o) Bl o)) 1331 By g
okl Coudly Jladl g idadl 315
L1y ol jles daslr
) pgheg dyloedly 3LadY) o ghall 48
iyl# agle o3
Sl g 1 j2S
dyed! aslall (3 swll) Bolgs o Sldlas cawr dadkdis B Sihs

10l gy

oapsdlllias 3483 @9 Lpamll slamadl gy s

LI iuug gl gl oY1 S0 83e o0 o0 Bl dilige Bty

U JEAUR PR Ul sl oy

Sohee p1 3 — iy

2023/2022 :4xeld it







o) B A1 Ay 13 g
okl Coudly Jladl g idadl 315
L1y i o dmal
) pgheg dyloedly 3LadY) o ghall 48
iyl# agle o3
Sl g 1 j2S
dyed! aslall (3 swll) Bolgs o Sldlas cawr dadkdis B Sihs

10l gy

oapsdlllias 3483 @9 Lpamll slamadl gy s

LI iuuag il gl oY1 She 83le o0 o0 Bl dilige Bty

U JEAUR PR AV AN
dehee pl gy 5 — ioly b —

2023/2022 :4xeld it




AAPP)

&;L\ Low 4.\)‘ J}.«:) (M\) OMB KPS LS‘UJ L;.,U‘ 4» Jak
L;‘ cp\j:i\ JA&S\ RV Q;M‘

Ol s o gmgll g L Ay ] Ll of 2l ) o &) L clileny (350 oy 3 )
Aoy dl Sl 4l 1L el B sl G L S Gsrgly slaall

Ogpsllaall gake oo J1 cgially noall V) o5 Y 8uS0) JLeeW) OF gale o L) &) B iy e )
e 3 A T AW sl as] g T e e s
Sy e I Qe s il sy 353 o )
VA " el htlgey LY e ey (52 il O 09
U6 gl el sl el Al 1,ST )
sk T el e T i T )
Lol (bl plal B £ o gy sy ) BB e U] e 34 al LS
Saghe ) 0y gt )
2023/2022 255 Sloss 3135 ks b o

(& sy ol g e STl @l 3 ST oA O ST



olosll ¢ saall

ekt V" Jsly d ol odn g5k U] g0 ol Romy ganil (sl g o Al e 8 IS 48
e A el Gy e 13 e Sl 2p 2
Lallg) el st puist
w2l ol s e OLaY g e sk pd ) peSIU (o3lnY linaly (s S0iy puit LS
s U ey 4 3 AL sl Yy dedll Slimy s
"5 Vg "eaell e 395" 3l Y1 ABUL Ak cliae) 55U B3l U] paddly Sad) g s LS
oS3568 o (S5 aelly woll) ol s 223l & MYl I pebais o "ags
L Bl 8 Lias Lageddy 5
pkally ey 2p5LaB Y plall ST dose mear STy ol Joddl s S 3 sl o SRS
LItV gl sadl) V) Sedsls dose moa )y Byl o/







Sl o

I NP
II OB ally S
ITI gl o gd

VII Jolidt o gd
VIII I oy
IX G-I s
X1 o ) AR sty j2ehe
XII w1 AL Ayl jasehe
8 i Aadds
| il pul |
02 WY
03 ioed)) Ol 835> Jg Sl 1 JsY) Eondl
03 i)l SOladd 834 dpale oY1 Cllall
06 L 5351 Julgall g doeaall Soladd-) 834 slay) 1l bl
12 ol Slllans g Aol dodd-1 392 588 Olgles I Clel
15 i) dodd) B35 wld bl 1agl I Cllal
21 (G h) Joodl Loy Jgm lemslinl 1) Cn




SbgsYl g

21 woPl g 2y Ml Loy 9 Lo p5gds 8L > [RENIAY
24 P22y als 5 @aloy OUWSehe 5 oy LI Loy wlaus ) Sl
31 SR Loy (et Slgdl g ) Loy Seku 3 85500 falgall tEIW Ll
37 ua.;}\ Loy S g do\.} Jﬁ\.«oj :cg\)\ el
41 2N Loy Gudowy Aol O3 339> Loy I Sl
41 (Jassh) Ol Loy 9 Aaud 8345 Cn Ake\id) A8M1 duwtys  J9¥1 el
42 USDJJ\ Loy dulys :\.:a“? 9 e 03¢ 9 0}3}“ Lo, &w}i L«@gj :GL‘J\ el
donal) dodd-1 8342 o
44 | Goss3 Sifess3) Sladoms Lgde g Lo ) gdd 5 eIl (ol
(2i) Joodl) Loy 35
46 Jradll Aol

PETRY ‘é’w\ ﬁ}.@.’.’ﬂ Jﬁiﬂ\ ;}A L 20 o A 61'9 doldes dwlyd :Cé\ﬂ\ M\

SR W2y 3id 3 dowall Oledd 839> 493 Jg> b1geY!

