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ABSTRACT 

 

The study delves into the intricate symbiotic relationship between ser-

vice providers and customers, which becomes increasingly complex amid 

competitive landscapes.  It counts on the service provider’s capability to 

deliver exceptional service that fosters a unique customer satisfaction 

that not only encourages repeat patronage but also prompts referrals to 

others. The study sought to determine the presence of a correlation be-

tween the quality of service delivered by medical staff and patients' sat-

isfaction levels by using the SERVQUAL model with 22 slightly modified 

indicators spread across five service quality dimensions that include re-

liability, assurance, tangibles, empathy, and responsiveness. The re-

search was conducted within the confines of a hospital in Cebu. 314 

patisents consented to participate in the data collection process. A survey 

was conducted to gather data on service delivery and another was con-

ducted for patient satisfaction. Multiple regression analysis and Dublin-

Watson test were used to compute correlations and Analysis of Variance 

(ANOVA) was used to compute the significance of difference. The follow-

ing items are the findings. The five dimensions of service quality are 

above average and the service quality rating in its entirety was 3.756. Pa-

tient satisfaction was above average with a rating of 3.131. All the service 

quality dimensions were statistically correlated with patient satisfaction. 

Service quality in its entirety was statically correlated with patient satis-

faction. There was a significant difference between service quality in its 

entirety and patient satisfaction. Finally, the ratings suggest that im-

provements were needed in all service dimensions, and because of high 

patient expectations improvements are both necessary and urgent. 
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Introduction 
The study delves into the intricate symbi-

otic relationship between service providers 
and customers, which becomes increasingly 
complex amid competitive landscapes. With a 
plethora of alternative options available to cus-
tomers, service providers face the arduous task 
of distinguishing themselves to attract and re-
tain clientele. A favorable scenario arises when 
service providers deliver exceptional service, 
fostering a unique customer satisfaction that 
not only encourages repeat patronage but also 
prompts referrals to others. Research in vari-
ous industries underscores the correlation be-
tween service quality and customer satisfac-
tion, highlighting its pivotal role in fostering 
customer loyalty. Studies in the cellular phone 
industry (Thapa & Yogi, 2024), community 
pharmacies (Carter et al., 2023), travel sector 
(Octavia et al., 2024), and logistics services 
(Prastyorini et al., 2023) consistently demon-
strate the strong linkage between service qual-
ity and customer satisfaction. Moreover, re-
search in different sectors, including cutting 
tool manufacturing (Supriyanto & Dahlan, 
2024), electrical engineering (Ihdina Gustina et 
al., 2023), community pharmacies (Gül et al., 
2023), the restaurant industry (Cankül et al., 
2024); (Merdekawati, 2023), and green prac-
tices (González-Viralta et al., 2023), affirm the 
positive impact of customer satisfaction on loy-
alty, delineating a clear cause-effect relation-
ship. Recognizing the interplay of various vari-
ables, the study focuses on elucidating the rela-
tionships among service quality, customer sat-
isfaction, and loyalty, with a specific emphasis 
on medical staff's service quality and patient 
satisfaction.  

In line with medical staff service quality, 
there exists a unique and personal kind of chal-
lenge. A study by Schattner (2023) revealed 
that in some contexts the experience of care 
may be highly consequential in improving 
health outcomes. With medical care, some un-
intentional barriers could add pressure on 
healthcare providers. A study on quality inte-
grated care for adolescent depression revealed 
that barriers include limited access to expertise 
for assessment and diagnosis, long wait times 
for treatment, and shortages of clinicians 
(Sarakbi et al., 2024). Additionally, medical 

care has to continuously transform with 
knowledge development. A study by Horachuk 
et al. (2023) asserts that recent scientific and 
educational activities had to be added to tradi-
tional medical practices. Moreover, in medical 
care, nursing plays a central role in ensuring 
overall patient satisfaction throughout their 
hospital stay, from admission to discharge 
(Christi et al., 2024). A study by Singh & Kaur 
(2023) asserts that nursing care should be de-
livered to patients within a framework charac-
terized by respect, kindness, and courtesy, with 
a particular emphasis on the significance of ef-
fective communication. In the medical service 
provider where this framework was seen in ac-
tion highly satisfied customers would recom-
mend the hospital to their families and friends. 

