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Abstract

Purpose: The study aims to investigate the extent to which the practice of total
quality management affects both the quality of services perceived by customers
and the extent of achieving their satisfaction in hospitals in the Riyadh region.

Methodology: 384 questionnaires were collected and distributed to patients who
received medical care in 10 hospitals in the study area in the seventh month of
2024. The collected questionnaires were analyzed using the Statistical Package
for the Social Sciences program.

Findings: The level of presence of both total quality management, perceived
service quality and patient satisfaction was moderate in the hospitals of the
Riyadh region under study. A direct positive effect was found for both total
quality management and perceived service quality on patient satisfaction in the
hospitals of the Riyadh region, in addition to the direct positive effect between
perceived service quality and patient satisfaction, while the study concluded
that there is no significant mediating effect of perceived service quality between
total quality management and patient satisfaction.

Originality & Implication: The application of Total Quality Management
principles to health organizations has positive effects on patient satisfaction and
thus on the overall effectiveness of the hospital. The study focused on enhancing
hospitals' interest in Total Quality Management through the use of modern
health technology and increasing training programs for employees and medical
personnel, in addition to involving patients in the process of improving Total
Quality Management by reaching out to their suggestions, inquiries and
complaints on an ongoing and regular basis.

Keywords: Quality, Total Quality Management, Patient Satisfaction, Perceived
Service Quality, Riyadh Region.
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e S Jane ) <y 28 (2019) George &Mallery J Wi, Glasdl lies (s siue 352
Hian Gl (5 sinas 5yl ilasil) 33 o e (oliie S (Bind (50 s Laa 0.9,

6 sin 35a s Al el A €0.961 (5 sadt Fliis S Ll A () an g 1o pall L) puiia uliia 2ie
iy Lae 0.9, 00 ST Jane 2l cizly 338 (2019) George &Mallery 2 s Bl lias

lae Ll (g siuay (i pall Lia ) jarta (ulbiie GG (383 (4

ol Lo Y A 5 dler Bshslls Ghaalaill CULALY) b3 Aualln Ll Lea cdallall Al ) 3
Al e LAl Al LT el a] b Lealadind 5 Lol

Cal) @l prial L gl slaay) 4.4

beall S Gl e laldie) ¢latin¥) < i e Al all die il cililatiud (uld
(9.4 dsaall ki)

ebaddl & S e pualic 194 Jgaa

Ol ol ) A8LaYl Al ) dlagl s il el Aplieal) Cillans siall zeiliil Aaladl chlalas¥) aaas S5,
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(1.381) dalxy (5 jlxs

Jaisall yially (3laty Ly Agha ol) Ailian ) i) sl il all @l yuaial dga gll ibiil) e ol
A sie 4 jlae (5 sie Ol 5 alaall g Al jall die gal Alall slad¥) o ) (ALalid) 53 5all 5 1))
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) @il g b palll ddhie clidiee G das gie A 3aa sl Ll (5 seaitd) cileasll
il A ddasgie Guki st @ld 4l (el L)) il uid) Chay (8 ddlas)

Al pall Ao Hhaidga g e @lld g (ialy Hl) Adlaiag Al jall b ddagiill
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Ll & pate o Bl )Y E0las 112.4 Jsaa

Correlations

5 gualiall

Gladdl) 3aga
u.ab)-d‘ L'AJ ;\lﬂbfﬁﬂ 3:3#‘ SJ\.\!

Pearson Correlation [ AHEAIREEIEFR
<.001 <.001 Sig. (2-tailed)
384 384 384 N
0.974" 1 0.9817 Pearson Correlation [FECHREEEERETEES
<.001 <.001 Sig. (2-tailed)
384 384 384 N
1 0.974” 0.962" Pearson Correlation
<.001 <.001 Sig. (2-tailed)
384 384 384 N
**. Correlation is significant at the 0.01 level (2-tailed).

39 g gy (S jpriaS) ALLAN 83 gall 3 ) A jlas (g Apdadll il YY) ad 12.4 Jgan el
Al (s iaS) (mpal) Ly (5 sine (s (Jasnny yuaiaS) 5 yuaiall cilassl

Oy JEiue e ALaLall 32 5al) 33 w (0.962) ase 58 (5500 bl ) dlia Gl an g Cua
(0.01) 0o J8 AV (5 i die i i€ (aia gl L) (5 5ane

O ana s el 5 peaital) lasdll 33 93 G (0.974) s 50 (558 (5 sime L) ia () a5 LS
(0.01) 0o J8 AV (5 i die 5 i€ i gl L) (5 5une

Oms Alalall B sall 3000 e cp aadl Lol ;) o lales ad o hadll jlasaV) Jalas e Jaadls
35a e cp dadadll bl HY) o WS et Jals W15 68 e Ja Laa cdadi o aim el Lia )y e
b e i i Bl ¥ 8@ e Ju leas cdali jo (oiapall Lia )y uatie (g 3 ) gealiall Cilaadl)
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eliil) Addlia g ciluda Al LGA) 6.4

SPSS iy alasinly Slaca il sl o) jaly ol pusiall cp Ul )Y 2o day sl jall o

Al dpalall Silagl) Bl B UL Ailan) 2l ) Jseasll @l g 29 dall

sl s ) Claa i)

Lol dihie Clidtiue 8 el L) o la) OG5 AL 53 51 35130 1 H1
o2kl dalaie ldliie 85 ) palial) Glaadll 3o sa o alag) <0 55 ALLA 33 g2l 3 la) tH2
(ol )l dilaie ClLiiine (& i pall Ly o alal JS00 55535 ) seaiall Clasall 3352 :H3
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o=kl

A0 o0 i ) A i) A e

dihia Clbidiue A bl Loy o ala) S8y i ALal&) 33 a1 3100 " ol e A jill ai

"l

Regression Linear Simple sl aall jlasi¥) dilas o sll aladind o5 e jill o3a jLasy
A LS cali S i yall L) (5 e 5 Jise piaS ALLEN 33 5l 313 4 jlas (w0 Analysis
(15.4 <14.4 (13.4) dslaall 5 7.4 IS4 (8 o 5
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el Lia 5 Alalll 3350l 31 (g z3sadll Gadle 113.4 Jsaa

Model Summary

Std. Error of the
Model R R Square | Adjusted R Square Estimate

1 0.9622 0.925 0.925 0.378
a. Predictors: (Constant), 4leLall 33l 513)

) Lia 5 ALl 53 5a 530 o (ANOVA) bl s 14,4 Jsn

ANOVA?2
Sum of df Mean Square
Squares
1 Regression 675.603 1 675.603 4725.491 | <.001°
Residual 54.615 382 0.143
Total 730.218 383

a. Dependent Variable: = 4l L=,

b. Predictors: (Constant), aldLall sa sl 5l

o yall Lim 5 ALl 53 sad) 550l s < laledll 1154 Jsan

Coefficients?

