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Abstract

This study aimed to measure the impact of patient experience management, across its
four dimensions: communication quality with service providers, physical environment and
facilities, ease of access and waiting time, and respect for patient rights and involvement in
decision-making, on beneficiary satisfaction and recommendation intention in outpatient
clinics of Madinah hospitals. The study adopted a descriptive-analytical approach, using a
questionnaire distributed to a proportional stratified sample of (412) beneficiaries from six
hospitals affiliated with the Madinah Health Cluster. The results revealed that the
beneficiaries' perception of patient experience management was moderate, with a mean score
of (3.60), while satisfaction and recommendation intention scored a mean of (3.58). Multiple
regression analysis demonstrated that the combined dimensions of patient experience
management explained (70.1%) of the variance in beneficiary satisfaction and
recommendation intention, with a correlation coefficient of (0.837) at a significance level of
(& <0.05). Communication quality emerged as the most influential dimension, followed by
ease of access and waiting time, then respect for patient rights, and finally the physical
environment. The study recommended developing training programs for communication
skills, improving waiting time management mechanisms, and enhancing patient involvement

in clinical decision-making.

Keywords: Patient Experience Management, Beneficiary Satisfaction, Recommendation

Intention, Outpatient Clinics, Madinah Hospitals.
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