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Reliability Test (Cronbach’s Alpha)

EFA (Exploratory Factor Analysis)
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Variables Skewedness Kurtosis
Statistic Standard Statistic Standard
error error
Tangibility 135 122 -.396 .243
Reliability .529 122 -.317 .243
Responsiveness .550 122 -.116 .243
Empathy 317 122 -.243 .243
Assurance .495 122 -.018 .243
Safety .656 122 -.080 .243
Access .661 122 -.440 .243
Patient satisfaction .465 .122 -.247 243

ol e (g s 8 e

Helmand University

Volume: 1 Issue : 2 Year: 2025



4 s JENTT dhowo ools gogls g pded 8 0

2L Correlation Matrix &

s > (Explanatory) }Sl}l;d-}.‘}gs&;dg}aggﬁ-%f;b b ably o see g o295 >
Lyl églwa@;ﬁfeﬂ:.%;) O s 455, (Satisfactory) 5 5 eho e S
L8> S bl S dader Y 4 LL G Correlation Matrix 5 o)l

)l el fing grlgra 31 Jguen¥

Variables
TAN REL RES EMP AS SAF ACC PS
Tangibility 1.000
Reliability .356 1.000
Responsiveness .279 427 1.000
Empathy .338 .338 .339 1.000
Assurance .349 .392 .279 .279 1.000
Safety .327 442 315 .348 437 1.000
Access 312 .403 .289 .284 .363 .486 1.000
Patient 464 .507 .366 .332 .536 439 416 1.000
satisfaction el I g 21
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Variables Tolerance VIF

Tangibility 733 1.365
Reliability .570 1.756
Responsiveness 787 1.271
Empathy .592 1.689
Assurance .549 1.823
Safety .590 1.694

JoS o (K9 51 e

Access .661 1.513
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Variables No. of Item Cranach’s Alpha
Tangibility > 851
Reliability 6 .835
Responsiveness 4 .862
Empathy 5 .838
Assurance 4 .832
Safety 6 .841
Access 2 .852

5 .820

Patient satisfaction
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Kaiser Meyer Olkin Measure of Sampling Adequacy 0.882
Bartlett’s Test of Sphericity Approx. Chi-Square 872.149
Df 28
Sig. 0.000
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Coefficients
Model Unstandardized | Standardize T Sig.
Coefficients d
Coefficients
B Std. Beta
Error

1 (Constant) .236 .093 -2.528 | .012
Tangibility .259 .041 212 6.303 | .000
Reliability .204 .038 .206 5.393 | .000
Responsiveness .077 .026 .096 2.956 | .003
Empathy 120 .037 122 3.246 | .001
Assurance .276 .036 .298 7.666 .000
Safety .097 .040 .090 2.410 .016
Access .071 .024 104 2.930 | .004

A. Dependent variable: patient satisfaction
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Abstract

This study was conducted under the title "The Impact of Service

Quality Determinants on Patient Satisfaction in Boost
Provincial Hospital of Helmand Province.” The research
employed the SERVQUAL model dimensions along with two
additional variables to examine their influence on patient
satisfaction. A total of 400 questionnaires were distributed, and
all were returned to the researcher for analysis. In addition to
the SERVQUAL model variables, the study also considered
Safety and Access as (Gap variables) to evaluate patient
satisfaction with healthcare services. Data analysis was
performed using SPSS version 27, applying both Regression
and Correlation models. The regression analysis revealed that
the independent variables could explain 67.4% of the variance
in the dependent variable (patient satisfaction). The results
indicated that patients were most satisfied with Empathy and
Safety, while they were less satisfied with Tangibility and
Access.
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