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Abstract:

The main objective of this study is to analyze the relationship between
the quality of health service and customer satisfaction applied on the
universities sector hospitals and private sector hospitals in fayoum,To
achieve this purpose,Stratified random sample of customers was
selected, Then three basic hypothesis were developed,The first one
implies that there are significant differences between the customers on
their level of perceptions for the dimensions of quality of health service
according to the nature of the sector studied, The second measures that
there are significant effect of demographic variables for customers on
their level of perceptions for the dimensions of quality of health service
,and the third implies that there are a statistically significant
relationship between the quality of health service and customer
satisfaction.A Primary data were collected by personal interview,
guestionnaires were distributed on all(420)customers and rate of
response (82,1%),To test statistical hypotheses,The researcher used
descriptive statistics tools, independent t-test, chi-square,correlation
and r-square adjusted.

The results revealed that the health service level provided from the
private sector hospitals are higher than the health service level provided
from the universities sector hospitals,and there are significant effects of
the demographic variables for customers on their level of perceptions
for the quality of health service.The results also showed that a significant
positively related between improving health service and increasing
customer Satisfaction.Finally; The study provides suggestions to
improve health service and customer
Satisfaction.

Keywords: Quality of health service, Customer Satisfaction,
Hospitals sector, Demographicvariables.
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Aaall Gleddl e dgaaa die g L dadds AY) (and) Mt

22625 Y 2020 udan 1100 B30 A coai B Eaadll dilsal) il o) (4)

aale Jallgodigasall e Ao Gl dlliy Aahal) Jan chidiua) ol (2020
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Ayal) £ gua gas

732



(] oy (o]

i

e |

%2021 Jas) — AU 2l — (22) Alaall — 4 sl g Alal) & gad) dlaa

Gaaily Aaal) (g JLESY Lapl) AdeY) bl aaat A Y clibll —(2/3/9)
Aaild DA e edead) Liad duaddd) ALY cosbad Gald) asdia) a8 dupall Gl
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(2l Gillaag il Ay, gal) Alaiud) oo Adiually cplalal) Jlids)
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g by Gl Cilaaly cunlinil daslal) ot A clgaatl) ars ¢l

talaaal) HLIAY) —(2/6/9)

O Bhua e e pilot study sl duds S e Ll slaiiad) Lt las) o
JS Baa (i e Bajha (40) sl caly Auhall daaldl) ciliddiuall agia aiival
daiday slalind) daild a5l Zocay oo LLEAY) Liul ails. lags (15) Spde (uad By
pgia il HBI dgay (1 gBludly lgiadiay lgiblua

735




Gl A Cpun /) giSa g.\aw:\ubd"g«»d\gbbJjw\Ldﬁ\SAﬁoﬁaﬁﬂd\d:\m

(Aahdl) (penilial Guually il LG4 gl ) Slasy) LS3Y) —(3/6/9)
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738



L

(] oy (o]

32021 San) — AN ) — (22) Aaall — & lail g Adlal & gagd) Alaa

#1):  Lad danal) asdl) Baga sl Cyuan Sllg (Carman, 1990)dudageg Siad
sl sy g o pail) A liccalakal) Bagacduilall Cifjgaillidasill maaal)
139 Dad) CRullige (Al Abal) dlalaallcdina guadlly dapudlzDlally

¢ Basad) daacd: Al Ml s s (Koenig and Kleinsorge,1994 )4
Aabll Jaw g ola¥ e ddUail)y Lkl Alalaall G s paill Ay sl olis
Kuriz and )i—a)s gl coss Laipedizant) Lulal) clanal) )53 g Alladl) cylaiy)
Lasil) dali)eduidl) Biga¥) Alan: Ay dauall dasdl) agad Maf §—sie(&Clow,1998
(oinal) addac cplalal) gliacilany) Clbiw AancdBlally Aol Bagac sl
Aal) Aisgl) B olagpedbUaill AL gty

World Health dsallall da—al) dakiia il } heiiliial) 29gda—(4]1]11)
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hdianal) (290 asgba—(S[1[11)

Guila (e A alls Aaadlall Ciad daidag ol () AN ASh AET el e G
L (uegd () Adiaal) Gaise Cilayy.gdally gaddill of gagadl) shay o oLyl
:(10804‘2007»4:;‘115‘,4‘2005‘,@):

Cal Ay pads Adiwall o Jicd gad s IS Y i I (s ali=(1)
gl agadl) chaly parall (el Gadll lly Al dgdal) dilially dliadlall
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(Zeithaml.Vau) & «é e o Transaction-specific satisfaction process
pSa Ao (S ale andiS el A, Berry.L.L & Parasuraman, A 2006, p.170)
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Confirmation|disconfirmation (guaill axe| gl (wld JMA (e elanl)

«d e gexperience-based Nnorms 4iua S Baliua julaaS Jranl) Cilad gl (Sgisal
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daSfiia cilpla g LAY DA (e JS<i3 outcome gilis sb—a 412011,p.609
el i A )\ aaig Transaction-specific and cumulative satisfaction
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e ogiiVlg daddl) aaali alagas yldly el (olSdiy chlundind) Ao (g8l Bl dualiy
AR A&y

Baga culaanal dpel) draadld eMlaadl @l yaad cdagia:(1998cdslas iula—(3)
dalsnl aal o ) claagise Balall Aol cilbiding(10) ke Ao @mu daal) Laxil)
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