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Satisfaction; Objective: To explain using a structural equation model to patient satisfaction by analysing
COVID-19 protocol; confidence in preventive measures against COVID-19 as an antecedent of this satisfaction and
Quality; the effect that these measures have on the antecedents of service quality and perceived value.
Perceived value; Design: An observational cross-sectional study.

Prevention Site: Online survey was sent via social networks for recruiting citizens resident in Spain.

Participants: The final sample consisted of 149 women and 122 men. The mean age of the
participants was 36.73 years, all of whom were health service users.

Interventions: No interventions were conducted in the study.

Main measurements: The study variables for the development of the structural equation model
were: confidence in COVID-19 safety protocol, perceived value, quality and user satisfaction.
Results: The results showed a direct and positive effect of confidence in COVID-19 safety
protocol on the quality of services provided, perceived value and user satisfaction.
Conclusions: The study is expected to be of interest to those in charge of designing protective
measures against the spread of diseases, health centre managers and marketing professionals
interested in the improvement user satisfaction, affected as a result of the current pandemic.
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Impacto de las medidas COVID-19 en la calidad del servicio sanitario, el valor
percibido y la satisfaccion del usuario. Un enfoque basado en modelos de ecuaciones
estructurales (SEM)

PALABRAS CLAVE
Satisfaccion;
Protocolo COVID-19;
Calidad;

Valor percibido;
Prevencion.

Resumen

Objetivo: Explicar mediante un modelo de ecuaciones estructurales la satisfaccion de los
pacientes, analizando la confianza en las medidas preventivas contra la COVID-19 como
antecedente de esta satisfaccion y el efecto que estas medidas puedan tener en la calidad
del servicio y en el valor percibido.

Disefio: Estudio observacional transversal.

Emplazamiento: La encuesta online se envid a través de las redes sociales para reclutar a
ciudadanos residentes en Espafa.

Participantes: La muestra final estuvo compuesta por 149 mujeres y 122 hombres. La edad
media de los participantes fue de 36,73 anos, todos usuarios de servicios sanitarios.
Intervenciones: No se realizaron intervenciones en el estudio.

Medidas principales: Las variables del estudio para el desarrollo del modelo de ecuaciones
estructurales fueron: la confianza en el protocolo de seguridad COVID-19, el valor percibido, la
calidad v la satisfaccion del usuario.

Resultados: Los resultados muestran un efecto directo y positivo de la confianza en el protocolo
de seguridad COVID-19, el valor percibido y la satisfaccion de los usuarios.

Conclusiones: Se espera que el estudio sea de interés para el personal encargado de formular
medidas de proteccion frente a la propagacion de enfermedades, responsables de centros san-
itarios y profesionales del marketing interesados en mejorar la satisfaccion del usuario en el
ambito sanitario, mermada a consecuencia de la actual pandemia que vivimos.

© 2021 Los Autores. Publicado por Elsevier Espaiia, S.L.U. Este es un articulo Open Access bajo

la licencia CC BY-NC-ND (http://creativecommons.org/licenses/by-nc-nd/4.0/).

Introduction

Governments must prioritise the health care provided to cit-
izens. It is the state’s obligation to continuously improve
medical services, ensure health coverage for citizens and
guarantee the safety of service provision. Since 14 March
2020, the day on which the Spanish Government declared a
state of alarm, caused by the SARSCoV-2 infection (severe
acute respiratory syndrome), which has led to the COVID-
19 pandemic (coronavirus disease 2019), the Public Health
System has experienced an overload of infected patients.’
Although the capacity of facilities to combat the virus has
been increased, it has been impossible to stop the first
three waves before the first vaccines or treatment became
available.>* In addition, essential services and day-to-day
activities need to continue to be provided as much as
possible.” As a consequence, care protocols have changed
in all medical facilities.> Preventive protective measures,
initially non-existent or at best insufficient, have been
included for healthcare workers and for other pathologies
patients. The aim is always to reduce mortality and minimise
the number of people affected.*

Among the measures implemented by the government to
try to prevent the pandemic are: (a) obligatory use of masks,
(b) limitation of accompanying persons to the health centre,
(c) selective control and measurement of body tempera-
ture when entering health centres, (d) suspension of the
guarantee of response time in health care processes, first
consultations in specialised care and diagnostic procedures
in the Public Health System, among others.

