Faculty of Economics and Business

CUSTOMER’S SATISFACTION TOWARDS SERVICE QUALITY OF
PRIVATE HOSPITALS IN KUCHING

Cha Chon Heng
~ HF
w Corporate Master in Business Administration
ey 2011

2011



Pusat randmat Mukiumat Akauc. .
UNIVERSITI MALAYSIA SARAWAR

P.KHIDMAT MAKLUMAT AKADEMIK

UNIMAS
TAHLRLE L
1000246435

2464

CUSTOMER'’S SATISFACTION TOWARDS SERVICE
QUALITY OF PRIVATE HOSPITALS IN KUCHING

CHA CHON HENG

A dissertation submitted in partial fulfillment of the requirements
for the degree of Corporate Master in Business Administration

Faculty of Economics and Business
UNIVERSITI MALAYSIA SARAWAK
2011



ACKNOWLEDGEMENT

I would like to take this opportunity to thank the people who helped me and involved in

assisting me and guiding me to the completion of this project.

First, I would like to thank my university, Universiti Malaysia Sarawak (UNIMAS) for the
support throughout my study. A thesis like this depends greatly on the research material
available and I am particularly grateful to the Centre for Academic Information Services (CAIS),

I spent many pleasant days wandering through its incomparable collections.

I would also like to express my sincere gratitude to my supervisor, Dr.Kartinah for her time
and effort in supervising me and whose invaluable insights played a critical role in the shape and
content of this research.

My husband, Aldrin and sons, Bryant and Darrell, deserve endless thanks for their patience

and encouragement during the period of the development of this project. And I must not forget to

pay tribute to my friends, Hani and Lisa, who helped me in the collection of questionnaires.

Last but not least, to my friends and colleagues who were constantly giving opinion during

the times of difficulties in this study, I would not have made it thus far without their support and

encouragement.



Pusytﬁhidm:u Maklumat Akademik
UNIVERSITI MALAYSIA SARAWAK

TABLE OF CONTENTS
L T A L I
B I TN TN it ssissvmiisasssasasossossossviubucseses s e s sssiossseseses )
L R S ———— VII
DRI, T o convistcvosiinn causnn won IV i S o S s oo VOV W SV S R RN o s SUWPU ™ 8§ 8§ 48 VII
A ——————— VIIII
SHAPTER ONE: INTRODUCTION......ccccennmmsesssorsssossossavsnssssonsossassossassassasensansansonssassesassassesses 1
B BRI CEUIERIONL....c o cvosos snmensansanerunssas ssuos s sronssnnssmses pesmmememmsmpmeovmysmmes b3 wes s s AR 984455 1 nmn s 1
1.2 Problem Statement ........cccciiiiiiiiiiiiieiicceie sttt 3
I RSt VE OF the S .........coooeiierrcrcmacneesnssss i anassnsmanssssmanesssraneis i Fessenmss st aenseshsanes 4
B CRREERL TIBELIVE ... ..o it demmsinnressassssusivssvnssnmnss susmanmmsss fanammssh seemas bes s mese s s masthaed 4
B | DPRGIIIC OJETHVE c.coocveivs crrnomssocsvonsss bosnsssbmmssiossssnna oo sessman st isms i S SA4 1SS TS W an o oW A
IR CTREOIEHEal FrEmEwiork ......coccoerivimninirieimimcme incsscasonasssssossen sssssvobab sssns sovensusnssssasessss i 5
ERERE 06t 8 BOOVIee QRBLEY ...ccovcvnen carrevrvmnpyersersmmesmmenmmsmmenises sinsesvammansvr yovsspssmsases snavenss osi 6
1.4.2 Nurses/ Medical Assistant’s Service QUALILY ...........ccourriiimrimmmmicrismsissivssssssnisnmsssmmsesenss 6
114:3 Quality of Administration of hOSPItAl .......c..ccvccsreivivimsmssmssiorcnsessessssbormienpsesesemansssassss 7
DR IL OO T TR ORI cslic o v s ovamommmmsosmsmsn g it SR O SRR 7
I SRR e i B o4 o mmnls omsssmm kst bdng s sn ot st Ao i 8
D R RIRGETE D ST <o e bionososasnbi oo dsiiosiisn s assiad st bbb s s o s oS A BT 8



