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Study Summary (English):

This study aims to analyze the impact of both pricing and
service quality in private healthcare on customer satisfaction,
through a field study conducted on a sample of patients at Al-
Shifa Clinic in Guelma Province. The importance of this study
stems from the growing interest of private healthcare
institutions in achieving patient satisfaction as a key indicator
of their success and sustainability in a competitive market.

The study is based on a theoretical framework that
explores the concepts of service quality, customer satisfaction,
and pricing, along with the influencing factors. It also includes
an applied component using statistical tools to test hypotheses
regarding the relationships among these variables.

The results reveal that service quality has a greater
impact on customer satisfaction compared to pricing. Patients
show a willingness to pay higher costs in exchange for reliable
and effective healthcare services. Pricing was found not to be
the decisive factor in satisfaction; rather, the treatment
experience and its quality are the main drivers.

Based on these findings, the study aims to offer
recommendations to enhance healthcare service quality and
adapt pricing policies to better align with patient expectations
and needs.

Keywords: Healthcare services, service quality, service
pricing, customer satisfaction.
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8 e @y Al GSaisalal)l  salal) el selSIL ) sy Y 5 A gina 3alall

ladl) Calisg deaall dagall U oSy afipe mal A drigall Ble ) Jsis
Telaayl Fadiall i Sileadl| oa yall
Valid 50 50 50 50 50
Missing 0 0 0 0 0
Statistics
s Osilasall Lkl s Sy Ol s

Gl sl B8 ganyuy (g sislaia e L6 dsiall Gl el A Ny (s e e il Ul

Gl 55 eyl clalia Alaawyl palbigede juy  daall dle )l Gaall deaall

el A 30 dplall = yall e e 3alal) 3alal) 8 deaidl)
N Valid 50 50 50 50 50
Missing 0 0 0 0 0
Statistics
Alall (5 gise
@A alaiall aigd salad) byl
Dhsindlall o el A4S Al padl e ddle Juas] Y iy S

oo el ilana Ale ) 80 e 2kl [l danall cileadl) 2l Leiladd Cpueas

Slalialy ads ol b Al b oy G Al e Al Jle

daall salaall i g okl Qi Lgadal el

Valid 50 50 50 50 50
Missing 0 0 0 0 0

Statistics
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$alall

);A.“ Gled yal
Baball & JLEiuY) Gy ye w83kl

Jew baa gy g Al (aaad (8 sl Aaylai

bl N sasedl gl e 5 Sl alf

Gleaal) Al St 53 gad 1500 saluall 5 3

Ll i jai Ll i jai dalall die daall Tadiall cilaaal)
N Valid 50 50 50 50
Missing 0 0 0 0

Reliability Statistics
Cronbach's
Alpha N of Items

<815 7

Reliability Statistics
Cronbach's
Alpha N of Items

867 7

Reliability Statistics
Cronbach's
Alpha N of Items

<901 10

Reliability Statistics
Cronbach's
Alpha N of Items

<933 24

Correlations

Glaadll e

bl G dmall b adiea) )

ol jsaadangie A5l daulie Al 5 5ol

daxall s )
Ll Hd ) gaa das gia Pearson Correlation 1 «850™ 540"
Sig. (2-tailed) <000 <000
N 50 50 50

Correlations
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‘)Lu.u;y\ ui LS)i

$alall

il palls 45 5lie
(s AY) Laall

leadl g @l jagatll  leadll jlaad waad Aocdli salaad) e

FORYA|] dabin ) dplal) dale
daadll s ) sae Jaus sl Pearson Correlation <786™ 645" «810™
Sig. (2-tailed) <000 <000 <000
N 50 50 50