Through these measures, patient care coverage should
be guaranteed, the risk of users attending health centres
should be mitigated, and confidence in the Public Health
System should be improved. However, the special charac-
teristics of the health sector led to users being treated
not as consumers, but as patients.® In the current context,
patients perceive a risk related to their personal health each
time they attend medical facilities. Overcoming these risks
and improving user safety can influence service quality, per-
ceived value and ultimately patient satisfaction.

Confidence is a subjective belief, referring to the reduc-
tion of a future risk (the risk of contagion in this case) and
the probability of continuing to use the service provided.”2
This concept of trust applied to institutions is called institu-
tional or organisational confidence.’ Institutional confidence
will depend on the organisational response to compliance
with current regulations; this response improves the consu-
mer’s expectations of the service'® and the trust generated.
Therefore, it is logical to think that the subject, after evalu-
ating the service provided by the institution, will increase or
reduce trust in the organisation.®'" In other words, patients
will feel safe and trust their healthcare facility if they con-
sider the safety measures in place to be trustworthy.

Research has shown that perceived confidence is a
good predictor of quality.’>"® In addition, trust measures
have also been found to contribute to improved perceived
value.™ This relationship was demonstrated in the work of
Konuck, > who found that increased consumer confidence in
the service provider can lead to an increase in perceived
value of the marketed products.
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In contexts such as healthcare, where relationship build-
ing becomes essential, it is possible that trust determines
the quality of services and perceived value, i.e., confidence
in services will be a combination of trust in the institution
itself, trust in the staff working there and the technolo-
gies used by the organisation,® in this case by the medical
centre. The work of Gonzalez,'” demonstrated this relation-
ship between trust, service quality and user satisfaction by
analysing the interactions between the client and the health
services.

The result of evaluating patient perceptions is an impor-
tant indicator of health care.'®" Specifically, patient
satisfaction is one of the most widely used measures in the
field of health management to gauge the effectiveness of
the medical care received.?”?' Many studies have exam-
ined the determinants of satisfaction, showing that different
variables influence this satisfaction.??~2* Among others, pre-
vious literature suggests a relationship between quality and
satisfaction.?*?

In this sense, consumer perceived experiential quality
can be understood as the difference between expectations
and performance.?® Specifically, quality is largely a per-
formance concept based on consumer ratings of certain
criteria.”” These evaluations of the various characteristics
of a service allow the patient to rate its performance and
can, in the same way, directly influence satisfaction.?*

The pandemic caused by COVID-19 has led to a series
of incidents in the medical services provided. According to
Smith et al.,”” service delivery issues can derive from the
process or the outcome. The process dimension is linked
to how the service is received (e.g., incident caused by
safety measures and protocols), while the outcome dimen-
sion involves what clients actually receive from the service
(e.g., interruption of face-to-face medical service for a few
months).?8

The current healthcare environment has recovered its
activity after the interruption caused by the pandemic.
Medical centres have reestablished service, responding
to the legal measures in place. The reestablishment of
the service can reinforce customer satisfaction.?®*° More-
over, it is a strategic element that can increase customer
satisfaction.?%3" According to the service recovery paradox,
when an organisation satisfactorily solves the problem that
prevented the development of the service, users seem to be
more satisfied.?’~*

The aim of this paper is to model patient satisfaction
by analysing confidence in COVID-19 preventive measures as
an antecedent of patient satisfaction and the effect these
measures have on the antecedents of service quality and
perceived value. These relationships can be seen in the the-
oretical model proposed for this study (see Fig. 1). Based on
this model, we propose the following hypothesis:

H1. Confidence in COVID-19 prevention measures posi-
tively influences the quality of the health service.

H2. Confidence in COVID-19 prevention measures posi-
tively influences satisfaction with the health service.

