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Summary:

This study aimed to measure and evaluate the quality of health services in

the two health institutions: *'Dr. Tarchine Ibrahim™ in the province of Ghardaia
and "Ben Aouda Ben Zardjab"™ in the province of Oran.
The measurement and evaluation process was based on the quality of service
standards, namely: reliability, responsiveness, tangibility, empathy, and safety.
In this study, we used the descriptive and comparative approaches, and the
questionnaire was used as the main tool for data collection. It was applied to a sample
of 60 individuals (30 from Ghardaia and 30 from Oran). A total of 30 questionnaires
were retrieved from each province, with 28 valid forms from Ghardaia and 24 from
Oran. The collected data were analysed using the Statistical Package for the Social
Sciences (SPSS26).

The results revealed a statistically significant relationship between the perceived
quality of health services by patients and their companions and the five dimensions of
quality in both institutions under study. It was also found that there were no
statistically significant differences attributable to the personal factors of the study

sample individuals based on gender, age, and length of stay.

Keywords: health service, quality of health services, quality assessment, service

quality standards, quality improvement, perceived quality.
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Reliability Statistics

Cronbach's

Alpha N of ltems
,956 25
Statistics
EN anl) EY) 5
N Valid 28 28 28
Missing 0 0 0
dad)
Cumulative
Frequency Percent Valid Percent Percent
Valid S3 15 53,6 53,6 53,6
P 13 46,4 46,4 100,0
Total 28 100,0 100,0
and
Cumulative
Frequency Percent Valid Percent Percent
Valid 30 M 20 ¢« 10 35,7 35,7 35,7
440 J 31 e 3 10,7 10,7 46,4
4. 50 A1 41 - 6 21,4 21,4 67,9
4. 50 (0 S 9 32,1 32,1 100,0
Total 28 100,0 100,0
4By b
Cumulative
Frequency Percent Valid Percent Percent
Valid A3 AT e 4 14,3 14,3 14,3
7 A4 e 8 28,6 28,6 42,9
25215 N8 o 9 32,1 32,1 75,0
e 15 e S 6 21,4 21,4 96,4
13,00 1 3,6 3,6 100,0
Total 28 100,0 100,0

DESCRIPTIVES VARIABLES=Q1 Q2 Q3 Q4 Q5

/STATISTICS=MEAN STDDEV MIN MAX.
99



Descriptive Statistics

GO A

DESCRIPTIVES VARIABLES=Q6 Q7 Q8 Q9 Q10

/STATISTICS=MEAN STDDEV MIN MAX.

Minimum Maximum Mean Std. Deviation
Q1 28 1,00 5,00 3,6786 1,09048
Q2 28 2,00 5,00 4,0000 ,81650
Q3 28 3,00 5,00 4,2500 ,58531
Q4 28 3,00 5,00 4,2143 ,62994
Q5 28 2,00 5,00 4,0357 ,79266
Valid N (listwise) 28
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
Q6 28 2,00 5,00 3,56357 1,07090
Q7 28 2,00 5,00 3,8571 ,80343
Q8 27 2,00 5,00 3,9630 ,80773
Q9 28 2,00 5,00 3,7500 ,70053
Q10 28 1,00 5,00 3,5000 1,13855
Valid N (listwise) 27

Descriptive Statistics

DESCRIPTIVES VARIABLES=Q11 Q12 Q13 Q14 Q15
/STATISTICS=MEAN STDDEV MIN MAX.

Minimum Maximum Mean Std. Deviation
Q11 28 1,00 4,00 1,7500 ,96705
Q12 28 1,00 5,00 2,5714 1,28894
Q13 28 1,00 5,00 2,2143 1,25778
Q14 28 1,00 5,00 2,8929 1,22744
Q15 28 1,00 5,00 2,7857 1,28689
Valid N (listwise) 28
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
Q16 28 1,00 5,00 3,5714 1,13622
Q17 28 1,00 5,00 3,7500 1,07583
Q18 28 1,00 5,00 3,8929 ,87514
Q19 28 1,00 5,00 3,8929 ,95604
Q20 28 1,00 5,00 3,7500 ,96705
Valid N (listwise) 28

