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Abstract :

This study aims to shed light on the level of services quality provided in the public and
private health institutions from the viewpoint of their providers and patients, tries to highlight
the extent of the difference between public and private institutions, and measures the level of
job satisfaction in both institutions, In addition to testing the impact of job satisfaction with
service providers on a its quality level.

Accordingly, this study is based on the concept of the service happenstance (service
encounter) and the moments of interaction between the service provider and the customer (the
patient), where most of the quality dimensions are related to the service provider and his
behaviour during the service meeting. Therefore, there is an impact of his emotions of being
job satisfaction as a function of its dimensions on the service quality, which is discussed by a
number of studies, the most important of which is Heskett's research on the concept of service
profit chain.

The subject is studied using the deductive approach. The data is collected through a
field study by distributing a questionnaire to two intentional samples: service providers (200
individuals) and patients (300 individuals) to a public and private health institutions in
Bouira. Data are analysed using the SPSS package. the study finds an effect of job
satisfaction in terms of its dimensions on the services quality, with private health institutions
outperforming the level of service quality and the level of job satisfaction.

Key words: job satisfaction, service health quality, service encounter, physical environment.
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! Suess courtney, hospitality healthscapes : a conjointanalysis approach to understanding patient responses to
hotel-like hospital rooms, op cit, p11.
> Manar Ibraheem, L’influence de la perception de I’environnement de service sur la fidélité du client,
application ausecteur de I’hotellerie de luxe en Région PACA, op cit, p99.
® Suess courtney, hospitality healthscapes : a conjointanalysis approach to understanding patient responses to
hotel-like hospital rooms, op cit, p11.
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- Jochen wirtz, christopher lovelock, essentials of services marketing, op cit, p307.
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! Swan JE et al, do appealing hospital rooms increase patient evaluations of physicians nurses and hospital
services ?, health care management review, vol28, iss3,2003, p254.
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* Andrew M et al, service encounter conceptualisation : employees service behavioures and customers services
quality perceptions, journal of marketing management, 17, 2001, pp :07-11.
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encounter, academy of management joumal, vol44, no5, 2001, p1025.
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! Masoud amoopour et al, job satisfaction of employee and customer satisfaction, arabian journal of business
and management review, vol3, no6, 2014, p04.

2 Billiter patric flanagan, hospital health care executives attitudes and beliefs on the impact that the health care
providers and systems survey has on services quality and hospital reimburesement, op cit, p52.
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! Jochen wi rtz, christopher lovelock, essentials of services marketing, op cit, p333.
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- Legatum institute, The legatum prosperity index, 2010-2019,

https://www.prosperity.com/about/resources, consulter le : 06/01/2020.
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! Legatum institute, the legatum prosperity index, 2019,
https://www.prosperity.com/download file/view inline/3690, 06/01/2020, p 35.

% Legatum institute, the legatum prosperity index, op cit, p14.
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Source : center for health security, global health security index, 2019, p119:

https://www.ghsindex.org/wp-content/uploads/2019/10/2019-Global-Health-Security-Index.pdf,
06/01/2020.
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Source : Direction de la sante et de la population de la wilaya de BOUIRA, Fiche
technique du secteur de la santé, 2019, pp :6,7.
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Source : Direction de la sante et de la population de la wilaya de BOUIRA, Fiche

technique du secteur de la santé,op cit, p13.
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Source : Direction de la sante et de la population de la wilaya de
BOUIRA, Fiche technique du secteur de la santé, op cit, p14.
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Source : Direction de la sante et de la population de la wilaya de BOUIRA, Fiche
technique du secteur de la santé, op cit, p14.
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! Direction de la sante et de la population de la wilaya de BOUIRA, Fiche technique du secteur de la santé, op
cit, p15.
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Source : Direction de la sante et de la population de la wilaya de BOUIRA, Fiche

technique du secteur de la santé, op cit, p16.
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Source : Direction de la sante et de la population de la wilaya de BOUIRA, Fiche

technique du secteur de la santé, op cit, p17.
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Scale: ALL VARIABLES

