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The Effect of Perceived Service Quality on Patient Loyalty: An Investigation on
Public Hospital
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OZET

Bu calismada devlet hastanelerinde sunulan saglik hizmetlerinden yararlanan hastalarin, hastane hizmetlerine
iliskin algiladiklari hizmet kalitesi boyutlari ve bu boyutlarin hastane bagllig1 lzerine etkisi incelenmektedir.
Calisma, Tirkiye’'nin Guneydogu’sunda yer alan bir ilde devlet hastanesinden hizmet alan hastalar ile
gergeklestirilmistir. Veriler 300 yatan hastanin katihmiyla yiiz ylize gorisme teknigi ile yapilandinimis anket
formunun uygulanmasi ile elde edilmistir. Arastirmada 6rnekleme yontemi olarak, "kolayda 6rnekleme yontemi"
kullanilmistir. Arastirma sonuglarina gére hekim hizmetleri, muayene oncesi hizmetler, kisisel ihtiyaglari karsilama
ve hastane ile ilgili degerlendirmelerin hasta baghhgini anlamli ve olumlu yonde etkisinin oldugu gérilmektedir.
Elde edilen sonuglar, gerek teori gerekse uygulamacilar agisindan ¢ikarimlar saglamaktadir.
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ABSTRACT

In this study it is intended to identify the dimensions of public hospital service quality and to determine whether
these factors are the impact on patient loyalty. This research was conducted with patients at a public hospital in a
southeastern town in Turkey. Data were obtained by applying the techniques that are configured with 300 patients
face to face with the participation of the questionnaire. Easy sampling method was used as the sampling method.
According to the results, physician services, services before the treatment, satisfying personal needs and care for
private needs-services and perceptions about hospital conditions have the significant and positive impact on patient
loyalty. The results provide implications for both theory and practitioners.
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