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Abstract

The issue of health service quality has become a growing global concern in an
effort by medical organizations to provide the best health service that achieves

maximum satisfaction for the beneficiary .

This study represents an attempt to evaluate the performance of Al-Salam Hospital
in Mosul from the perspective of the beneficiary, and the subject acquires great
importance derived from being one of the contemporary technologies for designing
the hospital performance evaluation system, which is one of the strategic

management systems .

Due to the limited studies that focused on the views of the beneficiary about the
level of health service, the study focused on the components of the quality of the
health service in order to study the evaluation of the views of the beneficiaries of
the dimensions of the quality of the health service provided to them, to know which
of the dimensions of health quality achieves the greatest possible satisfaction of the
beneficiary for the purpose of activating it in pursuit of achieving The highest
possible satisfaction and to improve the reality of the medical service in the

organization.

Key words
Actual Performance, Total Quality Management, Health
Service Quality
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-(Mahmoud &Al-Alaq, 2001: 42)
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(Dabbagh, 2008: 35
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(Al-Bakri, 2005: 212)
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Source: Idris, Thabet Abd al-Rahman, (1996), Measuring service quality using the gap
between perceptions and expectations scale: A systematic study by application to the

health service in the State of Kuwait, The Arab Journal of Administrative Sciences,
Scientific Publication Council, Volume IV, Issue One, p.21.

Lasil) Baga (ubd zilai tluals

Bags (8 Daieaall el ) Aadls dhims pgBgy (i) Liny o dal e cileadiiall e
cOmnd (e 4y aldll o Lo )8 (S gy Wilead Bagal sl acagll pandds Pl (e lgleas
lealidl ety andsadl @i o ) lah)all s ciasiall deadll 53sad Jad) pagll aniiy (il
tlas caaniill Cihdgall (e degana o ulad JS8 Glaan
:The Gaps Model cisadll zigail -

Ofald) ) i Aaadl) aga anily Gulidd Alglas Jgf of ) (Muhammad, 2008: 41) Ll
el agadsall sl (e VAAA e g€ ) (Berry & Parasuraman , 1988 :65)
(ssiunal agilShal e g Aarall Laaal) (ggindl Cppificeal) ladsi ) 3581 138 i (SERVQUAL)
P e pel] Aatiall L) B3ga Opuificnall aiis cllaiall 138 ey 2ad) dasial) dardll Ladl) ¢ldY)
Sl ladsil) 038 G Boadll s 3 ey Slad dide (gleans Lo ae Gglgi ol Osun Lo Alie
(Idris, 2006: 13-15)
The Service Performance Model (SERVPERF) :4a13)) 2 z3 gail — ¥

:( Idris, 2006: 304-305)

13 ¢ls 385 (Tylor & Cronin) cfialdl e JS 1) ¢ Y49Y ale jels (63 = 35aY) 130 Cansiy
(gl aldl) gall G Laals Slsadl z3sal ) agiihe (o Cigag 3 DU dais iz 35V
Laxall Ledl) oY) s e 3505 cagiladsis Covtiaall b C Bondll 5,56 2 30al) 138 iy
Oe bl 138 aay L dedial) Lendll el ol cpasiind) @) e RSl il cuitall dasial)
Ladll Baga (i b sealll Culon el e seld o oSa ) Alladl) lsa) aal cleal) Al
Lgasds dpauil) cihyigall o salaie) b dile go z3sadl) 138 Caling aly gt cpniiaa) ki dgag (e
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Source: Archive of Al Salam General Hospital in Mosul for the year 2021
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: b LSS
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Source: prepared by the researchers
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Source: prepared by the researchers
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Source: prepared by the researchers

agie %YY,Y4
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% agiall dsudl) sl digall
YA,0) Y. il
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Source: prepared by the researchers

Oy WD 198 Bgandd) Auall A1 e % VA0Y (o (0) Jsaal) G ddgall —¢
il %) 1,V daall (e allalal) Ao il eipa Jlacl %) Y,97 5 (sac e %V Y,47 5 (ysalage
1Y,098 (Uiie Ay Wiaca (3a) AV (gl daias
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lgiluad jLidly lganddly Aasil) Saga slad Chuag
s AN A i) oYl

