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2.2 CUSTOMER SATISFACTION

Customer satisfaction is at the heart of Total Quality Management (TQM), a management
philosophy that aims to continuously improve the quality of products, services, and processes across
an organization to meet or exceed customer expectations. In TQM, customer satisfaction is seen as the

ultimate measure of success, and it drives the organization’s improvement efforts.

Key Aspects of Customer Satisfaction in TQM

1. Understanding Customer Needs and Expectations

o TQM emphasizes that organizations must understand and anticipate customer needs,
preferences, and expectations. This understanding is crucial for designing products,
services, and processes that align with customer desires.

o Customer feedback is essential. Organizations should continuously gather and analyze
feedback through surveys, focus groups, reviews, complaints, and direct interactions to
stay attuned to customer requirements.

o TQM encourages proactive engagement with customers, not just reactive responses to
problems. Companies that can anticipate needs and deliver on them consistently tend to
build better relationships with their customers.

2. Customer Focus as the Core Principle

o A fundamental principle of TQM is that the customer is always the focus. All activities
in the organization should be geared toward creating value for customers.

o Every employee, from top management to frontline workers, should understand the
organization’s commitment to customer satisfaction and their role in delivering that
satisfaction.

o TQM encourages organizations to shift from a product-centric mindset to a customer-
centric approach. This means that even in product development or service design, the
primary goal is to meet or exceed customer expectations rather than focusing solely on
internal processes or technical specifications.

3. Quality as Defined by the Customer

o InTQM, quality is not defined by the organization’s internal standards or specifications,
but by what the customer perceives as quality. The organization’s products or services
should meet the functional and emotional needs of customers.

o The concept of fitness for use — meaning that a product or service performs as expected
and delivers the benefits the customer seeks — is crucial. The focus is not just on meeting

technical standards, but on delivering value and satisfaction to the customer.
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4. Customer Satisfaction as the Ultimate Measure

o

TQM posits that customer satisfaction is the ultimate measure of quality. High levels
of satisfaction lead to repeat business, customer loyalty, and positive word-of-mouth,
while poor satisfaction can result in lost customers, negative feedback, and damage to
the brand’s reputation.

Regular customer satisfaction measurement helps the organization understand how
well it is meeting customer expectations. This could involve tracking metrics like
customer loyalty, Net Promoter Score (NPS), or Customer Satisfaction (CSAT) scores.
Customer retention is a key indicator of sustained satisfaction. The more satisfied
customers are with the product or service, the more likely they are to remain loyal to the

company and continue purchasing over time.

5. Continuous Improvement (Kaizen) for Better Customer Experience
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A key concept in TQM is continuous improvement, also known as Kaizen. It involves
constantly refining and improving processes to deliver better quality and enhance the
customer experience.

The TQM philosophy believes that through small, incremental improvements,
organizations can continually enhance the value they offer to customers.

Regular process evaluation and data-driven decision-making allow businesses to identify
areas of improvement and make the necessary adjustments to further satisfy customer
needs.

For example, if customer feedback indicates that a product feature is difficult to use, the

organization will make design or usability improvements to meet customer expectations.

6. Cross-Functional Teams and Collaboration
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Achieving customer satisfaction through TQM requires a cross-functional approach to
quality. Different departments within the organization—such as marketing, production,
quality control, and customer service—must collaborate to create products and services
that fulfill customer needs.

Quality isn’t just the responsibility of the quality department; it’s a company-wide
commitment. Every employee in every department must be involved in understanding

customer expectations and contributing to quality improvement efforts.

7. Eliminating Waste and Reducing Variation

o

In TQM, reducing variation in processes (through statistical process control or Six
Sigma) helps ensure that products or services consistently meet customer expectations.
The goal is to eliminate defects and waste that detract from the customer experience.

This could involve refining manufacturing processes to prevent defects, reducing waiting
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times for customers, or streamlining customer service procedures to provide faster and
more accurate responses.

o By maintaining consistent quality, organizations can ensure that customers receive
reliable, high-quality products or services every time they engage with the company.

8. Customer Involvement in the Quality Process

o TQM encourages customer involvement in the quality process, particularly when
designing new products or improving existing ones. Engaging customers early on can
provide valuable insights into their needs, preferences, and pain points.

o Companies that implement co-creation or collaborative development models can gain
valuable feedback, making it easier to tailor their offerings to customer expectations.

o Regular interaction with customers (such as through surveys, focus groups, and social
media engagement) ensures that customer perspectives are integrated into decision-
making and process improvements.

9. Leadership Commitment to Customer Satisfaction

o Leadership plays a crucial role in fostering a customer-centric culture. In TQM, senior
management must demonstrate a strong commitment to customer satisfaction by setting
clear expectations, providing resources for improvement, and ensuring that all employees
understand the importance of customer satisfaction.

o Leadership should also establish the vision and values that prioritize customer needs,
embedding these principles into the organization’s mission and everyday practices.

o By aligning organizational goals with customer satisfaction, leaders help ensure that the

entire organization is focused on delivering value to customers

Benefits of Prioritizing Customer Satisfaction in TQM

1. Increased Customer Loyalty and Retention
o When customers are consistently satisfied with the products, services, and overall
experience, they are more likely to remain loyal to the brand, reducing churn and
ensuring repeat business.
2. Improved Reputation and Brand Image
o Satisfied customers are more likely to recommend the company to others, leading to

positive word-of-mouth and an enhanced reputation in the market.
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3. Competitive Advantage
o Organizations that focus on customer satisfaction often differentiate themselves from
competitors. A reputation for delivering high-quality products or exceptional customer
service can be a significant competitive advantage.
4. Higher Profitability
o Satisfied customers tend to spend more and are less price-sensitive. They may also be
willing to pay a premium for products and services they perceive as high-quality. This
can result in higher revenues and profitability over time.
5. Employee Satisfaction and Engagement
o When employees see that their efforts to improve quality and serve customers are making
a positive impact, it boosts morale, engagement, and motivation. A customer-focused

culture can create a sense of pride and purpose among employees.

In Total Quality Management, customer satisfaction is the ultimate goal and a key indicator of
organizational success. By understanding customer needs, continuously improving processes, and
embedding a culture of quality across all departments, TQM ensures that customer satisfaction is not a
one-time achievement but an ongoing, sustainable outcome. Organizations that prioritize customer
satisfaction in their TQM initiatives are more likely to foster loyalty, maintain a competitive edge, and

achieve long-term success.
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