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Abstract

This study aimed to investigate the impact of healthcare service quality on the satisfaction of
international patients in hospitals in the Kingdom of Saudi Arabia by examining the relationship
between the dimensions of healthcare service quality, namely Tangibility, Reliability,
Responsiveness, Assurance, and Empathy, and the level of international patient satisfaction. This
study was conducted in light of the increasing emphasis on improving healthcare services and

enhancing patient experience in alignment with the objectives of Saudi Vision 2030.

The study adopted a quantitative research approach and utilized a questionnaire as the primary
instrument for data collection. The questionnaire was distributed to a sample of international patients
who had received healthcare services in hospitals across the Kingdom of Saudi Arabia. After reviewing
the completed questionnaires and ensuring their completeness, the collected data were analyzed using
the Statistical Package for the Social Sciences (SPSS). Descriptive and inferential statistical methods
were employed, including frequencies, percentages, means, standard deviations, Cronbach’s Alpha,

Pearson Correlation Coefficient, and Linear Regression Analysis.

The findings revealed that the overall level of healthcare service quality provided to international
patients was high, and the overall level of patient satisfaction was also high. Furthermore, the results
demonstrated a statistically significant positive relationship between healthcare service quality and
international patient satisfaction. All dimensions of healthcare service quality had a positive effect on
patient satisfaction, with Empathy being the most influential dimension, followed by Responsiveness

and Reliability, while the remaining dimensions also showed high levels of influence.

Based on these findings, the study recommends the continuous improvement of healthcare service

quality by enhancing communication skills and empathy among healthcare providers, improving the

efficiency and speed of healthcare procedures and supporting services, strengthening translation and

communication services for international patients, and utilizing patients’ feedback to develop
continuous quality improvement plans. These efforts are expected to enhance the overall experience
and satisfaction of international patients while supporting the competitiveness of the healthcare sector

in the Kingdom of Saudi Arabia.

Keywords: Healthcare Service Quality, International Patient Satisfaction, Service Quality, SERVQUAL,

Hospitals, Kingdom of Saudi Arabia.
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