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The role of factor analysis in determining the important factors that affect the
quality of health services provided to patients at Alia Governmental Hospital
in Hebron Governorate from their point of view.

Researcher: Nayef Othman Abdel-Gawad Abu Al-Kabbash.
Supervisor: Dr. Salwa Barghouti.
Abstract

The study aimed to identify the role of factor analysis in revealing the factors that
affect the quality of health services provided by Alia Governmental Hospital in
Hebron Governorate and evaluating them from the patient's point of view, using
the descriptive analytical approach, as a sample of 352 citizens from Hebron
Governorate who were receiving treatment was selected in the hospital distributed
over the regions of the province. To achieve the study objectives, the researcher
designed a questionnaire consisting of 40 items distributed on five dimensions
(Tangibility, Reliability, Responsiveness, Assurance, and Empathy). It had a
stability of 0.931 by using Cronbach's alpha test coefficient. The results of the
study showed that there are seven factors that affect the quality of health services
in the hospital, represented by the material services provided, good treatment with
patients, the confidentiality of information about patients, provision of specialized
medical staff, organization of working hours and the shift system, and considering
the knowledge and traditions of society. The study concluded that the level of
quality of services provided by Alia Governmental Hospital is low from the point
of view of patients, as the total average was 2.57, with a low rating, with a
difference in opinion for the dimension of tangibility and guarantee, as the degree
of appreciation for them was medium, while each of the measurements was The
other dimension, reliability, and empathy, and the response dimension was low in
its evaluation, as the degree of appreciation was common for these dimensions.
The study came out with a set of recommendations, most notably, emphasizing the
management of Alia Governmental Hospital in Hebron Governorate, working to
raise the level of health services provided to patients, and working to provide
modern devices, advanced equipment, and medical supplies that are compatible
with scientific development and progress, to reflect positively on the level of
quality of health services within the hospital. The commitment of the medical
cadres and workers inside the hospital to what the true religion commanded us,
with good dealing, mastery of work, and fair treatment with patients, and
conducting training courses for workers and medical cadres in the hospital to
familiarize them with the dimensions of the quality of health services, to enhance
their concept for them, and to implement them on the ground to the best possible
degree. They were motivating and urging medical personnel and health service



providers to adhere to the duties stipulated in the regulations and systems for
practicing service professionals in the health sector.

Keywords: Factor analysis, Health services quality, Alia Governmental Hospital,
Dimension of health service quality.
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gl g N Jganlly

G gl 22 Cail COEAY) Jalaay cgliaall GlaiV) T jlaal ¢ luadl bagiall 2.4 Jga

s A
da ) alas loal Ao calai) | Jawgidl
’ ) 824l A3l
aadl) | cDlaay) T S gilazall | ladl




%20

Q4,7 * **

0.689

3.48

el Jaly cplalall ana
cehaiglh Gusg 2Dl edaan

- ._,)A

%26

71.8***

0.899

3.44

Jey  alie Rl adse

ey 4d) Jsasll

%32

0.902

2.85

il Aty dpald V) cala,lll
G I Jpeaslly Al Jeus
+4 gllaal)

%38

50.1***

0.983

2.62

Ll

i ) el
Jilly A5)a ) didee Jgud
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3525 (Masaad,2020) daby = e G Yy cpanall Jikll Jals coulalad) Jli dgay e
Syrad) ¥ e gSall Cilbbdiveal) Leasi L3l cileadl) aalS Fualaie V) 22 Jle (5 i

59



Llaiay) wd audi 3.2.4

c:\:ul.u;j\ QLLM}:\AS\ Cb;l«.u\ ({.'1 cdalanwy) .Jaj sl (e Gﬂ.&:\u.d\ L.g 3\:\;44]\ claadld) RPN e_..\.aﬂ

