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Abstract

The research aims to study the relationship between the automation systems used in
government departments (for example: the Medical Licensing Register Division in
the Tartous Health Directorate) and the quality of service provided to clients¢
including doctors¢« pharmacists¢ laboratory...etc. To achieve this goal« the researcher
distributed the questionnaire to 100 workers in the Registry Division and government
departments that contribute to completing the documentation and issuing the medical
licensing service. 100 answers were retrieved with a 100% refund rate< and another
questionnaire was distributed to a sample of clients (doctors¢ pharmacists¢ etc.)
amounting to (100) a questionnaire and 100 answers were recovered with a 100%
refund rate. The researcher also proposed a new automation system and took the
opinions of the members of the first sample through a second questionnaire about the
extent of their willingness and desire to implement it< and taking the opinions of
customers about their satisfaction with the quality of service provided on the basis of
the automation system The proposal was made through another questionnaire

distributed to the members of the second sample.

The answers were analyzed using the statistical program (spss)¢ and to test the
relationship« the researcher used a student's T-test for one sample« and a student's T-

test for two independent samples.

- The most important findings of the research: The low level of the quality
of the medical licensing service provided in the Tartous Health Directorate
Record Division« including a decrease in the level of quality dimensions
(response - reliability - reliability - empathy - tangibility)< accompanied by
a decrease in the level of use of automation systems. The research also
found the willingness of the employees of the studied sample and their
desire to implement an automation system that saves effort¢ costs and speed
in performance« as well as achieves customer satisfaction with the quality
of service provided.

10



- The most important thing recommended by the research: Work on
developing a preliminary plan for building automation systems« which can
be prepared at the level of each government department separately« to meet
the needs of these departments« and in proportion to their capabilities and
circumstances¢ and then work on developing this plan to be a
comprehensive plan at the level of government departments as a whole.

Keywords: automation - process re-engineering - service quality.
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(sDlanll) darall il i dgay (e desiall deral

Laxdll Llainy  oleal) Javsgial) 1(18) Jgas

Descriptive Statistics

N Mean Std. Deviation Variance
Llaawy! 100 2.2960 54271 .295
Valid N (Iistwise) 100

SPSS zalin aladinl Al didaill #5050 jaadll

Leadl) Llaiid avgid One—-Sample Test :(19) Jsos

One-Sample Test

Test Value = 3
95% Confidence
Mean Interval of the
t df Sig. (2—tai|ed)
Difference Difference
Lower Upper
Alanay) -12.972 99 .000 -.70400 -.8117 -.5963

SPSS zalin aladinly JlasY) didaill il 1 jaadl)
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AUl das jdl) A3l
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¢(2.933) (sl ogiall (IS8 cAadaall Aardll ddSign (520 et AN Chlaall e dial)
BB dsng AL Galll BB dpcadll Ao e oSS :(20) A Jsaal) B o2)ls e LS
clldg ¢(3) say padiesddl T (eliie (B ebial) Jassin 5 Qgunall augiall G 85
5 By dal) Cipagin JLEA) e alde ¥l &8 s d)lall H85eS oalaie) dulSa) pladd
) =0.000/ ANl Jlaia) dad o) a5 Cune(21) o) dsaall 8 )y 2 LS bl cupgly
B3 2sns S @A e ((Alpha)/a=0.05/ ANV (ggiwe o sral a5 [P(SIG
oebiall Lacigia alaie) (e LiSa (2 LaY) cubiiall Janiging LlY) Janigia G Aasn
Ngade (e dadlgall Cligie o 435laall (3)

tdaiaal) Lo daudl —
Al G ¢(3) Leliall Jasgio (e yraal 29 (2:3900) & Cgundll Javgiall 2o o
SOl desdall dadl) d85i5e (20 ek A Chlead) o ABlsall pae ) Ol Al
idige (Ggime aliad) LoV dam coglil Cus Aiagie Aol Aol duaudl b
(Dkenll) Aol alie jhai dgay (se Aadkall Aerl

Feaal) Adgigal leall Baesiall ¢ (20) Jsan

Descriptive Statistics

N Mean Std. Deviation Variance

A gl 100 2.3900 55085 303
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Valid N (listwise) 100

