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Abstract: - Purpose - The purpose of this paper is to find the previous research in terms of how the field represented along a
number of dimensions such as journal, year, country, university, author, research design, research methods etc.

Design/methodology/approach- A range of studies that have applied the service quality in this 12-year period are examined from
the period of 2005 to 2016 in a non-exhaustive review of the literature searched containing the word “service quality in healthcare”
in their title and in the phrases to provide a comprehensive listing of journal articles. Each of these articles was further reviewed
and classified. These studies are selected from well-known database such as, “Emerald”, “Elsevier science direct”, “Taylor and
Francis” and “Springer”.

Findings- The paper identifies and summarizes numerous theoretical and empirical criticisms of the service quality in healthcare.
This paper finds the useful instrument in measuring service quality relates with methods employed in service quality in healthcare.

Originality/value- This paper provide useful source of information and examine 104 review article from 12 years of study and its

application must relates to the theoretical and empirical research finding and adopted the five related existing reviews.

Key Words: — Literature review, service quality, healthcare.
I. INTRODUCTION

Understanding service quality is indispensable for service
providers aspiring to attract and retain customers. Croshy
(1979) defined quality as zero defects, Juran (1980), measured
it as conformance to requirement and others measured quality
by counting internal and external failures (Garvin, 1983).
However these definitions tend to be better interpreted in
manufacturing sectors. Quality of goods, measured
objectively by indicators such as durability, defects,
reliability, etc. is difficult to replicate in service environments
(Parasuraman et al., 1988). In the service industry, quality
definitions tend to focus on meeting customer requirements
and how well service providers meet their expectations
(Lewis and Booms, 1983), usually by an encounter between
customer and service contact person. Service quality is
defined as “a global judgment or attitude relating to the
overall excellence or superiority of the service” (Parasuraman
et al., 1988).
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One common way is to conceptualize service quality as a
customer’s overall service quality evaluation is by applying a
disconfirmation model —the gap between service expectations
and performance (Cronin and Taylor, 1992; Parasuraman et
al., 1991b; Potter et al., 1994).

The objective of this paper is to examine the service quality
research in terms of how the field is represented along a
number of dimensions including journal, year, country,
university, publishing house, authors, research design,
research methods, and data analysis techniques. A range of
online databases between 2005 to till 2016 were searched
containing the word “service quality in healthcare” in their
title and in the phrases of the articles to provide a
comprehensive listing of journal articles on service quality in
healthcare. Control over quality was achieved by limiting the
search to peer-reviewed publications only. Full bibliographic
details of the 104 articles selected for analysis are shown in
the Appendix in order to make present research processes
transparent, and allow independent assessment of
classification and analysis. These articles were structured first
as per the research methodology and then databases of article
were developed for further analysis. The present research is
focused to analyze the main characteristics of service quality
literature in order to the research carried out in terms of what,
how, where and by whom. The answers to these questions will
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allow us to do the deep and extensive literature. This will also
help to determine what still needs to be investigated and what
to be offer to those who wants to begins the research on
service quality in healthcare. This paper is organized as
follows: Section 2 describes earlier reviews of literature on
service quality in healthcare Section 3 describes the scheme
and methodology of review. Section 4 presents the summary
of review and discussion. Section 5 is the last section
dedicated to conclusion includes three subsections presenting
the gaps identified in the research, significant findings of the
report and future directions of the research.

Il. LITERATURE REVIEW

It was found out during the current research that five literature
reviews on Service Quality in Healthcare have been done in
the past. The different reviews in chronological order are as
follows:
White, L. G. L. (2009). A critical review of patient
satisfaction. Leadership in Health Services, 22(1), 8-19.
Humphries, N., Morgan, K., Catherine Conry, M., McGowan,
Y., Montgomery, A., & McGee, H. (2014). Quality of care
and health professional burnout: narrative literature
review. International journal of health care quality
assurance, 27(4), 293-307.
Komashie, A., Mousavi, A., & Gore, J. (2007). Quality
management in healthcare and industry: A comparative
review and emerging themes. Journal of Management
History, 13(4), 359-370.
P. Pai, Y., & T. Chary, S. (2013). Dimensions of hospital
service quality: A critical review: Perspective of patients from
global studies. International journal of health care quality
assurance, 26(4), 308-340.
Gamal Aboelmaged, M. (2010). Six Sigma quality: a
structured  review and implications for  future
research. International Journal of Quality & Reliability
Management, 27(3), 268-317.
The outcome of available literature review related to service
quality in healthcare are discussed in table I. Further, a
comparison among above available literature review articles
is made using certain attributes (see Table 1I). The attributes
considered for comparisons are as follows:
e Thisrefers to a brief coverage of the publications in
terms of the content and the applicability;
e Number and type of publications covered: the
number of publications listed in journal papers; and
o Review methodology: this looks at the way in which
the literature has been reviewed and classified.

Table.1. Outcomes of earlier literature review of the articles

S. Title of paper Outcome

No

1 A critical | This paper review the patient satisfaction
review of | literature, specifically meta analyses, which
patient critically analyses its theory and use; then to
satisfaction present evidence for perceived service quality

as a separate and more advanced construct.
Papers that judiciously review the development
and application of patient satisfaction were
identified; along with studies addressing the
conceptual and methodological deficiencies
associated with the concept; and the current
perceived service quality theory.

2 Quality of | This paper is a narrative literature review of
care and | quality of care and health professional burnout
health in hospital settings published in peer-reviewed
professional journals between January 2000 and March
burnout: 2013. Papers were identified via a search of
narrative PsychiInfo, PubMed, Embase and CINNAHL
literature electronic databases. In total, 30 papers which
review measured and/or discussed both quality of care

and health professional burnout were identified.

3 Quality This paper is to review the historical
management | development of quality assessment methods in
in healthcare | manufacturing industry and healthcare. It
and industry examines the gap between methods across the
A two sectors, as well as the extent to which
comparative industrial techniques have been successfully
review and adopted in healthcare. Finally, a proposal for a
emerging new approach is presented
themes

4 Dimensions Service quality has been extensively studied
of  hospital | with considerable efforts taken to develop
service survey instruments for measuring purposes. The
quality: a | number of dimensional structure varies across
critical review | the studies. Self administered questionnaire
Perspective of | dominates in terms of mode of administration
patients from | adopted in the studies, with respondents ranging
global studies | from 18 to 85 years.

5 Six  Sigma | This paper aims to clarify emerging aspects and
quality: a | trends of Six Sigma literature over 17 years,
structured from 1992 to 2008. The literature on Six Sigma
review and | from 417 referred journal articles in business
implications and management disciplines, information
for future | systems and computer science, engineering;
research healthcare, etc. were systematically analyzed

based on a scheme that consists of four distinct
dimensions: publication year and journal, major
themes, research type, and application sector
(i.e. manufacturing vs service).

DINESH A.et.al.,: MEASUREMENT OF SERVICE QUALITY: A SYSTEMATIC LITERATURE REVIEW

81




INTERNATIONAL JOURNAL OF PROGRESSIVE RESEARCH IN SCIENCE AND ENGINEERING, VOL.2, NO.3, MARCH 2021.

