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Abstract

Customer satisfaction has important role to maintain customer loyalty which is guarantee
survivals of business organization in the sharp competitive environment that characterizes
markets today, meet customer needs and expectation to maintain their satisfaction in desire
level is facing many challenges, the main one is the rapid changes in this expectation and
needs as result of globalization impact and transcontinental companies phenomena, the
objectives of this research are; studying the important of customer satisfaction and strategic
planning concepts and the link between customer satisfaction and strategic planning inside
the company to support it in use all its resources towards success in adapt to change in the
desires of the customer effectively and efficiently, thus giving the organization a
competitive advantage in the market, also statistical study has been conducted to study the
relationship between increasing customer satisfaction and organization success, and
between strategic planning and increasing customer satisfaction, and the effective role of
Total Quality Management system in strategic planning quality

Based on the descriptive methodology a survey method was used in this study through
questionnaire, and its stability is measured by Cronbach's alpha factor, the study population
data and Hypotheses are analyzed by Statistical product and service solutions (SPSS). The
research showed the following main results;
-Customer satisfaction is an important indicator of the success of the organization so it is a
priority in the custom of the organization that seeks to meet the needs of this customer.
- The quality of the planning lead to increase customer satisfaction and thus increase the
success of the organization.
- Strategic planning should be linked to changes of customer's needs.
Also the study made many recommendations such as;

-Attention to increasing customer satisfaction by monitoring changes in customer
requirements.

- Taking care of strategic planning tools to achieve increased satisfaction.

- Effective application of Total Quality Management system to give competitive

Key words: total quality management — strategic planning — customer satisfaction
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