2l iy e 8@ JSI (One sample T test) slidly ¢dbaall cilihad¥) ccaDlidl) cDlales

) g ) Jsaally

Alaia) 2 il CEaY) Jaleay (gluadd) Gilaty! T lia) o beall lavgiall 4.4 Joaa

A3l Ay
da Jalaa Lol dg | <3y BN
ST sl A
eadl) | caay) T Sl ‘;_JLA;S\
riiuall 4 @bayll sy ag
dadiya | %26 | 73.5%** | 0.922 | 3.61 1
Aeldl e e apell daslid
Cligl & agalgs sLLY) e
dawgic | %29 | 64.9%** | 0.941 | 3.26 ) 2
.2\95\.9 B;L&Sis [ AREY
o df e ol e Gl dag
icaidia | %33 | 56.0*** | 0.710 | 2.12 3
iaddia | %31 | 61.1*** | 0.636 | 2.07 4
dcaddia | 36% | 52.7*** | 0.715 | 2.01 5
LAdlallly cuagll
Glelay)  adnwadl §a) dases
iaddia | %36 | 52.6*** | 0.684 | 1.92 6
o Ahal) sl s Jagast
ladll o35 8 Alsgadly de o
iasdia | %34 | 55.5*** | 0.625 | 1.85 7
iamisia| %35 | 54.2%%* | 0.634 | 1.83 | chluial e el 2 S| 8

60



cOpayaall B (e
dlaidia| %31 |59.7***| 0.763 | 2.33 Aalaiu) el

a=0.05.0.01:0.001 s (g5iws sic Lilas) Uy **#

Cilyaily ¢(1.83-3.61) ¢ Lo BlaiaVl aed il len) Lasgiall a8 #oli (4.4) Joan
2385 «(%39-%26) (Lo sl CNRY) alaa o S LS ¢(0.625-0.941) (s £355 S)lans
Cielag ciulaiay) aed Galaiy Lo Tnas Al ool due ol Llasad o e Ja Las spaia i il
b e gsaly duad) a3 o) 6 ((0.0520) AV (ggise e Lilad) Ay chadll T Lol a8

Aolana) axh

Aalia el (& loysll HUas ig) et ) pall Jeas (4.4) dsx DA (e maal
0.922 &y glore Glails 3.61 4md 1y s dhausia el Lo (Aol i e el
Jah papl olay Ghluiin) Je (el I an) 5aall Glias Loy cdadip a8 daja
dasn «0.634 &1l (glee Caliails (1.83 diad  plus Lagia Ji e (Gadayedll J8 o hiiindll
diad CDA) Jalaas 0.763 &l (Hlure Cabail 2,33 Dlaaa¥) b bl Q) gl gl
Yy Griwe die Wilaad) Ay T ladl dad culy cliaddie padll dapn cul€ law %31
2l a8 ela Lo Joa Ll bl dula) 8 (ol asag paal judo Las (0.0520)

Com Alaial) aad Lal e adid) lgaali Al Glerdll (gime & S5 3gag duhall G
(2021¢ g als Cagsa) Auh m 4 Gela Lo ae 3 138 addie LN i) 40 caolS
&l Legand) L3laEnY) Gluwsall & daall Glodl) Bign (gl (SNie (Gsiee 2gas
M (Ggia (B ST dgag (20216 AN Aub Aubp ae By laiaY) 2 Lali e il
(Masaad,2020) duhyn 5 ae 30 Y cdedtall duhll clodll 5asn and ale) 2al< dlany)
Syrad) ¥ s gSal) Cibibdivaal) Leasi A cileadl) aalS aiul) 3l Jle (5 sivse 252 50

61



Olaal) 2l auii 4.2.4
c:\:ub.u;ﬂ QLLM}:\AS\ Cb;lu:\ ({.'1 cutuaj\ .Jaj 2\:\;\_1 (e Gﬂ.&\:u.mj\ Lf E\M\ Gileaall RPN e_..\.aﬂ
2l iy e 8@ JSI (One sample T test) slidly ¢dbaall cilihad¥) ccaDlidl) cDlales

