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Assessing The Quality From Patients and Professionals Point of Views of Services at
UNRWA Health Care Centers In Hebron and Bethlehem Areas.

Prepared by: Abeer Al-balasi

Supervisor: Dr. Hussein Jabareen

Abstract

The aim of this study is to identify the level of quality of health services provided by the
UNRWA health care centers at Hebron and Bethlehem areas from both perspectives of health
service providers and beneficiaries of those services. The quality of health services at these
centers was assessed through measuring the five dimensions of service’s quality (tangibility,
empathy, reliability, responsiveness, and assurance). The study also explored the priorities of
patients, staff, and administratives to improve the quality of health services, and addressed

the factors that reduce the quality of services at UNRWA health centers.

The study used the descriptive analytical methodology and has collected original data from
study subjects. The sample consisted of (380) of beneficiaries at health care centers, as well
as, (73) health employees at these centers. Two separate questionnaires were distributed as
key tools for data collection. A third tool in a form of detailed checklist was also employed
and filled out by all directors of these health centers to collect data about the available
infrastructure, human, and material resources. The researcher used different statistical

techniques to analyze the data and to describe results.

Findings of the study showed that patients evaluation of the degree of quality of UNRWA’s
health services was high according to quality dimensions (empathy, security, reliability,
response), as appeared in their responses, which are not limited to, but thy reported that staff
maintain confidentiality of their information status, respect their privacy, and that they trust
doctors and nurses experience and knowledge to provide the required care. In addition,
beneficiaries noticed that health workers at UNRWA’s centers were tactful and welcoming
patients with sympathy, responded rapidly to their inquiries, and provide treatment for them
in appropriate time.

On the other side, Health professionals’ evaluation for the quality of health services they are

providing at UNRWA’s centers was medium as reflected in the three dimensions of quality



that are adopted by the current study, namely, (responsiveness, reliability, security), since
service providers are more aware than beneficiaries of the requirements of improved quality.

Health workers realize the obstacles they have when providing the service.

The study also addressed the obstacles that reduce the quality of health services from both
point of views of patients and employees. Patients considered the lack of all needed drugs,
lack of necessary and sufficient lab tests, lack of attention to facility cleanliness, and the
length of waiting time to receive treatment as the main factors that are reducing quality at
UNRWA ’a health centers.

On the other hand, workers mentioned the lack of clear mechanisms to improve the quality of
services, shortage of health personnel especially nurses, centralization at the clinic, and the
inadequate use of patients appointment system as main barriers that reduce the quality of

health services at their centers.

The study recommends that there is a need to restructure health care centers according to
professional principles and scientific criteria, adopting proper improvement policies,
employing more diversified and specialized medical cadres, expand the scope of services that
is not limited to primary care, providing more medical devices and laboratory equipment that
are necessary to meet the needs of patients and staff, and modernizing the centers’
infrastructure in order to ensure a healthy environment that is able to meet the needs and

achieve the desired quality in health services provision.
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Research Aids
Research Aids

. Sample Size Calcuator
+ Sample Size Formula
+ Significance

+ Survey Design

+ Comelation

']'he Survey System gains our

highest marks for survey creation,

analysis and administration
methods, making it the best

| ineup that ofers all eatures and
tooks we considered. For these

Sample Size Calculator

‘This Sample Size Calculator is presented as a public service of Creative Research Systems survey
software. You can use it to determine how many people you need to interview in order to get resuits
that reflect the target population as precisely as needed. You can also find the level of precision you
have in an existing sample.

Before using the sample size calculator, there are two tems that you need to know. These are:
confidence interval and confidence level. If you are not familiar with these tems. click here To
leam more about the factors that affect the size of confidence intervals, click here.

Enter your choices in a calculator below to find the sample size you need orthe confidence interval
you have. Leave the Population box blank, if the population is very large or unknown.
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Research Aids

Bt sample Size Calculator

+ Sample Size Calculator

. Sample Sz Fomua This Sample Size Calculator is presented as a public sevice of Creative Research Systems survey
. Soniicance ‘software. You can use i to detemine how many people you need to intenview in order to get results
. Suney Design tha reflect the target population as precisely as needed You can also find the level of precision you

have in an existing sample.

Before using the sample size calculator, there are two tems that you need to know. These are:
confidence interval and confidence level. If you are not famifiar with these tems, click hece. To
leam more about the factors that afect the size of confidence inenvals, click here.

Enter your chaices in a calculator below to find the sample size you need or the confidence interval
you have. Leave the Poputaion box blank. if the population is very large or unknown.

