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Abstract 

This study focuses on examining the impact of the dimensions of Total Quality Management 

(TQM)-(Customer Focus (CF), Customer Needs (CN), Acquiring Clients (AC)) on the 

dimensions of  Insurance Company (IC)-( Regulator Trust (RT), Information Trust (IT)) In 

organizations. This study relied on studying the dimensions of variables to increase the 

productive efficiency of organizations. A sample of employees in an applied study in the 

insurance company/Iraq. The researcher in this study adopted a questionnaire form to collect 

the required data by distributing it to the employees. The number was (136), and (8) forms 

were incorrect. Valid questionnaires were obtained (128). This study relied on the statistical 

analysis of the results on the SPSS & Smart-PLS 4 program. The researcher reached a number 

of results and conclusions that were necessary in his work and were highly efficient. This 

study focused on the importance of the dimensions of total quality management in achieving 

the required goals. In this study, the researcher emphasized a number of recommendations that 

were reached and documented the important relationship between the dimensions of 

comprehensive quality management and the dimensions of the insurance company. 
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Introduction  

The dimensions of comprehensive quality management (Customer Focus (CF), Customer 

Needs (CN), Acquiring Clients (AC) are among the variables that are considered essential in 

influencing the dimensions of the insurance company (Regulator Trust (RT), Information 

Trust (IT) (Kadhim & Ahmad, 2019; Alshurideh, 2022; Taghinezhad et al., 2021). The basic 

results reached in this study Khaund, (2023) encouraged the development of insurance 

companies in the use of modern technology (Meseguer et al., 2020.  Expanding the 

organizational sector for other organizations to benefit from the required results  and regarding 
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preparing the necessary strategies (Baig et al., 2021; Malik et al., 2020). The adopting the 

necessary plans for the work of organizations to develop them and raise the production of 

various organizations (Fonseca et al., 2021; Gajewska et al., 2020). The adopting continuous 

improvement for companies in developing their performance compared to other organizations 

(Haber et al., 2020; Nicaise et al., 2021). Therefore, it is necessary to spread the application 

of comprehensive quality management standards to organizations to gain the satisfaction of 

their employees and constantly raise their performance (Kadhim & Ahmad, 2021;  

Slack et al., 2020). 

 

1. Research problem 

Focusing on the role of the impact of the dimensions of total quality management on the 

dimensions of the insurance company/Iraq (Ajina et al., 2023;  Nomonov, 2022). To improve 

highly efficient production, and continuous competition between organizations to develop 

their organizational performance (Ali et al., 2020; Ghani & Obeidat, 2020). The question is 

what is the role of the impact of the dimensions of comprehensive quality management on the 

insurance company (Abbas, 2020b;  Abbas, 2020a; Akdere et al., 2020). The researcher relied 

on identifying the necessary samples to obtain results necessary for his research, which would 

support him in obtaining samples with important and useful results (Faraj et al., 2021; 

Olimjonovich, 2022). 

 

2. Research hypotheses 

There are a number of hypotheses in this study (6), which explain the effect of the dimensions 

of total quality management on the dimensions of the insurance company (Saragih et al., 

2020). It has a fundamental and major role in developing and improving the work of 

companies and determining the measurement of the impact of the dimensions of the variables 

used in this research (Al Shraah et al., 2022). These hypotheses are: 

1. There is a significant effect of Customer Focus (CF) on Regulator Trust (RT) from 

the point of view of the study sample. 

2. There is a significant effect of Customer Needs (CN) on Regulator Trust (RT) from 

the point of view of the study sample. 

3. There is a significant effect of Acquiring Clients (AC) on Regulator Trust (RT) from 

the point of view of the study sample. 

4. There is a significant effect of Customer Focus (CF) on Information Trust (IT) from 

the point of view of the study sample. 

5. There is a significant effect of Customer Needs (CN) on Information Trust (IT) from 

the point of view of the study sample. 

