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Abstract

vv Customer is regardless one of the most important themes on which the
marketing process as a whole, which was launched on the client that the King,
being the basis of the trend marketing talk, so it came to be called Voice of the
customer because the customer requests and wishes and organizations productivity
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hear and implemented, and this proposal has been identified the problem of
searching through the large number of the gap that appeared and worsened
between the customer and of the patient references, and health organizations that
seek to attract the customer and the sale of services and ideas, therefore, been put
Sforward several questions to the problem of research and focused mainly on the
impact of voice customer by the organixation in improving the image of their
organizations health.
Have been identified the importance of research has been dandified depending
on the real reasons that prompted the researchers involve this problem is through
the many cries of discontent by the customer (the patient references) about the
performance of health organizations towards him, and weak, but the lack of
culture that the customer is always right in health organizations, Baghdad has pilu
have been chosen to be the goal of current research to determine the effect of
listening the voice of the customer to improve the image Aanizh health, and has
been the adoption of Voice of the customer as a variable explanatory, either
improve the image of health organization, represents the variable Alastjaba, and to
achieve the objectives of the research were selected hospitals in Baghdad for the
research commaunity, and the sample consists from (so) in five doctors in private
hospitals: Hospital pouch G, Al-Ahli Hospital Shifa Hospital, Harthiya Ahli, Al-
Ahli Hospital, Baghdad, Al-Ahli Hospital Green. Was designed to identify and
measure according to five grades and data were analyzed using appropriate
statistical methods
The A number of conclusiws and recommendation hom been obtained most
important of these results is not examined, the hospital management to understand
the meaning of the voice of the customer as well as the importance of the voice of
the customer, because these hospitals did not allocate a part of her time to discuss
the problems of the beneficiaries of the medical service provided by hospitals. The
most important recommendations of the research is the need to establish hospitals
examined, a base for understanding the voice of the customer, and have run it a
clear vision about the importance of sound customer medical service provided to the
health and the need to open channels of communication between them and the
customer benefits from the service provided to discuss their grievances directly.
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O3S O gugmal) (e ) Y ¢ Lha dadi 5 AY) & gl Jra Gl Ao 098 O OSar Y JVaad) (3550
sda JS il aie g ((Shillito, 1994:230) Aabiiall g ¢isa 3l (o lalal) w3 453 ga Ui
pda IS5 Ciniuall) (pa La £ oo A Lz 3 LEY) 93 (e iy 2Ll Conall (e grosnay AdliAAY <) gua)
ssBial cily gl JAa8 cildall sda g (Adlide cillih b pilal) yedai Agles b JRAS G g
A ) (5 gal) GuSay 3 Aaliiall b JAIS Gl giaal) Liba) g ((lalead) ¢ Sl ¢l jiud)
st\ dMH’J&Q}ABJﬂSﬂJ«@‘M\ L;J'MAUJDM@LEJJ\ JMM}&J SJ\JY\ S g
Cigua Lol 31 Cigua pand Banda A) ) Siul) slal) pudayg 3] gl (G oudl o) o) aliea & 4l
cls) ) g & sl g4 VOE e aa A VOCO, VOC gty (oSS (5 ghwall Jlag o gl 3)9)
M VOE 4 ) cils) ) 8 (5 gial) | il g g 3l 3 le i J g 0afing Lal (dl) aalinal)
e (s gial) b 138 g (Algdl s Al gall Algdl miiall ananal JlaSY Laall jghilal) o cradaly
Qea Jiu) A M\ Gagud Jalsi! ACEal) Ja g psanalil) dlee 4l 28l QFD oxie lay ‘é.'ﬂ\
QU (e (S M) g uaigall o aasadll VOE o 4qsa¥) o) g Aiuany) Aleal) § o g paal)
Jpodl Ales Jeal S Sl ghsal) JS Gy < i) IS (i QUM g (el i alaad) A 008 O
ALald) 3.3 9 3030 el yald (g 4881 3 gand) ot g C AR Adayl 5 <) gmaa) Albes S g giial)
(Mazur, 1997: 217) .(TQM)
83529 (CV) () Cigually panss 52 433 gha b g o (& ) gual) 00 S JalSE g | il
S e O A ) gl g ) gial) g andiedl iiall Cp (3AY (GRS D A 238 (CV) Clb g i
<& gdadl) Mgﬂ\ Llal) 3 )N o dganl) pglic g jualinll J€ o ol M) culad ) cutld) a8 95 jludl)
Zeidner, ) Alalaadl (3 oG (s giaal A ) (s gl (o 33 Sigua dles B AR )
.(2000: 110

AaBlal) 5 gua (et & e 8
O (g ¢ (3B ISy Wy g Lo (s Y S sl g sl b Al Aaliia) 5 5900 0
1l La il pdigall o2 48 e PIA (e (e Al G pdigal) Gany daic)
1igd axl Al (PIA (e dcalilall gl j 08 4t (o g ) L) s 20 o i) (S 10ig ) L) -1
ril e DG ) dacd I (903l Ly clygicas (Jobber, 2001:12) Jobi B < il
Ll (e paldia g ia (Giag 1) g g gl o siall ]

157




2012 / iy G 338 — 0 ¢ g Awaldl) Ll The magazine of Economics & Administration /uai@y) g5 _i3y) ddxa

LOs o Ly o g.a*\hﬂ Jatal) @8y :g.'alfd\ & Sl |
S clagualy dgle Gl o0 g G gl Lyl cla o) (38ay o) g 1l (5 mal) |l 7
L ghesal) 038 pia g (1) JL& g (Delighters) < pmal)

G5 Lay al siwa (1) Jsid)
Source: Jobber, David, (2001), Marketing, McGraw-Hall, Inc, New York. P.113.
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