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Abstract

Purpose: Methods for increasing health—-care service quality are considered for a women—centered hospital
located on a local city. A walk-through audit is applied to uncover areas for improvement.

Methods: A survey questionnaire with 25 questions is constructed based on a service blueprint for a
walk—through audit, and a survey is conducted both to patients and service providers to assess a health—care
service quality. Frequency analysis, statistical tests and customer—provider analysis are used to analyze sur-
veyed data.

Results: According to customer—provider analysis, 6 attributes belong to ‘problem unawareness’ zone in which
they are rated high by service providers but low by patients, and another 6 attributes belong to ‘problem
awareness zone in which they are rated low by both groups. These attributes are considered to be improved
with priority.

Conclusion: Both patient group and service provider group have lots of different perceptions on most attributes
that are examined, and the hospital to be studied is, in general, competitive in technical quality and less

competitive in functional quality.

Key Words: Service Blueprint, Walk-through Audit(WtA), Hospital, Customer-provider Analysis, Service
Quality
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Table 1. Walk-through audit survey results

No Category Item Patients Providers
1 Reservation 5.05 5.09
2 . .. | Access 5.23 5.74

Reservation and visit -

3 Information 4.58 4.48
4 Reception 4.98 4.87
5 Explanation of procedures 4.88 5.48
6 . Keeping appointment time 4.57 4.35

Reception — —
7 Waiting facilities 4.50 4.09
8 Privacy protection in triage room 4.70 5.39

9 Communication in triage room 4.85 5.83

10 o Explanation of treatment process 4.58 5.61
Waiting ; ; .

11 Doctor's knowledge about patient's medical history 4.80 5.74
12 Explanation of patent's symptom 4.95 5.87
13 Preparation of test or treatment 4.97 5.65
14 ) Explanation of test or treatment 5.08 5.70

Triage — -

15 Communication during treatment 5.07 5.65
16 Privacy protection during treatment 4.85 5.74
17 Expertise of medical team 5.17 5.43
18 Responsiveness to patient's inquiry 4.77 5.65

Test or treatment - - -

19 Explanation about medical bills 4.00 5.43
20 Payment procedures 4.75 5.43
21 Medical bills 3.95 5.57
22 Medical facilities 4.80 5.61

Payment -

23 Cleanliness 4.87 4.83
24 Kindness 4.80 6.04
25 Appearances 4.93 5.39
26 Satisfaction 4.85 5.70

Overall

27 Retention 4.92 5.74

28 Recommendation 4.80 5.83

3.2 ¥E9o EA
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Table 2. Technical quality vs functional quality

Technical Quality Functional Quality
Patients 4.889 4.707
Service Providers 5.660 5.171
p-value 0.000 0.013
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Figure 2. Walk—through audit results— comparison between patients and service providers
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Figure 3. Walk—through audit results— comparison among service provider groups
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Figure 4. Customer—provider analysis result
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