353096&0L 3sgmBoErgds MHmym®3 LsdgEoEobm dmaLsbyrmgdol bosmolbols
©5 3639096 GHbsI056MmdOL gsbdLsbwazMgEo BosgG™mMo

3530LBHMbBH0:LMGBOIM Joxs09

bs8sgobdeer bsdmbo  hstrognbocros ocrosl bsbgerdpogem «1boz96bodgdolb dobbgbol,

O97602¢a300b5 @5 35650001980 353797 39H V9 356033306 896930896(90b Jodseorwcm9doo
80b69bob 5codobolihH0m980l sgobBHBob 3509809650 bseobbols dobo Fgdols dmorbez6980l

dobsdsdobso

X 9605330l 3meo@035 s 8969xd9bG0

byeddm3zs69¢0:603memnD ghHhmody

003l bsbgedfogm Mboggmlodgdo




39bsgboo

»OMYMOGF 950b0dbmwo  LsBogolBHM™M bsIMMAOL 953BHMO0, 35LEHMYD, GMmI bsdmmdo

99L6MEGOY0S EIFMY)300YOMOE S FoMTMmoqbl Bgdo 33eg30Ls FggaL. bodemddo
3990myg9gbgdmeo  gzgws  yodm, 09, FMbIBEOGOS @5  FoLows  Lomsbsmo sl

30000mMJ0M0o s IM{AGOMO 53500980900 0GBl [glgdol Tgbsdsdols. slgzg
35355090, O™ 65IOMI0 56 g0393L bbgs 3060930l BsAOMTGOL 0Ly, MM >0 SZBHMOMDS 56

04l LoMBIMP 50O MEO.”

3530LEH®M0 LG ZM Jox 905

01.06.2026



S0LEMogEHo

056599000M39 x9605:330L LOLEYFSTo 35309630L 305YMTBOGds oML Lodgoobm
dmAbobmEgdol  boGolbbol  Jgz3oL9dol  gho-9ho  dbodzbgerm3zsbgl 0bo3o@GHMmOL  ©o
36003690 m356 393009bsls 5bqgbl Lsdg0E0bm 5)9L9dmqd9gd0L
3063996096@196560056md0l BmOHI0MgdsDY. X 96330l LRgM™do 0dEobstrg MHgRm®mIqdOUL,
39960 ma0m6m0 356300M00L S 353096E S 06TZMOT0M GO MdOL BEMEOL 306 MdYdT0
396Lo3MMMGdMo 360d369cmds 9b0F oS 353096GHBY MM09BEGHOMYdIMwo dMALobMgdol
0BONBIILYNBL.

0659090569 3309308 FoDobl  FoMdmoagbs 353096G0L  3oYMmR0WdOL, MHMYME S
15990E0bm  FMALIBMOGOOL  boMolbbols ©@s  BsdgoEobm  sfgligdIEgdgdoL
30639796096 16560056MdoL  gobALsb3Mgo  FoBHMEMOL,  Fgbfiogams  Lodomomzgermls
X 9605330 LolEgdol 3mbE9duEdo. 33¢935 B0FsMMIEO 0Ym 08 0MOMSEO BoJGMMGdOL
0©96G0x8030MG0IBY,  OMIGO0E 293 gbsl 9Bl 353096G0L  305gmTBogdOL
RMOI0MJO5DY, 1YIYEO0E0bM LGOI gdgdoL F0dsMm bEMOOL BIFMYSE0dJOSLS
3530965 M05EMdOL BOEsbY.

B53OMI0  Q9965¢00BgOMmos 353096@0L  3dogMmBOgdOL MYMOOMWwo sxgdlzwgdo ©
L5990E0obm  AMALOEbMHgdOl  boGolbols  Fga3sligdol  ™Mbsdgdmgg  doamdgdo.
396B53MMMGIMWO gMMOEMYDS 2535H30WGdM0s 9Jodls S 353096GL TGOl 9R9JEGHIO
3009960353059,  1sdgEOE0bMm  JgOLMbsoL  IOMBILOMbIODBIDY,  FMALIBMOOOL
65609059, Bgerdols(zmdmdsby, 0bxzGOLEHMWIGHMOME 306HMdgOLS s 35309DGH0L
0600030095060 LsFoMMYOJOOL A5mM35¢oL0bYdSDY.

330930l BoMAqddo  259mygbadme 0465 Gomgbmdm0z0 33930l FJOMPMEOMYOS.
9dmbs399900L T9a0M 3905 256bmGE09w©s LEBM®WJEHMM0MHYIOMEO 30mMb35M0L Lsdswgdom.

33w935d0o dmbsfoergmds dooem 100 MHgldmbogb@ds, ®mdwgdog 990mRbIb dmbgmbgdreo
996mBg30L  dgommeol (Convenience Sampling) ¢odmygbgdom. dowgdo  dmbs3gdgdols

©53853905 @5 9BowoBo  QobbmOmEogws  Microsoft  Excel-ol  3Gma&msdmemo
I



MBOHWB39mYmaol 2sdmygbgdom. dmbszgdoms 9bseroBols 3Gmgbdo 498mygbgdme odbs
5009000 BEGGHOLEGH0ZOL  FgmmEgdo, doom  ImEOL  LobdoMmggdol,  3OHMEI6EHMEo
95639690 gd0Ls s Lodmowm 360dzb9wMdqdOL odmmzms. MHgL3MbIbEms Jgx3oL909d0L
2oLsBMIs 259MmYyqbgdme 0dbs BMMdIE0sbo Wwo3gmEoL L3sws (Likert Scale), Gmdgwos
ROOOMO  29dMm0yggbgds  LmEosrmMo s 99bgxgMHMIo 330093900l BoMyegddo
593000939 90930LS O 335gMR0EgdoL EMBOL Fglogzslgdws.

