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ABSTRACT
Quality Management has been proposed to improve customer satisfaction and has
received considerable attention in the recent studies. Despite the recent effort on
Quality Management, little work has been done on the effect of on Customer
satisfaction in healthcare services Sri Lanka. This study sought to establish the effect
of Quality Management practices on Customer satisfaction in institutions of
healthcare services a case of selected healthcare services in Batticaloa. The general
purpose of the study was to investigate the effect of quality management practices on
customer satisfaction in institutions of Health care services and the specific objective
was to examine the effect of trust security, responsiveness, continual improvement of
products and services and systems/process approach on customer satisfaction in
healthcare services The findings were expected to be significant to all the inward
patients, outward patients and employees. The target population comprised of the out
ward and inward customers of healthcare services the scope of the study targeted
selected five healthcare services at Batticaloa. This study used a descriptive research
design. The study was based on primary data. The data was collected through a semi —
structured questionnaires targeting /inward and out ward patients Content Validity
Index was used to establish whether the questionnaire measured what it was intended
to measure. The study recommends that healthcare services should strive to focus on
the conformance to customer requirements and continuous improvement in order to

gain customer satisfaction.

Key Words:- Customer satisfaction, Customer loyalty, Trust, Healthcare Services,

Perceived Risks, Perceived Benefits



TABLE OF CONTENTS

ACKNOWLEDGMENT ...couieiiieieeeecetesistessissessesasssssesssstestossssssssssssssstassssssesssssssees i
ABSTRACT .eveeeveeeeeseeseessesssessessasssassasssesssesstsssesssessasssessassssssssscostossssssessasanssssssnsessssstse il
TABLE OF CONTENTS .ooticteertiertesresseseescsssaesneessesessnassesscosssssessasssasssssasssssssssscoss iii
LIST OF TABLES ..ottotictereereeressteseesssstisssessesiassssasessasssssssostssssssassssassassassnsssssans viil
LIST OF FLGURES ..oooutiterrireereeseeessssatsssessesssessossmassacasassessesacosessssssssssssssasssssssosesnes ix
CHAPTER T aoeieeieieereecnesseesessassssssssssssssesssesssessasssasssssasscsstsssssstsssassasassasassnssssssssssse 1
INTRODUGCTION..ouiiiuieieerrireesassaeessscssosseosssssssssessssssssnsesssssssstsssssssssnsassmssnsssssissssssssnes 1
1.1. Background of the Study ..c.ccccvimeesuessscsnnsniisicnnananss e 1
1.2, ProOBIEm STALEIMENT ..e.eeeiveeieereetreeiee et e e esce s ere st e e e e s 4
1.3, Research QUESTIONS ...ouiiiieieieciaii it 5
1.5. Scope of study....... e ——————— R T 6
1.6 Significance of the STUAY oo 6
1.7 The Organization of CRAPLET ......oooeeiiiiiiiii e 7
1.8, Chapter SUMIMATY ..covuiiererierecnsesssssss et 9
CHAPTER 2 cueeenrvcincnanne v ensiSEa AR AR SR SRS A AU B SRS TS TR AR T e s anA SRR SRS SR T RS SR 11
LITERATURE REVIEW otiiieeneeeentininnresessnessnsssessesstesiesnssasssssssasssssssesssesnes 11
RO e Re e s Torate) s UOUUTTUUO U T OO TUUR PP PP PR RP TSRS SPPPRPRIRRREE 11
oA st s o A ——————— R AR L 11
2.2.1. Satisfaction and Loyalty LinK ... 11
2.2.2. E-Service qUAlItY ...c.coeceiiimirirrmmiiesieesecn s 2
2.2.3. Health-care portal background.........cocoeeniin 12

2.3. Definitions of Key Variables ......cooveeviniennini i Fow 13
2.3.1. Perceived RISKS oot ceie ettt 13
2.3.2. Perceived Benefits ...iiiiriiiieieeieeiieeieeien e 13

