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Abstract

The dissertation is compiled of introduction, four chapters and conclusion. The
introduction of the thesis has the standard form.

The first chapter is about theoretical fundamentals of service and healthcare
industry. The healthcare sector is a growing one in the world. Respectively,
employee occupation rate has a growth tendency in this sector. Economically
developed countries are based on service sector.

Service sector has been growing during the last ten years in Georgia. Its share in
country’s GDP is growing simultaneously to economic growth data.

Healthcare sector is discussed in the same chapter. Its advancement is directly
connected to the level of countries economic development. There is positive
correlation between economic development and the level of healthy population
and quality of life. Healthcare system has new challenges due to technological and
digital development.

The second chapter concerns to key concepts in services marketing. Discussion
about the definition of service has started about two centuries ago. Different
specialists and experts had different attitudes regarding the subject. Centuries ago
the service was associated to the slaves work, but today it represents the engine of
the world’s economy.

Growth of service sector development was followed by marketers’ great interest.
Services marketing became separate research and observable field for business
representatives and marketing experts. All these caused the services marketing to
be formed as a separate field of marketing science.

The main topics of healthcare sector is discussed in the same chapter. According
to Christian Gronroo’s model, there are two dimensions of healthcare service
quality: technical quality and functional quality. The technical quality means how
correctly the illness is diagnosed and the procedures are conducted. Functional
one defines how well the medical personal treats the patients. The latest criteria
determines patients’ satisfaction/dissatisfaction level and intention of repeat
purchase.

Difference between service as a product and customer service is defined in the
same chapter. Companies propose customer service during selling a physical
product or a service. Here customers get additional value and sometimes they are
ready to pay more to get it. As for service as a product category, it is an
economical activity, outcome is not physical product and the process of
production and consumption takes place simultaneously.

The third chapter regards to service quality evaluation and measurement
instruments. Information about the way the customers evaluate service is very



important for the company as customer behavior defines repetitive purchase
intention and information spreading in the society.

Service is multidimensional concept. It is very important for the companies to
know service evaluation criteria customers use. Also their expectations and
perceived value of proposed service. There are different research methods to find
it out. Among them there is one of the most popular research instrument
SERVQUAL. The instrument measures customers expectations and perceived
value of purchased service. This kind of research method enables the companies
to determine the gaps between expectations and proposed service. Accordingly, it
becomes easier to evaluate customer satisfaction level and set strategies to
improve and fill up the gaps.

The fourth chapter describes the research instrument adapted to outpatient
service quality evaluation instrument. There is precise description how we
modified and made the SERQUAL research model applicable to outpatient
service. Qualitative and quantitative researches were conducted to form the
research instrument. Clinics’ outpatient and physicians” service quality evaluation
research instrument was formed after analyzing the data statistically.

The principle findings of research are the following: 1. The patients choose the
clinic according to their desired doctor and not for the image of the clinic itself; 2.
In order to make final decision about the doctor they want to apply, the patients
search the information among their acquaintances and try to get
recommendations from people they trust; 3. The patients give the greatest
importance to doctors’ complex style of curing; 4. The patients pay attention to
doctors’ careful and overhaul listening skills; 5. Also, the patients pay attention to
how hygiene norms are followed by the clinic employees and the doctor; 6. It is
worth to mention, that not a single respondent mentioned about patients’ security
and their rights.

Qualitative research of clinics’ employee responsible for patients’ service quality
showed that there is more institutional attitude towards patients’ service
management if there is structural entity responsible for service quality in the
clinic. Otherwise patient service is regarded as management of medical service
only and there is no systematic view of the subject.

Quantitative research enabled us to form outpatient service quality research
instrument. It consists of two parts: outpatient service provided by clinic and by
doctor separately. As mentioned above, it represents the modified version of
SERVQUAL model. New instrument is flexible in terms of determining the level
of satisfaction.

In addition to the abovementioned, conducted research draws the clear picture of
customer service expectations and perceived values about clinics and doctors in



Thilisi. There are reflected gaps and their “width” according to different
statements. It also shows that expectations are much greater than perceived
values. Accordingly, research results are worth to consider and foresee for
patientcentric clinics and doctors.
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