Revie | Title Author | Published in Focus and objectives Number | Typesof | Methodology

w S of publicati

paper publicati | on

on covered
covered

1 A critical White Leadership in | This paper aims to review the patient satisfaction 32 Paper Papers that judiciously review the
review of | (2009) | Health literature, specifically meta-analyses, which development and application of patient
patient Services critically analyses its theory and use; then to satisfaction were identified; along with
satisfactio present evidence for perceived service quality as a studies addressing the conceptual and
n separate and more advanced construct. Patient methodological deficiencies associated with

satisfaction has been extensively studied and the concept; and the current perceived

considerable effort has gone into developing survey service quality theory. The construct has

instruments to measure it. However, most reviews little standardisation, low reliability and

have been critical of its use, since there is rarely uncertain validity. It continues to be used

any theoretical or conceptual development of the interchangeably with, and as a proxy for,

patient satisfaction concept. perceived service quality, which isa
conceptually different and superior
construct.

2 Quality of | Hump | International The purpose of this paper is to explore quality of 51 Paper The paper is a narrative literature review of
care and hries Journal of care and health professional burnout in hospital quality of care and health professional
health etal. Health Care settings. in hospital settings. The paper provides burnout in hospital settings published in
professio (2014) | Quality insight into the key healthworkforce-planning peer-reviewed journals between January
nal Assurance issues, specifically staffing levels and workloads, 2000 and March 2013. Papers were
burnout: which impact upon health professional burnout and identified via a search of PsychlInfo,
narrative quality of care. The evidence from the review PubMed, Embase and CINNAHL electronic
literature literature suggests that health professionals face databases. In total, 30 papers which
review heavier and increasingly complex workloads, even measured and/or discussed both quality of

when staffing levels and/or patient-staff ratios care and health professional burnout were
remain unchanged. identified.

3 Quality Komas | Journal of The purpose of this paper is to review the historical | 49 Paper Firstly, a review of the evolution of quality
managem | hieet Management development of quality assessment methods in assessment was conducted, based on books
entin al. History manufacturing industry and healthcare. It examines written by prominent experts in the field.
healthcare | (2007) the gap between methods across the two sectors, as Secondly, a study of the current approaches
and well as the extent to which industrial techniques in healthcare was undertaken. Publications
industry have been successfully adopted in healthcare. from varied sources, including worldwide
A Finally, a proposal for a new approach is presented. operations research and healthcare sources
comparati were selected according to criteria and
Ve review reviewed
and
emerging
themes

4 Dimensio | Pai International The purpose of this paper is to review the service 142 Paper Service quality has been extensively studied
ns of and Journal of quality dimensions established in various studies with considerable efforts taken to develop
hospital Chary Health Care conducted across the world specifically applied to survey instruments for measuring purposes.
service (2013) Quality health care. Studies conducted on quality of care The number of dimensional structure varies
quality: a Assurance selected from literature databases — Ebsco, Emerald across the studies. Self-administered
critical Insight, ABI/Inform — was subjected to a questionnaire dominates in terms of mode of
review comprehensive in-depth content analysis. The administration adopted in the studies, with
Perspecti literature offers dimensions used in assessing respondents ranging from 18 to 85 years.
ve of patient perceived service quality. The review Target sample size ranged from 84-2,000
patients reveals diversity and a plethora of dimensions and respondents in self-administered
from methodology to develop the construct discussed. questionnaires and for mail administration
global ranged from 300-2,600 respondents. Studies
studies vary in terms of the scores used ranging

from four to ten-point scale. A total of 27 of
the studies have used EFA, 11 studies have
used structural equation modelling and eight
studies used gap scores. Cronbach’s alpha is
the most commonly used measure of scale
reliability. There is variation in terms of
measuring the content, criteria and construct
validation among the studies.

5 Six Sigma | Aboel International A number of key findings emerged: Six Sigma 147 Paper This paper aims to clarify emerging aspects
quality:a | maged | Journal of research is growing rapidly, covering various and trends of Six Sigma literature over 17
structured | (2010) | Quality & disciplines and domains with a great focus on Six years, from 1992 to 2008. The literature on
review Reliability Sigma tools and techniques; empirical research is Six Sigma from 417 referred journal articles
and Management dominant with more emphasis on case study in business and management disciplines,
implicatio approach; and the growing gap between information systems and computer science,
ns for manufacturing- and service-focused articles implies engineering, healthcare, etc. were
future the return of Six Sigma to manufacturing as its systematically analyzed based on a scheme
research initial base. Although a large volume of literature is that consists of four distinct dimensions:

available on Six Sigma, the topic is still under
development and offers potential opportunities for
further research and applications.

publication year and journal, major themes,
research type, and application sector (i.e.
manufacturing vs service).
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Table 3. Attributes used in the analysis

Attributes

Descriptions

Journal used

It is based on the journals which contains
the articles related service quality in
healthcare area

Year of article

It is based on the years in which the

publication articles were published to know awareness
among organizations and suppliers
Country of | Itisbased on the countries which are
publication paying more attention towards
environmental issues and aspects
University of | Itisbased on the universities interestingly
publication working on the service quality in

healthcare area

Publishing house

It is based on the renowned publishers
involved to explore and published the peer
research on service quality in healthcare

Authors

It is based on the active involvement of
the researchers in the field of service
quality in healthcare

Research design
applied

(1)Empirical
quantitative

2) Empirical
qualitative

(3) Desk quantitative
(4) Desk qualitative

(5) Empirical
triangulation

Survey research

Case study and action research
approaches

Mathematical model, fuzzy logic, etc.

Conceptual models, archival studies,
developing propositions for future
research, etc.

Multi method approach i.e. when two or
more methods were applied

Research methods

(1) Questionnaire
Survey

(2) Interviews

(3) Interviews +
survey

4) Conceptual
model

(5) Case study

Direct or mail based survey
Verbal or written, structured interview

Both survey and interviews were
conducted simultaneously

Theoretical research
Theoretical or empirical case study

Data analysis
techniques

It is based on the summarizations of the
large data. Major techniques used for data
analysis such as factor analysis,
correlation and regression analysis,
analysis of variance (ANOVA),

Structural equation modeling (SEM),
cluster analysis, path analysis, data
envelopment analysis (DEA), linear
programming, etc.

Apart from these unique attributes, certain common
parameters like, the name of publication, authors, year of
publication, journal of publication are also used (shown in
table 11). The detailed information and discussion has been
carried in table Il and I11.
This paper aims to review and understand the trends of the
service quality in healthcare articles published between 2005
to 2016. Now it is very essential that attempt to this paper
should be different from the earlier reviews and covers deep
literature. Besides these, this paper is also covering the
following objectives:

o Classification of research articles;

e Arranging all the published articles in orderly

manner; and

e Gap identification, findings and future directions.
Keeping these observations in mind the authors decided to
approach the review process in a different way, as illustrated
in the next section of the paper.