48 il
49 L1l iyl gl pgasl] V1 S0 B3kl ale gl 1 JoY1 Coedd
49 2 gl LoV ST B3l Ly 5 8L5S 1 JgW1 Gl
51 53l Lgauds @) (Slaud-) bLad) ;i) bl
52 a9 3Ll ool JSCA1 I Claly
54 | sl Y1 S50 350l doeaall Slodd B39 Slal adly ¢ anl ) el

bigedy Sl




SbgsYl g

56 Gl duolyld) daegl) Slel Y1 W) Con
56 Aol yld) Jagled 1 J98) Gl
60 Aoyl Jiy eeem 1 U1 Gl
61 Juslyld) 3131 LS 9 Bukwo: S el
63 Sl 1yl g Ol A 1 y5l81 il Jobd 1 EIWI ol
63 Gyl Lo il 26 0 Jg¥) Gl
67 Aoyl S jane il o8 1 Wl Gkl
74 Aoyl Oz B jlast 1 S Gl
80 Jadll Lot
82 AR
87 el My yolall s
90 Y

Vi




Ik o

dsedall Jj.\},-\ Olgs (.3)
Jg!
08 doeall dadd) 334> el Sy 3 01
50 ) gl oY S0 B30 Sl B | 02
61 o ssiow | 03
62 (FLaS AT Jalas ddyb) ) olas | 04
63 ) £ o LAl g s | 05
64 8 o Bl i s | 06
65 o) S gind) G Ll ayg3 sy | 07
66 JFU o L) ayg o2 | 08
67 (slexsl)) Js¥1 et Slpls ol | 09
68 (Rlaatl) gl ye OlLs oldl | 10
69 (Olesall gt uST) CIW ygbt lyle o1 | 11
70 (cabladl) a1 ye Sljls ol | 12
71 (A galll) ool yet lyls o) | 13
72 (G M Loy) pwsludl yst s oldl | 14
73 iyl ygl2 ol | 15
74 i ) Bl d 5 do¥) i 1 o ) L1 | 16
77 W A M1 Ao ) Jles) | 17
78 313 O] awgie o 39,40 ( ANOVA) bt < yles1 | 18

((oebad) Skl ¢ anll) O picd LBy Al

Vil




ddial) S Vg o3
S
11 Touall Lodd 8368 JulSS hgd 01
16 ionall Laud 83 bl SERVQUAL oigodll JE 7346 02
20 Goeall Lodd) 8397 did 739 03
25 SR Loy Slsds gl 04
27 | o5 Wboysrs Bl & (Lar M) doreal) lgindt 18 a5k g0 S 05
dadd-|
29 S Loy ade o Aol OLSHLIN" (o b)) U (gg el gkl 06
(@A)
34 Ol shols aya 07
36 () Shgraeld S1p201 Seludt 883500 falsall 08
38 oAb ke 09
40 ) $8 z3sskano’ model( 10
43 il Sledd) o oy b oS- 84S 11
52 b1y ol pgasl] oV Sn B3kl condaidl S 12
57 Bl yll 344 13
63 o) o Ayl s A S 14
64 ot o Ayl s A0S 15
65 o) Gl o Lyl L iy 16
66 S5 o Byl i 3131 A ST 17

Vil




G g

il G 456 G o3y
91 Ol 8 yloes) 01
95 Ol S sl dodd 02
96 31591 (ol a1 ey spss 21.0 by Sl 03

Flig S Jalae alusual
97 pabas Jgm spss 21.0 ety Sl 2 :(04)03) gl 04
Ayl e
99 Ol Ol ylall Ldoo ) Ll 05
105 Lyl Sl Byl 06
108 3Ll ylads 07
109 Ol i 08







: geslll

s e 2lsy Bslall (2l Loy 384 3 dema)) SLddl B3 95 me ] Aulll) ods cius
Legi Ll fly (M Lo g Bomall Sledd) 8592 (gpite oo IS alall nlie ] 3 o)

gy A medl plisan) @ (DBl anag Gl gl Y1 S Sale Al nhl) ods o
ke bamdl Gl Jhody sl slaze 0 35 50 Jo Olxa¥l lecu] mjss ¢ ol LS ctll> aul)s
o deseg plisaal ey ¢ SPSSicteary) sslall ala Y1 2ol by Slaanl ¢ Slodl imw Lzl
@3-l bl W Lady T jlas) casdd Ll gy Cslul coldl ohlas] L 0 asla=Y CILY)
REYA]

Lo 5if 3 gl laad B35k )50 sy Lol n ) n 2ot ) V1 3 ab )l clos 5
osi ol &y o(Bemsellly Cabladl (Oledl/aSTH Bl cslazeYanad) Laslsl IS e 2l
Aedill Al Sladd] B39 S (3 2 M sdelg

LiseW auas ol ) o) S Bale ol & pales OF S &)l Sleosdl) o e @5 & LS
(2N oy 3 JaT o Lol Bl et B3 s e
el LY S Bale (el Loy denddl wldl 5392 slal il Slaad) $39x dbill) OIS
L1l L)

Xl




Abstract:
This study aimed to know the role of health services quality in achieving patient

satisfaction for the clinic, by addressing the general concepts of both the variables of
health services quality and patient satisfaction and the interdependence between them.