33e930L 9900939035 93965, MM 35309630l 3dogmzowgds  360d3zbgwm3zbs  vMOL
05353006900 HMaMOE 1YIYEO0EObM  FMALIBYOIOOL BIGOLLMB, oly Lsdgwoobm
©5)9LgdMEg0gd0lL 36390 96EMBIM0BMINLMB.  goblogmmemgdom 3603369 m3z56
29dBHMO0s©  2odm3obs  gdodlbs s 353096GL  dmMol  3mAmbozszool  bsMolbbo,
dmaAbobm®gdol  mOoboBgds,  3gOLMbserol  3OMmBglombserobdo @y 353095
M6096G0M9dMwo  doymds. 33¢9359 1939 ISIBEHWGS, MM 353096GHOL  FoWOWO
305ymxz0gds byl Mfymdl  BsdgoEobm  ©sfgligdagdgdol dodsdm bomdoLy s
05 MO0l BOHEIL, M3 BEdMEMME 5d0gMHGOL dom 3063MIbGHME 30DoEOYOL.

BsdOMdol mgmEomwo  3609369wmds  gobolsbwz®gds odom, GMmI 030  99MM0HYBL
353096@0L  3059ma30egd0Ls s BsdgoEEbm IMALEbMgdol baGobbol dglsbgd sMLgdmw
056599000M39 0gMOHomw doymdgdl. 33cg30L 3OMm3gldo edmygbgdmeos bbgoolbgs
09MOH0Mwo dnEgwo, 3s0 dmeol SERVQUAL-ob dmgwwo s Avedis Donabedian-ols
bs®olbolb 995351990l dmgeo.

BsdO™MIol  305gB03Meo 360d369emds  damdstgmdl 0dsdo, MM 33¢g30L  FJIRO©
900900 0bxmGmTs30s @S 933390090 09339630900 Tgodegds godmygbgdmen
04698 % 96o330L LGPIOHML  HomBMToAgbwgdols s LsdgoEobm  IHglgdmwgdgdols
9969x09bBHoL  FogH  FmALobMgdol  boolbol  gomdxmdglbgdol,  353095GHBY
096G 0900 256M9IML 25630005M900L O MORBOBI30930L 306399M96EBIM06MdOL
393096930l Jobboom.



1533960m Lo@Yzgdo: 35309630l  305gmzogds, L5dgE0E0bm IMALabwMmgdOL bsMolbo,
X965330L LobiEgds, 30636096 GBIM06MBY, 3530963 DY MO096EH0MGOME0 FMALOIbMgdS,
Logodmzganm.



Abstract

In the modern healthcare system, patient satisfaction is considered one of the most important
indicators for evaluating the quality of medical services and plays a significant role in shaping the
competitiveness of healthcare institutions. In the context of ongoing healthcare reforms,
technological advancements, and increasing patient awareness, the provision of patient-centered

care has become particularly important.

The aim of this study was to examine patient satisfaction as a determinant of healthcare service
quality and the competitiveness of medical institutions within the context of the Georgian
healthcare system. The research focused on identifying the main factors influencing patient

satisfaction, as well as their impact on patients’ trust and loyalty toward healthcare providers.

The thesis analyzes the theoretical foundations of patient satisfaction and contemporary
approaches to healthcare service quality assessment. Particular attention is paid to doctor—patient
communication, the professionalism of medical staff, service organization, accessibility of

healthcare services, infrastructure conditions, and the consideration of patients’ individual needs.

The study employed a quantitative research methodology. Data were collected through a
structured questionnaire administered to 100 respondents selected using the convenience
sampling method. The collected data were processed and analyzed using Microsoft Excel software.
Descriptive statistical methods, including frequencies, percentages, and mean values, were applied
to analyze the data. A five-point Likert scale was used to measure respondents’ attitudes and levels

of satisfaction, as it is widely recognized as an effective tool in social and management research.

The findings of the study revealed that patient satisfaction is strongly associated with both the
quality of healthcare services and the competitiveness of medical institutions. The most influential
factors were identified as the quality of doctor—patient communication, service organization, staff
professionalism, and the implementation of a patient-centered approach. The results also
confirmed that higher levels of patient satisfaction contribute to greater patient trust and loyalty,

ultimately strengthening the competitive position of healthcare organizations.

The theoretical significance of the study lies in its integration of contemporary theoretical
approaches to patient satisfaction and healthcare service quality assessment. The research is based
on well-established theoretical frameworks, including the SERVQUAL model and Avedis
Donabedian’s Healthcare Quality Assessment Model.

The practical significance of the study is reflected in the fact that its findings and
recommendations can be used by healthcare managers and medical institutions to improve service

quality, promote patient-centered care, and enhance organizational competitiveness.
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