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Abstract: This paper mainly seeks to identify the level of the application of Total Quality
Management (TOQM) of economic development and its tools in Palestine Telecommunications
Company (PTC), Rafah Branch, Gaza Strip, and its relationship with customer satisfaction. A
sample of 30 PTC employees was selected. The questionnaire was the study tool. The
researcher adopted the descriptive analytical approach.

The researcher aims to examine the relationship between the application of TOM for
economic development and its tools in PTC and the achievement of customer satisfaction. In
addition, this manuscript aims to identify the key proposals for developing the principles of
TOM of economic development in PTC to effectively implement customer satisfaction. The
importance of this paper lies in its attempt to bridge the gap in the field of scientific research
relating to the identification of the relationship between the application of TOM and the
customers’ satisfaction in the private sector in the Gaza Strip. Thus the research will assist
private sector decision makers to develop their services. Furthermore, the present paper is
conducted on a vital sector for the Palestinian people, the private sector which is the driving
economic factor for the development of the Palestinian society in several fields. To say the
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more, the research contributes to promoting knowledge in TOM for researchers, scholars,
and managers of private institutions, given to the scarcity of studies on the topic of this
research, especially in the private sector in the Gaza Strip.

The study findings show that TOM of economic development in PTC reached 89.4%, a
high percentage which can be relied on to develop the remaining organizational variables.
The support and the senior management was 93.2%, the highest dimension of TOM of the
economic development. Focus on customers was the lowest dimension of TOM. However, its
high percentage was 83%. The findings show that customer satisfaction was 89.8%, a high
percentage which can be relied on to increase customers. Customer satisfaction with service
delivery was 93%, an indication of the management's interest in providing service. Customer
satisfaction with employee performance was the lowest among customer satisfaction
dimensions in the application, though it was 87.8%. There is a statistically significant
relationship between TOM dimensions and customer satisfaction. In addition, the findings
show that there is a statistically significant impact of TOM on economic development on
customer satisfaction.

The study recommendations highlight the need to continue supporting the application of
TOM of economic development, taking advantage of the strengths in applying TOM
dimensions and the need to utilize the opportunities available in the market, especially
customer satisfaction with the company's services delivery.

Keywords: Total Quality, Economic Development, Customers, Paltel.
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