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The Impact of the Quality of Health Services on Patient Satisfaction in at the
National Guard Hospital - Riyadh

The study aimed to identify the impact of the quality of health services (tangibility,
reliability, responsiveness, safety, empathy) on patient satisfaction at the National
Guard Hospital in the Kingdom of Saudi Arabia - Riyadh, based on the descriptive
analytical approach. Primary data was collected through a questionnaire distributed
to (400) patients from the National Guard Hospital in Riyadh, and the number of
questionnaires retrieved and suitable for analysis reached (345). For the purpose of
analyzing data and testing hypotheses, appropriate statistical methods were used
using the SPSS program. The study found a statistically significant effect of the
quality of health services (tangibility, reliability, responsiveness, safety, empathy) on
patient satisfaction at the National Guard Hospital in the Kingdom of Saudi Arabia -
Riyadh. The study recommended that the hospital administration adopt all measures
that contribute to improving the level of patients’ satisfaction with the services
provided, such as providing high-quality health services, emphasizing positive
interaction between employees and patients, and implementing order and cleanliness
in all hospital departments.

Keywords: Quality of Health Services, Tangibility, Reliability, Responsiveness,
Safety, Empathy, Patient Satisfaction, National Guard Hospital.
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