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   ABSTRACT 

Background: Service quality is a key determinant of patient 

satisfaction and hospital performance. Understanding the gap 

between patient expectations and perceptions is essential for 

strengthening healthcare delivery. 

Objective: This study aimed to assess healthcare service quality at 

Mega Buana Hospital Palopo, Indonesia, using SERVQUAL 

dimensions and to analyze their influence on patient satisfaction. 

Method: A cross sectional survey was carried out from July to 

August 2025 with 143 patients recruited through accidental 

sampling. Data were collected using the SERVQUAL 

questionnaire comprising 22 indicators across five dimensions: 

tangibility, reliability, responsiveness, assurance, and empathy. 

Descriptive statistics were applied to evaluate gaps between 

expectations and perceptions, while multiple regression analysis 

tested the effect of each dimension on patient satisfaction. 

Results: The findings revealed negative gaps across all 

dimensions, suggesting that perceived services did not meet 

expectations. The largest gap was observed in reliability (–0.58), 

followed by tangibles (–0.40), empathy (–0.33), responsiveness (–

0.29), and assurance (–0.22). Regression results showed that 

responsiveness (β = 0.34, p = 0.002) and tangibles (β = 0.29, p = 

0.011) significantly predicted patient satisfaction, while reliability, 

assurance, and empathy were not significant. The model explained 

58% of the variance in patient satisfaction (R² = 0.58, F = 24.31, 

p < 0.001). 

Conclusion: Service quality at Mega Buana Hospital Palopo needs 

improvement, especially in reliability. Enhancing responsiveness 

and tangible aspects such as promptness, communication, and 

facility conditions will be critical to improve patient satisfaction 

and hospital performance. 
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INTRODUCTION 

Health service quality is widely 

recognized as a pivotal determinant of hospital 

performance and sustainability in the 

healthcare sector (Syahdilla et al., 2023). It not 

only influences immediate clinical outcomes 

but also shapes patient satisfaction, trust, and 

long-term loyalty. Hospitals with consistently 

high service quality are more likely to achieve 

improved patient outcomes, stronger 

reputations, and enhanced competitiveness 

(Kaneko et al., 2025). Conversely, when 

hospitals fail to meet patient expectations, it 

can result in dissatisfaction, loss of trust, and 

even migration of patients to competing 

institutions. In a highly competitive healthcare 

environment such as Indonesia, service quality 

has become a central factor in determining 

patient choices. 

The World Health Organization defines 

quality of care through six dimensions safety, 

effectiveness, timeliness, efficiency, equity, 

and patient-centeredness. These dimensions 

underscore that health service quality cannot 

be narrowly understood as clinical 

effectiveness alone but must also incorporate 

how patients experience care processes, 

facilities, and interactions with health 

professionals. This multidimensional 

understanding of quality reflects a global 

paradigm shift toward patient-centered 

healthcare. 

To systematically measure service 

quality, the SERVQUAL model, developed 

(Lu et al., 2020), has been widely adopted 

across various service industries, including 

healthcare. SERVQUAL conceptualizes 

quality in five dimensions: tangibility, 

reliability, responsiveness, assurance, and 

empathy (Mahmud, 2022). Tangibility refers 

to physical facilities and equipment; reliability 

emphasizes the ability to deliver services as 

promised; responsiveness relates to timely and 

helpful service; assurance reflects staff 

competence and trustworthiness; and empathy 

concerns personalized care. By comparing 

patient expectations and perceptions, 

SERVQUAL enables the identification of 

service quality gaps (Rao et al., 2025). 

Extensive global research confirms the 

applicability of SERVQUAL in healthcare. 

For instance applied the model in Saudi 

hospitals and found responsiveness and 

empathy as crucial determinants of patient 

satisfaction. Similarly (Al-Mashaikhi et al., 

2025)demonstrated that tangible aspects such 

as modern facilities and clean environments 

significantly shaped patient trust and 

perceptions of credibility (Mbau et al., 2023). 

These findings highlight that both functional 

delivery and relational aspects are essential in 

shaping patient satisfaction. 