Drawing from an established model such as 
SERVQUAL (Parasuraman et al., 1988), the 
study assesses service quality across dimen-
sions like reliability, assurance, tangibles, em-
pathy, and responsiveness. Studies conducted 
in healthcare settings by Arif et al. (2023), Da-
mayanthie et al. (2024), and Guspianto et al. 
(2023) corroborate the significance of service 
quality in enhancing patient satisfaction. Fur-
thermore, the study sought to determine the 
presence of a correlation between the quality of 
service delivered by medical staff and patients' 
satisfaction levels. The insights gleaned from 
this research will serve as a foundation for en-
hancing service quality to elevate patient satis-
faction levels and ultimately cultivate greater 
customer loyalty. 

 
Research Questions 

The study aimed to determine areas for im-
provement in the service quality of a hospital in 
Cebu using the SERVQUAL model and patients’ 
satisfaction with the services received.  Specifi-
cally, the study sought to answer the following 
questions: 
1. What were the ratings of the five dimen-

sions of service quality based on the SERV-
QUAL model and the rating for service qual-
ity as a whole? 

2. What was the rating for the patient’s satis-
faction with the services received from the 
hospital? 
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3. Were there correlations between each ser-
vice quality dimension based on the SERV-
QUAL model and the patient’s satisfaction 
with the services received from the hospi-
tal? 

4. Was there a correlation between service 
quality as a whole and the patient’s satis-
faction with the services received from the 
hospital? 

5. Was there a significant difference between 
service quality as a whole and the patient’s 
satisfaction with the services received from 
the hospital? 

6. Drawing from the study's findings, what 
are the implications for the improvement of 
the service quality of the hospital focused 
on the study? 
 

Methods 
The research was conducted within the 

confines of a hospital in Cebu, which graciously 
provided data and statistical analyses under 
conditions of anonymity. Employing random 
sampling techniques, we mitigated selection 
bias, thereby bolstering the generalizability of 
our findings. Through concerted efforts, 314 
patients consented to participate in the data 
collection process. Emphasizing the im-
portance of patient consent, we ensured their 
active involvement in the survey. Our method-
ology involved administering two sets of sur-
veys to gather insights: one focused on pa-
tients' perceptions of the hospital's service 
quality, utilizing the SERVQUAL model encom-
passing twenty-two indicators distributed 
across five service quality dimensions. This 
survey employed a five-point scale, ranging 
from strongly agree to strongly disagree. The 
second set of data gauged patient satisfaction 
levels, utilizing a similar five-point scale rang-
ing from extremely satisfied to very dissatis-
fied. 

The means of each service quality indica-
tor were computed, followed by the calcula-
tion of the means for each service quality di-
mension. Additionally, the mean for the entire 
service quality, encompassing its indicators 
and dimensions, was calculated. Patients' sat-
isfaction responses underwent computation to 
determine the mean for the entire dataset. Uti-
lizing a linear regression model, we assessed 

the correlation between each service dimen-
sion and patient satisfaction. Employing the 
Dublin-Watson test, we further examined the 
correlation of service quality as a whole with 
patient satisfaction. Lastly, to evaluate the sig-
nificance of the difference between service 
quality in its entirety and patient satisfaction, 
we conducted an Analysis of Variance 
(ANOVA). 
 
Results and Discussions 
SERVQUAL model and Components 

Researchers A. Parasuraman, Valarie 
Zeithaml, and Leonard L. Berry introduced the 
SERVQUAL model to evaluate service quality. 
This model delineates five fundamental service 
quality dimensions—reliability, assurance, tan-
gibles, empathy, and responsiveness—identi-
fied to encapsulate various facets of service 
quality (Parasuraman et al., 1988). Reliability 
underscores the ability to consistently and ac-
curately fulfill promised services. Assurance 
pertains to the knowledge, courtesy, and com-
petence of employees in fostering trust and 
confidence. Tangibles encompass the physical 
facilities, equipment, and appearance of service 
personnel. Empathy involves the provision of 
personalized and attentive care to customers. 
Responsiveness denotes the eagerness to assist 
customers promptly. Through a rigorous devel-
opment process, the authors refined a scale 
comprising 22 items distributed across these 
five dimensions (Parasuraman et al., 1988). 

