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Abstract

This study aims to understanding the effect of the relationship between both
internal and interactive marketing on the quality of health care to achieve patient
loyalty. By examining the direct effects of internal and interactive marketing on
customer loyalty on one hand, and the indirect effects of quality of service as an
intermediate variable on the other hand. To achieve the objectives of the study, the
Structural Equation Modeling (SEM) was used to test the overall model of the study
by studying the views of both employees and patients in the public hospitals in the
wilaya of Biskra. Our study is based on two questionnaires distributed on both
employees and patients in these hospitals. After analyzing the data using various
tests in the AMOS program.

The study reached a number of results, most important of them are:
1. There are no statistically significant differences in the level of internal
marketing and satisfaction of employees in hospitals due to educational level, jobs
and wages, also differences were found due to experience.
2. There are no statistically significant differences in the interactive marketing,
quality of service, satisfaction and loyalty of patients due to the number of
hospital visits.
3. There is a direct effect of internal marketing on service quality, while there is
no effect between the two variables with the satisfaction of employees as an
intermediate variable.
4. There is no effect of internal marketing on the customer's loyalty with service
quality as an intermediate variable.
5. There is a direct effect of interactive marketing on customer loyalty, with
service quality as an intermediate variable.
The study also presented a set of recommendations which help the studied hospitals
to improve their efforts to reach customer loyalty by paying attention to their
employees.
Key words : Internal marketing, interactive marketing, service quality, customer

loyalty, hospitals
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o Study of: Ahmed Pervaiz et al, Internal Marketing and the mediating role of
organizational competencies, 2003. !
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o Study of: Atousa Farzad et al, The Effect Of Internal Marketing On Organizational
Commitment In Iranian Banks , 2008.2
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o Study of: Mornay Roberts-Lombard, Employees as customers-An Internal marketing
study of the avis Car rental group in South Africa , 2010. 3
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1 Ahmed Pervaiz et al, Internal Marketing and the mediating role of organizational competencies. European
Journal of Marketing, Vol 39, No 09, 2003.

2 Atousa Farzad et al, The Effect Of Internal Marketing On Organizational Commitment In Iranian Banks,
American Journal Of Applied Sciences,Vol 05, No 11,2008, pp 1480-1486.

3 Mornay Roberts-Lombard, Employees as customers-An Internal marketing study of the avis Car rental group
in South Africa, African Journal of Business Management Vol.4, N 4, April 2010, pp 362-372.
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o Study of: Mr .T. Dushyenthan, Interactive Marketing and Its Impact on Customer
Satisfaction: The Study of Mobile Communication Service Providers, 20122,
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o Study of: Angela Hausman, Modeling the Patient-physician Service Encounter :
Improving Patient Outcomes, 2004. 2

& A L)y JLaVIS dpassll Gl aalid (aS g zisa bad) Auhall oda clgla
Aty A i) 8 pmsall e Bkl 612 Ces Gun oyl (gal Lia)l G
G Loy pranall Lyl Jpeasl) 3 delil) Guaal milill el ¢islill eV alaaly dadal)
Al 3 sl (ailadll Caua bl o3a i)y (Jolaally dpa sl 8 Lpad )

s e¥oll ddlaial) culugfpal) =3

ilgl) dand cedia ol Gauil) oMy (2 Bi%al) Jalsad) andli (e Cihaley Clae dene tdf)d O

3.2008 <)

Jalsall Gmns paat) cdons Jll Citld) Aand cadie g IS eV gonge Aull o3a il
daadl) adie 38 3L o) (A Auhall cliag Ay dslanl (1920) a5 & il o5 & S5 A
dilie Lo Gshiany Al daaall GG SHa Al daaally deaall anke lgaddy Al Gleaddl e L)l
LuladV) agilalanly dne JhainlVl Al DA e Leddl) adial 2giVy Aayn 3005 ) (505 4xdd b L

o Cphanally oBaal) a0 Alglae PUA (e 09

L Mr .T. Dushyenthan, Interactive Marketing and Its Impact on Customer Satisfaction: The Study of Mobile
Communication Service Providers, Global journal of management and business research , vol 12 , N 14, 2012, pp
56-65.

