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Abstract 

In the modern healthcare system, patient satisfaction is considered one of the most important 
indicators for evaluating the quality of medical services and plays a significant role in shaping the 
competitiveness of healthcare institutions. In the context of ongoing healthcare reforms, 
technological advancements, and increasing patient awareness, the provision of patient-centered 
care has become particularly important. 

The aim of this study was to examine patient satisfaction as a determinant of healthcare service 
quality and the competitiveness of medical institutions within the context of the Georgian 
healthcare system. The research focused on identifying the main factors influencing patient 
satisfaction, as well as their impact on patients’ trust and loyalty toward healthcare providers. 

The thesis analyzes the theoretical foundations of patient satisfaction and contemporary 
approaches to healthcare service quality assessment. Particular attention is paid to doctor–patient 
communication, the professionalism of medical staff, service organization, accessibility of 
healthcare services, infrastructure conditions, and the consideration of patients’ individual needs. 

The study employed a quantitative research methodology. Data were collected through a 
structured questionnaire administered to 100 respondents selected using the convenience 
sampling method. The collected data were processed and analyzed using Microsoft Excel software. 
Descriptive statistical methods, including frequencies, percentages, and mean values, were applied 
to analyze the data. A five-point Likert scale was used to measure respondents’ attitudes and levels 
of satisfaction, as it is widely recognized as an effective tool in social and management research. 

The findings of the study revealed that patient satisfaction is strongly associated with both the 
quality of healthcare services and the competitiveness of medical institutions. The most influential 
factors were identified as the quality of doctor–patient communication, service organization, staff 
professionalism, and the implementation of a patient-centered approach. The results also 
confirmed that higher levels of patient satisfaction contribute to greater patient trust and loyalty, 
ultimately strengthening the competitive position of healthcare organizations. 

The theoretical significance of the study lies in its integration of contemporary theoretical 
approaches to patient satisfaction and healthcare service quality assessment. The research is based 
on well-established theoretical frameworks, including the SERVQUAL model and Avedis 
Donabedian’s Healthcare Quality Assessment Model. 

The practical significance of the study is reflected in the fact that its findings and 
recommendations can be used by healthcare managers and medical institutions to improve service 
quality, promote patient-centered care, and enhance organizational competitiveness. 
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