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ABSTRACT

This study aimed at assessing the perception of Palestinians in East Jerusalem (clients
and professional service providers) of health services offered by the Israeli Health
Insurance through one of the major Israeli sick funds (Claliz). This Study is unique in
the sense that there have been no studies on the perception of satisfaction of the
Palestinians in East Jerusalem with the services rendered, since the implementation in
East Jerusalem, of the compulsory Israeli National Health Insurance, in 1995.

This study also indirectly sheds light on the perception of those surveyed of their future
needs from the system. Some of the Palestinians in East Jerusalem usually raise the
following questions which the study aimed to answer:

1. Are Arabs satisfied with services of Clalit? Why?

2. Are services offered by Clalit comparable with services offered in West Jerusalem or
other Israeli cities?

3. Will they get the same services if the Palestinian Authority extends its jurisdiction to
East Jerusalem?

A cross-sectional design was used to study shed light on factors that affect consumer’s
and professional’s satisfaction in primary health care centers in East Jerusalem. A
sample of 210 subjects was selected from clients visiting the primary health care clinics
of Kupat Hulim Clalit. All Arab Health Professionals (Physicians and Nurses) working
in these center were also targetted.

Two instruments were used in this study. Structured interviews were used to collect the
data from the consumers (beneficiaries) and a structured self- administered
questionnaire was used with the Arab Health Professionals. Statistical analyses were
performed using the Statistical Package for Social Sciences version 11. The major
finding of the study included the followings:

1. Satisfaction with physician care received the highest score of satisfaction.

2. The respondents showed satisfaction with the nursing care.

3. In general the administrative responsibilities are practiced and implemented well
in most centers.

4. Services given by Clalit are acceptable by clients, even though some of the
clients showed interest in trying other sick funds.

S. The majority of professionals were satisfied with the working conditions and
salary.

6. The necessity for more control on the part of Clalit to continue preparing
training programs and refreshing courses to be attended by their professional
and medical staff in their center.

7. Client and professionals expect some services to be offered if the Palestinian
Authority is given authority over health care in eastJerusalem.
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