management (TQM), Hajj season, enhancing pilgrim
experience, Guest of Allah
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