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Abstract

The aim of this study is to test the mediating role of customers relationship on the
relationship between principals’ total quality management and marketing
performance in the financial institutions, to achieve the objectives of the study, the
researchers designed a questionnaire as tool for the study was distributed (224) to
high management, marketing and TQM departments on financial institutions in the
Sudan, as sample. Where the percentage of respondents rate (84%), previous
studies were used to construct the study model as well as to develop the
hypotheses. The study used the analytical descriptive method. The data was
statistically processed by (AMOS 25) The validity of the model has been verified
by using Alpha Kronbach to test reliability, The study reached a number of results,
the most important result there is positive relationship between principals’ total
quality management and marketing performance, but the proportion varies from
variable to another, principals’ total quality management influence on marketing
performance, through customers relationship management, but the proportion of
the effect varies from variable to another. Also the results reveal that there is a
positive relationship Dbetween the technological customers’ relationship
management and customers’ satisfaction, there is positive relationship between the
technological customer relationship management and market share. Technological
customer relationship management mediate the relationship between principals’
total quality management and customers satisfaction, technological customer
relationship management mediate the relationship between principals’ total quality
management and market share of financial institutions in Sudan. The study has
theoretical & applied recommendations; it recommended decision makers to focus
on the total quality management and customer relationship management, because it
has a good impact on customers’ satisfaction, profits and market share. Also the
study has recommendations for future studies to make more studies concerning
with the study fields.

Key words: Principals Total quality .Marketing Performance. Customer
relationship management
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