I1l. SCHEME AND METHODOLOGY OF REVIEW

A. Prelude to literature review

Literature review may be considered as the primary method
of synthesizing previous research on service quality in
healthcare. Structured literature review considers the service
quality research that can be applied both in qualitative and a
quantitative way. The structured review represents an
effective tool for analyzing a sample of research document in
a systematic and rule-governed way. Over the past three years,
the authors had several opportunities to collect and study the
literature concerning to service quality. There were two main
reasons:

e Interactions with the organizations with focus on
service quality; and

e One of the authors is pursuing doctoral in the field
service quality implementation.

B. Scheme of literature review
As per the agenda of present research it was decided to
classify and analyses the literature in detail. The course of
action included the following steps:

e The collection of the data for literature has been
reviewed from 2005 to 2016 ensuring that database
is as current as possible.

e For extensive literature, the data from Scopus were
specifically used to find current and pertaining
literature on service quality. Electronic search in
World Wide Web were made to ensure the collection
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of complete database of service quality. It has been
tried to include most of the articles in best possible
way; however, the present research do not claim that
the database is complete or exhaustive in nature. The
research has been carried out in English language
and employed the following electronic databases:

o  Elsevier science direct — www.sciencedirect.com/;

e  Emerald insight — www.emeraldinsight.com/;

e Taylor and Francis — www.tandfonline.com/;

e  Springer link —www.springer.com/; and

e The literature review is based on a search for the
“service quality in healthcare” in the title and in the
phrases of the above mentioned online databases.

e Developing a classification scheme is the next step.
First a bibliographical list of all publications was
developed and a file was created in M. S. Excel
spread sheet.

C. Review methodology

These journals are from above listed well-reputed publishers.
These articles were divided into categories namely journal
wise publication, year of articles publication, country of
publication, worldwide university of publication, publisher
wise, authors actively involved in the publication, research
design used, according to the research methodology used, data
analysis techniques in service equality in healthcare.

— Selection of papers from year
< 2005 to 2016 )

Selection of research database
- Emerald Insight
- Elscvier Science Direct
- Taylor & Francis
- Springer link

Journal selection
Research Database containing
“service quality in healthcare”
related article and phrases
searched and selected journals

10

Articles classification

Journals
Country
Year
Universit

- Author

- Research
design

- Research
method

LU

v
Publicati

Analysis from articles ~
Gaps identified

Significance

finding

- Future _—

Fig.1. General Methodology for review of literature

IV. SUMMARY OF REVIEW AND DISCUSSION

This section contains the summary of review as per the
scheme and methodology of review. The complete details are
discussed as follows.

A. Service Quality in Healthcare According To
Journals

A total of 104 papers are published of service quality
containing the word “service quality in healthcare” in the title
and in the phrases from publishing outlets as shown in the
Table IV. The Table IV suggests that International Journal of
Healthcare Quality Assurance appeared the highest numbers
i.e. 27, containing the word service quality in healthcare in
their title and in the phrases. The least number of articles
published is one in many journals. There were other journals
that have published significant amount of articles on service
quality in healthcare includes International Journal of
Pharmaceutical and Healthcare Marketing (8), International
Journal of Quality and Service Sciences(6), Managing Service
Quality an International Journal, Expert Systems with
Applications published five articles each and three journals
namely  Benchmarking: An International  journal,
International Journal of Quality & Reliability Management
and Journal of Health Organization and Management
published four articles each. However there are more journals
which contain articles related to service quality in healthcare
supporting the topic areas (see Table V). This highlights and
upholds the cross-disciplinary nature of service quality in
healthcare research and also helps the researchers and
practitioners to know about the various journals in which
service quality in healthcare research has been published.

Table.4. Journal wise papers

Name of journals No. of papers %

International Journal of HealthCare Quality Assurance 27 2596
International Journal of Pharmaceutical and Healthcare 8 7.69
Marketing
International Journal of Quality and Service Sciences 6 5.76

‘ Managing Service Quality an International Journal 5 480 |
Expert Systems with Applications 5 4.80
Benchmarking: An International journal 4 3.84
International Journal of Quality & Reliability Management 4 3.84
Journal of Health Organization and Management 4 384

Technological Forecasting and Social Change 3 288 |
The TQM Journal 2 1.92
Leadership in Health Services 2 192
International Journal of Service Industry Management 2 192
International Journal of Productivity and Performance 2 192

| Management |

| The Service Industries Journal 2 192 |
Applied Soft Computing 1 0.96
International Journal of Healthcare Management 1 0.96
Asian Journal on Quality 1 0.96
Built Environment Project and Asset Management journal 1 0.96
Clinical Orthopaedics and Related Research 1 0.96
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Journal of Facilities Management 1 0.96
Computers in Industry an International Journal 1 0.96
International Journal of Public Sector Management 1 0.96
Hospital Topics 1 0.96
International Emergency Nursing 1 0.96
European Management Journal 1 0.96
EuroMed Journal of Business 1 0.96
Decision Support Systems 1 0.96
Operation Management Research 1 0.96

International Journal of Quality Innovation 1 0.96

Journal of Communication in Healthcare 0.96

0.96
0.96
0.96

Journal of Service Management
Reference Services Review
TQM Magazine

VINE

0.96

Journal of Substance Use 0.96

Service Business Journal
Telecommunications Policy journal
Clinical Governance: An International Journal

0.96
0.96
0.96
The journal of information 0.96
Journal of Management History 0.96

Total 104 100

B. Service Quality in Healthcare According To Year
of Articles Publication

A longitudinal literature survey published within the field of
Service Quality is being predicted in the Table V, which
indicates that the number of articles published on Service
Quality in Healthcare has potentially increased. Based on the
citation of the article, 19 articles were appeared in the year
2016, eventually followed by 2015 with a total 10 articles with
4 articles in 2014 and 2013 counts a total of 13 articles,
Likewise the numbers of articles published are 8 in 2012 and
4 articles in 2011, eventually followed by 2010 with a total of
12 articles and 14 articles in 2009, appearing in selected
journals during some years at all. However there are more
journals year wise which contain articles related to service
quality in healthcare supporting the topic areas (see Table V).
While it may be argued that increasing number of articles
suggest the increased level of interest towards research
activities in the subject area. The point especially applicable
to the earlier years considers the lack of articles prior to this
time may be because of a number of reasons, such as not all
journals were being published in each year in the present
research. A large number of organizational environmental
based initiatives may have included a service quality strategy
due the rapid increase of articles from the year 2005 onwards,
as it was a period of global internet boom and because of
environmental awareness among organizations and suppliers
globally.

Table.5. Year wise list of papers

Year No. of papers

2016 19

2015 10

2014 4

2013 13

2012

2011 4

2010 12

2009 14

2008 7

2007 8

2006 3

2005 2

Total 104
= 2016
m 2015
=2014
m2013
m2012
m2011
=2010
= 2009

2008

m2007
= 2006

2005

Fig.2. Year wise papers

C. Service Quality in Healthcare Studies According

To the Country
The purpose of analysis of service quality studies according
to the country is to create awareness among researchers and
practitioners as well as society about which countries are
paying more attention towards service quality research and
also to create awareness in the society about the
environmental issues, aspects and challenges. The finding on
service quality in healthcare research across the 104
publications has covered 31 major countries around the world
as shown in the Table VI. Out of 104 articles India contributed
most number of articles. Apart from India many other
countries like as USA, UK, Italy, Spain, Malaysia, Korea,
Australia, Thailand, Turkey, Sweden, Iran, Ghana, etc., as
shown in the Table VI are also the major countries responsible
for a substantial number of publications (see Table VI).
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In the countries such as Germany, Ireland, Mauritius,
Netherland, New York, New Zealand, Nigeria, Oman etc., are
the locations of Service Quality in Healthcare research where
numbers of publications were low (see Table VI). This
indicates that there were ample opportunities in these
countries to do research and further expand the Service
Quality in Healthcare base.