6. There is a significant effect of Acquiring Clients (AC) on Information Trust (IT) 

from the point of view of the study sample 
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Figure 1: Framework 

4. Methodology 

This research was approved by the Iraqi government to help the researcher complete his work 

on November 4, 2023. This study used quantitative methods for the dimensions of total quality 

management and the insurance company, like previous studies, and a lot of research related to 

this topic was studied by the researcher (Kadhim & Ahmad, 2022; Ngeh, 2023). The researcher 

focused his work on empirical research and collecting data from the insurance company in 

Iraq (Lilly & Jehovah, 2023; Xolmamatovna, 2023). 

 

5. Results 

The statistical measurement consists of: the standard model that demonstrates validity and 

reliability (Ogunode, 2023; Isumaila, 2022; Tulanov, 2023). The structural model, which 

confirms the relationship between variables (Momaday, 2023; Big-alabo, 2023). The data is 

evaluated through statistical analysis SPSS & SmartPLS 4, to arrive at a standard model 

analysis, and then the reliability and validity of the study are verified (Abubakar et al., 2023; 

Strategies & Group, 2014). Table 1 shows that all factors exceed 0.757, and Table 2 shows 

that the sample values of the obtained data are positive. Thus, verification of the validity and 

reliability of the desired results is obtained (Závadská & Závadský, 2020).   

Table 1: Reliability validity 

Items Cronbach's alpha 
Composite 

reliability 

Average variance 

extracted (AVE) 

AC 0.802 0.863 0.563 

CF 0.817 0.875 0.594 

CN 0.758 0.830 0.500 

IT 0.837 0.888 0.623 

RT 0.757 0.840 0.523 
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Discriminant validity (Mukhitdinovna, 2022). Table 2 shows the extent of difference between 

the targeted samples (Kadhim & Ibrahim, 2024; Ahmad et al., 2020). The measurement model 

determines the required results (Albadry et al., 2020). Figure 2 shows that the results obtained 

for the Sunnah hypotheses are positive (Influence et al., 2020; Haque et al., 2020). 

 

Table 2: Discriminant validity 

ITEMS AC CF CN IT RT 

AC      

CF 0.965     

CN 0.034 0.862    

IT 0.026 0.034 0.976   

RT 0.120 0.121 0.201 0.875  

 

Results were obtained by the researcher regarding the relationship between the target variables 

and the measurement model through the results of the six hypotheses, all of which were 

positive. Figure 2 shows that CF has a positive effect on RT, and this relationship is significant 

at 0.702, while the relationship between CF and IT is positive and significant at 0.556, and the 

relationship between CN and RT is positive and significant at 0.121, and the relationship 

between CN and IT is positive and significant at 0.133. The AC on RT is positive and 

significant at 0.070, and AC on IT is positive and significant at 0.256, and Figure 2 shows that 

the structural relationship for all hypotheses is positive (Franco et al., 2020).   

Figure 2: Measurement model 
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Results were obtained by the researcher regarding the relationship between the target variables 

and the measurement model through the results of the six hypotheses, all of which were 

positive (Process & Subjects, 2023). Figure 2 shows that CF has a positive effect on RT, and 

this relationship is significant at 6.513, while the relationship between CF and IT is positive 

and significant at 4.982, and the relationship between CN and RT is positive and significant 

at 1.266, and the relationship between CN and IT is positive and significant at 1.295. The AC 

on RT is positive and significant at 0.675, and AC on IT is positive and significant at 2.487, 

and Figure 2, and Table 3: Relationship for measurement model and structural model and, 

shows Table 3: Relationship for measurement model and structural model, that the relationship 

for all hypotheses is positive (Bozorovych, 2023). 

Figure 3 Structural model 

 

Table 3: Relationship for measurement model and structural model 

Hypothesis Relationship p-value t-value Results 

H1 CF           RT 0.702 6.513 Accepted 

H2 CF           IT 0.556 4.982 Accepted 

H3 CN            RT 0.121 1.266 Accepted 

H4 CN            IT 0.133 1.295 Accepted 

H5 AC            RT 0.070 0.675 Accepted 

H6 AC           IT 0.265 2.487 Accepted 
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Conclusions 

1. The results of the statistical analysis of the study show that there is a positive relationship 

between the dimensions of total quality management and the dimensions of the insurance 

company. 

