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Abstract. This study evaluated the content and features of 34 active websites of private 
hospitals in Jordan using a comprehensive 99-item checklist covering technical aspects, 
services, external activities, and COVID-19 sections. Three evaluators independently coded 
the websites in August 2021. Results showed an average score of 38% across the hospitals, 
indicating major room for improvement. Technical characteristics and social media 
engagement scored higher than other categories like medical services and COVID-19. The 
websites are still predominantly used as information repositories rather than channels for 
interaction. This suggests website quality and utilization remains relatively low and 
ineffective among Jordanian hospitals. Administrators must regularly update content to boost 
patient communication and trust.  
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1. Introduction  
In recent years, the internet and its applications have become an essential resource for most 
organizations, enabling them to gain a competitive advantage. A website is one of the primary and most 
vital internet applications and has become a core tool for various types of institutions; public or private, 
large or small. Schneider and Foot (2006, p.20) defined a website as ‘a set of dynamically defined digital 
resources spanning multiple websites deemed relevant or related to a central event, concept, or theme.’ 
In fact, without a website, it is difficult for organizations to maximize the benefits of the internet (Meron 
˜o-Cerdan and Soto-Acosta, 2005). According to Tejedor et al., (2020, p.1) “websites have become the 
nerve center of the digital ecosystems of media, companies, and all kinds of institutions”.  

In the healthcare industry, the internet has increasingly been considered an important source from 
which to obtain information (Bach and Wenz, 2020; Osei-Asibey et al., 2017), provide services, save 
cost and time, interact directly with patients, increase efficiency, and enforce competitive positions 
(Rafe and Monfaredzadeh, 2012). According to Cohen (2017), ‘72% of consumers use the internet to 
find healthcare information’. In the EU, ‘55% of people aged 16 to 74 searched for health-related 
information over the internet in the first quarter of 2020’ (Eurostat ICT household survey). Website 
adoption rates among healthcare institutions have increased rapidly, and more than 70,000 websites 
specialize in supplying health-related information (Sbaffi and Rowley, 2017). Furthermore, websites 
have become an advantageous complement to operating practices (Sarantis and Soares, 2017; Synder 
et al., 2020; Kaur et al., 2017). According to the Accenture 2018 Consumer Survey on Digital Health, 
the technologies used most often by patients to manage health issues included websites (56%), mobile 
phones or tablets (46%), electronic health records (38%), and social media (35%). The value of websites 
for hospitals has increased because they are considered a reliable source of substantial information about 
their services and how to access them (Snyder et al., 2011). Moreover, they have a significant impact 
on patient satisfaction and the efficiency of e-health systems (Kampmeijer et al., 2016; Gong et al., 
2020). 

The Jordanian healthcare system includes public, military, and private hospitals. The country is 
home of 106 hospitals, of which 67 are private. Furthermore, the Jordanian healthcare system plays a 
critical role at domestic, regional, and global levels. In addition, the Jordanian healthcare sector market 
is one of the most important of such sectors in the region and worldwide. Jordan is also considered one 
of the major destinations for medical tourism in the Middle East and North Africa region (Medical 
Tourism Association, NA).  

The total population of Jordan was 11.32 million in January 2023. In Jordan, telecommunications 
technology and internet services are advanced and accessible. A global platform report reveals a total 
of 9.95 million internet users at the start of 2023, accounting for 60.8% of the total population of Jordan. 
The internet penetration rate has reached 88%, and the number of websites has increased rapidly, 
indicative of a remarkable growth in use of the internet in recent years. In terms of social media, the 
report states that there were 6.8 million social media users in Jordan in January 2023, equivalent to 61.5% 
of the total population, 66.4 percent of Jordan’s total internet users base used at least one social media 
platform in January 2023. 8.61 million cellular mobile connections with this figure equivalent to 76.1 
percent of total population in Jordan at the start of 2023 (Datareportal, 2023). 

The increasing use of websites has attracted the attention of healthcare organizations (Huerta et al., 
2016) as they may represent the initial contact point for patients and visitors, and create a positive 
impression about the hospital (Kampmeijer et al., 2016; Gong et al., 2020). Websites are important in 
enabling hospitals to utilize technology applications, become aware of patients’ needs, and build, retain, 
engage, and develop positive relationships with their patients (De Song et al., 2015; Huerta et al., 2016).  

Additionally, websites have played an extraordinary role during the past two years due to the 
COVID-19 pandemic and its consequences (Hantrais et al., 2021). Undoubtedly, during the lockdown 
and quarantine, when most people needed to stay at home and obtain health information through online 
resources, the role of websites escalated, and their presence has become a core and safe tool for 
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communication between patients and hospitals to impede the direct spread of the virus (Ohannessian et 
al., 2020; Tejedor et al., 2020; Gong et al., 2020). As reported by Clement (2021), the number of visitors 
to health and medicine websites reached 581.87 million as of May 2020, representing a notable increase 
on the 459 million visits as of January 2019. According to Tejedor et al. (2020), during the COVID-19 
pandemic, the function of websites was to be informative, interactive, and awareness-raising. In fact, 
this exceptional pandemic has forced hospitals to reconsider the purpose and content of their websites.  

