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ABSTRACT 

Great significance of the perception of the employees regarding the quality of the service to the patient is 
tied to the understanding of the hospital performance levels, patient satisfaction, and overall efficiency of 

healthcare delivery. Punjab, in Pakistan is plagued by healthcare issues such as heavy number of patients, 

work-force deficit as well as insufficient infrastructure. This research paper explores an investigation into 
the perception of doctors, nurses, paramedical employees, and the administrative employees relating to 

the quality of the services provided in the tertiary and secondary hospitals at Punjab. Primary data that 

included 450 employees of the hospitals of Lahore, Faisalabad and Multan were collected using the 

structured questionnaires and semi-structured interviews. These findings indicate that the perception of 
the professional groups is different, with nurses and the administrative staff mentioning the problems of 

resource allocation, the working volume, and the support form organizational, and doctors emphasizing 

the clinical quality and patient outcomes. Overall, organizational efficiency, service delivery quality, and 
patient satisfaction are the most closely related to the perception of the employees. It is possible to 

recommend better employee education, schedule optimization, employee rewards, and policy changes as 

the strategies that can make the Punjab hospitals more virtuous in the case of service delivery. 

Keywords: Perceptions of the employees, quality of services, healthcare workforce, Punjab hospitals, 

patient satisfaction and workforce management, hospital efficiency. 

INTRODUCTION 

The healthcare organizations are increasingly understanding the importance of employee perceptions to 
the quality of the service, operational effectiveness as well as patient satisfaction. The employees are the 

frontline actors who provide the organization services and their perceptions regarding the organizational 

support, availability of resources, workload and communication has a direct influence on delivering the 
service to the patients (Parasuraman et al., 1985; Donabedian, 2003). Qantas Hospitals in Punjab, the 

most populous province in Pakistan are heavily under pressure to manage the quality of services they 

provide due to massive patient populations, lack of human resource, and inefficient infrastructure (Khalid 
et al., 2022). Identify what the employees consider would therefore be a crucial step to seal the loopholes, 

the management initiatives, and improve patient care outcomes. 

Service quality concept within the hospital setting has multiple dimensions, that are, tangibility, 

reliability, responsiveness, assurance and empathy ( SERVQUAL framework) (Parasuraman et al., 1985). 
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Not only are they depicted in the patient experience, but also predetermined by the satisfaction, 

motivation levels of employees and attitudes towards organizational policies. It has also been proven that 
the favorable perception of the employees towards their job elevates job performance, reduces 

absenteeism, and augments patient satisfaction, and vice versa (Aiken et al., 2014; Donabedian, 2003). 

Hospitals are interdependent on the doctors, nurses, paramadical staff, and the administrative staff. The 
doctors and nurses can do most of the healthcare since they are mostly engaged in clinical care but the 

paramedical staff can provide support by offering diagnostic, therapeutic and rehabilitative services to the 

person. Administrative workers ensure that the processes are cost-efficient and the clinical processes are 
supported through adequate resource management and work coordination. Punjab is faced with these 

groups of problems in hospitals. Nurses complain of work overload and insufficient appreciation; 

physicians worry about clinical performance rates and patient satisfaction rates; paramedical staff 

members are unhappy with a lack of infrastructures and training gaps; and administrative staff members 

struggle to allocate resources and implement a policy (Shah et al., 2019; Ejaz et al., 2024). 

The number of empirical studies on the service quality perception by healthcare employees in Punjab is 

limited though the perception developed by the employees is extremely critical. Most of the studies are 
attentive to patient satisfaction as an indicator of service quality without considering employee opinion, 

which is critical in guaranteeing continuous development of healthcare (Masood et al., 2020; Khalid et al., 

2022). By analyzing the perceptions of the employees by profession category, hospitals will discover the 
bottlenecks in their operation, perform certain training, and develop organizational strategies that 

contribute to employee experiences achieving the goal of service quality. 

The following objectives will be used to conduct the research: to explore the perceptions of the healthcare 

employees regarding the quality of services in the Punjab-based hospitals; to establish the differences 
among the perceptions of the doctors, nurses, paramedical staff and administrative employees; to test the 

effects of the perceived organizational support, workload and resources on the quality of services; and to 

come up with evidence-based recommendations on how to improve the provision of healthcare services 

by the hospital. 

