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Abstract
The study aimed to develop and test a model to measure stakeholder satisfaction in
Egyptian government units, and to identify the nature of the dimensions of stakeholder
satisfaction in these government units, as the study community is represented by the
government units in the administrative apparatus of the state within the Arab Republic
of Egypt. Given the impossibility of field study at this level, the researcher relies on a field
study within (13) samples of government units, which are represented by the Ministry
of Health and Population and some health affairs directorates in the governorates,
through an interview with (390) individuals from service recipients within the Ministry
of Health and some health affairs directorates in the governorates, where the concept,
importance and objectives of institutions obtaining the satisfaction of stakeholders and
those dealing with them are addressed in order to improve performance in government
units, as Egyptian government institutions suffer from some obstacles in their
performance that prevent the improvement of the services they provide to stakeholders,
and the most important of these phenomena is the dissatisfaction of stakeholders who
frequent these units in the required manner, which is due to the stakeholder not
obtaining the necessary service in the required manner. This research also contributes
to the service beneficiaries obtaining the highest levels of satisfaction by improving
services and following Modern methods of service provision and avoiding forms and
types of administrative and financial corruption. The study reached several
recommendations, the most important of which is that solutions and means must be
found within Egyptian government institutions that would make the interested party
completely satisfied with the performance of these Egyptian government institutions.
Keywords: Stakeholder satisfaction - Reducing waiting periods - Performance of
government units.
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‘Reliability test (<Lill) unliall 48 6 ga 5 alaic) andl =Y f

el U bl aas 3131 8 Ll dacali 3165 (e AV Allma e 5 Aibadae Al all il (65 ia
et )l a2 3 ye JS e Ay 5le il 3 (el Jamy s 5o (61 ) Gl LS G my g Lgaadind
Gl aaiall alaie ) andi A Reliability (Alpha) W L5 S Jelas aaiivy 5 (Karunarathna al.2016
a3l s s @i ()5S Cun il Jse e dale IS a3 (el Jaaalisal

.@;;43\ a6l e (Alpha):\.a:@ G i8] Ll daadtial) G yaniall

Al 5 g kil 2 S T Jalee ) (Jpanl a g
s kel Baall g A yall 48 55 gall g Wl 2l g S Jalra 0 (5)ad ) Jsaa

Gaall | Adgisal | Jebas o8 el 5ol
sl | RS, |l g S

AVE CR

0.77 0.90 0.91 dandll alie L

(e daladl) A Gk Galll dae) e : jradll

JB e Lgilaan g Ll ¢ se il il colaadl) ) Al )all ol 8 deadiiadd) (uldl) palic chati
 Cabae i a3 Aol slagl A8 55 e a5 A8 il )

0.70 Jlmall 5aY) aall o Jalze slai 385 (Cronbach's o)

4ed Cronbach's o <ia  Jalall LD s 15008 jedal 30y (Karunarathna et al.2016)
(Hair, et al., e JSI 4 )il duadlall sl (factor loading))Jseadll Jal se alasinl &5y A gida
; ‘ Andlall Geai S 2010)

¢ (<Fornell and Larcker) 0.5 &+ »SI AVE 5 0.5 (e S draadll Jal se (585 Ladie 4 el
paa el dana e dla) Qs wasi Ul s ¢ (Hair et al. 2010) 0.7 (e ST A4S el 48 58 sall
z oA Al il L gie aaas o3 ¢ @l ) A8aYU () Hair et al. 2010) 2l yall 238 8 &) juaiall
b Jsibe gl )l (Jmy Le 55 ¢ (Hair et al. 2010) S 73 saill 4 jaaill dadliall aviil (AVE)
ol & LAl g A8 e dglle Aa o Sy 6A) 5 cdale IS L ey ) dalaie V)
:Confirmatory Factor Analysis(CFA S sill (aladl Juladil) - Ll

Structural Equation 4Ll dabeally daialll cadlad e slaie Wl oS sl laadl Jalail) slac
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3 e J8 0S8 O i a5 2050 JiT5 2a0 5l (e ST Lgtiad 0585 0 g 5 (CTMIN/DF) s e
(0.90) (3 el (5585 o cans . Goodness of fit index(GFI) daiaall (s i 5o

(0.90) (e el 0S5 O oy .Comparative fit Index(CFI) ¢_all daslaall 1 e
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e Slel 058 ol s Adjusted Goodness of fit Index(AGFI)Jazall dgaall Cpus ¥
(0.90)

Root mean Square Error Of Approximation (RMSEA) < &Y Und Jaw sial a5l aall*
S pdigall 2ae Jli 5l anbdd Cangs Alaall 83 53 LA 6] ) g5 .(0.050) e S8 (585 O e
u.\ﬂ;).q‘_gs (CFA)M"\}\ (‘3735 c:%.».n\JJ\ cmym&\ Q\M\ U.Cb‘).\MS\
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(2007 ecsagal) YOl 3 sa o

(CFA).8152) 223 Al j2l) ada ga Jal gadl (s Jales IS il g ibaill (e (s L

3 jiia Jale JSI s gl alad) Jalaill d8iUaal) 3390 il pdige il (6) J9in

CFA | Measures | CMIN/d GFI AGFI CFI1 NFI TLI RMSEA
Model f
Threshold Less | 0.90 and | 0.90 and | 0.90 and 0.90 0.90 Less than
val t above above above and and 0.08
ues h above above
a
n
3

Satisfaction 5.1 0.94 0.96 0.97 0.93 0.95 0.06
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CFA Measures CMIN/df GFI AGFI CF1 NFI TLI RMSEA
Model | Threshold Less than | 0.90 and | 0.90 and 0.90 0.90 0.90 | Less than 0.08
val 3 above above and and and
ues above above | above
Satisfaction 2.4 0.90 0.91 0.94 0.95 0.93 0.06
ANOVA J:lali (8) Jya
Satisfaction Between Groups 137.382 18 8.590 .821 741
Within Groups 1880.071 179 9.487
Total 2017.453 197
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