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The role of intellectual capital in improvement the
Medical services quality in Syria
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Abstract

The study illustrates the intellectual capital and its role in improvement the
Medical services quality. In this context, our study aims to determine the role of
Intellectual Capital expressed by its three components (Human Capital,
Structural Capital, and Relational Capital) in improvement the Medical services
quality represented by (Reliability , Tangibility, Safety, Empathy and meeting
patients requirements).

Our study population consists of the employees & the doctors in the Private
Medical Center, we adopt a descriptive analysis methodology in accumulating
the searched data by and we design a specific questionnaire which reflects all
topics of our study. This questionnaire survey the 60 employees & Doctors, and
we retrieved 41 answers which it does means the feedback rate was around
68.33%.

The study Hypotheses had been tested by using the Statistical Analysis software
(SPSS) which resulted in to that there is a good statistic indication between the
intellectual capital including its components and the potential to achieve the
improvement of the Medical services quality in the organization (study
population).

The study proved that a high availability of three components, so it does mean
that the Private Medical Center has a distinguished Intellectual capital.

In addition, we conclude that the effects of the intellectual capital components to
gain the improvement of the Medical services quality are not the same level in
the Private Medical Center. Specifically, we found the relational capital
contributes more than the other two components to achieve the required
improvement of the Medical services quality in the Private Medical Center.

Key words: Intellectual Capital, Human Capital, Structural Capital, Relational
Capital, Medical Services Quality Improvement.
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Cilasdl) Baga Cppaundy (gpsdad) JWall (al) Jiiesall yiciall cp speadiilly B Y) e 12 26 g

Adjusted .
Sig. F R R Model
Square
Square
0.000° | 38.417 0.483 0.496 0.704% 1
a. Predictors: (Constant), i) Jlal) (ul;

o O A AL ADle s ek e 70.4% e L) Jalae sa5 R aliall Ll
%49.6 Ly aiad il Jalae Gubie Wl Loagly cdplal) chlaadl) 3sa Gy (g3l JU)
O g i) zagaill 138 3 g Sall Jlad) Gl alegl aalS (@) Jladl Gl Jiall i) of 6
Jalse I sime s (Y) (basdd) Baga Cpeand) il & dlalall iyl (e %49.6 yudy
JSS 3 paill Ay ppnsiil) 5l A pna aDIA e (S 55 bl Jilas Lo Jsaal) ey LS g5l
Lyl e yraal a5 ( Sig=0.000 ) dnluall AVAN dygiee 5 F=38.4 dglas) Gpb oo
A Aglasy) Zalll e jlaai) z3sel Llasy) AV iy Lee .5ig=0.05 Luldl) A

claddl] Baga Cpmandy (gpdd) Jlall Gual) Jiianal) L5l Dolead Llaay) cNIl 27 Jgan

Coefficients?

Standardized Unstandardized
Coefficients Coefficients
Sig. t Model
Std.
Beta B
Error
0.000 5.711 0.362 2.067 (Constant)
0.000 6.198 0.704 0.093 0.576 ) Jla) )

a. Dependent Variable: daall cileadl) 5aga
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Sl iy G il Luilas) LY <fd ADle d349) Aillyg il p500 o Ladly Aol
(é,,lé.f/ JSsal o dubalf Cilaaid 5ga Cmwndy e/
e AaeS s Aie 53 83l (g pdll Sl Gl ool puant O SIS S Y Aleally AaBlgl) daalil (ga
doaradic cled o Al Gleadl) o Hlie) e bl clesad) saga 8 ablugs ady of ails
e e i) Ayl 0))ead) dalag A i) el ol e S (<3 s

Il oA Aghall cilaadl) Saga Cmead B eadalil) Jlal (ol il gae Lo
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Sig. F R R Model
Square
Square
.000° 27.893 0.402 0.417 0.646° 1
a. Predictors: (Constant), el Jlal
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Coefficients?
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Coefficients Coefficients
Sig. t Model
Std.
Beta B
Error
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Sig. F R R Model
Square
Square
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Coefficients?

Standardized Unstandardized
Coefficients Coefficients
Sig. t Model
Std.
Beta B

Error
0.000 4.723 0.358 1.693 (Constant)
0.000 7.303 0.760 0.085 0.618 Bl Jla u-“L

a. Dependent Variable: diauall cileadl) 592
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o slaally Laliia¥) ) Zaleal agd a D) acall apiiy agilallass agilalgial dulis o) G
Apdall laxdll saga (e ey o 4l (e g Aalll)

110




Sualal) ) 3Spall ol Agall ciladdd] Baga Cpmind B oS8 Jlal) (s Ll s L (1
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Al e dalaidl b claddd) Saga
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ciladdld)
Adjusted 5
Sig. F R R Model
Square
Square
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Jsaadl ek LS LAl dalse ) (gim By (Y) (@lesdd) Baga Cpuad) o) 8 Alalal)
Gilias) Gub oo JSS zisall Aol 34 A 4D e (Sar sMls ol st L
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claddd) 5aga Gty (@881 Jlad) () Jituall il alead Llaay) c¥IAl 33 Joaa

Coefficients?

