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Abstract:

Beneficiary satisfaction is an important perceived outcome of healthcare quality. In rural hospitals, it should be
interpreted in relation to the physical environment, reliability, responsiveness, assurance, and empathic
communication.

To measure outpatient satisfaction at Al-Hazm Rural Hospital, assess perceived service-quality dimensions using
an adapted SERVQUAL framework, and examine their associations with overall satisfaction and demographic
differences.

A gquantitative descriptive-analytical cross-sectional study was conducted during the first two weeks of February
2026. The sample comprised 400 external beneficiaries proportionally allocated to curative and preventive
services, with systematic selection within service quotas. Data were collected through face-to-face interviews
using an expert-reviewed and pilot-tested questionnaire. Descriptive statistics, Pearson correlations, an
independent-samples t-test, and one-way ANOVA were used at a 0.05 significance level. Overall Cronbach's
alpha was 0.829.

Mean overall satisfaction was 3.54 £ 0.78 out of 5, corresponding to 70.8%, with 78.3% of participants classified
as satisfied. Assurance recorded the highest mean score among the service quality dimensions (4.38 = 0.70),
followed by empathy (4.29 + 0.67) and reliability (4.25 + 0.74), while both tangibles and responsiveness had
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mean scores of 4.00 £ 0.79. Overall satisfaction was positively and significantly correlated with all service quality
dimensions, with the strongest associations observed for responsiveness and tangibles (r = 0.725 for each),
followed by empathy (r = 0.707). A significant difference in overall satisfaction was found by sex in favor of
males (p = 0.014), whereas no significant difference was observed by age (p = 0.275). However, significant
differences were detected across educational levels (p < 0.001). Multiple linear regression analysis further
revealed that empathy (B = 0.381) and responsiveness ( = 0.328) had the largest standardized coefficients among
the service quality dimensions retained in the final model, whereas the tangibles dimension was excluded due to
multicollinearity.

Beneficiary experience was generally positive. Findings from both the correlation and regression analyses
highlight the importance of responsiveness, empathy, and the physical environment in shaping overall
satisfaction. These findings suggest that sustainable quality improvement efforts should integrate service-flow
management, maintenance of the physical environment, and the development of communication skills, while
monitoring differences across beneficiary groups and avoiding the assumption that high satisfaction alone
necessarily reflects high clinical quality.

Keywords: Beneficiary Satisfaction; Healthcare Service Quality; Perceived Quality; SERVQUAL; Rural
Hospitals; Patient Experience; Yemen.
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