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THE IMPACT OF SERVICE QUALITY DIMENSIONS ON THE
JORDANIAN PRIVATE MEDICAL LABORATORY
PERFORMANCE.
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The Impact of Service Quality Dimensions on the Jordanian Private
Medical Laboratory Performance.

Prepared by: Mohammad Omer Aldoaiq
Supervised by:Dr. Alharth Mohammad Abu Hussein

Abstract

This Study Aims to Know the Impact of Services Quality Dimensions on
Private Jordanian Medical Laboratories Performance. The Study Population
Consists of all Patients of Private Jordanian Medical Liboratories that are
Working at Amman City Which are Registerd at Jordan Minstery of Health
which Represents (332) Laboratories Distributed as Follows: (292) Private
Labortories and (40) Laboratories Belong to Private Hospitals. The Study
Sample Consist of (400) Patients who were Slected Randomely. In Order to
Achive the Study Objective, a Questionnaire was Developed Basd on Related
Literature to Measure the Study Varaibles. In Order to Answer the Study
Questions and Test its Hypotheses, A Set of Satistical Techniques were Used
such as: Descreptive Statistics, Normal Distribution, Pearson Correlation,
Simple and Multiple Regression. The Study Arrived Into a set of Signficant
Results Among them are the Following: there is Significant Statistical Impact
Relationship Between Medical Services Quality Dimensions and Paitents
Satisfaction and Loyalty. In Addition, there is Satistical Impact for Services
Tangibleness, Reliability, Assurance, Empathy, and Responsivhess on
Paitents Satisfaction. Further, there is Satistical Influnce for Services
Tangibleness, Reliability, Assurance, Empathy, and Responsivhess on
Paitents Loyalty. Based on the Study Results, a set of Practical
Recommendations were Formulated Amongst them: Managers of Private
Medical Larboratories can Improves their Patients Satisfaction and Loalty by

Giving more Attention to Service Quality Dimensions Alltogther.
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Karatepe(2006) Customer complaints and organizationalresponses:
the effects of complainants’perceptions of justice on satisfaction and
loyalty.
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Wendel et al.(2011) Consumer evaluation of complaint handling
inthe Dutch health insurance market.
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Plebani et al. (2013) Quality indicators in laboratory medicine: A
fundamental tool for quality and patient safety.
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Randell and Schneider (2013) Medical errors in laboratory medicine:
Pathways to improvement.
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Elbireer et al. (2013) Improving laboratory data entry quality using
Six Sigma.
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Garrad and Narayan(2013) Assessing obstetric patientexperience: a
Servqual Questionnaire.
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Peprah and Atarah (2014) Assessing patient’s satisfaction using
SERVQUAL model: A case of Sunyani Regional Hospital, Gana.
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Zhao et al. (2015) A quality assessment index framework for public

health services: a Delphi study.
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