2.3 3. THUSE. .5 s0m s smmsmmussnernysweves ST 14
2.3.4. LOYAILY 1ottt 15



2.4. Development of Hypothesis................o.oooooiiiiiiiiiieeeeeeeeeeeeeee 18
2.4.1. Perceived Risks and Trust..........c.ccoocveeviieieceeeennn. O 18

2.4.2. Perceived Benefits ... 18

2.4.3. Trust and Satisfaction ................... . S 19
2.4.4.Trust and LOYAlEY .c.ooerieieiieiiicce e 20
2.4.5. Satisfaction and Loyalty ....ocoovoveeiiieieeie e, 20
2.4.6. Satisfaction mediated the relationship between Trust and Loyalty ........... 21
2.5, Chapter SUMIBATY ....ccooiiiieeiieieeeeeeeeeeeeeeeees e A S B Rchsmsrne 21

CONCEPTUALIZATION AND OPERATIONALIZATION ...... S 22

3.3. Variables Relevant to the Conceptual Model ........ooooooovovevoviivinieeee 25
3.3, 0. PerCRIVE RUSKS . iiciiiieriiiirorsinsiesissesmeesesssesecssssssensesssssssesessesssssssnsidoresnssas 25
3.3.2. Perceived Benefits ..o, S A A 25
RN TG TR b 5 USRNSSR TRTTUURUROTUUSTUURTOT 26
3.3.5. Loyalty e e T Y S G ST SRR 65 S s s s 26

CHAPTER 4............... sianademune ae nmseenmoe e S Y R S R A A S S R RS SRR 29

RESEARCH METHODOLOGY orviietieectneteeenrerieetssseseesseseeene R 29

4.1 INtroduction ...c e e, N W, 29
4.2, Research Methodology ..o oo e 29
4.2.1. Research PhiloSOPRY ..cco.voiioiiuiiiieiccie e 29
4.2.2. Research APProach oo 30
4.2.5. Research Strategy........cccocooen.. A BB R AR SRS e 22 ks v 30
4.2.4. Methodological CHOICE .ottt e 31
4.2.5. TIME HOTIZOM c.corveuiriieniieteritceetiecie ettt e et s st eas e st eenen st ansseessse s 31
4.2.6. Research Site/ Area SeleCtion .........ccocooeiiieiieeeeeeeeereeeeeeeeeeeeeee o, 32
427 LI OF ATIEIVSIS ;0000084013 Sissonnsomsmnsnssmrrmmmnmsssassssomsesn sovsosesssssss g esassm s 32



4.3. Method of Data collection and Source of Measurement ...........ccceeviveeniininenn 32

4.3.1. Method of Data Collection........cooueiuiiiiiiiiiiiriirie e 32
a.Primary Data
............................................................................................................................... 32
4.3.2. Source of MEASUTEIMENT .....eeveeeiiiieiiiiiiiiiiiaii ettt 34
4.4. Population and SaMPLING .....cooveviemeiiniicc s 35
4.4.1. Sampling Methods and Sample Size........oovvviinninn. e 36
4.5. Data Analysis and Evaluation ..o 38
4.5.1. POt StUAY ... ovriieeeeeeecrereeeecc et 38
4.5.2. Reliability and Validity of Instruments..........c...ccccocenn IS p—— 38
4.6. Method of Data EVaIUation ... 32
4.6.1, Univariate ANAIVSIS. .. smwsmsmamsssmsmmrsren srosnmmsmmminosmmues on sassasssifisasss - 40
4.6.2. BIvariate ANAlYSIS . .cooioieieieiiiiiieiicie e 40
4.6.3. Multivariate ANALYSIS.....ooeoiveriiiiiiiiiie b 41
4.7, DAt PrESENTALION cuvvveeiiiieieieireeeeste et eateeeie e s e e e s b e e et 45
4.7.1. Data Presentation for Personal Information.........ccooeveieneniniinnnnne. 45
4.7.2. Data Presentation for Research Information.........cccooeiiiininnnn. N 46
4.8, FtHICA] COnSTRation . e reensmsnensiesssssssunssninsnminms sosvumesarmmemsessmsommnrnsvnrnifor s65e50 53 46
CHAPTER 5...eoeiereeeesisseesssssssssssssssssstssssstsstssssassssssassasasssssssssssstsnsssesssssssssonsssasnsseas ...48
DATA PRESENTATION AND ANALYSIS it 48
5.1 ITOAUCTION «eone e e eeeeete et e et beesaee e eaa s e e e .48
5.2. Analysis of Relability .....ocooviiiiiiec s 49
5.3, Data PreSEentation ...oveeeieeereerererieereesuesseeereassssss st e st s s 50
5.3.1. Data Presentation and Analysis for Personal Information...............c...... 50
5.3.2. Data Presentation and Analysis of Research Information ...........c.cceeeee. 53
5.4. Testing of HyPOthesis ......cvviirmiiinmnsieienssi st 71
5.5. Chapter SUMIMALY .....ooieirmiesresseestsesiseensiss s RN 72

