
LIST OF APPENDICES
Appendix

No. Particulars Page No.

I List of the Researchers Carried Out Various Research Studies on Patients’ Satisfaction with Quality of 
Services

418

II List of the Researchers Carried Out Various Research Studies on Patients’ Satisfaction 419
III List of the Researchers Carried Out Various Research Studies on Comparison of Patients’ Satisfaction 

from Hospitals Services
420

IV List of the Researchers Carried Out Various Research Studies on Patients’ Satisfaction and Customer 
Relationship Management

420

V List of the Researchers Carried Out Various Research Studies on Measurement of Attitude of Patients 420
VI List of the Researchers Carried Out Various Research Studies on Patients’ Expectations/Perceptions 421
VII List of the Researchers Carried Out Various Research Studies on Patients’ Safety/Complaints 421
VIII List of the Researchers Carried Out Various Research Studies on Work Motivation for Hospital

Employees
421

IX List of the Researchers Carried Out Various Research Studies on
Hospital/Patients’ Care Development Programme

421

X List of the Researchers Carried Out Various Research Studies on Scale
Development in Patients’ Satisfaction Survey

422

XI Summary for Review of Literature on Patients’ Satisfaction with Quality of Services 423
XII Summary for Review of Literature on Patients’ Satisfaction 429
XIII Summary for Review of Literature on Comparison of Patients’ Satisfaction from Hospitals Services 440
XIV Summary for Review of Literature on Patients’ Satisfaction and Customer Relationship Management 441
XV Summary for Review of Literature on Measurement of Attitude of Patients 442
XVI Summary for Review of Literature on Patients’ Expectations/Perceptions 443
XVII Summary for Review of Literature on Patients’ Safety/Complaints 445
XVIII Summary for Review of Literature on Work Motivation for Hospital Employees 446
XIX Summary for Review of Literature on Hospital/Patients’ Care Development Programme 447
XX Summary for Review of Literature on Scale Development in Patients’ Satisfaction Survey 449
XXI List of the Name of the Hospital Visited by Patients 452
XXII Questionnaire in English Language 453
XXIII Questionnaire in Gujarati Language 459
XXIV Mean Scores for Items and Scale for Patients’ Responses on Medical Services of the Selected Hospitals 465
XXV Mean Scores for Items and Scale for Patients’ Responses on Paramedical Services of the Selected

Hospitals
465

XXVI Mean Scores for Items and Scale for Patients’ Responses on Administrative Services of the Selected 
Hospitals

466

XXVII Mean Scores for Items and Scale for Patients’ Responses on Physical Facilities of the Selected Hospitals 466
XXVIII Mean Scores for Items and Scale for Patients’ Responses on Tangible Criteria of Selected Hospitals 467
XXIX Mean Scores for Items and Scale for Patients’ Responses on Reliability Criteria of Selected Hospitals 467
XXX Mean Scores for Items and Scale for Patients’ Responses on Responsiveness Criteria of the Selected 

Hospitals
467

XXXI Mean Scores for Items and Scale for Patients’ Responses on Assurance Criteria of Selected Hospitals 468
XXXII Mean Scores for Items and Scale for Patients’ Responses on Empathy Criteria of Selected Hospitals 468
XXXIII Mean Scores for Items and Scale for Patients’ Responses on Dignity Criteria of Selected Hospitals 468
XXXIV Mean Scores for Items and Scale for Patients’ Responses on Accessibility and Affordability Criteria 469
XXXV Mean Scores for Items and Scale for Patients’ Overall Responses on Selected Criteria 469
XXXVI Mean Scores for Items and Scale for Patients’ Views on Selected Criteria about Best Services of the 

Selected Hospitals
469

XXXVII Mean Scores for Items and Scale for Patients’ Views on Selected Criteria about Worst Services of the 
Selected Hospitals

469

XIV