Thus, in the healthcare industry, it is important to devote considerable attention to websites and 
review their content and design (Raji et al., 2013; Tejedor et al., 2020). Farrahi et al. (2018) claim that 
a poorly-designed website might present worthless and misleading information to users, reducing the 
number of visitors. Bach et al. (2019) assert that well-designed websites can enhance the credibility of 
hospitals, as well as increase confidence among patients and stakeholders. Clearly, a well-designed and 
attractive website might be a resource through which to achieve a competitive advantage (Bernal Jurado 
et al., 2018).  

Given the increasing function and importance of healthcare websites, their evaluation has emerged 
as one of the main research areas in the healthcare and information management fields for researchers 
and practitioners (Tarcan, Balcik and Sapaz, 2020; Sarantis and Soares, 2017; Tejedor et al., 2020; 
Soares et al., 2021; Bach et al., 2019; Boon-itt, 2019; Farrahi et al 2018). It is extremely useful for 
hospitals to evaluate and monitor their websites to ensure that they include rich content, valuable 
information, and are well-designed (Hafezi, Karimi and Tofight, 2014). In addition, websites should 
reflect ongoing changes and developments, customer needs and expectations, and health regulation 
matters (Snyder et al., 2020).  

Notwithstanding the increasing importance of websites for hospitals, studies remain scarce and 
most that have been undertaken have focused on public hospitals, while limited attention has been paid 
to private hospitals (Bach et al., 2019). Furthermore, few studies relate to developing countries where 
more research on website evaluation is needed in various settings (Tejedor et al., 2020; Osei-Asibey, 
Agyemang, and Boaky-Dankwah, 2017). Moreover, most studies focusing on website evaluation have 
ignored social media applications as a primary feature in the website evaluation process (Huerta et al., 
2016). Yet social media, used by more than 70% of internet users, is considered an extremely powerful 
tool that can be used in the healthcare field to generate information for the public and create professional 
connections and share experiences. Moreover, 80% of users utilize social media to search for doctors, 
hospitals, and medical news and information (Healthcare Compliance Pros., NA) 

These have acquired a good reputation for implementing the highest international and local 
accreditation standards. The majority of distinguished hospitals are equipped with the latest medical 
technology (The Private Hospitals Association-Jordan, NA), and the usage of websites has increased 
rapidly in most hospitals in Jordan in recent years. However, there are few studies and little knowledge 
about websites in private hospitals and their characteristics. To the best of our knowledge, no studies 
have been conducted in Jordan. Thus, it will be of immense value to elucidate the content of hospital 
websites and explore the current status of their features with regard to those which are well represented. 
Moreover, it is essential to assess their strengths and weaknesses, and present appropriate suggestions 
and recommendations. This study will also contribute significantly to the relevant literature as an 
example from developing countries.  

The increasing and wide use of the internet by people looking for healthcare information is one of 
the most rising trends in the current healthcare environment. Therefore, websites may represent the first 
contact point and has become an essential feature for most healthcare organizations, especially for the 
private sector, where it is very crucial in the current competitive environment to create a positive 
impression, increase patients’ satisfaction, and enhance the competitive position. On the other hand, 
simply having a website is not enough. Websites need to be well designed, bring together many features, 
and reveal valuable content. In Jordan, few studies were conducted on websites evaluations and most 
of these studies focused on the banking industry (Rafi’I; Abumalloh; & Abu-Ulbeh, 2018), universities 
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(Mustafa and Al-Zoua’bi), and Jordan’s e-government (Abu-Shanab and Abu Baker, 2011). Little is 
known about healthcare organizations’ websites. Therefore, this study aims to systematically evaluate 
the content and features of official websites of private hospitals in Jordan by answering the following 
question: To what extent do the websites of private hospitals in Jordan reflect appropriate content and 
features?  

2. Literature Review  
Studies on the evaluation of hospital websites have been conducted using several approaches and 
classifications. Based on a comprehensive review, Bach et al. (2019) classified research according to 
the quality of websites, specific medical issues, communication with patients via various channels, and 
the country context. In this study, the review of related studies is based on regions: Europe, Asia, the 
Americas, and the Middle East.  

In Europe, Joaquín Mira, Llinás, Tomás and Pérez-Jover (2006) analyzed the readability and 
accessibility of Spanish public hospital websites. Their results indicated that the quality of readability 
and accessibility was weak. In another study, Llinás, Iñesta, Mira, Lorenzo, and Aibar (2008) evaluated 
and compared the readability, accessibility, and quality of the websites of 32 hospitals (12 Spanish, 10 
American, and 10 British). The results indicated that most portals experience accessibility problems, 
and there was a wide variation in terms of website readability with respect to user-oriented content. 
Patsioura et al. (2009) evaluated 53 Greek public hospital websites. Their assessment covered 
information, communication, and electronic services. The results revealed that most of the websites did 
not support essential web-based transactions and did not contain features supporting the provision of 
information and communication practices. Maifredi et al. (2010) investigated a total of 1265 Italian 
public and private hospitals. They found that a high percentage of Italian hospitals did not provide an 
official website, and many had several limitations. In addition, very few hospitals supplied information 
to increase the credibility of the hospital and user confidence in the institution. The authors concluded 
that Italian hospital websites are a source of information on admissions and services rather than a means 
of communication between the user and the hospital. In another study of 100 public hospital websites 
located in Croatia, Bosnia-and-Herzegovina, and Slovenia by Bach, Seljan, Jaković, Buljan, and Zoroja 
(2019), it was reported that most hospital websites are a one-way channel of communication and were 
considered information repositories rather than online communication channels. Finally, Soares, 
Sarantis, and Carvalho (2021) evaluated the websites of 132 Portuguese hospitals (44 public and 88 
private). Their study investigated the content, services, community interaction, and technology features 
of the websites. The results asserted on the importance of hospital websites and concluded that 
Portuguese hospitals still need to extert more efforts to improve their websites.   

