


A REVIEW ON QUALITY OF 
SERVICES PROVIDED USING 

SERVQUAL MODEL IN INDIAN 
HOSPITALS



Service Quality (SQ) is a comparison of expectations
(E) of a particular service with the real perceived
service (P), which is measured as: SQ = P – E

Service Quality largely determines the customers’
satisfaction. Customer satisfaction is a proportion of
how an organization's products and services satisfy
consumer requirements

Healthcare in order to be of high quality has to be safe,
effective, efficient, timely, patient-centered and
equitable

SERVICE 
QUALITY
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SERVQUAL MODEL

Service Quality - SERVQUAL model given by Parasuraman is most frequently
used technique for assessing quality of services provided. It is utilized to analyse
the patients' desires/expectations before they utilize the services and their
perceptions/discernments in the wake of experiencing the real services

It has 5 dimensions in particular:

Reliability

•Ability to perform 
the promised 
service dependably 
and accurately

Assurance

•Knowledge and 
courtesy of 
employees and 
their ability to 
inspire trust and 
confidence

Tangibility

•Physical facilities, 
equipment, and 
appearance of 
personnel

Empathy

•Caring 
individualized 
attention the firm 
provides to its 
customers

Responsiveness

•Willingness to help 
customers and 
provide prompt 
service

4



SERVQUAL...

 The 5 parameters are linked to Parasuraman
et al., 1985's 22 statements

 Generally, the organizations take the
customer's expectations and perceptions in a
form of questionnaire consisting of 22
statements. It might differ in some cases

 The use of perceived as opposed to actual
service received helps us measure the gap
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OBJECTIVES OF THE STUDY

 To review the literatures on SERVQUAL model for assessment of quality of
services given in various types of hospitals in India

 To determine whether the patients are satisfied with the services provided by
the Indian hospitals
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MATERIAL 
AND 
METHODS

 Articles were searched in scientific databases like
PubMed, Google Scholar, ResearchGate, SciHub
which forms a part of secondary data

 Inclusion criteria: original research, having gap
mean score between the expectations and
perceptions in terms of service quality, done in
hospital setting, time frame - 2011 to 2018
and conducted in India

 Keywords: SERVQUAL model, SERVQUAL
studies, hospitals, service quality, gap, expectations
and perceptions, patients and India
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MATERIAL 
AND 
METHODS…
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95 abstracts were 
studied 45 relevant articles were 

identified – having work in 
hospital setting

13 excluded as they were 
literature reviews or articles 

explaining just the concept of 
Service Quality

18 excluded as they 
had work from outside 
India or with no gap 
mean score

Total articles used in the 
study – 14

Sampling Methodology:



 The gap mean score is calculated as
perceptions minus expectations for
all the 5 dimensions – Tangibility,
Reliability, Responsiveness,
Assurance and Empathy

 The negative gap score determines
that the expectations of the patients
are not met by the hospitals or
healthcare provider in terms of the
service quality

 The positive gap score means that
the patients are satisfied and
composed by the services received
from the hospitals

FINDINGS:
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57%
7-point likert scale 
with 22 question 

statements

7%
5-point likert 

scale with 
23 question statements

7%
5-point likert 
scale with 15 

question statements

15%
No criteria 
mentioned

7%
5-point likert 

scale with 
40 question statements

7%
4-point likert 

scale with 
22 question statements

SERVQUAL Model – Study Method Selection



GAP MEAN SCORE AND HOSPITAL SETTING TYPE

Study Setting/Hospital type Gap Mean Score

Ahuja et al., 2011 NGO hospital 0.0408

Umath & Marwah, 2015 Private hospitals 0.1634

Chakravarty, 2011 Peripheral Service hospital -0.3280

Wath, 2017 Private hospitals -0.2092

Jaswal & Walunj, 2017
College Affiliated Hospitals; Not for profit; No profit no 

loss; for profit basis -1.4660

Madan & Goel, 2015 Private hospitals -0.2920

Ghritlahre & Ghritlahre, 2016 Private hospitals -0.6015

Service Quality Perception of Patients 

on Health Care, n.d. Hospitals -0.0280

Pandit, 2015
Private super-specialty; Government Medical college and 

hospitals; Private General hospitals -0.2075

Dr Ranjith PV, 2018 Hospitals -0.6077

Koley et al., 2015 Government Homeopathic hospitals -0.3450

Sadia Samar Ali, Arati Basu, 2016 Private/corporate hospitals 0.5900

Madhura Prabhu & Iyer, 2018 Hospitals -1.2760

Pramanik, 2016 Government and private hospitals – Urban/Rural -1.3640/-0.8760
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GAP SCORE 
FOR EACH 
DIMENSION