) g ) Jsaally

Olacall 2h il CEAY) Jalaas (glomal) Ghai) T laal ¢ leall bgidll 5.4 Jsaa

A5l Aoy

-

3 g

sl allimg  abel slely

Aaiipe | %25 | 75.5%%% | 0.912 | 3.67 | e clbls cuiapee s D) | 1

N ERENIRN
Cilagbeall Al Asilaa 3ga

deiiye | %26 | 72.7%** | 0.883 | 3.42 2
sl dalall
Y5t PR IP-Y TRTVETS VN JE LY

asgia | %30 | 62.4*%** | 0.972 | 3.24 |3
Adially (S8 2l

daly praseadl ey
Aaagia | %27 [ 69.1%%% | 0.871 | 321 |pe Adledl e idiud)| 4

)
il Jah LY i
daugie | %32 [ 59.4%** | (0.989 | 3.13 | ey e Ayl oYW 5

e (S lgag A (S

Glodll st il Gl e
Laddia| %38 | 49.9*** | 0.929 | 2.47 6
SV JE e Laall

62



P SxWON |
G llaall 8 58 A5 2ag
Laidia| %25 | 52.9%#¢ | 0.808 | 2.28 |~ ) 7
™ = I
Laidie| %34 | 55.1*** | 0.766 | 2.25 8
cpsinall AD8) (ool Baa ilSag
daugia| %31 | 60.5*** | 0.917 | 2.96 Olacal) aad

a=0.05.0.01.0.001 ‘Uy.fc,g.hu Lic I;fl.m/ Ay #wn

((2:25-3.67) o b placall aad il  loall havsial) o z5l5i (5.4) Jsaall b i) el
~%25) om L o LAY Jalae aid il WS (0.766-0.989) o £i5 (e il
el Gl Lad tnis i 2ahal) due 8 Blaiad of e Jy Lae Bia iligdll s3ay (%38
Lall 2ha) o 6F (0.05>0) AN (ggiae die Lilad) Al cbaall T las) a8 Cielag (lasall

el s s e o5l

Oxdayen g 1) adinall iy el slely) (i Al 52l Jgeas (5.4) dss meas WS
0.912 & (Glhas alail 3.67 wiad dl oles dhugie o) o (Graiall DS e oLy
(pminall ald) (ol Bra AlKag Al Aronn hiiwall liad) 88l Cilias Wiy cdadipe o3 s )39
Aaidie b Ay 0.766 &b (glne Claily 2.25 diad s Jausic B e

ad) dalaag «0.917 &l (Hlhae Ghail 2.96 4iad L glecall ad chad KN davgad) &l
¢(0.05>0) Y (g5ie dic Lilad) Ay T Hlod) dady cdlangio jatill dapy culK Lo %31
anall 138 (8 ela e Jon duall 2D dila) (8 (05 d9ng pae] o Lea

M Aal e bl lgedt Al lesdll 53w Jos gV (A cpls 39ag Auball Cinal
anny ) Ay 2 4 Gels Lo B 13y Aawgie A0S il dajy il Gia cglacal
dpasSall iliall 8 dadiall Al cleadd) B Sla) (g aui ) Al Cangs A (2021

)y e B85 Y LS laall ) Gulat & ugie Gie () Glagi G cdpgiall cilladladll

63



Cuag Z\.:Df\baj\ Z\.:LAJA:J\ Gbadiuadl daall caleadl) EJJ;J ‘5_‘.4).45\ ?-'353 ga caliay ‘éﬂ\(2022c@))

Mane dusnie Lgedt Sl Lsall Gledl) Bagn o cpdaly g edapall o) leadln 8 el

Cibalal v o5 5.2.4

c&_.}.\b.u;l\ QLLM}:\AS\ Cb;:u.u\ ({.'1 ¢ alalanl) sz :\:1;1_\ (e Gﬂaﬁu.d\ L.g E\M\ claaaldl B.Jj_; e_..\.aﬂ