2 Angela Hausman, Modeling the Patient-physician Service Encounter: Improving Patient Outcomes, Journal of
the Academy of Marketing Science, V 32, N 4, 2004, pp 403-417.
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o Study of: Alison M. Dean, Perspectives Service quality in call centers :implications for
customer loyalty, 2002.*
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o Study of : Hassan Ghorbani& Maedeh Mostafavi, The Impact Of Direct And Indirect Of
Internal Marketing On Service Quality And Mediating Role Of OCB, 2013.2
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o Study of : Al-Rousan & M.Ramzi,Badaruddin Mohamed , Customer Loyalty and The
Impact of Service Quality : The Case of Five Star Hotels In Jordan, 2010°.
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1 Alison M. Dean, Perspectives Service quality in call centers: implications for customer loyalty, Managing
Service Quality, Vol 12, N 06, 2002, pp 414-423.

2 Hassan Ghorbani &Maedeh Mostafavi, The Impact of Direct and Indirect of Internal Marketing On Service
Quality and Mediating Role of OCB, International Journal of Academic Research in Business and Social Sciences,
Vol.3, No.11, November 2013, pp 116-130.

3 Al-Rousan & M.Ramzi,Badaruddin Mohamed, Customer Loyalty And The Impact Of Service Quality :The
Case Of Five Star Hotels In Jordan, International Journal Of Business, Finance And Management Sciences, Vol 2,
No 3, 2010, pp 202-217.
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o Study of: Abdelmoti Abouroub et al, Relationship between Internal Marketing and
Service Quality with Customers Satisfaction, 2011.1
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1 Abdelmoti Abouroub et al, Relationship between Internal Marketing and Service Quality with Customers
Satisfaction, International Journal of Marketing Studies, Vol 3, No 02,2011, pp 107-118.
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2 Christopher lovelock & Jochen Writz. Services Marketing: People, Technology and Strategy, 5 ™ Edition , Pearson
Prentice Hall, USA, 200 , P356.
3 Mary..JO Bitner, Evaluating Eervice Encounter, The Effects of physical surroundings and Employee

Responses, Journal of Marketing, Vol 54, April 1990, P 70.
4 Philippe Callot, Marketing des services, Vuibert, Paris, P 72.
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! Philip Kotler et al, Principles of Marketing, 2" European Edition; Prentice Hall Europe, Italy, 1999, P 109.

2 Gordon C. Bruner Il, The Marketing Mix: A Retrospection and Evaluation, Journal of Marketing Education, Vol
10, 1988, P 29.

3 Philip Kotler et al, Op- Cit, P 11.
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2 Manfred Bruhn & Dominik Georgi, Services MarketingM Managing the Service Value Chain, Financial Times
Prentice-Hall, England, 2006, P P 320-321.
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! Forman S.K & Money A.H, Internal marketing: concepts, measurement and application, Journal of marketing
management, Vol 11, No 8, 1995, P P 755-756.

2 Michael .Dunmore, Inside-Out Marketing, how to create on internal marketing strategy, kagan page,
London,2002. P19.
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1 Sencis, D & Poloski, N, Integrating Internal Communications, Human Resources and Marketing Concepts into

the New Internal Marketing Philosophy, working paper series. No 07-12, university of Zagreb,Croatia, 2007, PO5.
Internal Lewis, Barbara Varey & Richard In , ithinServices marketing Starts from WParasurman,A, Berry,L & ?
Marketing Directions for Management, Routledge, 2000, PP 176,177.

3 Ballantyne,D, The Strengths and Weaknesses of Internal Marketing, In Richard Varey & Barbara Lewis ,Op-
Cit, P 46.

4 1bid, P47.
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® Gummesson ; E : Internal Marketing in the Light of Relationship Marketing and Network Organization, In
Richard Varey & Lewis Barbara, Op-Cit, PP 27-42.
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! Ballantyne David, A Relationship-mediated Theory of Internal Marketing, European Journal of Marketing,2003,
Vol 37,No 09, P 1243.
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5 Atousa Farzad et al, The Effect of Internal Marketing on Organizational Commitment in Iranian Banks,
American Journal of Applied.Sciences,\/ol.5, November 2008, P.1480

