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Abstract

The research aims to study the impact of Total Quality Management (as a variable of
significant importance in scientific and practical circles) on customer value in a group of private
hospitals in Baghdad - Al-Rusafa. These hospitals are Al-Mustansiriya Private, Al-Waziriya
Private, Al-Khayal Private, Al-Nahrain Private, Beirut Private, and Al-Dawli Private. This focus is
due to the increasing number of hospitals on the Al-Rusafa side compared to the Al-Karkh side,
with 45 hospitals in Al-Rusafa compared to 22 in Al-Karkh. These hospitals rely on the diversity of
services provided to their customers and the adoption of different methods for delivering high-
quality services, aiming to address the problem of adhering to traditional methods. A questionnaire
was used as the main research tool to understand the opinions of a purposive sample consisting of
managers, doctors, technicians, administrators, and nurses. A total of 160 questionnaires were
distributed to the research sample, and 131 were retrieved and found valid for statistical analysis
using (SPSS V.28) to explore the nature of the relationship between the research variables and to
test the research hypotheses concerning the impact of Total Quality Management dimensions on
customer value. The descriptive-analytical approach was adopted as it is the most suitable for
achieving the research objectives. To reach the results, the research employed several statistical
methods appropriate to the nature of the research objectives, such as the arithmetic mean, standard
deviation, coefficient of variation, and relative importance. The research concluded with several
findings, most notably that the private hospitals in Baghdad - Al-Rusafa have been able to improve
their customer value through Total Quality Management by focusing on continuous improvement
and customer focus. Therefore, the research recommends that hospitals should emphasize these
dimensions to enhance their customer value.
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One-Sample Kolmogorov-Smirnov Test
ALald) B gadl 5 s Aad

N 131 131

Mean 4.3592 4.4177
Normal Parameters®®

Std. Deviation .56758 .47653

Absolute .147 111

Most Extreme Differences Positive 129 111
Negative -.147 -.111

Test Statistic .147 111

Asymp. Sig. (2-tailed)* .065 .200*

-(SPSS V.28) malin cilajia:



https://jpgiafs.uobaghdad.edu.iq/index.php/JAFS/index

Journal of Accounting and Financial Studies ( JAFS ) Alla g Lpailae b o Alaa
VOL.20, ISS.70, YEAR.2025 P-ISSN: 1818-9431, E-ISSN: 2617-9849

V) il el 3 ik degse (O d) Aa eAlalil) 5250l 5 4) oyl Uil o (7) dsaall @ (e ey
L) dedll Ge i Cagiyen Cig Sl LaaY Adlaa¥) dedll ciely 3 ciilad (131) @by Goi xe 1-2
DN @lyaall (0.05)

Liauls L i ped Lae puonll JS8 3k @IS 72 IS8 QL i (362) JSA (e et b 2-2
(1.96+/-) sl daaiall (ana s mdaliilly i) a o) (8) Jsandl yeds) Ly 3-2

£l5i |y pdaldil) ) Lis) (8) Jgaad)
Std.
N Mean Skewness Kurtosis
Deviation
o o o o Std. o Std.
Statistic Statistic Statistic Statistic Statistic
Error Error
ALl 3 sall 5l 131 4,3592 .56758 -1.285 212 1.804 420
O Aad 131 4.4177 47653 -.745 212 -.179 420
Valid N (listwise) 131

.(SPSS V.28) zaliys cilajia : jauadl

Histogram

25

20

E- 15
£
. . ALaLdl 5agadl 3080 . .
Aalal) Bagad) §))) clibd andall asjsil (2) JSad)
.(SPSS V.28) zaliy; cilajia  jradll
Histogram = pJormal
25 Mean = 4.42
Std. Dev.= 477
N=131
20
& 15
5
g
&
10
5

Gsd dagd il ‘.*;,\H\ sl (3) Jsad
(SPSS V28) C.ALD.' Gilayda 1 Huad
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