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ABSTRACT

This study aimed to 1) examine employees’ levels of satisfaction towards TQM factors;
2) study customers’ levels of satisfaction; 3) investigate people’s levels of satisfaction; 4)
compare TQM factors that affected employees’ levels of satisfaction in relation to their personal
factors; 5) compare TQM factors that affected customers’ levels of satisfaction in relation to their
personal factors; 6) compare TQM factors that affected people’s levels of satisfaction in relation
to their personal factors; and 7) examine the personal factors of the employees, customers, and
people that affected their overall satisfaction levels towards TQM. The sample group consisted of
155 employees, 33 customers, and 381 people. The research tool was questionnaire with 11-
point-rating scale of Thurstone. Statistical analysis was performed in terms of percentage,
arithmetic mean, standard deviation, t-test, F-test, LSD, and stepwise multiple regression analysis.

The findings were as follows:

1. The employees’ levels of satisfaction towards TQM factors were found at a high level.

2. The customers’ levels of satisfaction towards TQM factors were found at a high level.

3. The people were quite satisfied with TQM factors.

4. Differences in the employees’ educational background, contact periods, and positions
resulted in differences in their satisfaction levels towards TQM factors with significance level of 0.05.

5. Differences in the customers’ age, educational background, contact periods, and
work departments resulted in differences in their satisfaction levels towards TQM factors with
significance level of 0.05.

6. Differences in the people’s educational background resulted in differences in their
satisfaction levels towards TQM factors with significance level of 0.05.

7. The employees’ positions, the customers’ contact periods and fields of work as well

as people’s age and educational background affected the overall satisfaction levels towards TQM.






