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https://forms.gle/WRkvap3j65fhtUKLS : i) ki

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
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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 Mohammed via

email: osamah.m.a@hotmail.com

Questionnaire link: https://forms.gle/\WRkvap3j65fhtUKL8

Jaall aliad) aae kial) g uiiall
Nguyen & Nagase 4-1 ddendl
(2019) 5-9 Jelal Alalill 335l 351y
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10-6 48 ¢ gall By el laadll 35
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Section 1: General Information

dalald) il 11 andl

LSOl Al e sl aibadll JsY) andl) J gl

e O il i) i) ¢ llind (pe

The first section will examine about participants' demographic characteristics.

Please, choose your appropriate answer for each question.
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1.1. Gender i)
OMale K0
OFemale & d
1.2.  Age Groups andl
OLess than 21 years 14w e ds O

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

OFrom 5 Oto Less than 60 years

430 e J8 N 21 0 O
440 e J8 N30 o O
450 e J8 N 40 o O
4 60 o J8 N 50 o O

O From 60 years and over Sisi.600
1.3. Marital Status e laiay) fgu\
O Single el O
O Married 2 5.5 00
O Divorced Sl O
O Widowed Je O
1.4. Education Level u.uh.m 6 Sieal)
O Diploma or lower Jild o5l O
O Bachelor sl O
O Master Siale O
O Doctoral oy 5iSa O
1.5. Your Occupation dlilga
O Government sector employee o sSa gl Cals oo O
O private sector employee sala g Uad (s oo [
O Unemployed il e ye O
O Retired el O
O General labor dle Alee O

1.6. Full Experience

5ad) < i aas

O Less than 5 years. Sl s B e g8 O
O 5-10 years. < s 10-5 O
O 10-15 years. 4.15-100
O 15-20 years. 4 20-15 0
O More than 20 years. 1w 20 o s O
1.7. Method of paying hospital fees eddial) a g ads 48, 3k
O Insurance ol O
O Personal payment il aadl O
Ol 12 Al

sbsinnall 8 ALl 33 5al) 5 Gk 53e G i le e andll 138 (5 ging
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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.

sAlalil) Bagall 50 2
rf;@w}ﬁ)}@}\ e@ﬁ\_\sjj(a@jl;l;\;\ )gﬁyd‘}aw:-w\ 4La)\ Q\wﬁ)ﬁmu@w&&w\bd)ﬂ\ﬁjb\
-BAPLAGL

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.

a8y Gl Y laa a8 g 39 gl Hasa
Bady Disagr | Neutral | Agree Bady
Strongl ee 3) 4) Strongl Indicator
y (2 y agree
disagre (5)
e
@

2.1. Services were provided.

laxdll b g S
2.2. 1 was informed when services would
be performed.

2.3Staff were available when needed.
Aalal) die fpalia 58k gall S
2.4. Medical and non-medical services
were provided promptly.
N Al e g dpkl Glaaddl s &
2.5. Round-the-clock services were
available.

Aelul jlae Je dalie cleadll cuilS
2.6. Staff were polite and friendly.
9399 Dge Jaadl 3y 8 IS
2.7. Staff had my best interests at heart.
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bl (allas ¢ saig o sibasall S
2.8. Staff understood my specific needs.
Sl Slalia) ¢ sils gl agd
2.9. Staff were knowledgeable when
answering my questions.

il e Lay) sie 4y e sl pall oIS
2.10. Hospital environment was clean
and comfortable.

a&w‘%} - .“I. . L e “ K:I;L.I Q}\S

2.11. Employees were well dressed and
neatly presented.
IS pgasal s s B (adle 055 3 O silasall OIS
L

2.12. Equipment was up-to-date
s Alaadl cwilS

i) 13 anidl
L n“‘;j'&)yam \u&&\ﬁapﬁ\ydhwﬁ\Jm&c?ﬂ\\&Lﬁjﬁaﬁ

Bobe JS el ae Gy i e a2 80 fia) dlliad (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.

3 paia) Claddll 3253 3
Meesala & Paul, ) dueall Cilad 5 g apill Ailaal 5 ) poaliall Aaadll 335 dafii )8 20 (A B ) puaiall Gleadll 335
(2018

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).

)

(6)

B 5l gl ¥ ey Alaa @8 gl B (58l gl e
Strongly | Disagree | Neutral Agree Strongly
disagree (2) (3) (4) agree Indicator

3.1. Hospital was conveniently located.

e gign 5 il IS
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3.2. Direction signs were clear.
el g olatyl e Cuils
3.3. Wards were designed with easy
access and were comfortable.
il L) Jpasl) Jens Cumy Ania) mpanai o
e I

3.4. Staff were professional.
(8 yiaae Jaall B 8 S
3.5. Free medicine was available.
Jalia Jlad) ol sall (S
3.6. The admission process was fast and
straightforward.
Bila g Ay pu J sl Aplee il
3.7. Staff responded immediately when
called.
e Jua) die )l e il gall ol
3.8. Staff showed genuine interest in
attending to my problems.
(JSUiie (g ) grany Ui Galcial (il sall il
3.9. Staff were reliable in handling my
problems.
LS pe Jalail) (4 6 e 5k gall (IS
3.10. Hospital treatment was error-free.
sl e WA dsiua) e S
3.11. Admissions staff were friendly and
courteous.

Omdgay (350 g ) IS J sl sl g

3.12. Staff responded promptly to my
requests.
bl 5 e ) silh sall i

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

Aaall s e AN Gl sbeally 5215 35 a0 8
3.14. | was prescribed affordable
medicines.

14 i)

L&l e as yal) L s ddlaiall & Hhsall (e de geaar Al e andll 138 (g ging

Questionnaire - Section 4
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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.

HE_ S L B
.(2019 <Nguyen & Nagase) all dle Hll dise Cladd o (g jall 428 fial) gl Aaiill ga (iag jall Lia
3. Patient Satisfaction:

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

Bada éé\}i Y

TR Llaa @iy Bady (3814 Hisa
Strongly | Disagree | Neutral Agree Strongly
disagree ) ©) (4) agree Indicator
()
@

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

silad il e yal ) Ul
3.2. The quality of service | received
met my expectations.

(5 b Ll ) Lasd) 53 5n
3.3. | am satisfied with my selection of
this hospital to
provide me with healthcare

il 13¢] 5 lia) (e (gl ) U
aal e B J A5
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Abstract

Purpose: The study aimed 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: 385 questionnaires were collected and distributed to patients
who received medical care in 10 hospitals in the study area in May 2024. The
collected questionnaires were analyzed using the Statistical Package for the
Social Sciences (SPSS) program, in addition to the structural equation
modeling technique.

Findings:

Originality & Implication:

Keywords: Quality, Total Quality Management, Patient Satisfaction, Perceived
Service Quality, Riyadh Region.
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