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Abstract Background:

eneficiary satisfaction is one of the tools for measuring the quality of services in various

health institutions. It is used to know the expectations and needs of the beneficiaries of the
service provided by asking some correct questions to obtain feedback and make improvement
and change better to meet expectations. The beneficiaries of the Medico-Legal Department
may be citizens and society, police stations, judicial authorities, academic medical authorities
and others. Therefore, the questionnaire for the satisfaction of the beneficiary was chosen
from the different sections of the department for the purpose of evaluation and correction of
the service provided to the citizen.

The importance of the study:
For the purpose of knowing and enhancing strengths and weaknesses and addressing the
services provided to the beneficiary of the service.

The problem of the study:
The satisfaction of the beneficiaries of the services provided by the Medico-Legal Department?

Reasons for choosing a topic of study:
In order to apply the standards and indicators of quality management in the Medico-Legal
Department

Objectives of the study:

A description of the extent of satisfaction of the auditors to the Medico-Legal Department,
analyzing the data and presenting it to the decision-makers represented by the senior
management to take the necessary measures for improvement.

The Study Design:

The study relied on the methodology of descriptive cross sectional analysis by preparing a
beneficiary satisfaction questionnaire form by the Document Management Unit in the Quality
Management Division, which contains detailed information about the citizen, asking 10 closed
questions and 3 open questions, documenting the citizen’s answers to these questions, and
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then collecting data during the year 2023 from the various departments of the department,
loading them into computer programs, analyzing them statistically in the form of charts and
tables, and then deriving and summarizing the results. And discuss them and come up with
recommendations and proposals.

Statistical analysis and sample size:

The randomly selected sample size was approximately 250 questionnaires, whose
data were uploaded to the entry program ((MS-Exil)), the positive opinion and the negative
opinion were measured by calculating the percentage with regard to the various indicators of
the services provided by the Medico-Legal Department and then analyzed statistically using
the Pivot Table.

Results:

It was found that the percentages of positive opinion related to the questionnaire questions
are (ease of access to the department (63%), guidance by inquiries correctly (97%), the
presence of pieces of significance to clarify the review sites (56%), satisfaction with the waiting
place (42%), speed of service completion (91%), the nature of the dealing of the competent
employee (97%), discrimination in dealing between citizens (90%), cleanliness of bathrooms
(15%), the need for an intermediary (92%).While the percentages of negative opinions for the
same questions were as follows (37%, 3%, 44%, 58%, 9%, 3%, 10%, 85%, 8%) respectively.

Conclusion:

It is concluded through this study that the good treatment of employees, the speed of going
to the place required by the information staff and the confirmation of the staff of the missing
persons section on the presence of all information before starting the search for missing
persons is one of the positive points of the department, as well as the presence of a mobile
number to contact the follow-up division and their good response with the presence of a
streamlined work system that ensures not deliberate delay by employees.

As for the negative points that were indicated, they are the presence of errors in writing
information for the deceased and the delay in completing some reports and transactions. Also,
the location of the statistics department and the new building with no place for citizens to rest
and wait in the old building, as well as the non-application of health protection conditions
from infection for citizens due to poor quality of hygiene in the old building.

The lack of identification indications to reach the sections of the new building in the event of
entry to it from the old entrance, as well as signs or posters to guide the references with the
absence of a main indication piece on the main street to infer the location of the directorate.
Finally, the study revealed the importance of the need for elevators in the new building to be
safer and more continuous work to facilitate the work and safety of employees and citizens
alike and to shorten time and effort together.

Keywords:
Beneficiary satisfaction, quality management, Medical - Legal Directorate, service quality
measurement.
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