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Comparison of Perceptions of Medical Services among Inpatients, Outpatients, and the General Public in
the Post-COVID-19 Era: A Multigroup Analysis Using the M-SERVQUAL Scale

Yoko Nakano”, Tomoya Yokotani” and Hidemi Yoshii”
"Department of Nursing, Faculty of Medicine, Kochi University

“Faculty of Wakayama Health Care Sciences Department of Nursing, Takarazuka University of Medical and Health Care
"Department of Nursing, Faculty of Medicine, Kochi University

Background: The rapid environmental changes caused by the COVID-19 pandemic altered healthcare-
seeking behaviors and substantially reorganized healthcare delivery systems. In the post-COVID era, under-
standing how different groups perceive healthcare services is essential for designing service models that are
acceptable to both recipients and providers.

Objective: To compare perceptions of healthcare service quality among inpatients, outpatients, and mem-
bers of the general public using the M-SERVQUAL scale and to clarify group differences.

Methods: We conducted a cross-sectional anonymous questionnaire survey using a web-based platform
(SurveyMonkey"). Participants included inpatients, outpatients, and adults from the general public who pro-
vided informed consent. Perceived healthcare service quality was assessed using the 22-item M-SERVQUAL
scale, consisting of four factors: “trust”, “assurance”, “responsiveness’, “empathy”, and “tangibles”, “structure”.
Group differences were examined using the Kruskal-Wallis test followed by the Steel-Dwass post hoc test, with
a significance level of p < 0.05.

Results: Outpatients showed the highest perception scores for “assurance”, “responsiveness” followed by
“trust”, and scored significantly higher than the general public for “trust”, “assurance”, “responsiveness” and
“empathy”. Inpatients demonstrated relatively high scores for “trust” and “assurance”, “responsiveness”, indi-
cating positive perceptions in these domains. The general public showed overall lower perceptions across fac-
tors. “Structure” yielded the lowest scores across all three groups.

Conclusions: Perceptions of healthcare services may be influenced by the frequency of contact with health-
care and the individual's context as a service recipient. These findings highlight the importance of tailoring
service delivery to patients’ care settings and experiences, while also promoting healthcare system under-
standing among the general public through planned informational and educational approaches.

(JJOMT, 74: 63—69, 2026)
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Post-COVID-19, Medical services, Patient experience, M-SERVQUAL, Multigroup comparison
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