Unstandardize  Standardi- 95.0%
d Coefficients zed Confidence
Coefficien- Interval for B
ts
Beta Lower Upper
Bound Bound
1 (Constant) | -0.024 @ 0.051 -0.464 | 0.643 | -0.125 | 0.077
3a gl 3 ) 0.985 | 0.014 0.962 68.742 | <0.001 | 0.956 1.013
FARRA]
a. Dependent Variable: o<l La,
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R=0.9622

[ 20l La, M ALalal) Bagadl 3503 J

R?=0.925

o yall Lim 5 ALaLEl) 53 gl 5 ylal ( 38Dl 27,4 JS)

ok Lo o leVL 7.4 A5 (15.4 <14.4 <13.4) Jshall b il (e ety

Bl S e sanall n Gl OF ) a5 Lae (4725.491) (A5 daige (F) &l o 2a -
«(0.01) e S8l (F sig.) ey Jiaiall (F) JLaaY &y sinall (5 sinsa of LS e sanall Jals bl
e Cle el (o dilian) AV QI3 (35 8 35 55 Japsdl (addl jlasiVl 20 5a3 4 sine (]l Las

(0.001) oo JiT AY (5 sine

A las O 58 a e el ) 3 ga s (Y e Lae ¢(0.9627) (s skt (R) bl y¥) Jabae A () 225 -
GAAJAM Lm)d‘,:\um‘j;\jnbﬂ\ '&J};J\ 3)\35\

oLl 32 gall 33 il jlae A Lol O Cpw Les ¢(0.925) sk (R?) aasill Jalzws () 2a g -
Jalsmy il o el Lay 0 %7.5 1) ¢%92.5 Jlsiey il (& o sall L)y e Jis

M\Jﬂ\o&@@\)dﬁégﬁ\
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Lsina Lo i lea ¢(1.96) Go ST dun g A a5 (68.742) (ssbast (1) Jlin) dad o 2a -
(0.001) o J8 AV (5 e die ¢(B) Ly lasi¥) Jalra

Ll e 2say Ao paii Gl (V) Ll G @l dana Job L0 Aill) ) e ol
) i uieS (el Lia )5 o i ALLEN B3 5al) 55000 o € o) L D & gine
Sle el s (0.01) oo Ji Y2 (5 s die Lilias) AYa lliad a5 ol N Alaiey il

Kristianto et al., 2012; Topalovic, 2015; ) 4wl s &l ae 4l ol sda dagis gai celld
Chiguvi, 2016; Rasheed, 2016; Kennedy, 2019; Nguyen & Nagase, 2019;
ABde 4 Gaall Gl pall culd Sus (Purwati & Hamzah, 2019; Bilen & Sitki, 2020
ALGLEN 52 9ol 5 03 o €l I3 Alan) A8Ne a3 48] Cania gl g e Dlaad) Liza ys ALLEN 33 g2l 50
¢ Dandl Lia ) a8 ALl 53 sl 1) 4uali (o3 Jladll sl il <y s o Dlaad) Ly
A Jayg cpidh gall Ji e calal s gy iledill i illee 5 dpaaiill cilleall 3 JalSH JSA (e

o OS5y eShandl Ly (g 23 30 ALALEN 5250l 5 13]G (Sl

el pall Al dpesnsi ) Apada BN LA gl

o Bogaiall clasdl) Baga Ao alag) ISy i ALLA Bagadl 30 " o) Lo duia @l ai
" oal ) dihis cbddica

Regression Linear Simple Lyl aall jlasa¥) dulad oo slul aladil o5 4 jall o2 LAY
WS cdas g iS5 ) gaiiall laddl) 83 ga g Joiiia juriaS ALLA 33 g2l 3 )13 4 jles (w0 Analysis
(18.4 <17.4 <16.4) Jshaall 5 8.4 JS&) & ma 5o 5
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3 praiiall laadl) 83 9 g ALLE 3252l 5 )13 g z 3 gl adle 116.4 Jso>

Model Summary

Std. Error of the

R Square | Adjusted R Square Estimate
1 0.981° 0.962 0.962 0.269

a. Predictors: (Constant), 4LaL&l) 33521 3l

5y peaiall ileaall 53 5a g ALLEN 5358 5 13) 0 (ANOVA) ol Jilas :17.4 Jsaa

ANOVA?®
Sum of df Mean Square
Squares
1 Regression 702.519 1 702.519 9722.506 | <.001°
Residual 27.602 382 0.072
Total 730.121 383

a. Dependent Variable: &, saiall cilaxall 32 5

b. Predictors: (Constant), dldLall sa sl &l

3y saaiall Cilaadll 53 s g ALLEN 53 sall 510l G Mzl 1184 Jsaa

Coefficients?

Unstandardize | Standardi- 95.0%
d Coefficients zed Confidence
Coefficien- Interval for B
ts i
Beta Lower Upper
Bound Bound
1 (Constant) | -0.027 @ 0.037 -0.745 | 0457 | -0.099 | 0.045
83 gl 304 1.004 | 0.010 0.981 98.603 | <.001 0.984 1.024
FARRA]
a. Dependent Variable: 5,g<aiall cilaadl) 3352
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R=0.9812

[SM\ Claddll 33 ga M ALaLad) Bagall 5 ]

R?=0.962
) patall Cilaadl) 32 g g ALaLEL 33 eall 3 4l3) u A8l 18 4 I

ik e e le Wl 8.4 IS5 (18.4 <17.4 ¢16.4) Jshall b il (ga sy

B lie S e ganall G Gl o ) 5 Laa (9722.506) o5 i se (F) dad of 255 -
«(0.01) e I8 (F sig.) faits Jiciall (F) JLiaY & sinall (5 sien of LS ctle sanall Jala il
sie e panall (s Ailan] AVa @3 358 2 5m 55 Jasuadl JBall JaniV) 3 s Ay sine ) s L

.(0.001) oo J8 AN (5 sina

A las O (58 a e el ) 3 ga s (A e Lae ¢(0.9817) (s skt (R) Ll )¥) Jalae e () 225 -
By saaial) Chladdl) 30 gn (5 gluna g ALALEN 32 gal) 3 )

oLl 32 gall 33 il jlae A Lol O Cpw s ¢(0.962) s sbsi (R?) aasill alzs () 2a g -
Clardll 335a 0 %3.8 13 %96.2 hie clidiudl 8 5 saial cileadl) Basa o i
Al pall 038 8 gl o a5l (5 AT Jal gz il 3 ) sucaiall

Aysine o i Las ¢(1.96) o ST i se dad (25 (98.603) 55k (1) L) Aad of 22 -
(0.001) oo Jil AV (5 sise ie ¢(B) Gy LlaniV) Jalas
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Ll 3 2pa o ail il A G ) dpm all Aaaa ol ab AL ) e ol
axiaS 3y saatall Cleadl) 83 sa 5 (Jie yuriaS ALLEN 33 gl 50 (€ ol Ll 3 4 gina
(0.01) 0 B Y2 (5 5iue die Afloas) AV ellici a caly )l dikie clidiedl ol b

<wld Cua (Nguyen & Nagase, 2019) dwl ) il e Al all sda Aoy (581 ) e lalade]
s o8 onmall Ly e 3850l Handll 53 g g AL 83 5al 53] il (se 3 Caadly
835 g Alalill 33 gal) 550 G € ,al I dulay) ADe lia aa g 4l Cliagiy duaia dle
Glailall 33 ga (e a0 ALl Basall 5 1) Sl jlas Gudat b Gl ¢ 288 5 seatall Cileadl)
Clalbial (il gall 385 o e Jaylea 3 gealiall agilaliial g agilie 5 (ol Lea ¢ Slaall daiall cilaaall 5
5 prciall el gil) a5 Clada  Cilavite a5 Jabaill 8 45 yal) 33 ) Ladie Caaay ALaLEN 8350l 51