v



CHAPTER 6 ..veeeeeeeeeesversseeessaassesssssessssesssssssessssesssssstsssissassssassstasssessstssssisssssssasssseass 73

DISCUSSION OF FINDINGS .ccteeeirnircuesnisiesnestasessesssssssossssiesssasessasessessessasssssanss 73
G, 1. T DI ATON cccncamommmnmmmns s s SR A S5 v s acmemsn s a5 SR AR S BRp ee 73
6.2. Discussion about Personal Information ... 73
6.3. Discussion of Research Information ........cccoimieniinieniiii e 74

6.3.1. ObJECtiVe — L1 it e s 74
6.3.2. ODJECHIVE — 21 .cvvrerieiiimrrniesrcamarissssnsssasssesasesssansssvsasoneas e enmn o 3 A 75
6.3.3. OBJBELIVE = 31 crerwresuunsn e eeeeeeeseeesiaseereeaaREetaeeesaaee s s e b s aaaare s et s s Ry 75
6.3.4. ODJECLIVE — 41 ooueiemiiuniini sttt s 76
6.3.5. Objective ~3: oo PR SAR—— TRV 17
6.4. Discussion on Hypothesis TeStING ....cceoeeneiniiimiiie 78
6.5 CRAPLEr SUMMALY ..ouvoviierirniesieseesiticsess s s 78

CHAPTER 7 oueeeeeeeeeeeeestesssessesssesssessssssesssesstssscssssssassasssssssssessssossesssssssensssatascesiossssssssss 79

RECOMMENDATIONS AND CONCLUSIONS...iiiiiiiniininninnsnsnsnisssssessasenes 79
7.1. Introduction .awemmess s - UR—— e 19
7.2 CONCIUSION 1oeivvieerieiieeeiree e ereesteeeneebs s et e S 79

- 7.2.1. ODBJECLIVE ONE ovenirinirininnsesrsisssseiensnsesiisis s s e 79
7.2.2. ObJECHVE TWO c.ucvermirrressssssssssssssessssasssis st s nasssesesamcasssessasasns s iessasssers 79
7.3.3. Objective — TRICE....ccunmirmmininsreiriessinismiis sttt s s 80
7.3.4. OBJECIVE — FOUL w.ocviiiiimis ittt 80
7.3.5. ObJective — FIVE ovcrinrincrrcnninesinni i ississsnstsssssssesesssusssusss s e 81

7.4. Contribution of the study ....... eeureesusesseemessinssensstaRsdassSe s et et s se s s e nR e e r s s sE 81
7.5 RECOMIMENAATIONIS e rureeeeireeeereseeneeeasistenssseeresasrsasssseessnn e e e e s s 85
7.6. Limitations of the StUdY....cceoerueiiiiiiiiieisi e N— 84
7.7. Direction for Future ResSearch....cccooveieoiiiiii e 85
7.8. Chapter SUMMATY ......ccocvnrnveeeciinininns SR 86
REFERENCES .ottt eicerieseesseessessesssesssesssessissssssssssssasssesossssostosssssssisssasmassasssesssssssniones 87

Vi



APPENDIX

.................................................................................................................

vii