Liasl Ailany) Ol alodial & a8 Y sty lgaasddng Al Zuhyal) slad Caag
WSy dapall lal (g 2as ISy dplaaall bV ly Lbuaad) Jalos¥ly dugial) canailly duhSal Cilasysills
s galal). |

Caiglas 3 ¢ figaaall Gbla) B Leais s 3] 138 @l mas o (1 (7) Jsaall Sldans
LY Slany) dlatl) il cyelal 35 cdaal) Lacigia (ggine Aine (Y) aLlls Ayl sloall Jassl)
Cabaily (Y,Y0) (b Jacigss (%00,Y4) cul€ (x1-x7) el 120 e BLEY) daws of Cifigmaall 3,EY)
e dexdl) 5352 auits (l(Mahmoud & Al-Alaq, 2001 ) (s)) ae daiill 838 355 (+,VA) (§lna
Sl Apall) Dbl pgun A oty disdll U3

Gilias 3 a8l aajelias Laxdll cedia eliie) X7 aadl) 138 dulad) b dealee ASY) 33l ()
sehe o e Ju 13 ¢(+,V7) @lhie  Gabaily (Y,YV) ol Javgng (%1Y,47) Gla) daws e
X6 syaall il Lo la <l yaill ol Ll dudticoall Lowsiil) al)l) e Aulal 8)s0ms (oSaly 2al) Loadl) ania
(AY) Wlime Cibadly (Y,Y7) les Javssng (%£9,0Y) Aoty Cielay U Gleld daw Jsa
ke ey el o3 3] dadaiall 813 (g oo i 138y

J8) e a5 ally dnlall Blgadl) (s Bowsalall 203 o Qlialll (g 8 L o Ll
AL elaally Aalll By isall aplall JSE) Jodily e Fpmal) o) adke agiase s (ppsiiond])
) AR alailly fdial) Al (plalal) Aillas,

Logalall dad dyjlunal) Cild)aiyly dbuad) Jabug¥ly dugiall Guudlly A<l Cilagjgil) % J gaad

sy Lol Gl Y Lo le g (34 sl 8aal)

Ghaall | sl % sl % A % | s
0.71 2.42 13.89 | 15 | 3056 | 33 | 5556 | 60 X1
0.77 2.40 1852 | 20 | 2315 | 25 | 5833 | 63 x2
0.81 2.34 2315 | 25 | 1944 | 21 | 5741 | 62 x3
0.76 2.33 1944 | 21 | 2778 | 30 | 52.78 | 57 X4
0.84 2.30 2130 | 23 | 2778 | 30 | 5093 | 55 X5
0.81 2.23 2593 | 28 | 2500 | 27 | 49.07 | 53 X6
0.75 2.46 16.67 | 18 | 2037 | 22 | 62.96 | 68 X7
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sy Sl Gl Y Lo legs (34) sl Baal)
Shaal) g._\haﬂ\ /) bsal) Yo sl % Lhsal)
% 5all
0.78 2.35 19.84 24.87 55.29 a3
gJSS\
Source: prepared by the researchers
dalaiey). ¥

Caiglas 3 ¢ rfigaaall la) & Laais s 3l 138 i mas o (V) Jsoall Cldans s
ey Slany) dbatl) il cupglal 38 Laaa) Jacssie (gginss e (Y) ALlls Aabyall lenl) Jasssl)
Caaly 2 Aawgio culS (x8-x14) 2 138 e B! Laws of (V) Jsaall canas cylisasall o) aY!
(Cronin & oS3 Lo e daguill oda sélgiig(+, V) (e cibaily (Y,¥0) olus Jaugig (%0V,£5)
o Smi Lgale sl (o (Kar IS0 Ll e ardll adia )% w3 ALY ¢f Tylor, 1992)
Aaally d8a) (e dlle daa Lgans

