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Study summary:

This study aimed to determine the relationship between the quality of health
services and customer satisfaction (the patient), within the hospital institution Khalidi
Abdel Aziz — Tebessa —, by addressing the basic problem about the impact of the
quality of health service on customer satisfaction, so we followed in this study the
descriptive approach in the theoretical side As for the applied side, the analytical
approach was relied upon using the questionnaire, and the study population consisted
of pregnant women, and a relative random sample consisting of (100) patients was
selected, and to analyze the study data and achieve its objectives, the Spss program
was used, and it was found that patients are satisfied with the quality of services In
addition, it was concluded that there is an effect of the quality of health services on

client satisfaction.

Keywords: quality, service, health, customer (patient) satisfaction, hospitals.
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(SPSS 22.0) Jlasy) Jabadll galiy ciliale

(03) & gala

£ g S il Jala

N %
Observations Valide 100 100,0
Exclue? 0 0,0
Total 100 100,0
Alpha de Cronbach Nombre d'éléments
,947 34
dogiall cadlly ) ,Sal) Jglas
Cyeadl
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide 420 0e 32 32,0 32,0 32,0
ﬁo S 21 e 62 62,0 62,0 94,0
Al
60 N 41 o 6 6,0 6,0 100,0
A
Total 100 100,0 100,0
BN o) & e 2
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
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Valide sa)58 5 50 50,0 50,0 50,0
e 27 27,0 27,0 77,0
Sl e 3G
Sl 21 21,0 21,0 100,0
Total 100 100,0 100,0
Basaal) ye el A daual) cilasdl) agaiy Adiual) a3k
Pourcentage | Pourcentage
Fréguence Pourcentage valide cumulé
Valide Bk (38 50 5 5,0 5,0 5,0
Gilge 3 3,0 3,0 8,0
Yo 3 3,0 3,0 11,0
Gilse 70 70,0 70,0 81,0
33y 3l 5 19 19,0 19,0 100,0
Total 100 100,0 100,0
B ds) O Aasaua Ay sy L) clasdld) 4l o ddiell ga ey
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bady (3l ga 3 3,0 3,0 3,0
Gilge 2 2,0 2,0 5,0
e 8 8,0 8,0 13,0
38 sa 67 67,0 67,0 80,0
By 38 5 20 20,0 20,0 100,0
Total 100 100,0 100,0
Ao iy i pall (o JSEY Al quatiad
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide By Gl se e 14 14,0 14,0 14,0
Gilge 2,0 2,0 16,0
. 4 4,0 4,0 20,0
il s 60 60,0 60,0 80,0
Bady 38 5 20 20,0 20,0 100,0
Total 100 100,0 100,0
hdiall ads aa Jalatl) g LYl i yal) jriy
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bady (3l ga 1 1,0 1,0 1,0
Gilse b 10 10,0 10,0 11,0
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Ul 2 2,0 2,0 13,0
G5 66 66,0 66,0 79,0
By (3850 21 21,0 21,0 100,0
Total 100 100,0 100,0
sl o8 A8 giga g ABEY Sy (Adiuall By
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bady (3l ge 2 2,0 2,0 2,0
Gl 5e e 4 4,0 4,0 6,0
e 8 8,0 8,0 14,0
Gl 5 70 70,0 70,0 84,0
By (38 50 16 16,0 16,0 100,0
Total 100 100,0 100,0
aeaiaal) A0 5l B Al g Aray iall jliag
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bk (38 5e 2 2,0 2,0 2,0
Gl 2 2 2,0 2,0 4,0
Ul 11 11,0 11,0 15,0
G5 69 69,0 69,0 84,0
By (3850 16 16,0 16,0 100,0
Total 100 100,0 100,0
) dmasl) s pidle gy (Adiinnal) iy
Pourcentage | Pourcentage
Fréguence Pourcentage valide cumulé
Valide Bk (38 50 6 6,0 6,0 6,0
Gilse 3 3,0 3,0 9,0
Gilse 58 58,0 58,0 67,0
By (38 50 33 33,0 33,0 100,0
Total 100 100,0 100,0
B a9 BB (e Adle cila o Addual) pBlh G4 ey
Pourcentage | Pourcentage
Fréguence Pourcentage valide cumulé
Valide Bk (38 5e 3 3,0 3,0 3,0
Gilse 2 7 7,0 7,0 10,0
Ul 7 7,0 7,0 17,0
Gl 5o 53 53,0 53,0 70,0
Al (38 5e 30 30,0 30,0 100,0
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Total 100 | 100,0| 100,0 |
dalll clajlion g8 Jo Adiadl g by
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Ay (3l ge 1 1,0 1,0 1,0
Gilse e 2 2,0 2,0 3,0
Ul 1 1,0 1,0 4,0
Gl s 81 81,0 81,0 85,0
By Gl e 15 15,0 15,0 100,0
Total 100 100,0 100,0
vl e ) g Lalaia) i) alla gl
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bl (3l e 2 2,0 2,0 2,0
e 10 10,0 10,0 12,0
alas 4 4,0 4,0 16,0
il 5a 55 55,0 55,0 71,0
33y 3l 5 29 29,0 29,0 100,0
Total 100 100,0 100,0
sl ga Jalaill (B ABlaall g da jall 7 g0 Adiall B ¢ glaladl Chaly
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bady (3l ge 7 7,0 7,0 7,0
Gilse 5 5,0 5,0 12,0
e 7 7,0 7,0 19,0
Gl s 69 69,0 69,0 88,0
By 38 5 12 12,0 12,0 100,0
Total 100 100,0 100,0
Ja pgia A8y jhay Lgda ¢ ilay Al daal) JSLdall puda jall ddiial) B (0 slaladl Coan
Pourcentage | Pourcentage
Fréguence Pourcentage valide cumulé
Valide Bady (3l ga 4 4,0 4,0 4,0
Gilse 7 7,0 7,0 11,0
o 2 2,0 2,0 13,0
il sa 58 58,0 58,0 71,0
33y 34l 5 29 29,0 29,0 100,0
Total 100 100,0 100,0
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383 Faddl) apalS 3o gay puda pall E3LL Addaall a ghy

