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Abstract:

Healthcare is a critical part of health services in any country. The healthcare facilities and
services in the government hospitals are playing a vital role. Service quality and patient satisfaction are
important concept according to hospital industry. Most of the people in India, especially the poor, face the
problems of seeking effective health care at a cost they can afford and at a distance they can travel.
Therefore, this study is undertaken to understand the effects of individual by the services offered in
government hospital of Mandya. The data used were gathered from patients who have experience in
visiting government hospitals of Mandya. A survey has been taken to analyze the satisfaction level of
patients and it is analyzed that the service level is not up to that extend and still there is lot to improve.
Purpose: The Aim of this paper is to find out the issues and serviceability of government hospitals towards
their patient and to examine the demographic and other factors having that influence the problems of
healthcare infrastructure based on the perception of respondent’s of MIMS.

Methodology: The researcher collected 101 samples by using questionnaires included demographic
profile of respondents and closed-ended questions and open ended questions regarding the factors on a 5
point Likert scale. The study analyzed by using Chi-Square test (x2) is: y2= (o-€) 2/e.

Findings: The result shows that MIMS hospital of Mandya faces a problem of more crowds and also some
staff in MIMS hospital show negligence in their work taking this an advantage private hospitals enter into
medical fields and change medical fields to revenue generator. It revealed a significant difference between
their frequencies of the tough responses from the patients and proves that there is service quality at the
government hospital in Mandya city.

Originality: By evidencing empirically based on responses of patients, the performance conciliates the
relationship between patients experience and hospital service quality.
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Introduction

A Government Hospital refer to any hospital established by any authority under the
control of central or state government, municipal authority, autonomous body, public sector
undertakings, or a hospital recognized the company as such. The hospital role is very crucial for
the better health of the nation’s citizens, whether facilities are provided by government hospital.
The level of government owning the hospital may be local, municipal, state, regional, or
national, and eligibility for service, not just for emergencies, may be available to non-citizen
residents. In this technical era, environment is changing day by day; due to increase in human
population and decrease the number of resources, these changes negatively affect whole
environment and especially human health and the role of health care facilities increasing day by
day, many government hospitals has been running to facilitate the patients.

Review of Literature
Lim et’al. (2003)°, authors revealed the patient's expectation and satisfaction in the
public and the private hospitals in Singapore.
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They revealed that the level of percePtion on service quality is not Up to the level of expectation on service
quality in both hospitals. Saeed et’al. (2005)", authors present the hospital based study that showed the causes were
related mainly to hospital management, doctor’s attitude and responsibility and also to patients' illiteracy and poverty.
This calls for adequate measures by higher authorities to rectify the situation. Kumari et’al. (2009)%, the study and
attempt to evaluate the level of patients satisfaction related to different parameters of quality healthcare at the health
facilities has provided us with the certain areas that need corrective efforts to improve hospital services quality.
Infrastructure and architectural Corrections need to be made to enhance the comfort and satisfaction of the patients.
Sabir et’al. (2014)", authors revealed the intent of the study is to evaluate the fundamentals of service quality in the
hospitals of Pakistan i.e. combined military, public and Private Hospital. Padma et al.(2014)", authors found in their
study that the perceptions of patients and attendants are different. Different patients from different socio economic
backgrounds have different needs and wants and their behavior also differs, hence hospitals should understand their
needs and plan services accordingly. Rod (2015)%, the study found In their study that in hospital setups the focus on
customer orientation may lead to burnout of public sector hospital workers, which may hinder the quality of services.

Research Gap

Some experts published research articles related to government hospitals issues and serviceability. Based on
the several studies that have been conducted on government hospitals, this result in inadequate medical treatment being
provided and lack of dissatisfaction about service of hospitals. Because loopholes should be fulfilled to improve the
serviceability provide by the hospitals.

