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Abstract

Through this document, it was possible to analyze the main characteristics of the volume of scientific production
regarding the study of the variables Quality of Service and Public Hospitals. A bibliometric analysis was proposed
to analyze details such as Year of Publication, Country of Origin of the publication, Area of Knowledge in which
the published research is carried out and the Type of Publication most frequently used by the authors of each
document published in high-impact journals indexed in the Scopus database during the period between 2017 and
2022. Among the main findings, it was possible to determine that, for the execution of the different research
methodologies, the report of 384 scientific documents related to the study Quality in the service of public hospitals
in Latin America was achieved. The maximum number of publications made in a year was 72 documents
submitted in 2020, the same number of publications in 2021. The country of origin of the institutions that reported
the highest number of records in Scopus was Brazil with 229 documents. The area of knowledge with the greatest
influence at the time of executing the research projects that resulted in scientific publications was Medicine, which
contributed great theoretical material in a total of 280 publications. Finally, the type of publication most frequently
used to publicize findings from the analysis of the aforementioned variables was the Article, which represented
85% of the total scientific production.
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Evaluation of The Effectiveness of Service Quality in Public Hospitals:

A Systematic Review of the Literature

1. INTRODUCTION

In recent decades, the quality of services
has become the area of greatest interest for
research agents, national bodies and
managers, due to its impact on the due
reduction of marginal costs, customer
loyalty and their respective profitability.
Health services and public hospitals have
not been oblivious to the quality of services
since the rise of administrative
competitiveness, delivered by the markets
of the administration of health services,
forces the different local and national
providers to compete in the quality of
services, price and consumer satisfaction,
as a tool to obtain benefits and therefore
remain in the market.

The continuous evaluation of the quality
and efficiency of a health service is a rather
complex task to analyze since, in addition
to the complexity involved in the
measurement of abstract concepts, the
variety of interest that can influence this
type of efficiency evaluation cannot be
ignored. The public and free health systems
are particularly funded by the State and it is
the main interest in these services being
provided in an efficient and quality way for
patients. The lack of monitoring and
evaluation of these two characteristics in
the health system will ultimately result in a
reduced real possibility of providing all
social services. While, in health, where
basic services are the most valuable human
asset, trading quality for efficiency may
seem unfair or even undesirable, the natural
scarcity of resources should put us in a more
realistic position. It reflects the attitude that
the highest quality of service should be
provided with the Ileast amount of
resources, or perhaps better, prefers the
most efficient use of available resources
with acceptable quality. Therefore, the
search for quality must always seek the best
balance between quality and efficiency.

However, hospital care plays a major role in
health care. Hospitals are responsible for
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addressing the most serious and delicate
health problems, which gives them a high
social level; on the other hand, the due
specialized and technologically advanced
care they must provide makes them the
most expensive centers in the health
system. The continuous development of the
quality and efficiency of hospital care, as
well as its social and economic
consequences, is fundamental for the health
sector. For this reason, this article seeks to
describe the main characteristics of the
compendium of publications indexed in the
Scopus database related to the variables
Quality of Service and Public Hospitals, as
well. As the description of the position of
certain authors affiliated with institutions.
during the period from 2017 to 2022.

General objective

Analyze from a bibliometric approach, the
characteristics in the volume of scientific
production related to the Quality of Service
and Public Hospitals, registered in Scopus
during the period 2017-2022 by Latin
American institutions.

2. METHODOLOGY

This article is carried out through a mixed
orientation research that combines the
quantitative and qualitative method.

On the one hand, a quantitative analysis of
the information selected in Scopus is
carried out under a bibliometric approach of
the scientific production corresponding to
the study of the Quality of Service in Latin
American Public Hospitals.

On the other hand, examples of some
research works published in the area of
study indicated above are analyzedfrom a
qualitative perspective, starting from a
bibliographic  approach  that allows
describing the position of different authors
against the proposed topic.

It is important to note that the entiresearch
was carried out through Scopus, managing
to establish the parameters referenced in
Figure 1.
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3. METHODOLOGICAL DESIGN

FASE 1

Levantamiento de
datos

FASE 2

Construccion de
MEICHEICEEREINS
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FASE 3
Redaccién de las

conclusiones 'y
documento final

Figure 1. Methodological design

Source: Authors.