Pourcentage | Pourcentage
Fréguence Pourcentage valide cumulé
Valide Bl (3l s e 8 8,0 8,0 8,0
Gl e 1 1,0 1,0 9,0
Y 16 16,0 16,0 25,0
Gilse 63 63,0 63,0 88,0
By 35 12 12,0 12,0 100,0
Total 100 100,0 100,0
uaalial) B gl (B Nlall agalhy Adidesal) sBls o iy
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide 8%y (38 g0 g2 1 1,0 1,0 1,0
Gl e 14 14,0 14,0 15,0
Y 12 12,0 12,0 27,0
Gl 54 54,0 54,0 81,0
B3y 385 19 19,0 19,0 100,0
Total 100 100,0 100,0
e Giglaiy g (o jal) il Al o ¢ slaladl e sy
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide sady (38 50 3 3,0 3,0 3,0
Gl e 11 11,0 11,0 14,0
e 4 4,0 4,0 18,0
Gl 61 61,0 61,0 79,0
By Gl 21 21,0 21,0 100,0
Total 100 100,0 100,0
(shdiiaal) B WAL ) daal) Ae ) ciladd slad alal) Lia iy jais
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bady (3l ge 3 3,0 3,0 3,0
Gilse 9 9,0 9,0 12,0
Y 13 13,0 13,0 25,0
il se 52 52,0 52,0 77,0
By 385 23 23,0 23,0 100,0
Total 100 100,0 100,0

