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Abstract

This study armed at promotion of the rate of performance and develop
measurement indicators though the implantation of Standard Specification
and Excellence model and balanced Scorecard.

The methodology was designed according to the historical citation
(development and implementations and investigation methodology)
guestioners to measure the assumptions of the study, analysation of the data,
customers and employees satisfaction and self-assessment which are done by
certified assessor from European Foundation for Quality Management and
performance measurement according to the methodology of balanced
Scorecard.

The study was conducted in the National Pensions and Social Insurance Fund”
Government Sector” (G.S) previously “ National Pension Fund” during the
period(2012 — 2018).
The statistical analysis show clearly the correctness the assumption which
state the following :-
1. The use of Standard Specification ISO 9001: 2015 improved the
performance in the G.S.
2. The use of European Excellence Model provided regular method to
evaluate performance in G.S and lead to necessary changes.
3. The use of the operational follow chart minimizes waste.
4. The use of Pareto lead to arrangement of priorities and solve problems.
The main recommendations are as follow:-
1. Implementation of ISO 9001: 2015 in all branches of G.S.
2. Adopt and disseminate modern way of thinking that encourages
innovation and institutional development.
3. Compare the results of customers, employees, society satisfaction with
other similar institution in the region or far beyond the region.
4. Establishment of a dance communication Centre.
5. Improvement of the existing complaint system by using integrated
electronic devises.

The study gives practical framework for measuring the regularity and
effectiveness when using Quality Systems in service rendering institution
which lead to improvement and promote the rate of satisfaction among G.S
clients .
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N Valid 30 30 30 30 30 30 30 30 30 30 30 30 30 30
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Mode 5 5 5 5 5 5 4 4 4 5 5 5 4 5
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Frequency Table

a8 A (Ao Jaandt
Cumulative
Frequency Percent Valid Percent Percent
Valid 35 4 13.3 13.3 13.3
3 5a oy 26 86.7 86.7 100.0
Total 30 100.0 100.0
Julad Gla fBal CilBiadla g Jaladall
Cumulative
Frequency Percent Valid Percent Percent
Valid  Gils 6 20.0 20.0 20.0
G 5e Baly 24 80.0 80.0 100.0
Total 30 100.0 100.0
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