 In North American countries, Huerta, Walker, and Ford (2016) analyzed the content of 157 
children’s hospital websites in the USA. The dimensions covered were the accessibility, marketing, 
content, technology, and usability of the websites. The results implied that no website scored high on 
any dimension. During the COVID-19 pandemic, Tejedor et al. (2020) analyzed 58 websites of the best 
hospitals in Latin America. The results suggested that a quarter of the examined hospitals did not 
dedicate a specific section to COVID-19. By contrast, the presence of hospitals on social networks 
(Facebook, YouTube, Twitter, and Instagram) had increased. The authors concluded that hospital 
websites should be developed and ought to offer and disseminate useful and correct healthcare 
information. Notably, the results indicated that hospitals occupying top positions in the medical services 
directory are not necessarily those that have the best website.  

Few studies have been conducted in countries in the Asia region. De Song, Du, Zhu, Shen, and Xue 
(2015) explored the quality of Chinese public hospital websites. The results revealed that the overall 
quality of websites was rated at 32.92%. They concluded that it is essential for hospitals to use websites 
to meet the needs of patients, and to cultivate, retain, and improve positive relationships with them. In 
India, Raj, Sharma, Singh, and Goel (2016) analyzed the quality of 32 global and Indian hospital 
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websites concerning accessibility, readability, and usability. The results implied that websites had high 
readability levels and average quality usability and accessibility.  

In Iran, a cross-sectional study of 59 public hospitals was undertaken by Salarvand et al. (2016) 
using the checklist instrument developed by Maifredi et al. (2010). The results suggested that the overall 
website evaluation score was weak. Interactive online services and external activities criteria had lower 
scores in comparison to other criteria and, unexpectedly, no significant association was found between 
the website evaluation score and Google page rank, Alexa global traffic rank, or Alexa traffic rank. 
Also in Iran, Dastani and Sattari (2017) assessed the quality of 49 Khorasan Razavi hospital websites 
based on four dimensions: content, performance, management, and how to use the website. The findings 
indicated that only 59% of hospitals had active websites, and 40.8% of these were in an unfavorable 
condition. Nematollahi, Fallahnejad, Niknam, Nadri, and Khademian (2016) analyzed the structure of 
43 educational hospital websites in Iran. Their results suggested that the overall quality of most of the 
hospitals was acceptable. In Turkey, Yilmaz and Söyük (2020) evaluated the content of 223 private 
hospital websites in the Marmara region. The results revealed that most hospitals used their web pages 
for promotion. However, they were rather weak in providing new, practical, and fast services on their 
pages. The number of websites with a photo/video gallery and a foreign language option were also 
lower than expected. Yilmaz and Söyük concluded that the websites were not being used effectively in 
corporate marketing and public relations. In Kuwait, Alhuwail, Almeraj and Boujarwah (2018) explored 
the content of nine hospital websites (6 private and 3 public). Their evaluation included accessibility, 
usability, presence, and content dimensions. The results implied that most websites were deficient in all 
dimensions, and most hospital websites primarily focused on promoting hospital services rather than 
engaging and communicating with patients. 

Several conclusions can be drawn from the literature. First, it can be inferred that various 
approaches and elements have been employed to conduct content analysis, depending mainly on the 
research objective and context. None of the researchers proposed a comprehensive instrument that 
covers all features and contents of websites. Second, some authors focused on the content of hospital 
websites (e.g., Llinás et al., 2008; Patsioura et al., 2009; Maifredi et al., 2010; Huerta, Walker, and Ford, 
2016; Nematollahi et al., 2016; Alhuwali et al., 2018; Bach et al., 2019; Yilmaz and Söyük, 2020; 
Tejedor et al., 2020; Sarantis, Soares, and Carvalho, 2020), while others focused on the quality (e.g., 
Mira et al., 2006; Rafe and Monfaredzadeh; Raj et al., 2016; Salarvand et al., 2016; Dastani and Sattari, 
2017). Third, to a certain degree there is common agreement that Maifredi et al.’s (2010) instrument is 
the most comprehensive and therefore it has been widely adopted (Bach et al., 2019; Salarvand et al., 
2016). Fourth, in terms of sectors, the majority of studies focused on public hospitals only, or both 
public and private; few considered private hospitals only. With respect to types of hospitals, nearly all 
studies examined hospitals in general, except for Huerta et al. (2016) who focused on children’s 
hospitals. Fifth, few studies considered new IT innovations such as social networking platforms (Bach 
et al., 2019), and few took into consideration changes in the health environment such as a section on 
COVID-19 which is expected to become a feature of hospital websites (Tejedor et al., 2020). Finally, 
the number of examined hospitals ranged from nine to 1265 which indicates a wide diversity in the 
website samples across studies. In the Middle East, most studies were related to Iran, and only one 
hospital in Arab countries was examined.  

3. Research Methodology 
This research is a descriptive cross-sectional study, which was conducted in 2021. Secondary data was 
used in this study by referring to the websites of hospitals. The use of secondary data is considered 
suitable and commonly used in this type of study, as it is more reliable and valid than primary data 
(Wong and Sulaiman, 2016). 

