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Abstract :
The study examined the mediating role of customer satisfaction

in the relationship between service quality and customer loyalty
and the study aimed to investigate mainly the impact of
customer satisfaction in mediating the relationship between
service quality and customer loyalty. The study discussed the
experience of applying total quality management in Alamal
Hospital and knowing its impact on increasing the satisfaction
and loyalty of the external customer. The study used the
descriptive analytical approach to suit it with the data of the
study. The study tested the existence of a relationship between
the application of service quality and customer loyalty, and there
Is a relationship between the application of service quality and
customer satisfaction, and there is a relationship between
customer satisfaction and customer loyalty, and customer
satisfaction mediates the relationship between the application of
service quality and customer loyalty. The study used the
analytical descriptive approach, and the study reached several
results, the most important of which are: There is a relationship
between the application of service quality and customer loyalty
and customer satisfaction that does not mediate the relationship
between the application of service quality and customer loyalty.
Total quality management and diligence in applying it within

the hospital as much as possible .
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