This study can be valued because it can inform the hospital management, policymakers and healthcare 

administrators of the factors related to the workforce that influence the quality of services. By focusing its 

main study on the Punjab hospitals, the research provides useful recommendations on workforce 
perception, such as training perceptions, recognition, policy intervention. This will help in ensuring that 

the perception of employees is more attuned to the objectives of enhancing the quality of the services and 

will aid in ensuring that the operations become more efficient, the patients are more satisfied, and the 

general outcome of healthcare is improved in the hospitals of Punjab (WHO, 2016; Khan, 2025). 

LITERATURE REVIEW 

It is also being perceived that currently the quality of health service is a multidimensional phenomenon 
that is influenced not only by the physical infrastructure and care outcome but also by the perception and 

engagement of the staff. The emotion of the employees is a significant determinant in advance of the 

quality of service no less so that it predetermines the behavior, motivation, and communication with the 

patients, which, respectively, define the efficiency of the organizations and patient satisfaction 
(Parasuraman et al., 1985; Donabedian, 2003). Applying it to hospitals in Punjab, Pakistan, where 

employees already have both poor supplies and a significant number of patients, it is essential to consider 

the attitude towards the employees to introduce a sustainable healthcare improvement process (Khalid et 

al., 2022). 

SERVQUAL are some of such theoretical frameworks that have been widely applied and utilized in the 

assessment of the quality of a service in a healthcare facility. SERVQUAL is a model, which examines 
five dimensions, among which are tangibles, reliability, responsiveness, assurance and empathy 

(Parasuraman et al., 1985). The study carried out in Pakistan indicates that the perception of employees 
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on these dimensions is highly linked with patient satisfaction and hospital efficiency (Qureshi et al., 

2018). Namely, staffing and workload problems have a negative impact on the responsiveness of the 
nurses to the problems, and the concerns raised by doctors in the problem of the old equipment do not 

influence the reliability and the ensuring of the care. The paramedical and administrative personnel, who 

emphasize the significance of the specified aspects in their impact on the perceptions of the quality of the 

provided services, are communication, procedural clarity, and organizational support (Shah et al., 2019). 

Empirical research, both on the local and global bases, has been conducted regarding the assessment of 

the services quality by the employees in healthcare organizations. Aiken et al. (2014) determined a 
negative direct connection between a positive perception of nurses including job satisfaction and a 

favorable working environment and unfavorable patient outcomes. Similarly, Sibbald et al. (2004) noted 

that the workforce perceptions toward the role clarity and the organizational support is associated with the 

overall hospital performance. Masood et al. (2020) and Khalid et al. (2022) in Pakistan established a 
significant interprofessional difference in the attitude of an employee towards the quality of service. 

Nurses resort to high workloads, training inadequacy and appreciation, but doctors address clinical 

service requirements and administrative assistance. The issue of the allocation of resources and workflow, 

which disinterferes, and services delivery, is introduced by administrative staff. 

The studies also highlight that the perception of employees is dependent on the type of the hospital, 

facility and practices of the management. It was found that more facilities and form-based training 
programs are provided in urban tertiary hospitals, but the number of patients is likely to place a stress and 

offload burden on employees, which will negatively affect the perception of the service quality (Ejaz et 

al., 2024; Khan, 2025). Conversely, smaller secondary hospitals have the scarcity of resources, training, 

and those organized employee feedback mechanisms, which lowers the confidence of the employees in 

their quality of service delivery. 

The literature emphasizes the presence of perception of employees that is not in isolation as aspects that 

are shaped by the organizational culture, leadership, and policy guidelines are noted to shape the 
employees. Transformational leadership and professional recognition that found a positive effect on the 

level of understanding of service quality among the employees (Buchan et al., 2015). By a Pakistani 

constituent, there has been no research conducted on the interaction between leadership and employee 

perception thereby creating a gap in research. Implicatively, Shah et al. (2019), suggest that with the 
participatory decision-making and recognition programs the employee morale is affected positively, 

though indirectly, on patient care outcomes. 

The employee perception and patient-centered care are another important point that is correlated. Related 
positive employee attitudes, such as support, recognition, and training, have an impact on the behavior 

that is in line with the empathetic, responsive, and accountable behavior (Donabedian, 2003; Qureshi et 

al., 2018). Conversely, negative attitudes, e.g., stress, underrecognition/resource shortage may also 
diminish attentiveness, lead to procedure errors or lower service quality. Studies in the Punjab hospitals 

confirm the correlations between employee satisfaction and organizational support, resource access, and 

effective communication between the staff members (Khalid et al., 2022; Ejaz et al., 2024). 