SPSS zalin aladial Jlasy) dalaill &3l 1 jacall

Lardl) 4590 Jawgial One—Sample Test :(21) Jsaa
One-Sample Test
Test Value = 3
95% Confidence
Interval of the
Mean Difference
t df Sig. (2-tailed) Difference Lower Upper
3.8 61 gl -11.074 99 .000 -.61000 -.7193 -.5007

SPSS zaliy aladiuly JlasY) dulaill il 1 jacadl)

AR A 2 Auca @) -3

" daalaiey) daskal) dudall (i)l dadd gAY

Laadl) dolael (a0 Geitn Al @hladl e dual) ol clls) haagie Qluials bl Ll

Jeaall 3 ly 9o LS milull Cpgla g Basly dall ciingiin Hlad) e aldie) 8 Eus
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S 0a sl a5 [P(SIG ) =0-0000/ AV Jlsial e of 353 Sam (23)
Jassies LYl Jasgie Gn Dpon (358 2539 S @V Y ((Alpha)/a=0.05/ ANl
o Aadlsal) Clisics G A3l (3) Luliall Jassgio slaiel (o Li€ey 21 eV bl
ge
rdda Rl JLS) Aol —

DA G ¢(3) el igia oo sl A5 (2.600) 2 Csaall bugiall dad o L
Sl Lasaall Larall Anlaiel (520 jedii ) Shleall e Badlgadl are ) (b Al
aldiel (gsime Galiail JLaaY) dam gl Cus gy BB dedl dunjll 8
(Dhanll) Larall alie jli dga (e dedil) Aaral)

daaall Lalaely ‘é_)Lu.AJ\ Jamjld\ (22) d}d;

Descriptive Statistics

N Mean Std. Deviation Variance
Aalaey) 100 2.6000 .65075 423
Valid N (listwise) 100

SPSS zalin aladinl AlaaY) didaill #5050 jaadll

deadl) dlaicl Javgid One—Sample Test :(23) Jsoa

One-Sample Test

Test Value = 3
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95% Confidence Interval
Mean
t df Sig. (2-tailed) of the Difference
Difference
Lower Upper
Lalaey) -6.178 99 .000 -.40000 -.5285 -.2715

SPSS zalin aladiuly Slasy) didaill &3l 0 jaadll

rdagll dasdl) duzajdl) -4

"Lkl Gadlil) daad o aglgaas oL Cibalailly eSlaad) jedd
b bl gae pui S @hlall e dual) il Glla) Jawgie Gladialy Gl A8
(24) & Jsanll 8 3ls 98 LS ((2.902) (gl Janssiall (1S darial) daral)
Jugiey gl Lsgiall G (SRsn B8 a9ay JLEAL Calll Al duaydll dais o oSall
Alaal a5 saldic) dulSe) gLl @lldy ¢(3) 525 aadieall CSI (ebie (B el
doaall & Dls 9 LS miluill Capels 5 cBaaly Al g Hloal o slaeW) 5 s
i L) (5l (A5 [P(SIG ) =0.049/ AN Jlaal dad o 33 Cum «(25) )
Lgiay GlblaY) busie on dnass 3908 29ag S @3 ,aY) ¢(Alpha)/a=0.05/ .l
Oo Aadlsal) Cligics n A5l (3) Lubiall Jasgio slaiel (o Li€ey @A) 5aY) bl
gae

rdudadl) LA dali -
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Sl dasiall daadll b Calladl) sae ek Al bl e ailsall ) (ohas Al
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o Gl (o 2 (srien LAY da Cogll Cum e el e il ) o

(Danll) Lardll e i dgay (e dadial Laral)

Gl bl bawgiall 1(24) Jsas

Descriptive Statistics

N Mean Std. Deviation Variance
Caalaal) 100 2.9020 49277 .243
Valid N (listwise) 100
SPSS zalin aladinly Jlas) dalaill =il 1 jacadll
Laxdl) 4 Cablaill Jasgial One-Sample Tes : (25) Jsas
One-Sample Test
Test Value = 3
95% Confidence
Mean Interval of the
t df Sig. (2-tailed)
Difference Difference
Lower Upper
Cialail) -1.989 99 .049 -.09800 -.1958 -.0002

