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Abstract:

Research Objective: This study aims to investigate the impact of service quality
on customer satisfaction in oncology clinics, with a focus on the Saudi German

Hospital in Jeddah, Kingdom of Saudi Arabia.

Research Methodology: The researcher utilized the descriptive analytical
approach in conducting this case study. Data was collected through a survey of
a sample of customers visiting the oncology clinics at the aforementioned

hospital.

Research Findings: The results showed a statistically significant positive
relationship between the quality of services provided in the oncology clinics and
customer satisfaction. It was also found that the tangible aspects of the service,
reliability, and responsiveness were the dimensions with the greatest impact on

customer satisfaction.

Theoretical Contribution: This research contributes to enriching the theoretical
literature related to service quality and customer satisfaction in the healthcare

sector, particularly in the field of cancer treatment.

Practical Applications: The findings of this study provide practical guidance
for the hospital management to improve the quality of services provided in
oncology clinics, which will positively reflect on customer satisfaction and

loyalty.

Keywords: Service quality, customer satisfaction, oncology clinics, Saudi

German Hospital.
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Al Al & pitia G LS YY) Edlalaa 111 Jgia

£ anlf Lia ilalasl Lugald)  Alaiuy) oyl aliey) sal)
697** 681+ 672%* T4T** T73%* 1 Pearson
Correlation
. . Lalaic Y
<.001 <.001 <.001 <.001 <.001 Sig. (2-tailed) =¥
80 80 80 80 80 80 N
767%* 743%* 704%* 832%* 1 773%* Pearson
Correlation
. . Sl
<.001 <.001 <.001 <.001 <.001 Sig. (2-tailed)
80 80 80 80 80 80 N
780%* 783%* 639%* 1 832%* T747** Pearson
Correlation
. . iy
<.001 <.001 <.001 <.001 <.001 Sig. (2-tailed)
80 80 80 80 80 80 N
726+ 704%* 1 639%* 704** 672%* Pearson
Correlation
. . daa galall
<.001 <.001 <.001 <.001 <.001 Sig. (2-tailed)
80 80 80 80 80 80 N
810%* 1 704%* 783%* 743%% 681%* Pearson
Correlation
. . Cilala)
<.001 <.001 <.001 <.001 <.001 Sig. (2-tailed)
80 80 80 80 80 80 N
1 810%* 726%* 780%* 767%* 697%* Pearson
Correlation
. . Sl Lis
<.001 <.001 <.001 <.001 <001  Sig. (2-tailed) b2
80 80 80 80 80 80 N

*Correlation is significant at the 0.01 level (2-tailed).
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& lanll a3 Jde pxiaS :t_ubﬂ\ Jas (‘}?LAA\) 230l B3 om Regression Analysis

_@lﬁ eSS
Model Summary
Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .8572 .735 731 179
a. Predictors: (Constant), BABCD
ANOVA?®
Model Sum of Squares df Mean Square F Sig.
1 Regression 6.899 1 6.899 215.810 <.001°
Residual 2.494 78 .032
Total 9.393 79
a. Dependent Variable: ABCDF
b. Predictors: (Constant), BABCD
Coefficients?®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .230 .071 3.236 .002
BABCD .828 .056 .857 14.690 <.001
a. Dependent Variable: ABCDF
R=0.857
£5aalf L daadl) Baga
R?=0.735
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Model Summary
Adjusted R

Model R R Square

Square

Std. Error of the

Estimate

1 .8652

.748

.731

.185

a. Predictors: (Constant), cle¥! At G salall Zoalaie ) alaladll

ANOVA=®
Model Sum of Squares df Mean Square F Sig.
1 Regression 7.539 5 1.508 44.013 <.001°
Residual 2.535 74 .034
Total 10.074 79
a. Dependent Variable: BABCD
b. Predictors: (Constant), cke¥! Akain¥ G salall Goslaie ¥ Calaladll
Coefficients?®
Unstandardized Standardized 95.0% Confidence Interval for
Coefficients Coefficients B
Model B Std. Error Beta t Sig. Lower Bound = Upper Bound
1 (Constant) 144 .083 1.745 .085 -.020 .309
Alaicy) .041 .096 043 432 .667 -.150 .233
oY) 128 A11 140 1.152 .253 -.093 .349
Ayl .180 .100 216 1.793 .077 -.020 .380
A galall .225 .101 204 2.236 .028 .025 426
alalall .287 .082 .364 3.490 <.001 123 451
a. Dependent Variable: BABCD
dgalaiey)
Sl
W
wo
Sl L, Hc R=0.865¢ R?=0.748 Laiuy)
Hd
He
L galal)
Cilalail)
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oudad)

Frequency Percent Valid Percent Cumulative Percent

Valid  ss 29 36.3 36.3 36.3

< 51 63.7 63.7 100.0

Total 80 100.0 100.0

and
Frequency Percent Valid Percent =~ Cumulative Percent

Valid 30 ¢e B8 48 60.0 60.0 60.0

3040 21 26.3 26.3 86.3

40 50 S 10 12.5 12.5 98.8

50 o SI 1 1.3 1.3 100.0

Total 80 100.0 100.0

i) (5 giunal)
Frequency Percent Valid Percent =~ Cumulative Percent

Valid  ple alas 13 16.3 16.3 16.3

o) NS 65 81.3 81.3 97.5

el 2 2.5 2.5 100.0

Total 80 100.0 100.0

At gl 38 sl
Frequency Percent Valid Percent = Cumulative Percent

Valid  <abise e 45 56.3 56.3 56.3

b 5 33 41.3 41.3 97.5

Jueel da ) 2 2.5 25 100.0

Total 80 100.0 100.0

Rotated Component Matrix®

Component
1 2 3 4
A1 779
A2 732
A3 .662
Ad .622
B1 490
B2 .646
B3 770
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B4 .706

C1 .455

c2 757

c3 .568

ca .568

D1 .678

D2 .553

D3 .665

D4 .783

D5 .664

F1 579
E2 .805
F3 .743
F4 737

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.?2

a. Rotation converged in 9 iterations.