A content analysis method was employed in this study. The population of this study composed of 
all private hospitals in Jordan and the sample only limited to the hospitals that have active websites. 
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The hospitals list was identified by referring to the website of the Jordanian Ministry of Health. During 
the scanning and searching for the 67 private hospitals websites, 33 hospitals were excluded because 
they do not have active websites. Accordingly, 34 active private hospitals websites were investigated 
in this study.  

With regard to the characteristics of hospital websites, until now there has been no collective 
agreement in the literature. On the contrary, each study has focused on various attributes (Sarantis et 
al., 2020). Nevertheless, the checklist used by Maifredi et al. (2010) is one of the most well defined, 
comprehensive, and covers most of the categories discussed in related studies (Bach et al., 2019). 
Accordingly, it was used in this study. However, it is important to note that Maifredi et al.’s (2010) 
checklist has been criticized for not considering social media applications (Bach et al., 2019). To 
address this, a social media related category was added by adopting items from Tejedor et al. (2020) 
and Farrahi et al. (2018). Based on the recommendations of specialists, two items adopted from Farrahi 
et al. (2018) concerning technical characteristics (the use of bright colors and mobile-friendly design) 
were added to the checklist. Additionally, two items were added to the hospital information and facilities 
category; one concerning room type, photographs, and description adopted from Wong and Sulaiman 
(2016), and another regarding the number of visitors adopted from Farrahi et al. (2018). The checklist 
approach was used to evaluate the websites of hospitals. The checklist that was prepared and developed 
included 99 items representing technical characteristics (17 items), hospital information and facilities 
(22 items), hospitalization and medical services (25 items), interactive online services (11 items), 
external activities (13), social media (7 items), and COVID-19 (4 items).  

To ensure the validity of the checklist and its compatibility with the Jordanian context and 
healthcare system, five specialists with at least five years of experience in designing and administrating 
hospitals websites were chosen to test the validity. Based on their feedback, recommendations, and 
suggestions, some items from the original checklist were slightly modified as mentioned above.  

The secondary data collected was coded using Microsoft Office Excel (2205 Version). The coding 
process was conducted in August 2021. Three members of the research team independently evaluated 
the hospital websites. Items for categories were coded by applying a binomial method (0: item does not 
exist; 1: item exists). This type of coding is considered effective as it reduces the subjectivity and 
guessing of evaluators (Tejedor et al., 2020; Patsioura et al., 2009) and increases the agreement level 
among raters during the assessment process (McHugh, 2012).  

Since the study depends on three independent raters, who their subjective assessments might vary 
significantly from one to another (Gwet, 2012; Vanacore and Pellegrino, 2022), inter-rater reliability 
was conducted to evaluate the reliability of the checklist. Inter-rater reliability can be defined as “the 
degree of agreement among independent observers who rate, code, or assess the same phenomenon” 
(Moons and Vandervieren, 2023).  Inter-rater reliability can be measured by two common measures: 
Cohen’s and Fleiss’ kappa (Moons and Vandervieren, 2023). Kappa was introduced by Cohen (1960) 
who initially suggested comparing human ratings in a binary, or dichotomous, classification task 
(Powers, 2012). Fleiss’ kappa is one of the most frequently used statistical tests to measure inter-rater 
reliability (Gwet, 2012). Also, it is wildly used in the field of content analysis to determine how well 
raters agree on the coding of nominal variables (Randolph, 2005). Fliess’ Kappa is a generalization of 
Cohen’s Kappa used when the study includes more than two raters (Zapf et al., 2016). Like most 
correlation statistics, the kappa can range from -1 to +1.  

The level of agreement among raters was analyzed for 5 randomly chosen websites and a high 
percentage of agreement was observed. Fleiss’ kappa statistic calculated for each website, among the 
three raters, ranged from 0.78 to 0.92 denoting a substantial to almost perfect agreement among the 
raters (Landis and Koch, 1977).  

The second stage of the study concerned analyzing the collected data, descriptive statistics such as 
frequencies, percentages, and averages were used.    
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4. Results and Discussion  
According to the Jordanian Ministry of Health, there are 69 private hospitals in Jordan offering different 
types of medical services for patients. Among these, we found that 34 (49%) have an active website.  
The mean website evaluation score was calculated for the seven study variables (technical items, 
hospital information and facilities, hospitalization and medical services, interactive online services, 
external activities, social media, and COVID-19), as presented in Figure 1. 
 

Fig. 1: Mean website evaluation score for each category of the checklist. 

4.1. Technical Characteristics  
Jordanian private hospitals scored high on items related to the technical characteristics of websites 
(64%). These are aspects related to the design and usability of websites. Numerous items were used to 
assess the extent to which hospital websites provide visitors with easy access and smooth navigation 
between the different sections of the website.  

Table 1 presents the percentage of hospital websites reporting technical items. For instance, 100% 
of the sample scored high on items related to allowing visitors to know the type of website they will be 
accessing (items 13 and 14). Regarding ease of navigation, the presence of a website search tool was 
low (47%). Furthermore, 21% of the sample presented a website map. By contrast, 65% of the sample 
offered a multilingual platform.  