L8 ) latis ¢ Dl

Al Al AN A 1) Ana i) LA el

Clbidina A el Lo o Al J88 S0 5 gualiall claddll Baga ™ () e Gy jill
".oaby )l ddhia

Regression Linear Simple sl Jhall jlass¥) dilas ¢ glal aladiul &5 dpia jall s3a HLaAY
& LS c@U PYE RIS G».a).d\ L) G suag .L:g.u} ieS By patall Claadll 33 e 1 Analysis
(21.4 <20.4 <19.4) Jslaall 9.4 JS&) 8 muaga

el L5 5 saiall Claadll 3393 (0 3 5aill adle 119.4 J 5o

Model Summary

Std. Error of the
Model R R Square | Adjusted R Square Estimate

1 0.9742 0.949 0.949 0.313
a. Predictors: (Constant), 8 s<aiall clasdll 535
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2l L 3 geaiall cilaadll 3258 G (ANOVA) il Jiss :20.4 J s

ANOVA?2
Sum of df Mean Square
Squares
1 Regression 692.872 1 692.872 7087.214 | <.001°
Residual 37.346 382 0.098
Total 730.218 383

a. Dependent Variable: a4l La,

b. Predictors: (Constant), s, sl cileaall 335

o yall Lia ) 95 ) gealiall Chlaaddl 82 sa o Ozl 1214 Js2a

Coefficients?

Unstandardize | Standardi- 95.0%
d Coefficients zed Confidence
Coefficien- Interval for B
ts
Beta Lower  Upper
Bound Bound
1 (Constant) | 0.024 @ 0.042 0.587 0.558 | -0.057 | 0.106
claaddi 3352 | 0974 | 0.012 0.974 84.186 | <.001 | 0.951 0.997
b gualiall
a. Dependent Variable: <@l La,

R=0.9742
[ A Lay b gualiall Ciladdll 5352 ]
R?=0.949
ayall L ) 95 seaiiall Claddll 30 5a (A8l 19 4 IS
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b Lo eV 9.4 JSall5 (21.4 <20.4 <19.4) Jslasll & il (1o i

B i S e sand) o o) o Y 0 e (7087.214) o8 5 il e (F) dad of 23 -
¢(0.01) o Jii (F sig.) ey Jiaiall (F) JLiaY 4 sinall 5 siuse o WS ccile sandl Jaly olall
die e gaaall g dilas) AV QI3 (3558 35 g g Jasall Jaddl HlasiV) 3 gad By gima ) el Lea

(0.001) oy J8 AV (5 sina

A lae (5 88 an e el ) 3 sa g ) e Lae ¢(0.9742) s 5k (R) Bl Y Jalas A () 225 -

G...a‘).d\ Lia y (5 giua g 5 ) gaatall Chladall 33 g

5 seaiiall Colaadl) 52 o il jlan (& ol () o L ¢(0.949) (s sl (R?) waail) Jalas () 225 -
ol sra il ayall L) e %5.1 13) «%94.9 ity cliiiisall b dagall Lia ) e Siny

Al all 038 A gl o a1 ol (5 A

Lsina Ao i las ((1.96) (o ST dus ge dad a5 (84.186) (ssbest (1) i) dad o aa -
(0.001) 3o J& AV (5 sinsa 2ic () Ly lasiV) Jalas

Ll 48le a5y o pan il A D )l dun dll dana Jo b dllall bl e ol
G @l xS el Uiy ¢Jine yurie€ 3 saaiall Ciladddl 83 sa (€ ol i i3 & gime
e blaicls (0.01) oo J8 AV (5 siue ie dlian] AV @lliai a5 by )l dilaiag cilidiul)

4l pall 8 Eua (Nguyen & Nagase, 2019) 4ul_ o =l ae 4l jall 38 dagh 54t el
Ao duuie A el Lay o 48 Haal) daaal) 55 ga g ALalill 53 5all 35000 il sae 8 Caanlly
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Lia ) (538a7 ¢ 5y guaiall Chladdll 33 ga o € il Cld Aulag) 480e @llia aa g3 4l lia g g cdunia
ilaadl) 33 5a Cpila sall oy IS (e (1585 (e al) (m) J sl O Al o3 el sl
s o cpals gall 55 ) ABLiaYU cagdl ) a5 Cilatia a5 cagiladiio (o o Dlanll Lead 55y )
Ladiall Cilaiiall g ciladall ¢ Dleall Cilad gy alaia ¥l a3k o Ao Jay Laa agiDlead Ciladd 33 s Juail

Y5 e n s el eSlee gial i) Jal (e pUsEL agillaadle g

)50 )31 A ) g ) i) i

ra al) Lia ) g ALY 53 gad) 318 (e A8l Jau 5 B ) gacaiall cilanddl) Baga ™ f e dpa dll a
" oab )l ddhie clidia b

Multiple Linear Regression aaidl Jhadll jlasi¥) dalas o slal aladinl o3 4 jill oda jLidy
Claadll 33 ga J 530 pa @i yrieS aia yall Lia )5 Jiine yrcieS ALalil) 33 521 5,000 e Analysis
(24.4 23.4 22.4) J5hal510.4 S8 8 mmse 98 LS chapu g jieS b ) saaliall

5 praall Gleadll 33 sa JRI) 2ay (aim pall Lia 5 ALl B2 gl 3l (e 483l 73 g adla 1224 J g2

Model Summary

Std. Error of the

R Square | Adjusted R Square Estimate
1 0.9752 0.950 0.950 0.310

a. Predictors: (Constant), 4LLall 3352l 3 )3} 3 guaiall ciladdd) 349

68



Glaaall 33 sa JRD) axy a yall Loy 5 ALLED 30 gal) 3 51a) (A8 (ANOVA) oot Qa5 :23 4 Jsas

3 ) paiall
ANOVA?
Model Sum of df Mean Square
Squares
Regression |  693.657 . 346.828 |
Residual 36.561 381 0.096
Total 730.218 383
a. Dependent Variable: =4 La

b. Predictors: (Constant), alLall 535l 5 la) 5 ) geaiall ciladall 32 5

5 ) seaiall Cilaaall 33 ga JUaa) dry ada yall L 5 ALY B3 52l 5 00) G 28N CBlelas 124 4 J s

Coefficients?
Unstandardize | Standardi-
d Coefficients zed

95.0%

Confidence
Coefficien- Interval for B
ts
Beta Lower  Upper
Bound Bound
1 (Constant) | 0.081 | -0.085 0.965 -0.044 0.042 | -0.002
8392l 30 0.291 | 0.054 0.004 2.860 0.169 0.060 | 0.173
FARRAY
<laadd) Baga | 0.925 | 0.693 <.001 13.716 | 0.809 0.059 0.809
b gualiall
a. Dependent Variable: a4l La,

5 guaial) cilasdl) 352
R=0.9752

R2?= 0.950[ el La, M ALl 3agall 50) ]