Objectives Of The Study

1. To Study the issues and service quality of government hospital of Mandya City towards its patients.
2. Toanalyze the issues of government hospital among patients of Mandya City.

3. To identify the satisfaction level of service quality of government hospital in Mandya City.

Hypotheses Of The Study

Hypothesis 1

HO: There is no significant difference in perception towards the issues of government hospital among patients of
Mandya City.

H1: There is significant difference in perception towards the issues of government hospital among patients of Mandya
City.

Hypothesis 2

HO: There is no significant difference in satisfaction level of service quality of government hospital in Mandya City.
H1: There is a significant difference in satisfaction level of service quality of government hospital in Mandya City.

Scope of The Study

The selected area for the study covers government hospital of Mandya city. This study helps to analyze how
satisfied the patients are by the quality of services provided to them, assessing various needs of the patients and to
understand the relation between the doctor and patient and also issues in the government hospitals of Mandya city. The
study is Limited To Sample Size Of 101.

Research Methodology

The study has used both primary data and secondary data. For collecting the primary data, a structured
questionnaire was distributed among the respondents through of Google form. Secondary data for the study has been
collected from Google, books, journals and articles. The researcher collected 101 samples by using questionnaires. This
questionnaire included demographic profile of respondents and closed-ended questions and open ended questions
regarding the factors on a 5 point Likert scale. The study analyzed by using Chi-Square test (¥2) is: y2= (o-€) 2/e.

Statistical Tool: Chi-square

Data Analysis And Interpretation

Table-1

Frequency Analysis for the Personal Information of respondents and
Results of Chi-Square tests

Particulars Frequency % Test Statistics
Male 43 42.6% 2 =222

Gender Female 58 57.4% x2 = 3.841 (critical value)
Others 0 0% p=0.135 df=1
18 -28 87 86.1% x2 = 202.62

Age 28 - 38 9 8.9% x2 = 7.815 (critical value)
38 -48 4 3.96% p=0.001
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48 -Above 1 0.99% df =3
SSLC 5 4.9% ¥2 =100
PUC 13 12.9% ¥2 =9.488 (critical value)
Qualification Graduate 24 24.8% p=0.001
Post Graduate 57 56.4% df =4
Marital Married 21 20.85% ¥2 = 34.46
Status Un Married 80 79.2% ¥2 = 3.841 (critical value)
p=0.001 df=1
Urban 29 28.7% x2 =18.30
Area Rural 72 71.3% ¥2 = 3.841 (critical value)
p=0.001 df=1
10000 - 20000 70 69.3% x2 = 109.08
Income 20000 - 30000 17 16.8% ¥2 = 9.488(critical value)
30000 - 40000 10 9.9% p=0.001
40000 - Above 4 4% df =3

Sources: Primary Data x2 = Chi square, P-Probability, df =degree of freedom

As per the analysis of gender Table -1, shows Out of 101 sample size, the Gender respondents of Female are
57.4% and the Male respondents are 42.6%. The age of respondents between 18-28years are 86% which is highest, 28-
38ages are 8.9%, 38-48is 3.96% which is least. Education- majority of them are postgraduates i.e., 56.4%. Un Married
respondents are more 79.2%.
Rural visitors are more i.e., 71.3%. Between 10000 — 20000 income group of are more that is 69.3%. The significant
p=0.001<0.05 since the p value is greater than significance level 0.05 that means there is no statistical difference in the
distribution of the respondents.
Hypothesis 1
HO: There is no significant difference in perception towards the issues of government hospital among patients of
Mandya City.
H1: There is significant difference in perception towards the issues of government hospital among patients of Mandya
City.
To reach the objective i.e., to analyze the issues of government hospital among patients of Mandya City. The following
hypothesis is framed and tested using chi-square analysis.
Table-2
Analysis the issues of government hospital among patients of Mandya
and results of Chi-square test