SPSS zalin aladinl AlaaY) dudaill il 0 jaadll

thsaldl) dus 2 dua @) -5

2 daall :\:w.u%é dudal) (adfill e Jganll %A daail) UL L oy

" eSand) Glals ‘:,_di dgalal) (pa da
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o Agaldl) (s30 u ) @blal) o dnall 2E Glls] baagie Claial Gl A8
{(26) 4 dsaall b 3ls g LS ¢(2.3325) (gl Tacugiall (IS8 cdasial) daal
bugiy Qywaal bugiall Gn (G5 B 3say Lodl Gl Bl A il dais e aSall
A laall Ha5aS salaie) dulsa) glaal @lldg ¢(3) 525 aadiiad) C)S (ebite G Gabizall
dsaall (8 Dls sa LS milull cijelag csaaly Al cuagiion Hloal e aldie¥) & Cua
S ol 25 [P(SiG ) =0.0000/ AVl Uil dad of 23 S (27)
Jusies GblaY) bugie Gn dpss (o sy s W Y1 (/a=0.05/ AN
o Aablgall Giligis G A3)Rall (3) (ebiiall Jaussic dlaie) e li€ay 3 5aY) ¢ peliiall
ge

rdudadl) LA dai -
il 8 ¢(3) oebiall Jasia (e aaal 85 (2.3325) (& sl havgiall dad o Ly
Aasall o) G Apogalddl (520 el Al chlall o Balsd) s ) Osber il
e alias) HLEAY) dais Coell Cus g dualdl) duc il dacadll o8l
(Dkenll) Lardll dhie i dgay (e Aediall o) 3 Apessalal

Descriptive Statistics

N Mean Std. Deviation Variance
A galal) 100 2.3325 .55054 .303
Valid N (listwise) 100

SPSS zalin aladial Jlasy) didaill &30 0 juadll
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La2dl) Luugale Jausial One—Sample Test :(27) Jsas

One-Sample Test

Test Value = 3
95% Confidence
Mean Interval of the
t df Sig. (2—tailed)
Difference Difference
Lower Upper
A galal) -12.124 99 .000 -.66750 -.7767 -.5583

SPSS zalin aladinly Jlas) duladll =il 1 jacadll

Aarall Baga Gats A chliall o Aiad) 2l Slla) Jasgie Gladinly Gl Q6 & g
((28) 48 Jsaall 8 35 58 LS ¢(2.5041) (oo Janssiall ()\SE carial

bsging gl lasgiall G (SR B 39as Hlodly Galdl 8 dpca il dai e S
ARall HiseS salaie) dulSa] bl @lldg ¢(3) say aadicall CHS (el & ubiall
ol (8 Dls s LS milill Cupehs 5 cBaaly Al Cipsiin Hloal o alaeW) 5 das
i (o el a5 [P(SIg ) =0.0000/ AV Jlial dad of 235 Gus ¢(29) &,
sy GblaY) bugie On dpss Ga sy s W Y1 (fa=0.05/ AN
Oo Aadlsal) Cligics n A3l (3) Lubiall Jasgio slaiel (o Li€ey @A) 5aY) bl
gwe

taaydll Hlad) A —
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Wi Gld ¢(3) pebiiall awgia o sral (25 (2.5041) & Cgunall Tavigiall dad ) La

O ks cdedidl ol saga Gas A Chlall o Aalsall s ) gl dised

Igag (e dediall aadl) Baga (aladl LAY dagi coyelal Cua cdiiaghye Al dica il

(Dleall) Zasl ke ks

Fosial) 2axal 539 leall bosiall £(28) Jsas

Descriptive Statistics

N Mean Std. Deviation Variance
daodll Baga 100 2.5041 .35597 127
Valid N (Iistwise) 100

SPSS zalin aladiunl Jlaal) diaall =50 ¢ jaadll

Ladial) dexdll 5asa Jasial One—Sample Test :(29) Jsoa

One-Sample Test

Test Value = 3
95% Confidence
Mean Interval of the
t df Sig. (2—tailed)
Difference Difference
Lower Upper
el aga -13.597 99 .000 -.48440 -.5551 -.4137