5 seaiall laddl) 50 g JlA0) axy aia yall Lia ) 5 ALaLED) 82 gall 5 la) 0 A8l :10.4 JS&
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b e ooVl 10.4 US4 (24.4 23.4 22.4) Jshall b il (e ey

Bl e e panall G Gl O G uiS Lae (3614.297) (A5 dadise (F) el o 2a -
¢(0.01) o Jii (F sig.) ey Jiciall (F) JLiaY 4 sinall 5 sise o WS ccle sandll Jila gl
die Ale ganall G dilan) AV Y 35 8 2 ga g9 2aadall adl) sV 23 gad Ay sina () el Laa

(0.001) oy J8 AV (5 sina

51 O s 8 an e Bl 25a s (A el Lee ¢(0.9752) (ssbe (R) Ll ¥ Jalas dad () aa g -
QM\@@)DJM\ Glaadl) 3 sa e JKA) A’.—I‘S.AA‘)AM Lia ) g alalil) 32 5all

Gladdl) 3 g g ALalil) 83 gall 3 Hla) A il O o Lea ¢(0.950) ¢ stesi (R?) maaill Jalas Ofaag -
%5 13 %95 ey (aly )l ddhie Glddiue (8 aajall Liay e o) S lagaany ga 3 ) pualiall

Al ol 028 A gl o a5 a) (AT Jal gy il oz yall Lia )y (4

ALaLall 32 5al) 50 Jiiuall priall (1) dad O an s cdam gl 5 Jiinsall (G psciall (1) Jlid) o B -
sl (B) i Dl Jalae &y gina ) ol Laa ¢(1.96) (0 ST dan g0 a8 5 (2.860) (s 5es
dgas e o Jy las (0.05) (e ST dad 25 (0.169) AV (s sinse vie dlalill 33 5all 3 )]
Joses sl priall 530 dmy oaim el Ly ke e 48dle 8 ALGLED 53 5all 5 la) yaial dgilas) A1¥2
3y saaiall Cleadll 33 ga Jagu gll usiall (1) e O aa g @l e 5 0e 5 ) peaiall Cilerall Basa
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Dear participant,

The researcher is conducting a study aimed at identifying the effect of practicing total
quality management on the perceived quality of service provided and achieving customer
satisfaction in hospitals in the Riyadh region.

Your participation in this questionnaire will help us better understand the precise
relationships between these variables, and reach results that improve the quality of
services provided in the health sector, and increase knowledge in academic fields. This
research will be conducted with the aim of obtaining a bachelor's degree in project
management at Midocean University.

The questionnaire will take between 5 to 8 minutes. We respect your privacy and assure
that all answers will be treated confidentially and will be used for scientific research
purposes only.
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If you have an inquiry, please contact researcher Osama Mohammed via email:

osamah.m.a@hotmail.com

Questionnaire link: https://forms.gle/\WWRkvap3j65fhtUKL8

Section 1: General Information
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The first section will examine about participants' demographic characteristics.

Please, choose your appropriate answer for each question.

1.1. Gender
O Male
OFemale

1.2. Age Groups

OLess than 21 years

OFrom 21 to Less than 30 years
OFrom 3 Oto Less than 40 years
OFrom 4 Oto Less than 50 years

O From 5 Oto Less than 60 years
O From 60 years and over

1.3. Marital Status
O Single

O Married
O Divorced
O widowed

1.4. Education Level
O Diploma or lower
O Bachelor

O Master

O Doctoral
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1.5. Your Occupation

O Government sector employee
O private sector employee

O Unemployed

O Retired

O General labor

1.6. Full Experience
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O Less than 5 years. Gl s 5 (e Jil O

O 5-10 years. <l s 10-5 O

O 10-15 years. 4w 15-10 0

O 15-20 years. 4. 20-150

O More than 20 years. 4u 20 e ST O
O] 12 anadl)
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Questionnaire - Section 2

This section contains statements that measure the extent of Total Quality Management
implementation in the hospital.

Each statement has a numerical scale graded according to the degree of occurrence and
availability, from (1) strongly disagree, which means no occurrence or application to (5) strongly
agree, which is certain to occur.

Please, choose the number that reflects your estimates and agrees with your opinion in each
statement.
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2. Total Quality Management:

Total quality management is a continuous improvement process that seeks customers
satisfaction by providing their needs and desires or exceeding their expectations with the
highest quality.
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2.1. Services were provided.
leadll b g

2.2. | was informed when services would

be performed.

2.3Staff were available when needed.
Aalall vie (palia il sall OIS

2.4. Medical and non-medical services

were provided promptly.
s dphll e g dudal) Gladdl) aads o

2.5. Round-the-clock services were

available.
Aol Hla e dalic cilaadl) cuils

2.6. Staff were polite and friendly.
9399 Siga Jaall 3 8 OIS

2.7. Staff had my best interests at heart.
badll alian (saigy O sib sall S

2.8. Staff understood my specific needs.
Baasall Slalia) () sils gall agh

2.9. Staff were knowledgeable when
answering my questions.
il e Lay) sie By o e gsilisdl S

2.10. Hospital environment was clean
and comfortable.
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2.11. Employees were well dressed and
neatly presented.
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G

2.12. Equipment was up-to-date
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Questionnaire - Section 3

This section contains statements that measure the availability of Perceived Services Quality in
the hospital.

Please, choose the number that reflects your estimates and agrees with your opinion in each

statement.

3. Perceived Services Quality:
Perceived services quality is the extent to which the perceived service quality result of the

3 yaiall ciardl) 335a .3

Meesala & Paul, ) duexll ilad 55 g aniil) dileal 3 ) guaiall 4e2il) 52 Anii )8 (20 (o8 3 ) pualiall leddl) 3252

(2018

Bad (38l el ¥
Strongly
disagree

)

cadlgl Y
Disagree

2

A_.}lAA
Neutral

(©)

éé\Ji
Agree
4

Bad (38l gl
Strongly
agree

®)

evaluation process converges with the customer's expectations (Meesala & Paul, 2018).

Dt el

Indicator

3.1. Hospital was conveniently located.
pke alige o) Al QS

3.2. Direction signs were clear.
:KMU sy Giladle C'_\.\IS}

3.3. Wards were designed with easy
access and were comfortable.
ilS 5 Lgal) Jsasm sl Sy Cnny daiaY) apanal
e <l

3.4. Staff were professional.
8 sina Janl) 51 8 o<

3.5. Free medicine was available.

3.6. The admission process was fast and
straightforward.
Bila s dmy p J gl dglee S

3.7. Staff responded immediately when
called.

o Juaty) die gl e sl sall o

3.8. Staff showed genuine interest in
attending to my problems. ‘
JSUia (5 ) prian Ui Lalaia) () gila gall il

3.9. Staff were reliable in handling my
problems.
o1SLe ga el b (5 pn 35l sall (IS

3.10. Hospital treatment was error-free.
saall e WA ddiaa) 8 23l oIS
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3.11. Admissions staff were friendly and
courteous.

Omdga s (pagag | oS sl gl ga

3.12. Staff responded promptly to my
requests.

dlal gl e (il sall el

3.13. | was provided with adequate
information about my health condition

Anall s (e 2AK Gl glaally g5 55 o5
3.14. | was prescribed affordable
medicines.

