gl daaly

|
IDOCEAN -
UNIVERSITY P

s 5a) (anads | ad

tolsins JleeY) Bylal 8 iicalall da )y bl JLeSin adke das

OF Cptiial) Ly juai B Basad) yulea Gudii
cali) Lsa b Laaal) clasdl

(oAl Linte b Clbdiua) Saala o Lk Lupy)

Graladl (s auy s Aial)

251002306

[y

A .o Laall ae Jaudll. s

21447-1446 sy



| Mid Ocean University

M I D O C E A College of Business Administration

UNIVERSITY | Department / Major: Business
Administration

A Research Project Submitted in Partial Fulfillment of the Requirements for
the Master’s degree in Business Administration, entitled:

The Impact of Applying Quality Standards on
Enhancing Beneficiary Satisfaction with
Health Services in Riyadh

(A Practical Study on Hospital Visitors in the City of Riyadh)

Researcher: Reem Hassan Alameri

Student ID: 251002306

Supervised by:

Dr. Al-Faisal Abdulhamid Dr. Fayez Jarad

Academic Year: 2024-2025



Ll sadle

Zisal (35 Aawedl) Laloly Lol clodll o 1 Geld 1) duhall sda s
Oe Ol Ly Gujes b (cablaall (ole¥) cdilaial) cdnlae¥) duusaldll) SERVQUAL
doyad Cpeendy Bagalls laa¥) aln Jb 8 el (palil) dnse Gl b Gl Glesl
casnad) aall g Ul b iyl

«hpriall n Ll dul) dapal dieedlal sl dagll mgiall e duhll Gadicl
ey SERVQUAL #3505 (35 lgasanal i Sillg eclilad) mand G 81018 dilan) caeadind
o) (bl dne Glbadivdl gxalye e 1 (92) Luhl) due cifia sadiedl L))
oo Onatinsal) paan Jads 28 Lushll adine Wl A8l geall (ailadl) & 455 lacal dale 4y
Loabl Aiae Lalally Lo sSall a8 daall cilessl

Liayll Gty lacsging damall laddl) 5aga audl (e adipe (S5icas dsag gl Cyeli]
Cilardl 835 G Allag s Loyl ABDe 35a5 (e Ailian) il i LS cilerdll e alal)
s ] celly ) i) (R = 0.844) Lalay¥) Jales a1l dan Cpauiicadll Linyg dpaall
e ccpaiivnall Liny (8 cplidl) (g (%71.3) dins Lo s Losaall @ilasdl) 53sa of lassV)
Ly 3 il SV Lea dslaieVls e ey o s -52sal) et Sl il 88 e Oy
bl A 4yl ¢psiv)

ASLeall (3halie Ay (b Abae & demall Clawgall Auhll ag @bl e plg
Chlga pshaig cdalae¥ly Ol s Cpand DA e Laall ladll s3ga J3ad 8y
ey (peandy (lebal) sty (deddll Gl asady cihalailly dealgill 8 daall olssl)

paall wginnd Cpualy Ceviiall Ly (g5iee ad) (b dle e gl W cdilanny)

Aaugalall SERVQUAL g dsai ¢ Gatsiionall Ly (dinual) ciladdl) 5aga :dualidall cilals))
-kl Lgae colddionl) ccilalail) (oled) Ailaia) dualaey)



Abstract

This study aimed to measure the impact of healthcare service quality—across its five dimensions
defined by the SERVQUAL model (tangibles, reliability, responsiveness, assurance, and empathy)—on
enhancing beneficiary satisfaction with healthcare services in hospitals in Riyadh. This comes amid the

growing focus on quality and improving patient experience within the Saudi healthcare sector.

The study adopted the descriptive—analytical method as it is suitable for examining relationships
between variables. A questionnaire was used as the main data collection tool, designed in accordance
with the SERVQUAL model and established satisfaction criteria. The study sample consisted of 92
beneficiaries who visited hospitals in Riyadh and were selected purposively to ensure diversity in
demographic characteristics. The study population included all beneficiaries of healthcare services in

both public and private hospitals in the city.

The results revealed a high level of perceived healthcare service quality and similarly high levels of
overall satisfaction among beneficiaries. Statistical analysis further demonstrated a strong and significant
positive relationship between healthcare service quality and beneficiary satisfaction, with the correlation
coefficient reaching (R = 0.844). Additionally, regression analysis showed that healthcare service quality
explains 71.3% of the variance in beneficiary satisfaction, indicating the substantial impact of the five
quality dimensions. The findings also highlighted that the assurance and reliability dimensions were the

most influential compared to other service quality dimensions.

Based on these results, the study recommends that healthcare institutions in Riyadh and across the
Kingdom enhance their service quality by improving assurance and reliability levels, developing staff
communication and empathy skills, upgrading service environments, simplifying procedures, and
improving responsiveness, which directly contribute to increasing beneficiary satisfaction and

enhancing their overall healthcare experience.

Keywords: Healthcare service quality; beneficiary satisfaction; SERVQUAL model; tangibles;

reliability; responsiveness; assurance; empathy; hospitals; Riyad
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