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Abstract:
This study aims to evaluate the quality of healthcare services provided in
primary healthcare centers affiliated with the Babil Health Directorate,
focusing on the Musayyib district as a case study. It stems from a central
problem: the persistent dissatisfaction among patients and the recurring
complaints regarding the low quality of healthcare services, despite the efforts
of healthcare staff under constraints of material and human resources. This
situation necessitates an objective, scientific evaluation based on measuring
the gap between beneficiaries' expectations and the actual level of service

provided.

The study employed a descriptive-analytical approach and included two main
categories of respondents: patients as service users, and healthcare and

administrative staff as service providers. Data was collected using two

questionnaires specifically designed for the study, ensuring a dual-faceted

approach to measuring quality dimensions. The study focused on five key
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areas: the availability of medications and services, an analysis of the
perception gap between service providers and beneficiaries, equitable access
and waiting times, identification of training needs, and an assessment of the

quality of healthcare center infrastructure.

The results revealed a clear perception gap between service providers' and
patients' assessments of the quality of healthcare services, particularly in the
areas of communication and actual service delivery. The study also indicated
that medication shortages and long waiting times are among the most
significant challenges facing patients, while the physical environment of health
centers negatively impacts the experience of both patients and service
providers. Based on these findings, the study concluded with a set of practical
recommendations, most notably: developing targeted training programs to
enhance staff skills, improving the efficiency of pharmaceutical supply chains,
and re-engineering administrative procedures to reduce complexity and

bureaucracy and improve service delivery efficiency.

Keywords:
( Healthcare quality, Primary healthcare, Gap analysis, Babil Health
Directorate, Musayyib, Patient satisfaction, Training needs )
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