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Abstract : This study aims at analyzing and diagnosing the impact of the service
encounter in the health institutions Through its dimensions : the behavior of the service
provider and the physical environment to build and achieve customer loyalty to the health
institution, Through a field study of a sample of customers of the Health institutions, The
study reached a set of results that proved the role of the service encounter in achieving the
customer loyalty to the institution under study, through a positive effect for both the
service provider's behavior and the physical environment during the health services
interactions on building and shaping the customer loyalty to the health institution

Key Words: Service encounter, Service provider behavior, Physical environment, Health
institution, Customer loyalty.
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o Lol d G el B goll gV Wl ABlge D9y ple iy dnal) 313 0T il glad
. 4.42
Ayl Sl B et L5

Ao Lo 1 Lo @

Aty gl bloyl giuas :(5) o3y Jgud!

Correlations
L 2
J - Al dedt dadd o\ Nl
dadd
AW Pearson Correlation 1 285 787" 556"
pis Sig. (2-tailed) 126 1000 001
LN 30 30 30 30
Ll Pearson Correlation 285 1 816" 4847
Al Sig. (2—tailed) 126 000 007
N 30 30 30 30
o] Pearson Correlation 787" 816" 1 ,647°
L Sig (2-tailed) ,000 ,000 000
N 30 30 30 30
N Pearson Correlation ,556" 484" 6477 1
Sig. (2-tailed) 001 1007 000
N 30 30 30 30

**_ Correlation is significant at the 0.01 level (2-tailed).
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Sl L sig
A Clegedigy 6,419 3 2140  44.310 0.000
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-y >~
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