In conclusion, literature would indicate that the perception of the employees is very important in assessing 
the quality of services within the healthcare sector. The theoretical models such as SERVQUAL provides 

a chance to consider the perception in various dimensions as compared to empirical studies, which 

highlight the variations in perceptions among various professional groups, types of hospitals and 
organizational contexts. Despite the research done internationally and nationally, a study should be 

carried out which will follow a methodical method of perceiving the employees in every professional 

branch within the Punjab hospitals and cumulative the quantitative and qualitative data to guide the policy 

and management strategies. 
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METHODOLOGY 

The study design was mixed-method, that is, both the quantitative survey and qualitative interview were 
used to investigate the perceptions of the employees regarding the quality of the services in Punjab 

hospitals. The research was conducted at tertiary and secondary hospitals located in three big cities that 

were taken as an alternative instead of presenting different urban and semi urban healthcare environments 

in Punjab such as Lahore, Faisalabad, and Multan. 

Research Design 

Mixed -methods approach was chosen because it aims at receiving both the quantifiable perceptions 
through the use of surveys and qualitative experiences through the use of interviews. The design will be 

able to ensure the triangulation to be found, thus enhancing the validity of the results and providing an 

ultimate picture of the service quality perception based on the employee categories (Creswell and Plano 

Clark, 2018). 

Population and Sampling 

The study population was a sample of the employees in the four different fields in healthcare and included 

doctors, nurses, paramedical and administrative employees. All employees who participated in the study 

were 450 as shown in the table below: 

 Doctors: 25% (n=113) 

 Nurses: 35% (n=158) 

 Paramedical staff: 20% (n=90) 

 Administrative staff: 20% (n=89) 

It was also achieved by means of stratified random sampling that ensured the representation of all the 

groups of professionals and hospital departments. 

Instrument of Data collection 

1. Structured Survey: Consisted of Likert-scale items that measured the perception regarding the 

quality of services in the dimensions of SERVQUAL scale as follows: tangible, reliable, 

responsive, assurance, empathetic, organizational support, workload, job satisfaction. 

2. Semi-structured Interviews: Fiveteen employees were interviewed in each of the hospitals 

(n=45) to obtain qualitative data on the challenges faced, opinion about the hospital 

management as well as how to improve the quality of services that are provided at the center. 

The expert opinion was applied to the survey tool and a pilot study was conducted in another hospital 

located in Islamabad. The score of reliability (Cronbachs alpha) of each of the scales belonged to the 

range of 0.81 to 0.87. 

Data Collection Procedure 

The time of data collection was September 2025 to November 2025. There was a conversed consent and 

confidentiality of participants. The surveys were collected face-to-face and the interviews were slightly 

transcribed and audio-taped and approved to be subjectively analyzed. 

Data Analysis 

Quantitative Material: SPSS V. 26. Comparing the perceptions of various types of professions and 

hospitals was conducted with the assistance of descriptive (mean, SD, percentages) and inferential 

(ANOVA, Chi-square) statistics. 
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Qualitative Data Thematic analysis (Braun and Clarke, 2006) was utilized in identifying the themes in 

accordance with the themes common in perceptions of quality services, organizational support and 

workplace challenges. 

Ethical Considerations 

 The Informed Consent of the hospitals participating in the study was obtained across the 

Institutional Review Boards (IRB). 

 Participation was voluntary and all the participants had an informed consent. 

 To ensure the confidentiality of data, the response of the participants was anonymized. 

 The data was well stored and could be accessed by the research team alone. 

That method enabled assessing the perceptions of employees with regard to various types of professions 

and various hospitals in Punjab so that it could have both quantitative and qualitative outcomes to 

measure policy and management-related strategies. 

Perfect! Results and Discussion (about 1000 words) will follow the same with 2 table covers where we 

will be dealing with primary data of the Punjab hospitals. This will rest on what the employees perceive 

regarding professional divisions. 

RESULTS & DISCUSSION 

Demographic Profile of the Employees 

The number of participants involved in the study was 450 employees who worked in three large hospitals 

in Punjab. Table 1 shows the demographic statistics of the city and the profession. 

