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Abstract:

This study investigates the service quality of private hospitals in the Tirunelveli District,
focusing on patient perceptions and experiences to identify key factors that influence healthcare
service quality. Using a mixed-methods approach, quantitative and qualitative research
methods—such as surveys and interviews—are employed to collect data from patients and
healthcare providers. The research involves a random selection of five private hospitals, with
thirty patients sampled from each, resulting in 141 questionnaire responses. This data aims to
reveal trends and insights that can inform actionable recommendations for enhancing regional
healthcare delivery. The ultimate goal is to improve patient satisfaction and overall healthcare
outcomes in Tirunelveli's private hospitals.
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1. Introduction:

The quality of healthcare services plays a crucial role in ensuring patient satisfaction
and enhancing overall health outcomes. In the Tirunelveli District, private hospitals stand at
the forefront of healthcare delivery, often serving as the primary source of medical care for
countless individuals within the community. This study is designed to conduct an in-depth
evaluation of the comprehensive service quality offered by these private healthcare institutions.
To achieve this, the research will explore several vital service quality dimensions. First is
reliability, which assesses the consistency with which services are delivered—how often
patients can expect their needs to be met without disruption or error. Next is responsiveness,
focusing on the timeliness of care and the eagerness of staff to assist, highlighting their
readiness to swiftly address patient concerns and queries. The study will also cover assurance,
which encompasses the expertise and courtesy of healthcare employees and their capacity to
instil confidence and trust in patients regarding their care. Furthermore, empathy will be
examined, looking at the extent of individualised attention and genuine care patients experience
during their interactions with staff. Finally, the research will assess tangibles—the physical

aspects of the healthcare environment, including the facilities cleanliness, modernity, and
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overall ambience that contribute to the patient's experiences. By scrutinising these multifaceted
elements of service quality, the study aims to yield valuable insights into both the strengths and
potential areas for improvement within the private healthcare sector of Tirunelveli, ultimately
striving to foster a healthcare environment that better serves the community’s needs.

2. Profile of Study Area:

Tirunelveli district in Tamil Nadu has seen significant improvements in the quality of
service at private hospitals. These facilities now offer modern medical infrastructure, advanced
diagnostics, and specialised departments, ensuring comprehensive patient care. Qualified
medical professionals undergo continuous training, focusing on patient-centred care,
personalised treatment plans, and 24/7 emergency services. Private hospitals maintain strict
hygiene and safety protocols, emphasising transparency in pricing and providing detailed
billing and treatment packages. They also engage in community health initiatives, promoting
overall well-being. While overall service quality has improved, patient experiences can vary,
so reviews and recommendations should be considered when selecting a healthcare provider.

3. Review of Literature:

K S, S., Barkur, G., & G, S. (2023). The paper “Assessment of Healthcare Service Quality
Effect on Patient Satisfaction and Care Outcomes: A Case Study in India” highlights the
increasing importance of patient-centred care in healthcare reform. As patients become more
aware of service quality, healthcare organisations focus on evaluating service quality and
patient satisfaction. Based on 1,169 responses from patients across 10 hospitals in India, the
study identifies five key dimensions of healthcare service quality: clinical services, diagnostic
services, administrative services, supportive services, and coordination among healthcare
professionals. It also reveals that patient satisfaction mediates the relationship between service
quality and care outcomes. This research provides valuable insights for healthcare
administrators to enhance service delivery and improve patient satisfaction and care outcomes.

4. Statement of Problem:

The healthcare sector plays a crucial role in ensuring the well-being of society, and its
effectiveness is largely determined by the quality of services delivered and the level of
customer satisfaction. In recent years, the competitive environment among private hospitals
has intensified, emphasising the need for superior service quality to attract and retain patients.
Despite significant investments in infrastructure and technology, the perception of service
quality among patients often varies, leading to differences in satisfaction levels. In Tirunelveli
district, Tamil Nadu, private hospitals cater to a diverse population with varying healthcare
needs and expectations. However, there is limited empirical evidence on how these hospitals
perform regarding service quality dimensions—such as reliability, responsiveness, empathy,
assurance, and tangibles—and how these dimensions influence patient satisfaction.
Furthermore, understanding the gaps between patients' expectations and their perceived
experiences is critical to enhancing service delivery. This study seeks to address this gap by
examining the relationship between service quality and customer satisfaction in selected private
hospitals in the Tirunelveli district. The research aims to provide actionable insights for
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improving service standards in the region's healthcare sector by identifying the key factors
influencing patient satisfaction and the challenges in meeting their expectations.