14 audl)
sl e (g sall Lia ) s Adlaiall 53l (e e saner daild e andll 138 5 sing

Bobe S 8 el ae iy i e ey A QBN A clliad (g

Questionnaire - Section 4

This section contains a list of a group of indicators related to the extent of patient satisfaction with
the hospital.

Please, choose the number that reflects your estimates and agrees with your opinion in each
statement.

ol La, 3
.(2019 <Nguyen & Nagase) dsall dle [l duspe Dladd (1o sl A28 siall Zilgil) Aaiil) g8 (iay pall Lia )
3. Patient Satisfaction:

Patient Satisfaction is the patient's ultimate expected result from the services of the
healthcare institution (Nguyen & Nagase, 2019).

Bad (38l el ¥ Gadlgl Y Alaa Gl gl Bady (38 5l e

Strongly | Disagree | Neutral Agree Strongly

disagree (2) (3) (4) agree Indicator
®)

1)

3.1. | am satisfied with the results of
my recovery.

Leila il el ) U

3.2. The quality of service | received
met my expectations.

o 5 B gl ) a5 50
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3.3. | am satisfied with my selection of
this hospital to
provide me with healthcare

il 13¢) 5 )baal e al Ul
daall e J) J g
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du) 1) ilpluaa) () (3ale

oudal)
Frequency Percent Valid Percent Cumulative Percent
B 179 46,6 46,6 46,6
Valid ] 205 53,4 53.4 100,0
Total 384 1000 100,0
4 yand) 4l
Frequency Percent Valid Percent Cumulative Percent
Lu21 e B 21 5.5 5.5 5.5
s 30 0 B N 21 e 64 16,7 16,7 22,1
s 40 o= B A 30 e 88 22,9 22,9 45,1
Valid 4w 50 o B8 1 40 ¢ 78 20,3 20,3 65,4
45 60 = B N 50 e 47 12,2 12,2 77,6
60 Sl s dis 86 22,4 22,4 100,0
Total 384 1000 1000
delaiay) Adlad)
Frequency Percent Valid Percent Cumulative Percent
el 96 25,0 25,0 25,0
T 185 48,2 48,2 73,2
Valid Gl 73 19,0 19,0 92,2
da ) 30 7,8 7,8 1000
Total 384 1000 1000
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‘:’.A:\Mn 8 Shiad)

Frequency Percent Valid Percent Cumulative Percent
Jila o sl 107 27,9 27,9 27,9
o520 S 180 46,9 46,9 74,7
Valid PUNEAR 80 20,8 20,8 95,6
o) 550 17 4,4 4,4 100,0
Total 384 100.0 100,0
digall
Frequency @ Percent  Valid Percent ng:ﬂ:g;’e
o sSa gl il e 30 7,8 7,8 7,8
oals gl ok s 118 30,7 30,7 38,5
ibge e 111 28,9 28,9 67,4
Valid
ac i 88 22,9 22,9 90,4
dale dllee 37 9,6 9,6 1000
Total 384 1000 100.0
3 _uadd) &) gl 2
Frequency Percent Valid Percent ngﬂ:g}[/e
& i 5 (g B 86 22,4 22,4 22,4
i 10 G i N 5 0 81 21,1 21,1 43,5
w15 e J8 N 10 o 84 21,9 21,9 65,4
Valid
4s20 A 15 e 20 5.2 5,2 70,6
20 isls 4 113 29.4 29,4 100.0
Total 384 100.0 100.0
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ALalad) Bagad) 5 la) piia GAa

Descriptive Statistics

Mean Std. Deviation Analysis N Missing N
14¢ ,283 3131 384 0
24¢ ,293 4391 384 0
3¢z 453 4431 384 0
44¢ 363 3961 384 0
54z 323 3781 384 0
6J4¢ 313 4811 384 0
T4z 363 4991 384 0
8¢z 333 3371 384 0
94z 273 3851 384 0
10 ¢ 333 4621 384 0
Mz 373 3341 384 0
124¢ ,283 5241 384 0
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Correlation Matrix?®
1z 24z 34z 44z bz 64z 7oz 84z 94z 104z Mz 124z

Correlation 1 iz 0001 ,939 911 ,888 ,933 ,879 916 ,904 ,936 904 923 ,899
24z 939 ,0001 879 ,893 942 923 919 ,924 918 929 922 914
3z 91 ,879 ,0001 ,836 ,860 ,884 ,891 ,894 ,905 ,863 930 ,869
45z ,888 ,893 ,836 ,0001 ,908 ,869 ,883 875 ,857 872 ,884 ,894
S4gz 933 942 ,860 ,908 ,0001 909 924 ,883 ,928 908 915 939
65z 879 923 ,884 ,869 909 ,0001 ,869 ,891 ,897 ,896 915 906
745z 5916 919 ,891 ,883 ,924 ,869 ,0001 ,869 909 ,844 ,938 927
8z ,904 924 ,894 875 ,883 ,891 ,869 ,0001 ,894 ,876 ,908 ,880
94z 936 918 ,905 ,857 ,928 ,897 909 ,894 ,0001 ,879 ,927 ,898
10 5z 904 929 ,863 872 ,908 ,896 ,844 ,876 ,879 ,0001 ,893 ,860
M1 sz 923 922 ,930 ,884 915 915 ,938 ,908 927 ,893 ,0001 924
12 5z 899 914 ,869 ,894 ,939 906 927 ,880 ,898 ,860 924 ,0001

Sig. (1- 14z <.001 <.001 <.001 <.001 <001 <.001 <.001 <.001 <.001 <.001 <.001
tailed) 2 iz 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
34z 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
44z 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
54¢z 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
6z 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
74z 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
8 iz 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
94z ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
10 ¢z 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000
1154z 5000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

124 ¢ 000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000

VY-0alY, Y 23, Determinant =
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 953
Bartlett's Test of Sphericity Approx. Chi-Square 1779508
df 66
Sig. <.001

Communalities

Initial Extraction
14¢ ,0001 ,931
24¢ ,0001 ,943
34z ,0001 ,879
44z ,0001 ,868
5S4z ,0001 ,934
6z ,0001 ,898
T4z ,0001 ,907
88Uz ,0001 ,892
94z ,0001 ,917
104z ,0001 ,880
Mz ,0001 ,939
12 Gz ,0001 910

Extraction Method: Principal Component Analysis.

|
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Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
% of Cumulative % of Cumulative
Component  Total Variance % Total Variance %
1 89810 81490 ,81490 ,89810 81490 ,81490
2 ,209 , 7461 55992
3 197 ,6401 19994
4 140 1631 ,36295
5 136 1301 49296
6 ,108 ,901 39397
7 ,085 ,710 10398
8 ,064 534 ,63798
9 ,058 483 12099
10 ,043 ,355 47499
11 ,036 ;301 , 77699
12 ,027 224 ;000100

Extraction Method: Principal Component Analysis.