Jarll allhs pa Jalail) die LA WL e
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Pourcentage | Pourcentage
Fréguence Pourcentage valide cumulé
Valide Ay (3l ge 3 3,0 3,0 3,0
Gl s 8 8,0 8,0 11,0
Ul 7 7,0 7,0 18,0
3isa 55 55,0 55,0 73,0
Bk (38 5 27 27,0 27,0 100,0
Total 100 100,0 100,0
bl b 5 pa LT Adial) 8 LA ) Laval) e ) ol el
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bady (38 50 3 3,0 3,0 3,0
Gl s 7 7,0 7,0 10,0
Ul 8 8,0 8,0 18,0
Gl 51 51,0 51,0 69,0
a5y (39 5 31 31,0 31,0 100,0
Total 100 100,0 100,0
Aali U gy sl aall g el pa Jaal il
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide sady (38 50 3 3,0 3,0 3,0
Gilse s 8 8,0 8,0 11,0
Ul 7 7,0 7,0 18,0
Gilsa 51 51,0 51,0 69,0
825y (39 5 31 31,0 31,0 100,0
Total 100 100,0 100,0
Eohadl agAlil Adiaal) 5l 5 8 meali
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bl 3l s 10 10,0 10,0 10,0
G8se e 13 13,0 13,0 23,0
Ul 10 10,0 10,0 33,0
Gilse 65 65,0 65,0 98,0
Bk (38 5 2 2,0 2,0 100,0
Total 100 100,0 100,0

Qs JSd clal yBY) jibyy L dddal) aigy
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Pourcentage | Pourcentage
Fréguence Pourcentage valide cumulé
Valide Bk (38 50 1 1,0 1,0 1,0
Gl s 7 7,0 7,0 8,0
Ul 18 18,0 18,0 26,0
3isa 51 51,0 51,0 77,0
Bk (38 5 23 23,0 23,0 100,0
Total 100 100,0 100,0
Wiraus pday o pda Sl dis Adiual ge gdlal
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bady (38 50 5 5,0 5,0 50
Gl s 2 2,0 2,0 7,0
Ul 5 5,0 5,0 12,0
il sa 65 65,0 65,0 77,0
Bady (38 9a 23 23,0 23,0 100,0
Total 100 100,0 100,0
hdiually cpilad) g s L) A 48 el
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide sady (38 50 5 5,0 5,0 5,0
85 e 11 11,0 11,0 16,0
alae 12 12,0 12,0 28,0
Gilse 38 38,0 38,0 66,0
825y (39 5 34 34,0 34,0 100,0
Total 100 100,0 100,0
s AT 8 e Lgd elalia) Al (B Adiuall o 5 S5 g
Pourcentage | Pourcentage
Fréquence Pourcentage valide cumulé
Valide Bl 3l se e 15 15,0 15,0 15,0
Gilse e 1 1,0 1,0 16,0
Ul 8 8,0 8,0 24,0
il se 53 53,0 53,0 77,0
Bk (38 5 23 23,0 23,0 100,0
Total 100 100,0 100,0

Slrall i)l

Y1y rbanall Jasgial) Jglan
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Moyenne Ecart type

i 100 3,95 892
ST ilrat Gl g (g (Sl
Lol Alee 100 3,99 , 798
35 Oalale G sl ML)
os A 100 3,70 1,227
Aal g5 Ao siie Ao gana (il o a3
lala b il csleadll ¢
atals e 100 3,96 852
L) (e (5SS Yls il el
g 100 3,94 763
Ll IS G Gl e e 100 3,95 730
13 Adlia Fsnanssa (5Y Jadl (o
ol Jalatll 8 A5 Cagal)
Db g Tl AR Sl 100 4,00 1996
& daladll e Saal sl
lie 100 4,00 964
08 At ol U La )i
ol e 100 3,99 959
Lo sie Gl g Cilatia (4
(Rl 100 3,74 981
@l Cldal i = gum gl i
Adlcadll 100 4,01 ,980
sl (A (ae by Gl se ge Jaladll
O s Ml s