SPSS zaliy aladinl AlaaY) didail) 3l 1 jaadl)
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:‘?J:‘ LS puildis opiinal T
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s Ldadial) deadl) Dl lasgic Gng Gudge allai aladiul Glawgie G
e Gl 2 dilge pae N e allea) Gulansiall e IS e G (30) o) Jsaal
(adige aldai aladial I jude (3 Jacgial) dad Cradiil Ladied ¢(pysaall e IS Gl
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el Gms adige alal alasial cpy AN @b ADle 35ay o pan A Y due il

« e laall danzall dandl)

Alaia¥ls 3V Gyl Jawsie 1(30) dses

Group Statistics

Std. Error
dc gandl) N Mean Std. Deviation
Mean
ey 100 2.4980 44653 .04465
Alanwy) 100 2.2960 54271 .05427
SPSS zwalin aladiul Jlasy) dalaill &40 jral)
Llaiws d1aY) clawgial Independent Samples Test :(31) Jsaa
Independent Samples Test
Levene's Test for
Equality of t-test for Equality of Means
Variances
Sig. Std. 95% Confidence
Mean
(2- Error Interval of the
F Sig. t df Differe
taile Differe Difference
nce
d) nce Lower Upper
Equal
.00 1.05 .29 .1020 .0968 -
variances 7.793 98 .29423
6 3 5 0 7 .09023
assumed
Cilla giall Equal
variances 1.05 87.74 .29 .1020 .0968 -
.29451
not 3 2 5 0 7 .09051
assumed
SPSS zalin aladiul Jlasy) dalaill &40 jral)
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Al ducdl) duda @l >

- N

Adige (g dubll adlill dal WU il (s e g
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DA Lls) cilbugie on dnasall Bedl Jlasl ) Gl dee dumjdll eda lasY
Db il el Cua dadkell Aaddll A gises Cadige aUai Aaiiul Gypma e il
e o S) ag (0.129) &l (sig) AN Jlial dad o (33) dsaad) e oy
dpss B d9ng pomn Joii Al pdall dumd Jais Lald AN (0.05) (golow (sl ATV
o > G ekl deodl) Agge Gllangie Gug e allai aladi) Gilbugie (
e a2l e pae L Je atlenY) Gt giall (e IS e o (32) ) Jgaad
«uige alar aladivd ) jeds 62 Jansgiall dad cumids) Ladiad ¢(pjenall (e JS @il
Aoyl Jii Wilh ol Aaiu) (ad led Lmidie Al o clla] dausie oIS
Ldgise (g Oadige alla aladicd oy ANVY @) ABDle dga e pan Al A5G due il

« e laall dadall dandl)

48 g ally 21D Aylall Gillacgiall £(32) Jsaa

Group Statistics

dc ganall N Mean

Std. Deviation

Std.

Error

Mean
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1Y) 100 2.4980 44653 04465
la giall

g sl 100 2.3900 55085 .05508

SPSS zalin aladiul Jlasy) Julail) il 2 jaadl)

48 45alls 23aY) cillawsidl INdependent Samples Test : (33) Jsaa

Independent Samples Test

Levene's Test for
Equality of t-test for Equality of Means
Variances
Sig. Std. 95% Confidence
Mean
(2- Error Interval of the
F Sig. t Df Differe
taile Differe Difference
nce
d) nce Lower Upper
Equal
1.52 12 .1080 .0709 -
variances 6.588 011 198 .24784
3 9 0 1 .03184
assumed
il giall Equal
variances 1.52 189.8 12 .1080 .0709 -
24787
not 3 7 9 0 1 .03187
assumed