® Pervaiz K. Ahmed & Mohammed Rafig, Internal Marketing: Tools and Concepts For Customer-Focused
Management, Butterworth-Heinemann, Great Britain,2002, P 18.
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3 Ballantyne,D, The Strengths and Weaknesses of Internal Marketing, In Richard Varey & Barbara Lewis ,Op-
Cit, P 43

4 Peter Mudie Internal Marketing :A Step so far , Op-Cit, p 263

° Richard Varey & Barbara Lewis , End+ View directions for Management, Routledge, London, 2000, p 294
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463 a 2002 6 alad)
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il g olas Calsall ilalall (Sobll Caslatl) e o)ige 4l (BN HUaY 15 ccalagall Lo Lis
Hsedll jealiall o3¢) Juait L Lads

dasieal ¥y S8l LUS dajy ) e Gl t B Gy Bl e Ladl e
o Lealing ClIKA b (sial Galalad) ¥sa o) e aSllly cdisngall 8 cplalad) 380
Al Alelaally dgn e Aladl GEleally 5aY) rdedn s cdeall B ey S aseal
(A dga e slilly il (aluaY)

£i5is aaa Cun e 3l alidy (N el i Jaal) Aapds Laii i tdaal) daks oo Lagll @
Jeall gyl e QS gkl 5 Loy leilsen ol W daall & dslladll algal
Ausugall 8 BL il aaglly Sl

A pall Alaall peaial) Sasie GUGAEN B Optgrand) sEs Cistand) (o Oplalall gl Lia Mg dlis) Blgall ¢ gpmssil canll tene 1
.46 o= 2006 2 M\ 12 2=l ch\Jy\_‘
133 0= ¢ 12 dladll o5 saadl gyl ilaf Ao calal) 181 Bigal (b sl BN Adagl) Lyl (IAl v Cinali
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e Jaalls daliall R85 ja)d
G ) aaal) e el agiillag slat agilSolus cplalal) Callse Ay ol it of oKay
G5 Galalad) L) 33L5 oY @llyg coplalal) Ly e 55 ) alsall pgiiy a3 of dalaia (g} e
U Clsall Ay cplalall Calge Ay ULy cAasssally SHBU alad) ) (g5ise cpans )
G i A algad) 8 o) U8 Cgllae Sl sag Baaal) Ale 8 Tl aad Liajl) agd a3
Balasally Lially salll agl (goan
Alagh Laylly ALl gagudt) TG
L Ly il ulidy aula Gillae s cplalall Ly o e odinlll (e S0 s
crlelalls Gumylall U Gy el 0 dum @ladll Glaliie b dald dabiiall s lal
ST g @€Yy dalle Ao el
G Sl Flal elas cleadd) idase sk of ) '(Schneider and Bowen, 1993) )Ll
28 550 4l jpaiy Calagal) Glolus (Y Gl Gaanys dadall Aeddl) sasad ALY 5ylany Jasiy agilalaic
1g) nd) wnsit] Talipa s Mg grammsns 4iiilis b oudal) Cilagall (56 Latind cansll il 30
Ly e 0 Lo agae By Lalia¥ )y elgiilyy shinyY (oand Rumagall culS 1) s egyp)l
SR uil) Adlig gl s Lot Jeasl) Ails a2l cler Gl Log Adagl) oo guilase
(A g e kel B3sa e LI Ly dea (e alalall L) lae () 3l las aga
o Al A A sl of ) (Berry and Parasuramen, 1992) udy WS
sk lale Gl AN oda (seg il e sl e ASal Jah cleledl ae daladl

1 Scheneider B & Bowen D, The Services Organization: Human Resources Management is Crucial,
Organizational dynamics, Spring 1993, P P 39-52.
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ob oalelall iy Aulay Fle Bl o Jeny M2 Gagul aseie o) Joil) (Ka ple <&
el Adlad 8l Cpiiaas ey Dsmseas g caglalial o lsloasy
gxum (Bagel) s Gl Eaanal
Aaadll adie (e JS jsumn Bys gy LeSlgiuls Aeadd) z ) Juadl axe o AP duald Ca
el wfiaally 3addl) adie G el Gaant 4l clendl) Qilel b L) B agiSlie s Lete wadialls
adys sl bl o andling san Ayl olsine ik delill e gsi Giany lae deadll bl dulee
o S ) Aelal Gl adde mlla) Lo (a cDlelil o3a Adiaal 53l (ssia e il
Fassiall C Gaat SN clelall o o KAl K Cige Camaal) 13 By Al eDle L) o2
el il inls LKA aaly cansl loas Lol
Je i) JISaly asga 1dgY) llaal)
O daY Gsnlls deadll asia il Laie (Service Encounter Je il o Aeaall cilelalll uans
o Lo cailiad (el Sl g L Aendll ashe U8 (e Aecid) L) o il iasy

