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Abstract :

This study aims to analyze the theoretical and practical dimensions of service quality
using the SERVPERF model, which focuses on evaluating the actual performance of services
as perceived by beneficiaries, without relying on comparing expectations to performance as in
traditional models like SERVQUAL. The study compares various service quality assessment
models, emphasizing the advantages of SERVPERF and its suitability for measuring service
quality in practical contexts, particularly in public and educational institutions. Additionally,
it reviews the five dimensions of the SERVPERF model and discusses its applications in
previous studies at both local and international levels.

The study was conducted at El-Ksours Clinic, selected as the research setting due to its
nature as a sensitive service environment requiring a high level of quality. A total of 111
patient questionnaires were distributed, with 5 incomplete responses excluded, resulting in
106 valid questionnaires for analysis.

The findings indicate that the clinic achieves good levels of service quality in the
tangibility and assurance dimensions. Statistical analysis revealed significant differences in
quality assessments based on the age variable, while no significant differences were found
concerning educational level and marital status, suggesting that perceptions of service quality
are not markedly influenced by these factors.

Based on these results, several recommendations are proposed, including enhancing
infrastructure and medical equipment, improving responsiveness to patient requests by
reducing waiting times and increasing the promptness of medical and paramedical staff, and
launching in-clinic campaigns aimed at educating patients on preventive measures and
strengthening the educational relationship between medical staff and patients.

Keywords : Quality, Service, Service Quality, Actual Performance Model
(SERVPERF), Private Clinic.
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' As previously cited, Cronin, J.J & Taylor, S.A. 1992 Measuring Service Quality : A Reexamination and
Extension. Journal of Marketing
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User’s Perceptions of Relative Importance of the Five SERVPERF Dimensions, Informing Science : The
International Journal of an Emerging Transdiscipline, 12, 17-35.
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Extension. Journal of Marketing.

2 As previously cited Landrum,H, Prybutok,V,R &Zhang,X. (2007). Measuring is system Service Quality
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27(1), 36-44.
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Extension. Journal of Marketing.
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Extension. Journal of Marketing
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S bl Oz 103 43y gl

Qadad)
Frequency | Percent | Valid Percent Cumulative
Percent
< 46 46,5 46,5 46,5
valid A 53 53,5 53,5 100,0
Total 99 100,0 100,0
Cymadl
Frequency | Percent | Valid Percent Cumulative
Percent
i 430 46 46,5 46,5 46,5
440 N 31 oe 24 24,2 24,2 70,7
Valid %50 41 o 12 12,1 12,1 82,8
s 50 e I 17 17,2 17,2 100,0
Total 99 100,0 100,0
delday) Al
Frequency Percent Valid Percent Cumulative
Percent
slef el 48 48,5 48,5 48,5
(8) e 41 41,4 41,4 89,9
valid () Gl 5 5,1 5,1 94,9
(&) Ja 5 5,1 51 100,0
Total 99 100,0 100,0
NN e
Frequency | Percent | Valid Percent Cumulative
Percent
Y 5h sy 3 3,0 6,8 6,8
g aly 3 3,0 6,8 13,6
el 13 13,1 29,5 43,2
3.y 12 12,1 27,3 70,5
Valid 42 1 1,0 2,3 72,7
5 Y 7 7,1 15,9 88,6
6 2Vl 3 3,0 6,8 95,5
7 55 1 1,0 2,3 97,7
8 v 1 1,0 2,3 100,0
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Total 44 44,4 100,0
Missing  System 55 55,6
Total 99 100,0
aladl) (g gieual)
Frequency Percent Valid Percent Cumulative
Percent
(il 3 3,0 3,0 3,0
Lou gl 9 9,1 9,1 12,1
Valid @56 22 22,2 22,2 34,3
ESIES 65 65,7 65,7 100,0
Total 99 100,0 100,0
ol pal) Ak g
Frequency | Percent | Valid Percent Cumulative
Percent
(3) <akase 40 40,4 52,6 52,6
s a el 5 51 6,6 59,2
Ga 1 1,0 1,3 60,5
Valid Jay 20 20,2 26,3 86,8
i 7 7,1 9,2 96,1
N 3 3,0 3,9 100,0
Total 76 76,8 100,0
Missing  System 23 23,2
Total 99 100,0
‘_J.UM\ gk' a9 il
Frequency | Percent | Valid Percent Cumulative
Percent
Baa) 93 ya 50 50,5 50,5 50,5
QB 20 20,2 20,2 70,7
Valid <l &30 9 9,1 9,1 79,8
SN e I 20 20,2 20,2 100,0
Total 99 100,0 100,0