In terms of the website design, a high percentage of the sample had a mobile friendly platform (88%) 
and used bright colors (100%). Finally, the accountability of the website was assessed through the date 
of the last website update which was reported by 76% of the sample.  

The World Wide Web Consortium (W3C) develops web standards to enable the web to reach its 
full potential and ensure good traffic, accessibility, formatting, and quality. The  presence of quality 
certifications was completely absent on the websites of the sample regarding accessibility to people 
with disabilities, certification of cascading style sheets validation, and certification of markup validation 
service. These quality certificates were assessed by identifying the corresponding logo on the home 
page. 

Table 1: Percentage of hospitals presenting technical characteristics. 
Technical Items Percentage 
Site name appears on browser title bar 100% 
Active part of the site appears on the browser title bar 100% 
Name of the hospital at the head of the website 94% 
Hospital logo at the head of the website 100% 
Any animation or visual displays can be bypassed (text, audio, video) 62% 
Access to the website in foreign languages 65% 
Website map available 21% 

64%
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21%
37%

24%
62%

7%
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Website searcher available 47% 
Date of last website update 76% 
Website has certification of accessibility to people with disabilities (at least W3C WAI-A logo) 0% 
Website has certification of Cascading Style Sheets validation (W3C CSS logo) 0% 
Website has certification of Markup Validation Service (W3C HTML logo) 0% 
Links with other useful websites provided (hospitals, scientific associations, institutions) 44% 
Copyright notice 88% 
Website pages can be printed 100% 
Mobile friendly design 88% 
Bright colors 100% 

4.2. Hospital Information and Facilities 
To assess hospital information and facilities, 22 items were used, as depicted in Table 2. A high 
percentage of all hospitals gave contact details in terms of telephone/fax number (100%) and email 
address (94%). However, only 26% provided a postal address.  

Items 15-17 concerned the hospital facilities, with 56% of the sample supplying information, 
photographs, and description regarding room types. The information on the number of hospital visitors 
(18%, 6 out of 34) and complementary services offered by the hospital (24%, 8 out of 34) were poorly 
reported. 

The presence of a public relations office was assessed using four items: office working hours, 
location, phone number, and email address. Among the private hospitals that have an active website, 
less than 15% supplied information concerning the presence of a public relations office.  
Two items focused on the transparency of the hospital towards its users, but the results of surveys 
regarding patient satisfaction (item 20) were poorly reported. In addition, patients’ rights and 
obligations were apparent in only nine hospitals. 

Table 2: Percentage of hospitals presenting hospitals information and facilities. 
Hospital information and Facilities  Percentage 
Hospital history 74% 
Contact details on the homepage or available at a click: hospital postal address 26% 
Contact details on the homepage or available at a click: telephone and/ or fax number 100% 
Contact details on the homepage or available at a click: e-mail address 94% 
Statement of purpose 82% 
ISO certification 38% 
Organization chart 9% 
Information regarding patient privacy 26% 
Ways of reaching the hospital: car, public transport 88% 
Map of the hospital 15% 
Virtual visit to the hospital 9% 
Public relations office: work hours 6% 
Public relations office: location 3% 
Public relations office: telephone and/or fax number 9% 
Public relations office: e-mail address 12% 
Patient's rights and obligations 26% 
Results of surveys regarding patient satisfaction are provided 9% 
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Information for General Practitioners is provided 3% 
Information for foreigners is provided 26% 
Complementary services: press, cafeteria, television, telephone 24% 
Number of visitors 18% 
Room types, photos, and description  56% 

 
4.3. Hospitalization and Medical Services 
Referring to the literature, various items were employed to assess information related to 
hospitalization and medical services. With regard to the information available on the websites, few 
hospitals presented information concerning different types of admission (26%), the rules to be 
followed before (35%), during (24%), and after admission (24%), and the rules to be followed by 
visitors (26%). Furthermore, one hospital only supplied information regarding the procedure for 
obtaining a copy of medical documentation. Table 3 indicates that 31 hospitals gave a complete list of 
departments or units offering user services. Few hospitals revealed the location (9%) and telephone 
number (18%) of these departments.  

The list of employed doctors by specialization was disclosed in only 59% of hospitals. Doctors’ 
curricula were available on 13 websites only. Half of the sample provided information regarding the 
number of beds and a detailed list of available outpatient hospital services. Information regarding the 
waiting list and date on which the waiting list was last monitored was rare. Only one hospital made such 
information available. Furthermore, information about hospital quality indicators: surgical mortality 
rate, inpatient mortality rate, and nosocomial infection rate were entirely absent.  
Out of the 34 hospitals, only four disclosed the cost of consultations or services available with fees. 
No major differences were found with regard to information about private consultations or services, 
but only five hospitals provided this. 

