Vol. 22 (2) 2021 | ALaLal) 33 gad) 5_03) Alaa

ALalid) 5 gal) 5040 Alaa
(ﬁ Journal homepage:

http://journals.sustech.edu/

—alall & adli3al—ac
DEANSHIP OF SCIENTIFIC RESEARCH

dnall kel dadd o« uapally Gablaall Cpudsdioal) cils Lbai)

AL zSa jatkll Jgana o allue e el i cpallalee

: aliiall
Ll gydase Al Ay st ye domeall luwsall 8 el 839n (ggie Ajra ) Aual) 228 i
ol Aol At GHLY Ll auiill B Leayall Jania ) Gl Cien LS L (ralall il bdi)
OS ke 135 e (gsiena o s Aail) Caaag 138 1Ahaal) e degene ) anill Clesinge Jasaly (A8lS
Ui e Adlie o Agtns e Gla¥) Gans 8 b 8 ) gl Ciad pe L (ggiesal S5 e Sl Gy
ccdnlly paddill (lasadlly el (Jgasl) daall Aol dead slad (e degena jlad) w5 LAY
Loxdll (i Gl Cpiced) ila jite L) et LS L AalSHlg e g g1 callgaly agull clelyal
les (e Bignse (93) e Auball die cusSis A6Y) L) man 3 Aty 3208 Dlany) aladin) & . desidl
el Gl wal LS ¢ any ol anls Grganes il (61) 5 cpmne (31) Alany (%81.6) cly dusiy (162)
Bags (ggine O Qg culelaiall (e dusal) D1 ilgaal il ) duhall cuald LAuhal) 6 sl i)
(o) g ¢ shdinal) Aalarms AusaV) g s daadlal) Apail) Gus e Gaeentl] AL Jalaill (e 4y cpdiye dardl)
Baly sl degiaal) Cadlall (mnian L Al A Cus e panddil plis dualsilly clasadl) lan)
zobe Jali coluall s Lo pY) aclaall Jaaliy cilaleal) Al ssliiall Gam (g ¢ cpaticaall Lasiall deail)
tlgie Cluagill e dlea ) Auhall crald GBS JhY) Galsa il badl 5305 tdacd) Gus ey ¢ plial)
2bad) 53l ¢ Cpuinenall ma Jualsill Jlae 3 LSl Jaalilly canpsll ol Cagen o aaias Slbinilul i
Al lgilerd Basa (e e Y il g pla & OV (U] adiall gakind Cuss dedls
el e L] ¢ o yal) Aot cdonal) Lle )l Baga (Ol Cigen tdpalidal) cilalgl)

Abstract

This study was aimed at knowing of the quality of performance in health institutions
through the case study subject (Bashair Hospital). It also sought to adjust the evaluation
criteria for health-care interested parties by converting evaluation topics into a range of
activities: if activities were found then it indicates a good level, and it is of low level if
evidence absent. In the same time trying to avoid different expectations that may sometimes
come unreasonable, or vary depending on participants’ judgements. A range of health care
services dimensions were tested: access to care, interview and examinations, diagnosis and
education, procedures for admission and treatment, medicines and care, and overall cost.
The study also included suggestions from beneficiaries to improve the level of service
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provided. Questionnaire is used as a prime tool in data collection and the study sample
consisted of (93) out of 162, represents (81. 6%), divided into (31) patients, (61) co-patients,
and one undetermined. Analytical descriptive Method followed in the study. The study
findings include that: participants see that the quality of the service is high, and that it is one
of the areas for improvements in terms of treatment experience: medications should be
available in hospital pharmacies, speed up tests waiting time, communication about
diagnosis to be improved, and financial cost: Either reduce the costs paid or increase the
service provided to the beneficiaries, and in terms of the facility: WC cleaning,
rehabilitation of bath benches, more water supply, and in capacity: to increase the number of
beds. The study also concluded a number of recommendations, including: the adoption of
client’s voice-based strategies, training, and increasing hospital capacity so that the hospital

can handle more cases without sacrificing the quality of its services.

Keywords: Voice of the customer, healthcare quality, patient experience, customer
perceptions.
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