Case Processing Summary

N %
Valid 200 100,0
Cases Excluded® 0 0
Total 200 100,0 Reliability Statistics
Cronbach’s N of ltems
Alpha
,837 46
Iltem-Total Statistics
Scale Mean if tem | Scale Variance Corrected ltem- Cronbach's Alpha
Deleted tem Deleted Total Correlation if item Deleted
Vi1 149,5000 649,789 ,501 ,831
V2 149,5550 651,816 ,486 ,832
V3 148,9100 664,374 ,207 ,836
V4 149,1950 656,449 ,333 ,834
V5 147,5350 670,843 ,159 ,837
V6 147,5050 672,884 ,149 ,837
V7 148,0700 646,297 ,501 ,831
V8 147,8650 658,399 ,362 ,833
V9 149,1300 650,154 ,509 ,831
V10 148,8200 661,204 312 ,834
V11 148,9050 658,036 ,350 ,834
V12 148,7550 667,613 ,188 ,836
V13 147,9100 652,273 ,542 ,831
V14 148,0500 639,394 , 722 ,828
V15 148,3700 637,440 , 703 ,827
V16 148,6150 640,117 ,640 ,828
V17 148,5150 641,437 ,589 ,829
V18 148,9700 634,552 ,694 ,827
V19 148,6000 647,256 ,557 ,830
V20 149,0350 636,687 713 ,827
V21 148,3700 653,370 ,361 ,833
V22 149,0100 638,734 ,623 ,828
V23 149,1200 639,885 ,601 ,829
V24 148,9750 635,040 ,705 ,827
V25 147,4800 656,472 ,495 ,832
V26 147,3450 665,735 ,343 ,835
V27 146,6200 621,101 ,096 ,873
V28 147,1700 673,026 ,199 ,836
V29 147,3150 668,528 ,276 ,835
V30 147,5450 657,636 ,502 ,832
V31l 146,8000 638,633 ,003 ,891
Iltem-Total Statistics
Scale Mean if tem | Scale Variance i Corrected tem- Cronbach's Alpha
Deleted ltem Deleted Total Correlation if ftem Deleted
V32 147,2700 674,268 ,168 ,837
V33 147,4950 661,347 ,395 ,834
V34 147,2700 669,575 ,284 ,836
V35 147,4300 669,271 314 ,835
V36 147,6050 664,130 377 ,834
V37 147,5800 666,456 ,345 ,835
V38 147,4300 667,965 ,297 ,835
V39 147,4650 670,602 ,223 ,836
V40 148,0350 652,536 ,504 ,832
V41 148,7800 632,052 747 ,826
V42 148,8950 636,617 ,689 ,827
V43 148,5950 638,755 ,683 ,828
V44 148,7650 654,663 ,391 ,833
V45 148,6250 659,019 ,345 ,834
V46 149,1500 653,887 478 ,832
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Scale: ALL VARIABLES

Case Processing Summary

N %
Valid 300 100,0
Cases Excluded® 0 ,0
Total 300 100,0 Reliability Statistics
Cronbach's N of ltems
Alpha
,926 34
ltem-Total Statistics
Scale Mean if | Scale Variance | Corrected ltem- Cronbach’s
ltem Deleted if tem Deleted | Total Correlation | Alpha if Item
Deleted
Vi 123,6867 150,330 ,816 919
V2 123,5433 153,908 , 783 ,920
V3 123,2567 162,004 544 923
V4 123,3067 162,340 ,595 923
V5 123,3133 161,166 ,624 923
V6 123,5833 158,003 ,619 922
V7 123,3467 159,960 ,687 922
V8 123,3500 160,636 584 ,923
V9 123,4267 157,530 ,696 921
V10 123,4033 158,221 ,685 922
V11 123,3100 160,308 , 709 922
V12 123,4867 153,722 , 769 ,920
Vi3 123,4400 155,792 127 921
V14 123,3767 157,894 ,690 ,922
V15 123,5933 159,627 ,535 ,923
V16 123,3467 161,572 /465 924
V17 123,1933 159,695 579 923
V18 123,4067 161,072 439 924
V19 124,0000 162,595 242 ,929
V20 124,0500 161,720 ,255 ,929
V21 123,4900 161,930 497 924
V22 123,5300 159,113 486 924
V23 123,6500 157,620 491 924
V24 123,1267 168,432 179 ,926
V25 123,3500 166,509 ,156 ,928
V26 123,4633 160,557 ,369 ,926
V27 123,4067 161,975 292 927
V28 123,3133 162,102 ,659 ,923
V29 123,3633 162,707 516 924
V30 123,3933 158,447 ,763 921
V31 123,3900 156,827 ,780 921
ltem-Total Statistics
Scale Mean if Scale Variance | Corrected ltem- Cronbach's
ltem Deleted if tem Deleted | Total Correlation | Alphaif ltem
Deleted
V32 123,0933 168,152 112 927
V33 123,2733 166,393 ,180 927
V34 123,1267 167,201 ,162 927




