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Evaluation the reality of the services quality provided in health

institutions/An exploratory study of the opinions of a sample of

workers in the Salah Al-Din Health Department

Lecturer Dr. Thamer Akab Hawass Researcher: Omar Nayef Ahmed
College of Administration and Economics College of Administration and Economics
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Abstract:

The aim of the research is to identify the level of quality of actual services
perceived by workers at Salah Al-Din General Hospital in Tikrit city. To find out that
there are differences in their responses depending on the variables (gender, age,
academic qualification, number of years of service) and the research community is
consists of doctors working in General Salah Al-Din Hospital. The sample included 94
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doctors out of 136 doctors, i.e. 70% of the general population in the research
community. The researchers used the descriptive approach and the SERVPERF scale to
measure the quality of perceived and actual services. The questionnaire consisted of 27
items divided into five areas, namely the dimensions of quality (Tangibility, Reliability
Responsiveness, Safety, Empathy). In addition to general information. The results
showed that the responses of the research sample towards measuring the quality of
actual and perceived services by workers, it was moderate in the first and second
dimensions and high in the other three dimensions. There were found statistically
significant differences in some paragraphs that are attributed to the gender variable, in
addition to some significant differences attributed to experience and achievement. The
research presented a set of recommendations, including working on providing hospital
supplies, whether it was from modern devices or equipment, providing work
requirements with an electronic archiving system, and training workers to use the
computer in organizing patient reviews. And urging the management to work on
overcoming the difficulties faced by workers and auditors in their arrival to the hospital.
Keywords: Health Services Quality, Quality Measurement, Salah Al-Din General
Hospital.
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il Ll Alaiud Aa o b ale) A ALIS Gl dagill iy Alle agilaiul
(1) o8 (5 lma il il 5 (3.404) il 3 Alaiu) daus i

Ay GBS DY) il ja s (5 lamall il V) g Apladl cildaw giall 1(Y) Jsaadl

L) A | bl GIAY) | bwad) lagll Ay &
Wa s 1.114 3.329 dugaldll )1
a5l 1.013 3.305 a2
a5l 1.007 3.410 iplaey |3
a5l 0.894 3.461 Gblall [ 4
a5l 0.917 3.548 Sl 5
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e yeal (Sig) Adlaia¥) dedll o & laxie s (0.05>0) (4 Al i jill 5 A gina
, ol LS 5 4y gina (358 255 el iny (0.05)
b 4 pend) 28l Taliin) Canl) Liged Lo gl eiliil) s 34 pand) AUdl) pifiey ddlaial) gilidl)
G el B e 55 A (44-25) pa el CilS sl (10 (72.6%) A
s JUERY) 138 (e Caaglh oy sl 438 (g o saall aled ol i Le el jaal) il
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Sig. | F | &aldas | clusalipsans | e[ dadl
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0.312 | 1.210 93 44,702 B Llaiay) ey
0.162 | 1.679 93 43.549 C dalaic V) axy
0.114 | 1.920 93 36.402 D akalaill ey
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Sig. | F | 4uallda e | clayyall g gana | il jadl)
0.035 | 2.719 93 142.479 &
0.073]2.223 93 116.819 a
0.661 | 0.603 93 113.404 as
0.440 | 0.948 93 104.351 a
0.457 | 0.917 93 98.351 as
0.847 | 0.345 93 111.489 as
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AN saan Y el LS LY aal) cilaal) e
a5 (h) Gl oo Jalsill 8 BtV ey Se) o) hladad) day (g gt o il o
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Sig. | F | dalda | cla el g gana | i Al
0.957 | 0.163 93 92.606 b1
0.851 | 0.339 93 88.426 ba
0.4730.890 93 66.436 bs
0.190 | 1.567 93 94.809 ba
0.362 | 1.099 93 119.915 bs
0.164 | 1.670 93 102.426 be
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el Bl e Ja 138 5 ain¥) aey Gl 8 anes 4 gine pday (1) Jsaall il s
o lae | DR (e ae Sl e (i sl ¢ LY
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Sig. F oo dualidasn | clagsall g gana | i il
0.517 | 0.818 93 85.234 C1
0.199 | 1.534 93 79.872 C2
0.512 | 0.826 93 95.457 Cs
0.335| 1.158 93 112.851 Cs
0.009 | 3.634 93 92.638 Cs

SPSS Ver. 25 g s jae (e laldie) (pialil slae ) (e J sl : jaadll
) 588 axe 5 (d) Goal) s Jalasll 8 Calalail) aay ey () sdlaladl) day g gl o il |
YN (A) Jsaadl (8 LS il iS5 ol i (5) (o Aliuy) b

(Casaall jae) I e Calalall 2ay ol 880 gala¥) cpliil) Jolasi 1 (A) J sl

Sig. | F | &aldasn | claal psena |l adl
0.353|1.119 93 79.415 d;
0.525 | 0.806 93 56.638 da
0.130 | 1.832 93 77.234 ds
0.384 | 1.054 93 71.415 ds
0.100 | 2.007 93 85.117 ds
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538 axe 5 (@) ol s Jidadll b glaall e e o) sglesdll 2y (g gl Ao i)
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Sig. | F | dallda,s | cileysall g gene | ) AdY
0.615 | 0.670 93 95.330 e1
0.480 | 0.879 93 89.457 €
0.302 | 1.234 93 60.638 e
0.054 | 2.421 93 75.330 €4
0.373]1.076 93 72.819 es
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0.126 | 1.960 93 66.610 A | A galddl o
0.054 | 2.639 93 44,702 B | 4lsiu¥) amy
0.016 | 3.624 93 43.549 C | Llaic¥l oy
0.018 | 3.537 93 36.402 D alaladl) day
0.076 | 2.363 93 36.795 E Glasiall a2y
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358 Y5 ol lls allil) AadY) e JS A gina 3508 2n i adlh () 0) Jaall s
(omaadl 5 S5 J V1) s e IS alall o all T el i) (6 5y sina (35
ol LS bl Uy paf b0 ol jaal a5 I3 Jylail
(@) <ol s dalaall 8 A galall aay ey o Gy g galall dry (g e lo il
te) (V) Jsaadl b LS il culS g <l 3 (6) (o Ailiul) & 430 588 e