This research embraced the SERVQUAL 
model due to its adaptability across various 
service-providing organizations. Advocates of 
this model assert its versatility, underlining its 
robust reliability, validity, and broad applica-
bility (Parasuraman et al., 1991). To tailor the 
model to the context of a hospital setting, minor 
adjustments were made to the twenty-two 
scales distributed across five dimensions. This 
aligns with the proponents' stance that slight 
modifications in wording to accommodate spe-
cific contexts are permissible (Parasuraman et 
al., 1991). However, caution is advised against 
eliminating items, as this could compromise 
the scale's integrity and raise concerns regard-
ing its effectiveness in capturing service quality 
(Parasuraman et al., 1991). The sample surveys 
conducted by the model's proponents utilized a 
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seven-point scale, where seven indicated 
strong agreement and one indicated strong dis-
agreement. Research on data characteristics 
demonstrated that once rescaled, both five-
point and seven-point scales yielded identical 
mean scores (Dawes, 2008). Accordingly, for 
the study conducted in a hospital in Cebu City, 

Philippines, the SERVQUAL model was slightly 
modified. All service quality dimensions re-
tained their twenty-two items, employing a 
five-point scale where five represented strong 
agreement and one represented strong disa-
greement. 
 

 
Medical Staff Service Quality Dimensions Score as Rated by Patients 
Table 1. Overall Medical Staff Service Quality Dimensions Score 

n = 314 
Service Dimensions Means 

Reliability  

Medical staff can make an accurate diagnosis promptly. 3.62 
The patient’s condition is improved following treatment.  3.85 
Medical staff visit time (patient’s examination) is carried out exactly according 
to the time stated ±15 minutes from the specified schedule. 

2.76 

Dimension Mean for Reliability 3.41 
Assurance  

The patient’s examination is carried out by medical staff (according to the 
schedule on board). 

4.00 

Patients’ examination was done carefully. 3.77 
Medical staff checked the patient thoroughly. 3.70 
Medical staff do not discriminate between patients. 3.86 
Dimension Mean for Assurance 3.82 
Tangibles  

The appearance of the medical staff seems convincing. 4.09 
The tool used to do the inspection looks good. 4.07 
Medical staff use specific attributes that are easily known and read by patients 4.33 
Dimension Mean for Tangible 4.16 
Empathy  

The medical staff gives attention to all patients. 3.81 
Medical staff asks for patients’ complaints. 3.93 
Medical staff are being patient in dealing with both patient’s and family’s com-
plaints. 

3.82 

Dimension Mean for Empathy 3.85 
Responsiveness  
Medical staff responds quickly and effectively to patient’s complaints. 3.55 

Medical staff responds to each patient’s complaints. 3.64 
The medical staff explains the results of the examination and patients under-
stand the explanation. 

3.44 

Medical staff provides effective communication, information, and education to 
patients. 

3.39 

Dimension Mean for Responsiveness 3.54 
Grand Mean 3.756 

*A five-point scale was used with five meaning strongly agree and one meaning strongly disagree. 
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The grand mean of 3.756 surpasses the 
midpoint of 3.00, indicating that patients' re-
sponses across all service quality dimensions 
collectively exceeded the average. Specifically, 
reliability, assurance, tangibles, empathy, and 
responsiveness obtained mean scores of 3.41, 
3.82, 4.16, 3.85, and 3.54 respectively, demon-
strating that each service quality dimension re-
ceived above-average ratings. Notably, within 
the hospital under study, tangibles received the 
highest rating of 4.16, whereas reliability gar-
nered the lowest rating of 3.41. A closer exami-
nation of the tangibles dimension reveals that 
all three specific items received ratings above 
4.00. Conversely, within the reliability dimen-
sion, one specific item about the accuracy of 
medical staff visiting times received a rating of 
2.76, marking the sole instance where any of 
the twenty-two items across the five service 
quality dimensions fell below the 3.00 mid-
point. While acknowledging room for improve-
ment across all dimensions, with a perfect 
score of 5.0 as the ultimate goal, addressing the 
issue of medical staff visiting time accuracy 
stands out as particularly pressing due to its 
low rating. 

