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Abstract :

This study aims to assess the level of health services quality provided by the public hospital
institution —~ADRAR- Province from the viewpoint of customers. This is based on SERVPERF model
with five dimensions represented by (sensitivity, reliability, responsiveness, safety and empathy).
Questionnaires were distributed to the hospital patients. The study reached a number of results; the
most important of which is that the quality of services provided has a positive impact on hospital
patients, in addition to the relative importance of each of the five dimensions.

Keywords: Health services quality, Dimensions of health quality, SERVPERF Model, Public Hospital
Institution, Patients.
JEL Classification Codes : 110, 118.
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