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RESEARCH TITLE

Organizational Effectiveness and Its Impact on the Performance of
Service Institutions (Study of Hamad Customer Service Center)

Abstract

The study aims to clarify the concept of organizational effectiveness and its impact on the
performance of service institutions (applied to Hamad Customer Service Center) and thus
provide the service expected by the customer. The main problem in the study is: what is the
impact of organizational effectiveness on performance in service institutions? The study
used the deductive method to select hypotheses, and the descriptive method to describe the
current status of the customer center and the phenomena and facts related to the topic, and
the inductive method to analyze data in order to reach results. For collecting primary data,
the researcher followed tools such as observation, meeting, reports, and questionnaires, and
for secondary data, books, references, journals, newspapers, previous studies, and the
Internet were used. The researcher was selected some hypotheses to achieve the objectives
of the study, including that there is a statistically significant relationship between
organizational effectiveness and Performance within service institutions, there is a positive
impact of employee satisfaction with the work environment on organizational effectiveness.
The researcher found a number of results including that, there is a statistically significant
relationship between the effectiveness of the organization and performance within service
institutions, when goals are aimed to the actual needs of the customer, it has a greater impact
on performance indicators, employee training programs increase their ability to efficiently
deliver the required service. The study concluded some of recommendations, the mission of
the service organization should be clear to all employees and achievable, and the goals
should be directed towards the real needs of the client. There should also be future studies
and testing of the model in service sectors like health and education to compare results.

Key Words: Organizational effectiveness, service institutions, service quality, customer
satisfaction, competitiveness.
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