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Applying the PZB Model in Evaluating the Service
Quality of Pediatric Rehabilitation

[-Hsiu Liou,! Shu-Fen Sun,!2 Chiao-Wen Hwang,® Yin-Han Chen,! Yu-Hsuan Lin,!
Min-Hui Li,! Jue-Long Wang*

1Department of Physical Medicine and Rehabilitation, Kaohsiung Veterans General Hospital, Taiwan;
2School of Medicine, National Yang-Ming University; 3Taoan Clinic; 4Tainan Branch, Kaohsiung
Veterans General Hospital.

Background: Previous studies on pediatric rehabilitation have rarely focused on service quality. In
addition to patients receiving pediatric rehabilitation, the patients’ parents participate in rehabilitation and
influence the health care provider. The expectations and needs of the patients’ parents should be
emphasized.

Purpose: Our study aimed to determine the difference in service quality between the expectations and
satisfaction of pediatric patients’ parents by using the Parsuraman,- Zeithaml,- Berry(PZB) model.

Methods: We used a 25-item structured questionnaire, modified from the 22- item SERVQUAL
instrument, with high validity and reliability that compromised five dimensions: (1)tangibles, (2)reliability,
(3)responsiveness, (4)assurance, and (5)empathy. A total of 74 parents of patients and 10 therapists were
enrolled in this study. Analysis of variance (ANOVA) was used to evaluate the satisfaction scores of the
pediatric patients’ parents and the therapists. A paired t- test was used to analyze the gap in service quality
between the expectation and satisfaction scores.

Results: The effective response rate was 100%. The content validity index was 0.93, and the
Cronbach’s alpha for internal reliability was 0.96. No significant difference was observed between the
average expectation and satisfaction scores of patients’ parents and the therapists. However, a significant
difference was observed in the service quality gap between the expectation and satisfaction scores of both
the patients’ parents and the therapists. The service quality gap in the scores of the patients’ parents was
influenced by traits, such as age and education level. The patients’ parents focused more on the
cleanliness of the therapeutic environment, rehabilitation in sessions being completed on schedule,
therapists possessing sufficient expertise, and accommodations of the individualized needs of patients. In
addition, the study showed aspects requiring urgent improvements in our hospital, including procuring
additional therapy equipment, maintaining clean environment, and scheduling individualized rehabilitation
times.

Conclusion: Applying the PZB model may offer a method for evaluating health care service quality in
pediatric rehabilitation. Periodic evaluations by using SERVQUAL can monitor changes in health care
service quality. Further use of this tool for evaluating the pediatric rehabilitation services of different
hospitals can assess inter-hospital service quality. ( Tw J Phys Med Rehabil 2015; 43(1): 41 - 52)

Key Words: Parsuraman-Zeithaml-Berry (PZB) model, SERVQUAL, pediatric rehabilitation,
medical service quality, patient satisfaction
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