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Abstract: The study aimed to analyze how an industrial company practice
total quality management(TQM) and whether the applied policy carried out
points of strength or weaknesses due to the misapplication of the employees.
The study also purposed to evaluate of quality by the company’s customers
of individuals and business organizations, besides testing the company’s
strategies with regard to the accomplishment of customers satisfaction and
the responsiveness to the policies of customers retention, moreover the
study sought recognizing the problems which could hinder implementing
customer satisfaction and retention. A questionnaire was used as a tool to
collect data, where (600) were retrieved from customers, and (45)from
employees .The data, collected was treated statically by using: percentages,
the standard deviation, factor analysis and the t-test. The study reached many
important conclusions: Total Quality Management (top management
support, quality policies, training employees, employees relations ,operations
improvements, product development, follow-up system and complaints
handling) affect employees and customer satisfaction and retention,
practicing total quality leads to customer satisfaction and leads to gain the
benefits of word of mouth communications costless, employees
empowerment affects positively customers perception of product and
service quality offered to them which leads to their satisfaction and
retention. The study recommended the necessity of listing to customers as
well as creating an effective employees and customer satisfaction
measurement system and trained staff to deal with customers complaints
through joining training sessions .

Key words: Total Quality Management(TQM), Customer Satisfaction,
Retention.
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