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B4 0.352 0.273 3.204 0.002*
I -0.003 -0.003 -0.025 0.980
REEMH 0.062 0.055 0.446 0.656
fREEME 0.427 0.382 3.302 0.00717
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Abstract
Purposes

To investigate the effect of customers and employees of a regional hospital in central
Taiwan on service quality satisfaction, agreement with perceived value, and willingness to
recommend.

Methods

The PZB service quality conceptualization model and perceived value according
to Sweeney and Soutar were used to determine the effect on customers’ willingness to
recommend. The questionnaire survey method was employed with external and internal
customers at a regional hospital as subjects. A total of 300 questionnaires were issued, and
282 valid questionnaires were recovered, for an effective response rate of 94%. Data were
analyzed using SPSS 18. In addition, the importance—performance analysis (IPA) proposed
by Martilla and James was used to investigate the importance that customers placed on the
service quality of the case hospital and the satisfaction they felt with it.

Results

Quality of service, perceived value, and willingness to recommend were generally
higher among external customers than among internal customers. There were significant
differences between expected levels of service quality and actual perceptions. The higher
the actual perceived satisfaction with tangibility and assurance of service quality, the more
willing customers were to recommend. Perceived value had a positive impact on willingness
to recommend. IPA matrix analysis showed that it was essential to strengthen tangibility and
assurance of external customers.

Conclusions

Internal customers are also external customers and medical service providers who
have a wealth of professional knowledge and place more emphasis and demands on quality
of service. Therefore, in addition to understanding external customer service quality and
perceived value, the needs of internal customers must also be considered. It is recommended
that managers thoroughly understand the need for medical service quality and perceived
value. It is necessary to enhance positive and proactive elimination of negative service gaps,
establish excellent service quality, and enhance the willingness of customers to recommend
services. (Cheng Ching Medical Journal 2019; 15(4): 33-42)
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