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Abstract

This study aimed to measure the impact of healthcare service quality—across its five dimensions
defined by the SERVQUAL model (tangibles, reliability, responsiveness, assurance, and empathy)—on
enhancing beneficiary satisfaction with healthcare services in hospitals in Riyadh. This comes amid the

growing focus on quality and improving patient experience within the Saudi healthcare sector.

The study adopted the descriptive—analytical method as it is suitable for examining relationships
between variables. A questionnaire was used as the main data collection tool, designed in accordance
with the SERVQUAL model and established satisfaction criteria. The study sample consisted of 92
beneficiaries who visited hospitals in Riyadh and were selected purposively to ensure diversity in
demographic characteristics. The study population included all beneficiaries of healthcare services in

both public and private hospitals in the city.

The results revealed a high level of perceived healthcare service quality and similarly high levels of
overall satisfaction among beneficiaries. Statistical analysis further demonstrated a strong and significant
positive relationship between healthcare service quality and beneficiary satisfaction, with the correlation
coefficient reaching (R = 0.844). Additionally, regression analysis showed that healthcare service quality
explains 71.3% of the variance in beneficiary satisfaction, indicating the substantial impact of the five
quality dimensions. The findings also highlighted that the assurance and reliability dimensions were the

most influential compared to other service quality dimensions.

Based on these results, the study recommends that healthcare institutions in Riyadh and across the
Kingdom enhance their service quality by improving assurance and reliability levels, developing staff
communication and empathy skills, upgrading service environments, simplifying procedures, and
improving responsiveness, which directly contribute to increasing beneficiary satisfaction and

enhancing their overall healthcare experience.

Keywords: Healthcare service quality; beneficiary satisfaction; SERVQUAL model; tangibles;

reliability; responsiveness; assurance; empathy; hospitals; Riyad
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¢y (Std. Error of the Estimate) il (gjluall Uadll Zad of jeday LS L3S0l
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g zasalll o Ao Ja Lo cGaas Liadiie (ssiuse (Std. Error = 0.36244) juill (g5l
cCpaficsal) Liayy gonll 8 48l (e B2 Ay

75



G5 «Cpuiall Liay cilaaas (g9l aal Jia QLY ad o ) dedine i) oda i
-0l Aaey cbkdieal Ja0s sl clodl) a8 ve aginad J€E b lga 1

Ol 2l ANOVA Lid) :(28) Jgaad)

AV Ggiwa | F dad Silaa yal) Janygia ilaa Glaayall goana
.Sig Mean Square | gf il Sum of Square
0.000 224.377 29.457 1 29.475 Jlaady)
- - 0.131 90 11.823 Alsad)
- - - 91 41.297 Ay

Jiinse 5aiaS L) 2ey (sl z3ga3 AV laaly Galald) (28) Jsaadl il cjeli]
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