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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.

If you have an inquiry, please contact researcher Osama Muhammed via email: osamah.m.a@hotmail.com
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Section 1: General Information

The first section will examine about participants' demographic characteristics.

Please, choose your appropriate answer for each question.

1.1.Gender il
OMale K0
O Female S O
1.2. Age Groups aadl
O Less than 21 years w21 e d8 O

L 30 g il A1 21 0 O
L 40 e 8 A1 30 o O
4w 50 e 8 N1 40 o O

4 60 e 8 A1 50 o O

OFrom 21 to Less than 30 years
OFrom 3 Oto Less than 40 years
OFrom 4 0to Less than 50 years

O From 5 0to Less than 60 years

O From 60 years and over Sl 460 O
1.3. Marital Status delaiay) Al
O Single w3l O
O Married zsxe O
O Divorced alhe O
O Widowed Jei O
1.4. Education Level alatll (5 giasall
O Diploma or lower Jili o ba O
O Bachelor s\ O
O Master ke O
O Doctoral o 58 O
1.5. Your Occupation dliiga

O Government sector employee
O private sector employee

O Unemployed abhge ye O
O Retired 2l O
O General labor idle e O
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1.6. Full Experience Bead) & gl dae

O Less than 5 years. O s 5 e J8I O
0O 5-10 years. @l 5w 10-5 O
0O 10-15 years. w 15-10 O
0O 15-20 years. 14w 20-15 0
O More than 20 years. 1w 20 oo sl O
1.7. Method of paying hospital fees ohdiiall agusy ada 43y
O Insurance oals O
O Personal payment il aid) O

Sl 12 P‘“&‘

Lsdiiall 8 ALALEN 32 gall 3 ) skl sae i Gl jle e pnitl) 138 (5 giny

@J@L:}mjhemﬁm‘s@@\jy(1)w‘}\,ﬂ\,a}mu«é)ﬂ@,q@@s)w@;@; 3k JS (g sia
gaall e el g g Bady 38 50 (5)

3obe JS el ) g 35 6 (e ymy N 81 sl lliad (e

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.

‘ALaLad) 53 galt B 2
peiladsi Holat 5l agilie )5 aeilaliinl i 5 A (e sDaall el ) ) (a5 e Gt dglee 4 ALLED 535311 5 510)

B g_;‘“\-'

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.

Badi (8ol ¥ @dgl Y Alaa @il Bady (38 f e
Strongly Disagree Neutral Agree Strongly
disagree @) ®) 4) agree Indicator
®)
1)
2.1. Services were provided.
Dleadll 5l 65 o5
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2.2. I was informed when services would be
performed.
2.3Staff were available when needed.
Aalall xie (palia gk sall (IS
2.4. Medical and non-medical services
were provided promptly.
Nl dghll e 5 Akl cileadl) a5
2.5. Round-the-clock services were
available.
Al Hlae e dalia cleadl) cilS
2.6. Staff were polite and friendly.
5355 Piga deal) 3 4 OIS
2.7. Staff had my best interests at heart.
bl (alias ¢ saigy o sibsall S
2.8. Staff understood my specific needs.
B2l Jlalial o) sils sall agh
2.9. Staff were knowledgeable when
answering my questions.
i (e a1 aie 50 e g5l sall S
2.10. Hospital environment was clean and
comfortable.

dag jegdqdat adiall Ay el

2.11. Employees were well dressed and
neatly presented.
IS a5 B Gudhe (53 2 05l sall (IS

-

sl

2.12. Equipment was up-to-date
Hiaaa Glaadl i€

Sl 13 anddl)

M\@SJ}M\Q&J&J\aAP}\ﬁghw&Q\J&L_As(—a.uﬂ\ (&Y Lﬁ):‘;:‘

3oke JS (el me Gy & i e ey M) Bl i) elliad (g

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.

20



B guaiall Claddd) Basa 3

Meesala & Paul, ) dueall Cilad 5 xa anill doleal 4S Haall daddl) 80 o Aoyl lE (520 (oA ) palial) Dlaadll 3350
.(Nguyen & Nagase, 2019 & 2, WS 2018; Pekkaya,imamoglu & Koca, 2019

3. Perceived Services Quality:

Perceived services quality is the extent to which the perceived service quality result of the evaluation
process converges with the customer's expectations (Meesala & Paul, 2018; Pekkaya, Imamoglu &
Koca, 2019 as cited in Nguyen & Nagase, 2019) .

By (389l Y
Strongly
disagree

1)

adel Y
Disagree

@

Alaa
Neutral

®

G
Agree
4)

b éé\j
Strongly
agree

®)

3

Pty

Indicator

3.1. Hospital was conveniently located.
a0k 1 ge 53 il S

3.2. Direction signs were clear.
“\M‘) a\iy‘ e ;ULS}

3.3. Wards were designed with easy access
and were comfortable.
S5 L) Jgem sl Jemas Cun Al ppena o
ga e I

3.4. Staff were professional.
L yina Jand) (3 8 oS

3.5. Free medicine was available.
lalie el ) sl (S

3.6. The admission process was fast and
straightforward.
38k g Axy o J gl Aplee i<

3.7. Staff responded immediately when
called.
o Juai¥l die )l e ) sl pall o)

3.8. Staff showed genuine interest in
attending to my problems. ‘
Sl ) smny U Litin) (5l sl el

3.9. Staff were reliable in handling my
problems.
(AShie ae Jalaill (8 (48 i 50 ) ila sl (S

3.10. Hospital treatment was error-free.
elaa¥) e QA kil b M) S

3.11. Admissions staff were friendly and
courteous.

Oy (12539 ) 5318 J gl sk e

3.12. Staff responded promptly to my
requests.
bl gl e ) sila sall sl

3.13. I was provided with adequate
information about my health condition
Apnaall Jills e LS e sbeally (g3 3 6
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3.14. 1 was prescribed affordable medicines.
Agine s 4500 J Ciia g )

4 audl)
ebinadl e el Lia y (50 Al iy 5l (o e panay sl e pull 138 (s sing

3oke JS (el we Gy & i e a3 Bl i) elliad (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.

102l Lay .3
Nguyen & (& 2,5 WS 2007 «ISO) Aall e )l duse Dleadd (o (g pall 48 giall Al Aaill g8 Gy yall Lia )
.(2019 «Nagase

3. Patient Satisfaction:
Patient Satisfaction is the patient's ultimate expected result from the services of the healthcare
institution (1SO, 2007, as cited in Nguyen & Nagase, 2019).

Badi (58l gl ¥ adel Y Alaa il Badi (38 f Hisa
Strongly Disagree Neutral Agree Strongly
disagree @ @) 4) agree Indicator
(®)
1)

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

il il e () ) 5]

3.2. The quality of service | received met
my expectations.
(b g b Leiali Al Aeadd) 33 g

3.3. I am satisfied with my selection of
this hospital to
provide me with healthcare

Al \\;@g;ﬂ:s\&@;abui
daaall dle J)l i
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