SPSS zaliy aladinl AlaaY) didail) il 1 jaadl)

s AN dae il A Rl >

Laldel (g dudall el didl aUas it o dgiee 3Dle aagi
sl djre A daaall daaall
DA Als) cillawsie om dnasall 3ol sl ) Gl dee dunjdll sda jlasy
Do) il Ciygls i dadiall deadl) daldiely cadifa allad aladiul (5y5ma (Ao il
teh WS iltie opiite] T Caidgiio
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G (o ST 2y (0.196) als (Sig) AN Jlaa) ded o (35) Jsaall (e s
Lpen (398 dsag pam Joi ) paal) i d Jais Wild A ¢(0.05) (golew (55 AV A
& a dus Ldadial) deadl) Dlsiad Glasgic Guy Gdge allai aladiul Gllawgie G
e Oiaal) il Badlge are ) s Gulleay) Cplugial) e IS e o (34) &) Jsaal
(adige aldai aladiad U jude (3 Jagial) dad il Ladied ¢(pysaall e IS Gl
Ayl Jais Ll Jully dolael) pads lad ddaidie dusll Dl @ills) Jaugie oIS
dalae) g Cage allai aladial Gu AL @b ADle 3sa Lo B A BEE) due il

« e laall dantall dandll

Lolae s e dyleall Gillawgidl 1(34) Jsa

Group Statistics
Std.
de ganall N Mean Std. Error Mean
Deviation
) 100 2.4980 44653 .04465
Glaw giall
dalacy) 100 2.6000 .64745 06475

SPSS zalin aladiunl Alaal) ddaall &5 0 jradll

Lalae Yy 1Y) clawgial INdependent Samples Test :(35) Jsaa

Independent Samples Test

Levene's Test for
Equality of t-test for Equality of Means
Variances
Sig. Mean Std. 95% Confidence
F Sig. t df (2- Differe Error Interval of the
taile nce Differe Difference
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d) nce Lower Upper
Equal - -
.04 .19 .0786 -
variances 4.285 1.29 198 .1020 .05310
0 6 5 25710
assumed 7 0
Cilla giall Equal
variances 175.8 .19 .0786 -
1.29 .1020 .05322
not 0 6 5 25722
7 0
assumed

b ablailly dubll el dal ala sladt) g Lsies WBle g

SPSS galing alatiuly ilan) sl ilis 1 jaead)

"Aaall Lpe b dedial) deadl)

sdagl)l) dusdl) duda @l >

DA Dlal e On Anasall Gl Jlad) ) alll see Al oda loaY

Db il cuyels Cua dekall daddl) Calalaty caaige Ul aladiul (5rma Ao i)

teh WS piliie el T Caiagiin

Gsian (n il a9 (0.000) &l (Sig) ANV Jlas) dad o (37) Jsaal) (e e

Lpgs (98 dsag a2y Joi ) adall daap (el Lild AN ((0.05) (gslan sl ATV

-

S dua ekl deadll Cabalad Gilhaugie (pug Cudige ol aladiu) Glbaugie om

(Caige pUai aladid 1)l o)) Jacgiall 4 cumisi) Laxie 4l aai (36) 23) Jsaal)

bl pads Lad (3) ColSd ubie Jawsia ) A duad) ai Glls) dagia OIS

ladia) G ANV @l Al 25a o pali Al Anhll daejdll dua gl iy Wl Sl
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da ) e anll dadgall daddl) Coa®i Cua

cedlaall Aankal) deodl) Calalad (pug Cadiga allas
gl alail) be 8 Calalatll (he Baa

Calalailly 21D dpleal) cillacgidll £(36) Jsas

Group Statistics

dc gaaall N Mean Std. Deviation Std. Error Mean
) 100 2.4980 44653 .04465
alalail) 100 2.9020 49277 .04928
SPSS zwalin aladiul Jlasy) dalaill &40 ¢ jral)
alalailly daay) clawgial Independent Samples Test :(37) Js>>
Independent Samples Test
Levene's Test for
Equality of t-test for Equality of Means
Variances
Sig. Std. 95% Confidence
Mean
(2- Error Interval of the
F Sig. t Df Differe
taile Differe Difference
nce
d) nce Lower Upper
Equal - -
.06 0.0 .0665 - -
variances 3.429 6.07 198 .4040
6 0 0 .53514 .27286
assumed 5 0
il gial) Equal
variances 196.1 0.0 .0665 - -
6.07 .4040
not 0 0 0 .53515 27285
5 0
assumed
SPSS zalin aladiul Jlasy) dalaill &80 jral)
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foh WS il il T caingiin
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2 dua LAl deadl) Lwgele Gilaugio oy Cadige ol aladiul lawgie (o
e ol 2l Aadlge ane ) dasi callea) Cplaagiall (e US e of (38) a3y Jaal
(adige aldai aladial ) juds (53 Jacgial) dad Crasiil Ladied ¢(pysaall e IS e
Laxdll Lawgale 35 Y Sy Dasaldll Gty Lo Liaidia disal) i Slls) Jacsgia oIS
gl Cidige allai 2y
PR e AVY 1D ADle 2529 Ao pall ‘;_ﬁ\ Al doe @) duia il (ad L0l gjmpj
ebazll Lariall dandl) davgale (pug Cuiga allas

