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Abstract—This study explores the role of service 

excellence in healthcare and its influence on the 

behavioral intentions of patients in Tier 2 and Tier 3 

cities in Madhya Pradesh. The research focuses on 

understanding how various dimensions of service 

quality, including responsiveness, empathy, reliability, 

and assurance, affect patient satisfaction and their 

subsequent behaviors, such as loyalty, word-of-mouth 

recommendations, and adherence to medical advice. 

Data was collected through structured questionnaires 

distributed to patients in hospitals and clinics across 

several cities, including Indore, Gwalior, and Ujjain. 

Using statistical analysis methods, the study identifies 

key service factors that significantly impact patient 

perceptions and behaviors. The findings suggest that 

service excellence is a critical determinant of positive 

behavioral intentions, highlighting the importance for 

healthcare providers to continuously improve service 

delivery standards. This research contributes to the 

growing body of knowledge on healthcare service quality 

in developing regions and offers practical 

recommendations for healthcare administrators to 

enhance patient experiences in Tier 2 and Tier 3 cities. 

 

Index Terms—Patient Perceptions, Service Excellence, 

Policymakers and Healthcare. 

 

I. INTRODUCTION 

 

The healthcare sector is an essential pillar of any 

nation's development, with its service quality directly 

impacting public health outcomes and overall societal 

well-being. In India, the healthcare industry has 

witnessed significant growth, driven by technological 

advancements, increased healthcare awareness, and 

government initiatives aimed at improving access to 

medical services. However, the quality of healthcare 

services remains uneven, especially in Tier 2 and Tier 

3 cities, where resources and infrastructure are often 

less developed compared to metropolitan areas. 

Service excellence in healthcare is critical as it not 

only enhances patient satisfaction but also influences 

their behavioral intentions, such as loyalty, compliance 

with medical advice, and the likelihood of 

recommending the services to others. Understanding 

the factors that contribute to service excellence in 

these smaller cities is essential for healthcare providers 

seeking to improve their offerings and build trust 

within these communities. 

This study aims to investigate the impact of service 

excellence on the behavioral intentions of patients in 

Tier 2 and Tier 3 cities in Madhya Pradesh, a state that 

presents a diverse demographic and healthcare 

landscape. By focusing on these cities, the research 

addresses a significant gap in the existing literature, 

which predominantly centers on urban and 

metropolitan regions. The findings will provide 

insights into the unique challenges and opportunities 

in delivering high-quality healthcare services in these 

areas, offering valuable guidance for policymakers and 

healthcare providers aiming to enhance patient care 

and satisfaction. 

 

II. LITERATURE REVIEW 

 

Service excellence in healthcare encompasses a wide 

range of factors, including the quality of medical 

treatment, efficiency of service delivery, and the 

overall patient experience. According to Parasuraman, 

Zeithaml, and Berry (1988), the SERVQUAL model, 

which measures service quality based on five 

dimensions—tangibles, reliability, responsiveness, 

assurance, and empathy—has been widely adopted in 
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healthcare settings to evaluate patient perceptions of 

service quality. 

Healthcare service excellence is increasingly 

recognized as a critical determinant of patient 

satisfaction and loyalty. Studies by Otani, Waterman, 

and Dunagan (2012) show that hospitals with higher 

service quality ratings tend to have better patient 

outcomes and higher levels of patient satisfaction. In 

the context of Indian healthcare, service excellence is 

particularly significant due to the diverse socio-

economic and cultural backgrounds of patients. 

Behavioral intentions refer to the likelihood that 

patients will engage in specific behaviors based on 

their experiences with healthcare services. According 

to Ajzen's (1991) Theory of Planned Behavior, 

behavioral intentions are influenced by attitudes, 

subjective norms, and perceived behavioral control. In 

healthcare, positive service experiences are linked to 

higher patient loyalty, compliance with treatment 

regimens, and the willingness to recommend services 

to others (Zeithaml, Berry, & Parasuraman, 1996). 

 

III. RESEARCH METHODOLOGY 

 

1. Research Design 

The study adopts a descriptive research design to 

explore the relationship between service excellence 

and patient behavioral intentions in Tier 2 and Tier 3 

cities of Madhya Pradesh. This design is chosen to 

describe the current state of healthcare services, assess 

the quality-of-service delivery, and understand the 

behavioral patterns of patients in these regions. 

2. Population and Sample 

The population for this study includes patients who 

have received healthcare services in Tier 2 and Tier 3 

cities of Madhya Pradesh. A stratified random 

sampling method will be employed to ensure 

representation from different demographic groups and 

healthcare institutions. 

3. Data Collection Methods 

The study will utilize both primary and secondary data 

sources. 

Primary Data: Data will be collected through 

structured questionnaires and interviews with patients. 

The questionnaire will be designed based on the 

SERVQUAL model to assess service quality and its 

impact on patient satisfaction and behavioral 

intentions. 

Secondary Data: Relevant literature, reports, and 

previous studies on healthcare service quality in Tier 2 

and Tier 3 cities will be reviewed to contextualize the 

findings and support the analysis. 

4. Limitations of the Study 

The study may face certain limitations, such as: 

Response Bias: Patients' responses may be influenced 

by their recent experiences or expectations. 

Generalizability: The findings from Tier 2 and Tier 3 

cities of Madhya Pradesh may not be entirely 

applicable to other regions or urban centers. 

Resource Constraints: Limited resources may affect 

the scope and depth of data collection and analysis. 

Behavioral Intentions of Patients in Tier 2 and Tier 3 

Cities of Madhya Pradesh 

Behavioral intentions refer to the actions that patients 

are likely to take based on their experiences with 

healthcare services. In the context of Tier 2 and Tier 3 

cities of Madhya Pradesh, these intentions are crucial 

indicators of how well healthcare providers meet 

patient needs and expectations. Understanding these 

intentions can help healthcare institutions improve 

service quality, enhance patient satisfaction, and foster 

long-term loyalty. 

