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> 0.05 | 0.268 HCC1 >0.05 | 0.196 HCAL1
>0.05 | 0.266 HCC2 >0.05 | 0.245 HCA2
> 0.05 | 0.266 HCC3 >0.05 | 0.234 HCA3
>0.05 | 0.216 HCC4 >0.05 | 0.236 HCA4
>0.05 | 0.185 HCC5 > 0.05 | 0.294 HCA5
>0.05 | 0.261 HCC6 >0.05 | 0.248 HCAG
>0.05 | 0.241 HCC7 > 0.05 | 0.244 HCA7

>0.05 | 0.251 HCC8 >0.05 | 0.088 il gail) da)
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LAY daa J o8 Al >0.05 | 0.199 HCB5
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X2/df = 3.465
GFI= 0.943
AGFI=0.939
RMSEA=0.069

sl 55l Aallaa xial ) Lhadl (9) J<all
e sl il el Y1 o) G (9) JSAN 8 Aaasdly (11) Jsaad) i
Il Ay Cacsti ()1 038 43l L (0.30) G o) Cila sl (55185 dallas

Qs oslS Aallas juaia alay) il dylmall laai¥) oY) (11) Jsaal

(i )
© = = _ P _ = _
S : S g b
43; 10 1 .’3’ 43 1) 3) j
LLl LLl
(HCC) 4ai) de yu (HCB) )y
0.831 HCC1 <--- | HCC 0.786 HCB1 <--- HCB
0.456 HCC2 <--- | HCC 0.731 HCB2 <--- HCB
0.766 HCC3 <--- | HCC 0.824 HCB3 <ne- HCB
0.749 HCC4 <--- | HCC 0.673 HCB4 <-e- HCB
0.739 HCC5 <--- | HCC 0.787 HCB5 <-e- HCB
0.370 HCC6 <--- | HCC 0.671 HCB6 <-e- HCB
0.361 HCC7 <--- | HCC 0.648 HCB7 <--- HCB
0.507 HCC8 <--- | HCC 0.598 HCBS - HCB
0.625 HCC9 <--- | HCC 0.735 HCB9 <ne- HCB
(HCA) ity ga)
0.445 HCA1 <o HCA
0.742 HCA2 <--- HCA
0.823 HCA3 <--- HCA
0.743 HCA4 <--- HCA
0.649 HCAS5 <o HCA
0.731 HCA6 <--- HCA
0.676 HCA7 <~ HCA
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X*df = 3.793 GFI= 0.955 AGFI=0.937
RMSEA=0.059
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68 65 62 59 68
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Abstract

- Aim of Study: The study aims to evaluate the procedures of
handling customer’s compliant and its impact on customer’s commitment
through intermediary role of customer’s gratitude.

- Study community: The study is conducted in health sector and
included a sample of private hospitals in the middle Euphrates area. The
sample consists of (245) respondents of private hospitals of the above
mentioned area.

- The study problem: the study focuses on a main problem: “ is it
possible to enhance customer’s commitment depending on handling
customer’s compliant through intermediary role of customer’s gratitude?”
- The study contribution and importance: the study importance
lies in the handling of customer’s complaints and its potential effects on
customer’s situational and emotional responses including customer’s
gratitude and commitment. The theoretical contribution attempted to
bridge variables cognitive gap. Moreover, it focuses on the effect of
handling customer’s complaint on the dimension of customer’s
commitment and intermediary role of customer’s gratitude.

- The study method: the study adopted descriptive analytical
approach to investigate the study sample and analyze data then interpret
them to reach the answers for the study questions. Data are collected
through questionnaire, which depended in its items on previous studies.
Data are treated through using statistical tools like (mean, standard
deviation, Alpha Cronbach, F test, T- test, and SPSS 24). Structural
equation modeling and factor analysis are also employed.

- Results: handling complaints in the studied hospitals at the time of
problem or the time of submitting complaint to find a quick solution
contributed to motivate customers to seek the services of these hospitals.

- Recommendations: hospitals have to adopt correct and sound
procedures to handle customers’ complaints on time and respond to
costumers’ favourites and interests through paying financial and morale
compensations.

Keywords: handling customer’s complaints, customer’s commitment and
customer’s gratitude.
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