ISR IEEOE O STAY (i ccsmsssssioniom it emessssnmssiioassassasans T BN B e e S W - 9

R 20 LITERATURE REVIEEWS .....onccmmssccssossinssnssansessasstsndssnssss sssnassasssnassansnsnass 11

1 IREERBEBUEORION ... . .vvowiinssomenisnesouysdumansvans vasnnsss somsersgesamsssnsemssnosassssmesssasmsses comesssanmssbbsnnsssusres 11
; R Setvice quality it the WesStern COMIBXL .........ccvuererirmeeeserssssnssrsmisssasssenstnssossnssasasssvsnsintens 13
2.3  Service quality in healthcare in Asian CONtEXt.........cccceverrrierieriirrniieniieiieseesesseessresnnens 15
CHAPTER 3: METHODOLOGY S —— 18
e T O - ———— 18
IR, [P IMIMOIIOINK . c......ccounnssmnassommonson hessasemnns somasssapssnsssanst snsanems ssoustass skass s napermomnsietons 18

D O DI BEAC] SABBGIIRON civsvss 55 sonanhwissmmmesbnimmemmmnsmnsnaniisys smsminmti s Hassmsman st st sommsonssnss 19
B T DBULRon ARG SEIMPIE ... ..o mermermsssanassmissomrpransessanansssns s resnabbon s basmadvnnats assasansonsse 19
e A S S WP SR 19

3.3.3 Sampling Design .......ccecevvveneenieenennnne ST . E—— SRS 20

B OHSOHON OT DAA ..............coocoiviiiiirrecrrniiia et sns e smessbbosbos s bosmasosesstsnsessnsstos 20

IR RRIINEH]L VELIGIE......cvccinesunsis irsaciunrssssssmussrrossesnarsonon issb b bbiisbos s sties sl vaannssaussse sansaassns 21
RIS O DOMER.... ...occ b bccusonsunanconee s sinmsnios bitia sasansonssnasnsunoianssias ok sies i schastad bbb s s 21
EERETER 4: RESULT ANALYSIS .ccccccivumiscasimisssvsssssomemssessoscnsossesssissssssssssssssnssisasensenines 23
T U S S N == 23

B Demographic Profile of the Individuals INTErvieWed. .. ..o ivemsssssmisnrssoasts iorssasssmsasasss 23

B xneetations of patients of the hospital SErvICES ........ccucvsiiiiusmmmss dosiomss msansnsusasi kb iasssin 26
B Expectations of the Doctor’s Service QUALIY ..........sovaissmosismssssssesorsermssssssesrsss s 26



4.3.2 Expectations of the Nurses/ Medical Assistant’s Service Quality ........cccccoeeviirrvennenee. 27

4.3.3 Expectations of the Quality of Administration...........ccoevvevverveevierenieeirenecrecreesre s 28
4.3.4 Expectations of the Hospital Infrastructure...........cccovverceviveninnineccinieee e 29
B EREOEEIONS of the DOSPITAL SBIVICES .....c...ccovvnssmeismrisrsspbpsnmsssssasmmmuesiersamasassagesensassassaons 31
B Parseptions of the Docior’s Service QUANLY ......ccvuwamintusisnitsmisimabivnsbiasmaissneonts 31
442 Perceptions of the Nurses/ Medical Assistant’s Service Quality .......ccceevveevverrvennnnnen. 32
e Petesytions of the Quality of AGMEDISITRLION. ... ..... oo smmsssesmmsivsasssmsssasansrasanssesssenes 33
4.4.4 Perceptions of the Hospital Infrastructure...........coceevenierieeninnieiienieienreneee e, 35
4.5 Satisfaction level of the hospital SErVICES ........cecveviivieriiriiiereee e 36
4.5.]1 Satisfaction level of the Doctor’s Service QUality ........cccceeeveeveeevieiieniiecesireereeeenn. 36
4,5.2 Satisfaction level of the Nurses/ Medical Assistant’s Service Quality ..........cccceveneen. 38
4.5.3 Satisfaction level of the Quality of Administration...........occecenevieieneniicrienineninnens 40
4.5.4 Satisfaction level of the Hospital Infrastructure............cooeevvecvivcnicncnininienenenenene 4]
AR COOMMMIIRINL ..... ...t on s e assnansonsessuansvars sossrassmnebapebidbnsis ssuss smanmenn vas s bbsssmas aaay sanasosts 43
CHAPTER 5: FINDINGS AND CONCLUSION ....ccccccsiennsnnstnsrnsnesansassassassassassissesssssssssssssssase 45
T S U S —— 45
BRI RERCHIRNION SOOTRE .............covvmissuscrusmmsnns soess soasmoersavesiiversntms sofossn sobbs i bynshas s tssavaspatan syssvs 45
DI BECITER v crvev oy ioninsneosememes tonsnosssus i susespaaness suessams sessansn ans s ves go s ansinssnassribyat dids 46
B Eindings on patient’s SAISTACHION .....c........ccvcecninunimse i s sssaisasesois 46
N e it s s s e e Sy S s i Pl 47