3.1.1 Phase 1: Data collection

Data collection was executed from the
Search tool on the Scopus website, where
384 publications were obtained from the
choice of the following filters:

> TITLE-ABS-KEY ( quality AND of AND

service, AND public AND hospitals )
AND ( LIMIT-TO ( PUBYEAR , 2022)
OR LIMIT-TO (PUBYEAR, 2021 ) OR

LIMIT-TO ( PUBYEAR , 2020 ) OR
LIMIT-TO ( PUBYEAR , 2019 ) OR
LIMIT-TO ( PUBYEAR , 2018 ) OR

LIMIT-TO (PUBYEAR, 2017)) AND (
LIMIT-TO ( AFFILCOUNTRY', "Brazil")
OR LIMIT-TO ( AFFILCOUNTRY ,
"Mexico" ) OR LIMIT-TO (
AFFILCOUNTRY, "Chile") OR LIMIT-
TO ( AFFILCOUNTRY , "Colombia" )
OR LIMIT-TO ( AFFILCOUNTRY ,
"Argentina" ) OR LIMIT-TO (
AFFILCOUNTRY , "Ecuador" ) OR
LIMIT-TO ( AFFILCOUNTRY , "Peru")
OR LIMIT-TO ( AFFILCOUNTRY ,

"Cuba" ) OR LIMIT-TO  (
AFFILCOUNTRY "Dominican
Republic" ) OR LIMIT-TO (
AFFILCOUNTRY , "Venezuela" ) OR
LIMIT-TO (  AFFILCOUNTRY
"Guatemala" ) OR LIMIT-TO (

AFFILCOUNTRY , "Puerto Rico" ) OR
LIMIT-TO ( AFFILCOUNTRY
"Uruguay" ) OR  LIMIT-TO (
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AFFILCOUNTRY , "Paraguay" ) OR
LIMIT-TO ( AFFILCOUNTRY , "Bolivia"
) OR LIMIT-TO ( AFFILCOUNTRY ,
"Costa Rica" ) OR  LIMIT-TO (
AFFILCOUNTRY , "El Salvador" ) )
Published  documents whose  study
variables are related to the study of Service
Quality and Public Hospitals.

Works published in journals indexed in
Scopus during the period 201 7-2022.
Limited to Latin American countries.
Without distinction in areas of knowledge.
Regardless of type of publication.

3.1.2 Phase 2: Construction of analysis
material

The information collected in Scopus during
the previous phase is organized and
subsequently classified by graphs, figures
and tables as follows:

Co-occurrence of Words.

Year of publication.

Country of origin of the publication.

Area of knowledge.

Type of Publication.

3.1.3 Phase 3: Drafting of conclusions
and outcome document

In this phase, we proceed with the analysis
of the results previously yielded resulting in
the determination of conclusions and,
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consequently, the obtaining of the final
document.

4. RESULTADOS
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4.1 Co-occurrence of words

Figure 2 shows the co-occurrence of
keywords found in  the publications
identified in the Scopus database.
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Figure 2. Co-occurrence of words

Source: Own elaboration (2023); based on data exported from Scopus.

Hospital was the most frequently used
keyword within the studies identified
through the execution of Phase 1 of the
Methodological Design proposed for the
development of this article. Hospital Sector
is also within the variables Quality of
Service and Public Hospitals used most
frequently, associated with wvariables
Accounting Analysis and  Business
Competitiveness. From the above, it is
noteworthy that structural quality indicators
or structural indicators measure the inherent
quality of the service delivery framework
and the state of the resources that provide
them, process quality indicators or process
indicators directly or indirectly measure the
quality of activities performed during
patient care, and outcome-based indicators
or outcome measures measure the degree of

Eur. Chem. Bull. 2023, 12 (S3), 2805 — 2813

success achieved by the patient, i.e. whether
the desired outcomes of actions taken in the
course of care were achieved. However, the
search for the best balance between quality
and efficiency in the health sector must go
through the improvement and use of the
indicated of both components with this it
would be possible to improve the quality of
the services of public hospitals, an effective
delivery with adequate care, improve the
experience between patient and doctors and
finally improve the results of the health
system.