H3. Confidence in COVID-19 prevention measures posi-
tively influences patient perceived value.
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Figure 1 Theoretical model based on the hypotheses pro-
posed for the relations between latent variables.

Table 1  Sampling procedure datasheet.

Fieldwork 15/02/2021 to
28/02/2021

Population Citizens with access to

the National HealthCare
System in Spain

Population size 47351567

Sampling method Convenience sampling
Survey type Online

Average length 8min, 15s

Sample size 271

H4. The quality of the medical service positively influences
the patient’s perceived value.

H5. The quality of medical service positively influences
patient satisfaction.

H6. The perceived value of the medical centre experience
positively influences patient satisfaction.

Materials and method

Sampling procedure and design

The research complied with the requirements established by
the Bioethics Committee of the University of xxx (protocol
code 189). This committee regulates the rights and freedoms
of the participants, the right to privacy of their personal
data and the aggregate treatment of the same. As for the
methodological aspects applied, a quantitative method was
used by means of an online survey (see Table 1). The ques-
tionnaire was designed following a review of the scientific
literature on the subject under study, and was reviewed by
members of the research team and by 3 experts in the health
field. The Google Forms tool was used to draft the questions
and collect the answers sent by a random selection of sub-
jects who have either required face-to-face health services
or have needed telephone assistance in the last year.

The survey was conducted online; participants accessed
the questionnaire by invitation. The invitation to respond to
the survey was disseminated through different social net-
work groups. Given the great sensitivity of the population
at this time with public health, an immediate response was
obtained and a great social repercussion.
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Participation was entirely voluntary. Fieldwork began on
15 February 2021 and ended on 28 February 2021. The ini-
tial database consisted of 282 surveys, and after refining the
sample by applying a response time criterion, responses of
less than 4 min were eliminated. The final sample consisted
of 149 female (55.2%) and 122 male (44.8%) participants. The
mean age of the patients was 36.73 years. All from the same
autonomous community. Of those surveyed, 90.4% used pub-
lic health care, while 9.6% used private health care. The net
monthly salary of the patients who use private health care
is €2124.5 net, while the average salary of the participants
who have public health care coverage is €1138.8 net per
month. 3% go several times a month, 10.7% say they go at
least once a month to the health centre, 37.6% go once every
three months, 42.4% usually go twice a year, 6.3% go at least
once a year. The main reasons for medical care were: medi-
cal check-ups (36%), emergency (30%), other causes (18%),
common cold (9.5%), gastroenteritis or stomach problems
(4%) and PCR test (2.5%).

Instruments

The final questionnaire consisted of 36 items. All questions
correspond to the conceptual theoretical model defined
above, reflecting the hypothesised relationships. All items
used Likert-type scales, with a graduation from 1 (mini-
mum score) to 5 (maximum score). The constructs were
measured using scales validated for the Spanish population.
Perceived value was measured by adapting the Mitchell and
Dacin®* and Thompson®* scale using 5 statements to assess
familiarity and experience with the service. Satisfaction was

Table 2 Questionnaire used.

assessed by adapting the 4 items from the work of Capraro
et al.* The scale of confidence with the service provider
was adapted from Sirdeshmukh et al.,* to the case of the
COVID-19 protocol, using 4 items, related to the safety mea-
sures established in all health centres (individualised access,
use of masks, distance from the health care provider and
temperature taking).

Data analysis

A structural equation modelling (SEM) approach was used
to examine the measurement and structural components of
the model. The validity and reliability of the scales used in
the study were previously tested (see Table 2) using SPSS
V24 software. Data analysis was carried out following a
two-stage procedure based on maximum likelihood.?” AMOS
20 was used to examine the structural model and test the
research hypotheses.

Results

Confidence in the COVID-19 measures was considered as
the only exogenous variable; quality, perceived value and
satisfaction were considered as endogenous variables. This
technique allows distinguishing between the measurement
and structural model and takes into account measurement
errors in the estimation of the model. Therefore, it is suit-
able for validating and testing causal relationships between
constructs.>®

Please indicate your level of agreement on the following statements?:

Confidence in the safety measures put in place by your care facility
C1. | consider that individualised access to the health centre is strictly enforced
C2. | consider that the use of face masks throughout the health centre is strictly adhered to
C3. | consider that the safety distance between patient and doctor in face-to-face consultations is reliable
C4. | consider temperature taking at the entrance to the health centre to be reliable.