e

(Aol L) ciBdlall) adil) olal) :(J g1 g Al

ad Sl 8 Jelin JS& e 0l pe Aeadll ade ol ()50 At ad ddee aad of (S Y
o et SRl Vil Capas s de il (of Abead) o3gd ST agdly ¢ pile pe o yilae IS 05
Al i ddee B Lealisie pal e e & Ble il B

Berry L & Parasuraman A, Services Starts from Within, Op- Cit, PP 25-34.1
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S @ sl Aeadl) adke o AU Jelill " :lesh (Surprenant & Solomon, 1987) Ledse
Ldelal) o clalll peatal 28LaaYl endl) Gide 8 (sills Bandl) adia (g0 JS 90 o

Gl DA delin Al duell sdl "l (Jelil) dweaddl «olilll (Shostack; 1985) iy

dardll ilase (e Ol lere deliny Al Gleadd) dabaie cailsa IS @lld dadg 'le dadd aa 550
delill Gay ra paisiall el JlailVl @b cladll 3 08 o oSy PRld) sl
.32 53 5al)

lele Cpaililly Aaadll (ha diveall oy sl ) Alaliall daaddll A8al) :lgd yed (Baron) Ll
2AS il CilaaY) g5l

g sl 8Ll Jelil led Gaamy A Aedl 55 Ll (Lovelock & Wright) ledye LS
e Gazy aaly e W ) palinl sl daadd) dpan VAl Gy 8 OS5 N8 deal)
idadie olee it il el (ya Aludis el IS (gaat B (AT s b ol el adally (llal)
Ll e sasy uilh ga Bae ana® Clalll 038 L a3l e st S A

Py ¢ finally Lardll Aga G Bl il B (e glsil XU (Shostack) e
AN S sl gl e Aeadl) g el el Ladie (33T el dlelall B o
OsSos Aaadll piae 8 Lol Tuala a5y 18yibaal) Apaddll Ale ) L) o
il ek Aardll alli jealic pe yilie Jlaily
O deadl) dadaia g adieal)l Gu Jelall Guasg Ladie 3ydladl e dnad Sl e liil) Clidlall o
il 5y

sigle il cliMall Gailad :Lal

aly (S Jels s Jelall <Gl ¢ (Solomon et al,1985) a3 fulelill Bl agiipes Ay

.Y Al palie ae delally ¢hl€ Gy Loads ¢ i)

! Mary Jo Bitner et al, The Service Encounter: Diagnosing Favorable and Unfavorable Incidents, Journal of
Marketing, Vol.54, January 1990, P 72.

2 Swati Singh, Positive Service Encounter: A Tool for Customer Loyalty in Retail, Journal of Business Theory and
Practice, Vol. 1, No. 2, 2013, P 245.

.89 U (il Gl SJH! céM\ Ol séu\ RIPEN 3
4 Christopher. Lovelock & L auren Wright, Principles of service marketing and management, P 53

> Michael R.Solomon et al, A Role Theory Perspective on Dyadic Interactions: The Service Encounter, Journal of
Marketing, VVol. 49, Winter 1985, PP 100-102.
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2, Jelall il

Aardll ede Cpy A il Aeadl) adie Gy ARuse Adyee alln Y Adeldl) D) o
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Ll g ADLals A jaall (pe gt Ay 8 Jelail

