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The Impact of Feedback on the Quality of Administrative
Services Provided

"A Field Study at the Engineers Syndicate in Hama"'
Dr. Mohammad Jamil Al-Jaafar* Bushra Ammar Al-Omari **
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Abstract

This study aimed to measure the impact of feedback on the quality of administrative
services provided at the Engineers Syndicate in Hama by analyzing three main
dimensions: ease of providing feedback, quality of the team's response, and its follow-
up. The study also sought to examine the existence of significant differences in the
responses of sample members according to demographic variables (age, gender,
specialization, years of experience). The research population consisted of all
syndicate members in the city of Hama, and a convenient sample of 107 members
was selected, of which 100 valid questionnaires were retrieved for analysis. The study

utilized t-test, simple regression analysis, and coefficient of determination (R?).
The results indicated acceptance of the main hypothesis of a statistically significant
effect of feedback on the quality of administrative services, with feedback, as an
integrated system, explaining 65.1% of the variance in quality levels (RZ=0.651). The
sub-hypotheses were also accepted: a limited effect of ease of providing feedback
(R2=0.151), a stronger effect for the quality of the team's response, and the strongest
effect observed for feedback follow-up among the dimensions, emphasizing the

importance of closing the feedback loop to enhance trust and seriousness.

Regarding demographic differences, the results partially accepted differences:
differences were found based on age and specialization variables, while no
differences appeared based on gender or years of experience (due to 88% of the
sample being concentrated in the long-experience category). The results suggest the
necessity to enhance follow-up and response mechanisms as a priority to improve
service quality, taking into account the specificity of each engineering specialty
when designing services. It is recommended to establish an electronic system for
documenting and following up on feedback, train administrative teams on effective
response skills, and customize services according to the nature of each specialty.

Keywords: Feedback - Quality of Administrative Services Provided - Ease
of Providing Feedback - Quality of Team Response - Follow-up on Quality
of Team Response - Engineers Syndicate in Hama.
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