Laus palally 23D Aylaal) il £(38) Jsas

Group Statistics

de ganall N Mean Std. Deviation Std. Error Mean
) 100 2.4980 44653 .04465

Olawgiall
Fas galal) 100 2.3325 .55054 .05505
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SPSS zalin aladiul Jlasy) Julail) il 2 jaadl)

Laus galally Z1aY) cllawgiad Independent Samples Test :(39) Jsas

Independent Samples Test

Levene's Test for
Equality of t-test for Equality of Means
Variances
Sig. Std. 95% Confidence
Mean
(2- Error Interval of the
F Sig. t Df Differe
taile Differe Difference
nce
d) nce Lower Upper
Equal
.00 2.33 .02 .1655 .0708
variances 9.257 198 .02571 .30529
3 5 1 0 9
assumed
il giall Equal
variances 2.33 189.9 .02 .1655 .0708
.02567 .30533
not 5 1 1 0 9
assumed

SPSS zaliy aladinl AlaaY) didail) &3l 1 jaadl)

4 lgasen deadll Basa b o (e BRall L Al due dll hlaaVh Gl L6 S
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— Lolaey¥l — L)) Laasll sasag daY) @lawsid Independent

Samples Test : (40) Jsx>

(isisa

Independent Samples Test

Levene's Test for

Equality of t-test for Equality of Means
Variances
Sig. Std. 95% Confidence
Mean
(2- Error Interval of the
F Sig. t df Differe
taile Differe Difference
nce
d) nce Lower Upper
Equal
27 1.12 .26 .0693 .0616 -
variances 1.181 198 .19095
9 4 2 3 7 .05229
assumed
il gial) Equal
variances 1.12 197.5 .26 .0693 .0616 -
.19099
not 4 37 2 3 7 .05229
assumed

SPSS zaliy aladinl AlaaY) didail) il ¢ jaadl)
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Lodiall Zaxall 3gag A0 Aylall cillacegiall :(41) Jpan

Group Statistics

Mean

Std. Deviation

Std. Error Mean

100

2.4980

44653

.04465
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Reliability Statistics

Cronbach's Alpha

N of Iltems
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Al s dglee aopudiy gl daia (pe 2SN

Lig Sl Loghhaal) (53ligll Aayall Dlaal) (o clblal) apsial dyg U deaie oliy 100 3.6600
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Descriptive Statistics

N Mean Std. Deviation Variance
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t df Sig. (2-tailed) Difference Lower Upper
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Descriptive Statistics

N Mean Std. Deviation Variance
3.928
saaadl Llasay) 100 .65660 431
0
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One-Sample Test
Test Value = 3
95% Confidence
Mean Interval of the
t df Sig. (2—tailed)
Difference Difference
Lower Upper
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Descriptive Statistics

N Mean Std. Deviation Variance
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Descriptive Statistics

N Mean Std. Deviation Variance
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95% Confidence
Mean Interval of the
t df Sig. (2—tailed)
Difference Difference
Lower Upper
saaadl Lolacy) 12.988 99 .000 90750 .7689 1.0461
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Descriptive Statistics

N Mean Std. Deviation Variance
3.861
sauaall sagal) 100 .36463 .133
0
Valid N (Iistwise) 100
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suaall deadll 52521 One—Sample Test: ( 57) Jsos
One-Sample Test
Test Value = 3
95% Confidence
Mean Interval of the
t df Sig. (2—tai|ed)
Difference Difference
Lower Upper
saaall Bagal) 23.613 99 .000 .86100 .7887 .9333
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