100

DESCRIPTIVES VARIABLES=Q21 Q22 Q23 Q24 Q25



A}

Descriptive Statistics

GO A

N Minimum Maximum Mean Std. Deviation
Q21 28 1,00 5,00 3,8929 1,03062
Q22 28 1,00 5,00 3,7143 ,97590
Q23 28 1,00 5,00 2,8929 1,25725
Q24 28 1,00 5,00 3,3571 1,31133
Q25 28 1,00 5,00 3,7857 ,95674
Valid N (listwise) 28
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
x1 28 2,40 5,00 4,0357 ,65784
X2 28 2,20 4,60 3,7161 , 71350
x3 28 1,00 4,60 2,4429 ,96817
x4 28 1,00 5,00 3,7714 ,94236
x5 28 1,20 4,60 3,5286 ,95872
X 28 1,84 4,60 3,4995 ,70606
Valid N (listwise) 28
Statistics
ZAG\J\_BAA
N Valid 28
Missing 0
4By
Cumulative
Frequency Percent Valid Percent Percent
Valid A3 AT e 5 17,9 17,9 17,9
AW 7 N4 e 8 28,6 28,6 46,4
ps2 15 ) 8 9 32,1 32,1 78,6
e 15 e S 6 21,4 21,4 100,0
Total 28 100,0 100,0
Group Statistics
oindl N Mean Std. Deviation  Std. Error Mean
X 83 15 3,7627 ,50720 ,13096
8 13 3,1958 , 79689 ,22102
Independent Samples Test
Levene's Test for Equality of t-test for Equality of
Variances Means
F Sig. t df
X Equal variances assumed 3,423 ,076 2,277 26
Equal variances not 2,207 19,812

assumed
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Independent Samples Test

GO A

t-test for Equality of Means

95% Confidence
Interval of the

Std. Error Difference
Sig. (2-tailed) Mean Difference Difference Lower
X Equal variances assumed ,031 ,56690 ,24895 ,05518
Equal variances not ,039 ,56690 ,25690 ,03068
assumed

Independent Samples Test

t-test for Equality of Means
95% Confidence Interval of the
Difference
Upper

Equal variances assumed
Equal variances not assumed

1,07862

1,10311

ONEWAY sl BY X

/MISSING ANALYSIS.

ANOVA
and)
Sum of Squares df Mean Square F Sig.
Between Groups 32,000 21 1,524 ,703 147
Within Groups 13,000 6 2,167
Total 45,000 27
ONEWAY 4.3Y! 33 BY X
/MISSING ANALYSIS.
ANOVA
Z\AGY \_SJ.A
Sum of Squares df Mean Square F Sig.
Between Groups 25,190 21 1,200 1,963 ,206
Within Groups 3,667 6 ,611
Total 28,857 27

GET

FILE='D:\TRAVOU\(Sle 4l = 5:\ORON.sav'.
DATASET NAME DataSet3 WINDOW=FRONT.
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Case Processing Summary

Valid
Excluded?
Total

Cases

N %
28 96,6
1 3,4
29 100,0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's
Alpha N of Items
,928 25
FREQUENCIES VARIABLES=243Y) 330 jaxll uiall
/ORDER=ANALYSIS.
Statistics
uiall el LY Bae
N Valid 29 29 29
Missing 0 0 0
il
Cumulative
Frequency Percent Valid Percent Percent
Valid 83 16 55,2 55,2 55,2
] 13 44,8 44,8 100,0
Total 29 100,0 100,0
e
Cumulative
Frequency Percent Valid Percent Percent
Valid 30 I 20 ¢« 8 27,6 27,6 27,6
45,40 J 31 e 6 20,7 20,7 48,3
4 50 N1 41 e 8 27,6 27,6 75,9
43w 50 (e S 7 24,1 24,1 100,0
Total 29 100,0 100,0
LLE\J\_BA,«
Cumulative
Frequency Percent Valid Percent Percent
Valid A3 T e 6 20,7 20,7 20,7
A7 A4 e 9 31,0 31,0 51,7
25215 ) 8 5 17,2 17,2 69,0
ps2 15 oo SN 9 31,0 31,0 100,0
Total 29 100,0 100,0

DESCRIPTIVES VARIABLES=Q1 Q2 Q3 Q4 Q5

/STATISTICS=MEAN STDDEV MIN MAX.
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Descriptive Statistics
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GO A

Minimum Maximum Mean Std. Deviation
Q1 29 1,00 5,00 3,7586 ,83045
Q2 29 1,00 5,00 3,7931 1,01346
Q3 28 2,00 5,00 3,6786 ,98333
Q4 29 1,00 5,00 3,5862 1,21059
Q5 29 1,00 5,00 3,3103 1,46637
Valid N (listwise) 28
DESCRIPTIVES VARIABLES=Q6 Q7 Q8 Q9 Q10
/STATISTICS=MEAN STDDEV MIN MAX.
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
Q6 29 1,00 5,00 3,2414 1,29987
Q7 29 1,00 5,00 3,3103 1,33907
Q8 29 1,00 5,00 3,0000 1,33631
Q9 29 1,00 5,00 3,2069 1,39845
Q10 29 1,00 5,00 3,0000 1,43925
Valid N (listwise) 29
Descriptive Statistics
Minimum Maximum Mean Std. Deviation
Q11 29 2,00 5,00 3,2069 ,97758
Q12 29 1,00 5,00 3,1034 1,26335
Q13 29 1,00 5,00 2,9310 1,13172
Q14 29 1,00 5,00 3,6552 1,20344
Q15 29 1,00 5,00 3,5172 1,18384
Valid N (listwise) 29

Descriptive Statistics

DESCRIPTIVES VARIABLES=Q16 Q17 Q18 Q19 Q20

/STATISTICS=MEAN STDDEV MIN MAX.

