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Abstract— This project work is undertaken in hospital sector 

in which the study focuses on the customer experience 

management in service sector with special reference to 

hospital. Nowadays the service industry shows an incredible 

growth and it is noticeable that hospital plays a great role in 

this area. The primary objective of the study is to identify the 

customer experience management towards hospital. The 

prepared questionnaire is used to get by way of personal 

interview from the patients. The sample size is 200.After 

collecting the data; the data may be discussed with the 

suitable tables and chart. For discussing the data analysis, 

simple statistical tools like simple percentage method, chi-

square was used. It has been suggested to provide fees 

concession for poor and needy people. If suggestions were 

adopted by the hospital, it is delightful to the researcher. The 

service industry forms a backbone of social and economic 

development of a region. It has emerged as the largest and 

fastest-growing sectors in the world economy, making higher 

contributions to the global output and employment. Its 

growth rate has been higher than that of agriculture and 

manufacturing sectors. It is a large and most dynamic part of 

the Indian economy both in terms of employment potential 

and contribution to national income. It covers a wide range 

of activities, such as trading, transportation and 

communication, financial, real estate and business services, 

as well as community, social and personal services. In India, 

services sector, as a whole, contributed as much as 68.6 per 

cent of the overall average growth in gross domestic product 

(GDP) between the years 2002-03 and 2006-07. 
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I. INTRODUCTION 

A. Objectives of the Study 

 To study the customer experience towards hospital 

sector. 

 The effectiveness of service provided. 

 The customer expectation of service in the hospital. 

 The suitable measures to improve and maintain the 

service in the hospital. 

B. Limitation of the Study 

The limitation of the study as follows: 

 The study was made in a short period of time. 

 The study has been confined to erode only. It may not 

apply to others areas. 

 Only a consumer view point has been analyzed, 

company viewpoints were not considered on analyzing 

data. 

II. REVIEW OF LITERATURE 

Alejandro Herrin, 1997, Increasing the availability, 

accessibility and awareness about the services and 

technological advances for the management of 

healthproblems, raising expectations of the people, and the 

ever-increasingcost of healthcare are some of the challenges 

that the healthcare systems have to cope up with. The 

developmentof the private health care sector is due to a 

number of interacting factors. These factors include the 

growth of household incomes, the inadequacies of the public 

health sector, and the effects of various government policies 

on the operation of different health care markets.  

Gilbert, Lumpkin &Dant, 1992, Patient satisfaction 

with health care services is considered to be of paramount 

importance with respect to quality improvement programs 

from the patients’ perspective, total quality management, 

and the expected outcome of care. Within the health care 

industry, patient satisfaction has emerged as an important 

component and measure of the quality of care. Consumer 

satisfaction appears to be a major device in order to take 

critical decisions in the health care services. 

Alaloola (2008) conducted research survey to find 

Patient satisfaction in a Riyadh Tertiary Care Centre. There 

was a significant satisfaction with room comfort), room 

temperature, room call button system, room cleanliness and 

respectful staff. Patients were significantly dissatisfied with 

phlebotomists not introducing themselves, not explaining 

procedures and physicians not introducing themselves 

III. RESEARCH METHODOLOGY 

The researcher has adopted the descriptive research design 

for the study. Data are collected through survey method with 

the help of questionnaire. Random sampling methods are 

adopted, people of the study was those who are all working 

in industry. The secondary data were collected from books, 

journal & website. In this study, Chi-square, ANOVA  and 

Simple percentage tools are used.   

A. Factors in the Hospital 

S. 

No 
Options 

No. of 

Respondents 

Percentage 

(%) 

1 

Age 

Below 20 yrs 

20 – 30 yrs 

30 – 40 yrs 

40-50 yrs 

50 & Above 

yrs 

 

26 

64 

60 

35 

15 

 

 

13.0 

32.0 

30.0 

17.5 

07.5 

2 
Gender 

Male 

Female 

 

91 

109 

 

45.5 

54.5 
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Occupation 

Business 

Professional 

Home maker 

Students 

Others 

 

38 

18 

56 

51 

37 

 

19.0 

09.0 

28.0 

25.5 

18.5 

Table 1: Factors in the Hospital 

1) Interpretation 

32% of the respondents fall between the age group of 20 - 

30yrs. 54.5% of the respondents are female. 28% of the 

respondents are home makers. 

B. Various Factors in the Hospital  

S.

N

o 

Opi

nion 

Doc

tors 

Perce

ntage 

(%) 

Nu

rse 

Perce

ntage 

(%) 

Hospit

al 

Enviro

nment 

Perce

ntage 

(%) 

1. 
Exce

llent 
70 35.0 44 22.0 45 22.5 

2. 
Very 

good 
80 40.0 82 41.0 53 26.5 

3. Fair 50 25.0 58 29.0 70 35.0 

4. Poor 0 00.0 13 06.5 22 11.0 

5. 
Very 

poor 
0 00.0 3 01.5 10 05.0 

Table 2: Various Factors in the Hospital 

C. Interpretation 

1) Doctors 

It observed from the above table that 35% of the 

respondents have viewed that the services of doctors are 

excellent,25% of the respondents have viewed that the 

services of doctors are fair. 

2) Nurse 

It observed from the above table that 41% of the 

respondents have viewed that the services of nurse are very 

good,1.5% of the respondents have viewed that the services 

of nurse are very poor. 

3) Hospital Environment 

It observed from the above table that 35% of the 

respondents have viewed that the hospital environment are 

fair, 5% of the respondents have viewed that the hospital 

environment are very poor. 

D. Findings 

 It is identified from the above analysis that the 

calculated ANOVA value is greater than the table 

value. So, null hypothesis accepted. Hence, there is no 

relationship between occupation and overall quality of 

hospital. 

 It is identified from the above analysis that the 

calculated ANOVA value is greater than the table 

value. So, alternative hypothesis accepted. Hence, 

there is no relationship between age and nature of 

service preferred. 

 It is identified from the above analysis that the 

calculated chi-square value is greater than the table 

value. So, null hypothesis rejected. Hence, there is a 

relationship between age and reasons for choosing the 

hospital. 

E. Suggestions 

 The hospital should concentrate on effective 

advertisement. 

 Most of the respondents feel the cost of service is high. 

so the hospital should reduce the cost of service. 

 The company should concentrate fees concession for 

poor people. 

 Most of the respondents expect to expand the hospitals 

in rural area also. So the hospital should take necessary 

steps to satisfy the customers. 

 Most of the respondents are satisfied with the service. 

So the hospital should maintain the quality of service. 

IV. CONCLUSION 

The study made on the Customer Experience Management 

in hospital was mainly to understand the patients view point 

regarding performance of the hospital. The hospital has 

groomed itself as one of the best in district. To maintain its 

market status the hospital has to provide an effective service 

which gives heartful satisfaction to the patients. It also has 

to give a free service and concession to the poor and the 

needy people. 
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