"The Survey System gains our
highest marks for suvey creation,
andlysis and adminstration
methods, making it the st
suvey software in our ranking...
This is the only product n our
fneup that ofes ol featues and
tools we considered. Forthese
reasons, The Suvey System
eams our TopTenREVIEWS Gold
Award " Read bore

113



Olaial) g€t ddat g land (5) a8 (3ala

el S alal) da ) ay |

A8 ey daalall [yl 448 sy bl daaa 1
Al daals [5))0)5 Japaill 2408 Dliad sl Dl sl gy 2
) daalas f3)) 391 Japaill A4S Dliad sl ) sl rens 3
Ol Raalas [yl A elise ysudyy ball daen 4

Ol Raalas [yl A e lise ysudy Cubladll WS >
LY Aaalall okl 4K aelia Houdy Gola dena 6

4 5aY ) daalall /nall A€ aclia yudyy FRARCIRNS 7
i) daals [mpaill 44 ralas dgmnll ¢ lg 8
Al el Cgpall 85a 2 fabe BYGION 9

114




30 Mar 2015 0907 Aqu 022794193

alll) daga Jagds QS (6) ad) (3l

page 1

\\\\“\W’// s ol a1 i s
={ 3 -
ENS'S Aaf Sicaal) dail) Sgae
é/j ”\\@
7 Institute of Sustainable Development
2015/3/30:ga

Yl dagy (sl

codngg Al 4

ol onill Laals — B2 5jlpe LTy Slage ol — Aaiiod] Ligl) Apatl zealiy 2y

21012457 aslall leslyy . " ol e e * ALY

Ly Ay el llla pgiy el Anala (b Aelinsal) Guasill sgae ks 520l 2

sl B dgay Oa gl ANyl Aalild Loual) clesdl) Bas sue pull T gy

- pad Sy Julad qihih.nq.l dasll athag

ety clagleall ol Lale @uhall 13 A cloled) e Jyaalls Lo e oy 4l

i Gl ey el A Jalad AU lgle Juany 3l

Jerusalem — Abu Deis
Tel/ Fax: 009722790345
P.O.Box: 51000, 20002

vapd gl
009722790345 LS\ili

20002 5!/ 51000 ;.=

115



&M‘ u.u)gé

Aaiall Galall (lyie Al
96 eyl 35kl 1
101 crleladl 3Lt 2
106 Lol Al 5)Lain) 3
111 Al ol 4
113 Sl Aiad ¢ Lawd 5
114 6

116




SISV aygd

daial Jsall oy 3
12 ERPEN{PNT g EN AV 1.2
30 Lyad daall b iledall aysidbyla | 2.2
30 Gl dlla | 3-2

117




Jolaadl Lupgd

daiall Jsall olsie P
17 Laall Lol 3sa i Chline | 1.2
42| Al cledd) sass s (e <)yl (Factor Analysis) leladl Jaill il | 1.3
Olalall Hhi deas (o Cusall AS ) Anlil) Syl

43 | G dsaall ciledd) sass s (e <)yl (Factor Analysis) lelall Jiaill il | 2.3
Ol dgas (e Cusadl AS Al Syl

45 | 8 daal) cledll s ani (elie i (Factor Analysis) Jeledl Jiaill it | 3.3
el Gy Al abdlae 8 cpylaY) ki deay (e Gagall AISH Al 3S)l)

46 aaliadl laalely 4l 5158y (Cronbach Alpha) Wl &g S cldll dales il | 4-3

46 | 4ndl A daal bl 51y (Cronbach Alpha) Wi #las S cldll dsles mits | 53
Agdsal) gl S il aall 58 5all Al

47 Al il dgliall il gidl ~bae | 6.3

48 | adsal) Cusall ANS ) dalill Amall Sl b cplelelly dalald) Adhanl) diel) pailas | 1.4
50 | Gl UK Al dmall Sl Cpe il Laldl)l ddhpaall diell (ailad

o 2.4
53 | daldl)l daall kel Sl dgadll Al b)leiul daldl) ddhaaa) el (ailad

Al ¢agall 2alS ) 34

57 s i Al Ayl ol gl ldladyly dgluall Gllaugidly colacY) s
Opafinally Galaladl Hli dgas (0 Cisad) DS Al 3Shall b dnall claadl)

58 | saga awi Aapal Aysll ol cdpleall ulihatyly cdpliall cillangially clacYl 54
Cpfinnally Galalall Hlai dgas (o Cusadl AS 5 Anlill SShall b dmnall cileadd

59 | cleadl) 3ass ani Clpdigal Aygiall Calls el lihaily ciplual) illan sl 6.4
Agaldie V) e 38y Cplalall Hhai dgay e Gigall AS) Al Shall (8 daiall

60 | cilessll sass sl Culpigal Apgiall cailly gl ANy cpleall clawgadl | 74
Llaia¥) e 35 Galalall Hhai dgas (o Cagall ASH1 Al Sl (8 daiall

60 | cloadll asn sl ciinel Apgiall cually cAglaadl Cldlaiyls dplaall claugd) | 84
cOlasall ey (385 Calalad) i dgay (e Cagall AISH AU SShall d daal)

61 | claadll i sl citinal Apgall Cually cAgylaall Cldlayls Apliall claugdl | 94
Alaiul) aay 38y (i)l dgas (e Cigall ASH Al Shall (8 dpaiall

62 10.4

Gleadll Baga ani Clpdigal Aygiall ually (dplmall GlihaiYly dplual)l Glaw sl
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dadall sl Glgie AN
cabalaill ey 38y ol Hhi dgay (e Cogall AS AU SShall Al

