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Abstract: healthcare services quality (HSQ) is one of the most important
concerns in KSA for which it has already a noteworthy progress, especially
after setting up the National Center for performance measurement that
adopts effective approaches to improve performance, among which is the
mystery Customer (MC). This latest has been effectively used by Ministry
of Health to get impressive results. The aim of this article is to discover the
process of improving the HSQ using MC in some healthcare centers in the
KSA and understand its positive effects in improving the performance in all
studied centers after adopting the mystery Customer program.
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