2l iy e 8@ JSI (One sample T test) slidly ¢dbeall cilihad¥) ccaDlidl) cilales

) g ) Jsaally

(bl ad il CAY] Jalaay (gloeall Glat) MT" lial ¢ sleall gial 6.4 Joan

ARGGRE
da Jalas lid) Ao cahay) | Jagiall
T B adll BN
eadl) | caay) T Sl ‘é_.au;j\

Lo bl Jee culds]

daiiye | %29 | 64.8%** | 0.992 | 3.43 1
.« a yall
Lidal dayylay dasall cilardl) o

dausia | %33 |56.5*** | 0.989 | 2.98 2
.(5.*'4‘)4“2\.:1.3‘”
o) Lacaiil) s pall Cag ok sl s

dausia | %34 | 54.9%%* | 0.971 | 2.84 ) 3
R
Llie iy (i yedll alaial

Laiic| %36 | 51.6*** | 0.912 | 2.51 4

Lmidie| %37 | 50.1%%% | 0.883 | 2.36 | .G U< lalial oLl agity| 5
Jaly eyl e Jalanll 3 Allaal)

Lnidia| %34 | 55.2%** | 0.751 | 2.21 i 6
. (Rhuall

iaidia| %36 | 52.8%** | 0.722 | 2.03 e Osiny Omased) Ol adl | 7

64



il

Lle)y Juadl alil uly jeal

iaddia | %37 | 50.6%** | 0.679 | 1.83 8
shdinall i A
daidia| %34 |54.9*%** | 0.862 | 2.52 alaladll axd

a=0.05:0.01:0.001 s (spius sic l;ﬂ.ma/ Ay *xx

Cilyaily ¢(1.83-3.43) o Lo cabibaall axd il sl bagidll a8 55 (6.4) Jsas e
o35 ((%37-%29) G Lo sl CAY) Jalaa 2 cuilS LS ¢(0.679-0.992) (1 £358 @)lens
Cielag ccbaleill sy sl Lo T Ji Aabal) due bl Llaiad of ey Lae 8paia ilig
i e Gty Al 3l ol gl ¢(0.05>0) AV s die Lilad) Ay chaall T las) .

ccabalanll s

avsia ol Lo (sl danlie il dee lisl) (ati ) 8l Jguas (6.4) Jsan ndy
i) Bl Clias Laiy cdafiye ol daydg 0.992 il (sl Cilail 3.43 aiad i1l Jles
Glre Cabaily (1.83 wiad s Tausie Ji o () b dna Dley dumdl 0
aidie 4 das <0.679

il Lty %34 Al Lalaas 0.862 &y (lone ilaily 2.52 223 il IS Jacosiall gy
35ag aal pudn Les ¢(0.05>0) Ao (gries die Wilad) Al T lod) dedy clatdio il day
2l 138 8 els Le Jos duaall 0l s (8 (ol

ilS Cua ccrbalaall a Ll (e ohdtuall et Sl ciladdll (ggie B S0 gy duhall cain
2t el O (2022¢z5) Aalp 2 4 Cualh b e G ey daaiiie 20K poal da
2 e Lald (hale b dnal) Glidag dese dusnge Lgedd (Al dnall Glerdl) Bags e Gl
Oo ((ablaall ¢ QL)) (gam ket (sginne g L)) (2021 ¢ 8IAR) Ay il wa (345 Vs ¢ Cilalal
okl e G calalall ks dgag

65



(asSall Dlle o lgadt ) Laal) cleadld) adly sag duaall duadd )l ALLY) aal e dila3U
One sample T) sladly cdbaad) clihasy) (Didl) CBlles cdnlual)l clbugidl Al o

dj..‘\;j\ L@_\.\:\ [PXS C._;mtuj\ U'_LﬂSj cz\:ﬂﬁ\ :\AJJS\ t__ib.u;} cz\::maj\ caleaald) EJ}; .Jbu\ L Ja:i dﬁ (test