The field study was taken at the clinic of Al-Amal Medical Imaging Center in
Laghouat, the descriptive approach and the case study approach were used, and the
questionnaire form was distributed to 50 individuals from the clinic's customers, and to
analyze the data obtained and test the validity of the hypotheses, the statistical package
for social sciences SPSS program was used, using a set of statistical methods, including
stability tests, multiple linear regression method, T test and also one-sided variance
analysis.

Finally, the study reached a set of results, the most important of which is the
existence of a role for the quality of health services in achieving patient satisfaction
through its five goals (reliability, response, assurance/assurance, empathy and tangible),
which in turn helps patients in assessing the quality of health services provided.

A number of recommendations were also made that could contribute to helping
the clinic of the Al-Amal Medical Imaging Center in Laghouat to develop the quality of
health services in order to achieve patient satisfaction.

Keywords: Quality of health services, dimensions of quality of health services, patient
satisfaction, clinic of Al-Amal Medical Imaging Center in Laghouat.
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Reliability Statistics

Cronbach's
Alpha

N of ltems

911

34

Reliability Statistics

Cronbach's
Alpha

N of ltems

739

Reliability Statistics

Cronbach's| N of Items
Alphal
.679 5

Reliability Statistics

Cronbach's] N of Items
Alpha
.665 5

Reliability Statistics

Cronbach's| N of Items
Alpha
751 5

Reliability Statistics

Cronbach's| N of Items
Alpha
.707 5
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Loyl due jailas Jg SPSS 21,0 mabpy w2 (04)03, 3l

o
|Frequency Percent [Valid Percent|Cumulative
Percent
S |26 52.0 52.0 52.0
Valid & 24 48.0 48.0 100.0
Total |50 100.0 100.0
ol
|Frequency Percent [Valid Percent(Cumulative
Percent
el 20 4 |7 14.0 14.0 14.0
021 N30 |17 34.0 34.0 48.0
A
Valid <31 11 22.0 22.0 70.0
4045
e iS1 404 |15 30.0 30.0 100.0
Total |50 100.0  [100.0
S Siuual)
|Frequency Percent [Valid Percent|Cumulative
Percent
8l g 5 |16 32.0 32.0 32.0
g5 15 30.0 30.0 62.0
Valid 2l 16 32.0 32.0 94.0
s A 3 6.0 6.0 100.0
Total |50 100.0 100.0
Jaal
Frequency |Percent [Valid Percent|Cumulative
Percent
\/alid (<81 8000z 3) 10.0 10.0 10.0
| 80004920000z |12 240  [24.0 34.0
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Total

8

19
|50

16.0
12.0

38.0
100.0

16.0
12.0

38.0
100.0

50.0
62.0

100.0
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Descriptive Statistics

Gl

Ol Shlall ddo gl b1 :(05)43, 3l

N Mean (Std.

Deviatio
n

¢ 1 50 4.14 904

¢ 2 50 4.04 |755

¢3 50 3.90 863

¢ 4 50 3.82 983

s lezs ! 50 3.9750(.65902

Valid N|[50

I(listwise)

Descriptive Statistics

N Mean [Std.

Deviatio
n

¢ 5 50 3.44 [1.215

¢ 6 50 3.60 [1.212

¢ 7 50 3.70 953

¢ 8 50 3.60 [1.050

¢ 9 50 3.62 987

PE 50 3.5920(.72050

Valid N[50

I(listwise)
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Descriptive Statistics

N Mean [Std.

Deviatio
n

¢ 10 50 4.38 |.805

¢ 11 50 3.96 968

¢ 12 50 4.16 738

¢ 13 50 4.04 903

¢ 14 50 3.76 [1.222

U ST 50 4.0600|.61578

Valid N[50

I(listwise)

Descriptive Statistics

N Mean [Std.

Deviatio
n

¢ 15 50 4.20 (1.030

¢ 16 50 390 (1.093

¢ 17 50 3.48 [1.460

¢ 18 50 3.58 (1.090

¢ 19 50 3.10 [1.266

b 50 3.6520|.84835

Valid N|[50

I(listwise)
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Descriptive Statistics

N Mean [Std.

