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Abstract

Objectives: This study aimed to evaluate the efficiency of urgent care department
management in public hospitals in Riyadh by analyzing four administrative and operational
dimensions affecting performance — administrative leadership and organization, operational
process management, human resource management, and material and technological resource
management — and by measuring the relationship of these dimensions with performance
efficiency indicators, service quality, and patient satisfaction.

Study Location: Urgent care departments in public hospitals in Riyadh, Kingdom of Saudi
Arabia.

Methodology: The study adopted a descriptive-analytical quantitative approach using a 37-
item electronic questionnaire across six axes, administered to a sample of 126 staff members
(physicians, nurses, administrators, quality and patient-safety officers, and department
supervisors). Validity and reliability were confirmed, with Cronbach's alpha coefficients
ranging between 0.82 and 0.93. Data were analyzed in SPSS using means, standard
deviations, Pearson correlation, multiple linear regression, t-tests, and one-way ANOVA.

Results: Overall management efficiency was high (mean = 3.65). Leadership and
administrative organization ranked highest (3.80), followed by operational process
management, performance efficiency indicators, material and technical resources, and
service quality and patient satisfaction, with human resource management ranking lowest
(3.57). Regression analysis showed the four administrative dimensions jointly explained 62%
of the variance in performance efficiency (R? = 0.62), with operational process management
the strongest predictor (Beta = 0.36), followed by leadership and organization (Beta = 0.24),
material and technical resources (Beta = 0.22), and human resource management (Beta =
0.19). A strong positive correlation was found between management efficiency and service
quality/patient satisfaction (r =0.71). Statistically significant differences in efficiency ratings
were found according to job title and years of experience, but not according to gender.

Recommendations: The study recommends adopting clear operational plans for peak-
demand periods, improving the medical triage system, reviewing the adequacy and
distribution of nursing and medical staff, developing health information systems with
electronic links to laboratory, radiology, and inpatient units, and measuring patient
satisfaction periodically to inform performance-improvement plans.

Keywords: Management efficiency, urgent care, public hospitals, operations management,
service quality, patient satisfaction.
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