Quality of medical care provided in your health centre
Q1. | think my doctor empathizes with my problems

Q2. | think that the health staff at my health centre provides excellent care
Q3. | believe that the technical facilities at my health centre are of high quality

Q4. | think that my health centre provides quality medical care

Q5. In general, | consider the medical services at my health centre to be excellent

Value that your health centre brings to you

Pv1. | consider the staff at the medical centre to be friendly, approachable and easy to contact
Pv2. | consider that the medical centre has sufficient technology to guarantee my care
Pv3. | consider the waiting times for consultations to be reasonable

Pv4. | feel that the medical centre provides a valuable service

Satisfaction you get from your health centre

Sat1. | am satisfied with the primary care provided by my current health centre

Sat2. | am satisfied with the management system of my health centre

Sat3. | am satisfied with the response of my health centre when | have a question or complaint
Sat4. | am confident that my health centre will provide me with the care | need whenever | need it

@ A 5-point scale ranging from *‘Strongly Disagree’’ (1) and ‘‘Strongly Agree’’ (5) with no verbal labels for the intermediate scale points

accompanied each statement.
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Table 3 Convergent validity and internal consistency analysis.

Relationship between constructs

Standardised coefficients

a Cronbach’s  Composite reliability Variance extracted

Confidence - 0.818
- Q2 0.747 0.79 0.84 0.54
- (3 0.853
- (4 0.822
Quality - Q 0.905 0.92 0.95 0.78
- Q2 0.845
—- Q3 0.917
- Q4 0.872
- Q5 0.863
Perceived value — Pvi1 0.834 0.92 0.92 0.75
— Pv2 0.95
— Pv3 0.809
— Pv4 0.864
Satisfaction —  Sat1 0.812 0.93 0.93 0.77
— Sat2 0.876
— Sat3 0.91
— Sat4 0.901
Table 4 Global adjustment indicators.
NSQ DF NSQ/DF p-Value GFI CFI TLI IFI RMSEA HI90 LO90
176.742 113 1.564 0.000 0.928 0.984 0.981 0.984 0.045 0.58 0.032
Global model adjustments R
A e N
The results in Tables 3 and 4 show the goodness-of-fit mea- 0,56%*‘ s aai® “'\\.\,0'353*
sures of the model of satisfaction with primary care at the — / | N o
health centre. The Normalised Chi-square (NSQ) values were G 0,220" | h." —
between 1 and 5 (1.564), the Tucker-Lewis Index (TLI) was N
greater than 0.9 (0.981), the Bollen Incremental Fit Index .
(IF1) was also greater than 0.9 (0.984), the Root Mean Square 0,252 L R e
Error of Approximation (RMSEA) is less than 0.05 (0.45). In N Peceived |/

addition, the Goodness-of-Fit Index (GFl) and the compara-
tive fit index (CFl) exceed the recommended value 0.9.
Therefore, all indicators were found to exceed the val-
ues recommended by the literature,*® demonstrating that
the model fit is efficient and reproduces the population
variance-covariance matrix reasonably well.

Hypothesis testing

This section analyses the statistical significance of the causal
relationships proposed in the research hypotheses, reflected
in the value of the standardised coefficients. The model of
user satisfaction with the care received (see Fig. 2) made it
possible to test all the hypotheses proposed.

