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Abstract
Talent Management is becoming one of the most contemporary terms used and most influential weapon for
companies to utilize them effectively in order to gain competitive advantage and get worth worthy. Therefore, this
study is aimed at exploring the effect of using Talent Management Strategies (TMS) and Service Quality (ServQual) on
Beneficiaries’ (Customers’) Satisfaction (BS) at Healthcare Sector of Jordan. A questionnaire was used to obtain data
from healthcare sector of Jordan purposely chosen Princess Rahma for Pediatric Hospital in Irbid with 189 respondents
who were at all levels, only 156 were returned but 21 of them were excluded because they were invalid for statistical
analysis, only 135 questionnaires were valid and considered with a percentage of 71%. The findings revealed that
the level of importance and implementation of Talent Management Strategies’, Service Quality, and beneficiaries’
Satisfaction were high at Princess Rahma Hospital supported by the correlations between these variables which were
statistically and positively strong and significant. Moreover, a significant and statistical effects at (P ≤ 0.05) of Talent
Management Strategies on Service Quality from one hand, a positive and significant effects at (P ≤ 0.05) of Talent
Management Strategies on Beneficiaries’ Satisfaction. Thus, in turn, Service Quality has enhanced Beneficiaries’
Satisfaction in Jordan Healthcare Sector at (P ≤ 0.05). Finally, study results revealed that a significant and positive
effects of Talent Management Strategies and Service Quality as independent variables on Beneficiaries’ Satisfaction of
Jordan Healthcare Sector at (P ≤ 0.05). The study recommended more studies related to Talent Management and its
Strategies and tied them with other based-service companies.

Keywords: Talent management; Talent management strategies;
Service quality; Satisfaction; Healthcare
Introduction
Healthcare sector in Jordan has been exponentially grown in recent
years, though still nascent in size and dynamic compared to other
countries, it has also benefited from economic booms. In healthcare
sector in Jordan, it has also been observed that the participation of
private sector has been increasing significantly. This participation
brings about the necessities for contentious improvements of quality
[1]. Since then, the role of Ministry of Health, as provider and organizer
of health services, is to maintain public health by offering preventative
treatment and health control services, providing health insurance to
the public, managing the health educational and training institutions,
as well as supervising health services offered by both the public and
private sectors that would be maximizing the utility of services provided
to its beneficiaries “customers” to meet their expectations and increase
their satisfaction.
In the present based-economy, quality is considered a matter
of survival for the organizations and pre-requisite for customer
satisfaction in highly competitive situations [2], and to achieve a
high level of quality healthcare, which is the core of healthcare sector,
Ministry of Health should make sure the availability of advanced
medical technological tools, talented physicians, nurses, technicians,
and pharmacists and ensure providing high services quality to meet
the beneficiaries’/customers’ needs and expectations and in turn to
maximize their satisfaction, in other words, customer satisfaction is
influenced by the degree of customer awareness and perception of the
role quality plays in healthcare organizations [3,4].
Jordan as a country of limited natural resources consequently
places a high reliance on its human capital, which is highly educated,
and increasing global competition makes it more difficult than ever to
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attract, develop, and retain the skilled employees needed by healthcare
organizations, like other business organizations do. Despite of new
developments occurred and high competition in marketplace, human
capitals, intellectual capitals, and talent management have become
a critical resource for an organization to survive and compete in the
marketplace in long-term, notwithstanding these resources shortfalls
are becoming increasingly luminous within service industry overall the
world, and in order to success it should adapt itself to environmental
changes and develop key competencies required [5-7] and the smarter
organization is the one which protects its human capitals “Talents” who
can assist it by saving any further costs might result from cultivating
the workforces and talents.

Statement of the problem
Healthcare sector in Jordan has evolved to become one of the
pioneers in this field among its peers. Healthcare services quality
still in a progress and despite the enormous effort to date, as stated
earlier, healthcare haven’t yet reached the level of quality that triggers
outcomes expected because healthcare organizations, however, have
been reluctant to implement improvements because better quality has
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not been accompanied by better payment or improved profitability or
attracting new talented healthcare workers. Knowing that, in the case
of Jordan, the rapid population growth and the waves of asylum from
neighboring countries imposed on it to increase efficiency, effectiveness,
and quality of healthcare services provided to citizens and residents
that would increase beneficiaries’ satisfaction levels and loyalty to its
institutions and hospitals. Additionally, in general, healthcare sector in
Jordan, like other countries, suffers from emigration of skillful workers
which resulted in shortage of talented medical physicians, nursing staff,
and technicians and creates a new challenge for these institutions to
seek for competencies and talents, who in turn, are capable of achieving
the sector notion of continuous improvements in services delivered to
beneficiaries and enhance the quality of healthcare required. Therefore,
this study will answer the following questions:
•

Does the Princess Rahma Pediatric Hospital implement Talent
Management Strategies in their staffing practices?

