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Abstract

The Impact of Using Benchmarking on Improving Service Quality in Social
Security Corporation

Prepared by: Khawlah Abduallah Hamdallah
Supervisor: Dr. Murad Salim Attiany

The aim of this study was to investigate the impact of using benchmarking on
improving service quality of Social Security Corporation. To achieve study oobjectives and
goals, the study was comprised of two parts; the first part focused on a comprehensive review
of relevant theoretical literature, the second one determines the level of applying
benchmarking in the social security corporation and its impact in improving the service
quality through a special questionnaire which was designed and distributed to a sample of
employees working in social security corporation. The questionnaire covered two practices of
benchmarking (Strategic benchmarking and functional benchmarking), and five types of
quality services: (Reliability, Responsiveness, Security, Empathy, tangibility)

The researcher distributes (135) questionnaires to the a sample of workers in Social
Security Corporation and only (119) valid questionnaire for statistical analysis the responds
rate equal to (88.1 %) Using the appropriate statistical methods in analyzing the data and
testing hypotheses, the study concluded that there is a statistically significant impact of using
benchmarking in improving the quality of the services provided by the Social Security
Corporation. The study recommended the necessity of continuing to use benchmarking with
the leading institutions in social insurance as a means to improve the quality of services
provided by the Social Security Corporation

Keywords: Strategic Benchmarking, Functional Benchmarking, Service Quality , Social

Security Corporation in Jordan.



