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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. T'he target population comprised of the out

ward and inward customers of healthcare services the scope of'the study targeted

selected five healthcare services at Batticaioa. This study used a descriptive research

desigl. T'he study was based on primary data. T'he data was collected through a semi -
structured questionnaires targeting iinward and out ward patients Content Validity

Index was used to establish whether the que:rionnaire 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 improl'ement. in order to

gai n cusl"orner satisfaction.

Key Words:- Cnstomer satisfuction, Customer loyalty, 'frust, Heulthcare Services,

Pel ceiv e d ft l's/rs, P er ceiv ed B e n eJit s



TABLE OF CONTENTS

ACKNOWLEDGMENT ............ """"'i

ABSTRACT...

TABLE OF CONTENTS """"""""" ur

LIST OF'TABLES ........ viii

LIST OF FIGIIRES """""ix

CHAPTER 1................ """'1

INTRODIJCTION.....

1.1. tsackground of the study ......... """""""""" 1

1.2. Problem Statement """""""""'4

1.3. Research Questions..............

1.5. Scope of study..... """"""""""6

1.6 Significance of the Study """""6

I .7 'flie Or:ganization of Chapter ..........."... """"""""""""'7

1.8. Chapter Summary """""""""'9

CI{AFTEI?. 2 ".""......"...". ""'11

Lrui,lRATltlRE R8VIEW....."... """"11

i1.1. lnt'oduction........." """""""'':' 11

2.2. f')mpirical Review """""""""' 11

2.2.1 . Satisfaction and Loyalty Link.......... "':'"""""""" 1 1

2.2.2. E-service quality.......'........ """"""""12

2.2.3. Ilealth-care portal background """""'12

2..3. Definitions of Key Variables ".......'...."".." """""""""" 13

2.3.1. Per:ceivecl Risks """"""" 13

2.3.2. Perceived Benefits """"" 13

2.3.3. Trust """""" 14

2.3.4. Loya1ty............. """""""" 15

il1



2.4. Development of Hypothesis.............. ."....18

2.4.l.Perceived Risks and Trust...

2.4.2.PerceivedBenefits............... ......"....".1g

2.4.3. Trust and Satisfaction ....."... ....."........19

2.4.4.Trust and Loyalty ...........20

2.4.5. Satisfaction and Loyalty

2"4.6. satisfaction mediated the relationship between l'rust and I-oyalty ...........2r

2.5. Chapter Snmmary.............. .............".....21

cH,{P I'ER :} "....."."...."..

Co]F{CEP.rUAI,xZ,ATIoNANDOPERATIoNALIZATI0N

3.3" Variables F'elevant to the Conceptual Model .............25

3"3. i . Perceive<l i-lisks. ....._.......25

3.3.2. Perceived llenefits ......"........ .....".......25

3.3.3. Trust ..."".......26

3"3.4. Salisfaction... ... ........."..."26

3"3.5. Lcyalty .........26

cI{AP"tEIr 4.."...."......." .....2s

RE SEA T{C}{ ME HOD OI,OGY

4"1.Introcluction...."..... ....,..........."29

4.2. Research Methoclology.,........ "........".".,..."29

4.2.'[, Research Phi1osophy.......... ..."......"....29

4.2.2. Research Approach"..."."..... .........."....30
-

4.;.:. r(esearch Strategy".... ......"...................30

4.2.4.Mcthodological Choice....... .."......."....31

4.2..5. Time Horizon ............."...31

4.2.6. Research Site/ Area Selection............. ..................32

4.2.7.IJnit of Analysis .............32

1V



4.3. Method of Data collection and Source of Measurement """"' """32

4.3.1. Method of Data Collection.. """""""'32

a.Primary Data

11,

4.3.2. Source of Measurement........' """""'34

4.4. Population and Sampling """35

4.4.i. Sampling Methods and Sample Si2e"...... """"""35

4.5"DataAnalysis and Evaluation............ """38

4.5.1. Pilot Study......... """""""'38

4.5.2. Reliability and Validity of lnstruments.....'.......' """""""""",38

4.6. Methoci of Data Eva.luation """""""""""39

4.6.1.IJnivariate Anaiysis.............. ',"""""'40

4.6.2. Bivariate Analysis """""40

4.6.3.Multivariate Analysis. """"""""",,"'41

4.7 . DataPresentation """"""""""45

4.7 .1 . Data Presentation for Personal Information".""""""' """"""45

4.T.2.DalaPresentatiotlforResearchlnformation..'.""""' "'""',""'46

4.8. Ethical Consideration......"....'.. """""""'"46

CHAPTER 5 "............... .........-.'...........48

DATA PRESENTATION AND ANALYSIS....... .........'....".48

5.1. Introduction..,....... """""""""48

5.2. Analysis of Reliability ........-.. """""""""'49

5.3. Data Presentation """"'"-- """50

5.3.1. Data Presentation and Analysis forPersonal Information.........................50

5.3.2.DataPresentation and Analysis of Research Information..................'...'.-53

5.4. Testing of Hypothesis....'.'...... """"""""'71

5.5. Chapter Summary """""""""12



CHAPTER 6................ """""""""""73

DISCUSSION OF FINDINGS ..."......73

6.1.Introduction.......... """"""""'73

6.2. Discussion about Personal Information "'"""""""""""73

6.3. Discussion of Research Iuformation """'"74

6.3.1. Objective- 1:....'......"".. '""""""""""""74

6.3.2. Objective - 2:....--"........ """""'""""""'75

........7 5

.....".........76

6.3.5. Objective * 5:...."........". """"'"""""""77

6.4. Discussion on F{ypothesis Testing """""'78

6.5 Chapter Sumrnary """""""""'78

CIIAPTER 7................ """""""""""""79

RECOMN{ENDATIOI{S AI{D CONCLUSIONS........ .......79

7.l. lntroduction.......... """""""""79

7.2". Conclusion........... ""'-"""""'19

7 .2.1. Objective One """""""""79

7.2.2. Objective lwo." """""""79

7.3.3. Objective - Three ......'.. """"""""""' 80

7.3"4. Objective - Four ......"...

7.3.5. Objective-Five'.......... """""""""""81

7.4. Contribution of the study ......... """"""""81

7.5. Recommendations.................. """""""""83 --

7 .6. Limitations of the Study......'.. """'"""""" 84

7.7" Direction for Future Research... """""""' 85

7.8. Chapter Summary

R-EF-ERE|{CES.......... """87

v1



95APPENDIX

v11