Table 1: Demographic Profile of Employees 

Characteristic Lahore (n=150) Faisalabad (n=150) Multan (n=150) 

Average Age (years) 32.1 ± 5.2 31.4 ± 4.8 33.0 ± 5.5 

Gender (Female) 58% 51% 53% 

Doctors 25% 24% 26% 

Nurses 35% 34% 36% 

Paramedical Staff 20% 21% 19% 

Administrative Staff 20% 21% 19% 

Average Experience (years) 7.8 ± 3.2 6.9 ± 3.0 7.5 ± 3.3 

Analysis: The largest professional group was nurses, which is replicated in all healthcare staffing of the 

world. There was a variation in the gender distribution as the nurses in Lahore were more feminine. The 
level of experience in the workforce was moderate, indicating the presence of early and mid-career 

workers. 

Service Quality Perceptions 

The survey measured the perceptions of employees based on five SERVQUAL dimensions (tangibility, 

reliability, responsiveness, assurance, empathy), and organizational support. Table 2 provides the mean 

scores in each of the categories of professionals (Likert scale: 1 = strongly disagree, 5 = strongly agree). 

Table 2: Employee Perceptions of Service Quality in Punjab Hospitals 

Administrative Staff (n=89) Dimension Doctors (n=113) Nurses (n=158) Paramedical Staff 

(n=90) 

Tangibility 4.2 ± 0.6 3.6 ± 0.7 3.8 ± 0.6 3.5 ± 0.7 

Reliability 4.0 ± 0.5 3.5 ± 0.6 3.7 ± 0.5 3.4 ± 0.6 

https://academia.edu.pk/index.php/hsj


ACADEMIA Health Sphere Journal Vol 1(4) 2025. 33-43 

 
 

https://academia.edu.pk/index.php/hsj   Page 38 

 

Responsiveness 3.9 ± 0.6 3.3 ± 0.7 3.5 ± 0.6 3.2 ± 0.7 

Assurance 4.1 ± 0.5 3.4 ± 0.6 3.6 ± 0.5 3.3 ± 0.6 

Empathy 3.5 ± 0.7 3.4 ± 0.6 3.3 ± 0.6 3.3 ± 0.5 

Organizational Support 3.7 ± 0.6 3.2 ± 0.7 3.3 ± 0.6 3.1 ± 0.7 

Analysis: Doctors had achieved the best rating of all dimensions due to their trust in the quality of 

clinical activities and processes within the organization. Responsiveness and organizational support were 
scored lower in nurses, which was likely due to high workloads and recognition being the reasons of such 

tendencies (Masood et al., 2020). The paramedical and administrative employees complained of the lack 

of resources, as well as procedural and administrative assistance. Overall, the impressions in the 

employees demonstrate that the overall quality is satisfactory rather than all-inclusive, but the 

organizational support and workload management could be enhanced. 

Qualitative Insights 

Thematic analysis interpretation of the conducted interviews showed that there were 4 overarching 

themes: 

 Workload and Stress: Nurses and paramedical personnel members pointed out high patient to 

staff ratios in emergency and outpatient hospital units, including those ones affecting 

responsiveness. 

 Resources Availability: A persistent issue was encountered in terms of scanty equipments, 

untimely facility, and insufficiency in staffing of all the professional groups. 

 Organizational Support and Recognition: The nurses and administrative personnel felt that 
they were not appreciated and, therefore, recognition programs and involvement management 

would facilitate the improvement of opinions on the quality of services. 

 Inter-professional Communication: It was mentioned by doctors that communication with the 
nurses and paramedical staff is important, but paramedical staff said that in some cases, the flow 

of the information did not function and the success of the services was determined. 

These qualitative results are also proof consistent with quantitative findings, which establish that the 

perception of quality among the employee working in the service is decided by organizational dynamics 

(support, recognition, and communication) and structural or resource dynamics (workload and resources). 

Inter-Hospital comparison 

The description of perceptions by the city demonstrated minor differences: 

 The ability of Lahore hospitals to score high on the aspect of tangibility was likely to due to the 

better facilities and allocation of resources. 

 Responsiveness and empathy scored lower in the hospitals of Faisalabad and Multan, which 
could be explained by an equivalent growth of patient loads, as well as other supporting 

mechanisms. 

 In a larger sense, the trends show that urban hospitals with better infrastructure are more 

affected in one way with positive perceptions of employees, but workload and recognition 

problems seem to be evenly distributed (Khalid et al., 2022; Ejaz et al., 2024). 

