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Continuous improvement in digitization of health quality service
management from the customer’s perspective
within the framework of the governance of Algerian hospital
Institutions

Case study of the ""Hospital Foundation specialized in fighting
cancer in Sidi Bel Abbes™
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Abstract:

The study aimed at addressing how to adopt the use of digitization and see  if

it continuously improves the quality of the health service to achieve customer satisfa
ction at the hospital institution specializing in fighting the cancer, Sidi Bel Abbes, w
hich is organized within the government. We relied on the descriptive analytical app
roach in theory and the case study approach in practice, 53 questionnaires were distri
buted to a sample of customersin 2018 and 77 in 2021. This study found that: the
foundation relies on government standards without the use of rewards and awards, di
gitization leads to continuous improvement in first place safety, reliability, empathy,
touch and responsiveness to customer satisfaction. The organization is constantly i
mproving the digitization of its services and beginning to open up the rest of
the interests general ~ surgical and pediatric interests  after the equipment
inherent in the framework of gouvernance. Keywords: governance ; Health Service
Digitization ; quality ; continuous improvement ; Customer satisfaction.
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