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PRIORITIZING CRITICAL FACTORS IN DELIVERING QUALITY SERVICES TO PATIENTS 
 

SUGANDHA SIROHI 

RESEARCH SCHOLAR 

INSTITUTE OF MANAGEMENT STUDIES 

DAVV 

INDORE 

 

RAJENDRA SINGH 

DIRECTOR 

SCHOOL OF COMMERCE 

DAVV 

INDORE 

 

ABSTRACT 
Background & objectives: In today’s era of competitive healthcare market it has become important to find out the critical factors which are helpful in delivering 

quality healthcare services to the patients.  The hospital management is spending a lot of time and money on finding out ways to provide quality services to their 

patients and such efforts can be put into right direction and will prove to be more productive only when these critical factors are prioritized and maximum improve-

ments are done on the targeted factors. The study was conducted with an objective of measuring service quality and prioritizing critical factors to deliver quality 

services to patients in a private hospital of Indore District of Madhya Pradesh. Methods: Cross-sectional study was conducted by collecting primary data from 422 

IPD patients on the day of discharge using SERVQUAL questionnaire developed by Parasuraman et al. Results: As per the results of the present study most of the 

respondents are satisfied with most of the services of the hospital. Major satisfiers were admission and reception, room preparation at the time of admission, other 

basic amenities like drinking water availability, ventilation, etc, sign boards placement, behavior of nurses, behaviour of doctors, radiology and pathology, discharge 

process, nursing services and quality of doctors whereas the major dissatisfiers were cleanliness of the toilet, dietary services, pharmacy, behavior of housekeeping 

staff. The various critical factors for the study unit are also enlisted priority wise. Interpretation & Conclusions: For the present study unit, the study suggests that 

keeping the factor which requires the maximum improvement to deliver quality services are firstly- cleanliness of the toilet, secondly-dietary services and then 

pharmacy and behavior of housekeeping staff respectively. Therefore, hospital managers should implement service quality evaluation tools to prioritize critical 

factors in delivering quality healthcare services to patients. 

 

KEYWORDS 
patient satisfaction, service quality, SERVQUAL. 

 

INTRODUCTION 
ervice quality plays a significant role in service industry especially hospitals because in service industry where tangibility is less the features cannot be 

defined for patients to directly make an opinion before it has been properly found out. For a hospital to progress and uphold a superior position in the 

competitive era, it is necessary to assess the performance of the services rendered to the patients. Nowadays, hospital management puts in lots of efforts 

in the form of time and money in putting together high quality services to satisfy their patients. Satisfied patients in most of the cases are likely to become loyal 

to the hospital and are expected to recommend the hospital to those who need healthcare services. In hospitals critical factors in delivering quality services can 

be prioritized by assessing patient’s expectations and perceptions of service quality and the level of satisfaction obtained from the services rendered by the 

hospital. SERVQUAL instrument with five dimensions including Tangibility, Reliability, Responsiveness, Assurance and Empathy will be applied in this study to 

enable the assessment of patients‟ expectations and perceptions of the service quality provided by the study unit. This will help us know the extent to which 

patients are satisfied with the services they get from the hospital. Parasuraman et al., (1988) acknowledged that the difference between customer’s expectation 

and customer perceptions is called the “performance gap‟. This gap determines the level at which customers are satisfied, that is, this gap serves as a yardstick 

for management to know their performance and if the services delivered are up to customers’ expectations or not and it they are satisfied with the services 

delivered to them. 

 

REVIEW OF LITERATURE 
In today’s era when hospital management is spending a lot of time and money on finding out ways to provide quality services to their patients, it has become very 

important to prioritize factors which when taken care off will raise the level of patient satisfaction. If patient satisfaction is given top priority by healthcare services 

providers, then the possibility to build efficient bases and minimize cost for petitioning new users since the cost of obtaining new patients surpasses that of 

upholding existing ones (Barlow and Moller, 1996). This would ultimately help give a proper direction to the management efforts with respect to time and money 

both. Service quality has become an essential subject in view of its significant relationship to profit, cost saving and market share (Devlin and Dong, 1994). When 

competition is on an increasing trend, rapid growth and changes in technology in the healthcare market and the fact that patients nowadays possess a certain 

level of awareness about medical care, healthcare service providers are somehow limited in their ability to improve service quality to mark a hundred percent 

fulfillment of patient satisfaction (Chahal and Kumari, 2012).   

 

NEED OF THE STUDY 
It has become very important to prioritize critical factors in delivering quality services to the patients in order to help give a proper direction to the management 

efforts with respect to time and money and will eventually help raise the level of patient satisfaction ultimately the more a patient is satisfied the more he/she is 

expected to recommend the hospital to other patients who need healthcare services. 