Study
Reliability 

Gap

Assurance 

Gap

Tangibility 

Gap

Empathy 

Gap

Responsiveness 

Gap

Ahuja et al., 2011 0.06 0.15 -0.173 0.54 -0.373

Umath & Marwah, 

2015 0.476 0.173 0.159 0.152 -0.143

Chakravarty, 2011 -0.04 -0.28 -0.56 -0.11 -0.65

Wath, 2017
0.2334 -0.1917 -0.1021 -0.8833 -0.1021

Jaswal & Walunj, 

2017 -1.56 -1.44 -1.32 -1.38 -1.63

Madan & Goel, 2015 -0.48 -0.15 -0.2925 -0.335 -0.2025

Ghritlahre & 

Ghritlahre, 2016
-0.68 -0.535 -0.4575 -0.47 -0.865

Service Quality 

Perception of 

Patients on Health 

Care, n.d. 0.5 -0.27 -0.15 -0.07 -0.15 12



GAP SCORE 
FOR EACH 
DIMENSION
...

Study
Reliability 

Gap

Assurance 

Gap

Tangibility 

Gap

Empathy 

Gap

Responsiveness 

Gap

Pandit, 2015
-0.136 -0.09 -0.326 -0.194 -0.29133

Dr Ranjith PV, 2018
-0.686 -0.205 -0.665 -0.78 -0.7025

Koley et al., 2015
-0.28 -0.3 -0.525 -0.32 -0.3

Sadia Samar Ali, Arati 

Basu, 2016
0* 0.65 0.58 0.64 0.49

Madhura Prabhu & 

Iyer, 2018
-1.35 -1.13 -1.41 -1.48 -1.01

Pramanik, 2016 –

Urban -1.48 -1.63 -1.67 -0.6 -1.44

Pramanik, 2016 –

Rural -0.78 -0.57 -0.97 -1.05 -1.01

*As the reliability dimension did not show any gap in the study, it is given as 0.13



CONCLUSION

 As reviewed, it was found that by comparing the
gap between the expectations and perceptions
of patients in all 5 service quality dimensions,
there is a negative gap which indicates that the
patients’ expectations are not met in almost
all hospital types in India

 As seen in the previous slides, all
the dimensions' gap is negative, but for
assurance, the gap is least as compared to other
dimensions

 Responsiveness has the maximum gap, i.e.
the patients are most dissatisfied for the
services provided under this dimension
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CONCLUSION...

 For various hospital types, at present, it can be
said that the service quality is not up to the mark

 Comparatively, the patients have more
expectations from private hospitals

 Thus, improving the service quality in
hospitals is required with focused attention by
policy-makers, health professionals &
hospital administrators

 A great improvement is required by
the Government by creating various policies
and procedures and even by private
practitioners. Those policies have to be followed
along with necessary trainings to the staff to
make the hospital visit beneficial and satisfactory
for the patients
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MICROSOFT EXCEL –
EXCEL FROM BEGINNER 

TO ADVANCED
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COURSE DESCRIPTION

To have a solid 
understanding of Basic Excel

Common and Special 
Functions

Maintaining large sets of data

PivotTables

Automating through Macros 
and VBA
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OBJECTIVES

 To have thorough
knowledge and
understanding about
Microsoft Excel Interface

 To be able to perform
functions using excel and
have knowledge of Basic
excel, Intermediate excel,
Advance excel and
Macros and VBA
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LEARNING METHODOLOGY

 Course content was online with 
videos followed by quizzes and 
resources for hands on training

COURSE CONTENT

 An Introduction to Excel

 Intermediate level Excel

 Advanced level Excel

 Macros and VBA in 6 simple 
projects
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KEY LEARNINGS

Inroduction
Excel interface

Toolbars

Cell reference

Basic formulas like SUM, MIN, MAX, 
AVERAGE, COUNT

Autosum and autofill

Creating charts and inserting pictures

Intermediate
Sort, filter

Removing duplicates

Data Validation

Functions like DSUM, DAVERAGE, 
AND, DCOUNT, SUBTOTAL

Working with large set of data

PivotTables
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KEY LEARNINGS...

Advanced
Conditional functions like IF,COUNTIF, 

SUMIF

Nesting functions

Lookup functions like VLOOKUP, 
HLOOKUP, INDEX, MATCH

Text based functions like LEFT, RIGHT, 
MID, LEN, SEARCH, CONCATENATE

Macros and VBA
Recording and running a Macro

VBA and VBE concepts

VBA modules

Creating a VBA procedure, adding codes, 
VBA loops

VBA InputBox

Alerting the users for errors

Formatting data and automating functions
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