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2.1  INTRODUCTION:- 

 The success or failure of any hospital is largely depends on the satisfaction met 

by the patients on various services offered. Patients‟ satisfaction is a 

combination of psychological, physiological and other health care related 

factors that make a patient to feel happy. Patient satisfaction has been 

considered as a state where patients express their feelings, prepares to attend for 

the same hospital more number of times, accept the services and promote the 

image and goodwill of the hospital more happily. Satisfaction of patients is an 

emotion, a feeling and a matter of perception”. It arises from the patients‟ 

appraisal “ of experience in hospital services; it involves likes and dislikes 

which are internal and external to the patients”. With “the various changes and 

developments that take place” in health care “related environment, patients 

place more importance on the quality of services offered” than before. “In 

recent days patients emphasize not only the environment in the hospitals, but 

also various services offered in the hospitals. Therefore understanding patients‟ 

satisfaction is becoming more important”. 

 

2.2 “PURPOSE” : 

To  conduct  a study on patient satisfaction of out patient department so that to know the 

drawbacks of OPD services and can increase the OPD 

2.3   SCOPE: 

DEPARTMENT   TIMINGS: 

Morning 8 to Evening 7  
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2.4 PROCESS  DESCRIPTION :  

 

1) Appointment  Process :- 

 

 

 

 

 

 

 

 

 

 

Appointment

Over  
Phone

Walk  In

Mail
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2) Patient  Registration:- 

  

                                

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 3) FOLLOW   UP  PATIENTS  

             Registration 

         Arrival   Of   Patient 

If  Already Registered    If  New  Registration 

Registration   Form  Filling and charges fee as 

per the doctors fees for consultation 

                                            Prepare  patient  file 

       Send file inside the doctors room and provide consultation with the 

concerned doctor                                  

    Doctor will call the patient inside and recommend him the test if required         

Inform  Patient  to go to the basement where all the diagnostic and pathology 

test are done  and its payment is done there only and after completing the test 

patients again come to OPD for showing the tests report and take consultation 

over that 
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 Patient  arrives at  the OPD department as per their appointment time and 

date . OPD Executive will check the file of the patient to ensure whether he has 

come before 6 months or after 6 months as on that basis follow up charges will 

be decide because there are no follow up charges if patient comes within 6 days 

of registeration. 

 The feedback forms that are in O.P.D are not always filled by every 

patient. Sometimes OPD Executive forgot to ask patient to fill the feedback 

form. 

4) WALK - IN PATIENT: 

 In Case of walk in patient OPD coordinator check the availability of 

doctor or any team member of that speciality . In this case patient waiting time 

meight get increase. 

 

2.6 AIM  OF  STUDY :   To assess the quality of health service provided by 

the hospital 

 

 2.8 REVIEW  OF  LITERATURE : 

“A review of the literature reveals in many studies that have shown a positive 

relationship between a service and a quality of care perceptions  and patient 

satisfaction. Researchers also have identified many possible variables that may 

result in” out “patient’s satisfaction with the” hospital “services.  

(Fred David, Garner C. Alkin 2006):  

These probable variables have included perceived physician’s competency, care 

and concern towards patients, cost of treatment and very importantly 

communication between physician and patient”. Many other studies had 

revealed that a less “ priority is placed on patient’s perception on patient’s run 

clinical expectations of service quality” and care provided. 

 “As per the American Marketing Association (AMA), customer satisfaction is 

the degree to which the customer’s expectations are fulfilled or exceeded by a 

product or service offered by the hospital. (Oliver 1980), says that customer 

satisfaction means a mental state of emotion caused by a customer’s actual 

experience”. (Gilmore Audrey, Goodman Bill Reidstead Man 2006): A few 

professionals “contend that patients/consumers perception of quality service in 

health care provided by the hospital is not accurate because of the inability of 
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patients to analyze and judge the technical competence of medical practitioners 

with accuracy. It is next observed that our medical courses mainly focus on 

imparting technical knowledge to the students and hence doctors do not receive 

any soft skill training which will enable them to get closer to their patients.  

(Boonshoof and Gray 2004):  

Have conducted the studies on the relationships between service provision 

quality, customer satisfaction and buying intentions in the private hospital 

industry. The motive of the study was to find out if superior quality of service 

and superior transaction specific customer satisfaction will enhance loyalty in 

patients in the private health industry. Study works to assess what dimensions of 

both customer satisfaction and service quality drive ‘Overall Satisfaction and 

Loyalty’ in the South African private hospital industry. Author also wanted to 

share the results reveal that the service quality dimensions, and care empathy of 

nursing staff and assurance impact positively on both loyalty and cumulative 

satisfaction.  

Results also revealed that the customer satisfaction have dimensions, that are: 

satisfaction with food, satisfaction with the nursing staff and satisfaction with 

the tariff. All effect positively to both loyalty and satisfaction of patients. The  

study conducted aim to investigate the relationship between out patient 

satisfaction and service quality dimensions where patients have substantial 

freedom in choosing their medical service providers like doctors and to further 

study the casual relationship between service quality and patient satisfaction. 