 

OBJECTIVE 
This study is aimed to use SERVQUAL in healthcare to prioritize critical factors in delivering quality services to patients.  

 

RESEARCH QUESTIONS 
As this study is directed to know patient’s service quality perception, the following research questions will surely facilitate us know what patients expect and what 

they experience: 

1. Are patients satisfied with the quality of services received from the hospital? 

2. What are the factors which require maximum improvement to provide quality services to the patients? 

S
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RESEARCH METHODOLOGY 
A cross-sectional study was conducted and a pre-structured and pre-tested SERVQUAL questionnaire developed by Parasuraman et al. was got filled from 422 IPD 

patients of a Private Hospital of Indore district of Madhya Pradesh on the day of their discharge that were selected using Simple Random Sampling depending 

upon the total average no. of discharges/day. SERVQUAL is designed to measure quality expectations and perceptions about quality of services using 22 items 

representing five dimensions, using a seven-point Likert scale: 1. Tangibles – physical facilities, equipment and appearance of personnel. 2. Reliability – ability to 

perform the promised service dependably and accurately. 3. Responsiveness – willingness to help consumers and provide prompt service. 4. Assurance – compe-

tence, courtesy and security. 5. Empathy – caring and individualized attention. Consumer ratings across all the 22 items of the survey instrument were collected 

in paired expectation and perception scores and SPSS software was used for data analysis. Informed consent was taken from the patient before filling the ques-

tionnaire. Period of study was April 2015 to June 2015. Including the patients who have used hospital services during the study period and excluding those patients 

who are working in healthcare facilities and also excluding readmitted patients during the same study period.  

 

RESULTS AND DISCUSSIONS 
The study was conducted using SERVQUAL questionnaire and getting it filled by 422 IPD patients and their relatives covering all the wards of the private hospital. 

Two open ended questions were given for their opinion about the problems and suggestions for improvement of services. 

ADMISSION AND RECEPTION 

About 16% respondents felt it was excellent, 26% felt it was very good, 40% felt good, 18% felt it was average. None of them said it to be poor. Overall, 82% 

respondents were satisfied with the services at admission counter. There is a procedure of issuing only two attendant’s passes.  However, respondents faced 

problem when attendant is a lady and the attendant has to go out to get anything like medicines, etc. 

ROOM PREPARATION AT THE TIME OF ADMISSION 

About 18% respondents felt it was excellent, 58% respondents felt very good, 14% felt good, 9% felt it was average. One percent of them said it to be poor. As a 

whole, 90% respondents were satisfied with the room preparation at the time of admission. 

NURSING SERVICES 

About 27% respondents felt it was excellent, 46% felt very good, 23% felt good, 3% felt it was average. One percent of them said it to be poor. So on a whole, 96% 

respondents were satisfied with the nursing services. Respondents were satisfied with the expertise of nursing staff. 

QUALITY OF DOCTORS 

Nearly 38% respondents felt it was excellent, 40% respondents felt very good, 16% felt good, 3% felt it was average. 3% of them said it to be poor. In total, 94% 

respondents were satisfied with the explanation about disease and treatment by doctors. 

CLEANLINESS OF TOILETS 

Nearly 10% of respondents felt it was excellent, 17% respondents felt very good, 42% felt good, 22% felt it was average. About 9% of them said it to be poor. On 

a whole, only 69% respondents were satisfied with the cleanliness of the toilets. This was the biggest dissatisfier. 

BASIC AMENITIES (INCLUDING DRINKING WATER, VENTILATION, ETC) 

About 49% respondents felt it was excellent, 40% felt it was very good, 10% felt good, only 1% felt it was average. None of them said it to be poor.  So on a whole, 

99% respondents were satisfied with the drinking water facility. RO were put at all the floors and the water cooler area was clean. 

SIGN BOARDS 

Nearly 45% respondents felt it was excellent, 42% respondents felt very good, 10% felt good, 3% felt it was average. None of them said it to be poor. In total, 97% 

respondents were satisfied with the placement of sign boards in the hospital premises to help and direct the patients at the right place without any trouble.  

PHARMACY 

About 3% respondents felt it was excellent, 23% respondents felt very good, 50% felt good, 14% felt it was average. About 10% of them said it to be poor. So on a 

whole, 76% respondents were satisfied with the pharmacy. It was the third major dissatisfier. 

DIET SERVICES 

About 11% respondents felt it was excellent, 28% respondents felt it was very good, 35% felt good and 12% felt it was average. 14% of them felt it to be poor. In 

total, only 74% respondents were satisfied with the dietary services. It was the second major dissatisfier. 

