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Abstract— Introduction: Patient satisfaction is one of the
meaningful indicators of patient experience of health care
services. It is an important step towards improving the
quality of health care and ensuring that local health services
are meeting patient’s needs. Patient satisfaction is deemed
to be one of the important factors which determine the
success of the health care facility. Satisfied patients are
more likely to utilize health services and comply with
medical treatment but it is difficult to measure the
satisfaction. Thus, there is a need to assess the health care
systems regarding patient satisfaction as often as possible.
Aims & Objectives: To evaluate the level of patient
satisfaction with outpatient department (OPD)services and
the factors associated with patient satisfaction. Materials &
Methods: A cross-sectional study was conducted at the
outpatient departments of a government hospital over a
period of 2 months. An anonymous, pre-designed, tested,
semi structured questionnaire was administered after
taking consent for assessing patient satisfaction as often as
possible. Results: Overall level of satisfaction of patients
with OPD services was 86.3%0.93.2% patients were satisfied
with the examination and 90.1% satisfied with the
communication by the doctor.73.3% of patients were
unsatisfied with the toilet facility and 73.3% of patients
were unsatisfied with availability with the toilet facility and
65.5% of patients were unsatisfied with availability of
drugs. 89.2% of patients said they would recommend the

hospital to others.
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. INTRODUCTION

Patient satisfaction has been defined as an evaluation that
reflects the perceived differences between expectations of the
patient to what is actually received during the process of care.®
It is a measure of health care quality and requires to be
frequently assessed and depends upon many factors such as
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quality of clinical services provided, availability of medicine,
behavior of doctors and other health staff, cost of services,
hospital infrastructure, physical comfort, emotional support,
and respect for patient preferences.® It is a complicated
phenomenon that is linked to patient expectations, health status,
personal characteristics as well as health system
characteristics.® However it is a great challenge for health care
managers to effectively evaluate the quality of health care
services hence at times it ends up being neglected.

The Patient is the ultimate consumer of the hospital services and
Outpatient department (OPD) is the first point of contact of the
hospital with the patients. The care in the OPD is believed to
indicate the quality of services of a hospital and is reflected by
patients' satisfaction with the services being provided.® Being
an important outcome measure of the effectiveness of health
care delivery system functional at hospitals the present study
was conducted to evaluate the level of patient satisfaction with
OPD services and the factors associated with patient

satisfaction.

1. METHODOLOGY

A cross-sectional study was conducted at a government hospital
for a period of two months. The hospital caters to a daily OPD
of 200-300 patients. Ethical approval for the study was taken.
The sample size was estimated as 184 based on previously
reported level of 86.3% satisfaction among OPD patients. @
However, we were able to mobilize more than the 184 patients
and cover 547 study subjects.

An anonymous, pre-designed, pre-tested semi-structured
questionnaire was administered after obtaining an informed
written consent from each patient. The questionnaire covered
the information related to the patient's socio-demographic
profile, pattern of visit, perception of OPD services, perception
of pharmacy and lab-related services, behavior of doctors and
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other staff, and attitude of patients towards doctors. The data
were analyzed with SPSS v20.0 software.

. REsuLT

Among 547 patients interviewed, the mean (SD)
age was 35.34 + 12.81 and 236(43.1%) of patients were

Among the patients 29.4% were visiting the Medicine OPD and
26.7% were visiting Surgery OPD. 19.2% patients were new
visitor and 22.3% patients were accompanied with more than 1
attendant.