Mann-Whitney Test

Ranks
dusn5all ¢ 55 N Mean Rank Sum of Ranks
dragac 150 145,23 21784,50
A8 ) dadll Aala 150 155,77 23365,50
Total 300
Test Statistics®
48l Al
Mann-Whitney U 10459,500
Wilcoxon W 21784,500
z -1,151
Asymp. Sig. (2-tailed) ,250

a. Grouping Variable: dwusall g 5



Chi-Square Tests
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Value df Asymp. Sig. (2-
sided)
Pearson Chi-Square 4669,746% 2166 ,000
Likelihood Ratio 1196,951 2166 1,000
Linear-by-Linear Association 37,327 1 ,000
N of Valid Cases 200
Nonparametric Correlations
Correlations
isla sl sl dgaalldeaal) 23 sa
Correlation Coefficient 1,000 ,526
bl La Sig. (2-tailed) . ,000
. N 200 200
Speaman's rho . . -
Correlation Coefficient 526 1,000
Laaliaallne Sig. (2-tailed) ,000 .
N 200 200

Correlations

R_}Lsdj‘ 424l IAPEN

il

Jandl delaa

a4 5

<ol Ay

Speaman's rho

Jandl Gilela

Lol 4

bl La )

Lmal darall 52

Correlation Coefficient
Sig. (2-tailed)

N

Correlation Coefficient
Sig. (2-tailed)

N

Correlation Coefficient
Sig. (2-tailed)

N

Correlation Coefficient
Sig. (2-tailed)

N

Correlation Coefficient
Sig. (2-tailed)

N

Correlation Coefficient
Sig. (2-tailed)

N

Correlation Coefficient
Sig. (2-tailed)

N

Correlation Coefficient
Sig. (2-tailed)

N

,135
,056
200
,326
,000
200
,165
,020
200
559"
,000
200
,536
,000
200
485"
,000
200
526
,000
200
1,000”

200




Mann-Whitney Test

Ranks
oaall N Mean Rank Sum of Ranks
) 145 90,24 13085,50
Jaall de2all 5358 B~ 55 127,54 7014,50
Total 200
Test Statistics®
Gancall 4adall 535
Mann-Whitney U 2500,500
Wilcoxon W 13085,500
z -4,071
Asymp. Sig. (2-tailed) ,000
a. Grouping Variable: il
Kruskal-Wallis Test
Ranks
ol N Mean Rank
25 e J8l 25 74,08
3525 89 105,37
Ayauall Laadl 53 g 46-36 48 75,07
47 (e HS] 38 138,61
Total 200
Test Statistics*°
)l Al 5 5o
Chi-Square 31,604
df 3
Asymp. Sig. ,000
a. Kruskal Wallis Test
b. Grouping Variable: ¢l
Mann-Whitney Test
Ranks
ol N Mean Rank Sum of Ranks
25 e 8 25 40,22 1005,50
Aacall Aeadl) 53 g 3525 89 62,35 5549,50
Total 114

Test Statistics®

Gaal) daaall 33 sa
Mann-Whitney U 680,500
Wilcoxon W 1005,500
4 -2,963
Asymp. Sig. (2-tailed) ,003
a. Grouping Variable: o~
Mann-Whitney Test
Ranks
ol N Mean Rank Sum of Ranks
25 e 8 25 40,62 1015,50
Laall Ladll 3o pa 46-36 48 35,11 1685,50
Total 73
Test Statistics?®
Gaal) 4a2a)) 53 52
Mann-Whitney U 509,500
Wilcoxon W 1685,500
Z -1,054
Asymp. Sig. (2-tailed) ,292

a. Grouping Variable: ¢
Mann-Whitney Test

Ranks
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Coall N Mean Rank Sum of Ranks
25 e J8 25 19,24 481,00

EIENS\EOREN R RPN 47 e oS 38 40,39 1535,00
Total 63

Test Statistics

a

Gaal) dadll 33 sa
Mann-Whitney U 156,000
Wilcoxon W 481,000
z -4,492
Asymp. Sig. (2-tailed) ,000
a. Grouping Variable: ¢
Mann-Whitney Test
Ranks
Gl N Mean Rank Sum of Ranks
3525 89 76,39 6799,00
daall Al 5351 46-36 48 55,29 2654,00
Total 137

Test Statistics®

FRNSATFIREU XN
Mann-Whitney U 1478,000
Wilcoxon W 2654,000
Z -2,972
Asymp. Sig. (2-tailed) ,003
a. Grouping Variable: ¢l
Mann-Whitney Test
Ranks
o) N Mean Rank Sum of Ranks
3525 89 56,62 5039,00
O N EATEN 4700 »S) 38 81,29 3089,00
Total 127
Test Statistics?®
Goaall daaal) 53 sa
Mann-Whitney U 1034,000
Wilcoxon W 5039,000
4 -3,463
Asymp. Sig. (2-tailed) ,001
a. Grouping Variable: ¢yl
Mann-Whitney Test
Ranks
o) N Mean Rank Sum of Ranks
46-36 48 33,67 1616,00
Loauall 40l 53 50 47 (e S 38 55,92 2125,00
Total 86
Test Statistics?®
Aauall 4adal) 30 g
Mann-Whitney U 440,000
Wilcoxon W 1616,000
4 -4,110
Asymp. Sig. (2-tailed) ,000
a. Grouping Variable: o
Kruskal-Wallis Test
Ranks
2blal) A N Mean Rank
el 57 105,67
Goaiall Leadll 53 a e 143 98,44
Total 200
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Test Statistics*°