Table 3: Percentage of hospitals presenting hospitalization and medical services. 
Hospitalization and Medical Services Percentage 
Admission guide: different types of admissions are disclosed 26% 
Admission guide: information and rules to be followed on admission 35% 
Admission guide: information and rules to be followed during the hospital stay 24% 
Admission guide: information and rules to be followed on discharge 24% 
Admission guide: information and rules to be followed regarding visits by relatives 26% 
Admission guide: information and procedure for obtaining a copy of the medical documentation 3% 
Details of how to pay prescription charges or fees 9% 
Departments or units providing user services: complete list 94% 
Departments or units providing user services: location 9% 
Departments or units providing user services: telephone and/or fax number and/or e-mail address 18% 
Detailed list of outpatient hospital services available (consultation, diagnostic services) 50% 
Number of hospital beds disclosed 50% 
Waiting list disclosed 3% 
Date of last monitoring of the waiting list disclosed 3% 
Hospital report of the number of admissions in the previous year 12% 
Doctors' curricula disclosed 38% 
Hospital quality indicator: nosocomial infection rate disclosed 0% 
Hospital quality indicator: inpatient mortality rate disclosed 0% 
Hospital quality indicator: surgical mortality rate disclosed 0% 
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Hospital quality indicator: others 6% 
List of employed doctors in alphabetical order 9% 
List of employed doctors by specialization 59% 
Information about private consultations/services and fees 15% 
List of consultations/services with fees available 12% 
Cost of consultations/services with fees available 12% 
 
4.4. Interactive Online Services 
This section assesses the extent to which hospitals were found to offer interactive services via the 
website. Figure 2 shows that 41% of the hospitals allowed users to reserve an appointment for 
consultation via the internet. Nevertheless, just 29% accepted appointments for services and admission 
through this method. A high percentage of the websites allowed users to make suggestions and 
complaints via the internet (85%). By contrast, 10 websites enabled users to ask a specialist a health-
related question via the internet or email. 

Very few websites contained a frequently asked question section (6 out of 34), with the same 
percentage found for websites that presented a health-related forum. Overall, 47% of the websites 
provided an information request form for users, while 29% allowed users to sign up for a newsletter. 
However, a higher percentage of hospitals offered the possibility of communicating with the hospital 
via the internet or email (74%).  
 

Fig. 2: Percentage of hospitals presenting interactive online services. 

4.5. External Activities 
As shown in Figure 6, Jordanian private hospitals with an active website scored low in items related to 
external activities. A section that presents information regarding press reviews yielded the highest 
percentage among the 13 items used to assess external activities and was available on 68% of the 
websites.  

Details of job opportunities were disclosed by 20 hospitals. Information regarding the scientific 
studies that the hospital promotes, or is involved in, was present in 26% of the sample. Information on 
undergraduate or postgraduate courses held at the hospital was provided by seven hospitals. Similarly, 
events and activities that occur at the hospital, such as congresses and conferences, were disclosed by 
nine hospitals only. 

Only three hospitals supplied details regarding voluntary associations that work in them. Moreover, 
details about patient associations and those for the defense of patients’ rights were completely absent.  
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Fig. 3: Percentage of hospitals presenting external activities. 

 

4.6. Social Media   
A presence on social media networks was high among the sample. Figure 7 reveals that 91% of the 
hospitals were present on social media networks, and that these could be directly accessed through their 
website. Overall, 94% of the sample were active on Facebook, followed by Instagram 79%, Twitter 
62%, and YouTube 41%. Additionally, 32% of the sample were active on other social media networks, 
mainly LinkedIn. Moreover, 11 out of 34 hospitals had a live support message or WhatsApp.  
 

Fig. 4: Percentage of hospitals present on social media. 

4.7. COVID-19 
Figure 8 demonstrates that four items were used to assess whether hospital websites offered information 
or dedicated sections concerning the coronavirus pandemic. Surprisingly, none of the hospitals was 
found to have a dedicated section regarding COVID-19, some of which are top ranked hospitals in 
Jordan. Nevertheless, 12% of the hospitals had an awareness letter about COVID-19 on their websites, 
and 15% offered a leaflet/news about this virus. Only one hospital was found to have an application 
specifically relating to COVID-19. 
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Fig. 5: Percentage of hospitals presenting information on COVID-19. 

 
This study evaluated the websites of Jordanian private hospitals. The evaluation focused on seven 

categories: technical characteristics, hospital information and facilities, admission and medical services, 
interactive online services, external activities, social media, and the presence of a dedicated section 
concerning COVID-19. 

The results revealed that 49% of Jordanian private hospitals have active official websites. These 
findings are close to those of similar studies conducted in different countries. For example, Salarvand 
et al. (2016) found that the percentage of hospitals with active websites in Iran was 55.1%. In their 
study, Maifredi et al. (2010) found that 16.3% of Italian hospitals have active websites, while Patsioura 
et al. (2009) discovered that 43.5% of Greek hospitals do so. Nevertheless, the percentage of private 
hospitals with active websites in Jordan is considered low, given that the internet penetration rate has 
reached 88% and that there were 6.8 million social media users in Jordan in January 2023, which is 
equivalent to 60.8% of the total population. It is clear that most private hospitals in Jordan do not 
consider the web/internet to be an important contact point with their patients. In addition, it appears as 
if many hospitals are not aware of the importance of websites in enhancing the visibility of the hospital.   

Overall, the average score of all private hospital websites was 38%, which is weak. Thus, it can be 
inferred that websites are not given high priority and do not equally represent the categories examined 
in the study. This result is similar to that of Maifredi et al. (2010) who found that the average score for 
Italian private hospital websites was 30.8%. Similarly, Bach et al., (2019) found that the average score 
for Croatian hospital websites was 41.1%, for Slovenian hospital websites was 37.8%, and the overall 
score for Bosnia and Herzegovina hospital websites was 36.6%.  

