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Abstract

The aim of this study is to find out the impact of the implementation of the ISO 9001
quality management system with its collective and individual dimensions: (customer
focus, leadership, employee participation, methodology process, improvement, evidence-
based decision building, and relationship management) on customer satisfaction at
Hadhramout Cancer Control Foundation. The study adopted the descriptive analytical
approach. The questionnaire was used as a main tool for data collection. The study sample
consisted of two separate samples, the first using a comprehensive survey method of 36
employees, who are all employees at Hadhramout Cancer Control Foundation; The
second sample consisted of customers (patients) benefiting from the services provided by
Hadhramout Cancer Control Foundation. Their number was (370) customers out of a total
of (10000) customers from the research community.

The study reached a number of results, the most important of which are: that the level of
application of the quality management system in Hadhramout Cancer Control Foundation
was high, with an average of (3.77). The level of customer satisfaction with the quality
of services provided by Hadhramout Cancer Control Foundation was also high, with an
average of (4.01). The results indicated a positive and statistically significant impact of
the implementation of quality management system (ISO 9001:2015) with its collective
and individual dimensions: (customer focus, leadership, employee participation,
methodology process, improvement, evidence-based decision building, and relationship
management) on customer’s satisfaction at Hadhramaut Foundation for Cancer Control.
Based on these results, the study provided a number of recommendations, the most
important of which were: work to promote and maintain high levels of both the quality
management system (ISO 9001:2015) and customer satisfaction and maintenance. The
higher management administration should pay attention to quality from the point view of
the customer, not from the point view of the service and its provider because the
commitment to implement the standards of the quality management system does not
necessarily give the same result from the point of view of the beneficiary. This means
that making the customer service and their satisfaction and of caring for them are the
priority of the institution. Gaining a certificate of conformity by the institution cannot be
considered as an end, but improvement must be carried out continuously. In order to be
distinctive and to stay ahead of competition, in addition to developing a system to measure

customer satisfaction periodically and submitting a report to the higher administration of
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the institution to take necessary measures. The study also recommends that the institution
should function modern technology to improve its internal work and develop the services

it provides to customers.
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