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Abstract

This study aims to analyze the role of Total Quality Management (TQM) in enhancing
customer satisfaction, applied to Toyota Saudi Arabia as one of the automotive companies
that fundamentally rely on operational and service quality to maintain their competitive
position in the local market. The research problem stems from the need to understand the
extent to which TQM practices can improve customer satisfaction amid rapidly evolving
expectations of Saudi consumers and increasing competition in the automotive sector. The
descriptive—analytical method was employed, and a questionnaire consisting of two main
dimensions—TQM dimensions and customer satisfaction—was distributed to a sample of
Toyota customers in the Kingdom of Saudi Arabia. Data were analyzed using SPSS through
statistical methods including correlation and multiple linear regression. The results indicated
a strong and statistically significant positive effect of TQM dimensions—continuous

improvement, top management support, training, employee involvement, and customer




focus—on customer satisfaction in Toyota Saudi Arabia. The study recommends
strengthening operational quality initiatives, enhancing after-sales services, and expanding

employee training programs to sustain high customer satisfaction levels, along with widening

the implementation of TQM practices across all sales branches and maintenance centers.

Keywords: Total Quality Management, Customer Satisfaction, Continuous Improvement,

Customer Focus.
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