The model explained the 62.6% of the variance in patient
satisfaction with the care received at the medical centre.
The direct effects of the model made it possible to test
all the research hypotheses. The impact of the antecedent
variables reflects the influence of confidence in safety pro-
tocols and shows the impact on satisfaction through quality
and perceived value. In addition, the indirect impact on

value |

Figure 2 Model output showing the relations proposed
between latent. *p-Value <0.001.

satisfaction and perceived value through quality can be
observed (see Table 5). The positive relationship between
the confidence in safety protocols established in the health
centres and quality was demonstrated, confirming the first
research hypothesis (H1), with a significant standardised
coefficient greater than 0.5 (8=0.569; p<0.001). There-
fore, trust in safety protocols has been found to have a
positive impact on perceived quality. Hypothesis H2, which
proposes that the greater the confidence in the safety
measures implemented to safeguard against COVID-19, the
greater the perceived value in the health centre, was
confirmed with a somewhat more moderate relationship
between these variables (8=0.252; p<0.001), thus finding
that the greater the confidence in the safety protocol in
the medical centres, the greater the value perceived by the
patient.
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Table 5 Total effects.

Relationship Direct Indirect
Confidence — Quality 0.569
Confidence — Satisfaction 0.220
Confidence — Perceived value 0.252
Quality — Perceived value 0.461
Quality = Satisfaction 0.368
Perceived value — Satisfaction 0.317
Confidence — Satisfaction 0.372
Confidence — Perceived value 0.262
Quality — Satisfaction 0.146

The relationship posed by H3, between the COVID-
19 safety protocol and patient satisfaction, is significant,
although weaker than in the previous case (8=0.220;
p<0.001). Thus, it was found that the greater the confi-
dence in the safety measures established in the protocol
for access, treatment or protection against COVID-19, the
greater the users’ satisfaction with the health centre.

H4, which establishes a relationship between quality and
perceived value, was confirmed, showing a positive and
moderate influence on the relationship (8=0.461; p<0.001)
as anticipated by previous literature. Thus, it was found that
the higher the quality offered in terms of treatment, empa-
thy, facilities or health centre staff, the higher the value
perceived by the patient. The causal relationship proposed
by H5 between quality and patient satisfaction was con-
firmed, establishing a moderate-weak relationship between
the variables considered (8=0.368; p<0.001). Thus, it was
found that the higher the quality offered by the health cen-
tre, the greater the satisfaction experienced by users of the
health service.

Hypothesis H6, which proposes a causal relationship
between perceived value and satisfaction, establishes a
weak link between the two variables. The value obtained
for the standardised coefficients was (8=0.317; p<0.001).
We conclude that the more value the centre places on its
patients, the greater the satisfaction with the care received.

Discussion

The health crisis has led to a change in the way patients
are treated, organised and cared for in public and private
health centres. These changes in traditional healthcare pat-
terns are affecting patient behaviour. Hence, there is a need
for intervention from a management and marketing point
of view to improve society’s perception of current medical
services.

To our knowledge, this research is the first to report on
the impact of trust in safety protocol on user satisfaction
with medical services. It is hoped that the study will be of
interest to healthcare managers and marketers interested
in improving service quality, perceived value and ultimately
patient satisfaction, which has been diminished as a result
of the current pandemic.

The results showed that the trust placed in protective
measures has a direct benefit on the quality of the services

provided. In line with the work of Moorman et al.,* our work
showed that the quality perceived by patients was affected
by the trust placed by users in safety protocols.

It seems that the risk of contagion to which patients are
exposed, make them value positively the health measures
provided to safeguard personal health. Furthermore, confi-
dence in these preventive measures seems to contribute to
a higher perception of quality.”® Our work supports those
investigations that consider trust as a necessary antecedent
of quality in the user-provider relationship,' in this case of
medical services.

According to the work of Dehghanpouri et al.,* the
results achieved suggest that both trust and perceived qual-
ity can improve user satisfaction.

Our findings support those works that argue that quality
and perceived value, anticipate user satisfaction.*>* Con-
sistent with Guenzi et al.** we show that higher user trust
can increase perceived value. Specifically, our results con-
firm those achieved in the work of Hu et al.,* highlighting
the mediating role of perceived value, in the perceived qual-
ity and satisfaction relationship. In contrast, the work of
Wu et al.,* who found when analyzing satisfaction with
medical tourism that perceived quality anticipates trust
and perceived value. Although the authors support that
both variables are determinants of patient satisfaction, they
found no relationship between them.

