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Quality of medical care delivered to the patients in government hospitals in the city of Karachi

The first major objective of this study is to explore the service quality level of public hospitals in the city of Karachi from the 
perspective of patients. Secondly, the satisfaction level of the ailing patients towards the services provided by these health 

care government sectors, in general, is investigated. The measurement instrument used in this study is based on questionnaires. 
Customer satisfaction and service quality are often treated together as functions of customer’s perceptions and expectations. 
Research has shown that high service quality contributes significantly to customer satisfaction and customer delight. This 
study empirically explores the relationship between hospital quality management and service quality performance for a sample 
of patients of government health care hospitals in the city of Karachi. SERVQUAL model has been adopted to encompass 
various aspects of service quality. The study has been undertaken to demonstrate the gaps for measuring patient’s perceptions-
expectation of health care services quality in govt hospitals in the city of Karachi. In this study, an attempt has been made to 
explore the service quality gap which is called ‘Gap Score’ by means of making a comparison between customers’ expectations 
and their actual perceptions towards the services and the government hospital patients are treated in. The purpose of this 
research is to provide the review of the SERVQUAL research in the measurement of health care service quality, to obtain 
information about quality parameters of services provided by govt hospitals of Karachi & to find out as to how much these 
parameters rate are as per the expectations of the patients. A sample size of 150 ailing patients is taken from department to 
department in different government hospitals situated in the city of Karachi. The results have shown an alarming situation 
where government hospitals are far away from the patient's expectations. Furthermore, there is an extreme need for training 
in the area of public hospital staff and their attitudes towards the ailing. Looking at the situation it is highly recommended that 
the government should take a country-wide initiative to launch special programs where hospitals internal structures and work 
process are re-organized on the principles of quality management practices, through the introduction of ISO Programs. This 
would help in improving the service quality at each stage of the services provided by these hospitals.
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