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Abstract:

This study aims to analyze the impact of Word of Mouth on the selection of health services, through
a case study of El-Dhiya Hospital in the obstetrics and gynecology department. The study adopted
the descriptive analytical approach, where data were collected from a sample of (60) patients using a
questionnaire, focusing on the dimensions of word of mouth, namely source, content, intensity, and
its positive and negative aspects.

The study found a statistically significant correlation between word of mouth and the selection of
health services, except for the “source” dimension, which did not show a statistically significant
relationship. The results also showed that the content, intensity, and positive or negative nature of
word of mouth have a direct impact on patients’ choice of health services, where positive experiences
increase the demand for the hospital, while negative experiences lead to avoidance. Furthermore,
hypothesis testing results confirmed the acceptance of the main hypothesis and the sub-hypotheses
related to content, intensity, and positivity/negativity of word of mouth, while the relationship
regarding the source dimension was not confirmed. The hypothesis related to the absence of
statistically significant differences according to personal variables such as age, marital status,
professional status, educational level, and spouse’s occupation was also accepted. The study
recommended that health institutions should focus on improving service quality and enhancing
communication with patients in order to promote positive experiences that strengthen their
reputation and competitiveness

Keywords: Word of Mouth, Health Services, El Dhiya Hospital.
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Scale: ALL VARIABLES

Case Processing Summary

M %
Cases Valid 60 100.0
Excluded® 0 0
Total 60 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics
Cronbach's
Alpha N of ltems
752 45

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 60 100.0
Excluded? 0 0
Total 60 100.0

a. Listwise deletion based on all variables in
the procedure.

Reliability Statistics
Cronbach's
Alpha N of ltems
720 28

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 60 1000
Excluded® 0 0
Total 60 100.0

a. Listwise deletion based on all variables in
the procedure,

Reliability Statistics
Cronbach's
Alpha N of ltems
668 17
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Frequencies
Statistics
ol o5 sisall p A sl ) Al J Adga
N Valid 60 60 60 60 60
Missing 0 0 0 0 0
Frequency Table
Syl
Cumulative
Frequency Percent Valid Percent Percent
vald o 13 21.7 21.7 21.7
35
L& 35
e 47 78.3 78.3 100.0
Total 60 100.0 100.0
6 Fiual)
Cumulative
Frequency Percent Valid Percent Percent
Valid  els 0 BB 21 35.0 35.0 35.0
JPERIEN 32 53.33 53.33 88.33
We cilul ya 7 11.67 11.67 100.0
Total 60 100.0 100.0
Aelaay) A
Cumulative
Frequency Percent Valid Percent Percent
Valid shie 6 10.0 10.0 10.0
An i 28 46.67 46.67 56.67
il 12 20 20 76.67
Adllas 14 23.33 23.33 100.0
Total 60 100.0 100.0
gl g
Cumulative
Frequency Percent Valid Percent Percent
Valid e 22 36.66 36.66 36.66
[ &)



Al 25 41.67 41.67 78.33

Al 13 21.67 21.67 100.0

Total 60 100.0 100.0

T.od) Aige
Cumulative
Frequency Percent Valid Percent Percent

Valid esSa Cabise 25 41.67 41.67 41.67

o dale 9 15 15 56.67

oe Jhle

S 17 28.33 28.33 85

s A 15 15 100.0

Total 100.0 100.0

Ayl iz Sy aladl oY il :(05) oy 3ol

Descriptives

Descriptive Statistics

N Mean Std. Deviation
35 Al Apaaall A pall sl
m;nu 3 Al et 60 3.1000 1.00338
= od ¢ L S
@ okia) b Ll 3l g
i 60 3.3667 .82270
Joaall e all
4
aaiind Al Gl gal) Jizadl
.. m o pa 60 3.2167 .94046
-] e Q) e
i daaall Ale Yl 3asa
; ) ) 60 3.4833 .81286
Lﬁ)\)g Sle e JS4y
lead a5 Gl e (e Canl
65 n . A 60 3.4833 .77002
9 94 9 A8
<3 Ausall Ao gall Al
sl el 60 3.0833 1.44142
L ~
(o Ol oyl 1)) 53
¥ 60 2.8667 .92913
9]
£ %
s ) Ol gal) Jzadl
e T 60 3.9167 .80867
. e — e -
? el Lo s 60| 32833 1.04300
:\:\;.aal\ :\.mu}d\ EJ}; ' '
S AY ol e el
i 60 3.7667 59280
Jonall Lsall Ll
SN b 2Dl 4SS i
N " 4..“ Sl 60 3.8333 .90510
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60

