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Abstract

This research aims to employ the PDCA model to enhance the quality of electronic services, as it is
one of the continuous improvement techniques that has significantly contributed to improving the
performance of many companies. This model is considered a fundamental element for organizations
seeking to implement ongoing changes and improvements in their operations and activities, making it an
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important factor in improving the quality of services provided. In light of the rapid development of
information technology, citizens now prefer to receive services from their homes through various
communication channels. Accordingly, the research problem is represented by the attempt to answer the
main question: Does the PDCA continuous improvement model contribute to enhancing the quality of
electronic services at the Nineveh Traffic Directorate?

To answer this question, along with other sub-questions, a research framework was developed from
which hypotheses were derived to express the relationships of correlation and influence between the study
variables. To collect the data needed for analysis, a questionnaire was adopted, consisting of sections that
represent the research variables, and was distributed to a random sample of 40 respondents.The Statistical
Package for the Social Sciences (SPSS) was used to test the framework and the derived hypotheses. The
study reached a set of conclusions, and based on these findings, the researchers presented a number of
recommendations consistent with the results obtained.

Keywords: Continuous Improvement, PDCA Model, Electronic Service Quality.
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Source: Singh .Jagdeep, and Singh .Harwinder,2019, “strategic Implementation of Continuous
Improvement Approach Improving the Performance of Small and Medium-Sized Enterprises”, Springer
International Publishing, http://www.springer.com/series/13082, P2
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Source: Chakraborty .Abhijit, 2016, “Importance of PDCA Cycle for SMEs”, SSRG International Journal of
Mechanical Engineering ( SSRG — IJME ) — Volume 3 Issue 5,P14.
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