The proponents of the SERVQUAL model 
advocated for using patients' expected service 
quality as the benchmark for assessing actual 
perceived service quality, emphasizing that the 
latter should meet or exceed the former (Par-
asuraman et al., 1990). However, beyond cus-
tomer expectations, quality standards, often 
aligned with national guidelines, serve as fun-
damental benchmarks for evaluating service 
quality (Swan & Connolly, 2023). For instance, 
Balasundaram et al. (2023) utilized defined 
medication safety standards to enhance medi-
cation practices for a specific medical condi-
tion. Similarly, a study on food nutritional qual-
ity and compliance underscored the im-
portance of policies in limiting added sugars, 
artificial sweeteners, and synthetic dyes (Co-
hen et al., 2024). The International Organiza-
tion for Standardization (ISO) outlines seven 
essential international quality standards for 
medical and healthcare providers (ISO  

Certifications in the Medical Field – the Must-
have Standards - ISO Update, 2021). Given the 
presence of these considerations in the study, 
the reference point for evaluating service qual-
ity extends beyond customer expectations to 
encompass the highest possible rating of 5.0 
and beyond. 

Adhering to standards presents its own set 
of challenges. Research on service standards 
and workforce calculations has highlighted the 
importance of having an adequate workforce to 
deliver quality service (Lee et al., 2024). Simi-
larly, a study by Niere et al. (2024), revealed the 
relationship between workload and job perfor-
mance. Moreover, a study on the performance 
of air transport inspectors revealed that an in-
sufficient number of personnel led to a lack of 
direct supervision of airline staff, thereby af-
fecting the quality of supervision (Handayani & 
Setiadi, 2024b). In the realm of inpatient ser-
vices, the inability of medical facilities to meet 
minimum service quality standards has been 
attributed to a shortage of human resources 
(Winda & Habibie, 2023). In line with human 
resources, a study on community pharmacy 
services revealed that a supportive pharmacy 
environment enabled pharmacists to perform 
better (Yong et al., 2023). Additionally, budget 
allocation plays a significant role. In some con-
texts, there's not only a shortage of personnel 
but also a lack of comprehensive and updated 
standards, as evidenced by research on 
transport service standards (Skvorcova, 2023). 
Understanding and adhering to standards is 
crucial for output quality, as demonstrated in a 
study on information technology and govern-
ment accounting standards (Putri et al., 2021). 
Transitioning from one set of standards to an-
other can pose challenges, requiring new com-
petencies, as highlighted in research by 
Shpyrnya (2023). Given the diverse challenges 
across various areas, there is a constant need to 
adapt and enhance service quality to meet cus-
tomer demands, as supported by research on 
customer feedback and service quality (Praise 
et al., 2024). 
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Patients’ Satisfaction 
Table 2. Level of Patients’ Satisfaction in the Hospital 

n = 314 
Level of Patient Satisfaction Frequency Equivalent Summation Percentage 
Extremely Satisfied 1 5 5 0.32 % 
Very Satisfied 84 4 336 26.75 % 

Satisfied 187 3 561 59.55 % 
Dissatisfied 39 2 78 12.42 % 
Very Dissatisfied 3 1 3 0.96 % 
Total 314  983 100 % 
Grand Mean = 3.131     

Legend: 5 – Extremely Satisfied; 4 – Very Satisfied; 3 – Satisfied; 2 – Dissatisfied; and 1 – Very Dissatisfied 

 
The majority of respondents, comprising 

314 patients, rated their hospital experience 
with a score of 3.00, indicating satisfaction with 
the service quality provided during their stay. 
This accounts for almost 60 percent of the total 
respondents. Additionally, 85 respondents 
rated their experience higher than 3.00, indi-
cating a high level of satisfaction or greater 
with the service quality received. This repre-
sents roughly 27 percent of the total respond-
ents. Conversely, 42 respondents rated their 
experience lower than 3.00, indicating dissatis-
faction or lower with the service quality expe-
rienced. This constitutes approximately 13 per-
cent of the total respondents. The mean of all 
patient responses collected during the survey 
was 3.131, indicating an overall satisfaction 
level above the midpoint of 3.00. 

The survey findings indicate a strong corre-
lation between service quality and customer 
satisfaction. Supriyanto & Dahlan (2024) em-
phasized the substantial impact of service qual-
ity on customer satisfaction in their research 
on brand image and service quality. Likewise, 
Dewi & Praswati (2024) uncovered a signifi-
cant positive relationship between service 
quality and customer satisfaction in their 
study. Supporting this idea, Octavia et al. 
(2024) asserted that enhancing service quality 
leads to improved customer satisfaction. Fur-
thermore, Joshi's study (2023) on service qual-
ity, customer satisfaction, and customer loyalty 
underscored the significant relationship be-
tween service quality and customer satisfac-
tion. Another factor that positively affects  
customer satisfaction is the perceived product 
or service value.  

