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ABSTRACT
This study aims to analyze the impact of total quality management

practices on the job performance of customer service employees at STC in
Riyadh.

The descriptive analytical approach was used, and data was collected
through a questionnaire that was distributed to a sample of the company’s
customer service employees.

The results of the study showed that STC’s total quality management
practices are at a good level, as it obtained medium and high scores in most
of the dimensions analyzed.

The results also showed that the company's customer service employees
performed well as well, as they obtained average and high scores in most
of the dimensions analyzed.

In addition, the results showed a positive correlation between TQM
practices and the job performance of customer service employees,
indicating that TQM practices positively affect employee performance.

Based on the results of the study, the company recommends taking the
following actions to improve total quality management practices and the
performance of customer service employees:

Improve knowledge of the company's products and services:

[ Providing training and professional development programs for customer
service employees, including specialized training programs in the
company’s products and services.

[0 Encouraging employees to view the latest information about the
company’s products and services through available sources.

Improving adherence to work standards and professional ethics:

Establish clear policies and procedures that define the company’s
expectations of customer service employees, including adherence to
business standards and professional ethics.

Encouraging employees to participate in awareness programs about work
standards and professional ethics.




Improving responsibility for quality services:

1. Create a system to evaluate the performance of customer service
employees, which includes performance indicators related to the
quality of services.

. Encourage employees to provide feedback about the quality of their
services.

. In addition to these recommendations, stc may also consider taking
the following actions:

. Providing opportunities for employees to participate in making
decisions related to customer services.

. Honoring employees who excel in customer service.

. Create a supportive and positive work environment for customer
service employees.

By taking these actions, stc can improve total quality management
practices and the performance of customer service employees, leading to
improved customer satisfaction and achieving the company's strategic
goals.

Keywords: total quality management practices, job performance, STC
Company in Riyadh
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