•

Does Princess Rahma Pediatric Hospital consider the Service
Quality while they perform their duties?

•

What are the effects of Talent Management Strategies on
Service Quality at Princess Rahma Pediatric Hospital in Irbid?

The objectives of the study
The major objectives of this research are to:
•
•
•
•

Study the importance of talent management and its impact on
the healthcare organizations’ outcomes.
Study the importance of service quality and its impact on the
healthcare sector.
Highlight the most important dimensions of service quality
that affects the beneficiaries’ satisfactions.
Find out the relationship between talent management
and beneficiaries’ satisfaction through service quality
improvements.

The importance of the current study
Even though many studies have been conducted for assessing the
quality of health services in developed and some developing countries,
a few empirical studies have been carried out in the Arab context

Talent Management
Strategies

especially in Jordan. Therefore, the importance of this study will be
value-added to Arabic works of literature that will serve Jordanian
policymakers and leaders to support and maintain the highest
standards of quality of healthcare system. Additionally, the importance
of this study stems from:
1. To shed the light on talent management as organizations
strategy used to promote beneficiaries’ satisfaction and achieve
sustainable competitive advantage.
2. To keep pace with modern management orientations that
emphasizes on enhancing services quality and encourages
new innovative activities as a tool to achieve organizations’
survivability and sustainability [8].
3. To maximize manager’s capabilities to manage quality
applications in healthcare organizations.

Hypotheses
In order to achieve the purpose of this study, the following
hypotheses were formulated:
H1: There is no significant relationship between overall Talent
Management Strategies, overall Service Quality, and overall
Beneficiaries’ Satisfaction of Jordan Healthcare Sector.
H2: Talent Management Strategies have positively and significantly
impacts on Service Quality in Jordan Healthcare Sector.
H3: Talent Management Strategies have positively and significantly
impacts on Beneficiaries’ Satisfaction in Jordan Healthcare Sector.
H4: Service Quality has positively and significantly enhanced
Beneficiaries’ Satisfaction in Jordan Healthcare Sector.
H5: There are no significant and positive effects of Talent
Management Strategies and Service Quality on Beneficiaries’
Satisfaction of Jordan Healthcare Sector.

The conceptual model
Figure 1 shows the conceptual model that has been used in this
research to investigate the impact of talent management strategies on
service quality as well as the beneficiaries’ satisfaction:
The model consists of the following variables:

Service Quality Dimensions

Talent Attraction
H

Talent Development
Talent Retention

Tangibility

Reliability

Responsiveness

Assurance

Talent Succession
Planning

Empathy
H
4

H

H

Beneficiaries’ Satisfaction

_____________________
Source: Developed by Researchers

Figure 1: The conceptual model of the research.
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1Independent variables: study independent variable consist
of the following dimensions:
i)
Talent Management Strategies represent the IV that includes
Talent Attraction Strategy, Talent Development Strategy, Talent
Retention Strategy, and Talent Succession Planning.
ii)
Service Quality which includes Tangibility, Reliability,
Responsiveness, Assurance, and Empathy.
2Dependent variable: Beneficiaries’ Satisfaction represents the
dependent variable of this study (Figure 1).

Literature Review
Talent and talent management strategies definitions
Simply, there is no explicit definition of talent, while there some
scholars defined it as the persons’ ability that includes a person’s
abilities, knowledge, skills, competencies, attitudes, character,
personality and potentials for future developments [7,9]. Obviously,
talent people are source of power for organizations and considered
primary driver for any organizational success, in other words, any
individual who is committed, enthusiastic, motivated and performing
more effectively and efficiently can be called a talent [2], while others
agreed on that the definition of talent is blurred if not obscured [10,11].
Thus, in order to survive and grow up in a high competition economy,
organizations should substantially increase their value-added in
growing competition, and have to attract, cultivate and retain their
talented employees, and, as long as possible, especially those who are
extraordinarily talented.
The term “Talent Management” was coined by Steven Hankin of
McKinsy and Company in 1997 and often used interchangeably with
other terms such as succession management, talent strategy [12] and
it is defined as systematic and integrated strategies for increasing
organizational productivity and enhance processes used to identifies
those talents, assesses their competencies, attract highly skilled
workers, develop and retain current talented workers to meet current
and future needs and objectives to achieve competitive advantage [1316], stated another way, it is about putting the right people with the
right skills in the right positions at the right time. Consequently, the
effective and efficient work with such talents depends on flourishing
talent management strategy that will be in line with organizations’
philosophy and strategies.