The results suggest that as confidence in the safety
measures set out in the protocol for access, treatment or
protection from COVID-19 increases, patients tend to be
more satisfied with the care they receive. In line with the
research of Thom, et al.,* our work demonstrated that trust
not only determines quality of care, but also directly impacts
satisfaction.“®*’ This research reinforces the literature indi-
cating that the higher the patients’ trust in health services,
the higher the satisfaction, given the existence of a positive
causal relationship between both variables.*®*°

The findings found in our work reinforce the findings
of Wu et al.,* who demonstrated that experiential qual-
ity determines perceived value. It appears that, improving
the quality of the medical centre experience translates
into higher levels of perceived value. Although previ-
ous literature argues for this causal relationship, in the
context of healthcare management, few papers have
studied the relationship between quality and perceived
value.®
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In addition to influencing value perception, our work
supports those researches that link the quality of the
healthcare experience, with satisfaction.>® Our data suggest
that, increasing the quality of the healthcare experience,
patient satisfaction can be improved. According to previous
literature, service recovery per se, increases the per-
ceived quality of the service offered and improves patient
satisfaction.?®%

Evaluations of perceived value have demonstrated its
influence on the satisfaction of health service users. Our
work seems to indicate that, as patients perceive an increase
in the value of the services provided, user satisfaction
with the healthcare received increases. Different empiri-
cal works show that a higher perception of the value of the
healthcare services offered increases the level of patient
satisfaction.?%>?

Conclusion

The main theoretical contributions worth mentioning in
this research derive from the findings achieved. First, we
demonstrate a relationship between trust in the new safety
protocols established in health centres, medical service
quality, perceived value and user satisfaction in this new
health care setting. Secondly, an indirect effect of trust
in safety measures was found through the perceived value
of the healthcare consumer. Confirmation of this relation-
ship may inform the design of marketing strategies aimed
at improving user trust, which could lead to an improve-
ment in perceived value and ultimately to greater patient
satisfaction. Thirdly, to understand the mediating role
(demonstrated through the indirect effects of the exoge-
nous variable, confidence in the COVID-19 safety protocol) of
the quality of the services offered by the medical centre on
user satisfaction. This finding has important implications for
management, as it also makes it possible to establish strate-
gies aimed at patient confidence that can have an impact
on the quality of service and, indirectly, on patient satisfac-
tion. Fourth, the research supports the literature indicating
the existence of a mediating effect between service qual-
ity and user satisfaction through perceived value. That is,
we suggest that by improving service quality it is possible to
improve perceived value and ultimately patient satisfaction
indirectly.

Limitations

This work, like many others, has some limitations. On the
one hand, this study was carried out in a state of alarm
and, therefore, some causal relationships could be ques-
tioned once the pandemic is over. Future studies could
analyse these relationships over time to reaffirm the causal-
ity between variables. On the other hand, this research
examines the recovery of health services in health centres,
with the safety measures in place. However, the special
characteristics of the medical services cannot be gener-
alised to other research contexts, without certain nuances.
Furthermore, the geographical scope of the empirical study,
restricted to a region in southern Spain, also limits the
generalizability of the results obtained.

Finally, although the institution requesting participation
was indicated in the survey presentation, it is possible that
many of the invited patients did not want to participate,
either because of mistrust of the institution or because of
dissatisfaction with the health care received at their health
centre.

What is known on the topic

e There is a relationship between perceived quality
and patient satisfaction.

e Confidence is a positive predictor of quality and per-
ceived value of care.

e Satisfaction is one of the main measures of health-
care quality.

e Safety and quality measures are precursors of consu-
mer satisfaction.

What this study contributes

o Confidence in protection measures brings direct ben-
efits in terms of the quality of services provided,
perceived value and user satisfaction.

o Users positively value the minimisation of risk that
compliance with them brings.

e The mediating role of service quality. The improve-
ment of the elements that comprise it (screens,
appointment dispensers), the reduction of response
times to tests, the transmission of proximity,
closeness and trust in the treatment, improves sat-
isfaction.

e Marketing strategies aimed at improving user confi-
dence will result in an improvement in perceived
value and therefore in customer satisfaction.
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