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The Impact of Business Intelligence on Service Quality at
Jordanian Private Hospitals

Abstract

The study aimed to know the impact of business intelligence on the quality of
services, as private hospitals face many problems related to improving the
quality of services in light of the rapid and continuous change in the
environment, as this change imposed the advancement of new technical and
administrative methods to meet various challenges and find innovative solutions
capable of keeping pace with the rapid developments To increase the quality of
its services, one of these solutions, the most important of which is the use of
business intelligence, the study relied on the analytical descriptive approach.
The study population consisted of (585) managers and department heads at the
upper and middle administrative levels in private hospitals affiliated to the
Ministry of Health in Jordan. Where the sample size was (260), and to achieve
the desired objective of the study, the questionnaire was used as a tool for data
collection, as the number of questionnaires retrieved and valid for statistical
analysis reached (243), and accordingly, work was done to collect data, analyze
it, and test hypotheses.

The results showed that private hospitals use business intelligence to improve
the quality of their services, and there is a statistically significant effect of
business intelligence in its dimensions (immediate analytical processing, data
mining, data warehouses, and presentation of reports) on the quality of services
in its combined dimensions (response speed, safety, reliability, and tangibility).
in private hospitals in Jordan at a high level.

In light of the results that have been reached, a set of recommendations have
been formulated that may increase the effectiveness of the use of business
intelligence in its various dimensions to improve the quality of health services in
all its dimensions, by the Jordanian private hospital administrations, the most
important of which is the need to increase interest in the concept of business
intelligence by the administrative leaders in Private hospitals in Jordan, and
follow up on adopting everything new in the field of business intelligence to
improve the quality of their services by making a continuous analysis of the
surrounding environment. To become attractive to all nationalities to receive
treatment there, which encourages medical tourism in Jordan, and the need to
spread a culture of relying on data analysis among hospital staff in a way that
leads to exploiting the capabilities provided by business intelligence in improving
the performance of all its various operations, and the creation of a new
department in private hospitals concerned with following up the process of using
intelligence Business in improving the quality of health services, so that private
hospitals in Jordan remain a pioneer in its field.

Keywords: Business intelligence, service quality, private hospitals, Jordan.
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