Talent management strategies
Many scholars and theorists agree on four dimensions for talent
management -Attraction Strategy, Developing Strategy, Retention
Strategy, and Succession Strategy while some others call it factors that
determining the success of talent management strategies. Despite the
variations, this study will highlight the four main TM dimensions:
Talent management attraction strategy: Undoubtedly,
organizations start identifies and assessing its workforce in light
of highly competition and the environmental changes that affect
its working styles and produce new strategies to accommodate the
new competencies and skills required for achieving the competitive
advantage. Consequently, attraction strategy should be mainly
concentrated on auditing organization to list the vacant positions,
review or build new job description for these positions, skills and
competencies required, and job performance goals for newly hired.
Then, the second concentration should be directed to the recruitment
process that includes the selection process which is the backbone of
J Entrepren Organiz Manag, an open access journal
ISSN: 2169-026X

the recruitment process. Hiring talented individual is critical to an
organization’s success but in order to hire the most talented one, it
must recruit them. A poorly designed recruitment process can miss
attractive job candidates.
Talent developing strategy: There are really two gaps to be
concerned about. The first: performance gap this means the difference
between current actual performance and desired results. If individuals
are not performing effectively in their current jobs, they are usually not
regarded as promotable. Instead, efforts are made to increase current
work performance to acceptable levels. The second: developmental
gap this also means the difference between the individual’s present
competencies and those required to perform a job at higher levels
effectively. Many organizations rely on several practical approaches to
pinpoint gaps and plan to close them. One way is to use performance
management (appraisals). Potential assessment is carried out to assess
individuals against future requirements at higher levels, in other words,
to achieve the higher potential of organization requires achieving the
potentials of employees [17,18]. It is important to emphasize that
development does not mean the same as training. Training is a shortterm effort intended to equip individuals with the knowledge, skills and
attitudes they need to do their present jobs. But development is a longterm effort intended to build competencies for the future, and most
development occurs on the job. Both training and development are
often necessary to help individuals build the competencies they need to
function at higher levels of responsibility [19].
It is particularly important for an organization to develop good
measures of each individual’s skills, knowledge, and competencies.
Without these indicators, it is difficult to know what the human capital
resources of an organization are and therefore what type of changes and
performance it is capable of. At the very least, such knowledge can help
a company decide how employees can contribute to a strategy, how
much training needs to be done, and what kind of hiring is necessary
to yield the skill mix the organization needs. Information about skills
and competencies is also critical in diagnosing the cause when business
strategies run into difficulty [20]. Last but not least, a skills assessment is
an important source of information about what development activities
individuals should engage in. This can help individuals understand
what skills they need, provide them with a development plan that
allows them to acquire those skills, and set the stage for their being
rewarded when they develop new needed skills. Evaluating the skills of
individuals and giving them advice on their development (feedback),
then, should be a critical part of every appraisal process [21-23].
Talent retention strategy: Once the talented individual recruited,
selected, and developed, they must be the focused of retention efforts.
In short, how managers interact with people is important to the “stay
or leave” decisions of workers. When workers feel that they have
been mistreated by a supervisor, they begin looking for alternative
employment. In most cases, they do not leave their current jobs unless
or until they find a better-paying job. It is particularly important
that organizations retain their high-performance and critical talent
employees. Importantly, the organization must know the market, its
competitors, and their offering, and how to gain a competitive advantage
over them when it comes to retaining talents. Thus, it is critical that
organizations know what their employees value and do everything they
can to be sure that they are offering their critical employees rewards
that will retain them. It makes sense to focus retention efforts on
highly performing talent. The most expensive talent to replace is highperformance talent.
Individuals can have all the right skills, knowledge, competencies
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and expertise and still be poor performers if they are not motivated.
Whelan and Carcary [24] stated that there are several factors that
contributing to talent retention strategy, hygiene factors that have a
direct impact on the career success such as benefits, compensation,
location… etc, while intrinsic rewards and career success might
indirectly reduce talent loss [24].
Talent succession planning strategy: Under the talent
management umbrella, succession planning is proactively securing the
human capitals needed to ensure the continuity and prosperity of an
organization. It is certainly about identification and development future
leaders, therefore, an organization needs to identify, develop, and select
successors who are the right candidates with the right skills at the right
time for leadership positions [25]. Succession planning and leadership
development are interchangeably used as important organizational
business strategies to manage, develop and retain talents. As noted,
succession planning is also one of the key strategies to reduce turnover
costs. While in the past succession plans were primarily focused on
key leadership roles, organizations are now establishing leadership
development and succession planning initiatives early in the process of
employee career development. Building leadership competency models
is the key to a successful succession planning. Tropiano indicates that
leadership competencies are identified, regularly reviewed, and updated.
Potentials are assessed and developed against those competencies.

