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Abstract:

This study aimed to explore physicians’ perceptions of the expected impact of
implementing an Electronic Medical Record (EMR) system on the quality of
healthcare services at Al-Shaheed Emhamed Al-Magqrif Central Teaching Hospital in
Ajdabiya, Libya. The study adopted a descriptive analytical approach using a survey
method and employed a questionnaire based on the SERVQUAL model to measure
physicians’ perceptions of service quality dimensions associated with the
implementation of the system. Data were collected from a purposive sample of 118
physicians working at the hospital. The study examined five dimensions of service
quality : tangibility , reliability, responsiveness, assurance, and empathy, in addition
to physicians’ perceptions related to the implementation of the EMR system. Data
were analyzed using SPSS version 26. The findings revealed generally positive
perceptions among physicians regarding the implementation of EMRs and their
expected role in improving healthcare service quality. Regarding predictors, empathy
showed the strongest positive influence on physicians’ perceptions related to EMR
implementation (f = 0.450), followed by responsiveness (f = 0.346). In contrast,
assurance showed a significant negative effect (B = -0.281), reflecting physicians’
concerns about the lack of legal protection for patients’ data and insufficient
regulatory frameworks. The results also indicated positive correlations between all
SERVQUAL dimensions and physicians’ perceptions related to EMR
implementation. Furthermore, the study revealed several organizational and technical
challenges, including weak infrastructure, unstable internet connectivity, limited
availability of computers and technical support, and the absence of clear data
protection policies . The study concludes that the successful implementation of EMRs
depends not only on the availability of technical infrastructure and system
requirements but also on supportive organizational, legislative, and administrative
environments, along with continuous training and technical support to ensure safe and
effective implementation.

Keywords: Al-Shaheed Emhamed Al-Magqrif Central Teaching Hospital, Electronic
Medical Record, Healthcare Service Quality, Physicians' Perceptions, SERVQUAL
Model.
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