Component Matrix?®

Component
1
24¢ ,971
14z 969
Sz 966
14z 965
9z ,958
12 iz ,954
4% )d ,952
6z ,948
8¢z ,944
104z ,938
3di¢z ,938
445z ,932

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
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Rotated Component Matrix?

a. Only one component was extracted. The solution cannot be rotated.

b gpalial) ilaadl) 3.\‘99)...\5:\«&&.\4.&

Descriptive Statistics

Mean Std. Deviation Analysis N Missing N
1z¢ 373 4201 384 0
2¢ ¢ 293 4411 384 0
3¢¢c 323 4681 384 0
4z 323 3741 384 0
5¢¢ 413 3391 384 0
6¢c ,203 4961 384 0
7¢¢c 423 4321 384 0
8¢¢c 183 5111 384 0
9¢¢ ,323 4541 384 0
10z ¢z 253 4621 384 0
Mezz 453 4961 384 0
12z ¢ 273 4251 384 0
13¢¢ 373 5031 384 0
14z ¢ ,203 4431 384 0
15¢ ¢ ,353 ,3681 384 0
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Correlation Matrix?

1¢z 2¢c 3¢z 4tz 5S¢z 6tz Ttz 8tz 9¢z 10¢z Mgz 12¢c 13¢c 14¢c 15¢¢
Correlation 1 # z ,0001 .,918 .,893 .886 .,908 .,894 ,897 .873 ,912 ,944 ,885 ,898 ,909 ,889  ,871
2z 918 ,0001 883 934 892 951 ,909 904 932 973 ,903 936 ,942 ,930 882
3z .893 .,883 ,0001 .892 901 .887 ,941 ,890 .889 ,906 ,915 ,901 ,882  ,901  ,859
47z ,886 ,934 ,892 ,0001 ,890 926 ,937 910 915 ,940 918 947 902 928 923
5:z ,908 .,892 ,901 ,890 ,0001 ,904 .,901 ,844 906 921 .,883 884 ,879 .,883  ,871
6z 894 951 887 926 ,904 ,0001 912 ,930 929 ,947 906 931  ,934 ,928  ,903
7z 897 909 941 937 901 912 ,0001 903 914 922 ,952 ,923 ,922  ,933  ,902
8z .873 904 890 910 844 930 903 ,0001 882 ,900 915 909 912 922  ,888
9z ,912 932 ,889 ,915 906 929 914 ,882 ,0001 924 926 ,918 ,953  ,901  ,922
tz 944 973 906 ,940 921  ,947 922 ,900 ,924 ,0001 910 953  ,923  ,939  ,909
10
M1z ,885 ,903 915 918 .,883 906 .,952 915 926 ,910 ,0001 917 925 927  ,897
¢z 898 ,936  ,901 ,947 .,884 931 ,923 ,909 918 953 ,917 ,0001 900 ,928  ,888
12
¢z 909 942 ,882 ,902 879 934 ,922 912 953 ,923 ,925 ,900 ,0001 .,896  .,895
13
¢z 889 ,930 901 928 ,883 ,928 ,933 ,922 ,901 ,939 ,927 ,928 ,896 0001 890
14
¢z 871 882 859 923 ,871 .,903 ,902 .,888 ,922 ,909 .897 ,888 .,895 ,890 ,0001
15
Sig.(1- 1¢¢z <001 <001 <001 <001 <001 <001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
tailed
) 2z 000 ,000 ,000 ,000 000 ,000 ,000 000 000 000 ,000 000 000 000

UNIVERS.I
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Vl-wlé, e Aa. Determinant =
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 945
Bartlett's Test of Sphericity Approx. Chi-Square 07213319

df 105

Sig. <.001

Communalities

Initial Extraction
1z¢ ;0001 ,894
2¢ ¢ ;0001 ,936
3¢z ;0001 ,889
4z ;0001 ,930
5¢z¢ ,0001 ,880
6z¢c ;0001 ,935
7¢¢c ;0001 ,933
8¢z¢c ;0001 ,895
9¢¢ ;0001 ,927
10¢ ¢ ,0001 ,952
Mezz ,0001 ,921
12z ¢z ,0001 ,928
13¢¢ ,0001 ,921
14z ¢z ,0001 ,923
15¢ ¢ ,0001 ,884

Extraction Method: Principal Component Analysis.
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Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
% of Cumulative % of Cumulative
Component  Total Variance % Total Variance %
1 , 74613 ,64391 ,64391 74613 ,64391 ,64391
2 ,206 3751 ,01793
3 195 3031 ;32194
4 ,164 ,0931 41495
5 142 ,945 ;35996
6 ,105 ,699 ,05797
7 ,096 ,642 ,69997
8 077 516 ;21598
9 ,063 423 ,63898
10 ,059 ,395 ,03399
11 ,043 ,284 31799
12 ,040 ,265 ,58299
13 ,031 ,209 79199
14 ,020 131 ,92299
15 ,012 ,078 ;000100

Extraction Method: Principal Component Analysis.

Component Matrix®

Component
1
10z ¢z ,976
67z 967
7¢¢c ,966
127 ¢z 964
9z ¢ 963
14 ¢ ¢z 961
Mz 960
137 ¢z 959
8¢c ,946
1¢¢ ,945
3¢z ,943
15¢ ¢z ,940
5¢7¢z 938

Extraction Method: Principal Component Analysis.
a. 1 components extracted.
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Rotated Component Matrix?

a. Only one component was extracted. The solution cannot be rotated.

w2l Loy il GAa

Descriptive Statistics

Mean Std. Deviation Analysis N Missing N
160 ,193 4851 384 0
200 ,263 3081 384 0
3e0 ,323 5011 384 0
Correlation Matrix?
160 200 30
Correlation 160 ,0001 ,898 ,927
260 ,898 ,0001 ,859
3e0 ,927 ,859 ,0001
Sig. (1-tailed) 160 <.001 <.001
260 ,000 ,000
3e0 ,000 ,000
,027a. Determinant =
KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. , 755
Bartlett's Test of Sphericity Approx. Chi-Square 5391380
df 3
Sig. <.001
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Communalities

Initial Extraction
160 ;0001 ,954
260 ,0001 ,907
3e0 ,0001 ,928

Extraction Method: Principal Component Analysis.

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
% of Cumulative % of Cumulative
Component Total Variance % Total Variance %
1 , 7892 96992 ,96992 , 7892 96992 ,96992
2 145 ,8234 , 79297
3 ,066 ,2082 ,000100

Extraction Method: Principal Component Analysis.

Component Matrix?

Component
1
120 977
3e0 963
240 953

Extraction Method: Principal Component Analysis.

a. 1 components extracted.
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Rotated Component Matrix?

a. Only one component was extracted. The solution cannot be rotated.

Case Processing Summary

N %

Cases Valid 384 ,0100
Excluded? 0 0

Total 384 ,0100

a. Listwise deletion based on all variables in the procedure.