Service quality
Quality can be defined from different perspectives, it certainly
defined as the satisfying or exceeding the customers’ requirements
and expectations of the services they delivered. Extensive pieces of
literature conducted that examined the concept of services but with
problems allied with measurement because the customers can perceive
differences in the quality of service. Nowadays, most of the businesses
in the world shifted their concentration on customers’ preferences to
meet their expectations of quality of services and go even beyond their
expectations.
Therefore, service quality can be defined as an assessment of how
well a delivered service conforms to the client’s expectations. These
include the ongoing improvements of quality of services provided
to customers, quickly identify problems, and better assess client
satisfaction. After extensive research, numerous studies have attempted
to Figure out the standard dimensions of service quality by external
customers’ point of view [26-28]. Among them, Parasuraman et al. [29]
conducted an exploratory study concerning consumers’ perceptions of
service quality. Their study revealed 10 dimensions that help consumers
to form their expectation about and perception of services provided to
them, later, they named it as SERVQUAL model. This model deals with
five dimensions: Tangibility, Reliability, Responsiveness, Assurance,
and Empathy. Numerous studies instruments exist to measure service
quality where SERVQUAL model is used which is suitable for any
service industry. The core reason for using this model is to evaluate
customers’ perception of the quality of services they expected from
their provider and the actual service quality they get from them.

Beneficiaries’ (customers’) satisfaction
In spite of different definitions of customer satisfaction, it is seen
as one key of performance indicators within a business where the
cornerstone of organizations is to focus its staff on the importance of
fulfilling the customers’ expectations. Parasuraman et al. [29] stated
that satisfaction is the decision made after the experience. Kolter and
Armstrong [30] defended the customer satisfaction as the customer’s
J Entrepren Organiz Manag, an open access journal
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perception that compares their pre-purchase expectations with postpurchase perception. Satisfaction is the difference between expectations
and actual performance.
An increasing competition, changing and improving technology,
and continuous shifts in regulatory environment have lead to the
growing customer sophistication. Customers have become more and
more aware of their requirements and demand a higher standard of
services. Their perception and expectations are continually evolving,
this makes it difficult for service providers to measure and manage
service effectively. Measuring customer satisfaction gives an indication
of how successful the organization is at providing products or services
to the marketplace. The state of satisfaction depends on a number
of both psychological and physical variables which correlate with
satisfaction behaviors. Some researchers think customer satisfaction
can be measured. Kuo [31] recognized seven factors that influence
customer satisfaction: service content, price, convenience, corporate
image, equipment, staff, and procedure. Huang [32] also defined five
factors used to evaluate customer satisfaction: product, service, staff,
overall performance of products, and closeness to expectation. As
Apart from understanding beneficiaries’ satisfaction dimensions, it
is beneficial for managers to understand staff perceptions regarding
beneficiaries’ expectations and perceptions. Such an examination helps
us to understand if there are gaps between staff and beneficiaries’ in
term of quality services and satisfaction and how to bridge the gap
through training and amendments.

Previous studies
In its paper conducted for an international conference on
information and financial engineering, Horváthová [33] presented a
paper on the concept, essence, content, significant, and benefits of talent
management and its processes that include acquisition, development,
and retention in the Czech Republic. Moreover, it explains the role
and impact of talented peoples in achieving organizational success.
However, Morsy [34] explored the impact of talent management on two
types of employees’ engagement; job engagement and organizational
engagement and whether a work-family balance mediates this
relationship or not. She concluded that talent management plays a
critical role in organizations success and great effect on two dimensions
of employees’ engagement; job and organization at Zagazyg University
Hospitals.
Koketso and Rust [35] conducted a study entitled “Perceived
challenges to talent management in the South African public service:
An exploratory study of the City of Cape Town municipality”, that
explored the perceived challenges to Talent Management at the City
of Cape Town Municipality through a semi-structured interview
with senior managers of the municipality. Their study concluded that
failure to retain key talent, lack of employee recognition, succession
planning and management problems, and sluggish career management
as independent variables had been connected to dependent variables
including pay satisfaction, turnover and intention to turnover theories,
organizational commitment, employee engagement and motivation.
Referring to the human resource management as an effective
tool for delivering an outstanding healthcare services and achieving
patients’ satisfaction, Elarabi and Johari [36] concluded in their study
that effective human resource management practices has a strong
impact on enhancing healthcare quality services and improving the
performance of hospital’s staff.
The study of Barkhuizen, Mogwere, and Schutte [37,38] aimed
at investigating the relationship between Talent Management, Work
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Engagement, and Service Quality orientation of support staff in higher
education of South Africa. The study revealed that a positive and
significant relationship emerged between all the work engagement
dimensions and some of the servqual dimensions of Service Quality.
Unfortunately, results showed that there was no significant relationship
between Talent Management and Service Quality Orientations. While
Barkhuizen et al. [37,38] concluded a study aimed investigating the
application of Talent Management practices in the government sector
of two Sub-Saharan African countries. The study results showed that
TM practices are not effectively applied in both countries. Talent
Retention and Workplace Planning practices appeared to be most
problematic. Significant differences existed between the current versus
the importance of talent management practices for both countries. The
respondents differed significantly in terms of the current application
of talent management practices based on their demographic
characteristics.
In his study, Nafei [39] investigated the relationship between talent
management (TM) and health service quality (HSQ). Additionally,
his study aimed at investigating the evaluative attitudes of employees
toward talent management at teaching hospitals in Egypt. Based
on the employees’ perspectives, the study concluded that there were
differences among the employees regarding their evaluative attitudes
towards talent management and health service quality. Meanwhile, it
reveals that there was a statistically significant relationship between
talent management and health service quality. The study suggests that
the Teaching hospitals can improve HSQ by influencing its TM.
Supportively, Nafei [39] concluded in other study that Talent
Management is more effective in enhancing the quality service of the
commercial banks of Egypt, the results show a significant and positive
relationships between TM and SQ. The more investment in TM, the
more earned profits will be achieved.

