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ABSTRACT 


C-0day, the modern age can be called as the "Age of Consumers". As in the present 

business scenario of intense competition, customer satisfaction has become the prime concern of 

each and every kind of industry. High level of customer satisfaction is very important in order to 

win customers and surge ahead of competitors. In order to assess the quality and effectiveness of 

services provided by the private hospitals in Kuching, a cross-sectional descriptive study was 

conducted among the in-patients to find out the patients' expectations and perceptions of the 

hospital services of the doctors, nurses/ medical assistant, administration and infrastructu0 Data 

were collected through a self-administered questionnaire distributed to in-patients in the three 

private hospitals.There were a total of 300 in-patients recruited using convenience sampling with 

155 (51.7%) were male and 145 (48.3%) were female respondents ~ To analyse the data, 

Statistical Package of Social Science (SPSS) version 17 for windows and Paired-Sample T -test 

were performed. From the result findings, there was a significantly difference between 

expectations and perceptions for all the four factors in hospital services quality (P=O.OO). The 

highest difference between expectations and perceptions was found in the nurses/ medical 

assistant's service quality and the lowest difference was in doctor's service quality. This study 

demonstrated that patients' expectations were higher than their perceptions in all the four factors 

in the hospital services quality and it implied that patients were not satisfy with the services 

provided by the three private hospitals in Kuching. 
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ABSTRAK 


Pada zaman yang moden sekarang boleh digelari sebagai "Zaman Pengguna" dimana kepuasan 

pelanggan telah menjadi sasaran utama kepada setiap industri akibat daripada persaingan yang 

semakin hangat. Tahap kepuasan pelanggan adalah amat penting untuk memenangi hati 

pelanggan dan melonjak di antara pesaingan. Untuk penilaian kualiti dan keberkesanan 

perkhidmatan yang diberikan oleh pihak hospital swasta di Kuching, satu kajian keratan rentas 

deskriptif telah dijalankan di kalangan pesak!t-pesakit dalam untuk mengetahui ekspektasi­

ekspektasi dan persepsi-persepsi mereka daripada perkhidmatan yang diterima daripada doktor, 

j ururawat / pembantu perubatan, pentadbiran dan infrastruktur. Data-data dalam kajian ini adalah 

dikumpulkan melalui soal sendiri yang diedarkan kepada pesakit-pesakit dalam di ketiga-tiga 

hospital swast. Terdapat sejumlah 300 pesakit dalam diambil dengan menggunakan teknik 

convenience sampling dimana 155 (51.7%) adalah responden lelaki dan 145 (48.3%) adalah 

responden perempuan. Untuk data analisis, Statistical Package ofSocial Science(SPSS) versi 17 

telah digunakan, dan Paired-Sample T-test telah dijalankan. Daripada hasil analisis, adalah 

didapati perbezaan ketara antara ekspektasi-ekspektasi dan persepsi-persepsi untuk keempat­

empat faktor kualiti perkhidmatan hospital. Perbezaan tertinggi antara ekspektasi dan persepsi 

adalah kualiti perkhidmatan daripada jururawat / pembantu perubatan dan perbezaan terendah 

ialah kualiti perkhidmatan daripada doktor. Kajian ini menunjukkan bahawa ekspektasi­

ekspektasi pesakit adalah lebih tinggi daripada persepsi-persepsi mereka dalam semua keempat­

empat faktor kualiti perkhidmatan hospital. Oleh itu, adalah temyata bahawa pesakit-pesakit 

tidak berpuas hati dengan perkhidmatan-perkhidmatan yang diberikan oleh ketiga-tiga hospital 

swasta di Kuching. 
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CHAPTER ONE: INTRODUCTION 


1.1 Introduction 

Healthcare system in Malaysia is divided into government and private sectors. There are 

total 363 hospitals of varying bed capacity in the country and 62 percent were privately owned 

(Frost & Sullivan, 2009) and due to the availability of information and a better-educated 

population, the need to measure up is no longer a choice but a necessity in meeting rising 

expectations from better informed customers. The wodd's rising popUlation and increasing 

standards of living had driven significant growth within the global healthcare service sectors, as 

consumers have demanded better medical care to support their improving lifestyles (Padma et al 

2010). Besides, service providers of today are increasingly have to deal with a wide range of 

social, financial, political, regulatory and cultural challenges, which of the impact, is the demand 

for greater efficiency and better quality. Thus the need for the private hospitals to increase their 

competitive edge is becoming more intense in meeting the rising needs. Hence, quality 

management has emerged not only as the most significant and enduring strategy in ensuring the 

very survival of the private hospitals, but also a fundamental route to business excellence. 

