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 إلى ووفقًٌ الىاجة هزا أداء على وأعاًًٌ والوعشفة العلن دسب لٌا سأًا الزي لله الحوذ
 الثحث هزا اًجاص

 هزا اًجاص على تعٍذ هي أو قشٌة هي ساعذًً هي كل إلى والاهحٌاى الشكش تجضٌل جىجها
 الوششف الأسحار تالزكش خصوا ات،صعىت هي واجهًٌ ها جزلٍل وفً الثحث

 هحوذ تلة تذسالقاسن:  دكحىس

 .الثحث هزا إجوام فً لً عىًا كاًث الحً القٍوة وًصائحه تحىجٍهاجه علً ٌثخل لن الزي
 

 الطثً القوسٍىى هىظفً كل ًشكش أى ٌفىجًٌ ولا
 

 الله تأرى له الوغفىس الً كزلك تالشكش واخص الذساسة فً صهلائً إلى تالشكش اجقذم كوا
 الغفىس عثذ عثاط دكحىس
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Abstract 

The study aimed to finding out the impact of implementation the electronic 

services system to the satisfaction of the Sudanese National Medical employees. 

The study followed the analytical descriptive method. The researcher used the 

questionnaire as a data collection tool. The study population represented the 

Sudanese medical employees of 57 employees. The total number of employees 

was 57 and the data were analyzed using SPSS. The study concluded that the 

implementation of the dimensions of the electronic services system its helps to 

increase the satisfaction of employees in the organization and from these 

dimensions (ease to use, confidentiality, safety and time-saving), where I found 

that the criterion of saving time in electronic services affects the satisfaction of 

employees in the medical board. The ease to use of electronic services affects 

the satisfaction of employees in the medical board, and it shows that there is an 

impact on the quality of e-services on the satisfaction of medical staff.  

The study recommended increasing the interest in applying the concept of 

electronic services in the health, service and banking sectors and the need to 

adopt other sectors to implement and develop the electronic services system. 

 

 

 

 

 

 

 

 

 



 و
 

 قائمة المختويات

  

  

   

  

Abstract 

   

   

  

 الفصل الاول
 منوجية البخث

 الفصل الثاني
 ادبيات البخث

 



 ز
 

 الفصل الثالث
 الدراسة الميدانية

 الفصل الرابع
وتخليل البيانات اجراءات الدراسة الميدانية  

 الفصل الخامس
 النتائح والتوصيات



 ح
 

 الملاخق

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 ط
 

 قائمة الجداول

الوسوً الىظٍفً

 

 

 

 



ً 
 

 قائمة الاشكال

الوسوً الىظٍفً

 



1 
 

  

 
. 

 

 



2 
 

 

.

        
          ) 

   (        
            

               
             

             
                

           
              

         



3 
 

  
            
         .

Hadji & Degoulet        
             

     .    
         

            
            

  .
Tsao         
             

  .           
              

        .     
             
        . 

 

 

 

 



4 
 

 

 

 

 

 

              
      

             
             

             
 

  
  



5 
 

  

          
    (  

 

 

    

  

 

 

 الوصذس اعذاد الذاسسة 8102م

 

 

 

 

 

 

 



6 
 

 

 

 

SPSS

 

حذود البحث :

 





7 
 

 

(,8002)

              
              
             



8 
 

              

           
Lovelock&Wirtz  ،8102) :           

     ,        
       Kotler&ex.el,2011  :  
                 
.

           
             

            
      : 

   :          
           

        

      2005    :     
            

               
      

        :    
           



9 
 

             
         .

 

Goldman ,2017

n,2010

 

 

https://ar.wikipedia.org/wiki/%D8%AA%D9%83%D9%86%D9%88%D9%84%D9%88%D8%AC%D9%8A%D8%A7_%D8%A7%D9%84%D9%85%D8%B9%D9%84%D9%88%D9%85%D8%A7%D8%AA_%D9%88%D8%A7%D9%84%D8%A7%D8%AA%D8%B5%D8%A7%D9%84%D8%A7%D8%AA
https://ar.wikipedia.org/wiki/%D8%AA%D9%83%D9%86%D9%88%D9%84%D9%88%D8%AC%D9%8A%D8%A7_%D8%A7%D9%84%D9%85%D8%B9%D9%84%D9%88%D9%85%D8%A7%D8%AA_%D9%88%D8%A7%D9%84%D8%A7%D8%AA%D8%B5%D8%A7%D9%84%D8%A7%D8%AA
https://ar.wikipedia.org/wiki/%D8%AA%D9%83%D9%86%D9%88%D9%84%D9%88%D8%AC%D9%8A%D8%A7_%D8%A7%D9%84%D9%85%D8%B9%D9%84%D9%88%D9%85%D8%A7%D8%AA_%D9%88%D8%A7%D9%84%D8%A7%D8%AA%D8%B5%D8%A7%D9%84%D8%A7%D8%AA


10 
 

 

    )   (
            
            
         .    
              