between the age category of 30-50 years and 58.9% of them OPD Visit N (%)
were males. (Tablel).
1.Surgery 146(26.7)
Age N (%) 2.Medicine 161(29.4)
18-30 241(44.1) 3.Dermatology 62(11.3)
31-50 236(43.1) 4.Paediatrics 21(3.8)
51-70 70(12.8) 5.0rthopedics 83(15.2)
6.0BG/GYNAE 35(6.4)
Gender
7. Ophthalmology & ENT 39(7.1)
Male 322(58.9)
Female 225(41.1) No of visits
- First 105(19.2)
Religion
S d 202(36.9
Hindu 466(85.2) econ (36.9)
>2 240(43.9
Muslim 71(13) (439
Others 10(1.9) No of attendees
None 123(22.5
Education (225)
1 attendant 302(55.2
Iliterate 58(10.6) (552)
> 1 attendant 122((22.3
1-9th 127(23.2) _ | ((223) i
Table 2. Pattern of visit of patients at outpatient
10-12th 214(39.1) department clinics (N=547
Graduate & above 148(27.1)
Patients were most satisfied with examination by doctor
Occupation (93.2%), communication with doctor (90.1%), convenience to
reach hospital (88%), OPD area accessibility (87%) and being
Unemployed/housewife 133(24.3) able to understand the illness (86.8%). However patients were
: unsatisfied with toilet facility (26.7%), availability of drugs
Service 132(24.1) (34.5%), waiting time in registration process (38.1%), drinking
water facility (46.2%) and time to procure medicines(56.9%) as
Business/shopkeeper 49(9.0) shown in figyl(. ) P ( 2
Labour 161(29.4)
Student 72(13.2)

TABLE 1- Socio-demographic characteristics of patients (N

= 547)
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Figure 1. Level of satisfaction (%) with various OPD
services.

Overall level of satisfaction with OPD services was 86.3% and

89.2% patients said that they would recommend the hospital to
others. (Fig 2)

Figure 2: Overall level of satisfaction with services
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On applying bivariate analysis, those variables that were
found statistically significant were included in multivariate
logistic regressions.
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In multivariate analysis, factors that remained statistically
significant with patient satisfaction were appropriate signage
(AOR=.39, 95% CI:.19-.80), cleanliness in OPD(AOR= .44,
95% CI:.20 - .97), courtesy of staff(AOR =.30, 95% ClI:.15-
.61), quality of care(AOR=.23, 95%CI:.09-.55), time to get
investigations done(AOR=.03, 95% Cl:.24 -.95), ease in getting
follow up(AOR= .46, 95% CI: .22 -.92) and ease in getting
admission (AOR=.402, 95%CI:.19-.83) of the respondents
(Table 3).

Table 3: Multivariate logistic regression analysis of patient
satisfaction with associated factors.

VARIABLE AOR | SIGNIFICA |95% CI
NCE (LL-UL)
1. Appropriate | 0.392 |0.010 .192-.800
signages
2. Cleanliness | 0.443 |0.043 .201- .973
in OPD
3. Courtesy of | 0.307 |0.001 154 - 612
staff
4. Quality of|0.234 |0.001 .098- .558
care
5. Time to get|0.037 |0.037 .241 - 958
investigatio
ns done
6. Ease in|0.461 |0.029 .229 - .926
getting
follow up
7. Ease in|0.402 |0.015 .193 - .836
getting
admission

IV. DISCUSSION:

The present study was conducted to evaluate the level of
satisfaction of the patients with the various aspects of the health
care delivery system in a government teaching hospital of New
Delhi. It is relatively a multidimensional concept taking into
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consideration the patients perceived need, his expectations from
the health system, and experience of health care. ®

In this study overall level of satisfaction with OPD services was
high (86.3%). A similar finding was noted by Sodani et al where
overall satisfaction with OPD services was 86.67% and Kumari
R et al in their study noted a total satisfaction of 73 %. @9, In
another study by Qureshi et al at Srinagar 72% patients
considered the OPD services as good while 8.3% as average
and 19.7% were poorly satisfied or not satisfied with the
hospital services.® Umar I et al showed that, only 45% of the
patients were actually satisfied with the services in the OPDs.(")

Contrary findings were seen in the study by Nandkeshav AR et
al where total satisfaction of patients with OPD services was
65.3%.® Similarly, the study conducted by Chetwynd SJ
reported total satisfaction of only 49%.® Patavegar et al showed
that 50.89% are satisfied.® Ibrahim A et al showed 10%
overall satisfaction in their study which was low in comparison
to other studies.®™ The difference could be explained by
hospital and socio- cultural settings and also the availability of
medical resources.

