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ABSTRACT

The aim of this study was to identify the impact of the application of the Total Quality
Management (TQM) for vehicle maintenance process, and to develop a model design to
ensure a better flow of the maintenance process. The descriptive analytical approach
was used in this study. The study was carried out in three companies working in the
field of automobile maintenance in Riyadh, Saudi Arabia namely: Abdul Latif Al-Essa,
Abdul LatifJameel and Alwallan. The primary data was collected through observation,
participatory observation, interview and questionnaires.  The researcher made his
observation and notes from his thirteen years experience in working in Alwallan
maintenance company. Interviews were done with some of the administrators in the
three companies. In addition to that the researcher designed two questionnaires; the first
was distributed for the workers and employees in the three companies in order to
identify their persona opinions in the process of maintenance according to the
procedures known i.e: appointments, reception, follow-up and quality control in the
workshop, delivery of the vehicle and follow-up after repair. The second has been
distributed to customers to determine the customer satisfaction level. The secondary
data were collected from the scientific literature for TQM as well as books and journals
in maintenance in addition to search engines on the World Wide Web.

The results revealed that customers are satisfied with the performance of the service
center, they receive their vehicles in good conditions after maintenance, maintenance
program is clear, and the performance quality in maintenance centers is high, and their
average mean was: (3.70- 3.86- 3.74 -3.75) respectively. However, customers were not
satisfied with the length of the maintenance period, the high cost of maintenance, they
periodically revisit the center after repair, the communication with the centre, the spare
parts were always unavailable, and complexity of the procedures of the center, and their
average mean was. (3.02-3.47-3.05-2.45-2.46-2.38) respectively. Based on the results
of this study a model design was develop and could be applied on vehicle maintenance
in different companies. The results of its application using Arena simulation revealed
that it reduces the waiting time, actual time for maintenance and consequently reduces
the total time for maintenance. Moreover, the modd reduces the total cost of
mai ntenance.

The study reveadled the following recommendations: the application of TQM in
servicesis not agoal in itself but a mean to achieve the objectives of TQM which leads
to customer satisfaction and consequently attain the competitive position and stay in the
market. Draw attention to follow the scientific methods by application of TQM in all
companies to achieve the goal of the customer satisfaction and delight. The need to
streamline procedures to reduce the time of maintenance to reduce the cost which is the
most crucial factor for competition, and thereby improves the performance which is
considered as the basis of TQM and to achieve maximum customer satisfaction in the
vehicle maintenance. The importance of applying the standards and systems of TQM in
all companies in order to attract more attention to the process of continuous

L



improvement in the steps of maintenance operation and consequently implement quality
through a comprehensive system associated with the customer and the company. The
studies in the field of TQM must receive more attention in order to select and
implement the proper procedures in vehicle maintenance. Training is vital and should
focus on the tools and of comprehensive total quality management with special attention
to adapt with technological changes in order to improve and simplify the vehicle
maintenance processes in the company. Draw more attention to devoted for the job
satisfaction for workers and employees in the field of automobile maintenance
management.
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