ALaLEd) Bagall Bl puia Gl
Reliability Statistics

Cronbach's Alpha Based on
Cronbach's Alpha Standardized Items N of ltems

991 991 12

Item Statistics

Mean Std. Deviation N
1diz ,283 »3131 384
24¢ 293 4391 384
3¢z 453 4431 384
44z ,363 ,3961 384
54¢ ,323 ,3781 384
66Uz 313 4811 384
T4z ,363 4991 384
8z 333 ,3371 384
9Quiz 273 ,3851 384
10 iz 333 4621 384
Mz ;373 ,3341 384
12 iz 283 5241 384

104



Inter-ltem Correlation Matrix

168z 24¢ 3dzg 44z Sug 64z 7oz 84z 9uz 104z Mgz 1247
14z ,0001 939 911 ,888 ,933 .,879 ,916 ,904 ,936 ,904 .,923 ,899
24z ,939 ,0001 .879 ,893 ,942 .,923 ,919 924 918 ,929 ,922 914
34¢z 911 ,879 ,0001 ,836 .80 .884 .,891 .,894 905 .863 ,930 ,869
4.z ,888 ,893 836 0001 ,908 869 ,883 .,875 .,857 .,872 .884 .,894
54¢z ,933 ,942 ,860 ,908 ,0001 909 ,924 ,883 .,928 ,908 915 ,939
64z 879 ,923 ,884 ,869 ,909 ,0001 .869 .891 .897 .,896 915 ,906
74z 916 919 ,891 .,883 ,924 ,869 ,0001 ,869 ,909 .844 ,938 ,927
8z 904 924 894 875 ,883 .,891 .869 ,0001 .894 .876 ,908 .,880
94z ,936 ,918 905 .,857 ,928 .897 ,909 ,894 ,0001 .,879 927 ,898
‘_)1305 904 929 .,863 ,872 ,908 .896 .844 876 .,879 ,0001 ,893 860
u%@ 923,922  ,930 .884 915 915 ,938 ,908 ,927 ,893 ,0001 ,924
u1525 899 914 .,869 ,894 939 ,906 927 .880 ,898 ,860 ,924 ,0001
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Inter-ltem Covariance Matrix

16z 20z 346z 446z Svg 6ug 7oz 84z 94z 10z Mer 124¢
105¢ 7251 ,7741 ,7261 ,6291 ,6881 ,7091 .,8041 ,5871 ,7021 ,7371 .,6181 ,7991
24¢ 7741 ,0702 .,8251 ,7941 ,8671 ,9661 .,9821 ,7791 ,8291 ,9551 .,7691 ,0052
34z ,7261 ,8251 ,0812 .,6841 ,7091 ,8871 ,9261 ,7251 ,8091 ,8201 ,7901 ,9101
4 sz 6291 ,7941 .,6841 ,9491 ,7451 ,7951 .,8471 ,6331 ,6561 ,7801 .,6461 ,9011
54z ,6881 ,8671 ,7091 ,7451 ,8981 ,8531 ,9071 .,6271 ,7701 ,8281 .,6811 ,9711
6z 7091 ,9661 ,8871 ,7951 ,8531 ,1932 ,9281 .,7651 ,8401 ,9411 .,8071 ,0442
745z 8041 ,9821 ,9261 .8471 ,9071 ,9281 .2462 ,7421 ,8861 .,8501 .,8761 ,1182
8 iz ,5871 7791 ,7251 ,6331 .,6271 ,7651 ,7421 ,7891 ,6561 7141 ,6211 7941
94z 7021 ,8291 ,8091 .6561 ,7701 ,8401 .,8861 .,6561 ,9171 7791 ,7131 ,8941
u1530¢ , 7371 ,9551 ,8201 ,7801 ,8281 ,9411 .8501 .7141 7791 ,1372 .,7421 ,9151
u%c 6181 ,7691 ,7901 .6461 ,6811 ,8071 .8761 .6211 ,7131 ,7421 ,7801 ,8791
gz 7991 ,0052 ,9101 .,9011 ,9711 ,0442 ,1182 .,7941 ,8941 ,9151 .,8791 ,3232
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Item-Total Statistics

Cronbach's

Scale Mean if Scale Variance if Corrected Item- Squared Multiple  Alpha if Iltem

Item Deleted Item Deleted Total Correlation  Correlation Deleted
1d¢z ,6736 740222 ,958 ,939 ,989
24¢ ,6536 ,854218 ,965 ,953 ,989
3¢z 4936 ,308220 ,925 910 ,990
44z ,5836 ,842221 919 ,868 ,990
54¢ ,6336 ,819220 ,960 ,950 ,989
6z ,6436 749218 ,938 ,909 ,990
TSz 5836 ,030218 ,943 ,935 ,990
88Ut ,6136 ,938222 ,934 ,898 ,990
94¢ ,6736 ,026221 ,949 ,921 ,990
10 iz ,6136 752219 ,926 ,905 ,990
Mz ,5736 ,948221 ,963 ,944 ,989
124z ,6636 ;227217 ,945 ,922 ,990
Scale Statistics

Mean Variance Std. Deviation N of Items

,9439 ,012262 12

Case Processing Summary
%
Cases Valid 0100
Excluded? 0
Total 0100

a. Listwise deletion based on all variables in the procedure.
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by gaial) claddll Baga ke il
Reliability Statistics

Cronbach's Alpha Based on

Cronbach's Alpha Standardized Items N of Items
,993 ,993 15
Item Statistics

Mean Std. Deviation N
1¢¢z 373 4201 384
2¢ ¢ ,293 4411 384
3¢z ;323 4681 384
4¢¢ 323 3741 384
5¢z¢ 413 ,3391 384
6¢c ,203 4961 384
7¢¢ 423 4321 384
8¢¢ ,183 5111 384
9¢¢ 323 4541 384
10z ¢z 253 4621 384
Mezz 453 4961 384
12z ¢ 273 4251 384
13¢¢ 373 5031 384
14z ¢ ,203 4431 384
15¢ ¢ 353 ;3681 384
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Inter-Item Correlation Matrix

UNIVERS

1¢c 2¢c 3¢c 4tz Stz 6tz Téc 8¢z 9¢z 10¢c Mgz 12¢z 13tz 14¢c 15¢c¢
1¢z 0001 918  .,893 .88  ,908 894  .,897 873  .912 944  .885  ,898  .,909  ,889 871
2z 918 ,0001 ,883 934  ,892  ,951 909 904 932 973 903 .936 942  .,930  ,882
3¢z 893 ,883 ,0001 ,892 901 ,887 941 ,890 ,889 906 915 901 ,882 901 ,859
4z 886 934  ,892 ,0001 890 926  ,937 910 915 940 918 947 902 928  ,923
5¢zz 908 ,892 901 ,890 ,0001 ,904 901 ,844 906 ,921 ,883 ,884 ,879 ,883 ,871
6z 894 951 887  ,926  ,904 0001 912 930 929 947 906  ,931 934 928  ,903
Ttz 897 909 ,941 937 901 912 ,0001 903 914 ,922 ,952 ,923 ,922 933 902
8¢tz 873 904 ,890 910 ,844 930 903 ,0001 ,882 900 915 909 912 ,922 ,888
9z 912 932 889 915 ,906 929 914  .882 0001 924  ,926 918  ,953  ,901 1922
10z ,944 973 906 ,940 ,921 ,947 ,922 900 ,924 0001 910 953 ,923 ,939 ,909
1+/z .85 93 915 918 .883  ,906  .,952 915 926  ,910 ,0001 917  .925  ,927  ,897
127z ,898 936 901 ,947 ,884 ,931 ,923 909 918 953 917 0001 900 ,928 ,888
13z ,909 942 882  ,902 879 934 922 912 953  ,923 925  ,900 0001 .,896  ,895
14z ,889  ,930 901 928  ,883  ,928  ,933  ,922  ,901 939 927 928  ,896  ,0001  ,890
15z ,871 ,882 ,859 ,923 ,871 903 ,902 ,888 ,922 909 ,897 ,888 ,895 ,890 0001
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Item-Total Statistics