Umboh et al. (2024) found that perceived 
value positively correlates with customer satis-
faction, a conclusion also supported by Octavia 
et al. (2024). Additionally, the atmosphere of an 
establishment plays a crucial role in enhancing 
customer satisfaction, as indicated in a study on 
customer loyalty by Alfiansyah et al. (2024). 
This study further suggests that the demeanor 
of establishment attendants also contributes 
positively to customer satisfaction. In line with 
a positive establishment atmosphere, a study 
on customer retail app experience revealed 
that affective dimensions and sensory experi-
ence carry more weight in satisfaction and loy-
alty (Molinillo et al., 2022). Moreover, research 
on social media marketing and corporate image 
by Ningrum et al. (2024) highlights the influ-
ence of both social media marketing and corpo-
rate image on customer satisfaction. Similarly, 
Cheng & Lee (2023) observed that the superior 
performance of product quality components 
enhances customer satisfaction, ultimately 
leading to improved customer loyalty. Addi-
tionally, customer trust, as identified by Su-
santo & Pandjaitan (2024), is another factor 
significantly affecting customer satisfaction. 
From a broader perspective, effective customer 
relationship management, enabling organiza-
tions to understand their customers better, re-
sults in enhanced customer satisfaction 
(Dwivedi et al., 2024). Furthermore, Anam &  
Mujib (2023) assert that customer satisfaction 
fosters customer loyalty, which in turn leads to 
brand loyalty, as demonstrated in the study by 
Jessica Atieno Ooko et al. (2023).
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Correlations between Medical Staff Service Quality Dimensions Score and Patients’ Level of 
Satisfaction 
Table 3. Test for Correlations between Each Medical Staff Service Quality Dimensions Score and Pa-

tients’ Level of Satisfaction using the Linear Regression Model 

n = 314 

Model Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. 95% Confidence 
Interval for B 

 B Std. 
Error 

Beta   Lower 
Bound 

Upper 
Bound 

(Constant) 0.026 0.064  0.409 0.683 -0.099 0.152 
Reliability 0.226 0.011 0.307 19.758 0.000 0.204 0.249 
Assurance 0.332 0.016 0.423 20.190 0.000 0.300 0.365 
Tangibles 0.100 0.015 0.109 6.804 0.000 0.071 0.129 
Empathy 0.075 0.014 0.098 5.246 0.000 0.047 0.102 

Responsiveness 0.235 0.013 0.348 18.440 0.000 0.210 0.260 
 

The p-values for the independent varia-
bles—reliability, assurance, tangibles, empa-
thy, and responsiveness—are all 0.000, which 
is lower than the significance level of 0.05. Con-
sequently, correlations exist between each of 

these dimensions and the dependent variable 
of patient service quality satisfaction. Hence, all 
five service quality dimensions exhibit a signif-
icant correlation with patients' satisfaction.

 
Table 4. Test for Correlations between Medical Staff Service Quality Dimensions and Patients’ Level 

of Satisfaction using the Dublin-Watson Test 

n = 314 
R R Square Adjusted R Square Std. Error of the Estimate Dublin-Watson 

0.969 0.939 0.938 0.14414 1.820 
 

The Dublin-Watson value of 1.820 indicates 
a positive correlation between service quality 
and patient satisfaction. This is because Dublin-
Watson values lower than 2.0 signify a positive 
correlation between variables, while values 
higher than 2.0 indicate a negative correlation. 
Therefore, the observed Dublin-Watson value 
confirms a positive association between ser-
vice quality and patient satisfaction in this 
study. 

