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Abstract

In recent years, healthcare systems around the world have undergone significant
transformations aimed at improving the quality of healthcare services and enhancing patient-
centered care. Modern healthcare institutions are no longer evaluated solely based on their
clinical capabilities or the availability of advanced medical technologies. Instead, increasing
attention has been directed toward the overall patient experience, which reflects the quality of
interactions, administrative processes, communication practices, and service delivery that

patients encounter throughout their healthcare journey.

Within this context, the management of patient affairs plays a critical role in shaping the
patient's experience inside hospitals. It represents the intersection where administrative
procedures, organizational practices, communication systems, and healthcare services
converge to influence how patients perceive the quality of care they receive. Consequently,
improving administrative efficiency, strengthening communication channels, and enhancing
service quality have become essential components in building a positive and supportive

healthcare environment.

This study aims to examine the role of administrative practices, communication quality,
and service quality in improving patient experience in hospitals. The study is based on the
premise that effective administrative management and clear communication systems can
significantly influence patients’ perceptions of healthcare services, thereby shaping their overall

experience within the healthcare institution.

To achieve the objectives of the study, a descriptive analytical approach was adopted. A
structured questionnaire was developed as the primary data collection instrument, designed to
measure the key dimensions of the study. The questionnaire was distributed to a sample of
healthcare employees, with a total of ¢ .. respondents participating in the study. The collected

data were analyzed using the Statistical Package for the Social Sciences (SPSS) through




several statistical techniques, including descriptive statistics, reliability analysis, correlation
analysis, multiple regression analysis, and statistical tests for differences based on

demographic variables.

The study seeks to provide a deeper understanding of how administrative efficiency,
communication effectiveness, and service quality interact to shape patient experience within
hospitals. The findings of this research are expected to contribute to the growing body of
knowledge in healthcare management by highlighting the importance of integrating

administrative excellence with patient-centered service delivery.

Furthermore, the study offers practical insights that may assist hospital administrators,
healthcare managers, and policymakers in designing strategies aimed at improving patient
experience and increasing patient satisfaction. By emphasizing the role of administrative and

organizational factors in healthcare service delivery, this research contributes to the broader

efforts to enhance healthcare quality and promote patient—centered healthcare systems.

Ultimately, this study provides a conceptual and empirical foundation for future research on
patient experience and healthcare service improvement, supporting the ongoing transformation

toward more responsive, efficient, and patient-oriented healthcare institutions.

Keywords

Patient Experience, Patient Affairs Management, Administrative Practices, Communication
Quality, Service Quality, Healthcare Quality, Patient Satisfaction, Hospital Management,

Healthcare Services, Quality Improvement.
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Gender

Frequency

Valid Percent

Cumulative
Percent

Male
Female
Total

237
163
400

593
408
100.0

59.3
100.0

Frequency

Valid Percent

Cumulative
Percent

99
153
108

40
400

248
383
27.0
100
100.0

248
63.0
90.0
100.0

Highest qualification

Frequency

Percent

Valid Percent

Cumulative
Percent

Diploma
Bachelor
Master+
Total

73

k]
-

103
400

18.3
56.0
258
100.0

1683
56.0
258
100.0

18.3
74.3
100.0

Years of experience

Frequency

Percent

Valid Percent

Cumulative
Percent

<5 years
5-10 years
=10 years
Total

106
189
105
400

26.5
473
26.3
100.0

26.5
47.3
26.3
100.0

26.5
73.8
100.0
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Correlations

Correlations

SERVQ_MEA
ADMIN_MEAN | COMM_MEAN N PX_MEAN

ADMIN_MEAN Pearson Correlation 1 -019 -.010 019
Sig. (2-tailed) 702 837 699
M 400 400 400 400
COMM_MEAN Pearson Correlation 1 017 -.025
Sig. (2-tailed) 733 614
M 400 400 400
SERVQ_MEAN  Pearson Correlation 017 1 008
Sig. (2-tailed) . 733 872
M 400 400
PX_MEAN Pearson Correlation . -.025 . 1
Sig. (2-tailed) . 614
M 400 400 400
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Histogram with Normal Curve for ADMIN_MEAN

Mean = 4.01
Std. Dev. = 158
N = 400

Frequency
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Histogram with Normal Curve for COMM_MEAN

Mean = 4,00
Std. Dev. = 182
N =400
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Histogram with Normal Curve for SERVQ_MEAN

Mean =4.01
Std. Dev. = 197
N =400
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Histogram with Normal Curve for PX_MEAN

Mean = 4.00
Std. Dev, = 156
N =400
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Sum of
Model Squares df Mean Square

1 Regression 010 3 003
Residual 9642 396 024
Total 9,652 3499
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Sum of
Squares df Mean Square
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