Table.6. Papers country wise

Name of country No. of paper %
India 18 17.30
USA 14 13.46
UK
Italy
Spain
Malaysia
Korea
Australia
Thailand

=)
o
=
@

Turkey
Sweden
Iran
Ghana
Canada
Finland

Greece
Indonesia

Germany

Ireland
Mauritius

Netherlands

New York

New Zealand
Nigeria
Oman
Pakistan
Qatar

Saudi Arabia

0.96
0.96

0.96
100

Singapore

Taiwan
UAE

S| = =] = =[=]=[=|=]| = =| =|=] =] R[] |w|lw]|w]|w|l &&]&lulofo
-
o
3

E

Total

_

o India

mUSA

mUK

mitaly

m Spain

u Malaysia

W Korea

W Australia
"l"n‘r‘allland

o Turkey

W Sweden

Fig.3. Country wise review paper

D. Service Quality in Healthcare Studies According
To Universities
For publishing the 104 articles, a total of 98
institutions/universities have affiliated authors who analysed
on the Service Quality in Healthcare study. The most active
university appears in the Service Quality in Healthcare
research is shown in the Table VII. The contributions from

each university varies from one to five articles overall in
numbers. The Table VII clearly shows that A California State
University, California, USA has got the highest number of
publications with 5 publications. Hence it is the largest
contributor in terms of number of articles publications
according to this and therefore can be seen as a leading centre
of research followed by University of Ghana Business School,
Ghana with a three publication, and least of papers containing
Telangana University, Telangana, India, Indian Institute of
Technology Madras, India, Indonesian Institute of Sciences,
Indonesia, Metropolitan University, London, UK, University
of Malaysia, Malaysia, University of Stirling, Scotland, UK,
University of Australia, Australia, National Institute of
Technology, Rourkela, India with two articles publication
each. There are various other numbers of universities are the
source of a number of articles publications such as Indian
Institute of Technology Delhi, India, Indian Institute of
Management Raipur, India which is the world’s most reputed
institution. There are many more universities which reference
the current research is not listed in the table.

Table.7. University wise list of papers

Name of university No. of papers
A California State University, 5
California, USA
University of Ghana Business 3
School, Ghana
Telangana University, Telangana, 2
India
Indian Institute of Technology 2
Madras, India
Indonesian Institute of Sciences, 2
Indonesia
Metropolitan University, London, 2
UK
University of Malaysia, Malaysia 2
University of Stirling, Scotland, 2
UK
University of Australia, Australia 2
National Institute of Technology, 2
Rourkela, India
Indian Institute of Technology 1
Delhi, India
Indian Institute of Management 1
Raipur, India

E. Service Quality in Healthcare Studies According
To Publishing House
The finding on Service Quality in Healthcare research across
the 104 publications has covered four publishers, namely,
Emerald publication, Science Direct/Elsevier, Taylor and
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Francis, Springer link and these publishers published the
major research articles on Service Quality in Healthcare
study. The Table VIII shows that Emerald published 71
articles on Service Quality in Healthcare research, followed
by publication science Direct/Elsevier with 17 articles. There
were more publishers published articles on Service Quality in
Healthcare such as Taylor and Francis (8) articles, Springer
link (8) articles. These are the renowned publishers which are
actively participate to explore and published the peer research
that has researched by the researchers and practitioners in the
area of Service Quality in Healthcare (Figure 3).

Table.8. Publisher wise papers

Name of publisher No. of papers %
Emerald insight 71 68.26
Elsevier Science 17 16.34

direct
Springer link 8 7.69
Taylor & Francis 8 7.69
Total 104 100

B Emerald insight
I Elsevier Science direct
Springer link

W Taylor & Francis

Fig.4. Publisher wise review of paper

F. Service Quality in Healthcare According To the

Authors Involved In Research
Service Quality in Healthcare research is being studies by
knowing the active involvement of the authors, who were
participated in the publications of the articles. A total of 219
authors contributed to the 104 articles on Service Quality in
Healthcare research. All the authors from 104 articles
including main author and co-author are taken. Table IX
shows the top 9 authors with a two articles each.

Table.9. Author wise distribution of paper

S. No. Name of author
Yogesh P. Pai

Roger Bennett

No. of papers

Ramakrishna Naik

Mayuri Mahendran
M. Palani Natha Raja
Glilcin Blytikdzkan

Franc,ois A
Aaron A

| N| o g M W] N -
N[ N N N N N NN

G. Research design

The methodology applied for research design in this paper is
based on the empirical work or desk research. The articles
have been categorized into four major sections such as
empirical qualitative, empirical quantitative, desk qualitative,
desk quantitative and empirical triangulation. The articles in
each category of research design per year, the Table X will
provide all the information. This shows that empirical
quantitative (41) has got the highest number of articles
published in peer-reviewed journals and they are mostly based
on the survey. The empirical qualitative research is done in
(25) articles indicating that case study; action research
approaches were less popular. A multi method approach also
called as empirical triangulation is also used in 6 articles in
which more than two methods were used to formulate the
required models. The desk quantitative (18) containing
mathematical modeling, fuzzy logic, etc., is more popular
than the desk qualitative (14) containing conceptual models,
archival studies, future research propositions, etc., (Figures 4
and 5).

Table.10. Research design applied to service quality in healthcare

Research No. of papers %
design

Empirical 41 39.42
quantitative

Empirical 25 24.03
qualitative

Desk 18 17.30
quantitative

Desk qualitative | 14 13.46
Empirical 6 5.76
triangulation

Total 104 100

1 —
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N Empirical
quantitative

B Empirical qualitative
Desk quantitative

H Desk qualitative

Fig.5. Research Design Wise Comparison of Paper
H. Research Methods

Each article of Service Quality in Healthcare research was
observed, analysed and the research methods were noted
down. The major research articles focus on the methods
such as survey, interviews, mathematical modeling,
simulation, case studies and conceptual models.

The methods like simulation, math modeling, and surveys
are coming under all sewn up models. These models are
dominated by the logistics and Service Quality in
Healthcare discipline.

Information about all the research methods found is shown
in the Table XI. The most common method used for Service
Quality in Healthcare is Questionnaire Survey (21),
followed by the articles on case study (17). The combination
of survey and interview includes 10 articles.

