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Abstract

This study aimed to explore the impact of healthcare service quality in its various
dimensions (tangibility, reliability, safety, responsiveness, and empathy) on user satisfaction
at King Abdulaziz Medical City for the National Guard in Riyadh. The descriptive-analytical
approach was used, and a questionnaire was distributed to a sample of 100 patients who
received healthcare services in government hospitals. Descriptive-analytical methods and

appropriate statistical techniques were employed to analyze the data.

The study results showed a statistically significant effect between healthcare service
quality and user satisfaction. It was found that the five dimensions of healthcare service
quality (tangibility, reliability, safety, responsiveness, and empathy) had a significant and
important impact on user satisfaction, with tangibility, safety, and responsiveness being the

most influential dimensions.

The study recommended investing in the modernization and maintenance of
medical facilities and equipment to ensure the provision of high-quality healthcare services.
It also suggested implementing and updating safety procedures regularly to ensure the
protection of users and medical staff, and hiring an adequate number of medical personnel
and enhancing communication systems within the city to ensure a quick and effective

response to users' needs.

Keywords: Healthcare Service Quality, User Satisfaction, King Abdulaziz Medical

City for the National Guard in Riyadh.
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