Descriptive Statistics

Mean Std. Deviation Analysis N Missing N
A1 1.25 .540 80 0
A2 1.30 513 80 0
A3 1.16 434 80 0
A4 1.21 441 80 0
B1 1.16 434 80 0
B2 1.26 497 80 0
B3 1.19 453 80 0
B4 1.24 484 80 0
C1 1.30 .560 80 0
C2 1.21 469 80 0
C3 1.29 578 80 0
C4 1.35 .638 80 0
D1 1.21 469 80 0
D2 1.18 444 80 0
D3 1.11 .356 80 0
D4 1.08 .309 80 0
D5 1.27 527 80 0
F1 1.26 497 80 0
F2 1.26 .545 80 0
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F3 1.30 .560 80 0
F4 1.25 .540 80 0
Rotated Component Matrix®
Component
1 2
BA1 .907
BA2 .828
BB1 791
BB2 792
BB3 .690
BC1 .892
BC2 .642
BD1 .667
BD2 .526
Extraction Method: Principal
Component Analysis.
Rotation Method: Varimax with Kaiser
Normalization.?
a. Rotation converged in 3 iterations.
Descriptive Statistics
Mean Std. Deviation Analysis N Missing N
BA1 1.20 461 80 0
BA2 1.21 469 80 0
BB1 1.18 414 80 0
BB2 1.15 .393 80 0
BB3 1.15 .393 80 0
BC1 1.13 402 80 0
BC2 1.15 .393 80 0
BD1 1.30 .560 80 0
BD2 1.43 .652 80 0
Item-Total Statistics
Scale Corrected Squared Cronbach's
Scale Mean if Variance if Item-Total Multiple Alpha if Item
Iltem Deleted  Item Deleted Correlation Correlation Deleted
FEPAY] 4.94 2.051 .801 .657 914
oYl 4.96 1.944 .866 .768 .901
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EEESROY] 4.88 1.858 .853 .766 .903
A galdll 5.00 2.212 751 .591 .924
abaladll 4.90 1.831 816 .688 913
Item-Total Statistics
Scale Mean Corrected Squared Cronbach's

if ltem Scale Variance ltem-Total Multiple Alpha if Item

Deleted if Item Deleted Correlation Correlation Deleted
Ol sall el 3.66 1.250 757 .630 .828
Ole¥l g sl 3.7 1.308 .825 .725 .813
s salall Ul 3.73 1.351 .748 .598 .838
Al Sl 3.50 1.005 .700 491 .884

Descriptive Statistics
Std.
N Range  Minimum Maximum Mean Deviation = Variance

Statistic _ Statistic _ Statistic Statistic Statistic Std. Error  Statistic Statistic
Aalaie Y 80 2 1 3 1.23 .041 371 137
oy 80 2 1 3 1.21 .044 .390 152
Alaiay) 80 2 1 3 1.29 .048 429 .184
s sl 80 2 1 3 1.17 .036 .323 .104
ablal) 80 2 1 3 1.27 .051 453 .205
ABCDF 80 2 1 3 1.23 .039 .345 119
Valid N 80
(listwise)

Descriptive Statistics
Std.
N Range  Minimum Maximum Mean Deviation = Variance

Statistic ~ Statistic = Statistic Statistic Statistic Std. Error  Statistic Statistic
Ol sl Alai 80 2 1 3 1.21 .045 403 163
BN PR 80 2 1 3 1.16 .039 .352 124
Lasaldll aldadll 80 2 1 3 1.14 .040 .356 126
A8l Sl 80 2 1 3 1.36 .062 .557 .310
BABCD 80 2 1 3 1.21 .040 .357 128
Valid N 80
(listwise)
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Correlations

Lol Alaiu) LVl A8 ) alad)

AolaeYl gl L) Lwgld)  Gillall  ABCDF o O . isil  BABCD
iulieY)  Pearson Correlation 1 773" 747" 672" .681" .868" 651" 679" 524" .563" 697"
Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
oka¥) Pearson Correlation 773" 1 .832" .704" .743" .914" 764" .759" .540" .595" 767"
Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
Aaiu) Pearson Correlation 747" .832" 1 .639" .783" .907" .696™ .695 537" 745" .780"
Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
4msddl  Pearson Correlation 672" .704" .639" 1 704" .840" .670" .733" .642" .505" 726"
Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
ilaladl) Pearson Correlation .681" 743" .783" 704" 1 .892" .818™ 729" .563" .694" .810"
Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
ABCDF Pearson Correlation .868" .914" .907" .840" .892" 1 .817" .813" .635" .706" .857"
Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
Al sl Pearson Correlation .651" 764" .696™ .670" .818" .817" 1 778" .638" .621" .863"
b Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
WYl, 4l Pearson Correlation .679” .759” .695™ 733" 729" .813" 778" 1 752" .651" .916™
o Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
Al__sladl Pearson Correlation .524” .540" .537" .642" .563" .635™ .638™ 752" 1 .624™ .844™
Lusdl Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
Al ) Pearson Correlation .563" .595™ 745" .505" .694” .706™ .621" .651" .624” 1 .854™
Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80
BABCD Pearson Correlation .697" 767" .780" 726" .810" .857" .863" .916" .844" .854" 1

Sig. (2-tailed) <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001 <.001
N 80 80 80 80 80 80 80 80 80 80 80

**_Correlation is significant at the 0.01 level (2-tailed).
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