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Abstract :

This study aimed to evaluate the quality of healthcare services provided by the 120-Bed Public
Hospital Establishment in El Guerrara, Ghardaia, using the SERVQUAL model. The importance of
this topic lies in the growing interest in improving healthcare services and ensuring patient satisfaction
within public health institutions.

The study adopted the descriptive analytical method and used a questionnaire as the main tool for data
collection. The questionnaire was distributed to a random sample of patients visiting the hospital, and
the collected data were analyzed using the SPSS statistical program.

The theoretical part of the study focused on the concepts of quality, service quality, and healthcare
service quality, in addition to presenting the dimensions of the SERVQUAL model, namely:
tangibility, reliability, responsiveness, assurance, and empathy. The study also reviewed several
previous Arabic and foreign studies related to healthcare service quality.

The field study revealed that the overall level of healthcare service quality in the hospital was
moderate to relatively high. The dimension of assurance and trust achieved the highest level of patient
satisfaction, while responsiveness and reliability recorded moderate levels. The results also showed
that patients appreciated the respectful treatment and professionalism of the medical staff, although
some shortcomings were identified regarding service speed and accessibility.

Based on these findings, the study recommended improving the quality of healthcare services by
enhancing staff training, improving reception and waiting conditions, providing better medical
equipment, and increasing responsiveness to patients’ needs. The study concluded that improving
healthcare service quality is essential for increasing patient satisfaction and enhancing the overall
performance of healthcare institutions.

Keywords : Healthcare Service Quality, Patient Satisfaction, SERVQUAL, ,.
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Sgron oo SN (V) o)) oy sy szl oY) e (3 (sl Uis 3in o (G
Lo gte Gyloze) (Sgtak Uses et aunhdll 2 Gl dnngll OF Jo Joy 1oy L lowgll o sl
Vg ) A Ol a3 s
vy J1 &y () L)
)l a8l (3 OLY) e Lo ste (Sstins Ay
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dilasall Ayl ‘..,Jlfd\ Jal)
dal) N Lo gial) § Jhxal) il 2N @ Jbaal) Uall) (Std.
() (Std. Deviation) Error Mean)

(Mean)

10 37 3.6757 1.29216 0.21243
11 37 3.6486 1.20684 0.19840
120 37 3.8108 1.19810 0.19697
Al dagdl) dasd ad A A al) aal)
S Laay) t & P siall 34 Ly
i, all Yl Ja ¢ ¢
4 a 5 sl 5 sl
df Sig 4 agi)
95 95
% %
o 3 3.1 36 0.0 0.67 0.24 1.10
10 81 03 568 48 65
o 3 3.2 36 0.0 0.64 0.24 1.05
11 69 02 865 63 10
o 3 4.1 36 0.0 0.81 0.41 1.21
12 17 00 081 13 03

Spss 27 e slast ddlal slust e : yiaall

edh L3l wl) el (One-Sample T-Test) sumlg wnadl Lot s Jo 2l

tk WS a8 3 ) @i S il sl 3 0L e Lo gie (S5t dg
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Zilasal) Lyl

A Sl

Slawgie o (120 AT 100) mb)l o) slal oz O slasYl o) wils jela

Y o3 o (T) L F e WS bl Goh Gt 52 L) 31T bzl e ) Gle

0.002 (0.003) b 3} «(0.03) mgall Gstms o Bl cilS” Slpadl aead asla>Y)

g ipen N ey &pudt] lawgll Cn asla>] N> @3 Bgp 3sms Je Juy & ((0.000

(Syme Sty sl gl abnn b clasze baib o Boeal A sl 3 OLYI gtans of s

Aoghe el Tl 3 OLY) p Lagie (Soies Serg B 204 OF plmal Sa cades

Gos el By 3y oSy 1y aie 0L (Sgime 0L oy Ul Ll (201 o8 a2y (Wilia|

Jagal) 5|3 OV JUVRERE SRV Y FC AN [ O N

dovall M}L‘ ‘;3 bl o8 Ja...a}:.a S ghms Aor gy

idal) N bas glal) (5 Jneall i) ady) ¢ Skl Uadl) (Std.

() (Std. Deviation) Error Mean)

(Mean)

13 37 4.1351 0.97645 0.16053
140 37 4.0000 0.78174 0.12852
150 37 4.0541 0.81466 0.13393
Al dagdl) dasd ad A asd al) aal)
S Laay) t & P siall 34 Ly
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dilasall Ayl g.zlfd\ Jalll
i, Al Yl b & P
ey 4 5 dl 8 Al
df Sig 4a) 4
95 95
% %
o 3 7.0 36 0.0 1.13 0.80 1.46
13 71 00 514 96 07
o 3 7.7 36 0.0 1.00 0.73 1.26
14 81 00 000 94 06
o 3 7.8 36 0.0 1.05 0.78 1.32
15 70 00 405 24 57