Methodology
The relevant data for the study has been collected from both primary
and secondary sources. Research methodologies used in the study are
descriptive methods. Simple random sampling is used to collect the
information. Regression analysis was used to analyze the data which
was collected through a structured questionnaire by using five-pointlikert scale. A sample of 183 respondents was selected from the Princess
Rahma Pediatric Hospital in Irbid, only 120 questionnaires were valid
for statistical analysis with ration of 65.6%.

have been operated to examine the level of implementation of Talent
Management Strategies and Service Quality at Princess Rahma Hospital
as one of Jordan public healthcare provider in Irbid. As depicted in
Table 2, the respondents attitudes toward the level of implementation
of Talent Management Strategies at Princess Rahma Hospital was
obviously high (mean=3.770) which came identical to the expectations
of high levels of importance of Talent Management in general at Jordan
public healthcare provider, Princess Rahma Hospital. This implies
that the degree of decision makers’ consciousness and awareness are
evolving toward the necessity of having talented physicians, Nurses,
Pharmacists, allied health professions, and administrative workers.
Consequently, the level of implementation of each TM strategies shown
in Table 2, were high; Attraction Strategy (mean=3.850), Development
strategy (mean=3.780), Retention Strategy (mean=3.910), and
Succession Planning Strategy (mean=3.730). In connection with Service
Quality levels of implementations, Table 2 showed that the general
level of implementation of Service Quality is high (mean=3.890).
Each Service Quality dimension was implemented high in Princess
Rahma Hospital as public healthcare provider in Jordan. On the other
hand, Table 3, showed the level of beneficiaries’ satisfaction about the
services quality provided by Princess Rhama hospital as one of public
healthcare providers in Jordan which entitled to be high (mean=3.760,
Variable
Gender
Age

Education Level

Experience

Position

Frequency

Percent

Male

99

82.5

Female

21

17.5

20-29

41

34.1

30-39

38

31.7

40-49

29

24.3

More than 50

12

10

Diploma and less

46

38.3

Bachelor

62

51.5

Postgraduates

12

10

Less than 5 Years

16

13.3

6-11

59

49.2

12-17

14

11.7

More than 18

31

25.8

Manager/Assistant Manager

13

10.8

Head Section

41

34.2

Staff

66

55

Table 1: Demographic variables.
Variable

Analysis and Results

Mean

Standard
Deviation

Level of
Implementation

Demographic variables

Talent Management Strategies

3.770

0.710

High

Analysis of demographic information in Table 1 revealed that 82.5
percent of respondents were females because of the nature of hospital
which is treated children’s below 10 years old. Also, it shows that the
hospital workers were young and aged between 20-29 years (34.1
percent), 30-39 years (31.7 percent), 40-49 tears (24.3 percent) and the
rest more than 50 years (10 percent). Around 52 percent of the sample
respondents had graduated and 51 percent were hold 6-10 years’
experience; out of the total sample 25.8 percent of the respondent’s
experience was more than 18 years; 55 percent of the respondents
were working in operational level and the rest of respondents were
supervisors and above (Table 1).