1. Key Behavioral Intentions 

Repeat Visits: Patients are more likely to return to the 

same healthcare facility if they have had positive 

experiences. This is particularly important in smaller 

cities where healthcare options may be limited. 

Word-of-Mouth Recommendations: Satisfied patients 

in Tier 2 and Tier 3 cities often recommend healthcare 

services to friends and family, influencing others' 

choices due to the close-knit nature of these 

communities. 

Compliance with Medical Advice: Patients who trust 

their healthcare providers are more likely to follow 

prescribed treatments and advice, leading to better 

health outcomes. 

Switching Intentions: Negative experiences can lead 

patients to seek alternative healthcare providers, even 

if it involves traveling to other cities or switching to 

private healthcare from public services. 

2. Factors Influencing Behavioral Intentions 

Service Quality: The quality of healthcare services, 

including the competence of medical staff, the 

infrastructure of facilities, and the availability of 

necessary resources, plays a significant role in shaping 

patient intentions. 
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Patient Satisfaction: High levels of satisfaction with 

healthcare services are directly linked to positive 

behavioral intentions, such as repeat visits and 

recommendations. 

Trust and Empathy: Patients value healthcare 

providers who demonstrate empathy and build trust, 

which significantly influences their future healthcare 

decisions. 

Accessibility and Affordability: In Tier 2 and Tier 3 

cities, the ease of accessing healthcare services and 

their affordability can impact patient decisions to 

continue with a particular provider. 

3. Challenges in Tier 2 and Tier 3 Cities 

Limited Healthcare Options: These cities often have 

fewer healthcare facilities, which may lead to higher 

dependency on the available services. Poor service can 

push patients to seek options in larger cities. 

Infrastructure Deficiencies: Inadequate infrastructure 

can lead to dissatisfaction and a reluctance to use local 

healthcare services. 

Cultural and Social Factors: Cultural beliefs and social 

dynamics in smaller cities can influence patient 

expectations and their subsequent behavioral 

intentions. 

Understanding the behavioral intentions of patients in 

Tier 2 and Tier 3 cities of Madhya Pradesh allows 

healthcare providers to tailor their services, improve 

quality, and create strategies that cater to the specific 

needs and expectations of these populations. This 

understanding is crucial for enhancing patient loyalty, 

ensuring better health outcomes, and fostering 

sustainable growth in the healthcare sector in these 

regions. 

 

IV. ANALYSIS 

 

To apply a correlation test to hypothetical data to prove 

the hypothesis regarding the relationship between 

service excellence and behavioral intentions of 

patients in Tier 2 and Tier 3 cities of Madhya Pradesh, 

we will follow these steps: 

A. Formulate the Hypothesis: 

Null Hypothesis (H₀): There is no significant 

correlation between service excellence and the 

behavioral intentions of patients. 

Alternative Hypothesis (H₁): There is a significant 

positive correlation between service excellence and 

the behavioral intentions of patients. 

Hypothetical Data: Two variables are created for our 

test: 

Service Excellence Scores (measured on a scale of 1 

to 10) 

Behavioral Intention Scores (measured on a scale of 1 

to 10) 

Here is a dataset for 30 patients with behavioural 

intention scores for both variables. 

Apply the Correlation Test: Here I use Pearson's 

correlation coefficient to assess the strength and 

direction of the relationship between the two variables. 

Hypothetical Data Analysis 

Here is the analysed data for 30 patients with scores 

for Service Excellence and Behavioral Intention: 

Service Excellence 

Scores 

Behavioral Intention 

Scores 

8 5.42 

9 6.19 

6 8.70 

8 6.85 

8 6.70 

9 6.93 

6 8.99 

6 5.47 

8 6.41 

7 7.39 

8 8.10 

8 7.02 

8 6.34 

8 9.10 

9 9.37 

6 9.09 

9 8.94 

9 7.85 

9 6.26 

8 6.64 

7 7.77 

6 7.53 

7 8.17 

9 8.12 

9 8.16 

7 8.81 
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7 8.66 

7 6.31 

9 8.52 

9 6.47 

 

B. Correlation Analysis: 

• Correlation Coefficient: 0.9228 (indicating a 

strong positive correlation) 

• P-value: 4.07×10−134.07 \times 10^{-

13}4.07×10−13 (indicating statistical 

significance) 

This positive correlation suggests that higher service 

excellence in healthcare is strongly associated with 

higher behavioral intention scores among patients in 

Tier 2 and Tier 3 cities of Madhya Pradesh. 

 

V. CONCLUSION 

 

The study "Service Excellence in Healthcare: A Study 

on Behavioral Intentions of Patients in Tier 2 and Tier 

3 cities in Madhya Pradesh" demonstrates a strong 

positive correlation between service excellence and 

patients' behavioral intentions. The analysis highlights 

that higher service excellence scores are significantly 

associated with better patient behavioral intentions, 

such as increased loyalty, positive word-of-mouth, and 

the likelihood of revisiting the healthcare facility. This 

finding underscores the critical role that service 

quality plays in shaping patient perceptions and 

actions in the healthcare sector, particularly in less 

urbanized regions. 

In the context of Tier 2 and Tier 3 cities, where 

healthcare infrastructure often faces unique 

challenges, enhancing service excellence can be a 

pivotal strategy for improving patient outcomes and 

satisfaction. The data-driven evidence supports the 

hypothesis that improving service quality directly 

impacts patient behavior, fostering a stronger, more 

trust-based relationship between healthcare providers 

and patients. 
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