Slela¥) dubadl o gan Al X12 5l g8 2l 38 dylag) 8 dealue €Y1 580 U
Cilyaily (Y, 7A) rbos Jacsgss (%714, 9) Gl L e cilian ) dssllaall loielsal Wy (355 Lyalall
(+AY) Sl

ldle Aablgall b cdsthal)l clianadill paen 5 Jsn X9 8yaall uilSs daalies ol yaill S8 Ll
Ganl Aadaiall (g callaiy 130y ¢(+,A %) (Slee Cilyadly (Y,)1) olaen Jaugsy (%£7,0Y) Ay Asie
Slad) e clalady) jbg e

dpnall Aalaidl) )38 ) 5 Fpaeal) o) Jlae 3 Zoabaie¥) b Glis ) (g3 a3 L g5 g
Adle 3835 Agisarg danall Cgl) 8 il g ey S Basall Lsall leadll elaly s e
Al gl o im0l Ay Libiaa] iicadl) ans Lo coladl (50 s

Lalaiey) s dyjlbuaal) Cild)aiyly dubuad) dabug¥ly digiall cuudlly A0Sl clagjgil) v Jgaad

cilasy) Jauisll el Y la logi 300 sl 8,841

Ghaall | alaal) % Jhsal % Jhsal % hsa
0.83 2.27 25.00 27 23.15 25 51.85 56 x8
0.84 2.11 32.41 35 24.07 26 43.52 47 X9
0.69 2.39 12.04 13 37.04 40 50.93 55 x10
0.81 2.31 23.15 25 23.15 25 53.70 58 x11
0.82 2.38 2222 24 17.59 19 60.19 65 x12
0.75 2.39 16.67 18 27.78 30 55.56 60 x13
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0.78 241 17.59 19 24.07 26 58.33 63 x14
% gal)

0.79 2.32 21.30 25.26 53.44 i
A

Source: prepared by the researchers
alaiay). v

e QU & o (A) Jsaad) canag fignaall aAY) LY Slas) dilal il <oyl
((+.V1) Gl Ghaily (YV,7€) (ol Jaigig (%0),9A) iy adheddansgie cilS (x15-x21) 21 128
DL 4ilatiod) Ao juny Laddll adke )8 3 Llaia) of & (Lovelock,1996) (sl g dasill o2 (i
- pehladinly (padid) Gl e

Cnsiionalls ad ) alaa WL dbicial) X15 8l o 2edl) 130 Ll 8 dealie ASY) 860 cilSy
(Y,£Y) (lon Jacigas (90,07) (3l das e cilian Heagilalag palo€al 5uS duaal sllacly (i yall)
(V) Glae badl

ne il ol g aygle e Lavie dalgd) Caela 388X 75l CuilKs dealioe el 3l Ll
g Laae(AA) (Gl Calaily (Y,19) ol gy (%£7,7) Loty Gladdll cedke (30 SIS
Aale el Qllal) dgalgad Gledl) et dlach 53l ) dalal

O G Lnall cleadl) sass Jlae 8 L) ad b Jolll (Ko i Lo e g

Cililally dnasall VAl Y paan iy dasyad) Llail) Lo (5508 L) daliiall 8 Cplalal)
23l agihlidind as o sy Caticnall 830 bial) sl dayudl Byalaall e S ¢ Ll 355 )
Alaiu) nd dgjbaaal) cldai¥ly dnball Jalug¥ly dsiall caclly A PSil) cilaygill tA Jgaad)

iyl Jagll Gl Yy Lo legi 540 Gl 8,84l

Sl g.)l.ua.\\ % Jbsal) %o Jbsal % bsal)
0.70 2.43 12.96 14 31.48 34 55.56 60 X15
0.78 2.34 19.44 21 26.85 29 53.70 58 X16
0.88 2.19 27.78 30 25.93 28 46.30 50 X17
0.66 2.40 10.19 11 39.81 43 50.00 54 X18
0.76 2.31 18.52 20 31.48 34 50.00 54 X19
0.78 2.32 21.30 23 25.00 27 53.70 58 X20
0.76 2.37 17.59 19 27.78 30 54.63 59 X21
0.76 2.34 18.25 29.76 51.98 S5
S

Source: prepared by the researchers
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