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Abstract

The Impact of the Quality of Health Services on the Satisfaction of the
Beneficiaries thereof in the Private and Public Hospitals in Jordan

"A Comparative Study"
Prepared by:
Walid Tailakh
Supervised by: Dr. Emad Masoud

This study aimed to measure the impact of the quality of health services on the

satisfaction of the patients in the Public and Private sectors hospitals in Jordan.

To achieve the aim of this study a sample of (450) inpatients was chosen to

conduct the study.

To determine the impact of the quality of health services on the Patients'
satisfaction the researcher used a special measure called "SERVPERF" which
was designed specially to measure the quality of service in different service

sectors.

The reliability of the measure was computed using Cronbach Alpha and the result
indicated that the internal consistency of the measure was 90%.

The results revealed that :-

1. The health services quality had an impact on the patients' satisfaction in

both the public and private hospitals.

2. There was a statistically significant difference between the public and
private hospitals in the impact of the quality of health services on the

patients satisfaction.
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3. The impact of the quality of health services on the patients' satisfaction
was better in the private hospitals than that in the public hospitals.

The researcher made some recommendations as fallows :-

1- The administration at both public and private sector hospitals should raise
up the employees' qualifications to provide for the patients needs and
demands such as telling them exactly when the service will be performed,
submitting prompt service for the patients, and having the willing to help

the patients.

2- The hospital administrations should make periodic revision of the
application of each service quality dimension and items through applying
(SERVEPERF) measure and they have to measure the patients'

satisfaction to mend any defect automatically.

3- The study showed that the assurance and responsiveness dimension of
the quality of the health service had the biggest effect on the patients'

satisfaction.

4- The hospital administrations should put mechanisms to keep in touch with
patients after discharge to hear from them about their services and expand
their satisfaction.

5- As the results of the study showed that the assurance and responsiveness
dimensions had the greatest effect on the patients' satisfaction in public
and private hospitals the hospital administrations should focus all efforts
on apply the items of those two dimensions through applying an incentive
& punishment system.
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6- Also since the results of the study showed that the empathy dimension
had the greatest effect on the patients satisfaction in private hospitals the
private hospital administrations should concentrate their efforts on
applying this item to raise the patients' satisfaction level.
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One-Sample Kolmogorov-Smirnov Test

Most Extreme Normal
Kolmogo Differences Parameters

Asymp. rov- Abs| Std.

Sig. (2- | Smirnov |Negativ| Positi | olut | Deviatio

tailed) 4 e ve e n Mean N
.000 5.805 | -.274- | .171 |.274| 1.158 | 3.90 | 450 Q
.000 6.148 | -.290- | .140 |.290| 1.154 | 3.75 | 450 Q
.000 5.778 | -.272- | .150 |.272| 1.052 | 3.84 | 450 Q
.000 5.324 -.251- | .134 |.251| 1.218 3.52 450 Q
.000 5.373 -.253- | 122 |.253| 1.191 3.62 450 Q
.000 4.870 | -.230- | .125 |.230| 1.251 3.50 | 450 Q
.000 4.603 | -.217- | .130 |.217| 1.196 | 3.65 | 450 Q
.000 4.748 | -.224- | .118 |.224| 1.151 3.57 | 450 Q
.000 4.916 -.232- | 124 |.232| 1.154 3.53 450 Q
.000 4.246 -.200- | .127 |.200| 1.183 3.48 450 Q1
.000 4.835 | -.228- | .119 |.228| 1.165 | 3.56 | 450 Q1
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.000 4.697 -.221- | .140 |.221| 1.202 3.48 450 Q1
.000 4911 -.232- | 121 |.232| 1.250 3.54 450 Q1
.000 5.204 -.245- | .133 |.245| 1.189 3.68 450 Q1
.000 5.110 -.241- | 115 |.241| 1.210 3.55 450 Q1
.000 5.150 -.243- | 135 |.243| 1.200 3.67 450 Q1
.000 4.971 -.234- | .115 |.234| 1.198 3.52 450 Q1
.000 5.099 -.240- | .138 |.240| 1.172 3.72 450 Q1
.000 5.442 -.257- | .126 |.257| 1.154 3.65 450 Q1
.000 5.267 -.248- | .130 |.248| 1.227 3.62 450 Q2
.000 6.044 -.285- | .153 |.285| 1.127 3.52 450 You
satisfaction
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