b Aalian e Jalal) 520

Frequency

Percent

Valid Percent

Cumulative

Percent
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P

et e i 59 59,6 59,6 59,6
2l 6 Y e 0 18 18,2 18,2 77,8
Valid a6 0 5 5,1 5,1 82,8
i e S 17 17,2 17,2 100,0
Total 99 100,0 100,0
ALY ol<a
Frequency | Percent | Valid Percent Cumulative
Percent
OVl dal 86 86,9 86,9 86,9
Valid &z 13 13,1 13,1 100,0
Total 99 100,0 100,0
riienall J gl i
Frequency Percent | Valid Percent Cumulative
Percent
O e Bk 2 2,0 2,6 2,6
dail jand 14 14,1 18,4 21,1
Gla gad 16 16,2 21,1 42,1
Valid Uee pa e 28 28,3 36,8 78,9
Al dolee 7 7,1 9,2 88,2
Al 9 9,1 11,8 100,0
Total 76 76,8 100,0
Missing  System 23 23,2
Total 99 100,0
J9ad dwpay cilardl) Baga A el
Frequency | Percent | Valid Percent Cumulative
Percent
L 3 3,0 3,0 3,0
o gia 27 27,3 27,3 30,3
Valid = sa» 60 60,6 60,6 90,9
5 e 9 9,1 9,1 100,0
Total 99 100,0 100,0
W iy A3 8 pad A gy Ciladdd) Jlad B &
Frequency Percent | Valid Percent Cumulative
Percent
daddia 5 51 51 51
Valid
4l 47 47,5 47,5 52,5
[ 117 |



Axli 3o 41 41,4 41,4 93,9
Led b 6 6,1 6,1 100,0
Total 99 100,0 100,0
Ll o Jguad dalan JLEA)
Frequency | Percent | Valid Percent Cumulative
Percent
Cilaadll 3 ga 27 27,3 31,4 31,4
Cilaadll i 8 8,1 9,3 40,7
Ol (g Ay 8 8 8,1 9,3 50,0
Opanadio skl 35a s 21 21,2 24,4 74,4
Valid Lps Lyl s jeal i 8 8,1 9,3 83,7
EENEN I 6 6,1 7,0 90,7
EARPON([FEIVEN 6 6,1 7,0 97,7
EERY 2 2,0 2,3 100,0
Total 86 86,9 100,0
Missing  System 13 13,1
Total 99 100,0
Olaied Flai g S WA Jalaa
Reliability Statistics
Cronbach's N of ltems
Alpha
,899 22
(bl sl Laal
Tests of Normality
Kolmogorov-Smirnov® Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
Laadll sap ,077 99 ,167 ,990 99 ,680

a. Lilliefors Significance Correction

Laaa) 55 el sl Ay jlamal) bl aiy) g Aubuall cillaw giall

Descriptive Statistics

N

Mean

Std. Deviation

.

Gl gl Gaal e daadll (g gias
Baclusa 5 (el il A ol i<l

99

4,2121

,57628
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P 30 gay (o el Ll oy
el sa ol sial 5 dpaall cilerall
BYS ENGT-P R R R Py
Cy

a5 qualy ¢ slalaty ) sun yaall,
8l daiadlly Jeall il o
B_lealls,

o Jalall ie GVl (m jal) ey
il sall,

olad) 4 puall Le3halay Aaaall aai
Lasall pgilla 5 oyl

IS (528 Alaial iy () gum yaall pigy
ol e,

820 IS lalad (i peall ol
AW TS MEN]

Caualy daiadly dalall Gilll
) s peie 5 ol L
sl g dnaaall 1) Cakalati
EE Ll el Nie

cead LDl daadly Jeall el
)

Valid N (listwise)

99

99

99

99

99
98

99

99

99

99

99

99

99
99

99

99

99

99

99

99

99

98

4,1919

4,1717

4,0404

3,8384

2,8081
3,3571

4,1212

3,8889

3,4747

3,4444

3,2828

3,7071

4,1515
3,9596

3,9495

4,0909

3,7071

3,8283

3,9293

3,5152

3,3636

,63369

,68572

,68391

,82940

,16651
,98703

[EnY

,67420
,81927

,99328

,95000

,94804

1,00257

, 76082
,84418

, 70528

,80927

, 75933

,89260

,67389

,80005

1,08284
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dasdl) 3392 Ma¥ (5 jbmall Gl adY) g o gial)

Descriptive Statistics

N Mean Std. Deviation

i saldl sy 99 4,1540 ,45835
A8 gall e 99 3,6035 ,61463
RGN [ ORI 99 3,4773 73980
Ol e ey 99 4,0379 ,567072
bl jlsa e 99 3,6687 ,58565
el 525 99 3,7746 ATT75
Valid N (listwise) 99

don galal) 2o T test LAl

One-Sample Test

Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
A salall amy 90,176 98 ,000 4,15404 4,0626 4,2455
i gigal) 2 T test JbSa)
One-Sample Test
Test Value =0
t df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper
A 5isall da 58,336 98 ,000 3,60354 3,4809 3,7261
Alaia) Jlaa 2 T test JLasd
One-Sample Test
Test Value =0
t df Sig. (2-tailed) | Mean Difference | 95% Confidence Interval of the
Difference
Lower Upper
Alainl) Jlee x 46,767 98 ,000 3,47727 3,3297 3,6248
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bl 2l T test Laal

