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Abstract

Purposes

As Taiwan’s fertility rate continues to decline, the healthcare market is becoming
increasingly competitive. Healthcare institutions are thus intensifying their focus on service
quality. This study employed SERVQUAL and Importance Performance Analysis (IPA)
methods to investigate maternity patients’ perceptions of the quality of childbirth services.

Methods

This study utilized a self-administered questionnaire scored on a modified SERVQUAL
scale developed from relevant literature that inquired about maternity patients’ expectations
and perceptions regarding aspects of childbirth service quality. This survey included 346
maternity patients who were admitted to a regional hospital in central Taiwan. The quality of
childbirth services was analyzed using SERVQUAL and IPA. SERVQUAL was employed
to calculate the gap between perception and expectations with a definitional formula
(perception-expectation), while IPA was employed to categorize service quality into four
quadrants based on means of overall importance and satisfaction.

Results

We found that childbirth service quality can be divided into six dimensions: tangible
environment, administrative management, physician care, nursing care, supporting personnel
services, and infant care. The overall means for importance (expectation), satisfaction
(perception), and gap were 4.75, 4.66, and -0.09, respectively. Repeated measured analysis of
variance revealed that tangible environment expectation (4.64), and perception (4.42) scored
the lowest and yielded the highest gap (-0.21) in SERVQUAL. The items associated with the
top five gap values were all related to tangible environment and administrative management.
In the IPA investigation, the two items in the priority improvement quadrant were both
components of tangible environment.

Conclusions

The study findings indicate that maternity patients are more capable of evaluating
tangible environment and service processes than quality of professional services, indicating that
healthcare institutions should prioritize improving these aspects of the patient experience, along
with enhancing the skills of physicians and nurses. Maternity patients are most likely to observe
and evaluate hospital environment and administrative processes, and it can be challenging to
meet their expectations in these areas. (Cheng Ching Medical Journal 2023; 19(3): 8-19)
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