The study on the mediating effect of patient 
trust in the relationship between service qual-
ity and patient satisfaction, conducted by Al-
hilou and Suifan (2023), highlights a positive 
correlation between service quality and patient 
satisfaction. This finding is reinforced by simi-
lar research from Jaber-Chehayeb (2023), An-
dreano and Pardede (2023), Arif et al. (2023), 
Damayanthie et al. (2024), Aladwan et al. 
(2023), and Sri Zumriyah et al. (2024), all un-
derscoring the crucial role of service quality in 

business success. Furthermore, customer trust 
emerges as another pivotal factor influencing 
patient satisfaction. Research by Andreano and 
Pardede (2023), Al-hilou and Suifan (2023), 
Sasarari et al. (2023), and Aladwan et al. (2023) 
consistently demonstrate a positive and signif-
icant association between customer trust and 
satisfaction. Additionally, the hospital's reputa-
tion, as highlighted in studies by Aladwan et al. 
(2023) and Sasarari et al. (2023), contributes 
to patient satisfaction by fostering trust in the 
institution. Moreover, customer value emerges 
as yet another critical determinant of patient 
satisfaction, as affirmed by Guspianto et al. 
(2023). Opposite to customer value, a study on 
discrimination in health services revealed that 
patient bias also plays a role in how patients 
perceive service delivery (Fagundes et al., 
2022). These findings collectively emphasize 
the multifaceted nature of patient satisfaction, 
underscoring the intertwined relationships  
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between service quality, trust, reputation, and 
perceived value in healthcare settings. 

A study examining patient satisfaction with 
pharmaceutical services highlighted a notable 
disconnect between patient expectations 
across five service quality dimensions and the 
actual service provided by pharmacy staff 
(Pratama et al., 2023). This underscores the im-
perative for the institution under study to en-
hance its services. Similarly, research focusing 
on inpatient healthcare services revealed that 
the responsiveness of medical staff—defined as 
their prompt and attentive response to patient 
concerns—is a significant determinant of pa-
tient satisfaction (Hendrik et al., 2023). Like-
wise, in the outpatient setting, factors such as 
waiting times for test results and appointments 
emerged as crucial determinants of patient sat-
isfaction (Azam et al., 2023). Addressing these 

areas of concern is vital to ensuring patient sat-
isfaction and fostering patient loyalty.  

Indeed, satisfied patients are more likely to 
become loyal patrons, a relationship corrobo-
rated by studies conducted by Andreano & 
Pardede (2023) and Guspianto et al. (2023). 
These findings underscore the interconnected 
nature of variables influencing patient loyalty, 
as highlighted in research on enhancing hospi-
tal patient loyalty through service quality, pa-
tient value, and satisfaction (Guspianto et al., 
2023). This study posited that service quality 
fosters patients' perception of service value, 
which in turn drives satisfaction, ultimately 
cultivating patient loyalty. Such insights are 
pivotal for healthcare institutions striving to 
optimize patient experiences and cultivate en-
during patient relationships.

 
Test for Significant Difference between Medical Staff Service Quality Dimensions and Pa-
tients’ Level of Satisfaction 
Table 5. Test for Significant Difference between Medical Staff Service Quality Dimensions and Pa-

tients’ Level of Satisfaction using the Analysis of Variance (ANOVA) 

n = 314 
Model Sum of Squares df Mean Square F Sig. 

Regression 98.016 5 19.603 943.482 0.000 
Residual 6.400 308 0.021   
Total 104.416 313    

 
Since the p-value of 0.000 is less than the 

selected significance level of 0.05, a statistically 
significant difference exists between the means 
of the dimensions of service quality provided 
by medical staff and patients' levels of satisfac-
tion. The grand mean of the service quality pro-
vided by medical staff, as per the adopted 
SERVQUAL model comprising 22 indicators 
across 5 dimensions, was calculated to be 
3.756, whereas the grand mean of patients’ sat-
isfaction with the service rendered during their 
stay was 3.131. This substantial disparity of 
0.625 between the two means is noteworthy. It 
suggests that although the service quality is 
rated at 3.756, the satisfaction rate from pa-
tients is notably lower at 3.131. This indicates 
that patients may have relatively high  
expectations, making them harder to please. 
Consequently, it implies that medical staff need 
to exert additional effort to improve service 

quality to effectively satisfy patients' needs and 
expectations. 