63 | cileatll sasa sl Culpdgel Lpgiall cailly (Al CllaiY)y cplueall clbugdl | 11.4
Olaall ey (385 Caadinsall Sl dgay e Csad) ASH A Shall 8 daall

64 | cilaadll sasa sl Culpigel Lpgiall cailly (gl Ay cplueall Gl | 12.4
Apalaie ) axy B8y (i)l dgas e gl A Al jShall (8 sl

65 | jasdl dspd) Lgiall cowlly dgyleaddl cliladyly dpleall cllugidly clacy) | 13.4
Sl ehae Sl dgay (e dmaall Gledll a5 audi & (Aoadll Al dsaldll
ol

65 | dnsaldl pinall daal A siall canills dlaad) culilmaiy )y ddulal)l cllavgidls calacly) | 14.4
Agmall Shall ehae i dgay e damaal) cleddll 5aga ani b (Aol 4yl

67 | daldll Shall & dsal) clandll sasa sl dagy 8 Gl (Ltest) @ las) ol |  15.4
Abailadll juaial (33 Cplalall hai dgay (e Cisal) ASS)

68 | dalll Shall b dsall clerdll sasa anli dajo 3 el (Ltest) o las) milu | 164
Jlaall (8 Aoy sy Gl e el i Cplaladl Hhas dgay (o Cagall IS
>l

69 | 4a) 3 (35,4l (one way analysis of variance) oY) glall didas Lol miln | 17.4
@y Calalal) lai Agay (ge Cigal) AUSH Al Sl 8 Lsiall Lot Saga oy
bl ol parid

69 | Shall & dsall clerdll sagn adi da)d) Apleall Clladyls dpleall claugd | 18.4
bl canall il (a5 Galalall Sl dgay (e Cigad) AS A

70 | day & G5l (Oone way analysis of variance) ala¥l culall Jias Ll il | 19.4
@y Cnlelall Sl dgay (e Casrll A Al Khall b dpmaal) ladll 35n ani
el Jagall i

70| Shall G dsall cleadl) sasa i dajal Agjleall lilaiyls dplual) cllawgid) | 204
bl dasall el (g3a8 Galaladl Hhas dgany o Cusad) AS ) daylil)

71| Glsis clpiie o 4Dl (standardized regression) jlaaty) Jias Jales gibn | 21.4
A 4 till Shall 8 dsall Gladdll a5 anll dayog Cpraliadl 2ae g cdlaall 5al)
Olalall Hlas dgag o Cusad)

72 | aaglll Shal & dsall clerdll Sasa ani dajy 3 (el (Ltest) o jlaal) milu | 224
Abdlaall jaaial ()0 padival Hhai dga e Qi) UK

72 | aadl) Shall 8 daall clordll sasa i dagy 3 gl (Ltest) o sl il | 2344
ol paial (30 Gaadieall Sl dgay (e Cisadl AS4

73 24.4

432 4 3yl (one way analysis of avriance) Lﬁ;;t&]\ Cplall Jalas lodl) ik
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dasall Jdsaall Olsie A
55 el s dgay (e Gagall ASH AUl jShall b dmoal) Cladall 5asa i
el i

73| Sl b Al clesdl) saga auii Al dpleall @lihatyly dglual) cllugdl | 25.4
sl el (a3 el e dgay (e Cagall Al AaU)

74 | ian b 3504l (one way analysis of avriance) sala¥! gl Judas Lol ilu | 26.4
@5 Cpaial) Sl dgas o D) A Al Shall 8 daall Cleadll Baga anis
Sl S il

74 | Shall G Al cledd) sasa i Aajal Ayl lilaiyls dplual) cllawgid) | 27.4
Sl OlSe jaial (63a5 (pafivsall Hhi dgas (o Casall IS5 Anylil)

75 | dayn & (3504l (one way analysis of avriance) oY) cplall Jdas jlas) it | 28.4
30 el s dgay (e Gagall UK AUl jShall b dmaal) Clanall 5asa i
DAl Bl s paial

75| Shall G Al cledd) sasa i dajal Ayl clilanyls dplual) cllaugid) | 29.4
Dl Bl o il (gha3 (paafiaal) i dgas e Cagll AS Y Anll

76 |31 cysie on ALY (standardized regression) jlaai) Jiai Jales gilu | 30.4
Aads Al Clealall 2aey ccaphll diey (2Ol o Jpaall S5l & Uiy
il i dgay (e Casal) AS5) Aalil) 5Shall 8 Al lasdl Basa anil

77 | cleadl) 535 e G A0l (Pearson correlation) sy LliN) Jeles ol | 31.4
Apsall Shall (8 4apBU) dplall GLalSeY) (simas GaplSY) ki dgas (e daall

77 el saga Jli Al Cplalal) ki Agay e ciligeall | 32,4

78 Laall cilexdl) saga (e JIE Gl (ompall Dl dgag (e Clisall | 334

79 Amal) cleadll Basa (ssise Cund b oplalal) @ligly) | 3444

80 35.4

dosaall cleadl) 3asa (g5tua sl ‘;A @.a‘),d\ bl
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