Correlations
& Al LA salall i3

b ) of e

alide aulii 3 e )l (S Balunl)
Lo laia ) ciladl) dadiall aaall daaal)
axdll e ) sme Jan gl Pearson Correlation <335 <890
Sig. (2-tailed) <018 <000
N 50 50
Correlations
Al (s giua (O sunseall 5 sLihY)
salaal) L asiedll 3 laSIL ) sxiiay
B psmedugie Ay Sy adipe a8 el
Laadll iaa cileadl)
Aaadll 83 5n ) saa Jona gia Pearson Correlation 1 «652™ T72"
Sig. (2-tailed) <000 <000
N 50 50 50
Correlations
B Y s OsIY) O sl sall
Y5 U sina 3oLyl Goaalaaball Ji8 s (sl
Ble ) Jsas bl g3 ey clalaay Alsiay)
sl & ball ) E k) oa sl
Leadll sasa ) sne Jan e Pearson Correlation «861™ 551" «884™
Sig. (2-tailed) <000 <000 <000
N 50 50 50

Correlations
Laall Cleadl) i a1y

Dl (0 de s 3ol

Al YL e
Lnaall dle ) il oL

oo e Balall 4
il saga ) sae o i Pearson Correlation 799" 659"
Sig. (2-tailed) 000 <000
N 50 50
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Tests of Normality

Kolmogorov-Smirnov? Shapiro-Wilk
Statistic df Sig. Statistic df Sig.
e ) saa o gl <104 50 200" <959 50 <080
a4l
Bags sae Jaugie <084 50 200 <985 50 <756
4e2all
Lo Jsaedansie <105 50 200 <982 50 630
]
Histogram — Mormal
10 Mean = 3,09
Stel. Dev. = 1,095
M =250

Frequency




(=)]

Expected Normal

Frequency

Normal Q-Q Plot of dwsiill smed ;e oo fie

Observed Value

Histogram

AaddllSaga sgaadoc gia

— Mormal

Mean = 3,58
Stel. Dev. = 703
=50
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Expected Normal

Frequency

20

Normal Q-Q Plot of dsill 1aga sas b g

Observed Value

Histogram

Ol Lay agnedogia

— Mormal

Mean =3 4
Stel. Dev. = 758
=30
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Expected Normal

salall

Normal Q-Q Plot of ¢l Lay ;s e i

3

4 5 [

Observed Value
Frequency Table
aiad)
Frequenc Valid Cumulative
y Percent Percent Percent
Valid 3 22 440 440 440
&) 28 56:0 560 100:0
Total 50 1000 1000
raiadl) (5 giasal)
Frequenc Valid Cumulative
y Percent Percent Percent
Valid st 13 26«0 260 260
(ile/pmibad) (oaala 27 54.0 540 800
Ddinala) Lle il 5o 10 200 200 100:0
(o5
Total 50 1000 1000




Balaall Adpuibad¥) B L3N qua

Frequenc Valid Cumulative
y Percent Percent Percent

Valid 4ub s Ll 12 240 240 240

450 Dla g 11 220 220 460

e 17 340 340 80«0

e e

)b Al 10 200 200 100:0

Total 50 100:0 100:0

4 yanl) 4541
Frequenc Valid Cumulative
y Percent Percent Percent

Valid 420 e J8 5 10:0 100 100

30 o BB N1 20 e 19 380 380 480

A

40 o J8 N 30 ¢ 11 220 220 70:0

A

358 b 4 40 e 15 30:0 300 100:0

Total 50 100:0 100:0

ALYl giaad) DA Balaad) Bl s Cuad 3 ga aS
Frequenc Valid Cumulative
y Percent Percent Percent

Valid <l e 5-1 e 24 48:0 48:0 48:0

< e 10-6 e 15 300 300 780

10 e S 11 22:0 22:0 100:0

W

Total 50 100:0 100:0

Jaall g gha
Frequenc Valid Cumulative
y Percent Percent Percent

Valid  z230:000 ¢ il 16 32:0 32:0 32:0
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Oe J8 N 304000 o 19 38«0 380 70:0
60:000

