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ABSTRACT

The Effect of Service Orientation on New Services Development and
Creating Competitive Superiority in Private Hospitals in Amman City

Prepared by
Asma Nahar Salameh Abuhasheesh

Supervisor
Dr. Laith Salman Al-Rubaiee

This study aimed to investigate the Effect of Service Orientation on New Services
Development and Creating Competitive Superiority in Private Hospitals in Amman City.

In order to achieve the objectives of the study, the researcher designed a

questionnaire consisting of (59) paragraphs to gather the primary information from the

study sample which consisted of (109) Managers, Heads of Section and that working in
private hospitals in Amman.

In light of above, collect and analyze data and test hypotheses. After analysis of
study data and hypotheses The study concluded a number of results including:
1. There was a significant effect of Service Orientation (Service Leadership Practices;
Customer Contact Practices; Human Resource Management Practices & Service Systems
Practices) on new Services Development in Private Hospitals in Amman City at level (o <

0.05).



u.a
2. There was a significant effect of Service Orientation (Service Leadership Practices;

Customer Contact Practices; Human Resource Management Practices & Service Systems
Practices) on Competitive Superiority in Private Hospitals in Amman City at level (o <
0.05).

3. There was a significant effect of New Services Development on Competitive Superiority
in Private Hospitals in Amman City at level (o0 < 0.05).

4. There was a significant effect of New Services Development on Competitive Superiority
(Delivery & Flexibility) in Private Hospitals in Amman City at level (o < 0.05).

5. There was a significant indirect effect of Service Orientation (Service Leadership
Practices; Customer Contact Practices; Human Resource Management Practices & Service
Systems Practices) on Competitive Superiority through New Services Development as

Mediator Variable in Private Hospitals in Amman City at level (o < 0.05).

The main recommendations of the study were:
1. Activate some of the practices that lead to achieving Competitive Superiority in the
hospitals under study.
2. Need to focus on the flexibility Priority through reversing the flexibility in the services

provided to customers.
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:\M\Jﬂ\ Q gaa (7-1)
(Y sail) e A jal) gl ¢ S
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A5 (el Aardlly an gill alayl 8 pde e sadina (Lytle & Schilling, 1994: 31) G3s~alls
i arall 3K ¢opalalall s ecplelall (S (il 5 Alabaa ¢aalall 32U iessl
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Service Orientation 4«31l 4a g1l 1(2_2)
aisad] g deaally an il psgda (1-2-2)
o Bl e Baga D Aard o] Aadatall ety Jue S Aestll an )

iYL Al vie AWl 5 S e Al o gluly Co il dilaiud) e s oxl A
Glala pluay debial caila e dala 45 cedleadl ) dadall apiny ddasi yall

.(Chait, et..al, 2000:110) & kel

Laill  dduaiy) 3 0l 4l deadlly 4a 50 (Homburg, et.al, 2002) <ie LS
Aa5aad asitall e Gl cilandll i b Aalaiall Lgasti il dagl Yy el
slat dgasall Jlee ¥ Jane aily eadlly ansill o A il (Say g AT Lals (e
.(Chen, 2007: 73) 3kexll o jiaie dadd iy agilit ) 5 agilala slel pa g (i)

D5 Aeadll Jlee ) cllelaia e iyl (g 451 (Ellis & Kelley, 1993) s _xs
AN dae 3L ) Ja (A Gpdlial) Lgaady Al @l e calias Sl cileadl)

LAl Jaall (e desene 4y 2eall 4nsil (Hogan, et.al,1984) < s
(Lytle & Lynn, 2000) G .o Shand) s Jaloill (& a5 g IS a2l b gl AiulY)
3l 5 Calh gall @ gl ae i Al il jlaall s Ciluland) de sena sa daaadl 4a il ol
3)lee dadd agaiil dndayi g

A bl Slujlad) e g sana ail eaally 4 sl (Lytle, 1994) <ie LS

B lae dad ydgig Q1A o Jaxd
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Ll 45 ) Ganaly Laxdlly 4 il dadd G (Lytle & Timmerman, 2006: 137) 22 5
elad] Cuiadic dandl) alélSac alelall g yaic Galalall € (0l ) Alalrac aaladl 3ol
s LS Al dendll cVLaiVldanddl L sliSic deaadl ellaal dallaac doadll
MY e

