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Abstract

The study aimed to Evaluating the Evaluating the role of mystery shopper
in improving the level of service to patients in health facilities: an applied
study, The researcher used the descriptive analytical approach. The study
sample consisted of (280) workers at Buraidah Central Hospital. The study
tools were a questionnaire form. The results of the study concluded that there
is a statistically significant relationship between the mystery shopper and
achieving the level of service for patients at Buraidah Central Hospital, with
a confidence level of (95%). There 1s also a statistically significant
relationship between determining services according to priority and achieving
the level of service for patients at Buraidah Central Hospital, with a
confidence level of (95%). There is also a statistically significant relationship
between the mystery shopper visit and achieving the level of service for
patients at Buraidah Central Hospital, with a confidence level of (95%). There
is also a statistically significant relationship between analyzing the results of
the visit and achieving the level of service for patients at Buraidah Central
Hospital, with a confidence level of (95%). Trends regarding the role of the
mystery shopper in achieving the level of service for patients differ according
to the personal characteristics of the surveyed (gender, age group, social
status, educational qualification). The study recommended the need to
develop specialized training programs targeting medical and administrative
cadres to enhance Their skills in dealing with patients and understanding their
needs. These programs may include workshops and advanced training courses
in customer service and patient needs analysis. A periodic evaluation system
should also be established based on the feedback of mystery shoppers, as this
helps provide accurate insights into the strengths and weaknesses of the
service level. The results of these evaluations can be used to guide
improvements and provide corrective programs when needed.

Keywords: mystery shopper, patient service level, health facilities.
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