In Indonesia, studies utilizing 

SERVQUAL have largely concentrated on 

tertiary hospitals in major metropolitan areas 

(Anggit & Setyorini, 2022). These studies 

commonly report challenges in reliability 

particularly delays in service delivery and 

rescheduling as well as the importance of 

tangibility in shaping satisfaction. However, 

given that most of these hospitals are well-

resourced and serve large, diverse populations, 

their findings cannot always be generalized to 

smaller urban or regional contexts. 

Smaller cities often face unique 

challenges such as limited staffing, constrained 

budgets, and less advanced infrastructure, 

which may directly influence patient 

perceptions of service quality. Patient 

evaluations of healthcare services are not only 

determined by the technical quality of care but 

are also strongly influenced by contextual 

factors such as socio-economic conditions, 

cultural expectations, and the availability of 

resources. These contextual elements shape 

how patients perceive service delivery, which 

may differ significantly between metropolitan 

and regional healthcare settings (Al-Mashaikhi 

et al., 2025). Thus, applying SERVQUAL in 

regional hospitals is not only necessary but 
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also essential to capture the nuances of patient 

experiences in different healthcare 

environments. 

Despite the growing body of literature on 

hospital service quality in Indonesia, there 

remains a lack of empirical studies evaluating 

regional hospitals. Most existing research has 

emphasized large hospitals in big cities, 

leaving smaller urban healthcare providers 

underexplored (Al-Maidin et al., 2025). This 

gap is particularly relevant in South Sulawesi, 

where healthcare facilities outside Makassar 

play an essential role in ensuring equitable 

access to care. Without patient-based 

evaluations in these settings, hospital 

management risks misallocating resources or 

failing to address areas of service that are most 

critical to patient satisfaction and trust 

(Widayana et al., 2025). 

Mega Buana Hospital in Palopo serves 

as one of the leading healthcare providers in 

the region, catering to both urban and peri-

urban populations. Despite its importance, no 

comprehensive evaluation of its service quality 

has been conducted using robust frameworks 

such as SERVQUAL. The absence of such 

studies represents not only an empirical gap 

but also a managerial challenge, as patient-

centered insights are indispensable for guiding 

evidence-based quality improvement 

strategies. 

To address this gap, the present study 

integrates the SERVQUAL framework with 

Importance Performance Analysis (IPA). 

While SERVQUAL highlights gaps between 

expectations and perceptions, IPA originally 

introduced by Martilla and James enables 

managers to prioritize interventions by 

classifying service attributes into four 

categories concentrate here, keep up the good 

work, low priority, and possible overkill 

(Iconaru et al., 2023). 

The novelty of this research lies in three 

aspects. First, it represents one of the first 

empirical applications of the SERVQUAL IPA 

approach in a regional Indonesian hospital, 

specifically in Palopo, South Sulawesi. 

Second, the study provides localized evidence 

that reflects the unique expectations and 

experiences of patients in a smaller urban 

healthcare context. Third, the integration of 

SERVQUAL and IPA bridges the gap between 

global quality measurement frameworks and 

local healthcare realities, offering a replicable 

model for other regional hospitals across 

Indonesia. 

 

METHODS 

This study employed a quantitative 

cross-sectional design to obtain a 

comprehensive overview of patient 

perceptions regarding healthcare service 

quality at a single point in time. The research 

was conducted at Mega Buana Hospital 

Palopo, South Sulawesi, Indonesia, from July 

to August 2025. The hospital was chosen as the 

study site because of its strategic role as a 

major healthcare provider in the region, 

despite the limited availability of empirical 

evidence on its service quality from the patient 

perspective. 

The study population consisted of all 

patients who received healthcare services 

during the study period. Using an accidental 

sampling technique, a total of 143 respondents 

were recruited. Inclusion criteria were patients 

aged 18 years and above, those who had 

received either outpatient or inpatient services 

at least once during the study period, and those 

who provided informed consent to participate. 

Patients in critical medical condition or with 

communication and cognitive impairments 

were excluded to ensure reliability and ethical 

compliance. 

Data were collected using the 

SERVQUAL questionnaire developed by 

(Lipska et al., 2023), which is widely 

recognized as a valid instrument for measuring 

service quality. The questionnaire included 22 

items covering five core dimensions: tangibles, 
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reliability, responsiveness, assurance, and 

empathy. Each item was rated on a 5-point 

Likert scale ranging from 1 (strongly disagree) 

to 5 (strongly agree). In addition, overall 

patient satisfaction was measured using a 

complementary set of items designed to 

capture general impressions of service 

delivery. 

