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The Impact of the Dimensions of Quality Services on Patients
Satisfaction at Jordanian Government Hospitals

Prepared by
Ola loay ahmed al-refaie
Supervised by
Dr. Mohamed Abu-Yomon Al-Omari

Abstract

The study aimed to identify the effect of dimensions of quality of
services (reliability, tangibility, safety, empathy, responsiveness) on patients’
satisfaction at Jordanian government hospitals, where included study
population of Jordanian government hospitals which subordinate to Ministry
of Health community in Amman city which consist of (V) hospitals, The study
sample consisted of patients out of three hospitals (JordanUniversity hospital,
Al-Bashir hospital, and Prince Hamzah Hospital) totaling (AY1) patient
selected randomly, and to achieve the goals of the study, the researcher used a
special questionnaire to measure the variables of the study based on the Likert
scale quintet, has been confirmed validity and reliability through presentation
to a group of owners of jurisdiction. After completing the process of gathering
necessary information for the purposes of the study were analyzed and test
hypotheses based on appropriate statistical treatments within (SPSS) software,
has been to reach a range of outcomes including: that Jordanian government
hospitals applied dimensions of quality health services (reliability, tangibility,
safety, empathy, responsiveness), and the evaluation of patients for the
dimensions was convergent except tangibility and safety dimensions has

emerged high results.
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In light of the results of the study, the researcher recommends many of

the most important things:

Y. Government hospitals managemet enhance the ability of workers to address
patients in friendly and relaxed manner and give them the freedom to choose

their physician.

Y. activating the role of the complaints and suggestions boxes in the Jordanian
government hospitals and not make marginal or formality by increasing the
number of boxes to be distributed to all departments and entrust the
responsibility of study and standardization and Submit reports to the

Commission or a competent Related.

Y. It is crucial that the Jordanian hospital management have to work greater
than the current level, the application of the principle of focusing on the patient
by recognizing the wishes and needs and by providing workers with a high

efficiency of the immediate response to the complaints of patients.
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