i Lé 60000 ¢ 15 30:0 30:0 1000
Total 50 100:0 1000

Descriptive Statistics

salall

Std.
N Mean Deviation
8 Aonall laadll e 50 370 1093
Leia g 45 H5lia duulia 3alanl)
salall L sacinall L) 50 238 <967
Bane Ailea g daal
Claadll g <l yagatll (5 gia
Qaadl)
Db a8 4885 Sl 50 2:88 1100
daliaa)) dpdall claasll
Hgaall s pally 45 jlia 50 3:30 1.015
ol salal) e 5 AY)
:UJ\I—J
Bpute ady il jla Bl i 5 50 3:00 1143
Tuelaa ) citil) Cabise ol
salaall 3 ) f aie] 50 364 <085
Aa2all 48 dal) dadl) uas
Qeadl)
Descriptive Statistics
Std.
N Mean Deviation
3.:.\;..4 rﬁy S g 633‘).4 B.JL..P.M ‘_g e.:\s;:\n_g aalay) (5 $ha 50 430 <789
Glaadld) s 8 Aigall § 868l () grialy () guia yaall AIAY 50 360 <990
el Bl 5] IS5 Y o A gina sabaadl & UV B0 50 328 1.031
kel A DU Al oyl 5 5 gal) haal sl i 53 50 340 857



$alall

el lalia BtV s s O 5 slaie (s laY) ) shla sal) 50 340 1:050
Dot e Al 50 Ao s 3l Apmal) cilaadl) oo oy 50 3:18 1.004
3ol 8 Al dle Sl 3l oL dal g (Y e 50 390 <839
Descriptive Statistics
Std.
Mean Deviation
83al) 3 desiall Lnall daxdll (5 giana e Gl il 50 3:80 <969
Aol Hlaliialy a5 o ol Slesd 583l of e 50 3:48 974
83l 02 dpnall Ao ) DS i 48 5 Aa) ML e 50 364 1.005
S5 by (Y s (el ULl e gle Juasl () alaia¥) g dbial) (5 sivue 50 354 952
o) e Leaial ) 28K gains dasiall Cileaal) 50 324 1061
Gillaadle e 2l Lelledd cpund ) aiiy L fgd 83kl oy acdil 50 2:92 1.353
2l
Lndlall 5 5a3 Jgs Las cay pas s A Bl 8 JLin¥) 5 Jaaldl el ) 50 3:02 1:134
Al et (st (8 aalad Addai g day e Ay i 55 30l 50 376 744
dalal) sie maall el Al Siie 3alad) ) 32580 (5 53 50 344 1.033
Lasal) ciladdl) 3a sl 15085 8alall 3l s lile 5 sl oa 50 318 1.101
Descriptive Statistics
Std.
Mean Deviation
el el saedauigia 50 309 1095
Laaall 83a jona aygia 50 358 <703
Gl L) ) sae a5 50 340 758
5_laiu! Jauu i 50 3:39 638
Valid N (listwise) 50
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Correlations

$alall

e gae buagin  dda= jgen dugie
daazhl daazhl

darsll pmai jg=a bugia  Pearson Correlation 1 ,410“

Sig. (2-tailed) 003

I 50 50

dassllsige ygmn o gia FPearson Correlation ,410“ 1
Sig. (2-tailed) 003

I 50 50

** Correlation is significant at the 0.01 level (2-tailed).

Model Summary®

Change Statistics

Adjusted R Std. Error of R Square
Model R R Square Square the Estimate Change F Change
1 <3282 <108 <089 724 <108 5803
Model Summary®
Change Statistics
Model dfl df2 Sig. F Change
1 1 48 <020 1770
a. Predictors: (Constant) &eall jumud ) saa Jas gia
b. Dependent Variable: (i)l by ) sae Jan 5
ANOVA?
Sum of Mean

Model Squares df Square F Sig.
1 Regression 3038 1 3:038 5803 «020°

Residual 25132 48 524

Total 28:170 49
a. Dependent Variable: il ba ) ) sae b i
b. Predictors: (Constant)« il jumud ) gae Jass gl

Coefficients®
Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.




