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ABSTRACT
The role of Total Quality Management ( TQM ) in improving the
cargo service at Saudia Airlines.
Afield study , cargo staff of Saudia Airlines & clients at cargo
Agencies .
Hassan saleh mrekey
1431H-2010M
Supervised by
Dr.M.A.ASSAD

This study with its two theoretical and the practical field discussed the role of
Total Quality Management (TQM) in enhancing the cargo service at Saudia Airlines
The study to identify Total Quality Management (TQM) strategy at Saudia Airlines
and it is relation to quality in cargo services sector. In addition to identification the
awareness of cargo service sector staff, Saudia Airlines of Total Quality Management
concept. Identification of clients satisfaction towards the actual and expected quality
of cargo services. Identify whether there is a gap between the actual and expected
services. What are the main factors that affect quality of cargo service. A random
samples of three hundreds individuals from cargo service staff Saudia Airlines and
individuals of key staff of cargo agencies been selected questionnaire is used as a
tool. (284) questionnaire have been analyzed via the statistical program (SPSS) for the
statistical data process by (likert Type Scales) at the processing of stability and truth
towards the questionnaire questions ,the preferable average and concordance
processing ,to determine the gap between the actual expected services by (person
scale) from Air Cargo clients.

Result of the study shows the following: Awareness of total quality
management elements by cargo services staff. Clients attitudes towards the actual
services provided is moderate. Client's attitudes towards the expected services are
very high. There is a gap between the actual and expected services quality

The study ended with a group of recommendations: A big efforts shall be
exerted to practically improve the quality elements by cargo and air mail directorate in
order to establish gradual change in attitudes of clients towards service quality
.Improve the efficiency of information, communication and used technology related to
performance of services at cargo and air mail directorate, cargo and airmail directorate
shall focus on the quality of services and take corrective action using difference
methods and techniques. Cargo and air mail directorate shall focus on the clients by
improve performance and skills of the staff and provide all required work tools ,
Conduct study and research on the clients satisfaction, to identify clients complains
towards service quality . Introduce and implement total quality management
approach, Establish comprehensive strategy for cargo and air mail directorate and
connect same to the main strategy of Saudia airlines , Design standard measures for
various service quality elements at cargo and air mail directorate.



