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Abstract

Introduction: Patient satisfaction is patient’s judgment of their desires and expectations of
health care. It is recognized as an important parameter for assessing the quality of patient
care services delivered by healthcare organizations. Therefore, it reflects the gap between
the expected services and the experience of the service.

Objective: To assess patient satisfaction toward Health service deliveries and factors
associated with satisfaction at Negele Arsi General Hospital and Medical College, Negelle,
Ethiopia, 2018.

Method: Institutional based cross-sectional study design was conducted. All patients greater
than 18 years old visited Health service deliveries at NegeleArsi General Hospital and
Medical College during study period were included. Critically ill patients were excluded.
All items in the structured questionnaire were scored on five-point Likert scale. Data was
collected by one nurse diploma holder. Data was entered in to SPSS version 20 computer
program by investigator for analysis. Most of the responses were analyzed descriptively
with simple frequency distribution as a measure of central tendency and percentages.

Results: The proportion of the patients who were satisfied in health care services
rendered at Negele Arsi General Hospital and Medical College was 90.8% and among the
respondents 2.0% were dissatisfied and 7.2% were neutral. Majority of the patients were
satisfied with the Pharmacy services (95.7%). Similarly, 84(93.3%) of the respondents were
satisfied with the services rendered by Physicians, Midwifery and Nurses. On the contrary,
the proportions of low satisfied respondents (85.0%) were with the Laboratory services.

Conclusion and recommendation: The proportion of the patients who were satisfied was
relatively high. However, payment for the service, and long waiting time for laboratory
result were found to be the major causes of dissatisfaction. Therefore, the Hospital
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management should identify these departments and plan for a better service delivery.
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Introduction

Concerning to client, satisfaction is the level of happiness that
clients experience having used a service. Therefore, it reflects the
gap between the expected service and the experience of the service,
from the client’s opinion.! The Ethiopian Federal Ministry of Health
(FMOH) has running a sector wide reform effort aimed at significantly
improving the quality and the availability of the service at all levels
of the country through implementing hospital reform guideline. One
of the components of this guideline is improving service quality,
achieved by caring out of survey on patient satisfaction on the regular
bases.? Patient satisfaction surveys in 2011, surveyed 32 different
large tertiary hospitals in the USA to identify the relationship of
nursing care, physician care and physical environment to the
overall patient satisfaction and the results showed that all care were
statistically significant and positively related to overall satisfaction;
however, nursing care was the most critical to increase overall patient

satisfaction. The researchers also found that the courtesy and respect
of healthcare providers impact more on patient satisfaction while
communication and explanation are the second most important aspect.’
In Ethiopia study findings concerning level of patient satisfaction
in different types of health facilities and hospitals were different. A
study on the quality of hospital services in eastern Ethiopia based on
patient’s perspective indicated that 46% of patients were not satisfied
while the study conducted at Jimma Specialized hospital indicated
overall client satisfaction of 77%. Studies performed in Gondar and
Jimma hospitals on outpatient services satisfaction showed 22% and
57% satisfaction level respectively. Findings in Hawassa University
Teaching Hospital displayed as 80.1% of patients were pleased with
the outpatient health service expected such as stay length for the care,
existence of good conversation with service givers, caring of patient
privacy, good situations to ask questions, and ease of use of needed
services.” So, the aim of the study done in Negelle Arsi General
Hospital and Medical College was to assess the level of patients’
satisfaction on health service deliveries in private Hospital. Therefore,
it is important for improvement of quality and effectiveness of health
care services.
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Patient satisfaction to health service delivery and associated factors at negelle arsi general hospital and

medical college, oromia regional state, south-east Ethiopia

Methods and materials

Study settings: Facility based cross-sectional study design was
conducted in Negele Arsi General Hospital and Medical College
which is located in Oromia regional state in west Arsi Zone, Ethiopia.
It is one of the towns of western Arsi zone of Oromia regional state
which is located on the way to Shashemene approximately about
21km away from Shashemene, capital town of West Arsi zone and
250km from capital city of Ethiopia, Addis Ababa. The private
hospital was established in 2010 G.C when it was the only hospital in
Negele town. The facility gives community service, Hospital service
and teaching purpose. Currently, it is providing for cold case and
emergency services.

