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Abstract
The current study aimed to assess the level of patient
satisfaction in light of the perceived quality of healthcare services
provided at Heraa General Hospital in Makkah, Kingdom of Saudi
Arabia. To achieve this objective, the descriptive analytical
approach was adopted, and a questionnaire was utilized as the main
tool for data collection. The study was conducted on a random
sample of 384 participants, including inpatients and outpatients at
Heraa General Hospital. The analysis revealed that the perceived
quality of healthcare services across its dimensions (reliability,
responsiveness, assurance, tangibility, and empathy) was rated
high, with an average score of 3.65. The results also indicated a
high level of patient satisfaction among the study sample in the
following aspects: efficiency of the medical and nursing staff, care
and treatment, ease of access to healthcare services, waiting time,
and the quality of hospital facilities, with an overall average of 3.67.
Furthermore, the findings showed a statistically significant
correlation between the various dimensions of perceived healthcare
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service quality and the different dimensions of patient satisfaction
at Heraa General Hospital. In light of these findings, the study
presented several recommendations, the most important of which
are: enhancing the quality of care and treatment through the
implementation of modern clinical protocols and investment in
advanced medical technologies; improving access to healthcare
services by enhancing electronic booking systems and reducing
complex administrative procedures; and improving the quality of
hospital facilities by upgrading infrastructure and ensuring higher
standards of cleanliness and sterilization of rooms and equipment.
Keywords: Healthcare services, perceived quality of
healthcare services, patient satisfaction, Heraa General
Hospital.
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