Table.11. Research methods applied

Research methods No. of %
papers
Questionnaire Survey 21 20.19
Interview survey 16 15.38
_Quest!onnai re & 10 9.61
interview survey
Conceptual model 9 8.65
Case study 17 16.34
Mathematical model 15 14.42
Case study& 12 11.53
Mathematical model
Simulation 4 3.84
Total 104 100

B Questionnaire Survey

B Interview survey

B Questionnaire & interview survey
u Conceptual model

H Case study

u Mathematical model

Case study& Mathematical model

%

Figure 6. Research methods wise caparison of papers

Simulation

|. Data Analysis Techniques

To summarize the large amount of data, the researcher will
take the help of data analysis techniques. There are various
ways of data analysis techniques to summarize the data such
as questionnaire development, understanding the effect of
number of variables on the final outcome, it helps the
researcher in minimizing the spurious effects inherent in most
questionnaire data, and it also enables the effects of
alternative future scenario to asses to the researcher. There
were many major techniques used for data analysis such as
factor analysis, correlation and regression analysis, analysis
of variance (ANOVA), set theory, game theory, Structural
equation modelling (SEM), diffusion innovation theory,
quantitative analysis, cluster analysis, path analysis, data
envelopment analysis (DEA), linear programming, etc.
Information about data analysis techniques used within the
articles for data analysis has been shown in the Table XII. For
more advanced data analysis techniques are needed for
improving in persuasive findings of survey research as
suggested by Mentzer and Kahn (1995), Such as path
analysis, regression, ANOVA, etc. The extension of multiple
regression analysis is the path analysis for examining the
significance and the magnitude of causal connections between
a set of variables. It is also the subset of a more elaborative
technique called SEM.

The Table XII shows that out 104 articles, correlation analysis
has been done in most articles (34), followed by factor
analysis with 31 articles, while regression analysis has been
done in 24 articles, ANOVA in 12 articles and in 11 articles
sensitivity analysis has been done, followed by set theory with
ten articles and game theory contains seven articles. SEM
with five articles, path analysis with four articles, while
cluster analysis and diffusion innovation theory includes three
articles each. While linear programming have been done in
two articles. Data analysis techniques such as DEA and
Quantitative analysis contains one article each. Inspite of
these techniques, 29 other articles were there which contains
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other techniques such as case studies, literature review, etc.,
(Figures 8 and 9).
Table 12. Data analysis techniques

Data analysis No. of papers %
technique
Correlation analysis 25 24.03
Factor analysis 15 14.42
Regression 24 23.07
ANOVA 11 10.57
Sensitivity analysis 4 3.84
Set theory 3 2.88
Game theory 2 1.92
SEM 5 3.57
Path analysis 2 1.92
Cluster analysis 2 1..92
Diffusion innovation 1 0.96
theory
Linear programming 1 0.96
Quantitative analysis 1 0.96
Others 7 6.73
Total 104 100

V. CONCLUSION

This paper presents insights into the conceptualization and
methodological research based on service quality in
healthcare. The review enables us to understand the state-of-
art practices in the area of service quality. This paper attempts
to provide an overview of the body of the 104 articles
covering 21 different peer-reviewed journals and having
“service quality in healthcare” in the title and in the phrases.
The present research investigates the series of dimensions
including the journals most often publishing articles on
service quality in healthcare research, authors most active in
the subject area (in terms of articles published), unit of
analysis, research design applied, techniques used for
analysing the data’s, the theories and theoretical constructs
utilized, and contexts examined. The empirical attest
presented by authors in this research studies are often linked
with the question and methodology used to conduct research.
The motivation behind this investigation is to provide a
comprehensive examination and useful insights into the
significant findings, current research gaps and future research
directions.

A. Significant Findings

From the earlier literature review only five articles were
found. First article contain patient satisfaction literature and
defining the service theory, second shows the peer reviewed
journals between 2000 to 2013, third shows the industrial
techniques use for two sectors, forth represent the dimensions
and questionnaire used and fifth article show state-of-art
literature review on service quality in healthcare.

B. Gaps identified

Since this research focused on title service quality in
healthcare which find out only healthcare related research
which shows the lack of service quality research in other
industries.

e Most of the articles are focused on the survey
research. Simulation and mathematical models were
used in very limited numbers of articles.

e  Analytical research is done in fewer articles. In many
articles the secondary data’s were not used in an
innovative way.

e Despite of many studies conducted in the area of
healthcare service quality, there was lack of mutual
understanding of theoretical and methodological
dimensions.

e There is no study focused to understand the
similarities and dissimilarities of service quality
practices of healthcare organizations.

e Although there are many articles are available on the
service quality but lack the strategic planning to
implement Healthcare service.

C. Future Research Directions

This paper has shown the current status of service quality in
healthcare research from standpoint of research methods, data
analysis techniques, data sources and level of analysis. It has
been shown that present research is more accurate than the
past research. The following points offer some direction for
future research
e This article is limited in reviewing those articles
which contains the word service quality in healthcare
in the title and the phrases of the articles and we fully
acknowledge that there may numerous studies,
which lack the keyword in the title, but still focus
upon service quality in healthcare in the main
context.
e Thisresearch is limited to the journals from Emerald
Publication, Science Direct/Elsevier, Taylor and
Francis and Springer link. But there were more
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journals which are well known and particularly
devoted to service quality research can be used.

e Although this research covered the maximum
number of articles comparative to the other review
articles on service quality theme, but more
comprehensive research can be done in future in
order to provide a greater understanding of the
subject area.

REFERENCES

[1]. Aagja, J. P., & Garg, R. (2010). Measuring perceived service
quality for public hospitals (PubHosQual) in the Indian
context. International Journal of Pharmaceutical and
Healthcare Marketing, 4(1), 60-83.

[2]. Abuosi, A. A, & Atinga, R. A. (2013). Service quality in
healthcare institutions: establishing the gaps for policy
action. International journal of health care quality assurance,
26(5), 481-492.

[3]. Abuosi, A. A. (2015). Patients versus healthcare providers’
perceptions of quality of care: Establishing the gaps for
policy action. Clinical Governance: An International Journal,
20(4), 170-182.

[4]. Aggelidis, V. P., & Chatzoglou, P. D. (2008). Methods for
evaluating hospital information systems: a literature review.
EuroMed Journal of Business, 3(1), 99-118.

[5]. Ahmad, N., Usman Awan, M., Raouf, A., & Sparks, L.
(2009). Development of a service quality scale for
pharmaceutical supply chains. International journal of
pharmaceutical and healthcare marketing, 3(1), 26-45.

[6]. Alaloola, N. A., & Albedaiwi, W. A. (2008). Patient
satisfaction in a Riyadh tertiary care centre. International
journal of health care quality assurance, 21(7), 630-637.

[7]. Al-Balushi, S., Sohal, A. S., Singh, P. J., Al Hajri, A., Al
Farsi, Y. M., & Al Abri, R. (2014). Readiness factors for lean
implementation in healthcare settings—a literature review.
Journal of health organization and management, 28(2), 135-
153.

[8]. Ang, W. C., Swain, N., & Gale, C. (2013). Evaluating
communication in healthcare: Systematic review and
analysis of suitable communication scales. Journal of
Communication in Healthcare, 6(4), 216-222.