In our study, the mean age of patients attending the OPD was
35.34 + 12.81 and 58.9% of them were males. A similar finding
was noted by a Kolade J Obamiro in his study at Nigeria where
majority of patients were female (65%) dominated with patients
of 18 to 24 ages (45%).%? Sharma A et al in their study showed
that 52% were male patients, 48% were females with a mean
age of 42.9+19.53 years.®® This was contrary to the findings by
Nandkeshav A et al who in their study found that out of 320
respondents, 40.3% were males and 59.7% were females.®
Level of education may affect the expectations of the patients
with the health care delivery system and also facilitate
searching of various departments of the hospitals. In our study
39.1% patients had higher secondary level of education
followed by 27.1% who were graduate and above with only
10.6% patients being illiterate. Similar finding was reported by
Sharma A et al who noted that 22% of patients were graduate
and above followed by primary education (26%), higher
secondary education (20%), middle school (18%) and illiterate
(14%) @3

According to the departmental wise distribution of patients of
the 547 patients interviewed,29.4% attended the medicine
OPD, followed by surgery OPD (26.7%), orthopedics OPD
(15.2%), derma OPD (11.3%) and Obstetrics & Gynecology
OPD (6.1%). Pediatrics, Ophthalmology, and ENT had an
attendance of 10.1%. A similar finding was reported by Mankar
et al where out of 508 patients interviewed, majority 108
(21.3%) had attended the medicine OPD, followed by
orthopedics 80 (15.8%), Obstetrics and Gynecology (OBGY)
and ENT 11.8 respectively. The Pediatrics and Ophthalmology
OPD had an attendance of 10.2% each. ¥
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Patients perception on various OPD services was ascertained.
The majority of patients were satisfied with convenience to
reach hospital (88%), OPD area accessibility (87%),
appropriate signages (72.6%), seating arrangements (70.1%)
and cleanliness in the OPD (67.9%). Similarly in a study by
Sodani et al 58% respondents said that the time taken to reach
the hospital was less than 15 minutes and almost all the
respondents did not find any problem in locating the hospital
(93%) or locating different departments within the hospital
(87%). More than half of the respondents (54%) found sitting
arrangements adequate and 71% respondents found hospitals
adequately cleaned. @ Similar findings were observed in the
study conducted by Galhotra in which the respondents were
satisfied with the basic amenities. 5

The study observed that 53.8% patients were unsatisfied with
drinking water facility and 73.3% with toilet facility. Similarly,
Joshi et al noted that 68% of patients agreed that there was
enough drinking water in waiting area of Medicine OPD and

70% of patients said that there were clean toilets in waiting area.
(16)

However 65.5% patients were unsatisfied with availability of
drugs in the pharmacy and 43.1% were unsatisfied with
procurement of medicines. In a study by Mankar et al from
Mumbai 19.7% complained that medicines were not available
at a subsidized rate. 4

Patients’ views on various aspects of doctor-patient interaction
were ascertained. 76.9% of patients were satisfied with the
behavior of the staff and 91.7% patients were satisfied with the
time taken to find the doctor. Similarly, Patel et al noted that
98.52% patients were satisfied with the behavior of hospital
staff. " Sharma A et al found that 78% of patients were
satisfied with doctor’s behavior, 64% were satisfied with
behavior of nurses and paramedical staff. %)

The quality of doctors communication during history taking and
discussion with the patient has an impact on the health outcome
of the patient @7, In the present study majority of the patients
were satisfied with the amount of time spent with the doctor
(84.4%), examination by the doctor (93.2%), were able to
communicate with the doctor (90.1%), were able to understand
the illness (86.8%), and privacy maintained by the doctor
(81.6%). While in a study conducted by Jadhav SB et al time
taken for consultation & examination by doctor was found to be
satisfactory in case of 68.82% participants. ¢® In a study from
Lahore it was seen that 94% of the patients who visited the OPD
were satisfied with their doctor.

89.2% patients said they would recommend the hospital to
others. Similar findings were seen by Sharma A et al where 94%
patients told that they preferred to recommend the same hospital
to their relatives and friend also. %)
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V. CONCLUSION:

OPD services are an essential part of health care services in a
hospital that need to be improved by developing patient
feedback system. Patients are the bread runner of health care
system so they must be given highest priority for making the
health care system more efficient and effective
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