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DISCREPANCY OF SERVICE QUALITY PERCEPTION BETWEEN
PATIENTS AND PHYSICIANS

Hsu-Yuan Sun', Shu-Chuan Linz, Hsiu-Mei Liao'“', Shu-Y1 Panﬂ, Hui-Mei Hsu®

Human Resources Deparimenif, Tainan Municipal Hospatal
Nursing Depm'!mm!z . Human Resources Dfpar!men{}, Superintendent’s Ojjﬁr;, Show Chwan Memorial Hospital

In this study we set out to identify the service quality dimensions relevant to
patients and then compare these dimensions with what physicians believe is critical to
the patients’ service experience by grounded theory. This study is important in reveal-
ing the dimensions patients construct around the service experience. It also reveals
novel insights about the way physicians’ interpret the patients’” experience.

The critical incident technique (CIT) was used to explore the dimensions of
professional service quality from physicians’ and patients” perspectives. Data were
collected as 557 complaint and compliment incidents reported by patients through
email, letters, fax and phone calls regarding physicians’ service quality from 2007-
2011 at a regional hospital in Taiwan. Forty-one physicians in the same regional
hospital were interviewed to collect 132 critical incidents as 54 complaints and 78
compliments and draw forth the major dimensions physicians considered as critical
for patients.

We find a rotal of eight service quality dimensions as professional, efficiency,
chin-chieh, respect, patience, responsibility, value and ethics. Both patients and physi-
cians report a similar understanding of the dimensions relevant to service quality.
Discrepancies exist, however, in the ranking, subcategories and definition of the (dis)
satisfactory dimensions between patients and physicians.

These findings offer new contributions to the theoretical literature on service
quality in hospitals. The dimensions reported here have not, as yet, been reported in
the literature on patient service quality. The findings can also be used by managers
to provide empirical insights about service quality performance in a way that helps
hospitals adopt improvement strategies to have the physician understand patient-
oriented demand and avoid negative situations which may make patients dissatisfied.

Key words: Critical Incident Technique (CIT), Service Quality Perception, Percep-
tion Discrepancy, Patient Satisfaction