BEHAVIOR OF NURSES  

About 11% of respondents felt it was excellent, 41% respondents felt very good, 42% felt good, 6% felt it was average. None of them said it to be poor. On a whole, 

94% respondents were satisfied with the behavior of Nurses. 

BEHAVIOUR OF DOCTORS 

Nearly 51% respondents felt it was excellent, 30% respondents felt very good, 9% felt it was good. About 6% said it was average. Only 4% said it to be poor. Some 

respondents felt that the doctors were less sensitive and empathetic to their problems. The new generations of doctors should be trained in soft skills and value 

of empathic care must be reemphasized. However, 90% respondents were satisfied with the behavior of Doctors. 

BEHAVIOR OF HOUSEKEEPING STAFF 

About 11% respondents felt it was excellent, 32% respondents felt very good, 35% felt it was good, 9% felt it was average, 13% of them said it to be poor. It was 

felt that there is less sensitivity about protocols to avoid cross infection. Some respondents complained about the bad behavior of housekeeping staff, although 

they did not give in writing. The shortage of staff for taking the patient for investigations and physiotherapy was also reported. On a whole, 78% respondents were 

satisfied with the behavior of housekeeping staff.  It was one of the dissatisfier. 

RADIOLOGY AND PATHOLOGY 

About 11% of respondents felt it was excellent, 42% respondents felt very good, 45% felt good, 2% felt it was average. None of them said it to be poor. On a whole, 

98% respondents were satisfied with the radiology and pathology services. Respondents observed that the ward staff on duty received quick reports of all the 

pathological investigations which in the due course facilitated the timely treatment of the patients. They also had confidence on the accuracy of the investigation 

results as the laboratory was NABL accredited and hospital had all high end technology radiology machines. 

DISCHARGE PROCESS 

Nearly 51% respondents felt it was excellent, 30% respondents felt very good, 10% felt it was good. About 5% said it was average. Only 4% said it to be poor. 

Overall, 91% respondents were satisfied with the discharge process. 

 

RECOMMENDATIONS AND SUGGESTIONS  
For the present study unit, the study suggests that keeping the factor which requires the maximum improvement to deliver quality services at the top followed by 

others as per their priority is as follows: 

1. Cleanliness of the toilet 

2. Dietary services 

3. Pharmacy 

4. Behavior of housekeeping staff 

5. Admission and reception 

6. Room preparation at the time of admission and behaviour of doctors 

7. Discharge process 

8. Behavior of nurses and quality of doctors  

9. Nursing services 
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10. Sign boards placement 

11. Radiology and pathology 

12. Other basic amenities (like drinking water facility, ventilation, etc.) 

On interaction with the patients and their attendants, following suggestions came out for improvement: 

• The policy of issuing two passes may have to be reconsidered.  

• The patients and their relatives should be clearly informed in writing about the rules and regulations. This should be available in Hindi also. 

• There should be package charges for some procedures to avoid running around by patient’s attendant for minor requirements. 

• The doctors should be trained and value of empathic care and soft skill must be re-emphasized. 

• More number of staff nurses should be posted for patient care. 

• Housekeeping staff should be trained about the importance of hand washing and other universal precautions, before and after touching any patient.  

• The timing of ward rounds should be fixed so that the patient is mentally prepared for the same and can take rest at other time.  

• Toilet cleaning should be done thrice a day and frequent and surprise checks by administrators will instill a sense of responsibility and alertness in house-

keeping supervisors. 

• Effective measures should be taken for pest control in the hospital. 

• More variety of food items should be added in the menu list of the canteen. Also diet charts should be given along with the patient diet and patient’s food 

should be supplied in the ward on time. 

 

CONCLUSION 
As per the findings of the present study most of the respondents are satisfied with most of the services of the hospital. Major satisfiers were admission and 

reception, room preparation at the time of admission, other basic amenities like drinking water availability, ventilation, etc, sign boards placement, behavior of 

nurses, behaviour of doctors, radiology and pathology, discharge process, nursing services and quality of doctors whereas the major dissatisfiers were cleanliness 

of the toilet, dietary services, pharmacy, behavior of housekeeping staff. 

 

LIMITATIONS OF THE STUDY 
Firstly, the respondents were only inpatients thus views of outpatients could not be covered during the study which in effect may affect the result to some extent. 

The study was also limited to patients of a private hospital only. As a result, it is therefore suggested that further study be carried out in the public healthcare 

facilities in order to ascertain a comprehensive understanding of patients’ satisfaction in healthcare delivery. Also the sample is drawn from the patients who have 

used hospital services during the study period and excluding those patients who are working in healthcare facilities and also excluding readmitted patients during 

the same study period.  
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