Source population: All clients attended Health service deliveries
at Negele Arsi General Hospital and Medical College, Negelle Arsi,
Ethiopia, 2018.

Study population: All clients attended Health service deliveries from
January 01- 15 at Negele Arsi General Hospital and Medical College,
Negelle Arsi, Ethiopia, 2018.

Inclusion criteria: All patients greater than 18 years old.

Exclusion criteria: Critically ill patients and patients who had mental
problems.

Sampling technique: Includes all patients visiting Outpatient
department, Inpatient department, Emergency department and
Maternity department within specified time period.

Data collection tools and procedures

Face to face interviewed method was used. Items were valued
using five-point Likert scales: (1=very dissatisfied, 2=dissatisfied,
3=neither satisfied nor dissatisfied, 4=satisfied and 5= very satisfied).
Respondents’ answers to the questions valued with grades 4 and 5
were measured to indicate satisfied state, respondents’ answers
“neither satisfied nor dissatisfied” (grade 3) were measured neutral
responses, and respondents’ answers assessed with grades 1 and 2

Copyright:
©2020Yirguetal. 154

were expressed dissatisfaction with the examined variables. Clients
who completed their visit is interviewed as they were leaving the OPD
departments, Emergency department and exit interview to inpatient
clients on their discharge date.

Data quality assurance

After pretest was done, data collector and supervisor were trained
on each item included in the study. During collection of data, regular
supervision and follow up was made. After data was composed and
checked for completeness, consistency and accuracy it was arranged
categorized and summarized.

Data processing and analysis

The data was cleaned, edited and checked for completeness. Data
was entered in to SPSS version 20 computer program by investigator
for processing and analysis. Descriptively, findings were reported
in data, tables and figures. Then, the data were analyzed using
appropriate descriptive tests.

Ethical clearance

Permission to conduct and confirmation was obtained from ethical
review committee of Negele Arsi General Hospital and Medical
College. Each study participant was asked to participate voluntarily,
after they had been informed about the objective of the study. If agreed
to participate, informed consent was obtained. Confidentiality of the
participants’ information was kept throughout the research processes.

Results

Socio-demographic characteristics

A total of 100 patients were interviewed within specified time
period. Most proportions of respondents 36(36.0%) were between 33-
40 year old followed by 28(28.0%) which belongs to the age group of
>41 years. Less than half, 44 (44.0%) of the respondents were Farmer,
whereas 53% where living in Urban. Majority of the respondents, 84%
was married and more than half, 53% of them were female (Table 1).

Table | Socio-demographic characteristics of patients who took health care services in Negelle Arsi General Hospital and Medical College, Negelle, Ethiopia,

2018 (n=100)

Variable Category Frequency(n=100) Percent (%)
18-25 I I

Age 26-32 25 25
33-40 36 36
24| 28 28

Sex Male 47 47
Female 53 53

Marital status Single I I
Married 84 84
Widowed 4 4
Divorced | |
Urban 53 53

Residence Rural 47 47
Government employer 10 10
Merchant 18 18
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Table Continued...
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Variable Category Frequency(n=100) Percent (%)
Occupation House wife 15 15

Farmer 44 44

Private employer 8 8

Others 5 5

Client’s satisfaction toward health care services

Overall proportion of respondents who were satisfied was 90.8%
and 2.0% was not satisfied and the rest was neutral by services
rendered in all departments in the Hospital. Satisfaction level by
given service in Pharmacy, Other health Professionals and Laboratory
personnel were 95.7, 93.3 and 85.0, respectively. Almost all, 95.0% of
the respondents reported toilets and bathrooms were clean during all
times of his/her encounter. Of the respondents, 87.0% of them satisfied
with acceptable waiting time to get evaluated especially in OPD and
Emergency. 97.2% confirmed as they had a good communication and
collaboration with health care givers.

Concerning ward services, from respondents, similarly,85.0%
were satisfied with pain management, adequate supply of hospital
gowns and pajamas and felt as served equally irrespective of his/

her status including religion, gender, age, economic status, social
status, place of living, etc. The lowest satisfaction level, 49.0% was in
payment for the service.