1 (Constant) 2¢<700 <309 8742 <000
et e e S 227 <094 328 2¢409 <020
YOREN|

w

a. Dependent Variable: (il L) ) s b i

Histogram
Dependent Variable: oiup La; jyae b s
Mean = 7 36E-16
15 Std. Dev. = 0,990
M =250
10
ey
o
=
o
o
('S
5
1]
-3 -2 -1 o] 1 2 3
Regression Standardized Residual
Normal P-P Plot of Regression Standardized Residual
Dependent Variable: oiluil La; ;s b fia
10
08
=]
nE_ 05 o
3
= @
@
§- 04 ..o
=3
1]
a
02 o
0,0
00 02 04 06 08 10
Observed Cum Prob
Model Summary®
Model R R Square Change Statistics
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Adjusted R Std. Error of R Square
Square the Estimate Change F Change

$alall

1 <6262 <392 379 597 <392 30960
Model Summary®
Change Statistics
Model dfl df2 Sig. F Change
1 1 48 <000 1221

a. Predictors: (Constant)¢ dexall 535 ) sae Jass sia
b. Dependent Variable: cib 3l La) ) sae o sia

ANOVA?®
Sum of Mean
Model Squares df Square F Sig.
1 Regression 11045 1 11045 30:960 <000P
Residual 17124 48 357
Total 28¢170 49

a. Dependent Variable: ¢l Laay ) s Jasi 5
b. Predictors: (Constant)« 4l 535 ) saa Jas gia

Coefficients?
Unstandardized
Coefficients

Standardized

Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) <984 443 2:224 031
Baga ) sae dass s 675 121 626 5564 <000
a4l

a. Dependent Variable: (il ba ) ) sae b i



Histogram
Dependent Variable: ¢l Lay jsas o gia

Mean=1,11E-15
10 Stel. Dev. = 0990
M =50

g
-
o
('S
4
2
1]
3 -2 -1 0 1 2
Regression Standardized Residual
Normal P-P Plot of Regression Standardized Residual
Dependent Variable: ¢l Lay jsas b gia
10
08
0
DE_ 0,6
E
=
[ &]
o
§ 04
]
02
0,0
o0 02 04 08 og 1.0
Observed Cum Prob
Model Summary®
Change Statistics
Adjusted R Std. Error of R Square
Model R R Square Square the Estimate Change F Change
1 6312 <398 373 <601 <398 15552
Model Summary®
Change Statistics
Model dfl df2 Sig. F Change

(%))
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$alall

1 2 47 <000 1:248

a. Predictors: (Constant)c 4eall jud | sae dav gie dardll 335a ) sae Jass i
b. Dependent Variable: cib il La) ) sae b sia

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 11.218 2 5609 15552 «000P
Residual 16:952 47 <361
Total 28:170 49

a. Dependent Variable: il b ) sae as sie
b. Predictors: (Constant)« 4l jaui ) gae Jow sie daddl) 3 5a ) gae Jasi sia

Coefficients®

Unstandardized Standardized
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) <937 «450 2:081 <043
el s Jau i <059 <086 <086 <692 492
daaall
Basa s sl 637 <134 591 4762 <000
4004l

Coefficients?
Collinearity Statistics

Model Tolerance VIF

1 (Constant)

Lol s ) sae Jass gia 832 1:203
daadll Baga sae o gia 832 1:203

a. Dependent Variable: ¢l Laay ) e Jasi 5

Collinearity Diagnostics?
Variance Proportions
Condition D5a Jaus gia D5 daus i
Model Dimension Eigenvalue Index (Constant)  4eaall s Jaadll 33 s




~N

3

2918 1:000 <00 01 <00
<064 6¢758 <13 <95 <05
<018 12794 87 <04 <95

a. Dependent Variable: (bl L) ) s b i

Frequency

Histogram
Dependent Variable: ¢l Lay ssaa o gia

Mean =1 20E-15
Stl. Dev. = 0979
M=150

-2 -1 0 1 2

Regression Standardized Residual

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: ¢l Lay ssas b gia
1.0

08

0,6

04

Expected Cum Prob

02

00 02 04 06 03 10

Observed Cum Prob
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Independent Samples Test

