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Abstract:

This study aimed to identify the role of the Kaizen methodology in improving the
performance of operational projects in health insurance companies, with
application to patient/beneficiary experience departments. The study adopted a
qualitative approach using a descriptive analytical method. Semi-structured
interviews were used as the main data collection tool with employees working in
patient/beneficiary experience departments and related operational departments.
The study addressed several key themes, including employees’ understanding of
the Kaizen methodology, areas of its application in operational projects, its role in
improving process efficiency and response speed, its contribution to reducing waste
and delays, and the challenges facing its implementation in health insurance
companies. The findings showed that the Kaizen methodology can serve as a
practical approach to improving the performance of operational projects by
analyzing recurring problems, simplifying procedures, reducing duplication and
waste, and improving the handling of requests and complaints. The findings also
indicated that the successful implementation of Kaizen requires clear managerial
support, active employee participation, continuous training, and a follow-up
mechanism to assess the impact of improvement on the quality of the beneficiary
experience. Accordingly, the study recommended adopting Kaizen as a continuous
institutional practice, starting with small and measurable improvement projects,
analyzing recurring complaints, and strengthening integration between

patient/beneficiary experience departments and other operational departments.

Keywords: Kaizen methodology, operational projects, patient experience,

beneficiary experience, health insurance companies, continuous improvement.
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