Minimum Maximum Mean Std. Deviation
Q16 29 1,00 5,00 3,6552 1,07822
Q17 29 1,00 5,00 3,3448 1,14255
Q18 29 1,00 5,00 3,2069 1,39845
Q19 29 1,00 5,00 3,5172 1,35279
Q20 29 1,00 5,00 3,0345 1,23874
Valid N (listwise) 29

Descriptive Statistics

DESCRIPTIVES VARIABLES=Q21 Q22 Q23 Q24 Q25

/STATISTICS=MEAN STDDEV MIN MAX.

Minimum Maximum Mean Std. Deviation
Q21 29 1,00 5,00 3,2414 1,29987
Q22 29 1,00 5,00 4,0000 1,13389
Q23 29 1,00 5,00 3,1724 1,28366
Q24 29 1,00 5,00 3,5862 1,32334
Q25 29 1,00 5,00 3,6897 ,96745
Valid N (listwise) 29

104
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Descriptive Statistics

N Minimum Maximum Mean Std. Deviation

X 29 1,32 4,44 3,3892 ,72907
X1 29 1,40 4,60 3,6224 , 78166
X2 29 1,00 4,80 3,1517 1,04561
X3 29 1,20 4,40 3,2828 ,76067
X4 29 1,60 5,00 3,3517 ,98511
X5 29 1,40 5,00 3,56379 ,89778

Valid N (listwise) 29

Group Statistics

ouindl N Mean Std. Deviation  Std. Error Mean
X A2 16 3,4554 , 75509 ,18877
et 13 3,3077 , 71729 ,19894
Independent Samples Test
Levene's Test for Equality of t-test for Equality of
Variances Means
F Sig. t df
X Equal variances assumed ,336 ,567 ,536 27
Equal variances not ,539 26,288
assumed
Independent Samples Test
t-test for Equality of Means
95% Confidence
Interval of the
Std. Error Difference
Sig. (2-tailed) Mean Difference Difference Lower
X Equal variances assumed ,597 14772 , 27576 -,41809
Equal variances not ,595 14772 , 27425 -,41570

assumed

Independent Samples Test

t-test for Equality of Means
95% Confidence Interval of the
Difference
Upper

Equal variances assumed
Equal variances not assumed

, 71354
, 71115

ONEWAY !l BY X
/MISSING ANALYSIS.
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ANOVA
el
Sum of Squares df Mean Square F Sig.
Between Groups 35,741 23 1,554 5,180 ,038
Within Groups 1,500 5 ,300
Total 37,241 28
ONEWAY 4! 33 BY X
/MISSING ANALYSIS.
ANOVA
-L&'Y\_E.\A
Sum of Squares df Mean Square F Sig.
Between Groups 28,034 23 1,219 677 , 764
Within Groups 9,000 5 1,800
Total 37,034 28
Variables Entered/Removed?
Variables Variables
Model Entered Removed Method
1 x1P ) Enter
a. Dependent Variable: X
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 7172 ,514 ,495 ,50156
a. Predictors: (Constant), x1
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 6,919 1 6,919 27,505 ,000P
Residual 6,541 26 ,252
Total 13,460 27
a. Dependent Variable: X
b. Predictors: (Constant), x1
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) ,394 ,600 ,657 ,517
x1 770 , 147 717 5,245 ,000
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a. Dependent Variable: X
Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 x2° Enter
a. Dependent Variable: X
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8782 771 ,762 ,34445
a. Predictors: (Constant), x2
ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 10,375 1 10,375 87,449 ,000°
Residual 3,085 26 ,119
Total 13,460 27
a. Dependent Variable: X
b. Predictors: (Constant), x2
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 271 ,351 771 ,448
X2 ,869 ,093 ,878 9,351 ,000

a. Dependent Variable: X

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 x3P Enter
a. Dependent Variable: X
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8342 ,696 ,684 ,39672
a. Predictors: (Constant), x3
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 9,368 1 9,368 59,520 ,000°
Residual 4,092 26 ,157
Total 13,460 27