$alall

t-test for
Equality
Levene's Test for Equality of of
Variances Means
F Sig. t
el ) saa o gl Equal variances 2:634 111 -1:078
daadl) assumed
Equal variances not -1<109
assumed
335 e daui gl Equal variances 678 414 -536
daaall assumed
Equal variances not -523
assumed
Lo ysae hausie Equal variances 1:413 240 132
oL assumed
Equal variances not 127
assumed

Independent Samples Test

t-test for Equality of Means

Mean
df Sig. (2-tailed) Difference
el jmud saedansie Equal variances assumed 48 286 -336
Equal variances not 47994 273 -«336
assumed
dadllsasa Hsawdugia Equal variances assumed 48 <595 -<108
Equal variances not 40:378 «604 -<108

assumed
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$alall

Ol Lay s g Equal variances assumed 48 895 029
Equal variances not 36542 <899 <029
assumed

ANOVA
Sum of Mean
Squares df Square F
il ) saa o i Between 1.368 3 456 <366
daxdl) Groups
Within Groups 57363 46 1.247
Total 58:731 49
35 ) sna dan gl Between <169 3 <056 <107
2aaal) Groups
Within Groups 24052 46 523
Total 24221 49
Lo saedaugia Between 577 3 192 321
oAb Groups
Within Groups 27:593 46 <600
Total 28:170 49
ANOVA
Sig.
Faaall pead ysaa o gia Between Groups /78
Within Groups
Total
GV TP B Between Groups <955
Within Groups
Total
Gl Ly ) sae Lo i Between Groups 810
Within Groups
Total
ANOVA
Sum of Mean
Squares df Square F
pdl ) saa Jass gl Between <151 2 «075 <060
daaall Groups
Within Groups 58:581 47 1.246
Total 58731 49
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$alall

SPENPTERS WP Between q74 2 <387 776
daxdl) Groups
Within Groups 23447 47 <499
Total 24221 49
Lo sae sl Between 4.375 2 2:188 4321
oAbl Groups
Within Groups 23795 47 <506
Total 28¢170 49
ANOVA
Sig.
el el ) sae Jass g Between Groups 941
Within Groups
Total
Leadl a5 ) sae a5 Between Groups 466
Within Groups
Total
Gl La) ) sae b 5ie Between Groups <019
Within Groups
Total
ANOVA
Aaddll el ) sae Jass g Between
Groups

:\AJQ\EJ};J}ML.N):\A

Gl L)y s o 5

Within Groups
Total

Between
Groups
Within Groups
Total

Between
Groups
Within Groups
Total

ANOVA

Sig.

Between Groups
Within Groups

814
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$alall

Total
dadll B sa ) gae Jausgia Between Groups <042
Within Groups
Total
Gl Lay ) sae Do sie Between Groups <038
Within Groups
Total
ANOVA
Sum of Mean
Squares df Square F
el sae dan sl Between 2:684 2 1.342 1.125
Aaail) Groups
Within Groups 56:047 47 1192
Total 58:731 49
Bags )saeanigia Between 4:394 2 2:197 5:208
Aaail) Groups
Within Groups 19827 47 422
Total 24221 49
Lo saedansia Between 8697 2 4348  10:495
oL Groups
Within Groups 19473 47 414
Total 28¢170 49
ANOVA
Sig.
et s ) sae o s Between Groups <333
Within Groups
Total
deadll a5 ) sae o s Between Groups <009
Within Groups
Total
Gl Ly ) sae Lo i Between Groups <000
Within Groups
Total
ANOVA
dadll el ) sae daus i Between
Groups
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LAQ\ISJ};J}ML“):\A

Gl L) ) ne o sia

salall

Within Groups
Total

Between
Groups
Within Groups
Total

Between
Groups
Within Groups
Total

ANOVA

Sig.

AAAQ\'SJPJJML“}L

GOl L)y e a5

Between Groups
Within Groups
Total

Between Groups
Within Groups
Total

Between Groups
Within Groups
Total

<966

<308

252