4.2 Distribution of scientific production
by yearof publication

Figure 3 shows how scientific production
is distributed according to the year of
publication.
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Figure 3. Distribution of scientific production by year of publication.
Source: Own elaboration (2023); based on data exported from Scopus

Among the main characteristics evidenced
by the distribution of scientific production
by year of publication, the number of
publications registered in Scopus in the
years 20 20, 2021 is notorious, reaching a
total of 72 documents published in journals
indexed in said platform. This can be
explained thanks to articles such as the one
entitted  "Choroidal melanoma tumor
profile and treatment pattern for newly
diagnosed patients in a public reference
hospital in Sao Paulo, Brazil" The purpose
of the present study was to analyze the
tumor profile of newly
diagnosed(Fernandes, 2022) cases of
choroidal melanoma in a reference center in
Sao Paulo, Brazil, and investigate the
frequency of eyes treated by enucleation
that could have been treated with
brachytherapy if it were available in
hospital. Service. Methods: We analyzed
the medical records of patients referred to
our service with initial diagnostic
hypothesis of choroidal melanoma from
July 2014 to June 2020 on demographics,
confirmation  of  diagnosis, tumor

Eur. Chem. Bull. 2023, 12 (S3), 2806 — 2813

measurement by ultrasonography and
established treatment. Data on clinical and
demographic characteristics such as age,
sex, affected eye, ultrasound parameters
and management of treatment of patients
with  clinically diagnosed choroidal
melanoma were evaluated. Among patients
undergoing enucleation, we investigated
how many might have been selected for
brachytherapy. Results: Of the 102 patients
referred with the diagnostic hypothesis of
choroidal melanoma, 70 (68.62%) were
confirmed. The mean measurements of
tumors in millimeters were: 9.19 + 3.69 at
height and 12.97 + 3.09 by 13.30 + 3.30 at
baseline. A total of 48 cases (68.57%) were
enucleated, 8 (11.43%) were treated with
brachytherapy in another service and 14
patients (20.00%) returned for enucleation
at their original referral center.

4.3 Distribution of scientific production
by country of origin.

Figure 4 shows how scientific production is
distributed according to the nationality of
the authors.
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Figure 4. Distribution of scientific production by country of origin.
Source: Own elaboration (2023); based on data provided by Scopus.

Within the distribution of scientific
production by country of origin, records
from institutions were taken into account,
establishing Brazil, as the country of that
community, with the highest number of
publications indexed in Scopus during the
period 2017-2022, with a total of 229
publications in total . In second place,
Mexico with 49 scientific documents, and
Chile with 42. Colombia ranked fourth
presenting to the scientific community, a
total of 36 documents among which is the
article entitled "Price elasticity of demand
for voluntary health insurance in
Colombia" this article aims to estimate the
price elasticity of demand(Casabianca,
2022) for the HPV market in Colombia.
Methods: We used data from the 2016-2017
National Consumer Expenditure Survey
and applied a Heckman selection model to
address the selection problem in private
insurance purchases. Using the estimation
results to further estimate the semi-
elasticity of price for HPV, we then
calculated the price elasticity for household
health expenditure and IPVV acquisition.

Eur. Chem. Bull. 2023, 12 (S3), 2807 — 2813

Results: Our main findings indicate that a
1% increase in the price of HPV reduces the
proportion of households affiliated to a
HPV in the country by between 2.32% and
4.66%, with robust results across all
restrictions in the sample. There are
relevant differences between age groups,
with  younger heads of household
responding less to changes in HPV prices.
Conclusions: We conclude that the demand
for HPV in Colombia is remarkably elastic
and, therefore, changes in tax policy can
have a significant impact on public health
insurance expenditures. The government
should estimate the optimal purchase of
VPHI to reduce any welfare losses that the
current arrangement may be generating.

4.4 Distribution of scientific production
by area of knowledge

Figure 5 shows the distribution of the
elaboration of scientific publications from
the area of knowledge through which the
different research methodologies are
implemented.
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Distribucion de la produccion cientifica por area de
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Figure 5. Distribution of scientific production by area of knowledge.
Source: Own elaboration (2023); based on data provided by Scopus.

Medicines was the area of knowledge with
the highest number of publications
registered in Scopus with a total of 280
documents that have based their
methodologies Accounting Analysis and
Business Competitiveness. In second place,
Nursing with 53 articles andSocial
Sciences 1n third place with 27. The above
can be explained thanks to the contribution
and study of different branches, the article
with the greatest impact was registered by
the Medicines area entitled "Costs of
pediatric hydrocephalus treatment for the
Brazilian public health system in the
Northeast of Brazil" (Soriano, 2022) whose
scope of study To estimate the costs of
surgical treatment of pediatric
hydrocephalus, specifically
ventriculoperitoneal shunt (VPS) and third