Sy Alally s ill lie) aéy tdade Unll A8a)l (e Lela Teia Aeadll Lalal) cilagladll it @
Aeld axdll Joa cilasbaall dols 58 aa¥1 1 V) by i Baodl) cadia U8 (g (ALY

g alpall daddll (gsina Caven Badae O el sda (sSH alal ] Badae dole liill Bl o

(i) plal) Gl giaag g 16l 1 AN g A
Gsisa 5} Anpd Cann Bandl) e alae ol ) Rl s dgas (e BolaaS Baodl) panids (Ko
Yo Ll 8 ailie o Rardll adke g O3l Jelis
G Cua wdiedl ) dgase @lebal e Cilling :(People Processing) (sl dalles cileas -
Sl e B cpaalsiall A Cpaiiadl 13 Al Rl by deadd) BLaY sjpeas
AY 2 e el cilapie abiasg
o aloall Lt il Anga e ileadl) o345 :(Possession Processing) culSlieel) dalles cland -
poloc] Faxdll Ailels Bl die (05S5 My Aeadl) p] el sl jsemall #ling D8 Al 45l
Adbuall @led Jie adally clShieal)
Adse Cleddll (e Ao gena el :(Mental Stimulus Processing) (Aeell jfall dalleas cleds -
ChHLEY) caulaill eyl Jie cgpuiinall Gladl 5 Jsie ) dense dusale 2 Slebal e

g iU gl sk el sl AL allayy gy cAdhaa)

! Steve Baron & Kim Harris, Services Marketing: Text and Cases, 2" Edition, Palgrave Macmilian, New York,
2003, p 60.

1143 5= 2002k euSall s Slaall ale (ld #Oa dea i Auasall Ciladdl) Gagudy 53 (53T Bl sl 2
3 Denis Lapert, Op-Cit, P P 21-23.
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(et il Jold Ui Aandll etk )l Ofy 22l Aaliia afse Bl iy Gl ask Cus
cJally AaallS i diidl e Aeadll Jiad (Ko Y dua Gl Aallee cladd v gl
3. 33Udllg acUnall ¢anlailly
Caun dendll adke pe Osil) delis (o B Any claadll oda (bl tdaws sial) Jlai) iy cileaddl .2
5 e Gapally cpilhsall ae dgane Jlail Gy G lgie JS5 ) Al Aaaie 5l sl ask
giallee alpal) ClShaall ades ol ASEa) =538 (sl Clalial Caipilly Laadll adke e Cajeil
* ol (i) e . palsall ady s Leadbiuls
Dliy ol (sl e Lbed AL allay ¥ leadll e gl 138 1 rmpiiall JalV) i clessl) .3
Zoay L As SN ) Aol Al oyl gl 3yl e Aeadd) B Gas o dgaae IS0
Ol Clagleall dallee @ilardy aiililly AV LS laad) jiad) dallee Gled Lgiaa
ISl led ) Adle AL llan el ) claadl) e SN Jead Laag) a8 L alelaal
i Y ool alaia¥) alfy Auabiie
Glasdd) alad : SEY claall
o Jeaall COlaadl dalles dlee a0 dua Glilee allai by deadl) dsge Hlie) (Sa

office ) ele¥! iSall lnle llaimy Aty pUaill 3l elial) ey cclajiiall of Aaddll yalic

61 (o (@ilu pasm (@Dlall i !
2Christopher Lovelock & Lauren Wright, Op-Cit, P 54.
142 (=2 2009 Bl gase «Sladddl Gagad ((BDhall i ¢ Sl aes 3
4Christopher Lovelock & Lauren Wright, Op-Cit, P 54.
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paibad o (5iat Aadd adi (gaiail ()5 pally (Aakaie —(ys0)) JAI0 20l Aalall jealiall aaesl
Plinn 5330 B35 (Snng Al
% b WS allail) 1363 335K paliall aal (Eiglier & Langeard) a3
Euaall o<a Y 4350 e oY Aaddl) dsa ) Lagay Lygjuin homie iy :(The customer) Og230.1
QAL ¢ pilan G5y 5 gl LS Alay Bl 5 3238 8528 A8 agasS ) agay e
el ae Alle sasa il GlBle ol Aperdll Auwgall e i
s (Al el Z Uy &y pall alall Jilusll Jedns :(Physical environment) (galall asal) .2
Bpilia a5l Ayl @llyg Laa B Sf (uidasall) JbaV1 ool S g3l Capea s
) e 058 A Aald) Al Alia) dead) L) & Aeadisall YY1 SV e 05,
sSeally el cadsall 1 e aeall 13gs Al
b Usihasall agy 20ty :(Contact personnel/Service provider) daddl) aiia [dlaiy) ssi.3
el @) 8 JLia) gleel€ L bl ae pilie Jlail (Ao aa ¢pdlly Faddll dasiall dusssall
B3y Grayaalls LY Cpalal] aadll parke 5l L Ja Jlae 8 Glisad) o Cijliadl)
el debaie e Oall 818 (585 (B S 50 aels
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Glard w28 A Slangal)l eV 8 gl Tald Ggall bl Budls 8hae (5 pie Loty