Data analysis was conducted in two 

stages. First, descriptive statistics were used to 

examine the gaps between patient expectations 

and perceptions across the five SERVQUAL 

dimensions. Second, multiple linear regression 

was performed to identify the dimensions most 

strongly associated with patient satisfaction. 

Statistical significance was established at the 

level of p < 0.05.  

This analytical approach was selected to 

ensure both a broad assessment of quality and 

a more detailed exploration of the determinants 

of satisfaction.  Ethical approval for this study 

was obtained from the Ethics Committee of 

Mitra Husada Foundation, with approval 

number 023/UN-YMH/KEPK/IV/2025. All 

participants were informed about the study’s 

objectives and procedures, and written 

informed consent was obtained prior to 

participation. 

 

RESULTS  

The integration of SERVQUAL and IPA 

in this study not only provides a structured 

understanding of service quality but also offers 

a practical tool for hospital management in 

prioritizing quality improvement initiatives. 

The results reveal that while tangibles and 

responsiveness significantly influenced patient 

satisfaction, reliability emerged as the weakest 

dimension, reflecting persistent challenges in 

service timeliness and consistency. Assurance 

and empathy, although positively perceived, 

were not strong predictors of satisfaction, 

suggesting that patients view them as baseline 

expectations rather than differentiating factors 

of quality. These findings are consistent with 

previous studies in Indonesia and other 

developing countries, where infrastructural 

limitations and workflow inefficiencies 

commonly undermine reliability. Importantly, 

the use of IPA enables hospital administrators 

to identify dimensions that require immediate 

managerial attention, particularly those 

categorized as concentrate here. 

 

Respondent Characteristics 

Table 1. Demographic characteristics of 

respondents 

Characte

ristics 
Category 

Frequ

ency 

(n) 

Percen

tage 

(%) 

Gender Male 54 37.8 

 Female 89 62.2 

Age 

(years) 
18–25 32 22.4 

 26–45 68 47.6 

 ≥46 43 30.0 

Education 
Primary/Juni

or High 
41 28.7 

 
Senior High 

School 
59 41.3 

 
Diploma/Un

iversity 
43 30.0 

Service 

type 
Outpatient 97 67.8 

 Inpatient 46 32.2 

Source: Primary Data 2025  

Table 1 presents a total of 143 patients 

participated in this study. The majority of 

respondents were female (62.2%), while male 

patients comprised 37.8%. Nearly half of the 

respondents (47.6%) were in the age range of 

26–45 years, followed by those aged 46 years 

and older (30.0%) and those aged 18–25 years 

(22.4%). In terms of education level, 41.3% 

had completed senior high school, 30.0% had 

a diploma or university degree, and 28.7% had 

only primary or junior high school education. 

Most of the participants (67.8%) were 

outpatients, whereas 32.2% were inpatients. 
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Table 2. Gap Scores of SERVQUAL 

Dimensions 

Dimension 

Expectatio

n (Mean ± 

SD) 

Perception 

(Mean ± 

SD) 

Gap 

(P – 

E) 

Tangibles 4.52 ± 0.41 4.12 ± 0.58 -0.40 

Reliability 4.61 ± 0.37 4.03 ± 0.62 -0.58 

Responsive

ness 
4.49 ± 0.44 4.20 ± 0.55 -0.29 

Assurance 4.55 ± 0.39 4.33 ± 0.49 -0.22 

Empathy 4.48 ± 0.42 4.15 ± 0.52 -0.33 

Source: Primary Data 2025  

 

Table 1 presents the SERVQUAL gap 

analysis revealed differences between patient 

expectations and their actual perceptions 

across all five dimensions. As shown in Table 

2, the largest negative gap was observed in the 

reliability dimension (mean gap = –0.58), 

indicating that the hospital often failed to 

consistently deliver services as promised, 

particularly in terms of timeliness and 

adherence to schedules. 

The tangibles dimension had the second 

largest negative gap (–0.40), reflecting patient 

concerns about the adequacy of physical 

facilities, comfort of waiting areas, and 

modernity of equipment. The empathy 

dimension also showed a considerable gap (–

0.33), suggesting that patients felt 

individualized attention and staff’s personal 

concern could still be improved. 

