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Purpose: Considering various measurements for healthcare service quality, the purpose of this study is to
examine measurement items for healthcare service quality (HCSQ) based on previous study and service quality
evaluation institutions in the international community.

Methods: The proposed research model was tested using measurement analysis, based on data collected
from 387 respondents in the selected hospital with more than 500 beds in South Korea.

Results: The results of the study shed insights about the relative importance of quality items as degree of
improvements of care services tangible, safety, efficiency, and empathy. Also, the study provides new meas-—
urement model for healthcare service quality.

Conclusion: Healthcare organization thrives to find the key factors for improving quality of care and service
that meet customers’needs and expectations.

Key Words : Healthcare Service Quality, Measurement Items for Quality, Evaluation Indicators,
Measurement Model
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Table 3. Measurement items for HCSQ: processes and outcomes
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Fig. 1. The proposed model
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Table 7. Results of correlation matrix, AVE and CR
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