In this study, researcher intended to study the quality of services provided by the private 

hospitals in Kuching and seek to identify the basic constructs underlying patients' expectations, 

perceptions and satisfaction of quality services. The survey of 155 males and 145 female in­

patients was conducted in three private hospitals in Kuching, Sarawak. In the study, respondents 

were randomly sampled using convenience sampling and they were invited to complete the 

questionnaire before they were discharged from the hospitals. All the questionnaires were 

conducted in English. Translation into Malay and Mandarin was done for those patients having 
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difficulty in understanding English. The name of the patients of the study was not disclosed in 

order to ensure patients' privacy. 

Customer expectation and perception 

Customer expectation is defined as what the customer wants from the product or service 

they have purchased, and perceived quality is explained as the customer's judgment about a 

product/service's overall excellence or superiority, based on perceptions of what is received and 

what is given (Zeithaml, 1988). The evaluation is done by comparing the expectation with the 

perceived performance of the product! service. Therefore, a thorough understanding of the 

customer's needs and expectations is vital to achieve total customer satisfaction in order to retain 

the customers for future re-purchase. 

Customer satisfaction 

Customer satisfaction is a person's feeling of pleasure or disappointment resulting from 

comparing a product or service's perceived performance or outcome in relation to her or his 

expectations (Nair, 2004). In a sum, satisfaction is a function of perceived performance and 

expectations. Whether the buyer is satisfied after purchase depends on the product's performance 

in relation to the buyer's expectation. If the performance falls short of expectations, the customer 

is dissatisfied but if the performance matches the expectations, the customer is satisfied. If the 

performance exceeds expectations, the customer is highly satisfied or delighted. This is in 

conjunction with Kano Model (1984) which a theory of product development in business that 

build their strategies around customer satisfaction. 
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Therefore, on applying this concept to the hospital sector, customer satisfaction in a 

hospital is basically a state of mind of the patient. It is the ability of the hospital service to meet 

the expectation of its patient. Customer's delight is all about exceeding the expectation of the 

patients to make him or her highly satisfied with the hospital. Since customer retention is a vital 

issue, hospital should aims for customer's high satisfaction or delight because customers have no 

qualms in shifting when a better offer comes along from a different hospital. What a customer 

thinks about the product or services offered by a hospital can have a marked effect on the 

purchase of its services. Those who are highly satisfied or delighted with the hospital are much 

less ready to shift. High satisfaction creates an emotional bond in the mind of the patient with the 

hospital, and this result in high patient loyalty, which is what every hospital is looking for, to win 

the competition. 

1.2 Problem Statement 

The need to achieve patient satisfaction has made private hospitals realized the importance 

of health care marketing. The hospitals are therefore making efforts to detennine what heaIthcare 

customers need, tailoring their services to meet those needs and then attracting patients to 

continue use their services. There were many studies done on service quality and customer 

satisfaction, however, there was unclear of what dimension do customers of private hospital in 

Kuching used to rate the quality of services rendered to its customers, its ranking, and which 

dimension is more important from the customer's point of view. 
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Gap in the Literature 

Quality of service and patient satisfaction had been extensively studied and considerable 

~ffort has gone into developing survey instrument to measure it. However, most reviews have 

~en critical of its use since there is rarely any theoretical or conceptual development of the 

patient satisfaction concept. Therefore, this study points out that there is an urgent need to 

itneasure the differences between the expected and perceived health care service quality, and 

evaluate its satisfaction level in order to better understand patients' needs and improve the 

service quality. 

1.3 Objective of the Study 

1.3.1 General objective 

The objective of this study is to evaluate the expectation, perception and satisfaction of private 

hospital services by the customers for quality improvement. 

1.3.2 Specific objective 

The specific objective of this research is to assess the quality of services provided by private 

hospitals in Kuching, and to identify the basic constructs underlying patients' expectations, 

perceptions and satisfaction of quality of services provided by the hospitals. Hence, to improve 

its service performance to be more customers oriented approach. The current study is focused on 

examining the various factors related to patient satisfaction with the following specific objectives: 

• To study the customer expectations of private hospital services in Kuching. 
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