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The Impact of Healthcare Service Quality on Customer Satisfaction in Private
Hospitals in Riyadh
Prepared by: Abdullah Zare' Al-Dali
Supervised by: Prof. Al-Faisal Abdulhamid Mohammed Hassan, Dr. Fayez Jarad
Abstract
This study aims to evaluate the impact of healthcare service quality, represented by its
dimensions (reliability, tangibility, and empathy), on customer satisfaction in private
hospitals in Riyadh. The study adopted the descriptive-analytical approach and used a
questionnaire as the main tool for data collection. The study sample consisted of 260
employees selected randomly from staff working in private hospitals in Riyadh.
A total of 260 questionnaires were distributed to the study participants through Google
Forms. Out of these, 206 questionnaires were returned, representing a response rate of
79.2%. The collected data were analyzed using the Statistical Package for Social Sciences
(SPSS).
The results of the study revealed that there is a statistically significant effect of healthcare
service quality, with all its dimensions combined, on customer satisfaction in private
hospitals in Riyadh.
Based on these findings, the study recommends that the management of private hospitals
conduct periodic assessments of customer satisfaction regarding the healthcare services
provided. This can be done through questionnaires or feedback and complaint systems,
and the results should be utilized to improve service quality. The study also recommends
conducting future research that examines additional dimensions of healthcare service
quality or applying the study in different healthcare sectors, such as public hospitals or
healthcare centers, in order to compare results and expand knowledge in this field.

Keywords: Healthcare Service Quality, Customer Satisfaction, Private Hospitals in
Riyad
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