60

60

60

60

60

60

60

60

60

60

60

60

60

60

59

60

60

60

60

60

60

3.3333

3.2500

2.8000

3.2167

3.9667

2.9667

3.6833

2.5667

3.0333

3.1167

3.2000

3.6833

3.2833

3.2667

2.9167

3.8644

2.8667

3.5833

3.5333

3.0000

3.0167

2.5500
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1.08404

.95002

.95314

1.09066

.84305

.95610

67627

.85105

1.00788

.73857

.68396

.70089

1.30308

77824

1.22532

.99060

1.08091

.86928

.87269

1.17891

1.12734

1.47780
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Valid N (listwise)

60 3.1333
60 2.4500
60 3.5333
59

1.33362
1.22716
1.48970

Sz il o3y Gt et 1(06) o) -l

* Descriptives

Descriptive Statistics
N Mean | Std. Deviation
T1 60 3.3146 48027
T2 60 3.4312 46053
T3 60 31786 37255
T4 60 3.2267 52006
T5 60 3.4578 27186
Valid N (listwise) 60
® Correlations
Correlations
T T2 T3 T4 15
T Pearson Correlation 1 528 379 259 176
Sig. (2-tailed) .000 003 045 178
N 60 60 60 60 60
T2 Pearson Correlation 528 1 207 225 463
Sig. (2-tailed) .000 113 083 .000
N 60 60 60 60 60
T3 FPearson Caorrelation 379 207 1 577 307
Sig. (2-tailed) .003 113 000 017
N 60 60 60 60 60
T4 Pearson Caorrelation 250 225 577 1 600
Sig. (2-tailed) .045 .083 .000 .000
N 60 60 60 60 60
T5 Pearson Correlation A76 463 307 6007 1
Sig. (2-tailed) 178 .000 017 000
N 60 60 60 60 60

** Correlation is significant at the 0.01 level (2-tailed).

* Correlation is significant at the 0.05 level (2-tailed).
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Model Summary

Change Statistics
Adjusted R Std. Error of R Square Sig. F
Model R R Square Square the Estimate Change F Change df dr2 Change
1 4637 214 201 24307 214 15.802 1 58 .000
a. Predictors: (Constant), T2
ANOVA®
Sum of
Model Squares df Mean Square F Sia.
1 Regression 934 1 934 | 15802 000"
Residual 3427 58 .059
Total 4.360 59
a. Dependent Variahle: T5
b. Predictors: (Constant), T2
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2521 238 10.597 000
T2 273 069 463 3.975 000
a. Dependent Variable: T5
Model Summary
Change Statistics
> Adjusted R Std. Error of R Square Sig. F
Model R R Square Square the Estimate Change F Change df df2 Change
1 176° .03 014 26980 03 1.861 58 A78
a. Predictors: (Constant), T1
ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 136 1 136 1.861 178°
Residual 4225 58 073
Total 4,360 53
a. Dependent Variable: T5
b. Predictors: (Constant), T1
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 3127 245 12.764 .000
1K 100 073 A76 1.364 178

a. Dependent Variable: TS

—
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Model Summary

Change Statistics
Adjusted R Std. Error of R Sguare Sig. F
Model R R Square Square the Estimate Change F Change df1 df2 Change
1 307 .094 .079 26096 .094 6.032 1 58 017
a. Predictors: (Constant), T3
ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 411 1 411 6.032 017"
Residual 3.950 58 068
Total 4,360 59
a. Dependent Variable: T5
b. Predictors: (Constant), T3
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig
1 (Constant) 2.746 292 9.410 .000
T3 224 .091 307 2456 017
a. Dependent Variable: T5
Model Summary
Change Statistics
Adjusted R Std. Error of R Square Sig. F
Model R R Square Square the Estimate Change F Change dft df2 Change
1 .600* (361 .350 21926 361 32.700 1 58 .000
a. Predictors: (Constant), T4
ANOVA®
Sum of
Model Squares df Mean Square F Sig.
1 Regression 1672 1 1.572 32.700 .ooo®
Residual 2.788 58 048
Total 4.360 59
a. Dependent Variable: TS
b. Predictors: (Constant), T4
Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) 2.445 A78 13.633 .000
T4 314 .055 .600 5718 .000

a. Dependent Variable: T5
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