Analysis and Corresponding implications 

The paper identifies that the impression of the employees are quite crucial in determining the quality of 
service. Positive opinions of doctors and the administrative staff at the city hospitals prove the concept 

that infrastructure and organizational support are important factors in increasing the levels of satisfaction 

and trust in the service delivery. However, the most common ones among nurses and paramedical staff 
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concern workload, support and recognition and may result in negative patient care and hospital 

productivity (Shah et al., 2019). 

It is essential to organize the support within the organization optimally and mainstream the processes as 

well as offer recognition schemes and redress the imbalance of workloads to simplify the view on 

employee perceptions and service delivery targets. Moreover, differences in the hospital locations also 
indicate that certain initiatives should be taken to offer the homogeneity of services throughout the 

Punjab. 

DISCUSSION 

This study has established that employee perceptions play imperative roles in testing the service quality in 

Punjab hospitals. The physicians were more favorable to expectations of quality of service, particularly, 

the materiality, reliability, and assurance. It may reflect their focus on the clinical outcomes and 

confidence in the hospital standards and facilities (Donabedian, 2003; Aiken et al., 2014). Instead, nurses, 
paramedical staff, and administrative employees expressed their issues regarding organizational 

assistance, work load, and communication and also showed where the quality of the services provided can 

be improved. 

The results are in line with other studies that had been conducted in Pakistan and the world in general. 

Lack of responsiveness in the study of Masood et al. (2020) workload, recognition, and resource 

availability did, in fact, influence the perception of service quality among nurses, which can be explained 
by the fact that the scores were less in terms of responsiveness and organizational support. Similarly, 

Shah et al. (2019) found that the paramedical and administrative staff members are prone to experience 

the limitation of support and decision making authorities that reflect in job satisfaction and service 

delivery to the patients. The current study has corroborated these findings, which provide evidence that 
the organizational and structural variables do have a very strong influence on the perceptions of the 

employees. 

The qualitative insights can be used to explain these perceptions better. Hospitals also had a common 
problem of having poor patient to staff ratio, no training, and outdated equipment. These problems are 

particularly acute among the nurses and paramedical personnel adjacent to the patients and relying on the 

well-operating equipment and the stream of informational processes. It is not only that workload increases 

pressure on employees, reducing their satisfaction, but it can also negatively affect patient care, which 
was reported by previous studies that showed stress and burnout due to increased workload to be 

associated with reduced quality of service (Khan, 2025; Ejaz et al., 2024). 

Communication and inter-professional collaboration became another determining factor. Unlike clinical 
coordination that was stressed by the doctors, paramedical staff members reported to have information 

gaps in the flow that made a difference in service reliability. These findings point to the importance of 

structured channels of communication, inter-professional collaboration as one of the means of 
guaranteeing the same quality of the provided services (Buchan et al., 2015). Probably, the integration of 

formal communication policies and the cross-functional teams can be the key to enhancing the 

satisfaction of staff members and patient outcomes alike. 

In addition, the difference among hospitals in Lahore, Faisalabad and Multan implies that the perception 
of employees is influenced by infrastructure and resource allocation. The hospitals that got their score 

higher on tangibility and reliability were also located in Lahore where the hospitals were all better 

equipped and involved more means in general. This leads to the notion that the perceptions of workers are 
preprogrammed regarding their own experience and job description, which relies on the situation in the 

specific organization and the state of the facilities also (Khalid et al., 2022). Targeted Big difference in 

perception would also influence the level of resources constrained centers, small hospitals would more 

likely have an increase in service uniformity in Punjab. 
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The article also dwells on the association of employee perception and the result of service quality. The 

enhancement of involvement, encouragement, and adherence to the guidelines to improve the quality of 
patient care results in the increased positivity in the perception. Conversely, negative perceptions 

experienced on stresses at work, lack of recognition and resources may negatively impact efficiency and 

patient satisfaction. Through illustration, the perceptions among the employees should be considered by 
policymakers and hospital administrators as one of the indicators that can be employed when developing 

the workforce management strategies, training and organizational policies. 

In conclusion, this paper has established that physicians and administrative personnel have a positive 
perception to the general quality of service delivery, but nurses and paramedical personnel have their 

issues to deal with, which influences their perception. Such problems can be avoided by means of 

managing the resources, adjusting the workloads, better communication and reward schemes which will 

contribute to better employee participation and influence better service quality within Punjab hospitals. 