              

           
       

  parasuraman& Zeithml,1990      : 

  :        .
  :     .
  :         

             
   .

            
              
               

          and Berry Parasuraman, 
Zeithmal  , 0821:وًضكش هٌها ) 

             
           .



11 
 

           
           

           
      .

            
          .

           
 .

    
             

.

Zeithaml.et.al,2002,    
             

              
               

            
            

               
       .    

E-SERVQUAL
 Zeithaml, et. al. 2002

 

 



12 
 

    
             
:

 Ease Of Use       
Hamadi,

   :          
            

               
             

   Dhurup, et..al,

   :         
 ) 

 Save of time 

Meuter et. Al. ،8111) 

Moghadam, & Kaboly ،8101) 

 Auta,Time factor       
             

            
        .



13 
 

 Privacy and Security

Hongxiu,& 
Reima        

Hamadi,

           
             

             
         )8101) 

  
           

 : "      " ) 



14 
 

 

..

5002

           

                

              

                 

 .5002

http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857


15 
 

 

 

 

 

 

 5002

. 

. 

5002

http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857


16 
 

: 

0  

5 

. 

2 

. 

4 . 

2 

)0991 

 

: 

0  

. 

 

. 

 

. 

 : 

http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857


17 
 

0915 

2 : 

5004

3 : 

: 

 

. 

 

. 

4 : 

.

http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857
http://www.eldoonya.com/vb/showthread.php?t=14857


18 
 

0992

09220924

09225001

5005

52

 



19 
 

 

 

 

 

  

  

  

  

  



20 
 

31

5001

 



21 
 

 

 %
 %

% 

 
36.9

63.1

0.00%

10.00%

20.00%

30.00%

40.00%

50.00%

60.00%

70.00%

ذكر اوثي

36.90% 

63.10% 



22 
 

 %
 %

%
%
%

% 

 
26.2

33.829.2
9.21.5

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

سىت18-30 40-31مه
سىت

سىت50-41مه سىت60-51مه 60اكثرمه
سىت

26.20% 

33.80% 

29.20% 

9.20% 

1.50% 



23 
 

 %
 %
 %

 %
%
%

% 

 

 

21.544.612.3
10.87.7 3.1

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

40.00%

45.00%

21.50% 

44.60% 

12.30% 10.80% 
7.70% 

3.10% 



24 
 

 %
 %

 %
 %

%
% 

 
24.6

12.33.1
29.230.8 

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

طة ادارةاعمال اقتصاد تكانيف
ومحاسبتإداريت

اخرى

24.60% 

12.30% 

3.10% 

29.20% 
30.80% 



25 
 

الوسوً الىظٍفً

الوسوً الىظٍفً

 %
 %

%
%
%

%
%

% 

الوسوً الىظٍفً

 
21.5

10.812.36.2
1.513.833.8 

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

طبية محاسة رئيسقسم مدير رئيس
وحدة

مقدمخدمت اخرى

21.50% 

10.80% 
12.30% 

6.20% 

1.50% 

13.80% 

33.80% 



26 
 

 %
 %

%
%

%
69.2%

% 

 

 

27.726.216.9
7.712.39.2

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

5اقممه
سىواث

5 – 10

سىواث

11 – 15

سىت

16 – 20

سىت

سىت21-25 25أكثرمه
سىت

27.70% 
26.20% 

16.90% 

7.70% 

12.30% 

9.20% 



27 
 

 

 

30

- 

 



28 
 

  
 

  
  
  
  

 

 

 

 



29 
 

SPSSStatistical product and Service Solutions

  

      
 

      
  

 
 

  
 

  
 

     
 

      
 



30 
 

    

       

    

 

     



31 
 

    
 

 

     
   

 

 
 

 
 

    
 

 

     
  

 

    

       



32 
 

    

     

  

      
 

     
 

 
 

        
 

      
 



33 
 

    

     

      

    

     

       

        

       



34 
 

    

     

      

    

  

  
 

 
 

 
  

 
  

 