Patients’ satisfaction with laboratory services

Almost all of the respondents (97%) were satisfied concerning
workers.73% of them got satisfaction in adequate information
was provided regarding the process of test and 11% Of them were
dissatisfied (Figure 1).

Proportion of patient satisfaction on payment for
different services

This figure showed combinations of payment for Registration,
drugs, procedures and laboratory investigations. Generally, 49% was
satisfied with payments (Figure 2).
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Figure | Proportion of patients who took Laboratory services in Negelle Arsi General Hospital and Medical College, Negelle, Ethiopia, 2018.
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Figure 2 Proportion of patient satisfaction on a payment for different services in Negelle Arsi General Hospital and Medical College, Negelle, Ethiopia, 2018.
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Discussion

This study revealed that the overall patients’ satisfaction with the
health care services they received was 90.8%. This finding is lower
than study conducted in Nigeria and Kuwait in which the patient
satisfaction was 94.2% and 99.6% respectively [6]. The difference
could be due to subjective nature of satisfaction, and with better
quality of health care system than Ethiopia. The overall state of
satisfaction (90.8%) of the respondent in this study was higher when
compared to other studies. The study at Jimma specialized (2010) and
Tikur Anbassa (2012) hospital indicates satisfaction rate of 77.0%
and 90.1% respectively.* The reason may be due to changes in the
service delivery process and health workers may be highly motivated.
The overall proportion of patients who were satisfied with acceptable
waiting time to get evaluated especially in OPD in this study was
87.0%. This percentage is lower compared to other studies done at
Sassoon General Hospital Pune on patient’s satisfaction revealed that
91% of patient said that OPD timings were convenient.”The difference
may be due to personal nature of satisfaction and differences in period.
Relating to marital status this study displayed that 84.0% married
patient was satisfied than 11.0% of single, 4.0% of widowed and
1.0% of divorced patients’. This is similar with finding in Turkey that
married patients’ satisfaction levels are more than those of widowed
and divorced patients.® This might be due to more than half of the
patient was married. In our study, patient’s satisfaction with cleanliness
of toilets during all times of their encounter was 95.0%. In opposite,
study conducted on patients admitted in a tertiary care hospital in
Nagpur, India’® during 2008 indicated that dissatisfaction was found to
be more with poor cleanliness of toilets (44.0%). This may be due to
the availability of water supply always in our hospital and the strength
of our cleaners. Also, the overall satisfaction level of laboratory
service was 85.0%. This result is inconsistent with the report (85.5%)
of similar study conducted in Addis Ababa, Ethiopia.'” However, this
finding is higher than the report (60.4%) of other Ethiopian study
from Nekemte Referral Hospital.!’ In this study, neatness of the ward
was one of the extensively allowed items by our clients (100.0%) as
the highest level of satisfaction, which is higher when compared to
a study in Dar Es Salaam, Tanzania which was 88.5%."" Our study
displayed that the highest 19.5% rate of dissatisfaction was due to
the food service which could be due to the fact that most patients
were kept in their bed and they can’t get food from hospital cafeteria
during night. The study conducted in our hospital, (99%) of the
respondent was satisfied by accessibility of different indicators found
in the hospital which showed the direction. In contrary, at Bahirdar
Felege Hiwot Referral Hospital, on private wing patients, only 29.2%
were satisfied to the accessibility of different indicators which showed
direction in the hospital.'?

Limitation: - Study participants’ number was low. We didn’t use
sample size determination. The researcher doesn’t assess the quality
of services by type.

Conclusion and recommendations

Conclusion: The overall proportion of respondents satisfied with
services given was 90.8%. Almost half, 49.0% were dissatisfied with
the payments for the service. The lowest level of patient satisfaction
(79.0%) was recorded in laboratory services specifically in relation to
waiting time for the result.

Recommendation: The overall proportions of satisfaction of the
respondents were high. Payment for the service, inadequate pain
management, unable to identify the health care workers, Lack of
information and waiting time for the laboratory result, inadequate
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supply of hospital gowns and pajamas were the area which
influences satisfaction level. Therefore, recommend that the hospital
administration may need to take the necessary action on the gaps
identified.
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