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Studying the relationship between service quality and
customer satisfaction A Field Study on the Private
Hospitals in Lattakia City.
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O ABSTRACT 0O

The research aims to analyze the reality of the health service in the Syrian private
hospitals in Lattakia City; by answering the following questions:

* What is the level of the health service in hospitals in terms of the availability of the
following basic dimensions: Tangibility, empathy, responsiveness, assurance and security,
reliability and credibility?

* What is the impact of the dimensions of health service quality in customer
satisfaction?

The survey form was designed and distributed to (105) customer of the patients who
checked in private hospitals in Lattakia City, where a convenience sample was chosen.

The results of research indicated, that there is a good understanding of the following
dimensions: Tangibility, empathy, responsiveness, and assurance and security between
members of the research sample. The study results also indicated that there is a significant
and positive effect of (empathy and emphasize security and reliability) dimensions on
customer satisfaction as dependent variable, which the regression model explained (80%)
of the differences in customer satisfaction, while Tangibility and speed of response did not
affect customer satisfaction as a dependent variable.

Key words: Quality, Dimension of Service Quality, Health Service Quality, Customer
Satisfaction.

“Assistant Professor, Department of Business Administration, Faculty of Economics, Tishreen
University, Lattakia, Syria.
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