| B TREBIEERIIONL............... oo onuessnabasesmmesarvanesnmanesessesnerssonsses danse s nus ss amsi s e s i nsnis i b s s 47

B REEOIIEIElEIION ... . cuunmuiiobosssamimmmsinnsassisenssnseeseessesos smnts s mucs saia s s sbammsinssasiin s 454 RS s SRaasss 48
I IR T s e sinamvsumsisimmsinsvssuntovsein ivabde soinismisasevernnssshisniitus rurmasiimivrominSvrvss o hsasimntuasd 45
O s s o win i Ry o wos i PN o N S S S aiS 54

1 B s QUBBTIONIIAIFG. . ..cos i oo sussavonminansnonssinnanansiosnsss i ve ins o ob bnsonsnsaesotuss dhensdlam s HaoRmms apwss 54



Table 4.2.1:
Table 4.3.1:
Table 4.3.2:
| Table 4.3.3:
Table 4.3.4:
Table 4.4.1:
Table 4.4.2:
Table 4.4.3:
Table 4.4.4:

Table 4.5.1:

Table 4.5.2:

- Table 4.5.3:
|

Table 4.5.4:

LIST OF TABLES

o araphic profile OF TESPOBABHLS |............cosseessmissiassivnsssnssassersassmmmisinssesmesssn s5issen 25
Expeoiations of the Doctor’s Service QUALILY ..........crevsmmmsmmmsnsmmereesiosmssssenns 26
Expectations of the Nurses/ Medical Assistant’s Service Quality .............ccccvvevenen. 27
Expectations of patients from the Quality of Administration .............cccceeeeveirevvennene. 29
Expectations of patients from the Hospital Infrastructure.........c.cccccoveeeciecvrccrnennnne. 30
Perceptions of the Doctor’s Service QUality ..........ccocvvieverciinenienrenieiciereeeenreine 31
Perceptions of patients on the Nurses/ Medical Assistant’s Service Quality............ 32
Perceptions of the Quality of AdmINiStration..........ccocomerrressssmnererresereessserarssrenssanens 34
Perceptions of the Hospital Infrastriictire.............oocvcveiiiceencsnsinsimeronrassnnassonerssnases 35
Gap mean differences between customers’ expectations and perceptions of Doctor’s
LT R O S ST () S S —, < ¥
Gap mean differences between customers’ expectations and perceptions of Nurses/
BN Angietant’s SEVIE CQRBIILY ..o conoeionnns s acsiinnsssonsosssntbansn s ssamonsiasssnsts ass 38
Gap mean differences between customers’ expectations and perceptions of Quality
DRI IR B TUTH 1. o it L s i v b i el A3 e 40
Gap mean differences between customers’ expectations and perceptions of Hospital

Ll R O S U S S L P 42

Vi



ABSTRACT

é' oday, 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 infrastructur§ 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 (£=0.00). 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 pesakit-pesakit dalam untuk mengetahui ekspektasi-
ekspektasi dan persepsi-persepsi mereka daripada perkhidmatan yang diterima daripada doktor,
jururawat / 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 of Social Science(SPSS) versil7
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 ternyata 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 world’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



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.



Therefore, on applying this concept to the hospital sector, customer satisfaction in a

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

e 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 healthcare marketing. The hospitals are therefore making efforts to determine what healthcare
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.