The evaluation revealed that Jordanian private hospitals scored high on the technical characteristics 
and social media categories. Specifically, the average score for the technical characteristics category 
was 78%, while the social media category had an average score of 62%. In comparison with other 
categories, these percentages appear to be extremely good. The results also indicated that the average 
scores for the remaining categories were low. These were as follows: interactive online services (37%), 
hospital information and facilities (34%), external activities (24%), hospitalization and medical services 
(21%), and COVID-19 (7.5%). 

Regarding the technical characteristics of websites, Jordanian private hospitals have better standing 
in comparison with Croation, Slovenian, and Bosnia and Herzegovina hospitals which scored 37.8%, 
41.1%, and 36.6% respectively as reported by Bach et al., (2019). Furthermore, they rank higher than 
Italian private hospitals that scored 40.4% (Maifredi et al., 2010) and Iranian hospitals which scored 
22.11% (Salarvand et al., 2016). For instance, Jordanian private hospitals scored high on items related 
to design and readability such as bright colors, printable pages, and on being mobile friendly. However, 
none of the hospitals provided certification of website accessibility to people with disabilities. It was 
expected that institutions supplying public health services would have websites that are accessible to 
such people.  

0%

12%

3%

15%

0% 2% 4% 6% 8% 10% 12% 14% 16%

There is a section dedicated to Covid-19

There is an awareness letter about Covid-19

There is a specific application about Covid-19

There is a leaflet/news about Covid-19

Covid-19



Alalawneh et al., Journal of System and Management Sciences, Vol. 14 (2024) No. 11, pp. 35-53 

47 
 

Jordan is among the most developed countries in the field of medical tourism and is distinguished 
by an abundance of internationally recognized doctors (Alsarayreh et al., 2017). Al-Qudah and Al-Talib 
(2009) highlighted the importance of medical tourism to the Jordanian national economy. Furthermore, 
Abu-Rumman et al. (2005) investigated medical tourism as a high-revenue type of tourism that supports 
the Jordanian tourism sector. Less than 65% of the hospital websites were available in a foreign 
language, mainly English. This percentage appears moderate to good. Yet it was expected to be 
considerably higher in view of the important role the medical services sector plays in enhancing the 
national economy. 

With reference to items concerning hospital information and facilities, the overall average 
percentage of Jordanian private hospitals were 34% which is lower than the average score of Croatian 
(37.7%), Slovenian (53.1%), and Italian hospitals (35.6%) (Bach et al., 2019; Maifredi et al., 2010). 
However, Jordanian hospitals scored on this category higher than Bosnia and Herzegovina (32.5%) and 
Iranian hospitals (12.15%) (Bach et al., 2019; Salarvand et al., 2016). The results revealed that contact 
details and ways of reaching hospitals were supplied by the great majority of the hospitals. Furthermore, 
a statement of purpose was disclosed by more than 80% of them. Nevertheless, other items in this 
category were poorly reported. For instance, few hospitals issued information related to the public 
relations office in terms of contact information (telephone number: 9%, email: 12%), location (3%), 
and working hours (6%). Furthermore, the findings of this research are congruent with those of Maifredi 
et al. (2010) and Bach et al., (2019) on items related to the trust-based relationship with website users 
and hospitals. Patients’ rights and obligations as well as the results of surveys regarding patient 
satisfaction were only reported by 26% of hospitals. Also, 9 hospitals only disclosed information 
regarding patients’ privacy. Failure to disclose such information could have a negative impact on 
patients’ decisions when choosing a service provider, especially in the healthcare industry. 

In general, hospitals scored low on items related to hospitalization and medical services. The 
average score for this category was 21% while the score of Croatian, Slovenian, and Italian hospitals 
ranged between 30% to 39% (Bach et al., 2019; Maifredi et al., 2010). On the other hand, Jordanian 
hospitals average score was higher than Bosnia and Herzegovina (20.2%) and Iranian hospitals (7.05%) 
(Bach et al., 2019; Salarvand et al., 2016). Although 94% of the Jordanian private hospitals supplied a 
complete list of departments and units providing user services, very few hospitals presented information 
regarding admission guides on their website. Moreover, none of the hospitals gave information 
regarding quality indicators, such as nosocomial infection rate, inpatient mortality rate, or surgical 
mortality rate. This could be due to cultural aspects or the nature of such information. The results also 
showed that the great majority of the hospitals tended not to disclose or provide information on their 
website regarding charges and fees. Less than 15% of the hospitals supplied information about private 
consultations or services with fees. The cost of consultations and services with fees were only reported 
by 12% of the hospitals.  

The possibility of communicating with the hospital via the internet or email was available in 74% 
of the hospitals. However, hospitals scored low on other interactive online services. Less than half of 
the sample provided an information request form via the internet or email. The possibility to ask a 
specialist health-related questions via the internet or e-mail was available in 10 hospitals only. In 
addition, a health-related forum was present in six hospitals. Few websites offered the option to set an 
appointment for consultation via the internet. Even fewer provided the option to set an appointment for 
services or admission via the internet. It is important to note that regarding interactive online services, 
most hospitals were more concerned with user feedback. In total, 85% of the hospitals allowed users to 
send suggestions or complaints via the internet or email. Nonetheless, the results suggest that the use of 
websites as interactive channels was weak. 

It is unsurprising that the average score of items related to external activities was low (24%). There 
is limited cooperation and integration between private hospitals and external associations such as 
universities, local health institutions, and research health centers. In Jordan, regulations and rules favor 
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public healthcare providers over private ones. This might be attributed to the fact that public hospitals 
are larger in size and possess sufficient resources, giving them an advantage over private hospitals 
which are relatively small in size and lack adequate resources. 