5. Objectives of the study:

<« To assess patient perceptions of service quality in private hospitals in Tirunelveli
District.

< To identify the key factors influencing service quality in these hospitals.

6. Null and Alternative Hypotheses:

Ho: There is no significant mean difference between respondents' expectations and
perceived services regarding "Tangibility" in private hospitals in Tirunelveli.

Hi: There is a significant mean difference between respondents' expectations and perceived
services regarding "Tangibility" in private hospitals in Tirunelveli.

7. Scope of the study:

This study explores the relationship between service quality and customer satisfaction
in selected private hospitals in Tirunelveli district, Tamil Nadu. It aims to assess the
performance of these hospitals in delivering quality healthcare services by evaluating various
service quality dimensions, including tangibles, which refer to the physical facilities,
equipment, and the appearance of personnel; reliability, the ability to provide promised services
dependably and accurately; responsiveness, which measures the willingness to assist patients
and provide prompt service; assurance, encompassing the knowledge and courtesy of staff and
their ability to inspire trust and confidence; and empathy, which reflects the care and
individualised attention offered to patients. The research measures patient satisfaction about
these dimensions and seeks to identify key factors influencing their perceptions. Additionally,
it examines the gaps between patients' expectations and their actual experiences within the
healthcare setting. The study focuses on private hospitals in the Tirunelveli district, where
patients receive healthcare services.

8. Methodology:

This methodology presents an exciting and structured approach to exploring the vital
connection between service quality and customer satisfaction in select private hospitals within
the Tirunelveli district of Tamil Nadu. Through a descriptive research design, the study
thoughtfully examines various service quality dimensions and their influence on customer
satisfaction, utilising primary and secondary data collection methods. Our choice of a non-
probability convenience sampling technique ensures a rich and diverse demographic
representation among the patients surveyed. The research focuses on five private hospitals,
surveying thirty patients from each, ultimately collecting 141 completed questionnaires. We
employ a structured questionnaire based on the SERVQUAL model to assess crucial
dimensions such as tangibles, reliability, responsiveness, assurance, and empathy using a 5-
point Likert scale. Moreover, secondary data is diligently gathered from hospital records,
academic journals, industry reports, and government publications, enriching our understanding
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of this important subject. This comprehensive approach holds great promise for enhancing

service quality in healthcare settings.

9. Limitations:

< The study is geographically restricted to Tirunelveli district and focuses only on private

hospitals.

Findings may not be generalised to public hospitals or other districts.

&
< Responses may be influenced by patients' subjective perceptions, which could

introduce bias.

10. Data Analysis and Interpretation:

Table 1

Demographic Profile of Respondents

Category Number Percentage
Gender Male 63 44.68
Female 78 55.32
<30 Years 31 21.99
Age 30 —50Years 68 48.23
>50 Years 42 29.79
Higher Secondary 19 13.48
Under Graduate 62 43.97
Educational Qualifications
Post Graduate 38 26.95
Professional 22 15.60
Married 67 47.52
Marital Status :
Unmarried 74 52.48
Rural 45 31.91
Residential Area Semi-urban 57 40.43
Urban 39 27.66
Govt.Sector 27 19.15
Private Sector 52 36.88
Occupation
Business 33 23.40
Agriculturist 29 20.57
Below 25000 19 13.48
Monthly income 25000 - 50000 31 21.99
50000 - 100000 49 34.75
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Above 100000 42 29.79