O ing Aeaally 4 sl 3 dpanall Aabaial) ol LY Sy s Lo ) 1ol
Gl daaal) el e Calins Alalis Allady 3 les dadd anll o Leiladl il 3K 5
IR (e Aalaiune 4l 3 jpay aciati dalaiall S 131 Y] XS (5S35 Y g ¢ guadliall Loy
W jleS Adle daf ulde adodll dagyus Lpes A8siie sada Cladd yyshiy oL
S agilal Al jas gy bus e s b pilige L) g Slaally () silasal
el (8685 (Bt ) o) 5 (52 0

e Ao sana) ally Leadlly A sl o gede Aalll 2aad Gl (S 2385 L e sl
Silel jay agiteluny agu iy (pidhgalls plaia¥) e 3S55 A dadl inY) Adaiil)
(pead i agilala (i e Danll 3 jaaie Taad £1aY a8 Jaiad A (e pd jelia s agd ia

doge Jid Al dagall Gllaall (e 223 Cilabaiall 4 deadlly 4 gl didee )
&b Al Vsla i Aeadlly an gill G Sal o elld s Llall culabdll 5 3l gl Al
Aol 3300 D 05S3 Laily cannd Aad S5 G S Y L (AR, 2010) <Y Laall d8S
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Teng ) (e IS Lagall Ll LS (G sinse 5a 5 IR (e A2l 4 il dpaa (a3

& Barrows, 2009 ; Gebauer, et...al, 2009 ; Wu, et...al, 2008 ; Gil Saura, et..al, 2005 ;
:laa 5 (Homburg , et...al, 2002

Sledd apity dadaiall o 685 L g dadaiall Jala cals gally Jiay (o3 g (s sinal) o 1

e AF A QS Ll g Bl gall (e de sanae e B)le 2 5" (Bowen, et.al, 1989) 4]
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Aadd o ) ag2di Al (Hogan et al., 1984: 167) "dalaially cplalall oy Jelall doe
age sliie V) g dandll adiey alaia W Aadiiall (5 ginall 138 aclin LS, Cadga JSE (60 3
Jelén Laasl) axie o @lld (A3 Aga sall CHladdl) alatiy (a5 3 agiaclise L
(Ui glaia cbdga cliplal calailly dp 5l agal (et (6 ) pgall (o A £ Danll a5 il
e Jiand 38 dabiid) (b Gl gall @l e Jgeanll die Ul oy yaill Sas i
+(4,1994) Leudliag 45 )l dalicaldsi 40udls 5 j0e
& Al ol 1 Lgagaiiy dalaial) o g5 Al leadlly iy (o3l) Aabaiall (6 siase e 2
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Dy daadd) slas Ll S o) sl g acs ) s g S Cled aYl s il jladll
e Bl ebidl o giual (8 g (Lytle, et al, 1998: 459) " 5 liedd) deadl)
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A pie Aadd 01 (pe (St Al 5 Aadaial) A8E  aplatil] FLial) 5 andaiill gl 5 A2
Aadiall dedall 438 g dpadl yin) el Mo Aaliiall 5,08 () eDeall CilaB g b
.(Gil Saura, et..al, 2005) Cusdliall Clada Jolas Al 5 3l 31

e Aokl Lailad Lavie 48 gl dagd oLi) Sy 4l Laadl A Lo e Sl
CLIS) UMA (e Aandlis 5300 (38n3 O LgiSay ciladaidl) ol Jiay 138 5 ¢Dlaall Cilalial)
dal i) s 423l 4a il dey agd lof dad il dadd 4y oDlaall il
o Lepmilic o (55t Aalaiall Zpad) il Ay Ll 585 oSleall il )1 Alain
L Aaaa ) (aS5 Uia (a5 LgiDlen! 48 sile Fadd a3
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Sleadl) e dae anass 1
Aedll el (e e ead 2
Acaall daaddl) ddasdl 3

s Jilat e aiied jealiall oda o gl el 33a) manaa ) guaill 138 3ay
ae pladl e Jadi jualiall oda o clgailh . (Homburg, et..al, 2002: 88 - 89) otz
L e (5 agd dandll aad oy odl) Gl il aaal) e 3 555 Aediall cilandl
paliall p28 JMA e ()5S 4l sad dn il alie Of dgAIG ¢ agd dadiall 4.0l
(e Lgeali s dad ) deial) L) daa 5y Ly jypdey Aliae Cilalaiall o o5 Gy 4330
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Cuss (Goldstein, et..al, 2002: 121) dasadl) 5l Led Jaladall daaal)  aat S1 203 JSy

Aexall ()85 Sy (Zeithaml & Bitne, 2000) B3 % dedd zaall W gkl y Ll oy
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.(1998)
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Lytle & Timmerman, 2006 ; Lynn & Lytle, ) ¢ JS a5 ealasl dilal 4l )2 A (et.al, 1999
eadll el (o day 4alil) Gl g U8 G La g 3 _pdiad) Sag¥l) alainls (2000
Aag )l aladin) atns Aoy yudl s 43805 3 el deadll aasi o lelee 3 SE 5
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Source; Lynn, Monty L; Lytle, Richard S & Bobek, Samo, (2002), “Service orientation in transitional markets:

does it matter?”, European Journal of Marketing, Vol. 34 No. %: 284.
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