Corrected Iltem-  Squared Cronbach's
Scale Mean if Scale Variance Total Multiple Alpha if Item
Item Deleted if tem Deleted Correlation Correlation Deleted
1¢¢ ,3546 ,356375 ,937 ,921 ,993
2¢¢ 4346 ,259373 ,962 ,971 ,993
3¢¢c 4046 729373 ,934 916 ,993
4¢¢ 4046 ,933375 ,959 ,947 ,993
5¢z¢ 3246 733378 ,929 ,903 ,993
6¢c 5246 227371 ,962 ,949 ,993
I da 3046 ,671373 ,961 ,957 ,993
8¢z¢c 5446 ,962371 ,938 ,932 ,993
9¢¢ 4046 ,072373 ,957 ,959 ,993
10¢ ¢ 4746 ,983371 ,972 ,980 ,993
Me¢c 2746 ,676371 ,954 ,938 ,993
12¢ ¢ 4546 102374 ,958 ,947 ,993
13¢¢ 3546 414371 ,954 ,956 ,993
14 ¢ ¢z 5246 577373 ,955 933 ,993
15¢ ¢z 3746 5629377 ,931 919 ,993
Scale Statistics
Mean Variance Std. Deviation N of ltems
;7249 ,922428 ,71020 15

|
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Case Processing Summary

N %

Cases Valid 384 ,0100
Excluded?® 0 0

Total 384 ,0100

a. Listwise deletion based on all variables in the procedure.

sl Loy s
Reliability Statistics

Cronbach's Alpha Based on

Cronbach's Alpha Standardized ltems N of ltems

961 ,962 3

Item Statistics

Mean Std. Deviation N
160 193 4851 384
200 ,263 3081 384
3e0 323 5011 384

Inter-ltem Correlation Matrix

Te0 200 3e0
160 0001 898 ,927
2.0 ,898 0001 ,859
300 927 859 ,0001
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Item-Total Statistics

Corrected Item-  Squared Cronbach's
Scale Mean if Scale Variance Total Multiple Alpha if ltem
Item Deleted if ltem Deleted Correlation Correlation Deleted
160 976 3377 947 ,898 919
250 516 5908 ,895 ,811 ,962
3e0 446 4017 919 ,862 ,942

Scale Statistics

Mean Variance Std. Deviation N of Iltems

769 18917 1424 3
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z Pearson ",894 ,916 913 ",873 ",900 ",909 ",908 ",903 ;902 *,928 ",936 ".885 ,898 ",936 ",901 947 ,884 ,931 ,923 ",909 918 ",953 1,917 1 7,900 ,928 ",888 ",.922 ",901 *,891
S Gl A A p A A A A A i A A A A A A A A A A A A A A . A 5 A A
1 n
2 Sig. (2- <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00
tailed) 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
N 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384
z Pearson ",915°,881 °,893 ",824 ,884 ",891 ",898 ,873 ",920 ,861 1,928 ,896 1,909 ,942 *,882 ,902 ",879 ",934 *,922 *,912 ",953 ",923 ",925°,900 1 ",896 ,895 ,932 ",883 ",901
- A A p A A A A f A . A A f . . ; A . . A . . A A A A A .
1 n
3 Sig. (2- <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00
tailed) 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
N 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384
z Pearson ",902 *,923 ",898 ",862 *,895 ",910 ",903 ",877 ",916 ,886 912 ",896 ,889 ",930 ",901 928 ,883 ",928 ,933 ",922 ,901 ",939 ,927 928 ,.896 1 890 924 ",922°,915
S Gl i . A . A . . . . A f A . . . . . . A . . A . . A A p . f
1 n
4 Sig. (2- <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00
tailed) 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
N 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384
z Pearson ",888 ",868 ",878 ",812 ",839 ",837 ,886 ,853 ,863 ,827 ,907 ,859 ,871 ",882 ",859 ",923 ",871 ",903 ",902 *,888 ",922 *,909 ",897 ",888 ,895 890 1 912,808 ",863
¢ Correlatio 2 5 5 2 A 3 3 A & 3 3 A 8 3 5 A 8 3 8 & p A 5 A A f A A
1 n
5 Sig. (2- <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00
tailed) 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
N 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384
, Pearson ",919 7,917 *,.906 ",847 917 ",892 ",933 ,.894 911 ",863 ",921 ,912 ",934 ",930 ",890 ",910 ",881 ",897 ",933 ",897 944 ",932 ",921 ",922 ",932 ",924 ",912 1 ,898 ",927
- Correlatio 5 3 5 5 2 5 3 A 2 5 5 A A 3 5 2 A 5 A A 8 & & A p f A f
1 n
Sig. (2- <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00
tailed) 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
N 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384
_ Pearson ",862 ",889 ",837 ",838 ",903 ",892 ",871 ",835 ",870 ",870 ,879 ,886 ,891 ",904 ",867 ,866 ,856 909 ,902 *,892 ",893 ",903 ",881 ,901 *,883 ,922 ,808 ,898 1 ,859
- Earaic e A A A A A ; A . . ; A A A A A A A . A A A A A . p Y A A
2 n
Sig. (2- <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00
tailed) 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
N 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384
_ Pearson ",893 ",886 *,878 819 ",883 ",896 ,904 ,880 911 ,824 ",896 ,871 902 ".885 ",899 ",884 ",867 ,871 ",918 ,902 ",886 ",896 928 ",891 901 ",915 ",863 ",927 1,859 1
eoreaic 2 3 2 2 A A 5 A g 3 3 2 2 3 5 2 A 5 A 8 8 & A A A 3 4 A
3 n
Sig. (2- <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00 <.00
tailed) 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1
N 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384 384

*. Correlation is significant at the 0.01 level (2-tailed).
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Descriptive Statistics

Std.
N Range Minimum Maximum Mean Deviation  Variance

Statistic  Statistic =~ Statistic = Statistic = Statistic Std. Error  Statistic Statistic

ALaLall 33 gall 3 ) 384 4 1 5 3,33 ,069 1,349 1,820
Valid N (listwise) 384

Descriptive Statistics

Std.
N Range Minimum Maximum Mean Deviation  Variance

Statistic  Statistic =~ Statistic = Statistic = Statistic Std. Error  Statistic Statistic

Cileasl) S-’ﬁ 384 4 1 5 3131 )070 1 1381 1 :906
EJ}AEAM

Valid N (listwise) 384

Descriptive Statistics

Std.
N Range Minimum Maximum Mean Deviation  Variance

Statistic = Statistic Statistic = Statistic = Statistic Std. Error  Statistic Statistic

Al L) 384 4 1 5 3,25 ,070 1,381 1,907
Valid N (listwise) 384

MIDOCEAN

HN\\/VI—-"-:\\‘/I'



Midocean University

MIDOCEA|

Faculty of Management UNIVERSITY |

Bachelor of Project Management

The Impact of Total Quality Management on Customer
Satisfaction in Hospitals at the Riyadh Region

Osama Mohammed Ahmed
2021200176

Final Project - 2

Faculty of Management - Midocean University

Supervisor

Dr. Mona Moustafa Elashry

Faculty Member- Faculty of Management- Midocean University

2024 — Second Semester

|
MIDOCEA



