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The importance of research lies in the fact that the service sector plays an important role in the Egyptian economy, so it requires more research and studies, especially those related to the application of international quality management systems and their relationship to customer satisfaction.
The study aimed to analyze the relationship between the application of quality management systems and the satisfaction of customers and passengers traveling while providing a theoretical framework that defines the concepts related to the application of international quality management systems, service quality, customer satisfaction and methods of measuring them, and arriving at some results and suggestions that could contribute to improving the quality of service in a company Cairo Airport.
The descriptive and analytical approach that is appropriate to the nature of the topic was relied upon, as the information was used to describe the theoretical background of the topic, go to the field of study, collect data for the institution, then classify it, and interpret it in order to test hypotheses and draw conclusions.
The study included four chapters. The first chapter dealt with previous studies which showed the existence of an impact of implementing quality management systems on the quality of services and the value of customer satisfaction. The second chapter dealt with the theoretical framework for implementing quality systems from the concept of customer satisfaction, how to measure it, and examples of satisfaction in some verses of the Holy Quran. Characteristics of satisfaction.
Factors that affect customer satisfaction, the satisfaction function and the importance of measuring customer satisfaction, the objectives of measuring customer satisfaction, measuring customer satisfaction, measuring customer satisfaction tools and global customer satisfaction models. Finally, the impact of customer satisfaction on airport revenues - the service concept. - service quality. Measuring service quality. Measuring service quality Determinants of service quality and the relationship between service quality and customer satisfaction.
An overview of both
Airport Service Quality Program (ASQ)
•International Organization for Standardization (ISO).
•International standards in the field of customer satisfaction and ISO specifications for quality management.
ISO 9001: Standards in the field of customer satisfaction: ISO 10002, ISO 10001:, ISO 10003, ISO 10004, the family of environmental management specifications (ISO 14000)., ISO 14001: 2015, ISO 45001: 2018, Integrated Management Systems. Finally, the importance of integrated management systems, their objectives, the components of integrated management systems, as well as the common requirements between the three systems
Stakeholder relationship with the integrated management system for quality, environment and safety.
In this research we study the effect the effective implementation of International Quality Management Systems on customer satisfaction (a case study of the Cairo Airport Company) by measuring the dimensions of the quality of service provided within the Cairo Airport. The general average of satisfaction has been increased after the implementation of Quality, safety& Occupational Health and Environment management systems. Passenger satisfaction survey was used during a number of years before (2013-2014-2015) and during (2016-2017) and after the implementation of the Integrated Management System for Quality, Environment, Safety and Occupational Health (2018 -2019) and obtaining certificates of conformity to international specifications ISO9001-2015, ISO14001-2015 & ISO 45001-2018 where the previous versions of the latest version were applied and during the grace period for the transition to the latest version, where the satisfaction of passengers traveling through Cairo Airport is measured on a quarterly basis with a sample representing about 350 A passenger, that is, every year about 1400 samples. The degree of satisfaction is measured for 34 service elements provided to the passenger from entering the access roads to the airport until his boarding the plane, and he is asked on the same day of his travel. Inside the travel portal, the statistical analysis program SPSS was used, and the Cronbach alpha test was used to find out the stability of the paragraphs of the questionnaire, and the Kolmogorov - Smernov test was used to know the dependence of the data on the normal distribution or not. Pearson Correlation Coefficient: to measure the degree of correlation, and it was used to calculate internal consistency and validity. Builder for the questionnaire. The T-Test is in the case of one sample to see if the average score for the response has reached the average approval score of 3, more or less than that. It has been used to verify the mean significance of each of the survey paragraphs. One Way Analysis of Variance (ANOVA) test to find out if there are statistically significant differences between three or more sets of data.
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It has been shown that there is a positive and moral correlation between the effective application of international quality systems on customer satisfaction, to increase the quality of service provided to passengers, which is reflected in their satisfaction, and that the quality of service leads to achieving customer satisfaction.
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