With regard to social media, the results are consistent with those of Tejedor et al. (2020) and Perez 
Escoda (2020). A high percentage of the hospitals were present on some social media networks and 
their social media pages could be accessed directly from their websites. Among all social media 
networks, Facebook ranked first with a percentage of 94%, followed by Instagram (79%), Twitter (62%), 
and YouTube (41%). Furthermore, 11 hospitals used WhatsApp or other live support platforms. The 
results for this category were expected given the increasing number of social media users in Jordan.  

As a consequence of the COVID-19 pandemic, the world has suffered, and the situation has caused 
collapses in several hospitals around the world. Healthcare providers were expected to have huge 
responsibilities concerning the provision of information regarding the actions that humans are required 
to take, prevention procedures, tests, and other related information. Therefore, a seventh category to 
assess the presence of sections or information regarding the COVID-19 pandemic was added. The 
average score for this category was very low (7.5%). This indicates that private hospital websites do 
not reflect current health affairs and healthcare crises such as COVID-19. The results also reveal that 
none of the private hospital websites contained a section dedicated to COVID-19. Generally, the 
COVID-19 score was the lowest of all the categories, which might mean that the websites were not 
updated frequently.  

5. Conclusion 
In conclusion, this study provides a detailed assessment of Jordanian hospital websites. The evidence 
reveals poor overall quality and a mismatch between hospital priorities versus patient needs in website 
usage. By benchmarking against standards in this evaluation framework, hospitals can redesign their 
websites to address deficiencies and align digital features with strategic service goals for patient-
centered care.  

The average scores of the websites studied were weak. Accordingly, this study offers the following 
recommendations that might be useful and appropriate for improving and enhancing the websites of 
private hospitals. First, hospitals management and website designers should conduct a periodic review 
of their websites to ensure that they contain recent, up-to-date information and reflect changes and new 
health developments.  

Second, more attention should be given to other categories. Because Jordan is considered a leader 
in medical tourism in the Middle East region and a major destination for medical tourism (Al-Azzam, 
2016), hospitals would greatly benefit by investing in their websites as a means of attracting medical 
tourists. Categories such as hospital information and facilities and hospitalization and medical services 
can be enhanced by presenting information relating to the trust-based relationship between hospitals 
and patients. Additionally, the presence of hospital quality indicators as well as doctors’ curricula could 
have a positive impact on the transparency, efficiency, and effectiveness of hospitals.  

According to a newspaper article published in 2021, around 4000 students graduated from medical 
schools in 2020, and these numbers are increasing annually  (Assawsana, 2021). Private hospitals play 
an important role in employing these graduates. Thus, greater attention needs to be paid by hospitals’ 
managers to the external activities of hospitals, especially hosting and announcing courses to 
undergraduates and graduates. Furthermore, scientific research conducted by the hospital can also 
enrich students’ knowledge if hospitals publish this on their websites. 

Third, as mentioned in the introduction, this study is the first of its kind in Jordan. To the best of 
the author’s knowledge, no previous studies have been conducted on the websites of private hospitals. 
Consequently, further studies are recommended for which this study can serve as a useful reference. It 
can be considered as an initial step to guide future research and as a basis on which to compare the 
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results of other related studies. In particular, a longitudinal study in this domain is strongly 
recommended and appropriate.  

Fourth, in terms of practical implications, the results suggest that private hospitals have substantial 
scope for improving their websites. In this respect, owners, managers, or website developers can 
compare their website features against the adopted instrument. This is extremely useful and can provide 
fruitful feedback to overcome their weaknesses and enhance their strengths. It can also be used as a 
basis on which to redesign their websites. Hospitals management should give more attention to their 
websites and consider the significant role of websites in publishing information, content, and accuracy 
which are very essential in healthcare organizations (Horvath, 2015). More attention should be given 
by website designers to aspects that have scored low levels or are totally absent to optimize their 
websites and comply with healthcare websites standards. 

In summary, private hospitals should give sufficient consideration to their websites. The 
opportunity for private hospitals to improve their content and design will certainly increase patient 
satisfaction, encourage and attract visitors, and enhance their overall performance.  

The study contributes significantly to research on website evaluation in the healthcare context. 
However, there are some limitations that need to be addressed. First, the study was limited to Jordanian 
private hospitals, thereby restricting generalization of the results to public or other hospitals in the 
Middle East region. Second, the evaluation of websites was conducted in the months of January and 
February of 2021. Thus, the findings may not reflect the current status of hospital websites due to rapid 
developments in the information technology sector and the increase in web use and penetration. Third, 
it is noted in the related literature that there is no universal instrument with which to evaluate websites. 
A range of categories and items were therefore selected from various studies. This led to minor 
overlapping and increased the difficulty of comparing the results with those of other studies. Fourth, 
since the study is the first of its kind in Jordan, it was descriptive and focused on calculating the average 
score of each item. Future studies may follow a quantitative approach and conduct statistical analysis 
to investigate differences in the distribution of the scores calculated between and within hospitals 
categories. Finally, this research only focused on private hospitals; it did not assess the websites of 
public hospitals. Public hospitals are under the administration of the Ministry of Health that usually 
employs a standard website for information related to public hospitals. 
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