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Abstract : Article info

This study aimed to analyze the impact of healthcare service quality on citizen | Received : 28/07/2024
satisfaction in public healthcare institutions by means of a survey distributed on a
sample of 194 respondents. In this study a structural equation modeling (SEM) using the | Accepted :02/06/2025

partial least squares (PLS) method with Smart PLS 4 for data analysis was used. The

findings revealed that the dimensions of reliability, security, and empathy have a

positive and statistically significant e_ﬁect on citizen sqtisfactio_n, highlighting the Keywords.
importance of these factors in evaluating healthcare service quality. In contrast, the Quality of healthcare services
dime_nsions of t{ingi_bi_lity and _res_p_onsiveness showe_zd no si_gnificant impact wit_h respect Citizen satisfaction

to dlffe_rences in citizens' priorities when assessing their healthcare experience. _In Structural equation modeling
conclusion the results underscore the need to focus on enhancing the non-material

aspects of healthcare services to ensure higher overall satisfaction levels.
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g O ey (02) &) Joandl DA (e Cum ()l Gaall (il
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e Golsn Aail) sdag clghdise (A cplall Chaal e ST e Al
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)y gallg Al i yarial)
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Joe F Hair, Ringle, & Sarstedt, ) dlyd PLERSY Lo s 124
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0,598 0,776 0,737 0,734 De3 oLy
0,703 De4
0,778 De5

0,633 0,762 0,818 0.809 Em2 Cakalail
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