35 
 

 

 
 

  

   



36 
 

 

 

 

 

 

 

 

 

 



37 
 

  

 
 

 
  

 

 
 

 
  

 
5    

 
6 

 



38 
 

   

 

  

 
 

 
 

   
 

 

  
 



39 
 

   

 

 

 

 



40 
 

 -ج :فروض الثح

تتكونفروضانبحثمهالاتي:

0/

 

 



41 
 

 

 

 

 

 

 

 



42 
 

 مناقشة النتائج :

 

(,2016,Taso)

 

Agrawal, et.al.2014 

Kaboly&Moghadam,2015



43 
 







 



























44 
 

 الثاب الخامس

 والتوصيات النتائج

 : مقدمة

 النتائجاولا: 

0. 

 

5. 

 

2. 

 

 

 حانيا : التوصيات:

 

 

 

 

 



45 
 

 جوانة القصور في الدراسة:

 

 

 

 مقترحات لثحوث مستقثلية :

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



46 
 

 المراجع:

 اولا : المراجع العرتية:

 . 
       4 :   

.
 . 
               2004
            

"     30 
   .          :  

              
 ahar_2009aa@yahoo.comSwww. )

         
 .:   . 

                
 .          20

 

.
 

.  
       :   .
             

:     . 
         

     :     .
              
             
       2008

mailto:Sahar_2009aa@yahoo.com


47 
 

 

     "      
       "    

   . 
 

          ..     
              
             
      200
               

      2006

1. https://hrdiscussion.com/hr17020.htm 

2. Carlson, J. and O'Cass, A. (2010). Exploring the relationships between 
eservice equality, satisfaction, attitudes and behaviours in content-driven 
eservice web sites. Journal of Services Marketing, 24(2),112-127. 

3. Elisha Menson Auta, (2010), "E-banking in Developing Economy:
Empirical Evidence from Nhgeria", Journal of applied quantitative
methods, (2)5, 212-222 

4. Hamdi, C. (2010), "The Impact of Quality of Online Banking on 
Customer Commitment", IBIMA Publishing, Communications of the 
IBIMA, (2010), 1-8. 

https://hrdiscussion.com/hr17020.htm


48 
 

5. Jessica Santos. (2003). E-service quality: a model of virtual service 
quality dimensions"Managing Service Quality. An International Journal, 
13(3), 233-246. 

6. Li. Hongxiu and Suomi, Reima. (2007), "Evaluating Electronic Service
Quality: A Transaction Process Based Evaluation Model", In Remenyi,
Dan (editor) Proceedings of ECIME, The European Conference on
Information Management and Evaluation, Montpellier, 331 - 340. 

7. Lovelock, Christopher and Wirtz, Jochen. (2004) Servicees marketing, 
People, Technology, Strategy. (5th edition). USA: Pearson Education 
International 

8. Manilall Dhurup, Jhalukpreya Surujlal, Ephraim Redda. (2014) 
"Customer Perceptions of Online Banking Service Quality" Mediterranean 
Journal of Social Sciences, MCSER Publishing, Rome-Italy, 5(2), 587-
594 

9. Meuter, M.L., Ostrom, A.L., Roundtree, R.I., &Bitner, M.J. (2000). Self-
Service Technologies: Understanding Customer Satisfaction with 
Technology-Based Service Encounters. Journal of Marketing, 64, 50-
64. 

10. Moghadam, S. R. & Kaboly, M. R (2015), " Analysing Electronic 
Service Quality from Customer Point of View in Telecommunications 
Company of Esfahan", International Journal of Life Science and 
Engineering, 1(2) 39-44 

11. Zeithaml V, Parasuraman A. Service quality. Cambridge: 
Marketing Science Institute; 1990 

12. Zeithaml, V. A., Parasuraman, A. & Malhotra, A., (2002). "Service 
Quality Delivery Through Web Sites: A Critical Review of Extant 
Knowledge", Journal of the Academy of Marketing Science. 30(4), 362-
375. 

 
 



49 
 

 
 

 
 

//

 
)

 
:

) (

. 
 

 
 

 



50 
 

 

 :
 40  31  50  41

60  51
 :

 
 :

 

 : 

 

510  615  11 20- 
16  

 

 



51 
 

 سهىلت الاستخذام

     .

     
   .

 

 

     
.

      

 تىفير الىقت 

     
 .

    
 .

.3     
.

    . 



52 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



53 
 

 

 

 

 

 

    .

 
 

 

 

 

 

 

 

 

 