A Ay B 100 3,70 980
pedll (I s (ol se e Jalal)
sl A 100 3,76 ,955
Glaras s el Gulnse (s a5
P 100 3,86 975
Aapls pa 0o D Gl sal dlall jedaall
s g Aaniall deaall 100 3,83 ,985
Gl el A1 el g pparadl
s 100 3,95 968
GY Gulnse (B il gall jelaa
sl 100 4,00 974
o At Gl g ) sakh e 507
) ae gall 100 3,99 ,990
ol g Ak ge e alaie V) (Say
ol A8aL deasl Sl 100 3,36 1,069
L 2my ) B Y 100 3,88 ,879
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_L«Jﬂ|ﬁ$b&h\&)g}cu&

100 3,99 ,904
ol s (A (sl sall iy
058 IS bl claliay 100 3,85 1,158
el sac bl 100 3,68 1,270
Lol EL Gl s Al 5e 0
sy 48 jaioy 3l B ) e
_J.L,;g\ “ 100 3,97 915
ks & sy Gl sa (8 (505 sall
Ao il Lega |y 5 LS
AT 100 3,01 1,223
Al Gulnse A (sl gall iiay
el sl sl aaf (e i3l 100 4,04 ,852
Clalial Guly ge 4 0 il sall agdy
Leddad sy (LN 100 3,87 950
050 S Aala Gle ) pubise J s

100 3,55 ,936
ol 100 3,78 ,883
(ol se e Glalat die (VL adl

100 3,88 ,956
ol s (B ailh sl (55 1) Sy 100 4,25 989
A sladly Gl se (B il sall oy

L aie Alalaall 5 cadgall
e ¥ 100 3,64 1,185
Al 48 yrally il g (AL g piady
3l ki 5 Al e aadl 100 3,89 984
N valide (liste) 100
Statistiques descriptives N Moyenne Ecart type
b=l 100 3,91 545
N valide (liste) 100 3.91 0.529
N Moyenne Ecart type
fpsaldl 100 3,91 625
ey 100 3,81 622
sy 100 3,85 921
bl 100 3,81 ;705
e 100 3,92 1756
N valide (liste) 100 3,86 ,556
O gy BLIEY) Jalas
Apalaey Ll

Aalaieyl Corrélation de Pearson 1 801"
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Sig. (bilatérale) ,000
N 100 100
Ll Corrélation de Pearson ,801™ 1
Sig. (bilatérale) ,000
N 100 100
oyl Ll
Y Corrélation de Pearson 1 733"
Sig. (bilatérale) ,000
N 100 100
Laa )l Corrélation de Pearson ,733" 1
Sig. (bilatérale) ,000
N 100 100
s galall Ll
T galal) Corrélation de Pearson 1 767"
Sig. (bilatérale) ,000
N 100 100
Ll Corrélation de Pearson 767" 1
Sig. (bilatérale) ,000
N 100 100
Cabalail) Ll
Calalail) Corrélation de Pearson 1 7417
Sig. (bilatérale) ,000
N 100 100
Ll Corrélation de Pearson 7417 1
Sig. (bilatérale) ,000
N 100 100
iplainy) La
Alaiuy) Corrélation de Pearson 1 ,798™
Sig. (bilatérale) ,000
N 100 100
Ll Corrélation de Pearson ,798™ 1
Sig. (bilatérale) ,000
N 100 100
Erreur
standard de
Modéle R R-deux R-deux ajusté I'estimation
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E 8012 642 | 638 | 334|
Erreur
standard de
Modele R-deux R-deux ajusté I'estimation
1 8012 ,642 ,638 334
a. Prédicteurs : (Constante),
Erreur
standard de
Modéle R-deux R-deux ajusté I'estimation
1 ,7332 ,538 ,533 ,380
a. Prédicteurs : (Constante),
Erreur
standard de
Modéle R-deux R-deux ajusté I'estimation
1 7672 ,588 584 ,358
a. Prédicteurs : (Constante),
Erreur
standard de
Modéle R-deux R-deux ajusté I'estimation
1 ,9012 811 ,805 ,245

a. Prédicteurs : (Constante),
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