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The role of total quality management in managing customer

relationships
An applied study on Abu Atni Beverages Company / Benghazi
Abstract :

This study aims to try to identify the role of Total Quality
Management in managing customer relations in Abu Atni Beverages
Company, Benghazi, through the strength of the link between them.
To achieve the study hypotheses, the descriptive statistical method
was used, which is the computation of arithmetic averages, standard
deviations, percentages, Pearson and Spearman correlation coefticient,
and (T) test. These treatments were implemented using the (SPSS)
program based on the questionnaire form prepared for this purpose -
consisting of 30 phrases revolving around the problem under study -
as a basic method for collecting data from the employees (under
studyy, who numbered 101 employees as a sample from the study
population. This study has reached a set of results, the most important
of which are: that there is a "role" or a positive correlation between
the three proposed TQM principles (customer focus, process focus,
continuous 1improvement), and the three proposed customer
relationship management dimensions (customer satistaction, Customer
loyalty, customer value).

Key words: Total Quality Management Principles (Customer
Focus, Process Focus, Continuous Improvement), Customer
Relationship Management Dimensions (Customer Satisfaction,

Customer Loyalty, Customer Value).
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