S obelal) S e SIS uding Balal) (uiiy aaly ) sgand]

! Pierre Eiglier & Eric Langeard; Servuction: Le marketing des services, Ediscience International, Paris, 5¢tirage,
1994, p.15.
2lbid, PP 16-17
% Douglas Hoffman & John Bateson, Op-Cit, P 10.
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sl ¢ sl ALl 2 e Asns il Lgy s Al A DS Catlla gl Sy Aol aplal) ol
(Cpsatl) 2t 3L B e dinee Bk LY AP aldll (A G s Ayl
AT ol (bR 2 jaie g RS (sl
aad Cua daly add 5l O 428 Aead aad of 0Ll e :(Other customers) gAY ¢l .6
LA e Dyine Tase € Jae ol 5l 3 F Dl 2.5 AU
oUai zagad ga (Al (Servuction) dexdll Zlf alsi pealie jland) oSo Jdl) J<&1 A
SIS gy calaill el IS DA o Glld gaaty Eum i) Y Ll gl i €all < 4 Je i
Jsaal delall 55 M sald) aedll 2smp ao Zeddll adie go pilaall allaily Ol s,
Aexdll o) e a0 8 cp AT G ss Jias Y LS L dasal)
e b (X Aasd) pall pyamdll Jal e (il (A (052)) Cavme oo b 23k
cilboe e LS Lole Unis g (50 LoD LS gl clant f Bandl) (i Ja¥ @iy opal
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!Pierre Eiglier & Eric Langeard, Op-Cit, P 17.
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Source: Pierre Eiglier & Eric Langeard, Servuction: Le Marketing des Services, Ediscience
international, Paris, 5°tirage, 1994, p 18.

4asdl) alsS arenal yulaa PP | P
Salee EDE Jign o e A (lusch & Malter ,2006) (s JS s mali deaall ol L;T asasal
1:@ ol
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ccaplati (adal) Adjuall) (midie led Gl ALy Jlat¥) g Glead dlia Ly Ul
Bl Qs ¥ Gasid) Jua¥) @ld cladd) W (Gl et cClgll A jally
(Bl sy bl mabia cilardS) Lo ol 3 053)) AL

TT7-T75 e 0= ségl-ui e cOldie Ay, cgcdemal\ A_,ml
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23 Mty et Ciny (Ul (Ol 6 @adl S axe Alla e i skl 13 B
S5 Gun deadll dabiie pe Oyl 58 JSET (A dege Aadlly ualldl) sl Hiey dus LGB
Ldalaall ol elpal) asale] dlaialy ¢l Ly Lo
F(CAWY) Cadaional) Cp Adalitl) culad) : Ll
Ayl dap Lo ip Al deadd) Ry b aged] Cpaiiaad) o Jlail) Al padiln G
Ala b Aals L deiall Zesdll sl Gaill @y o eDlelil o 5 dus (Aardll 5asal ()l
S ) Al maad Ua Laadl) a8 L Aeadd) clgail o QIS S call () e ST el
sl Jall cleas Jie AL G cOle bl jadi uliall e G50 288 il e 8yl aguimas (e
2 Al Il
Compatibility ) daélall 3oyl AL G dlelal) il 3)l) Ao (Martin & Partner) Gl
Yileie (JICa0 520 4G 3l (Management
sl 8 Tl Y Al cile Uil ) osetl) Bladl) 4 -
Osll e bl 3B Cas clgie 2afisally daddll cadbe G ABlal) ot Al cgag didy pay -
Al aadi Ja 30 Gilaalay ALY
ASRbe palsa s cble Ll A L e Baane Cile gane Bagiuse oaas il Daliall g -
tGAY) L) jualic aa dule lail) culidal) :EIG
SV ALYl Aol Zi) jualic ae ADD) ) Lead A lill A8lall (Shostack) chups
Laaall el @byl e 2l el il Auhy agadll ehae e 13 L AT LN ale adil

1 Mary Jo Bitner et al, Critical Service Encounters: The Employee’s Viewpoint, Journal of Marketing, Vol.58,
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*** ],S.0: International Standards Organization.