:
Cilalatll axh il Y] Jelaoy (@loaall GlaN) T lasl ¢ lual) Jawgial 7.4 Joaa
A5 A5y
Bapy | dabee | ) ags| Sbad) | B } *
) 2N
Sl | cadaY) T Slall | sl
dausie | %31 | 60.5%** | 0.917 | 2.96 Oleall a2 | 1
dausia | %30 | 61.7*** | 0.794 | 2.62 Lansgaldl) 22h | 2
Laidia | %34 | 54.9%*% | 0.862 | 2.52 calalaill a3 | 3
Lamidie| %32 |59.2%** | 0.766 | 2.42 Lalacy) ad | 4
Loaidia| %31 [59.7%** | 0.763 | 2.33 Llaia¥) ad | 5
Laiiia| %32 |59.8%**|0.820 | 2.57 gl daal)

a=0.05:0.01.0.001 i3 (sgiws sic Lilaas) 4y *##

et ) Lnall ilardll Baga Gy 2K A pall o) Lacsgiall (7.4) Joan il el
Lan %32 sl daleage 0.820 by (glhme caliaily 2,57 ated Lo agSal) Alle bl
aal i Las ¢(0.05>0) AVa (ggiae die Lilad) Ay T lad) dady cdmidie i) da ) il
Ca503) Aul pe dabl il 30y el Cleadl) saga Jea Al ol Als) (B GilE 2sag
Glawall (A paidie (griea sl Laall Gledl) agal bl lawgiadl of (2021¢ 5305
39a 5 3 (Afandi & Monica,2023) b ae G0 WS ¢ jilall & Lnall Loagenll Lilodiny!
O Bsad i oSi (Puskesmas Pulo Bandring) b desidll clend) sasa (ssiss 0= Lia

cdadkal) Glaaally el Cilad g

66



Kisliag Y Jlpadd il 3.4

050 L) e pa @ et Auball g e Gad SLASSaY) alad) (ail) aalil) aasid
Adle Ladfn b oompall desial) Faaeal) clendll s3sa o 5igall alpal) oat & Lalal) Julal
) Glphall Can Allyy (SN Alzilaa 3 asSall

abyl lasly (Kaiser-Meyer—Olkin) ¢Slgfl ju )38 (ubia 1.3.4

LS itually alal) Jdsil) ela daulie ¢Sl Aual) LS (530 o Il IS Gubia zhaiu) @
: 1 Jpaal) Lgacngs

@bl lasly oSl e H S sl 8.4 Jeas

0.942 OSlgl e IS lasl
(Kaiser-Meyer-Olkin)

4766.4 chi-square ..

(KMO) iy jlasl
(Bartlett's Test of Sphericity)

0.000 AV (sgine

oolbie dad il G alall Jalail) Jag a8l Lgtaling dall S (520 (8.4) Jsan il Cupglil
e gt A Jalsall (Reliability) aolae¥) 5305 e Ja Las <0.05 e ST 25 0.942 (<l
N2 Ggisase 780 Aya day ice 4766.4 (KMO)cbiyl lial dad caly LS ¢ alall Julal
dgag e m lee ¢ Bangll Adshas e Glali)Y) Adghiae DA iy Mag 0.05 e
- bl didaill ehial (S @llige ddghiadll & Glpatiall Gary Slals))
(Communalities) <l ¢ suill cDLlas 2.3.4
Atise e dalsally il G (R?) aasiall LLay¥) dabes gope oo siiall g udl) Jales ey
clolall sl e Aaill) o) ASa dalsall Wgaiag AU el & o) A e Ul
t U Jganl) Lgnia gy LS laSlnadll A6Y) adll il b Lasd