Issues Chi-square Critical df A_symptotic

value Significance
Hospital gives individual attention 2= 44.44 3.841 1 p=0.001
More crowd in MIMS hospital Mandya ¥2 =18.30 3.841 1 p=0.001
Comfort of the reception area ¥2 = 20.45 5.991 2 p= 0.036
Lab facilities fully upgraded in MIMS 2 =17.17 5.991 2 p=0.001
Support activities in MIMS ¥2 = 6.50 5.991 2 p=0.038
Obtaining information ¥2 = 65.16 9.488 4 p= 0.049
Maintain a well structured buildings and | x2 =78.93 9.488 4 p=0.001
maintaining hygiene

Source: Primary Data x2 = Chi square, P-Probability, df =degree of freedom

This clearly identifies that the above Table-2 shows the test of statistics using chi-square analysis. The
significant p=0.001<0.05 and various variables reveal a significant difference between their frequencies to the tough
responses which are evident from the above furnished analysis table.
Result: Null hypothesis is rejected and alternative hypothesis is accepted. Patients perceive, there is a positive response
towards MIMS hospital of Mandya.
Hypothesis 2
HO: There is no significant difference in satisfaction level of service quality of government hospital in Mandya City.
H1: There is a significant difference in satisfaction level of service quality of government hospital in Mandya City.
To reach the objective i.e., to identify the satisfaction level of service quality of government hospital in Mandya City.
The following hypothesis is framed and tested using chi-square analysis.
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Table-3
Analysis of satisfaction level of service quality of government hospital in Mandya City
and results of Chi-square test

Critical | df | Asymptotic
value Significance
Personnel in the hospital give prompt service 2 =12.12 3.841 1 p= 0.004
How doctors and nurses treat patients during | 2 =13.76 3.841 1 p=0.002
hospital stay

Issues Chi-square

MIMS provide quality of services at free cost ¥2 =39.2 5.991 2 p=0.001
Privacy in physician’s consultation room and the | ¥2 =52.90 9.488 4 p=0.001
examination room in MIMS

MIMS provide in time service to their patients ¥2 = 57.60 9.488 4 p=0.001

Overall quality of service provided by MIMS | 2 =54.17 9.488 4 p= 0.001
towards their patients
Source: Primary Data x2 = Chi square, P-Probability, df =degree of freedom

The above furnished analysis, Table-3 provides chi-square test analysis to identify the satisfaction level of
service quality of government hospital in Mandya City with the views of patients. The significant p=0.001<0.05, it
revealed a significant difference between their frequencies to the tough responses from the patients and proves that
there is service quality at the government hospital in Mandya city.
Result: Null hypothesis is rejected and alternative hypothesis is accepted. Patients perceive, there is a positive response
towards quality of services in the MIMS hospital of Mandya.

Findings and Discussion

The research survey has been taken from the MIMS hospital Mandya, which included the population of
various religious and gender groups. This research survey brings various hidden facts of the government hospital.
Though there are service quality still patients problems that are faced by the public when they approach to the hospital
and the attention given by the doctors to their patients. It is clearly known that MIMS hospital of Mandya faces a
problem of more crowds and also some staff in MIMS hospital show negligence in their work taking this an advantage
private hospitals enter into medical fields and change medical fields to revenue generator. And also government
hospitals are forced to admit patients beyond capacity which compromise cleanliness and sanitation.

Conclusion

The study throws light on overall concept and concludes in this regard. The findings revealed that the level of
satisfaction of service quality among patients have positive response but still there are lot issues faced by the patients
due to inadequate facilities in the hospital. With the help of high responses from the patients the problems of hospital
facilities could be diagnosed. The overall patient’s expectations and perception are evaluated in terms of tangibles,
reliability, responsiveness, assurance and empathy. The study has been done to provide insights for the future course of
action for the hospital and the policy makers for improving accreditation guidelines and ensuring infrastructure
facilities and quality control. The study can be concluded by saying patients perception is essential for the success or
failure of any hospital.
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