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Evaluation the quality of health services provided by military medical
health care centers from the perspectives of military beneficiaries in the
middle and south of the West Bank

Prepared by: nashat jawabreh
Supervised by: Dr. Maha Al- Nubani
Abstract:

This study aimed to evaluate the level of the quality of health services
provided by military medical health care centers from the perspectives of
military beneficiaries in the middle and south of the West Bank. The
population of the study was consisted of all military beneficiaries during the
period of the study. Also, this research aimed to determine the quality of
medical services provided by six military medical services centers in the
middle and south of the West Bank and to find out the relationship between
the quality standards scale (SERVQUAL) and the quality standards provided
by medical services to achieve a measure tool for the Palestinian medical
services.

The sample was consisted of all military beneficiaries who have medical file
at the military medical centers during the distribution of questionnaires. The
data was collected by a questionnaire consisted of 44 items distributed in five
dimensions: reliability, tangibility, responsiveness, empathy, and assurance.
The questionnaires were distributed to 370 participants. The number of
questionnaires which was valid for statistical analysis was 344. The reliability
and validity were established by using SPSS, version 20.

The researcher used the descriptive analytical methodology. The results of
the study were:

* The level of the degree of the quality of health services provided at the
Military Medical Services evaluated came with a high degree and the order of
the dimensions of quality of service in terms of application-level in
descending order as follows: reliability, responsiveness, assurance, empathy,
and tangibility.

* The highest paragraphs impact on the overall quality of service provided
dimensions were: workers have the appearance of an official uniforms clean
and tidy, and the Paragraph that got the lowest level of satisfaction by the
beneficiaries is a shortage of medicines.

* The beneficiaries from the medical services pointed out that there is a
shortage of medicines, and their is no available comfortable lounges to wait in
some health centers.



* There were significant differences in the average of answers to the sample
due to the variable level of education were in favor of the center of Hebron.
*There were significant differences in the answers to the sample due to the
variable level of education and the differences were in favor of the least
educated.

* There were no significant differences in the averages of the respondents’
answers about the quality of service provided in the military medical services
are attributable to the following variables: gender, age, place of residence,
military machine that belongs to him and beneficial place to provide medical
service.

In light of the results of the study:

*The study concluded a series of recommendations notably working to
provide specializing doctors in the major medical specialties, work on
forming a quality committee to apply the quality of health services and the
dimensions of the system and to provide aprocess for observation the
application of health quality, provide sufisient amount of medicines, and to
provide modern medical equipment for military medical units.
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