The table provides a comprehensive demographic profile of the respondents, covering
various aspects such as gender, age, educational qualifications, marital status, residential area,
occupation, and monthly income. Regarding gender distribution, 63 respondents are male,
accounting for 44.68%, while 78 are female, making up 55.32%. Regarding age, 31
respondents (21.99%) are under 30 years old, 68 respondents (48.23%) fall within the 30-50
years age group, and 42 respondents (29.79%) are over 50 years old. In terms of educational
qualifications, 19 respondents (13.48%) have completed higher secondary education, 62
respondents (43.97%) hold undergraduate degrees, 38 respondents (26.95%) have postgraduate
qualifications, and 22 respondents (15.60%) are professionals. Marital status shows that 67
respondents (47.52%) are married, while 74 respondents (52.48%) are unmarried. The
residential area distribution indicates that 45 respondents (31.91%) live in rural areas, 57
respondents (40.43%) reside in semi-urban areas, and 39 respondents (27.66%) are from urban
areas. Occupationally, 27 respondents (19.15%) work in the government sector, 52 respondents
(36.88%) are employed in the private sector, 33 respondents (23.40%) are engaged in business,
and 29 respondents (20.57%) are agriculturists. Regarding monthly income, 19 respondents
(13.48%) earn below 25,000, 31 respondents (21.99%) have an income between 25,000 and
50,000, 49 respondents (34.75%) earn between 50,000 and 100,000, and 42 respondents
(29.79%) have an income above 100,000. This demographic data provides valuable insights
into the respondents' diverse backgrounds and socioeconomic status.

Table 2
Gap Analysis - Service Quality of Private Hospitals — “Tangibility”

Respondents’ expectations and Actual Perceived

;l(; Variables Expectation | Perceived Gap
L fafi?ﬁir;ess and hygiene of hospital 5.00 4127 0.873
2. | Availability of modern equipment 5.00 3.747 1.253
3. | Professional appearance of staff 5.00 3.820 1.180
4. | Promptness in attending to patients 5.00 3.785 1.215
5. | Comfort and aesthetics of the waiting area 5.00 3.643 1.357
6. | Accuracy of diagnosis and treatment 5.00 3.018 1.982%*

Consistency in service delivery 5.00 3.670 1.330
8. | Punctuality in appointments and procedures 5.00 3.943 1.057
9. | Personal attention given to patients 5.00 2.875 2.125%
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Understanding of patient needs and
concerns

10. 5.00 3.581 1.419

The gap analysis of service quality in private hospitals, focusing on "Tangibility,"
highlights key insights. Variables with gaps of 1.5 or more require high attention, while those
below this threshold do not need further improvement. Cleanliness and hygiene score a gap of
0.873, modern equipment 1.253, professional appearance of staff 1.180, promptness 1.215, and
comfort in the waiting area 1.357—all indicating no immediate need for enhancement.
Conversely, the accuracy of diagnosis and treatment shows the largest gap of 1.982,
necessitating urgent attention, followed by personal attention to patients at 2.125.
Understanding patient needs has a significant gap of 1.419, which does not require high
priority. Other variables, such as consistency in service (1.330) and punctuality (1.057), also
remain below the critical threshold. This analysis prioritises attention where it's most needed
to enhance overall service quality.

Table 3

Paired “t” test between the Respondents' Expectations and Perceived under the
Dimension “Tangibility.”

Variables Mean S.D “t” Value Sig. Value
VAR1 4.127 1.608 1.702 > 0.05%*
VAR2 3.747 1.771 1.979 > 0.05%*
VAR3 3.820 1.737 1.919 > 0.05%*
VAR4 3.785 1.753 1.947 > 0.05*%*
VARS 3.643 1.821 2.071 > 0.05%*
VARG6 3.018 2.198 2.878 > 0.05*
VAR?7 3.670 1.808 1.047 <0.05%*
VARS 3.943 1.683 1.825 <0.05%*
VAR9 2.875 2.308 2.159 >0.05%
VAR10 3.581 1.853 1.132 > 0.05**

*Significant at a 5 per cent level
**Not significant at a 5 per cent level.