2. Analysis of statistical samples of the dimensions of comprehensive quality management 

confirms its impact on the insurance company, and thus we prove the six research 

hypotheses on the existence of achieving an impact on the insurance company in Baghdad 

/ Iraq. 

3. The sample analysis of the variables presents in the study obtained the desired results 

regarding the importance of applying total quality management to organizations. 

4. Focusing on the importance of the dimensions of comprehensive quality management for 

insurance companies to deal with organizations in the best ways and to continue 

competition between organizations. 

5. Using total quality management to continuously improve organizations to raise their 

organizational efficiency and gain employee satisfaction. 

 

Recommendations 

1. Emphasizing the impact of the dimensions of comprehensive quality management on 

organizations as a basis for achieving high quality in organizational performance. 

2. Using the necessary samples in research in order to raise the awareness of organizations, 

such as using advertisements that encourage the use of quality standards. 

3. Using modern technology to develop employees working in companies, and making 

dealing with them according to the standards of comprehensive quality management 

dimensions is the incentive to reach the desired goals. 

4. Developing the skills of employees to face the difficult tasks they face and outperform 

them to achieve the highest possible profits. 

 

References 

1. Abbas, J. (2020a). Impact of total quality management on corporate green performance 

through the mediating role of corporate social responsibility. Journal of Cleaner 

Production, 242. https://doi.org/10.1016/j.jclepro.2019.118458. 

2. Abbas, J. (2020b). Impact of total quality management on corporate sustainability through 

the mediating effect of knowledge management. Journal of Cleaner Production, 244. 

https://doi.org/10.1016/j.jclepro.2019.118806. 

3. Ahmad, F., Kadhim, S. A., Hamid, N. A., Ahmad, A, N, A., Ruslan, R., Rahman, N, A, 

A., R., Abdullah, A, S., Nawi, M, N, M. (2020). A Study of Barriers and Challenges of 

Industry 4.0 in Malaysia Manufacturing Companies. Int. J Sup. Chain. Mgt. Vol. 9, No. 

5. 

4. Albadry, H, F., Abbas, Z. M., Al Dulaimi, Z, Y, S., Kadhim, S. A., Ahmad, F. (2020). 

The Impact of Branding on the Marketing Advantage and the Role of Sustainable 

Competitiveness as Mediator. International Journal of Advanced Science and 

Technology. Vol. 29, No. 11s. 

5. Ajina, A. S., Joudeh, J. M. M., Ali, N. N., Zamil, A. M., & Hashem, T. N. (2023). The 



International Journal of Studies in Business Management, Economics and Strategies 

Volume 03, Issue 02, February, 2024 

ISSN (E): 2949-883X 

Scholarsdigest.org 

83 | P a g e  

 

effect of mobile-wallet service dimensions on customer satisfaction and loyalty: An 

empirical study. Cogent Business and Management, 10(2). 

https://doi.org/10.1080/23311975.2023.2229544. 

6. Al Shraah, A., Abu-Rumman, A., Al Madi, F., Alhammad, F. A. F., & AlJboor, A. A. 

(2022). The impact of quality management practices on knowledge management 

processes: a study of a social security corporation in Jordan. TQM Journal, 34(4), 605–

626. https://doi.org/10.1108/TQM-08-2020-0183. 

7. Ali, N. N., Allan, M. S., & Azzam, Z. A. (2020). The impact of total quality management 

(Tqm) dimensions on achieving competitive advantage: Managerial perspective of the 

quality department staff at five-star hotels. Case of Jordan. International Journal of 

Scientific and Technology Research, 9(2), 2578–2587. 

8. Alshurideh, M. T. (2022). Does electronic customer relationship management (E-CRM) 

affect service quality at private hospitals in Jordan? Uncertain Supply Chain Management, 

10(2), 325–332. https://doi.org/10.5267/j.uscm.2022.1.006. 

