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Abstract : This paper attempts to develop a reliable and valid instrument of measuring Healthcare service quality in India, and
also analyses the impact of demographic factor of respondent on healthcare service quality. In this research paper , extant
literature survey,  discussion with stakeholder of  healthcare system such as patients,  patients relative,  administrators of
hospitals,  clinics,  professionals  and  expert  interviews  were  used  to  develop  a  attributes  of  healthcare  service  quality
dimensions. A pilot study was conducted with a sample of 31 healthcare patients of private sector, public sector ,trust hospital
,primary  health  care  centers  and  clinics  was  surveyed  in  the  Nagpur  Metropolitan  Area.  At  the  end  fifteen
dimensions—reliability, assurance, responsiveness, tangibility, empathy, affordability, respect, and caring, Attitude of staff,
Technical  competence,  Appropriateness,  Safety,  continuity,  Effectiveness,  Availability,  Financial  support.  This  fifteen-
dimensional model was validated through a content validity and construct validity.  The proposed research model shows
acceptable fit indices. Impact of these dimensions on the Overall Healthcare Service Quality and customer satisfaction are
analyzed using multiple regression technique. Findings indicate that all dimensions carry significant impact on the Overall
Healthcare Service Quality perceptions and customer satisfaction. However, availability and effectiveness dimensions carry the
maximum impact on the Overall healthcare Service Quality .
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