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ABSTRACT 

 Nursing service is an important component of healthcare service, thus 

improving nursing service quality is a primary objective of the healthcare system as 

well as a major responsibility of nurse administrators. The purposes of this research

were to study nurses and patients expectation of nursing service quality, to study 

nurses and patients perception of performance of nursing service quality performed by 

nurses and to compare nursing service quality as perceived by nurses and patients. 

Subjects included 162 nurses and 383 patients from 11 inpatient wards/units in Indira 

Gandhi Memorial hospital, Maldives. The instruments used in the study were 

SERVQUAL scale for nurses and patients. Content validity index of SERVQUAL 

scales were 0.82 for nurses and 0.82 for patients. Reliability of the scales was verified 
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by using Cronbach’s alpha coefficient .The Cronbach’s alpha coefficient of nurses 

SERVQUAL scale was 0.92 and 0.88 for patients. Data were analyzed using 

descriptive statistics and Mann-Whitney U Test. 

 Results of the study indicated that nurses and patients had highest 

expectation on reliability of nursing service quality. Nurses and patients perceived 

reliability as the highest performed dimension from nursing service quality. There was 

a statistically significant difference between nurses and patients perception of nursing 

service quality.

 The results of this study could be used by nurse administrators to develop 

strategies for improving nursing service quality so that nursing service delivery 

process can be formulated in such a way to reduce differences between nurses and 

patients perceived nursing service quality. 
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