Deviatio
n

¢ 20 50 3.88 (1.100

¢ 21 50 414 (1.010

¢ 22 50 396 (1.049

¢ 23 50 3.90 (995

¢ 24 50 412  |.895

s gl 50 4.0000(.68690

Valid NI50

I(listwise)

Descriptive Statistics

N Mean [Std.

Deviatio
n

¢ 25 50 3.88 ([1.118

¢ 26 50 4.00 (1.107

¢ 27 50 322 (1.404

¢ 28 50 4.02 [958

¢ 29 50 420 (1.088

¢ 30 50 396 (1.009

¢ 31 50 412 (1.100

¢ 32 50 396 (1.142

¢33 50 394 (1.038

¢ 34 50 3.52 [1.147

2 b Wy 50 3.8820(.66630
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Valid

(listwise)

N

50‘ ‘

Descriptive Statistics

N Mean [Std.
Deviatio
n
dysLoxs ! 50 3.9750(.65902
rHE TR 50 3.5920(.72050
S 50 4.0600(.61578
ab ! 50 3.6520|.84835
s gL 50 4.0000(.68690
NTRCEW) 50 3.8820(.66630
Valid NI|50
I(listwise)
Descriptive Statistics
N Mean (Std.
Deviatio
n
uS) 50 4.0600 61578
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ey
Valid

I(listwise)

N

50
50
50
50
50
50

4.0000
3.9750
3.8820
3.6520
3.5920

.68690
65902
.66630
.84835
72050

Descriptive Statistics

N Mean [Std.
Deviatio
n
¢ 10 50 4.38 805
¢ 15 50 420 [1.030
¢ 29 50 420 [1.088
¢ 12 50 4.16 738
¢ 21 50 414 (1.010
¢ 1 50 4.14 (904
¢31 50 412 [1.100
¢ 24 50 412 895
¢ 13 50 4.04 (903
¢ 2 50 4.04 |755
¢ 28 50 4.02 [958
¢ 26 50 4.00 (1.107
¢ 32 50 3.96 (1.142
¢ 30 50 3.96 (1.009
e 11 50 3.96 (968
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Valid

I(listwise)

N

50
50
50
50
50
50
50
50
50
50
50
50
50
50
50
50
50
50
50
50

3.96
3.94
3.90
3.90
3.90
3.88
3.88
3.82
3.76
3.70
3.62
3.60
3.60
3.58
3.52
3.48
3.44
3.22
3.10

1.049
1.038
.863

1.093
995

1.100
1.118
983

1.222
953

987

1.212
1.050
1.090
1.147
1.460
1.215
1.404
1.266
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Model Summary

Model| R| R Square] Adjusted Rl Std. Error off
Square] the Estimate

1 7218 520 466 48697

, 2Sull) Apalaie V) cahalatll dus galalla, Predictors: (Constant),

Alaiay)
ANOVA?®
Model| Sum off Df| Mean Square, F Sig.
Squares
Regression 11.320 5 2.264 9.547 .000"
1  Residuall 10.434 44 237
Total 21.754 49

Laa s yalla. Dependent Variable:

L)) 2aSul)) dpnlaie ), cabladll 4 sallib, Predictors: (Constant),

Coefficients?

Model| Unstandardized| Standardized i Sig.
Coefficients] Coefficients
B[ Std. Error Betal
(Constant)| 199 576 345 73]
: Lalaic Yl 159 124 157 1.288 .205
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ERENA Y .056 .149 .060, 374 710
AUl 262 149 242 1.754 .086
alaladl) .058 132 073 436 .665
s galal) 394 127 406 3.100, .003
La e yalla, Dependent Variable:
Group Statistics
osiall N|  Mean[Std. Deviation Std. Error
Mean|
L S 26( 3.8808 66454 13033
=il sl 24 3.8833 .68249 13931
Independent Samples Test
Levene's Test t-test for Equality of Means
for Equality
of Variances
FH Sig. t dff  Sig. Mean| Std. Erronf  95% Confidence
(2 Difference| Difference Interval of the
tailed) Difference
Lower| Upper
Equal] .490] .487 4 48 .989 -.00256- .19056]| -.38572- .38059
variances 013+
assumed]
o=l Equall 447.443 989 -.00256- 19077 -.38625- .38112
variances .013-
not
assumed
ANOVA



Gl

Lia iy yall
Sum off dff Mean Square F Sig.
Squares
Between Groups| .651 3 217 473 703
Within Groups 21.103 46 459
Total 21.754 49
ANOVA
Lia iy yall
Sum off dff Mean Square F Sig.
Squares|
Between Groups| 933 3 311 .687 .565
Within Groups 20.821 46 453
Total 21.754 49
ANOVA
L ey yall
Sum of] dff Mean Square F Sig.
Squares|
Between Groups| 1.029 4 257 558 .694
Within Groups 20.725 45 461
Total 21.754 49
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