Results show that the pattern of relationships between service quality and 

patient satisfaction was similar across the gender, age and service type 

subgroups. An exploratory study on service quality. 

 Themes showing many patient satisfaction study with healthcare delivery in 

India was conducted by (Sachin Kamble 2007) who has stated that very little 

emphasis was given by patients on service quality dimensions in hospital. The 

aim of the research was to get an idea of patients interpretations of satisfaction”. 

 

2.9 Rationale Of Study:- 

“Patient Satisfaction is as important as other clinical measures provided in the 

hospital and is primary means of measuring the effectiveness of” healthcare 

“delivery. The current competitive environment has forced” healthcare 

“organizations to focus on patient satisfaction as a way to gain and maintain 

market share. If you don’t know what your” strength and weakness are you “ 

compete effectively. The data gathered through measuring patient satisfaction 
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reflects care delivered by” hospital as a whole “and can serve as tool in decision 

making”. 

2.10 Research question:- 

        What is the level of satisfaction of patients at Shalby Hospital , 

Ahmedabad 

2.11 OBJECTIVES :  

1. . “To assess the quality of”health “services provided” by “the” 

Hospital 

2. To find out the felt needs of patients attending OPD services 

3. To find out the problems faced by patients in the hospital. 

 

2.10  Research Methodology :- 

• Area : Out Patient Department ( Location - 1st floor , 3rd floor , Ground 

floor ) 

• Duration : 3 Months (6th February 2017 – 6th May 2017 ) 

• Sample  Size : 464 OPD Patients 

• Study Design : Descriptive study 

. 

2.11 Data Collection Method and Tool :-  

Questionnaire Survey methods: This is a descriptive and 

Causal study. Primary data will be collected through survey method; both 

quantitative and qualitative research methodologies will be adopted. 

Sampling Technique: The interviews technique and random, and opportunistic 

sampling technique will be used during the study. Patients are and will be 

conversant regarding the purpose of the study and are informed that their 

participation will be unpaid. 

Exclusion Criteria: Discharged patients of all age group were excluded in the 

study. Moreover, patients admitted in- patient department of the hospitals were 

excluded in the study. 

Inclusion Criteria: Patient seeking consults or out-patient department (OPD) 

was included. 
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2.12  Research Process:- 

The process begins with preparing questioner to know the expectation level of 

patients and giving that questioner to opd patients to write down there response 

to the services and sometimes it work as feedback form also many of the 

patients have given there response towards it positively and many people 

respond like you people don’t work over it what is its use . 

 The questioner is prepared according to spss analysis and each and every step is 

covered in this from patient entering to hospital to its exit from hospital 

500 print out were taken of questioner and all the questioner were filled with 

one to one interaction with patient and along with that spss entry is done to 

analyse the data . 

After this frequency were find out and all the variables are computed and on this 

basis interpretation is done so that to know the overall analysis of 500 

questioner and can know the patient views about the hospital services. 

  

 

2.13Research Results :-  

 

 

 

Figure:-1 Check in Registeration 

40% People are satisfied with check-in 

registeration 
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Figure:- 2 Pre – check up process 

 

 

Figure:- 3 Consultation Process 

 

57% Patients are satisfied 

with pre-check up process 

47% Patients are satisfied 

with consultation process 
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Figure :-4 Billing Department 

 

 

 

Figure :-5 Follow up Services 

 

 

59% patients are satisfied with 

billing department 

50% patients are satisfied with 

follow up services 

55% are satisfied with Pharmacy 

Services 
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Figure :-6 Pharmacy Services 

 

Figure :-7 Food and Bevrages 

 

 
Figure 8 :- Diagnostic Facilities 

 

53% are satisfied with food and 

bevrages 

53% patients are satisfied with 

diagnostic facilities 
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Figure 9 :- Parking, washroom and lift facilities 

 

 

So, from above reliability tables we able to analyse that its reliability statistics is 

very good because its more then 7 so we can say that OPD patients are very 

satisfied with the services. 
agegroup 

 Frequency Percent 

Valid 

0-5 5 1.1 

6-12 2 .4 

13-18 4 .9 

19-30 85 18.3 

31-45 175 37.7 

45-60 166 35.8 

60 and above 27 5.8 

Total 464 100.0 

    

gender 

 Frequency Percent 

Valid 

Male 285 61.4 

Female 179 38.6 

Total 464 100.0 

 

 