[9]. Arasli, H., Haktan Ekiz, E., & Turan Katircioglu, S. (2008).
Gearing service quality into public and private hospitals in
small islands: empirical evidence from Cyprus. International
journal of health care quality assurance, 21(1), 8-23.

[10]. Auerbach, A. (2009). Healthcare quality measurement in
orthopaedic surgery: current state of the art. Clinical
Orthopaedics and Related Research®, 467(10), 2542-2547.

[11]. Ayimbillah Atinga, R., Abekah-Nkrumah, G., & Ameyaw
Domfeh, K. (2011). Managing healthcare quality in Ghana: a
necessity of patient satisfaction. International Journal of
Health Care Quality Assurance, 24(7), 548-563.

[12].Baalbaki, I., Ahmed, Z. U., Pashtenko, V. H., & Makarem,
S. (2008). Patient satisfaction with healthcare delivery
systems. International Journal of Pharmaceutical and
Healthcare Marketing, 2(1), 47-62.

[13].Bakti, I. G. M. Y., & Sumaedi, S. (2015). P-TRANSQUAL:
a service quality model of public land transport services.
International Journal of Quality & Reliability Management,
32(6), 534-558.

[14].Barabino, B., Deiana, E., & Tilocca, P. (2012). Measuring
service quality in urban bus transport: a modified
SERVQUAL approach. International Journal of Quality and
Service Sciences, 4(3), 238-252.

[15].Barr-Walker, J., & Barr-Walker, J. (2016). Health literacy
and libraries: a literature review. Reference Services Review,
44(2), 191-205.

[16].Basole, R. C., Bodner, D. A, & Rouse, W. B. (2013).
Healthcare management through organizational simulation.
Decision Support Systems, 55(2), 552-563.

[17].Bennett, R., & Barkensjo, A. (2005). Relationship quality,
relationship marketing, and client perceptions of the levels of
service quality of charitable organizations. International
journal of service industry management, 16(1), 81-106.

[18].Buttigieg, S. C., Dey, P. K., & Cassar, M. R. (2016).
Combined quality function deployment and logical
framework analysis to improve quality of emergency care in
Malta. International journal of health care quality assurance,
29(2), 123-140.

[19].Buylkodzkan, G., Cifci, G., & Glleryiz, S. (2011). Strategic
analysis of healthcare service quality using fuzzy AHP
methodology. Expert systems with applications, 38(8), 9407-
9424,

[20].Buylikdzkan, G., & Cif¢i, G. (2012). A combined fuzzy AHP
and fuzzy TOPSIS based strategic analysis of electronic
service quality in healthcare industry. Expert Systems with
Applications, 39(3), 2341-2354.

[21].Carlucci, D., Renna, P., & Schiuma, G. (2013). Evaluating
service quality dimensions as antecedents to outpatient
satisfaction using back propagation neural network. Health
care management science, 16(1), 37-44.

[22].Carrasco, R. A., Mufioz-Leiva, F., Sdnchez-Fernandez, J., &
Liébana-Cabanillas, F. J. (2012). A model for the integration
of e-financial services questionnaires with SERVQUAL
scales under fuzzy linguistic modeling. Expert Systems with
Applications, 39(14), 11535-11547.

[23].Carrillat, F. A., Jaramillo, F., & Mulki, J. P. (2007). The
validity of the SERVQUAL and SERVPERF scales: A meta-
analytic view of 17 years of research across five continents.
International Journal of Service Industry Management, 18(5),
472-490.

[24].Chahal, H., & Bala, M. (2012). Significant components of
service brand equity in healthcare sector. International
journal of health care quality assurance, 25(4), 343-362.

DINESH A.et.al.,: MEASUREMENT OF SERVICE QUALITY: A SYSTEMATIC LITERATURE REVIEW 90



INTERNATIONAL JOURNAL OF PROGRESSIVE RESEARCH IN SCIENCE AND ENGINEERING, VOL.2, NO.3, MARCH 2021.

[25]. Chaniotakis, 1. E., & Lymperopoulos, C. (2009). Service
quality effect on satisfaction and word of mouth in the health
care industry. Managing Service Quality: An International
Journal, 19(2), 229-242.

[26]. Chowdhary, N., & Prakash, M. (2007). Prioritizing service
quality dimensions. Managing Service Quality: An
International Journal, 17(5), 493-509.

[27].Cristobal, E., Flavian, C., & Guinaliu, M. (2007). Perceived
e-service quality (PeSQ) Measurement validation and effects
on consumer satisfaction and web site loyalty. Managing
service quality: An international journal, 17(3), 317-340.

[28].Davies, S. (2006). Health services management education:
why and what?. Journal of health organization and
management, 20(4), 325-334.

[29].Debata, B. R., Patnaik, B., Mahapatra, S. S., & Sree, K.
(2015). Interrelations of service quality and service loyalty
dimensions in medical tourism: a structural equation
modelling approach. Benchmarking: An International
Journal, 22(1), 18-55.

[30].Duggirala, M., Rajendran, C., & Anantharaman, R. N.
(2008). Patient-perceived dimensions of total quality service
in healthcare. Benchmarking: An International Journal,
15(5), 560-583.

[31].Esain, A. E., Williams, S. J., Gakhal, S., Caley, L. & Cooke,
M. W. (2012). Healthcare quality improvement policy
implications and practicalities. International Journal of
Health Care Quality Assurance, 25(7), 565-581.

[32].Fahmi Khudair, 1., & Asif Raza, S. (2013). Measuring
patients' satisfaction with pharmaceutical services at a public
hospital in Qatar. International journal of health care quality
assurance, 26(5), 398-419.

[33].Gamal Aboelmaged, M. (2010). Six Sigma quality: a
structured review and implications for future research.
International Journal of Quality & Reliability Management,
27(3), 268-317.

[34].Gremyr, I, & Raharjo, H. (2013). Quality function
deployment in healthcare: a literature review and case study.
International journal of health care quality assurance, 26(2),
135-146.

[35]. Hadwich, K., Georgi, D., Tuzovic, S., Bittner, J., & Bruhn,
M. (2010). Perceived quality of e-health services: A
conceptual scale development of e-health service quality
based on the C-OAR-SE approach. International Journal of
Pharmaceutical and Healthcare Marketing, 4(2), 112-136.

[36].Hashim, H. A., Hashim, H. A., Sapri, M., Sapri, M., Low, S.
T., & Low, S. T. (2016). Public private partnership (PPP)
facilities management for healthcare services in Malaysia:
The challenges of implementation. Journal of Facilities
Management, 14(4), 350-362.

[37].Hegji, C. E., Self, D. R., & Findley, C. S. (2007). The link
between hospital quality and services profitability.
International Journal of Pharmaceutical and Healthcare
Marketing, 1(4), 290-303.

[38].Humphries, N., Morgan, K., Catherine Conry, M.,
McGowan, Y., Montgomery, A., & McGee, H. (2014).
Quality of care and health professional burnout: narrative
literature review. International journal of health care quality
assurance, 27(4), 293-307.

[39]. Ikediashi, D. I., Ogunlana, S. O., & Odesola, I. A. (2015).
Service quality and user satisfaction of outsourced facilities
management (FM) services in Nigeria’s public hospitals.
Built Environment Project and Asset Management, 5(4),
363-379.