9. Baig, S. A., Iqbal, S., Abrar, M., Baig, I. A., Amjad, F., Zia-ur-Rehman, M., & Awan, M. 

U. (2021). Impact of leadership styles on employees’ performance with moderating role 

of positive psychological capital. Total Quality Management and Business Excellence, 

32(9–10), 1085–1105. https://doi.org/10.1080/14783363.2019.1665011. 

10. Bozorovych, E. T. (2023). Modern Journal of Social Sciences and Humanities Regarding 

the Study of Foreign Relations of Khiva Khanate During the Years of Independence. 

18(2022), 2022–2024. 

11. Faraj, K. M., Faeq, D. K., Abdulla, D. F., & Ali, B. J. (2021). Total Quality Management 

And Hotel Employee Creative Performance: The Mediation Role Of Job Embeddedment. 

Journal of Contemporary Issues in Business and Government, 27(1). 

https://doi.org/10.47750/cibg.2021.27.01.001. 

12. Fonseca, L., Amaral, A., & Oliveira, J. (2021). Quality 4.0: The efqm 2020 model and 

industry 4.0 relationships and implications. Sustainability (Switzerland), 13(6). 

https://doi.org/10.3390/su13063107. 

13. Franco, S., Caroli, M. G., Cappa, F., & Del Chiappa, G. (2020). Are you good enough? 

CSR, quality management and corporate financial performance in the hospitality industry. 

International Journal of Hospitality Management, 88. 

https://doi.org/10.1016/j.ijhm.2019.102395. 

14. Gajewska, T., Zimon, D., Kaczor, G., & Madzík, P. (2020). The impact of the level of 

customer satisfaction on the quality of e-commerce services. International Journal of 

Productivity and Performance Management, 69(4), 666–684. 

https://doi.org/10.1108/IJPPM-01-2019-0018. 

15. Ghani, N. A., & Obeidat, A. M. (2020). The effect of total quality management practices 

on employee performance: The moderating role of knowledge sharing. Management 

Science Letters, 10(1), 77–90. https://doi.org/10.5267/j.msl.2019.8.014. 

16. Haber, N., Fargnoli, M., & Sakao, T. (2020). Integrating QFD for product-service systems 

with the Kano model and fuzzy AHP. Total Quality Management and Business 

Excellence, 31(9–10), 929–954. https://doi.org/10.1080/14783363.2018.1470897. 

17. Haque, M., Elahi, F., & Uddin, M. (2020). Impact of Quality Dimensions on Performance 



International Journal of Studies in Business Management, Economics and Strategies 

Volume 03, Issue 02, February, 2024 

ISSN (E): 2949-883X 

Scholarsdigest.org 

84 | P a g e  

 

of Higher Educational Institutions (HEIs) and its Linkage to Faculty Satisfaction. Review 

of Integrative Business and Economics Research, 9(4), 1–15. 

http://buscompress.com/uploads/3/4/9/8/34980536/riber_9-s4_01_b19-106_1-15.pdf 

18. Influence, T. H. E., Organizational, O. F., Dimensions, C., Implementation, O. N., & 

Change, O. F. (2020). The Influence Of Organizational Culture Dimensions. International 

Journal of Social Sciences and Management Review. April, 114–129. 

19. Khaund, M. (2023). A Review On Information Technology Dimensions For Designing. 

May 2021. 

20. Kadhim, S. A., Ahmad, F. (2019). Proposed Framework for Total Quality Management 

and its Impact in High Schools. Int. J. Sup. Chain Mgt. Vol. 8, No. 3. 

21. Kadhim, S. A., Ahmad, F. (2021). The role of TQM in education: an empirical 

investigation of preparatory schools of Iraq. International Journal of Services and 

Operations Management, Vol. 39, No. 1.  