iy Ll wl)l el (One-Sample T-Test) suxil auall jlas) mils e 2l

tak WS aesTam 3 Ll es Se i) G sl (3 OLYN o Lo te (Sstns dargy
Slawgze o (120 11 100) ml) o1 slal oz OF Slas Y flodl mils jglad
e bosag (Jlsdl Lo (3.81 3.64 3.67) cily e ((3) e M andll e ol aples
Y o3 OF (T) Jlas) 2 ey WS Lol Bgds (S5t 52 Bl 313 Sblnnad e ] Bks
<0.002 (0.003) b 3} «(0.05) maakt (sgmn 1o i1 cilS lpadll mond 2Lyl

g aamn M dailly & pud) llaw sl Cpy a5las) Vs @13 393 54my e Juy 2 ((0.000
(e Ity gl snd) Sty lanigin Jais o Bl sl (3 0L (gt OF amy
12 gh e Al A5 (3 OLYI o Lo sin (St 39y B Bed ) OF izl S5 cackeg
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Reliability Statistics

Cronbach's N of
Alpha Items
.697 3

Reliability Statistics

Cronbach's N of
Alpha Items
.409 3

Reliability Statistics

Cronbach's N of
Alpha ltems
.621 3

Reliability Statistics

Cronbach's N of
Alpha ltems
.830 3
Gaiad)
Freque Perc Valid Cumulativ
ncy ent Percent e Percent
V 3 24 64.9 64.9 64.9
al =
id SA 13 35.1 35.1 100.0
B
T 37 100. 100.0
ot 0

al




JA
Freque Perc Valid Cumulativ
ncy ent Percent e Percent
Vv s 21 56.8 56.8 56.8
al daa
id Jaa 3 8.1 8.1 64.9
Jia 12 32.4 32.4 97.3
Jous i
daa 1 2.7 2.7 100.0
&
Total 37 100. 100.0
0
o )
Freque Perc Valid Cumulativ
ncy ent Percent e Percent
V K 2 5.4 5.4 5.4
al 133
id <
- 8 21.6 21.6 27.0
P
L
17 45.9 45.9 73.0
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¢
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One-Sample Statistics

Mea Std. Std. Error
N n Deviation Mean
37 3.52 .65906 .10835
43

One-Sample Test

Test Value =3
95% Confidence Interval of
Sig. (2- Mean the Difference
t df tailed) Difference Lower Upper

> <



s 4.839 36 .000 52432 .3046 7441
One-Sample Statistics
N Mean Std. Deviation Std. Error Mean
w1 37 25135 1.55673 .25593
o2 37 3.6216 1.13899 18725
3 37 3.8108 1.02301 .16818
One-Sample Test
Test Value =3
95% Confidence Interval of
Sig. (2- Mean the Difference
t Df tailed) Difference Lower Upper
o - 36 .065 -.48649- -1.0055- .0326
1 1.901
o 3.320 36 .002 .62162 2419 1.0014
2
o 4.821 36 .000 .81081 4697 1.1519
8
One-Sample Statistics
Mea Std. Std. Error
N n Deviation Mean
W 37 3.81 .99549 .16366
4 08
o 37 3.16 1.34399 .22095
5 22
o 37 3.02 1.30142 .21395
6 70
One-Sample Test
Test Value =3
95% Confidence Interval of
Sig. (2- Mean the Difference
t df tailed) Difference Lower Upper
o 4.954 36 .000 .81081 4789 1.1427
4
o .734 36 468 16216 -.2859- .6103
5



o 126 36 .900 .02703 -.4069- 4609
6
One-Sample Statistics
Mea Std. Std. Error
N n Deviation Mean
o 37 3.54 1.42584 .23441
7 05
W 37 3.13 1.15859 .19047
8 51
o 37 2.91 1.36175 .22387
9 89
One-Sample Test
Test Value =3
95% Confidence Interval of
Sig. (2- Mean the Difference
t df tailed) Difference Lower Upper
o 2.306 36 .027 .54054 .0651 1.0159
7
o .709 36 483 13514 -.2512- 5214
8
o - 36 719 -.08108- -.5351- .3729
9 .362-
One-Sample Statistics
Mea Std. Std. Error
N n Deviation Mean
W 37 3.67 1.29216 21243
1 57
0
o 37 3.64 1.20684 .19840
1 86
1
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o 37 3.81 1.19810 .19697

1 08

2

One-Sample Test
Test Value =3
95% Confidence Interval of
Sig. (2- Mean the Difference
t df tailed) Difference Lower Upper

o 3.181 36 .003 .67568 .2448 1.1065
1

0

o 3.269 36 .002 .64865 .2463 1.0510
1

1

o 4117 36 .000 .81081 4113 1.2103
1

2

One-Sample Statistics
Mea Std. Std. Error
N n Deviation Mean

o 37 4.13 .97645 .16053

1 51

3
W 37 4.00 78174 .12852

1 00
4
W 37 4.05 .81466 .13393

1 41
5

One-Sample Test

Test Value = 3
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95% Confidence Interval of

Sig. (2- Mean the Difference
t df tailed) Difference Lower Upper
o 7.071 36 .000 1.13514 .8096 1.4607
1
8
o 7.781 36 .000 1.00000 .7394 1.2606
1
4
o 7.870 36 .000 1.05405 .7824 1.3257
1
5
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