[40].Ja4skeldinen, A., & Lonngvist, A. (2009). Designing
operative productivity measures in public services. Vine,
39(1), 55-67.

[41].Jain, R., Sahney, S., & Sinha, G. (2013). Developing a scale
to measure students’ perception of service quality in the
Indian context. The TQM Journal, 25(3), 276-294.

[42].Jandavath, R. K. N., & Byram, A. (2016). Healthcare service
quality effect on patient satisfaction and behavioural
intentions in corporate hospitals in India. International
Journal of Pharmaceutical and Healthcare Marketing, 10(1),
48-74.

[43].Jang, S. H., Kim, R. H., & Lee, C. W. (2016). Effect of u-
healthcare service quality on usage intention in a healthcare
service. Technological Forecasting and Social Change, 113,
396-403.

[44].Johnson, D. M., Johnson, D. M., Russell, R. S., Russell, R.
S., White, S. W., & White, S. W. (2016). Perceptions of care
quality and the effect on patient satisfaction. International
Journal of Quality & Reliability Management, 33(8), 1202-
1229.

[45].Jorma, T., Tiirinki, H., Bloigu, R., & Turkki, L. (2016).
LEAN thinking in Finnish healthcare. Leadership in Health
Services, 29(1), 9-36.

[46]. K&mardinen, V. J., Peltokorpi, A., Torkki, P., & Tallbacka,
K. (2016). Measuring healthcare productivity—from unit to
system level. International journal of health care quality
assurance, 29(3), 288-299.

[47].Khorshidi, H. A., Nikfalazar, S., & Gunawan, |. (2016).
Statistical process control application on service quality
using SERVQUAL and QFD with a case study in trains’
services. The TQM Journal, 28(2), 195-215.

[48].Kim, R. H., Gaukler, G. M., & Lee, C. W. (2016). Improving
healthcare quality: A technological and managerial
innovation perspective. Technological Forecasting and
Social Change, 113, 373-378.

[49].Kollberg, B., Dahlgaard, J. J., & Brehmer, P. O. (2006).
Measuring lean initiatives in health care services: issues and
findings. International Journal of Productivity and
Performance Management, 56(1), 7-24.

[50]. Komashie, A., Mousavi, A., & Gore, J. (2007). Quality
management in healthcare and industry: A comparative
review and emerging themes. Journal of Management
History, 13(4), 359-370.

DINESH A.et.al.,: MEASUREMENT OF SERVICE QUALITY: A SYSTEMATIC LITERATURE REVIEW 91



INTERNATIONAL JOURNAL OF PROGRESSIVE RESEARCH IN SCIENCE AND ENGINEERING, VOL.2, NO.3, MARCH 2021.

[51]. Kondasani, R. K. R.,, & Panda, R. K. (2015). Customer
perceived service quality, satisfaction and loyalty in Indian
private healthcare. International journal of health care quality
assurance, 28(5), 452-467.

[52]. Ladhari, R. (2009). A review of twenty years of SERVQUAL
research. International Journal of Quality and Service
Sciences, 1(2), 172-198.

[53].Lam, S. Y., Lee, V. H., Ooqi, K. B., & Phusavat, K. (2012). A
structural equation model of TQM, market orientation and
service quality: Evidence from a developing nation.
Managing Service Quality: An International Journal, 22(3),
281-309.

[54].Landrum, H., Prybutok, V. R., & Zhang, X. (2010). The
moderating effect of occupation on the perception of
information services quality and success. Computers &
Industrial Engineering, 58(1), 133-142.

[55]. Langabeer, J. R., DelliFraine, J. L., Heineke, J., & Abbass, .
(2009). Implementation of Lean and Six Sigma quality
initiatives in hospitals: A goal theoretic perspective.
Operations Management Research, 2(1-4), 13-27.

[56]. Larisch, L. M., Larisch, L. M., Amer-Wahlin, I., Amer-
Wahlin, 1., Hidefjall, P., & Hidefjall, P. (2016).
Understanding healthcare innovation systems: the Stockholm
region case. Journal of health organization and management,
30(8), 1221-1241.

[57].Lee, H., & Kim, C. (2014). Benchmarking of service quality
with data envelopment analysis. Expert Systems with
Applications, 41(8), 3761-3768.

[58].Lee, C. K. M.,Ru, C. T.Y,, Yeung, C. L., Choy, K. L., & Ip,
W. H. (2015). Analyze the healthcare service requirement
using fuzzy QFD. Computers in Industry, 74, 1-15.

[59]. Lee, D. (2015). The effect of operational innovation and QM
practices on organizational performance in the healthcare
sector. International Journal of Quality Innovation, 1(8), 1-
14.

[60]. Lettieri, E., Bartoli, L., & Masella, C. (2013). Coordinating
intra-sector services in healthcare: Requirements and
elements that managers should take into account. European
Management Journal, 31(6), 591-601.

[61].Lin, H. T. (2010). Fuzzy application in service quality
analysis: An empirical study. Expert systems with
Applications, 37(1), 517-526.

[62].Lupo, T. (2016). A fuzzy framework to evaluate service
quality in the healthcare industry: An empirical case of public
hospital service evaluation in Sicily. Applied Soft
Computing, 40, 468-478.

[63]. Manaf, N. H. A., & Nooi, P. S. (2009). Patient satisfaction as
an indicator of service quality in Malaysian public hospitals.
Asian journal on Quality, 10(1), 77.

[64]. Manjunath, U., Metri, B. A., & Ramachandran, S. (2007).
Quality management in a healthcare organisation: a case of
South Indian hospital. The TQM Magazine, 19(2), 129-139.

[65]. Mariani, L., & Tieghi, M. (2016). Measuring effectively in
healthcare: From the governance of the system to the

management of the organizations, and back. International
Journal of Healthcare Management.

[66]. McLeod, T. G., Costello, B. A., Colligan, R. C., Dierkhising,
R. A, Beebe, T. J., Offord, K. P., & Locke III, G. R. (2009).
Personality characteristics of health care satisfaction survey
non-respondents. International journal of health care quality
assurance, 22(2), 145-156.

[67]. Mekoth, N., George, B. P., Dalvi, V., Rajanala, N., &
Nizomadinov, K. (2012). Service quality in the public sector
hospitals: a study in India. Hospital topics, 90(1), 16-22.

[68]. Miles, P. C. (2013). Competitive strategy: the link between
service  characteristics and  customer  satisfaction.
International Journal of Quality and Service Sciences, 5(4),
395-414.

[69].Miranda, F. J., Chamorro, A., Murillo, L. R., & Vega, J.
(2010). Assessing primary healthcare services quality in
Spain: Managers vs. patient’s perceptions. The Service
Industries Journal, 30(13), 2137-2149.

[70].Mohamed, B., & Azizan, N. A. (2015). Perceived service
quality’s effect on patient satisfaction and behavioral
compliance. International journal of health care quality
assurance, 28(3), 300-314.

[71].Moliner, M. A. (2009). Loyalty, perceived value and
relationship quality in healthcare services. Journal of service
management, 20(1), 76-97.