Gaal) 4003l 33 5a
Chi-Square ,636
df 1
Asymp. Sig. ,425
a. Kruskal Wallis Test
b. Grouping Variable: &kilal Al
Kruskal-Wallis Test
Ranks
3 Al N Mean Rank
5 e 8 85 112,21
105 52 89,56
dasall Aol 53 51 16-11 20 72,83
17 e S 43 103,47
Total 200
Test Statistics*”
Gancall Ladall 535
Chi-Square 10,031
df 3
Asymp. Sig. ,018
a. Kruskal Wallis Test
b. Grouping Variable: 3l
Mann-Whitney Test
Ranks
experience N Mean Rank Sum of Ranks
508 85 75,35 6405,00
Gyaal) Laadl 5252 105 52 58,62 3048,00
Total 137
Test Statistics?®
Gaal) dadll 33 sa
Mann-Whitney U 1670,000
Wilcoxon W 3048,000
z -2,398
Asymp. Sig. (2-tailed) ,016
a. Grouping Variable: .l
Mann-Whitney Test
Ranks
5 sl N Mean Rank Sum of Ranks
50e 8l 85 57,06 4850,50
Lsuall danali 5o 5 16-11 20 35,73 714,50
Total 105
Test Statistics?®
servicesquality
Mann-Whitney U 504,500
Wilcoxon W 714,500
z -2,824
Asymp. Sig. (2-tailed) ,005
a. Grouping Variable: 51
Mann-Whitney Test
Ranks
5 Al N Mean Rank Sum of Ranks
5 (e ) 85 65,79 5592,00
dauall daaall 5o 17 Ge S 43 61,95 2664,00
Total 128

Test Statistics?®
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Gaal) dadll 33 sa
Mann-Whitney U 1718,000
Wilcoxon W 2664,000
z -,553
Asymp. Sig. (2-tailed) ,580
a. Grouping Variable: .l
Mann-Whitney Test
Ranks
5 Al N Mean Rank Sum of Ranks
105 52 38,79 2017,00
Gaacal) dardll 52 ga 16-11 20 30,55 611,00
Total 72
Test Statistics®
Gaal) 2adl 33 52
Mann-Whitney U 401,000
Wilcoxon W 611,000
z -1,498
Asymp. Sig. (2-tailed) ,134
a. Grouping Variable: .l
Mann-Whitney Test
Ranks
5 pall N Mean Rank Sum of Ranks
105 52 45,15 2348,00
Gacall oadli 325 17 e S 43 51,44 2212,00
Total 95
Test Statistics®
Aauall 4adal) 30 g
Mann-Whitney U 970,000
Wilcoxon W 2348,000
z -1,108
Asymp. Sig. (2-tailed) ,268
a. Grouping Variable: .l
Mann-Whitney Test
Ranks
5 pall N Mean Rank Sum of Ranks
16-11 20 27,55 551,00
Gaall dordli 525 17 o= 5S) 43 34,07 1465,00
Total 63
Test Statistics®
ARSI
Mann-Whitney U 341,000
Wilcoxon W 551,000
z -1,316
Asymp. Sig. (2-tailed) ,188
a. Grouping Variable: 3_xl
Mann-Whitney Test
Ranks
a3 N Mean Rank Sum of Ranks
b 33 95,41 3148,50
Gpaal) daadl 3352 b 167 101,51 16951,50
Total 200




Test Statistics®

Gaal) il 3352
Mann-Whitney U 2587,500
Wilcoxon W 3148,500
z -,5653
Asymp. Sig. (2-tailed) ,580
a. Grouping Variable: 4z
Mann-Whitney Test
Ranks
G gall & 93 N Mean Rank Sum of Ranks
daagac 130 77,54 10080,50
Gmall Ladali 53 sa iala 70 143,14 10019,50
Total 200

Test Statistics®

Gaal) il 3352
Mann-Whitney U 1565,500
Wilcoxon W 10080,500
z -7,648
Asymp. Sig. (2-tailed) ,000

a. Grouping Variable: awwsdl g 5




