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ABSTRACT

Complaints management is a platform for addressing
grievances, violations and problems facing both citizens and
workers; It contributes to helping officials identify the
shortcomings and weaknesses in the organization. Identifying the
extent of satisfaction of both citizens and workers with the
organization’s work performance and the quality of its products
(whether goods or services); ...
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In light of this, it is important to know the opinions of
citizens about their complaints and how they deal with them, and
about the performance of the work of the complaints department,
and to provide a number of recommendations that can contribute
to developing this department and benefiting from these
complaints, not from the standpoint of criticism, defamation, and
attack on the organization, but rather from the standpoint of On
the basis that they are important gifts and information that can
contribute to developing and improving the performance and
products of the organization.

In Egypt, since 1981, the name of the Complaints
Departments in organizations of various types has been changed
to the citizens service offices.

The problem of the current study was to survey the opinion
of citizens or the public in citizens service offices (complaints
management) in governmental hospitals, whether they dealt with
these offices or not.

The problem of the current study was to survey the opinion
of the public or citizens in citizens service offices (complaints
management) in governmental hospitals, whether they dealt with
these offices or not.

Data were collected using a questionnaire that was
distributed and collected by hand from a deliberate sample of 103
members of the public or citizens in patient waiting areas in some
governmental hospitals in Cairo and Giza governorates.
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The most important results of the study were:
1- The vast majority of the public was dissatisfied with the
citizens service offices in government hospitals.
2- These offices face many obstacles that limit their effectiveness
in performing the roles and functions required and expected of
them.
3- Testing the validity of the study hypotheses.
At the end of the study, some recommendations were presented
that can be used to activate, improve and develop the
performance of citizens service offices in governmental hospitals.
key words:Complaints, complaints management, citizens service
offices.
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