22. Kadhim, S. A., Ahmad, F. (2022). The impact of total quality management by mediator's 

compliance and information technology on education performance in secondary schools 

Iraq. International Journal of Services and Operations Management, Vol. 41, No. 1-2, 82-

10. 

23. Kadhim, S. A. Ibrahim, R. H. (2024). Total Quality Management and Its Role In 

Developing Banking Institutions Through Compliance As A Mediating Factor. Journal of 

Theoretical and Applied Information Technology. 31. Vol.102. No 2. 

24. Malik, S. A., Akhtar, F., Raziq, M. M., & Ahmad, M. (2020). Measuring service quality 

perceptions of customers in the hotel industry of Pakistan. Total Quality Management and 

Business Excellence, 31(3–4), 263–278. 

https://doi.org/10.1080/14783363.2018.1426451. 

25. Meseguer, V., Abad-Segura, E., Belmonte-Ureña, L. J., & Molina-Moreno, V. (2020). 

Examining the research evolution on the socio-economic and environmental dimensions 

on university social responsibility. International Journal of Environmental Research and 

Public Health, 17(13), 1–30. https://doi.org/10.3390/ijerph17134729. 

26. Mukhitdinovna, N. O. (2022). Modern Journal of Social Sciences and Humanities 

Costume Designing And Fashion Terminology As A Special Field of. 2, 25–28. 

27. Nicaise, P., Grard, A., Leys, M., Van Audenhove, C., & Lorant, V. (2021). Key 

dimensions of collaboration quality in mental health care service networks. Journal of 

Interprofessional Care, 35(1), 28–36. https://doi.org/10.1080/13561820.2019.1709425. 

28. Nomonov, B. (2022). Modern Journal of Social Sciences and Humanities The History of 

The Printing Press in England and Europe. 2, 38–39. 

https://mjssh.academicjournal.io/index.php/mjssh. 

29. Olimjonovich, J. O. (2022). Modern Journal of Social Sciences and Humanities. Modern 

Journal of Social Sciences and Humanities ISSN: 2795-4846 Vol. 4 (2022) 

Https://Mjssh.Academicjournal.Io/Index.Php/Mjssh MOBILE, 5, 202–204. 

30. Process, R. M., & Subjects, B. (2023). Modern Journal of Social Sciences and Humanities 

Available online : https://mjssh.academicjournal.io Issues of Optimizing the Risk 

Management Process in Business Subjects condition Uncertain risk Identified risk 

Determined risk assessment Risk management . 12, 22–25. 



International Journal of Studies in Business Management, Economics and Strategies 

Volume 03, Issue 02, February, 2024 

ISSN (E): 2949-883X 

Scholarsdigest.org 

85 | P a g e  

 

31. Saragih, J., Tarigan, A., Pratama, I., Wardati, J., & Silalahi, E. F. (2020). The impact of 

total quality management, supply chain management practices and operations capability 

on firm performance. Journal of Management Studies, 21(2), 384–397. 

https://doi.org/10.17512/pjms.2020.21.2.27. 

32. Slack, N., Singh, G., & Sharma, S. (2020). The effect of supermarket service quality 

dimensions and customer satisfaction on customer loyalty and disloyalty dimensions. 

International Journal of Quality and Service Sciences, 12(3), 297–318. 

https://doi.org/10.1108/IJQSS-10-2019-0114. 

33. Strategies, A., & Group, E. (2014). Journal of Social Sciences and Humanities. 2(2), 2014. 

34. Taghinezhad, A., Jafari, A., Kermanshachi, S., & Nipa, T. (2021). Construction Project 

Management Dimensions in Transportation Agencies: Case Study of the US Department 

of Transportation. Practice Periodical on Structural Design and Construction, 26(3), 1–

10. https://doi.org/10.1061/(asce)sc.1943-5576.0000579. 

35. Závadská, Z., & Závadský, J. (2020). Quality managers and their future technological 

expectations related to Industry 4.0. Total Quality Management and Business Excellence, 

31(7–8), 717–741. https://doi.org/10.1080/14783363.2018.1444474. 

 

 

 