Talent Attraction Strategy

3.850

0.630

High

Talent Development Strategy

3.780

0.580

High

Talent Retention Strategy

3.910

0.860

High

Succession Planning Strategy

3.730

0.980

High

Service Quality

3.890

0.820

High

Tangibility

3.960

0.970

High

Reliability

3.730

0.590

High

Responsiveness

3.840

0.730

High

Assurance

3.710

0.870

High

Empathy

3.820

0.820

High

Questions tests
To test the questions of this study means and standard deviations
J Entrepren Organiz Manag, an open access journal
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Table 2: Study variables.
Variable
Beneficiaries’ Satisfaction

Mean

Standard
Deviation

Level of
Satisfaction

3.760

0.680

High

Table 3: Levels of satisfaction.
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SD=0.680). Researcher believes that the operated hospital has focused
on the main beneficiaries’ needs in terms of quality treatments and
services and then they are seeking for talented physicians and medical
and non-medical workers to satisfy their needs and to stop waiving to
other hospitals around (Tables 2 and 3).

Hypothesis tests
Correlations: In order to examine the effects of Talent Management
Strategies on both Service Quality and Beneficiaries’ Satisfaction that
represent the first hypothesis, a correlation test employed to investigate
if positive and significant correlations appear between variables (Table 4).
Table 4 shows that there is a strong statistically significant
correlations between Talent Management Strategies and Service Quality
(r=0.935, p ≤ 0.05) and Beneficiaries’ Satisfaction (r=0.978, p ≤
0.05). Obviously, results show that each TM Strategies has significant
and positive relationship with Services Quality; Talent Attraction
Strategy (r=0.887, p ≤ 0.05), Talent Development Strategy (r=0.842,
Variables

p ≤ 0.05), Talent Retention Strategy (r=0.901, p ≤ 0.05), and Succession
Planning Strategy (r=0.823, p ≤ 0.05) and Beneficiaries’ Satisfaction;
Talent Attraction Strategy (r=0.931, p ≤ 0.05), Talent Development
Strategy (r=0.736, p ≤ 0.05), Talent Retention Strategy (r=0.824, p ≤
0.05) and Succession Planning Strategy (r=0.895, p ≤ 0.05). Therefore,
these results didn’t support the first hypothesis that stated there is no
significant relationship between overall Talent Management Strategies,
overall Service Quality, and overall Beneficiaries’ Satisfaction of Jordan
Healthcare Sector, thus we reject the null hypothesis and accept
the alternative hypothesis which obviously shows the positive and
significant relationships between all independent variables; Talent
Management Strategies and Service Quality and dependent variable;
Beneficiaries’’ Satisfactions.
Regression analysis: Regression Analysis was applied to test
the effect of Talent Management Strategies and Service Quality and
Beneficiaries’ Satisfaction individually. Tables 5 and 6 scrutinized the
results of testing hypotheses 2, 3, and 4 (Table 5).

Tangibility

Reliability

Responsiveness

Assurance

Empathy

Service
Quality

Beneficiaries’
Satisfaction

TM Strategies

0.764**

0.891**

0.758**

0.912**

0.634**

0.935**

0.978**

Talent Attraction Strategy

0.823**

0.775**

0.865**

0.789**

0.875**

0.887**

0.931**

Talent Development Strategy

0.952**

0.768**

0.825**

0.721**

0.789**

0.842**

0.736**

Talent Retention Strategy

0.722**

0.898**

0.768**

0.689**

0.818**

0.901**

0.824**

Succession Planning
Strategy

0.589**

0.781**

0.835**

0.784**

0.645**

0.823**

0.895**

**Correlation is significant at P ≤ 0.05
Table 4: Correlations results.
Model

R

R Square

Adjusted R
Square

Std. Error of
the Estimate

Change Statistics
R Square
Change

F Change

df1

df2

Sig. F Change
0.000

1

0.846a

0.716

0.710

0.3849

0.716

121.641

1

145

2

0.809b

0.655

0.647

0.5504

0.655

91.570

1

145

0.000

3

0.865c

0.748

0.741

0.4721

0.748

106.623

1

155

0.000

Predictor: (Constant), TAS, TDS, TRS, SPS.
Predictor: (Constant), TAN, RES, REL, ASS, EMP.
Predictor: (Constant), Beneficiaries’ Satisfaction.

a
b
c

Table 5: Model summary of predictors.
Model
1

2

3

Unstandardized Coefficients

t

Sig.

5.362

0.000

0.337

2.615

0.010

0.298

2.106

0.031

0.125

0.287

3.125

0.001

1.350

0.211

1.421

6.391

0.000

(Constant)b

0.146

0.207

0.707

0.000

TAS

0.339

0.157

0.307

2.165

0.032

TDS

0.075

0.187

0.062

0.398

0.004

TRS

0.266

0.156

0.112

0.835

0.000

SPS

1.257

0.302

1.020

4.163

0.003

(Constant)b

0.387

0.227

1.709

0.000

TAN

0.340

0.073

0.327

4.672

0.000

REL

0.075

0.080

0.073

0.933

0.002

RES

0.615

0.077

0.647

8.011

0.000

ASS

0.085

0.681

0.423

7.550

0.042

EMP

0.024

0.050

0.021

0.493

0.035

B

Std. Error

(Constant)a

0.775

0.144

TAS

0.286

0.109

TDS

0.276

0.131

TRS

0.589

SPS

Standardized Coefficients
Beta

Dependent Variable: Service Quality; TAN, REL, RES, ASS, EMP.
b
Dependent Variable: Beneficiaries’ Satisfaction.
a