! Joy Heizer & Barry Render, Operation Management, Prentice hall, New Jersey, 3 edition, 2001, p 171.

2Bo Bergman & Bengt Klefsjo, Quality from Customer Need to Customer Satisfaction, McGraw-Hill, Sweden,
3dedition 1996, p 16.
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6James Evans, Operations Management: Quality, Performance and Value, West Publishing Company, 2"
Edition, New York, 1993, p 44.
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4 Claude Vilcot & Hervé Leclet, Op-Cit, P 16.
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.39 %) <1997 cual:uj\ ‘).Ju J\J O “_-,!M'“ &w\ L’JQ Qw me‘ 5.\39.“ E)\é! [RAEE ST .\51;1
*JCAHO: Joint Commission on Accreditation of Healthcare Organization.

43 = ségl.u o ST IR IE Y Ak 2
3 Claude Vilcot & Hervé Leclet, Indicateurs Qualité en Santé, 2°™ Edition, AFNOR , Paris, 2006, P 14
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¢ Claude Vilcot & Hervé Leclet, Op-Cit, P 14.
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2 Avedis Donabedian, An Introduction to Quality Assurance in Health Care, Oxford University Press, New York,
2003, P 47.

.100 ) ‘d,\l-u&).ﬁ ML.M\ e Amdébg

A01 (a ¢ ibal) papal) (ki #
84

www.manaraa.com



donal) 4addl) 5aga 1A Juadl)

Laall 4aadl) 3asa aladfy culig€a Gl Clbaal)
Aglae Ala & Laals clgasgte (b ST el Tpulid Laalay maal) daoil) 5350 clis€a e
dpapadl Laall Lol Lalal) lisSall & lagas Laxdll saga OY 3yl Ciga Gl L gl
clexdll pa gl 138
dasil) 3aga clig€a 1 g5 g4
sl Y cabdl o ST Lagn aul oy 4304 Letnada DA Raddl) Agale p2e Cann
Gl Lo g dandll andi lee Gn Suall Ciny Ly LAendll 2l dlee 8 5y8S olal 6 @l
aadl) sasall sland Lo o daaall 2l clajaal) oy cAuiada sl 3353l (Gronnroos;1980) sle
(Functional sl sl sasally Soyiss 3 (M) Lo s daadl) dams M ,udss (Technical Quality)
faaaall 580 O S Jlgadl 2 okaiy gy deasldl b o5 Al gkl ) jadss Quality)
(Ausatl) 4gal) 5agad) Yl
LS IS8 el S A cilal) e cRendll Sl angY) ) calsall ) i
Lk 3leas it Loy aslanay il clyseat (M (sl it Mie daall Jloe i
Sl Lage Ll ol 28 Ganall ks Gsa3l) (o IS Cipla (e Ll Alggas Cmnnss ¢ iasaally
211y aal (e dandll sasa e
o yalass Hhlaal 281 (e dadkall Randll gla iy s i 0lYI -1
Gl 5ye Js) ey 3sad) (e Gl (siua Aardll a o Auangall 58 ey tdalaliey)-2
AeDlee 4 ey A (sginsal
o dsanll pedl e ST Ol lgle doas ) a8l goane 05 O ey tAaddl) -3
Leaal)
Ol Gl gl 8 dedl) e sl Joeas Asgn s 1Ay 6dl) —4
Chuiag ¢ ondlil) adgall 228y Laa cAaadll ST Al aa Y] o3 sy Jeud) (e (GrONNIo0s) cawa (S