Conversely, responsiveness (–0.29) and 

assurance (–0.22) demonstrated relatively 

smaller gaps compared to other dimensions. 

This suggests that patients generally perceived 

staff as responsive and trustworthy, although 

expectations were still higher than perceptions. 

Overall, these findings highlight that service 

delivery consistency and physical environment 

were the most critical issues affecting patient 

perceptions of quality. 

 

Table 3. Multiple Regression Analysis 

of SERVQUAL Dimensions On Patient 

Satisfaction 

Predictor 

(Dimension) 

β 

Coefficient 

t-

value 

p-

value 

Tangibles 0.29 2.58 0.011 

Reliability 0.12 1.07 0.288 

Responsiveness 0.34 3.15 0.002 

Assurance 0.09 0.95 0.345 

Empathy 0.08 0.82 0.414 

Source: Primary Data 2025 

Table 3 presents multiple regression 

analysis was conducted to determine the 

influence of SERVQUAL dimensions on 

patient satisfaction. The model was 

statistically significant (F = 24.31, p < 0.001) 

and explained 58% of the variance in patient 

satisfaction (R² = 0.58). 

The results indicated that 

responsiveness (β = 0.34, p = 0.002) and 

tangibles (β = 0.29, p = 0.011) were significant 

predictors of patient satisfaction. This implies 

that patients’ perceptions of staff promptness, 

willingness to assist, and the adequacy of 

physical facilities strongly influenced their 

satisfaction with hospital services. 

On the other hand, reliability (β = 0.12, 

p = 0.288), assurance (β = 0.09, p = 0.345), and 

empathy (β = 0.08, p = 0.414) did not 

significantly predict satisfaction, despite 

showing positive coefficients. This finding 

indicates that while these dimensions 

contribute to overall perceptions of quality, 

they are not the primary drivers of patient 

satisfaction at Mega Buana Hospital Palopo. 

 

DISCUSSION 

Tangibles 

The tangible dimension refers to the 

physical facilities, medical equipment, and 

overall appearance of healthcare personnel. In 

this study, tangibles significantly influenced 

patient satisfaction at Mega Buana Hospital 

Palopo. Patients perceived that the physical 

environment and facilities strongly shaped 
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their overall care experience (Amoah-Binfoh 

et al., 2021). This finding aligns with previous 

studies in Indonesia, which reported that clean 

waiting areas, clear signage, and modern 

equipment enhanced patient perceptions of 

service quality (Madden et al., 2024). 

Similarly (Lopez-Ramos et al., 2025) 

emphasized that tangible elements create a 

visible signal of hospital credibility, thereby 

strengthening trust. In developing countries, 

(Rigo et al., 2025) where resource constraints 

often lead to outdated facilities, improving 

tangibles becomes essential in sustaining 

competitiveness and ensuring positive patient 

experiences (P.J. et al., 2023). 

 

Reliability 

Reliability emerged as the weakest 

dimension in this study, highlighting recurring 

challenges in timely service delivery and 

adherence to promised schedules (Lampus et 

al., 2023). This result is consistent with 

findings from other hospitals in Indonesia, 

where delayed services and frequent 

rescheduling were shown to reduce patient 

trust in healthcare institutions. Evidence from 

international settings, including studies 

conducted in Bangladesh and Nigeria, also 

supports this finding, indicating that reliability 

is consistently identified as the most 

problematic dimension in hospital services 

(AL-Waheed et al., 2025). 

Patients consistently emphasize that 

when hospitals fail to deliver services as 

promised, overall satisfaction declines 

regardless of performance in other dimensions 

(Ferreira et al., 2023). Therefore, addressing 

reliability requires systemic improvements in 

workflow management, adequate staffing, and 

digital-based scheduling systems to minimize 

inefficiencies . 

 

Responsiveness 

Responsiveness refers to the 

willingness and ability of hospital staff to 

provide timely and helpful services (Luan et 

al., 2025). This study found responsiveness to 

be a strong predictor of patient satisfaction. 

Prompt attention, timely responses, and 

efficient handling of patient needs were highly 

valued. (Liu et al., 2025) similarly reported 

that responsiveness significantly contributed 

to outpatient satisfaction in Yogyakarta, while 

Suryanto, Plummer, and Boyle highlighted 

that structured staff training improved 

responsiveness in Indonesian public hospitals. 