Eur. Chem. Bull. 2023, 12 (S3), 2808 — 2813

endoscopic ventriculostomy (TVUS), for
the Brazilian public health system (SUS).
Methods: Retrospective cohort study of
medical records of patients aged < 14 years
diagnosed with  hydrocephalus  who
underwent SVV or VTE between
September 2009 and June 2016, followed
periodically for 24 months. Results: 76
medical records were included. The groups
of children who underwent VPS and TVUS
consisted of 60 and 16 patients,
respectively. Complications were identified
during 2 years of follow-up in 56% of
children undergoing SVV and 18% of those
undergoing VTE (p = 0.0103). The initial
cost of VPS was lower than that of TVUS
until approximately 1 year of postoperative
follow-up. Subsequently, VPS generated
higher expenses for the SUS due to higher
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rates of late postsurgical complications and
repeated readmissions. Conclusion: Higher
public expenditures were observed in the
group of children undergoing VPS due to
higher rates of infectious and mechanical
complications requiring repeated
hospitalizations and prosthesis
replacements. Public policies must be
adapted to provide the best treatment for

Section A-Research paper

children with hydrocephalus and make
judicious use of public resources without
compromising the quality of treatment.

4.5 Type of publication

In the following graph, you will observe the
distribution of the bibliographic finding
according to the type of publication made
by each of the authors found in Scopus.

TIPO DE PUBLICACION

M Article

m Note m Editorial

m Conference Paper

Review m Book Chapter

H Letter m Book

Figure 6. Type of publication.
Source: Own elaboration (2023); based on data provided by Scopus.

The type of publication most frequently
used by the researchers referenced in the
body of this document was the Journal
Article with 8 5% of the total production
identified for analysis, followed by
Conference Articles with 5%. Book
Chapters are part of this classification,
representing 5% of the research papers
published in journals indexed in Scopus. In
this last category, the one entitled "Cost-
effectiveness of home care services versus
hospital care for pediatric patients
worldwide: a protocol for systematic
review and meta-analysis" stands out.
(Lopes-Junior, 2022) Methods: a
systematic review and meta-analysis
protocol guided by preferred reporting
elements for systematic reviews and meta-
analysis protocols. Ten databases will be
searched: MEDLINE/PubMed, Cochrane
Library, Excerpta Medica database,

Eur. Chem. Bull. 2023, 12 (S3), 2809 — 2813

Cumulative Index of Nursing and Related
Health Literature (CINAHL), Web of
Science, SCOPUS, Science Direct,
PsycINFO, Latin American and Caribbean
Health Sciences Literature, and Chinese
national publications. Knowledge
infrastructure  without restrictions on
publication date or languages. A checklist
shall be applied to assess the quality of the
reports of the economic evaluation studies.
To assess the methodological quality of
observational research evidence on
comparative effectiveness, we will use the
Good Research Checklist for Comparative
Effectiveness v5.0. Heterogeneity between
studies will be assessed using the 12
statistical test. Based on the results of this
test, we will check whether a meta-analysis
is feasible. If feasibility is confirmed, a
random-effects model analysis shall be
performed. For data analysis, the
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calculation of pooled effect estimates will
consider a 95% CI and alpha will be set to
0.05 using R statistical software, v.4.0.4. In
addition, we will rate the certainty of the
evidence based on  Grading of
Recommendations Assessment,
Development and Evaluation.

5. CONCLUSIONS

Through the bibliometric analysis carried
out in the present research work, it was
established that Brazil was the country with
the highest number of records published
with regard to the variables Quality of
Service and Public Hospitals with a total of
229 publications in the Scopus database. In
the same way, it was established that the
application of theories framed in the area of
Medicines, were the most frequently used
in the impact of efficiency and quality in
the provision of services in public hospitals,
allowing these indicators to perform
quickly, easily and concisely information
on how public hospitals have performed.
The implementation of these indicators is
useful for the administrators of hospitals,
health centers, and all those who are part of
the Ministry of Health that in one way or
another are linked to the improvement of
the health sector and to hospitals in
particular. One of the most important
practical issues arising from the use of
hospital indicators is the need to use several
of them at the same time to have a
comprehensive understanding of the quality
and efficiency of services provided in a
structural unit or department, as this has not
been implemented so far. A unified
approach  to combining  hospital
performance into a single indicator. The
right balance between all the information
that an indicator can provide and the
generally required overview can only be
achieved using common sense, experience
and management knowledge. After
reviewing the literature on this topic, we
can conclude that the most accepted by

Eur. Chem. Bull. 2023, 12 (S3), 2810 — 2813
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managers and researchers in the world is the
marketing approach, which connects
consumer perspectives with the definition
and functioning of service quality. This is a
great challenge for managers of health
organizations, because although the
patient's perspective is important, the
technical, medical and scientific
perspective should not be excluded from
the definition and quality strategy, since the
complementarity of these approaches will
significantly improve the quality of health
care. In Latin American countries.
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