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Abstract:

The main objective of the current study was to conduct a case
study to evaluate the role of the Mystery Shopper Program in
improving the outcomes of the Saudi health sector. To achieve the
aim of the study, the descriptive approach was relied upon in
preparing the study. The questionnaire was also used as a main tool
to collect data from the study sample, and the study sample
consisted of (384) individual patients in hospitals in the Makkah
Al-Mukarramah region. After analyzing the data, the study reached
several results, the most important of which are: The results
indicated a very high level of satisfaction among beneficiaries
regarding the role of the Mystery Shopper Program in hospitals in
the Makkah Al-Mukarramah region, with a relative weight of
(85.8%). The results also indicated that there is a very high level of
quality for the outputs of hospitals in the Makkah Al-Mukarramah
region, with a relative weight of (84.0%). The results revealed a
statistically significant relationship between the role of the Mystery
Shopper Program and the quality of outcomes in hospitals in the
Makkah Al-Mukarramah region. In light of these results, the study
recommended several recommendations, including: training
workers inside hospitals in the Makkah Al-Mukarramah region on
how to deal with the largest number of patients at the same time.

Keywords: Mystery Shopper Program, health sector outcomes,
Saudi health sector, Makkah Al-Mukarramah hospitals.
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