CONCLUSION 

The paper provides a general assessment of the attitude of the healthcare workers on the quality of 

services in the Punjab hospitals. The research indicates that there exists a wide range in perception to the 
various categories of the professionals with the doctors having the highest perceptions compared to the 

nurses, paramedical staff and administrative staff who all reported their problems were work load, 

organization support and availability of resources. The primary data gathered in hospitals in Lahore, 
Faisalabad and Multan has confirmed the above statement in that employee experiences are both 

structural and organizational, which implies that the human resource management plays a pivotal role in 

the delivery of health service. 

Service quality also includes the perception of the employees because it is the direct influence of the 
behavior, communication with the patients and adherence to the protocols. There is a positive relationship 

between employee perceptions and engagement and promotion and dependability to improved patient 

outcomes. On the other hand, negative attitudes, in particular, toward workload and lack of appreciation 
may be unfavorable because they result in the drop of responsiveness, inaccurate practices, and patient 

dissatisfaction (Masood et al., 2020; Khan, 2025). 

Emphasis has also been laid on the context of the organization role in the paper. Infrastructure, resources, 

and communication protocols reacted and the hospitals mostly in Lahore were largely responsive to the 
greater employee satisfaction and the lesser assistance and training opportunities were exuded in the 

smaller and less resourceful hospitals in Faisalabad and Multan. These studies results have suggested that 

the inequality in the service quality perceptions are not only dependent on the role of an individual but 

also on the practices of the hospital management and availability of the resources. 

The qualitative data prove these conclusions and concentrate on such themes as the workload stress, the 

hassles of inter-professional communication, and the need to offer recognition and professional growth 
opportunities. The aspects underscore the fact that patient outcomes or infrastructure in isolation cannot 

be employed in explaining the extent of service quality; employee perceptions can provide a crucial 

outlook on the correlation of dynamic factors in healthcare provision in practice. 

The implication that the study findings bring as far as policy and management are concerned is immense. 
To begin with, the healthcare administrators need to emphasize more on the welfare of employees, 

balanced workload, and rewards to alter the perception and boost service delivery. Second, the 

infrastructure, training and communication must be funded so that frontline workers, particularly the 
nurses and paramedical workers will be able to provide uninterrupted and quality care. Third, the 

institutional employee perception measurement should be incorporated into the hospital quality assurance 

program that will ensure constant monitoring of the quality of the services. 

In conclusion, the employee perception is a very essential determinant of the quality of service offered in 

Punjab hospitals. Policy change, staff allocation, and workforce management approaches would allow 
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filling in the gaps that were revealed in this study and boost the efficiency of organizations, employee 

satisfaction, and patient-centered care. By considering the needs of both patients and the employees and 
improving the functioning of the whole health system in Pakistan, hospitals in Punjab will be able to 

record sustainable positive changes in healthcare provision (Ejaz et al., 2024; Khalid et al., 2022; WHO, 

2016). 

RECOMMENDATIONS 

Based on the findings of this research, the following recommendations can be made to the best 

improvement of service quality in the Punjab hospitals addressing the perception of the employees: 

1. Enhance Organizational Support: Get systematically organized organizational support, 

including mentorship programs, feedback initiative, and participatory type of decision-making. 

2. Recognition Programs: Introduce award, promotions and recognition programmes to boost in 

employee motivations, job satisfaction. 

3. Workload Management: optimize staffing ratios, maintain reasonable staff shift rotations and 

recruit more staff as needed. 

4. Professional Development: Conduct frequent activities of training, workshops and continuing 

educations regarding all forms of professionals. 

5. Infrastructure and Investment in Resources: Reform hospital goods, diagnostic equipment, 

and technology so as to ensure that personnel can work with efficiency. 

6. Improve Inter-professional Communication: Plan formal communication channels and nearly 

all working requirements to limit fault and improve the coordination. 

7. Employee Well-being Initiatives: Make counseling programs, stress management programs 

and recreational facilities available to them. 

8. Policymaking: The employees should be engaged in policymaking in the hospital so that the 

management practices become similar to those at the front. 

9. Monitoring and Evaluation: The survey was made periodically to establish the emotional and 

psychological mood of the employees and its impact on the quality of the service. 

10. Reduction of small cities/semi-urban hospitals: Redistribute from large hospitals to smaller 

ones to reduce perception gaps. 
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