One-Sample Test

Test Value =0

t df Sig. (2-tailed) | Mean Difference| 95% Confidence Interval of the
Difference
Lower Upper
Ol e da 70,396 98 ,000 4,03788 3,9241 4,1517
ibladl) 2 T test Jlddl
One-Sample Test
Test Value =0
t df Sig. (2-tailed) | Mean Difference | 95% Confidence Interval of the
Difference
Lower Upper
alalaill b 22y 62,329 98 ,000 3,66869 3,5519 3,7855
ANOVA (53 bl gl
oyl
ANOVA a 1 facteur
dasdll Baga
Somme des ddl Moyenne des F Signification
carrés carrés
Inter-groupes 2,785 3 ,928 4,503 ,005
Intra-groupes 19,583 95 ,206
Total 22,368 98
delaiay) Al
ANOVA a 1 facteur
LSNP
Somme des ddl Moyenne des F Signification
carrés carrés
Inter-groupes 1,250 3 AL17 1,875 ,139
Intra-groupes 21,118 95 ,222
Total 22,368 98
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raladl) (g gimsal)
ANOVA a 1 facteur
Lodll sasa
Somme des ddl Moyenne des F Signification
carrés carrés
Inter-groupes ,406 3 , 135 ,585 ,626
Intra-groupes 21,962 95 ,231
Total 22,368 98
el ALl
ANOVA & 1 facteur
ieadll Baga
Somme des ddl Moyenne des F Signification
carrés carrés
Inter-groupes 1,828 5 ,366 1,981 ,092
Intra-groupes 12,918 70 ,185
Total 14,746 75
Opad) e (08 (S g0 JLEA)
Descriptives
daadll 3a5a
N Moyenne | Ecart-type Erreur Intervalle de confiance a 95% | Minimum | Maximum
standard pour la moyenne
Borne Borne
inférieure supérieure
30 Jili 2 46 3,6592 44755 ,06599 3,56263 3,7921 2,68 4,82
440 N 31 0 24 3,8333 47326 ,09660 3,6335 4,0332 2,59 4,59
.50 N 41 o 12 3,6326 ,48666 ,14049 3,3234 3,9418 2,59 4,32
4w 50 oo S 17 4,1043 ,41931 ,10170 3,8887 4,3199 3,00 4,95
Total 99 3,7746 ATTT5 ,04802 3,6793 3,8699 2,59 4,95

Variable dépendante: el 35

Comparaisons multiples

Test de Tukey
(1) o (J) ol Différence de | Erreur standard | Signification Intervalle de confiance a 95%
moyennes (I-J) Borne inférieure Borne

supérieure
440 N 31 0e -,17410 , 11433 428 -, 4731 ,1249
30 i i 4w 50 N 41 00 ,02666 ,14717 ,998 -,3582 ,4115
Lw 50 oo ST -,44505* ,12887 ,005 -, 7820 -,1080
£ 40 L 31 o 30 Jils du , 17410 , 11433 ,428 -,1249 4731
450 N 41 e , 20076 , 16052 ,596 -,2190 ,6205
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4w 50 o S| -,27094 , 14393 ,242 -,6473 ,1054
30 Jsla da -,02666 14717 ,998 -,4115 ,3582
450 M 41 0. 240 N 31 0e -,20076 ,16052 ,596 -,6205 ,2190
4w 50 (e S -,47170° , 17118 ,035 -,9194 -,0240
30 Jilé das ,44505' , 12887 ,005 ,1080 ,7820
4w 50 e ST 440 N 31 e ,27094 , 14393 ,242 -,1054 ,6473
A 50 N 41 o« A7170° , 17118 ,035 ,0240 ,9194
*. La différence moyenne est significative au niveau 0.05.
il sag
Test de Tukey®”
ol N Sous-ensemble pour alpha = 0.05
1 2
4. 50 41 o 12 3,6326
30 Ji das 46 3,6592
440 S 31 00 24 3,8333 3,8333
i 50 e S 17 4,1043
Signification ,515 ,252
Les moyennes des groupes des sous-ensembles homogénes
sont affichées.
a. Utilise la taille d'échantillon de la moyenne harmonique =
19,459.
b. Les effectifs des groupes ne sont pas égaux. La moyenne
harmonique des effectifs des groupes est utilisée. Les niveaux
des erreurs de type | ne sont pas garantis.
i) il dpilly T test Juid) gl
Independent Samples Test
Levene's Test for t-test for Equality of Means
Equality of
Variances
F Sig. t df Sig. (2- Mean Std. Error | 95% Confidence
tailed) | Differenc | Differenc Interval of the
e e Difference
Lower Upper
Equal variances 1,109 ,295 ,671 97 ,504 ,06474 ,09654| -,12687| ,25635
assumed
Ledll sas
Equal variances ,662 | 87,465 ,510 ,06474 ,09786 -,12976 | ,25924
not assumed
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Statistiques de groupe

iall N Moyenne | Ecart-type | Erreur standard
moyenne
B 46 3,8093 ,52623 ,07759
LAQ‘_SA}; )
] 53 3,7445 ,43420 ,05964
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