High customer expectations are not exclu-
sive to the healthcare service sector; indeed, 
studies demonstrate that across various indus-
tries, customers hold elevated expectations. 
For instance, an examination of customer ex-
pectations and service quality perceptions at a 
post office highlighted a negative gap between 
customer expectations and perceived quality, 
indicating a failure to meet customer expecta-
tions (Eposi, 2023). Similarly, research on cus-
tomer expectations and actual experiences 
with self-service kiosks revealed significant 
disparities between what customers anticipate 
and what they encounter (Zahari et al., 2023). 
In the hospitality sector, a study on customer 
complaints in hotels identified hotel personnel 
and food-related issues as primary sources of 
customer dissatisfaction (MUTLUBAŞ, 2023). 
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Likewise, a study investigating customer satis-
faction with the service quality of a theme park 
unveiled significant discrepancies between 
customer expectations and perceived service 
quality across all dimensions, underscoring 
widespread dissatisfaction due to unmet ex-
pectations (HERNANDEZ et al., 2023). While it 
is important to note that not all instances in-
volve failing to meet customer expectations, 
these studies collectively emphasize the chal-
lenge inherent in meeting and exceeding cus-
tomer expectations across diverse industries. 

 
Improvement Perspectives 

Improving service quality can be ap-
proached through various initiatives aimed at 
addressing customer needs, enhancing pro-
cesses, leveraging technology, adopting green 
practices, investing in human resources, and 
ensuring adequate budget allocation. Firstly, 
understanding and aligning organizational 
strategies with customer needs is paramount. 
Winarto & Wurjaningrum (2023) emphasize 
prioritizing service process improvements 
based on customer interests, while Trisolini et 
al. (2023) highlight the importance of identify-
ing specific client concerns to develop effective 
quality improvement strategies in family plan-
ning services. Efficient processes play a crucial 
role in enhancing service quality. Research on 
lean and agile operations by Alshurideh et al. 
(2023) underscores the effectiveness of lean 
operations' efficiency and agile operations' 
flexibility. Kuska et al. (2024) stress the im-
portance of continuous measurement and im-
provement in website consistency, response 
speed, and information availability to enhance 
service quality through effective processes. 
Similarly, a study on the digitization of micro-
finance operations revealed that the use of 
technology has enhanced service delivery (An-
dres et al., 2024). Moreover, the integration of 
appropriate technology likewise significantly 
enhances service quality, as affirmed by studies 
conducted by Hertati (2023), Ivan & Kravchuk 
(2023), and Subagja et al. (2023). Embracing 
green practices also contributes to service 
quality improvement, as evidenced by research 
by Winarto & Wurjaningrum (2023) and Ni 
Kadek Helen Kusuma Dewi et al. (2023). Invest-
ing in a capable human resource is essential, 

with Abbas & Rahmadanita (2023) stressing 
that personnel possessing necessary skills such 
as technology proficiency, data processing ex-
pertise, societal understanding, and effective 
communication enhance service quality. Build-
ing rapport with customers, as advocated by 
Mesra & Hariadi (2023), and ensuring suffi-
cient budget allocation, as supported by Taqwa 
et al. (2024) and Rusta (2023), are additional 
factors crucial for improving service quality 
across various industries. These initiatives col-
lectively contribute to fostering superior ser-
vice experiences and enhancing organizational 
performance. 

 
Conclusions 

Based on the findings of the study, the fol-
lowing conclusions were deduced. 
1. The ratings of the five dimensions of ser-

vice quality and service quality as a whole 
are both above average. Specifically, the 
service quality rating in its entirety was 
3.756. 

2. The rating of patient satisfaction with the 
service rendered was also above average. 
Specifically, the rating is 3.131.  

3. All the service quality dimensions were sta-
tistically correlated with patient satisfac-
tion. 

4. The service quality in its entirety was stati-
cally correlated with patient satisfaction.  

5. There was a significant difference between 
service quality in its entirety and patient 
satisfaction. 

6. The ratings suggest that the services of 
healthcare staff can still improve in all di-
mensions. Given the high expectations of 
patients in service delivery evidenced by 
the disparity between service quality and 
satisfaction rating, improvement is neces-
sary and urgent. 

 
Recommendations 

After considering the conclusions, recom-
mendations were directed to the management 
of the medical service provider focused on the 
study and to the management of other medical 
service providers; 
a. to initiate improvements in all the service 

quality dimensions; 
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b. to initiate a comprehensive framework for 
service quality implementation given the 
latter’s necessity and urgency; and 

c. to incorporate, where feasible, all ISO 
standards that are essential for medical 
service providers. 
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