Table 3 outlines the results of the paired “t” test conducted to compare Respondents'
Expectations and Perceived Services within the dimension of “Tangibility” at private hospitals
in the Tirunelveli district. The analysis reveals that out of the ten variables examined, eight

recorded “t” values below the critical threshold of 1.96, with corresponding significance levels
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exceeding 0.05 at a 95% confidence interval. As a result, the null hypothesis, stating that "There
are no significant mean differences between the Respondents' Expectations and Perceived
Services under the Dimension of "Tangibility' at private hospitals in the Tirunelveli district,” is
accepted. In contrast, the remaining two variables, specifically “Accuracy of Diagnosis and
Treatment” and “Personal Attention Given to Patients,” exhibited “t” values surpassing the
threshold, with significance levels falling below 0.05. These two variables are the only ones

that demonstrate a statistically significant difference between the respondents' expectations and
the perceived services.

11. Findings:

<

The study revealed that 63 respondents are male, accounting for 44.68%, while 78 are
female, making up 55.32%.
Regarding age, 31 respondents (21.99%) are under 30 years old, 68 respondents
(48.23%) fall within the 30-50 years age group, and 42 respondents (29.79%) are over
50 years old.
In terms of educational qualifications, 19 respondents (13.48%) have completed higher
secondary education, 62 respondents (43.97%) hold undergraduate degrees, 38
respondents (26.95%) have postgraduate qualifications, and 22 respondents (15.60%)
are professionals.
Marital status shows that 67 respondents (47.52%) are married, while 74 (52.48%) are
unmarried.
The residential area distribution indicates that 45 respondents (31.91%) live in rural
areas, 57 respondents (40.43%) reside in semi-urban areas, and 39 respondents
(27.66%) are from urban areas.
Occupationally, 27 respondents (19.15%) work in the government sector, 52
respondents (36.88%) are employed in the private sector, 33 respondents (23.40%) are
engaged in business, and 29 respondents (20.57%) are agriculturists.
Regarding monthly income, 19 respondents (13.48%) earn below 25,000, 31
respondents (21.99%) have an income between 25,000 and 50,000, 49 respondents
(34.75%) earn between 50,000 and 100,000, and 42 respondents (29.79%) have an
income above 100,000. This demographic data provides valuable insights into the
respondents' diverse backgrounds and socioeconomic status.
A gap analysis of service quality in private hospitals highlights critical insights
regarding "Tangibility." Urgent attention is needed for gaps of 1.5 or more, with the
largest gap in the accuracy of diagnosis and treatment at 1.982, followed by personal
attention to patients at 2.125. Other notable gaps include understanding patient needs
at 1.419 and consistency in service at 1.330. Variables like cleanliness (0.873) and
modern equipment (1.253) do not require immediate improvement, allowing priority
on areas needing the most attention to enhance overall service quality.
A paired “t” test was conducted to compare Respondents' Expectations and Perceived
Services regarding “Tangibility” at private hospitals in Tirunelveli district. Out of ten
variables, eight had “t” values below 1.96 and significance levels above 0.05, leading
to the acceptance of the null hypothesis that "There are no significant mean
differences." However, “Accuracy of Diagnosis and Treatment” and “Personal
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Attention Given to Patients” showed “t” values above the threshold and significance
levels below 0.05, indicating a statistically significant difference between expectations
and perceived services for these two variables.

12. Conclusion:

In conclusion, the service quality of private hospitals in Tirunelveli District is a
multifaceted issue that directly influences patient satisfaction and organisational reputation. As
evidenced by recent studies, the job satisfaction of medical personnel, particularly medical
laboratory technicians, is critical in achieving optimal patient care outcomes. High
dissatisfaction among healthcare staff, as reported, can lead to detrimental effects on diagnostic
accuracy and overall service efficiency, compromising patient safety and negatively impacting
hospital credibility. Furthermore, understanding the historical context of social services in India
informs the ongoing evolution of healthcare systems. It emphasises the need to continue
enhancing service quality within these institutions. The findings underscore the importance of
addressing employee satisfaction and operational challenges to foster a healthcare environment
that prioritises excellence in service delivery while simultaneously navigating the complexities
of modern healthcare demands.
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