(sl o sall) 3 L A salll amy il il ala) cpail) Jalas () )) Jsaal

Sig. F o dualdasn | cla el g gana | i adl)
0.132 | 1.921 93 142.479 a1
0.274 | 1.316 93 116.819 a
0.867 | 0.242 93 113.404 as
0.355 | 1.095 93 104.351 Q
0.071 | 2.422 93 98.351 as
0.250 | 1.393 93 111.489 as
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Sig. F oo doalidan | clayyall g gana | il AdY
0.289 | 1.271 93 92.606 b1
0.231 | 1.461 93 88.426 b,
0.073 | 2.397 93 66.436 bs
0.155 | 1.786 93 94.809 by
0.355 | 1.097 93 119.915 bs
0.086 | 2.266 93 102.426 be
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Sl o Jay 13 5 AladuV) axy Gl 38 aes Ay gina a2z (V) Joaadl il s
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43l 3 axe 5 (C) Caall sa Julaill 8 Apalaie W) day e rdpalaie ) day (g giane o @il g
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Sig. | F | daldas | clagall g sena | i adl)
0.030 | 3.119 93 85.234 C1
0.349 | 1.111 93 79.872 C2
0.014 | 3.730 93 95.457 C3
0.244 | 1.415 93 112.851 C4
0.243[1.416 93 92.638 Cs
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() r) doaadl B dnlde V) a5 ginall GAY) jauae o) (VT) Jsaadl W
3V Laday (3l 3l 5 (0.01) @505 4 sine A Aol L oI 35V A jally 220G 5 jaal)
O Al el A jlas adad il 138 (8 ) 3 gmy Ly 5 ¢ uda sl il slaa 5 Mo
(o8 Caraal 4y sina 58N 038 s (MY deall (g 5 SIS 3algd Alas (e (3l 5 20a))
Baaaall i il Bl )5 (0.03) a8l sas (51 5l
5l 58 2o 5 (d) <aoal) sa Judadll 8 Calaladl) day ey ) sdlaladl) day (g gla o milill) |
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(sl Ja 3all) ey Calalarill any cl il gl o) s () £) Jsanl

Sig. | F | 4l da s | cla el g gara | @l adl
0.145|1.844 93 79.415 ds
0.029 | 3.140 93 56.638 do
0.045 | 2.793 93 77.234 ds
0.379 | 1.040 93 71.415 ds
0.043 | 2.824 93 85.117 ds
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L sima ) il iy LS el clalgdll e palalall e ol cdatd (aliaia¥) LY
ailla (e dadle) die Gy el leagdy Gl 43 Hlally dileiall 5 (0.04) a8l 505 Ll 230 5 il
A3 G gy Galaia¥) eLlaY) Gld Al IS5 dasaall
538 axe 5 () Caadl s Jidadll b gladall e e o) sglesdll 2y (g gl Ao i)
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Sig. | F | dalda,n | clasal gsena | @l adl
0.106 | 2.097 93 95.330 e
0.210 | 1.539 93 89.457 e
0.359 | 1.086 93 60.638 €3
0.105 | 2.103 93 75.330 €4
0.344 [ 1.123 93 72.819 es
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Al g Tolii) Can ) Al Lhm ol il s sAadAd) ) gl piiag Adlacial) guilidl) ,
S Ly i 14 S agi nd (e 1S (i smaall e (77.7%) A b ((Y) Js> gal))
oa el il die (b i Lo ¢ iSE A 14 55080 (5 saialy (4 gasall (e (22.3%) A
S daadl) il G Js A jae ga JLEAY) 13 (e gl )5 bl e gia ol LB
g G (e (5 st B @lllia Ja 5 e jell Alle B35 13 dadd apals 8 i 5yl
t I (V1) Jsaad) JaaDl lla 4d paal 5 colial) (i (pa Ladiall de2all 32 g &l ) L dandl

(Aeaal) ) gins) I e A8 paall cileaall 33 ga ol (gala¥) Gl Julasi 1 (V1) Jsanl)

Sig. | F [ dsalda | clasallgsans | e dadl
0.177 | 1.615 93 66.610 A | G salall 2y
0.170 | 1.647 93 44,702 B Llaiay) ey
0.183 | 1.595 93 43.549 C | Lldie¥) a
0.127 | 1.844 93 36.402 D alalail) aey
0.381 | 1.061 93 36.795 E Olaszall 2z,
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Lt Ll clilaind 8 S el Bsine B8 a8 ¥ Al (V1) Jsaall el
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() <ual) 5o ol 8 A galdl) day ey o Cumy sdamigalal) dry (g gina o ilill) |
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Sig. | F | 4alda | clayall pgana |l adl)
0.033 | 2.746 93 142.479 a1
0.108 | 1.957 93 116.819 2,
0.533 | 0.792 93 113.404 as
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