7. 3eai]) 5asal Aadipe il siane §olal LIS Uyt casl L3S0 Ay um Al 3250l ) Liad

1 Christopher Lovelock, Services Marketing, Prentice Hall, Inc, New Jersey, 3 Edition, 1996, p 464
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4 Fawzi Al-khatib & Hisham Gharaibeh, Service Quality: Bank Customers Expectation and Perception in Jordan,
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2 Audrey Gilmore, Services, Marketing and Management, SAGE Publications, London, 2003, P 40.
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4 Denis Lapert, Op-Cit, P 89.
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2 Jacoby J & Kyner D-B; Brand Loyalty versus Repeat Purchasing Behavior; Journal of Marketing Research,Vol
10, 1973;P 02.
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Source: Dick A-S & Basu K, Customer Loyalty: toward an integrated conceptual
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3 Randall E. Schumacher & Richard G. Lomax, A Beginner's Guide to Strﬁuctural Equation Modeling, 3 edition,

Routledge, New York, 2010, P 05
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! Rex B. Kline, Principles and Practices of Structural Equation Modeling, 3 edition, P 15
2 Barbara M. Byrne, Structural Equation Modeling with Amos: Basic Concepts, Applications and Programming, 2
nd edition, Routledge, New York, 2010 ,p 5
3 Joseph F. Hair, Op- Cit, p 682
154

www.manaraa.com



B Sy —Ailaiios) Closjal) (b Agadall) Aaa)sl ) Juadl

asaill Jala AT i & ok 5 Al bl s (Direct Effect) il il @l @yl
Jals JAT juaie ddasls Lo putie (B 55 S @lpaiall gb (Indirect Effect) sydlall ye ciyiall Ll
.z dsaill
L) e alaall & 7 3ladl) gl 2l
Pl oda edl b Lads 73l e s Lol pe 20l Alaleally Aadaill dngie dalams
-(Factor Models) Aulalall & 3baill —
-(Path Models) luall z 3l =
(Structural Model) ASel) = 35aill —
(Factor Models) 4ualall z 3Lail) o
O 1Y) A bl Ga 8l e @ Bl e Lol dald Llelel zilaill Gy
On B G5 Y ezl W) 23 oS 1Y Audl chsnd) Guy Sl z3sal
OS5 ) Jalgal) Sl ) I e i S o psede ety 5 Bl 300 o Laly s
2 ay
(Structural Models) :(4xitia) 4aSugd) zilaill @
Jis A Lehidie dsaiae Ll (68 ally 2l chpsial) o Bl e M)z 3l cally
asgiall AV Al 5ysem Aliall cpaiall o) ptigall aats LAl il g3 gaill (3 el ey
Bpile Gulal) Faea s A5alS e Laal) pslall 8 aaliall Qe . oyl uaiall S
(Path Models) Jlwall zilai o
& Aulie bt 5l e I usy aalgolatl) 8 dladll B (e Ao sana (ga (5K z3sa3
Obaalls e olatV) s peen L Sy il ABDle IS ) Gy canlyoladl b (gAT dulie S
Oy o) e G R pally aialy sl z3gar G V) 5aa i) il pitially Liadd jlsall 7 3lad a3
Fials Gl i Uiise saalie Gl yitia s sae el saalie Cil ke s sauae Ak 308 L <l jaiia
Bl slagl Gl audiig Sleall didas 8 4l i) z3sais Sl maat o ) B,

Aali ol Alie Chariall 23 GsS Ge il i \ghin agh Al Cbariall o il sl

! Randall E. Schumacher & Richard G. Lomax, Op- Cit, p 2.
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1 Raymond Thiétart et coll, Méthodes de Recherche en Management, Dunod, Paris, 1999, p265.
2 Umma Sekaran, Research Methods for Business a Skill Building Approach, 4th edition, John Wiley & Sons, New
York, 2004, P 440.
% Joseph F. Hair, Multivariate Data Analysis, 71" Edition, Pearson Prentice Hall, 2010, P 679.
* 1bid, p 679.
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! Claes Fornell & David Larker, Evaluating Stractural Equation Models with Unobservable Variables and
Measurement Error, Journal of Marketing Reasearch, Vol 18, February 1981, P 40.
2 Bagozzi, Richard et al, Assessing Construct Validity in Organizational Research, Administrative Service Quartely,
Vol 36, N 3, 1991, P P 420-425
3 Bagozzi, Richard P. and Vi, Y, the Evaluation of Structural Equation Models, Journal of the Academy of
Marketing Science, Vol. 16. Vol 36, N 3, 1988, P 78.
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