Table 6: Coefficients of predictors.
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It has been noticed from Table 5, that R-value for the overall Talent
Management Strategies namely Talent Attraction Strategy, Talent
Development Strategy, Talent Retention Strategy, and Succession
Planning Strategy is 0.716 suggested that there is a strong effect of these
five independent variables on dependent variable (Service Quality),
and 0.809 suggested that a strong effect on Beneficiaries’ Satisfaction.
Consequently, it can also observed that the coefficient of determination
i.e. the R-square (R2) value is 0.846, which representing that 84.6%
variation of the dependent variable (Service Quality) is due to the
independent variables (Talent Management Strategies), remarkably,
the coefficient of determination (R-square (R2)=0.655) which represent
65.5% variation of the dependent variable (Beneficiaries’ Satisfaction)
due to the independent variable (TMS), which in fact, both are a strong
explanatory power of regression. Moreover, Table 5 shows that R-value
for the overall Service Quality dimensions; Tangibility, Responsiveness,
Reliability, Assurance, and Empathy is 0.865 which also suggested that
there is a strong effect of these independent variables on dependent
variable (Beneficiaries’ Satisfaction). The coefficient of determination
i.e. the R-square (R2) value is 0.748, which representing that 74.8%
variation of the dependent variables (Beneficiaries’ Satisfaction) is due
to the independent variables (Service Quality and its’ dimensions).
Table 5 indicates that the regression model predicts the dependent
variable significantly well. The results for the predictors identified that
the value of F-stat is 121.641 and 91.570 and this significant as the level
of significance is less than 5% (p ≤ 0.05). These indicate that the overall
models were reasonable fit and there were statistically significant
association between Talent Management Strategies and Service
Quality dimensions from one hand and Beneficiaries’ Satisfaction from
other hand. Additionally, there is a statistically significant association
between Service Quality dimensions and Beneficiaries’ Satisfaction
where F-value was 106.623 and significant level is less than 5% (P ≤
0.05).
These results support the model summary of regression analysis
and thus the null hypotheses are rejected and alternative hypotheses
are accepted for the hypotheses 2, 3, and 4. Hence it can be concluded
that Talent Management Strategies have significant impact on Service
Quality dimensions and Beneficiaries’ Satisfaction of Healthcare
Sector of Jordan and in turn Service Quality enhances Beneficiaries’
Satisfaction at all.
The beta coefficients of the three models appear in Table 6 down.
It is noticed that the strategies of Talent Management were statistically
significant; Talent Attraction Strategy (β=0.337, t=2.615, Sig=0.010),
Talent Development Strategy (β=0.298, t=2.106, Sig=0.031), Talent
Retention Strategy (β=0.287, t=3.125, Sig=0.001), and Succession
Planning Strategy (β=1.421, t=6.391, Sig=0.000). It can be inferred
from these results that Talent Management Strategies have positive
effects on Service Quality at all. Also, Talent Management strategies

have positive and statistically significant effects on Beneficiaries’
Satisfaction; Talent Attraction Strategy (β=0.307, t=2.165, Sig=0.32),
Talent Development Strategy (β=0.062, t=0.398, Sig=0.004), Talent
Retention Strategy (β=0.112, t=0. 835, Sig=0.000), and Succession
Planning Strategy (β=1.020, t=4.163, Sig=0.003). By and large, Service
Quality dimensions have positive and significant effect on Beneficiaries’
Satisfaction; Tangibility (β=0.327, t=4.672, Sig=0.000), Reliability
(β=0.073, t=0. 933, Sig=0.002), Responsiveness (β=0.647, t=8.011,
Sig=0.000), Assurance (β=0.423, t=7.550, Sig=0.042), and Empathy
(β=0.021, t=0.493, Sig=0.035) (Table 6).
Based on the results above have come to support the alternative
hypotheses 2, 3, and 4 and by this we reject the null hypotheses by
accepting the alternative hypotheses as follow: (Table 7).
Stepwise Regression was used to test the effect of both independent
variables (Talent management Strategies and Service Quality) on
dependent variable (Beneficiaries’ Satisfaction). Table 8 clarifies the
results of stepwise multiple regression analysis of this effect (Table 8).
The above results indicate that P-value is 0.000 hence the
regression model was fit. The R2-value is 0.677 it implies that there
is 67.7% variance by Talent Management Strategies on Beneficiaries’
satisfaction. The adjusted R square shows the amount of variance
explained by independent variable on dependent variable. From
the coefficient table it was revealed that Service Quality is (β=0.823,
t=17.569, and significance P=0.000). In terms of both Service Quality
and Talent management Strategies effect on Beneficiaries’ Satisfaction,
the β-value of Service Quality is 0.521, t=6.46, and the P-value is 0.000
it shows that Service Quality and Talent Management Strategies have
also positive influence overall Beneficiaries’ Satisfaction of Jordan
healthcare sector therefore we reject the 5th null hypothesis and accept
alternative hypothesis which says there are significant and positive
effects of Talent Management Strategies and Service Quality on
Beneficiaries’ Satisfaction of Jordan Healthcare Sector (Tables 9 and 10).