Patients often interpret responsiveness as a 

reflection of how much the hospital values 

their time and concerns. In practical terms, 

responsiveness can be improved through staff 

training in communication, implementing 

standard operating procedures for patient 

inquiries, and establishing real-time feedback 

mechanisms to monitor staff performance 

(Setyawan et al., 2025). 

 

Assurance 

Assurance encompasses the 

competence, courtesy, and credibility of 

healthcare staff, as well as their ability to instill 

confidence in patients (Sanjaya, 2023). 

Although patients in this study rated assurance 

positively, it did not emerge as a significant 

predictor of satisfaction. This contrasts with 

findings from Malaysia and Turkey, where 

assurance was a dominant factor influencing 

patient satisfaction (Firza & Mazzitelli, 2025; 

Guzmán-Leguel & Rodríguez-Lara, 2025).  

A possible explanation is that in Mega 

Buana Hospital, assurance is already perceived 

as a baseline expectation. Patients appear to 

trust medical professionals as competent and 

credible, but this trust does not translate 

directly into higher satisfaction when other 

needs, such as timely service and adequate 

facilities, are unmet . Thus, assurance plays a 

supporting role rather than a determining one 

in patient satisfaction within this context. 
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Empathy 

The empathy dimension reflects the 

extent to which hospital staff provide 

personalized attention and care. Like 

assurance, empathy was positively perceived 

but did not significantly predict satisfaction in 

this study. Previous studies in Indonesia often 

emphasized the importance of empathy, 

particularly in improving doctor-patient 

relationships and reducing patient anxiety 

(Datt et al., 2025). However, in this case, 

empathy may be overshadowed by more 

practical concerns such as waiting times and 

facility adequacy (Jin et al., 2025). Patients 

may view empathy as essential but insufficient 

if fundamental service expectations are not 

met. This reflects a cultural expectation where 

empathy and interpersonal care are considered 

basic standards rather than differentiators of 

quality. 

 

CONCLUSION 

This study analyzed patient satisfaction 

at Mega Buana Hospital Palopo using the 

SERVQUAL framework combined with 

Importance Performance Analysis (IPA). The 

results indicate that tangibles and 

responsiveness were the most influential 

dimensions in shaping patient satisfaction. 

Patients highly valued the hospital’s physical 

environment, medical equipment, and 

promptness of staff in addressing their needs. 

These findings align with previous research in 

Indonesia and other developing countries, 

where modern facilities and timely services are 

essential determinants of patient experience. 

Conversely, reliability emerged as the 

weakest dimension. Service delays and unmet 

promises undermined patient trust, consistent 

with studies in similar hospital settings across 

Asia and Africa. This highlights the urgent 

need for workflow improvements, better 

scheduling, and adequate staffing to enhance 

reliability. While assurance and empathy were 

positively perceived, they did not significantly 

predict satisfaction in this study. This suggests 

that competence, courtesy, and interpersonal 

care are seen as baseline expectations rather 

than differentiators of quality. In conclusion, 

strengthening service reliability, improving 

staff responsiveness, and upgrading tangible 

aspects of care should be strategic priorities for 

hospital management. Addressing these areas 

will not only improve patient satisfaction but 

also enhance hospital competitiveness in a 

resource-constrained healthcare environment. 

 

SUGGESTION 

Based on the findings, several 

recommendations can be made for Mega 

Buana Hospital Palopo. First, hospital 

management should strengthen reliability by 

improving scheduling systems, optimizing 

workflow, and ensuring that promised services 

are delivered on time. Digital-based 

appointment systems and adequate staffing 

allocation may reduce delays and increase 

efficiency. Second, improving responsiveness 

is essential. Regular staff training on 

communication skills, empathy in service 

delivery, and rapid response protocols can help 

ensure that patients feel valued and cared for. 

Establishing real-time feedback channels 

could also enhance monitoring of staff 

performance. Third, investment in tangibles 

such as modern medical equipment, 

comfortable waiting areas, clear signage, and 

hygienic facilities should be prioritized. 

Enhancing the physical environment not only 

improves patient satisfaction but also 

strengthens hospital credibility. 
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