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The role of comprehensive quality management on customer satisfaction, personnel satisfaction and
company reputation

Mohammad Javad Barati

abstract

This study examines the impact of total quality management on customer satisfaction, personnel satisfaction
and company reputation. The current research is among cross-sectional survey research in terms of its
practical purpose and in terms of the method and time frame of data collection. Data collection was done using
a standard questionnaire whose validity was checked by face validity and reliability by Cronbach's alpha
coefficient. The statistical population in this research is small and medium companies in Tehran, the sample
number is 371, which is among the employees and managers of small and medium companies in Tehran. Data
was collected mainly through online and offline questionnaires and randomly distributed among managers,
employees at different levels. The findings show the importance of the role of comprehensive quality
management on customer satisfaction, personnel satisfaction and company reputation. Finally, the results
show that comprehensive quality management is effective and influential on employee satisfaction, customer
satisfaction and company reputation.

Keywords: customer satisfaction, personnel satisfaction, company reputation, comprehensive quality
management
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