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Abstract 

 
Digital transformation has emerged as a strategic and organizational imperative across industries, 

including healthcare. In the Philippine context, Health Maintenance Organizations (HMOs) play a 

significant role in healthcare financing and service coordination; however, their digital maturity and its 

implications for service quality remain underexplored. This study aimed to assess the extent of digital 

maturity among HMOs and examine its relationship with customer perceptions of service quality. 

Utilizing a quantitative research design, surveys were administered to 55 managers and executives from 

18 HMO providers and 243 customers. Digital maturity was measured across nine dimensions, including 

customer experience, product innovation, strategy, organization, process digitalization, collaboration, 

information technology, culture and expertise, and transformation management. Service quality was 

assessed using the SERVQUAL framework, which comprises five key dimensions: tangibles, reliability, 

responsiveness, assurance, and empathy. Results revealed an average digital maturity score of 3.98, 

indicating that the HMOs are at the Established Stage, where digital technologies are well integrated into 

key operations—such as strategy and process digitalization—though some areas may still require further 

development or optimization. Meanwhile, customer expectations were notably high across all service 

quality dimensions, yielding an overall mean score of 4.65. The study confirmed a significant relationship 

between the dimensions of digital maturity and perceived service quality. Findings underscored the 

strategic importance of prioritizing both strategy and customer experience to improve service outcomes. 

The study culminated in a proposed service quality framework that aligns digital maturity with service 

quality dimensions, providing HMOs with a strategic guide for enhancing operational efficiency and 

customer satisfaction. 
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