a. Dependent Variable: X
b. Predictors: (Constant), x3
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Coefficients®
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2,013 ,207 9,739 ,000
x3 ,608 ,079 ,834 7,715 ,000

a. Dependent Variable: X
Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 x4P Enter
a. Dependent Variable: X
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8752 , 766 , 757 ,34794

a. Predictors: (Constant), x4

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 10,312 1 10,312 85,183 ,000°
Residual 3,148 26 121
Total 13,460 27
a. Dependent Variable: X
b. Predictors: (Constant), x4
Coefficientsa
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,026 ,276 3,719 ,001
x4 ,656 ,071 ,875 9,229 ,000

a. Dependent Variable: X
Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 X5P Enter
a. Dependent Variable: X
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8342 ,695 ,683 ,39747

a. Predictors: (Constant), x5
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ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 9,353 1 9,353 59,201 ,000P
Residual 4,107 26 ,158
Total 13,460 27

a. Dependent Variable: X
b. Predictors: (Constant), x5
Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,333 ,291 4,576 ,000
x5 ,614 ,080 ,834 7,694 ,000

a. Dependent Variable: X

Variables Entered/Removed?
Variables Variables
Model Entered Removed Method

1 X1Pb ) Enter

a. Dependent Variable: X
b. All requested variables entered.

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate

1 ,8292 ,687 ,675 ,41545

a. Predictors: (Constant), X1

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 10,223 1 10,223 59,229 ,000°
Residual 4,660 27 ,173
Total 14,883 28

a. Dependent Variable: X
b. Predictors: (Constant), X1
Coefficients?

Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) ,589 372 1,584 ,125
X1 773 , 100 ,829 7,696 ,000

a. Dependent Variable: X

REGRESSION
/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN

/DEPENDENT X
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/METHOD=ENTER X2.

Variables Entered/Removed?
Variables Variables
Model Entered Removed Method
1 X2b ) Enter

a. Dependent Variable: X
b. All requested variables entered.

Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8552 ,730 ,720 ,38565

a. Predictors: (Constant), X2

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 10,868 1 10,868 73,072 ,000°
Residual 4,016 27 ,149
Total 14,883 28

a. Dependent Variable: X
b. Predictors: (Constant), X2

Coefficients?
Standardized

Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,511 ,231 6,541 ,000
X2 ,696 ,070 ,855 8,548 ,000

a. Dependent Variable: X
REGRESSION

/MISSING LISTWISE

/STATISTICS COEFF OUTS R ANOVA
/CRITERIA=PIN(.05) POUT(.10)
/NOORIGIN

/DEPENDENT X

/METHOD=ENTER X3.

Variables Entered/Removed?

Variables Variables
Model Entered Removed Method
1 X3P . Enter

a. Dependent Variable: X
b. All requested variables entered.
C.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
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1 , 7352 ,540 ,523

,50360

a. Predictors: (Constant), X3

GO A

ANOVA?®
Model Sum of Squares  df Mean Square F Sig.
1 Regression 8,036 1 8,036 31,684 ,000P
Residual 6,848 27 ,254
Total 14,883 28
a. Dependent Variable: X
b. Predictors: (Constant), X3
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,077 421 2,557 ,016
X3 , 704 ,125 , 735 5,629 ,000
a. Dependent Variable: X
Variables Entered/Removed?
Variables Variables
Model Entered Removed Method
1 X4Pb . Enter
a. Dependent Variable: X
b. All requested variables entered.
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 ,8232 677 ,665 42175
a. Predictors: (Constant), X4
ANOVA?
Model Sum of Squares  df Mean Square F Sig.
1 Regression 10,080 1 10,080 56,671 ,000°
Residual 4,803 27 ,178
Total 14,883 28
a. Dependent Variable: X
b. Predictors: (Constant), X4
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,348 ,282 4,775 ,000
X4 ,609 ,081 ,823 7,528 ,000
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a. Dependent Variable: X
Variables Entered/Removed?

A

Variables Variables
Model Entered Removed Method
1 X5P ) Enter
a. Dependent Variable: X
b. All requested variables entered.
Model Summary

Adjusted R Std. Error of the

Model R R Square Square Estimate
1 ,8182 ,669 ,656 42732

a. Predictors: (Constant), X5

GO A

ANOVA?
Model Sum of Squares  df Mean Square F Sig.
1 Regression 9,953 1 9,953 54,505 ,000P
Residual 4,930 27 ,183
Total 14,883 28
a. Dependent Variable: X
b. Predictors: (Constant), X5
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 1,040 ,328 3,170 ,004
X5 ,664 ,090 ,818 7,383 ,000
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