Conclusion
Health care delivery is considered important nowadays and is a
service based industry. Healthcare institutions and organizations face
many challenges of retaining their talents to meet their beneficiaries’
satisfaction which is a critical success factor in measuring the hospitals
performance. Based on the results above, it can be said that Talent
Management Strategies have positive and strong effect on both Service
Quality and beneficiaries’ Satisfaction and it is concluded that Service
Quality and its dimensions have also positive and significant effect
on Beneficiaries’ Satisfaction, while Talent Management Strategies
and Service Quality as independent variables have also strong and
significant effect on Beneficiaries’ Satisfaction. The researchers justified
that all management of healthcare providers seek to support their

Hypothesis

Result and Decision

H2: Talent Management Strategies have positively and significantly impacts on Service Quality in Jordan Healthcare Sector.

Confirmed and Accepted

H3: Talent Management Strategies have positively and significantly impacts on Beneficiaries’ Satisfaction in Jordan Healthcare Sector.

Confirmed and Accepted

H4: Service Quality has positively and significantly enhanced Beneficiaries’ Satisfaction in Jordan Healthcare Sector.

Confirmed and Accepted

Table 7: Hypotheses results.

a

Model

R

R Square

Adjusted R Square

Std. Error of the Estimate

1

0.823a

0.677

0.675

0.5282

2

0.846a

0.716

0.713

0.4969

Predictors: (Constant), Service Quality, Talent Management Strategies
Table 8: Stepwise regression model summary.
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Model
1

2

Sum of
Squares

Df

Mean Square

F
308.680

Regression

86.134

1

86.134

Residual

41.019

147

0.279

Total

127.152

148

Regression

91.099

2

45.549

Residual

36.053

146

0.247

Total

127.152

148

Sig.

8. Ahmadi, Akbar A, Freydon A, Javad A (2012) Talent Management and
Succession Planning. Interdisciplinary Journal of Contemporary Research in
Business 4: 213-224.

0.000 a

9. Michaels E, Handfield-Jones H, Axelrod B (2001) The War for Talent. Harvard
Business School Press, Boston MA.

184.455
0.000 b

11. Robertson A, Abbey G (2003) Managing Talented People. Edinburgh, Pearson
Education Limited.

Predictors: (Constant), Service Quality
b
Predictors: (Constant), Service Quality, Talent Management Strategies
c
Dependent Variable: Beneficiaries’ Satisfaction
a

12. Robert LE, Robert HJ (2006) Talent Management: A Critical Review. Human
Resources Management Review 16: 139-154.

Table 9: ANOVAc.
Model

1
2

a

Unstandardized
Coefficients

Standardized
Coefficients

t

Sig.

0.757

0.451

17.569

0.000

1.527

0.129

B

Std. Error

(Constant)

0.159

0.210

Beta

ServQual

1.068

0.061

(Constant)

0.305

0.200

ServQual

0.675

0.105

0.521

6.461

0.000

TM

0.445

0.099

0.361

4.484

0.000

0.823

Dependent Variable: Beneficiaries’ Satisfaction
Table 10: Coefficienta.

human resources by high performing and potential employees to
achieve their strategic goals. Even though Jordan healthcare sector
suffering from shortages in such qualifications, the co-founders have
strategically invest in their human resources as they considered the
intellectual capital that drive its competitiveness overall other rivals by
sponsoring, attracting, developing, and retain them since the first day
of contracting.
While this study contributes the relevant literature and reveals
some considerable information for the healthcare managers, it also has
some limitations. Results of this study are applicable just for Jordan
healthcare sector. On the other hand, the displacement of large numbers
of refugees has created major challenges over Jordan’s healthcare sector
and the large burden in providing medical qualified and talented cadres
to meet the growing demands for the public healthcare sector services.
Additionally, only questionnaire technique was used to gather data, but
to achieve in-depth findings more studies containing both qualitative
and quantitative research methods should be conducted.
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