Standardized Unstandardized
Coefficients Coefficients
Sig. t Model
Std.
Beta B
Error
0.027 2.297 0.335 0.769 (Constant)
0.029 2.278 0.298 0.107 0.244 @dal) Jladl u...L
0.110 1.639 0.207 0.116 0.190 u.A.\h.\.\S\ Jtall L,...L
0.000 6.024 0.546 0.074 0.444 Bl Jla u.uL

a. Dependent Variable: daall cilaadl) 5asa

s (Bl Jla ) 5 @) ) ) Jed) il sl G gl P e
G mhgaill 14 8 dygiaa AN 1Y sa9 0.44 5 0.24 250a clasdd) g Gpewad U
SWI Gy z3sail)l e zyas 8Ig=0.000 lgied cua 5ig<0.05 gl Ay an t ziga
ALl 2l asms BRI Caeal gl

1o ol laai) dalea (4S04

(ClBMal) Jla ) (0.44) + (gpiad) Jladl ) (0.24) + 0.76 =cladild) 5aga G

o delee ST a5 (0.44) il G Jle Gy dalee o el Jsaall DA (e sy
S U< Al cleadll Basa pent (A i OB Jle uly o oy L a5 ¢ JlaaiV) 23 5a
f Cun il Jl Gy Al el Baga Gt (b B 8 s (aY) GasSa) o
1(0:19) Jabaay castasill Sl oy sl s (0.24) JlasiV) #3501 ana alalas
G o Bady Lpball ilaaid) 53sa Spen 4 oSl Jlall () CligSe s aplds Sllia Al
o) Lol g clSlad) Jla (s Gt dpilan) dilas) 1Y ifd ABMe aa45) Aillig ola)

(éﬂlé.f/ ISsad gt 4;1.45]/ Sladldlf 5998 Cpuady

112




Claadll Basa (a3 o0 4l (e — japlati g i) AN 43l Sy Sl JW) )y )
Eim oSl Ol Gl sladd Jilas PIA e Ldle Juanall bl ae Lol (38155 13a 5 cAglal)
oo Gaaa Ll Aald A g daiil) oda o Joil) Sy clgalinn b Adlall Al ) s il
¢ 8yally Bylealls Adymally a2 gyl Ol uly o 5SSy adied ) cileasd) g )l sl
4ilz) ¢ gyl Jlall uly Jalial 1091 dal) Sy (o3) ealaitll JLal )y e Lol st LS
Al e Le3sS ke Jla b Akl Resdl dsay deation (g3l B Jle ) )

b S Jlal) Gl o ) B Al A8 £ (o Ailan) AV @) (3908 a8 (2
) pagdll cfpiial) aaf ) g paldd) dal) 3Spall g al el cilasdd) Saga Cpaal
towiadl dua e @
tl LS Luinll Tag (35 ) 43)aal independent t test sl ¢)al &

oudall T 908N LAY dgilaal) eI 134 Jsaa

independent t test

o . Std. Error Std. M N ‘
i ean Cdal
- Mean Deviation :
0.62 3.81 27 U8
0.477 | 39| -0.718 @) Sl
0.30 3.94 14 Pt
0.54 3.71 27 U8 ‘
0.370 | 39 -0.907 bl Jlad) ()
0.29 3.85 14 )
0.53 4.11 27 U8 ‘
0.133 | 39 -1.534 Gl@Mal) Jla ul,
0.51 4.38 14 Pt
0.45 4.24 27 S cileddl) 3aga
0.329 | 39 -0.989 )
0.40 4.38 14 ) dsaual)

SPSS maliy oz slazely aUl slas] oo dall 199505 0.05 2¥s (s5ey (39) 2~ 35 i doadt T s
o Aileas) Ao 5 Gos8 aagi Y Jalls 0.05 e ST sig dgsimall AN Gl Jsaall G
(i) A i ¢ bl jSpall s Luhl) Soladid) Saga pund 5 556l Jlad/ il s )
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g pand) A48 Gua e @

coall g apiill 3 (35540 45lidd One way anova Ll el

Ol lah i piia Ayl JLARY Agilaay) ciIal 135 Jgaa

ANOVA
Mean Sum of
Sig. F df
Square Squares
0.818 0.202 0.059 2 0.117 Between Groups
0.290 38 11.033 Within Groups | gl Jlall Lal)
40 11.15 Total
0.131 2.141 0.451 2 0.902 Between Groups
Lal)
0.211 38 8.007 Within Groups o
asi
40 8.909 Total
0.306 1.222 0.341 2 0.681 Between Groups
0.279 38 10.596 | Within Groups | clBal) Jla ()
40 11.277 Total
0.669 0.406 0.078 2 0.156 Between Groups
clasdl) 5asa
0.192 38 7.308 Within Groups X
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