[72]. Muhammad Butt, M., & Cyril de Run, E. (2010). Private
healthcare quality: applying a SERVQUAL model.
International journal of health care quality assurance, 23(7),
658-673.

[73]. Mukherjee, A. (2010). The state of the journal: four years of
publication. International Journal of Pharmaceutical and
Healthcare Marketing, 4(4), 309-323.

[74].Naidu, A. (2009). Factors affecting patient satisfaction and
healthcare quality. International journal of health care quality
assurance, 22(4), 366-381.

[75].Olorunniwo, F., & Hsu, M. K. (2006). A typology analysis
of service quality, customer satisfaction and behavioral
intentions in mass services. Managing Service Quality: An
International Journal, 16(2), 106-123.

[76].Owusu-Frimpong, N., Nwankwo, S., & Dason, B. (2010).
Measuring service quality and patient satisfaction with
access to public and private healthcare delivery. International
Journal of Public Sector Management, 23(3), 203-220.

[77].P. Pai, Y., & T. Chary, S. (2013). Dimensions of hospital
service quality: A critical review: Perspective of patients
from global studies. International journal of health care
quality assurance, 26(4), 308-340.

[78].Padma, P., Rajendran, C., & Sai, L. P. (2009). A conceptual
framework of service quality in healthcare: perspectives of
Indian patients and their attendants. Benchmarking: An
International Journal, 16(2), 157-191.

[79].Pai, Y. P, & Chary, S. T. (2016). Measuring patient-
perceived hospital service quality: a conceptual framework.

DINESH A.et.al.,: MEASUREMENT OF SERVICE QUALITY: A SYSTEMATIC LITERATURE REVIEW 92



INTERNATIONAL JOURNAL OF PROGRESSIVE RESEARCH IN SCIENCE AND ENGINEERING, VOL.2, NO.3, MARCH 2021.

International journal of health care quality assurance, 29(3),
300-323.

[80].Palani Natha Raja, M., Deshmukh, S. G., & Wadhwa, S.
(2007). Quality award dimensions: a strategic instrument for
measuring health service quality. International Journal of
Health Care Quality Assurance, 20(5), 363-378.

[81].Park, G. W., Kim, Y., Park, K., & Agarwal, A. (2016).
Patient-centric quality assessment framework for healthcare
services. Technological Forecasting and Social Change, 113,
468-474.

[82].Purbey, S., Mukherjee, K., & Bhar, C. (2007). Performance
measurement system for healthcare processes. International
Journal of Productivity and Performance Management,
56(3), 241-251.

[83]. Rakhmawati, T., Sumaedi, S., & Judhi Astrini, N. (2014).
ISO 9001 in health service sector: a review and future
research proposal. International Journal of Quality and
Service Sciences, 6(1), 17-29.

[84].Raposo, M. L., Alves, H. M., & Duarte, P. A. (2009).
Dimensions of service quality and satisfaction in healthcare:
a patient’s satisfaction index. Service Business, 3(1), 85-100.

[85].Rhee, S. K., & Rha, J. Y. (2009). Public service quality and
customer satisfaction: exploring the attributes of service
quality in the public sector. The service Industries journal,
29(11), 1491-1512.

[86].Rod, M., & Ashill, N. J. (2010). Management commitment to
service quality and service recovery performance: A study of
frontline employees in public and private hospitals.
International Journal of Pharmaceutical and Healthcare
Marketing, 4(1), 84-103.

[87].Roshnee Ramsaran-Fowdar, R. (2008). The relative
importance of service dimensions in a healthcare setting.
International journal of health care quality assurance, 21(1),
104-124.

[88].Sahoo, D., & Ghosh, T. (2016). Healthscape role towards
customer satisfaction in private healthcare. International
journal of health care quality assurance, 29(6), 600-613.

[89]. Saraei, S., & Amini, A. M. (2012). A study of service quality
in rural ICT renters of Iran by SERVQUAL.
Telecommunications Policy, 36(7), 571-578.

[90]. Shabbir, A., Malik, S. A., & Malik, S. A. (2016). Measuring
patients’ healthcare service quality perceptions, satisfaction,
and loyalty in public and private sector hospitals in Pakistan.
International Journal of Quality & Reliability Management,
33(5), 538-557.

[91]. Sivabrovornvatana, N., Siengthai, S., Krairit, D., & Paul, H.
(2005). Technology usage, quality management system, and
service quality in Thailand. International Journal of Health
Care Quality Assurance, 18(6), 413-423.

[92].Sliwa, M. & OKane, J. (2011). Service quality
measurement: appointment systems in UK GP practices.
International journal of health care quality assurance, 24(6),
441-452.

[93]. Storey, J. (2013). Factors affecting the adoption of quality
assurance technologies in healthcare. Journal of health
organization and management, 27(4), 498-519.

[94]. Sultan, P., & Wong, H. Y. (2010). Service quality in higher
education a review and research agenda. International
Journal of Quality and Service Sciences, 2(2) 259-272.

[95]. Turan, A., Turan, A., Bozaykut-BUk, T., & Bozaykut-Bik, T.
(2016). Analyzing perceived healthcare service quality on
patient related outcomes. International Journal of Quality and
Service Sciences, 8(4), 478-497.

[96].Van Boekel, L. C., Brouwers, E. P., van Weeghel, J., &
Garretsen, H. F. (2016). Inequalities in healthcare provision
for individuals with substance use disorders: perspectives
from healthcare professionals and clients. Journal of
Substance Use, 21(2), 133-140.

[97]. Veenema, T. G., Rains, A. B., Casey-Lockyer, M., Springer,
J., & Kowal, M. (2015). Quality of healthcare services
provided in disaster shelters: An integrative literature review.
International emergency nursing, 23(3), 225-231.

[98].Wamba, S. F., Anand, A., & Carter, L. (2013). A literature
review of RFID-enabled healthcare applications and issues.
International Journal of Information Management, 33(5),
875-891.

[99].White, L. G. L. (2009). A critical review of patient
satisfaction. Leadership in Health Services, 22(1), 8-19.
[100]. Yasin, M. M., & Gomes, C. F. (2010). Performance
management in service operational settings: a selective
literature examination. Benchmarking: An International

Journal, 17(2), 214-231.

[101]. Yildiz, ©., & Demirors, O. (2014). Healthcare quality
indicators—a systematic review. International journal of
health care quality assurance, 27(3), 209-222.

[102]. Yousapronpaiboon, K., & C. Johnson, W. (2013).
Measuring hospital out-patient service quality in Thailand.
Leadership in health services, 26(4), 338-355.

[103]. Zarei, E. (2015). Service quality of hospital outpatient
departments: patients’ perspective. International journal of
health care quality assurance, 28(8), 778-790.

[104]. Zineldin, M., Camgdz-Akdag, H., & Vasicheva, V. (2011).
Measuring, evaluating and improving hospital quality
parameters/dimensions—an integrated healthcare quality
approach. International journal of health care quality
assurance, 24(8), 654-662.

DINESH A.et.al.,: MEASUREMENT OF SERVICE QUALITY: A SYSTEMATIC LITERATURE REVIEW 93



