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ABSTRACT

The present study is confined to measuring, identifying and

arranging the major dimensions of the perceived quality of

medical care service in Goverment and NGO hospitals in

Palestine. To achieve the objectives of the study, the following

hypotheses have been formulated and tested.

1. There is no significant difference in the perceived quality in related

to the patient's demographic characteristics, i.e. sex ,job relationship

to the medical field and educational level.

2. There is no significant difference in the degree of patients'

satisfaction with the quality of medical care service in spite of the
differences in their demographic characteristics i.e. sex, job

relationship to the medical field and educational level.

3. There is no significant difference concerning the relative importance of
medical care service dimensions from both the patients and managers point
of view.

4. No statistically significant difference exists between the patients’
expectations and the administration perception of such expectations about
the quality of medical care service provided at hospitals (the first gap in the
gap analysis sample).

5. There is no statistically significant difference between the patients'
expectations of the quality of medical care service and their awareness of its
actual performance in the various dimensions(the fifth gap in the gap
analysis sample).

To test these hypotheses, the researcher prepared two questionnaire

forms

The first is concerned with the patients before and after receiving

medical service. The sample consisted of 172 patients.



The second is concerned with measuring the administration's

perception of the patient expectations of the quality of service. The

sample is 150 directors in 15 different state and NGO hospitals.

To deal with the study data both primary and secondary sources of

data; in addition to a number of statistical methods were adopted

and analyzed by using the(SPSS) package.

A group of findings have been reached; amongst which are:

1. There is no statistically significant difference at the level

(0.05)between all elements of perceived quality due to the

demographic characteristics,except for tangible elements where a
statistically significant difference exists and equals (0.05).

2. There is no statistically significant difference at the level (0.05)

between educational level and the degree of satisfaction with the

quality of medical care.

3 There is no significant differences of proportional importance of

quality of medical care dimensions at the level (0.05) from the point

of view of both patients and directors exists.

4. No statistically significant differences at the level (0.05) exist between the
patients' expectations and the administration realization of such
expectations about the quality of medical care service provided at hospitals.
5. There are no statistically significant differences at the level (0.05)
between the patients' expectations of the quality of medical care service and
their awareness of its actual performance in the various dimensions.

The study accordingly sets the following recommendations:

1. There is need for more investment in human capital through

offering scholarships for the staff in public and NGO hospitals to

enable them to specialize in unique specializations.

3. Itis necessary to establish new sections public and NGO hospitals

lack.

4. It is important to develop behavioral skills of medical care



providers in these hospitals to improve their responses concerning
patients' needs and to ensure providing service rapidly in order to
ensure patients' cooperation with them.

5. To focus on domestic marketing and to follow-up employees and
service providers' satisfaction regularly in order to ensure their
cooperation to serve patients and to raise the former's degree of
loyalty to their hospitals is needed.






