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Abstract

This study aimed to identify the reality of health services in the public hospital

institution in Metlili, by measuring the level of quality of health services provided in
it, and measuring the availability of health service quality dimensions according to the
SERVQUAL gap scale, where we relied on the descriptive approach in building the
theoretical framework, and the case study on the applied side, representing the
statistical population in the employees of the public hospital institution in Mitlili and
patients who receive health services from it, 80 individuals were selected as a sample
The questionnaire was distributed to them as a tool to collect raw data, and then we
used the SPSS version 26 statistical package software to process and analyze the data.

The study found in its results that there is an average level of quality of health
services in the institution according to: after tangible, after reliability, after response,
after safety from the point of view of employees and patients, and resulted in a high
level of quality of health services in the institution according to the dimension of
empathy with patients from the point of view of employees and patients, and the
results of the study generally indicated that there is an average level of quality of
health services in the public hospital institution from the point of view of employees
and patients.

Keywords: quality, quality of health service, measurement of quality of health
service, public hospital institution metlili, SERVQUAL scale of quality of service
dimensions.
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Reliability Statistics
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947, 30
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Descriptive Statistics

N Mean Std. Deviation
1x 56 2,13 1,096
2x 56 3,82 1,097
3x 56 3,55 1,077
4x 56 3,13 1,308
5x 56 3,64 943,
6x 56 3,84 1,023
dusaldl 220 56 20,1071 4,48301
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N Mean Std. Deviation
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Descriptive Statistics
N Mean Std. Deviation
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(Valid N (listwise 56
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