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ABSTRACT 

Service quality has become a central concern in healthcare institutions as patient expectations continue to rise. Hospitals 

are not only evaluated based on clinical outcomes but also on the quality of service delivery, interpersonal interactions, 

infrastructure, and administrative efficiency. This study examines the relationship between service quality and patient 

satisfaction in hospitals using the SERVQUAL framework. Primary data were collected from patients through a 

structured questionnaire, and statistical tools such as percentage analysis, correlation, and ANOVA were employed. The 

results indicate that empathy, responsiveness, and reliability significantly influence patient satisfaction, while long 

waiting times and inadequate communication negatively affect perceptions. The study concludes that improving service 

quality dimensions can substantially enhance patient satisfaction and hospital performance. 
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INTRODUCTION 

Healthcare services are unique because they directly influence human life and well-being. Unlike other service sectors, 

patients often approach hospitals with anxiety and uncertainty, making service quality a crucial determinant of 

satisfaction. Modern healthcare organizations must therefore provide not only effective medical treatment but also 

compassionate care, clear communication, and efficient service delivery. 

Patient satisfaction reflects the extent to which healthcare services meet or exceed patient expectations. High satisfaction 

levels are associated with improved treatment compliance, positive word-of-mouth, and increased hospital utilization. 
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Consequently, hospitals increasingly adopt quality management practices to enhance patient experiences and maintain 

competitiveness. 

OBJECTIVES OF THE STUDY 

To evaluate the level of service quality in hospitals. 

To measure patient satisfaction with hospital services. 

To identify key factors influencing patient satisfaction. 

To analyze the relationship between service quality dimensions and satisfaction. 

To suggest measures for improving healthcare service delivery. 

RESEARCH METHODOLOGY 

This study adopted a descriptive research design. 

Data Sources: 

Primary data collected from patients using a structured questionnaire 

Secondary data collected from journals, books, and official reports 

Sampling Technique: Convenience sampling 

Sample Size: 120 patients (illustrative) 

Tools for Analysis: Percentage analysis, correlation, and ANOVA 

The questionnaire was based on the SERVQUAL model, covering five dimensions: tangibility, reliability, 

responsiveness, assurance, and empathy. 

REVIEW OF LITERATURE 

Parasuraman, Zeithaml, and Berry (1988) introduced the SERVQUAL model, identifying five key dimensions for 

measuring service quality. Their framework has been widely applied in healthcare research. 

Andaleeb (2001) found that interpersonal aspects of care, such as staff courtesy and communication, strongly influence 

patient satisfaction. 

Choi et al. (2005) reported that nursing care quality, waiting time, and hospital environment significantly affect patient 

perceptions. 

Alrubaiee and Alkaa’ida (2011) demonstrated that trust and relationship quality between patients and healthcare 

providers are critical determinants of satisfaction and loyalty. 

Rao and Kumar (2019) emphasized that personalized care and empathy enhance patient confidence in hospitals. 

SIGNIFICANCE OF THE STUDY 

Improving service quality in hospitals can lead to better patient outcomes, stronger institutional reputation, and higher 

operational efficiency. The findings of this study may help hospital administrators identify service gaps and implement 

patient-centered improvements. 
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SCOPE OF THE STUDY 

The study focuses on evaluating both medical and non-medical aspects of hospital services, including infrastructure, 

staff behavior, communication, administrative procedures, and overall patient experience. 

ANALYSIS AND INTERPRETATION 

Table 1: Overall Patient Satisfaction 

Satisfaction Level 

Percentage 

Highly Satisfied 

40% 

Satisfied 

32% 

Neutral 

18% 

Dissatisfied 

10% 

Most patients reported positive experiences, though a minority expressed dissatisfaction. 

Table 2: Factors Affecting Patient Satisfaction 

Factors 

Percentage of Respondents 

Cleanliness 

72% 

Staff behavior 

68% 

Waiting time 

60% 

Communication 

57% 

Treatment cost 

50% 

Cleanliness and staff behavior were perceived as the most important service attributes. 
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Table 3: ANOVA Results 

Source 

F-Value 

p-Value 

Service Quality vs Satisfaction 

4.38 

0.016 

The p-value indicates a statistically significant relationship between service quality and patient satisfaction. 

Table 4: Correlation between Service Quality Dimensions and Satisfaction 

Dimension 

Correlation Coefficient 

Tangibility 

0.44 

Reliability 

0.52 

Responsiveness 

0.61 

Assurance 

0.49 

Empathy 

0.67 

Empathy and responsiveness exhibit the strongest association with patient satisfaction. 

FINDINGS OF THE STUDY 

Majority of patients are satisfied with hospital services. 

Cleanliness and staff behavior significantly influence satisfaction. 

Long waiting time is a major source of dissatisfaction. 

Empathy and responsiveness are the most critical service quality dimensions. 

Service quality positively correlates with patient satisfaction. 

SUGGESTIONS 

Implement efficient appointment and queue management systems. 
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Provide regular training to staff on communication and patient care. 

Maintain high standards of hygiene and infrastructure. 

Improve patient information and counseling services. 

Establish continuous feedback mechanisms. 

Adopt patient-centered healthcare practices. 

CONCLUSION 

Service quality is a key determinant of patient satisfaction in hospitals. The study confirms that non-clinical aspects such 

as empathy, responsiveness, and communication are as important as medical treatment. Hospitals that focus on 

improving these areas can enhance patient trust, loyalty, and overall healthcare effectiveness. Continuous monitoring 

and improvement of service quality are therefore essential for achieving excellence in healthcare delivery. 
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