(Communalities) <pusiall geadll calas 9.4 Json

67



54l | nitial | Extraction | ® | |nitial | Extraction
al | 1.000 | 0.703 ¢S | 1.000 0.692
a2z | 1.000 | 0.658 c6 | 1.000 0.735
a3 | 1.000 | 0.676 c7 | 1.000 0.694
a4 | 1.000 | 0.772 c8 | 1.000 0.700
a5 | 1.000 | 0.765 dl | 1.000 0.796
a6 | 1.000 | 0.670 d2 | 1.000 0.753
a7 | 1.000 | 0.646 d3 | 1.000 0.773
a8 | 1.000 | 0.697 d4 | 1.000 0.693
bl | 1.000 | 0.783 d5 | 1.000 0.773
b2 | 1.000 | 0.785 d6 | 1.000 0.676
b3 | 1.000 | 0.771 d7 | 1.000 0.646
b4 | 1.000 | 0.698 d8 | 1.000 0.827
bS | 1.000 | 0.647 el | 1.000 0.803
b6 | 1.000 | 0.726 e2 | 1.000 0.791
b7 | 1.000 | 0.774 e3 | 1.000 0.860
b8 | 1.000 | 0.752 e4 | 1.000 0.673
cl 1.000 | 0.679 e5 | 1.000 0.765
c2 | 1.000 | 0.600 e6 | 1.000 0.865
c3 | 1.000 | 0.763 e7 | 1.000 0.733
c4 | 1.000 | 0.785 e8 | 1.000 0.736
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% % %
16.79 | 16.79 | 6.72 | 53.13 [ 53.13 | 21.25 | 53.13 | 53.13 [ 21.25 | 1
33.51 | 16.73 | 6.69 | 57.34| 4.21 | 1.68 |57.34 | 4.21 | 1.68 | 2
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46.75 | 13.24 | 5.30 | 61.20 | 3.87 | 1.55 | 61.20 | 3.87 | 1.55 3
54.87 | 8.12 | 3.25 | 64.71 | 3.51 | 1.40 | 64.71 | 3.51 | 1.40 | 4
62.54 | 7.67 | 3.07 | 68.09 | 3.38 | 1.35 | 68.09 | 3.38 | 1.35 5
68.48 | 5.94 | 2.38 | 70.81 | 2.72 | 1.09 | 70.81 | 2.72 | 1.09 | 6
73.33 | 4.85 | 1.94 | 73.33 | 2.52 | 1.01 | 73.33| 2.52 | 1.01 7
75.26 | 1.93 | 0.77 8
77.18 1 1.92 | 0.77 | 9
78.87 | 1.68 | 0.67 | 10
80.46 | 1.60 | 0.64 | 11
81.90 | 1.43 | 0.57 | 12
83.28 | 1.39 | 0.55 | 13
84.55 | 1.27 | 0.51 | 14
85.72 | 1.17 | 0.47 | 15
86.84 | 1.13 | 0.45 | 16
87.94 | 1.10 | 0.44 | 17
88.97 | 1.03 | 0.41 | 18
89.88 | 0.91 | 0.37 | 19
90.76 | 0.88 | 0.35 | 20
91.59 | 0.83 | 0.33 | 21
92.36 | 0.77 | 0.31 | 22
93.06 | 0.70 | 0.28 | 23
93.73 | 0.67 | 0.27 | 24
94.38 | 0.65 | 0.26 | 25
95.01 | 0.63 | 0.25 | 26
95.60 | 0.59 | 0.24 | 27
96.13 | 0.54 | 0.21 | 28
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96.66 | 0.52 | 0.21 | 29
97.10 | 0.45 | 0.18 | 30
97.53 | 0.43 | 0.17 | 31
97.92 1 0.39 | 0.15 | 32
98.28 | 0.36 | 0.14 | 33
98.62 | 0.35 | 0.14 | 34
98.93 | 0.31 | 0.12 | 35
99.21 | 0.28 | 0.11 | 36
99.47 | 0.26 | 0.10 | 37
99.69 | 0.22 | 0.09 | 38
99.88 | 0.19 | 0.07 | 39

100 | 0.12 | 0.05 | 40
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