52% Patients are satisfied 

with Parking, washroom 

facilities 
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Marital Status 

 Frequency Percent 

Valid 

Married 276 59.5 

Unmarried 188 40.5 

Total 464 100.0 

 
income 

 Frequency Percent 

Valid 

Less than 2 Lac 155 33.4 

Between 2.1 to 5 Lac 192 41.4 

5.1 Lac - 10 Lac 100 21.6 

10 Lac - 20 Lac 13 2.8 

30 Lac - 40 Lac 1 .2 

Above 40 Lac 3 .6 

Total 464 100.0 

education 
 

 Frequency Percent 

Valid 

Undergraduate 120 25.9 

Graduate 169 36.4 

Post graduate 120 25.9 

Doctor 17 3.7 

Engineer 2 .4 

Professional Degree 6 1.3 

Others 30 6.5 

Total 464 100.0 

 
Occupation 

 Frequency Percent 

Valid 

Student 120 25.9 

Service in private sector 169 36.4 

Service in government sector 100 21.6 

Entrepreneur 13 2.8 

Professional 7 1.5 

Housewife 8 1.7 

Unemployed 37 8.0 

Retired 10 2.2 
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Total 464 100.0 

 

 Frequency Percent 

Valid 

Yes 232 50.0 

No 232 50.0 

Total 464 100.0 

 
check-in Registration1 

 Frequency Percent 

Valid 

Strongly Agree 79 17.0 

Somewhat disagree 48 10.3 

Disagree 7 1.5 

Neutral 118 25.4 

Agree 39 8.4 

Somewhat Agree 44 9.5 

Strongly Agree 129 27.8 

Total 464 100.0 

 

 Frequency Percent 

Valid 

Strongly Disagree 50 10.8 

Somewhat disagree 52 11.2 

Disagree 39 8.4 

Neutral 72 15.5 

Agree 53 11.4 

Somewhat Agree 73 15.7 

Strongly Agree 125 26.9 

Total 464 100.0 

 

 Frequency Percent 

Valid 

Strongly disagree 17 3.7 

Somewhat Disagree 19 4.1 

Disagree 13 2.8 

Neutral 109 23.5 

Agree 54 11.6 

Somewhat Agree 87 18.8 

Strongly Agree 165 35.6 
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Total 464 100.0 

 
check-in Registration5 

 Frequency Percent 

Valid 

Strongly Disagree 17 3.7 

Somewhat Disagree 36 7.8 

Disagree 52 11.2 

Neutral 75 16.2 

Agree 49 10.6 

Somewhat Agree 74 15.9 

Strongly Agree 161 34.7 

Total 464 100.0 

 

 Frequency Percent 

Valid 

Strongly Disagree 76 16.4 

Somewhat DIsagree 40 8.6 

Disagree 32 6.9 

Neutral 68 14.7 

Agree 75 16.2 

Somewhat Agree 42 9.1 

Strongly Agree 131 28.2 

Total 464 100.0 

 
check-in Registration7 
 

 Frequency Percent 

Valid 

Strongly DIsagree 57 12.3 

Somewhat Disagree 37 8.0 

Agree 42 9.1 

Neutral 86 18.5 

Agree 58 12.5 

Somewhat Agree 49 10.6 

Strongly Agree 135 29.1 

Total 464 100.0 

check-in Registration8 
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 Frequency Percent 

Valid 

Strongly Disagree 53 11.4 

Somewhat Disagree 41 8.8 

Disagree 34 7.3 

Neutral 74 15.9 

Agree 89 19.2 

Somewhat Agree 84 18.1 

Strongly Agree 89 19.2 

Total 464 100.0 

check-in Registration9 

 

 

 Frequency Percent 

Valid 

Strongly Disagree 25 5.4 

Somewhat Disagree 77 16.6 

Disagree 70 15.1 

Neutal 74 15.9 

Agree 65 14.0 

Somewhat Agree 64 13.8 

Strongly Agree 89 19.2 

Total 464 100.0 

 
check-in Registration10 

 Frequency Percent 

Valid 

Strongly Disagree 11 2.4 

Somewhat Disagree 21 4.5 

Disagree 19 4.1 

Neutral 86 18.5 

Agree 105 22.6 

Somewhat Agree 76 16.4 

Strongly agree 146 31.5 

Total 464 100.0 

 
check-in Registration11 

 Frequency Percent 

Valid 
Strongly DIsagree 7 1.5 

Somewhat Disagree 32 6.9 
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Disagree 105 22.6 

Neutral 86 18.5 

Agree 105 22.6 

Somewhat Agree 53 11.4 

Strongly Agree 76 16.4 

Total 464 100.0 

 

check-in Registration12 
 

 Frequency Percent 

Valid 

Strongly DIsagree 30 6.5 

Somewhat Disagree 74 15.9 

Disagree 15 3.2 

Neutral 76 16.4 

Agree 133 28.7 

Somewhat Agree 55 11.9 

Strongly Agree 81 17.5 

Total 464 100.0 

 

 

Frequency Percent 

   

Valid 

Strongly Disagree 35 7.5 

Somewhat Disagree 35 7.5 

Disagree 64 13.8 

Neutral 70 15.1 

Agree 93 20.0 

Somewhat Agree 78 16.8 

Strongly Agree 89 19.2 

Total 464 100.0 

 
pre-check up Process2 

 Frequency Percent 

Valid 

Strongly Disagree 34 7.3 

Somewhat Disagree 28 6.0 

Disagree 64 13.8 

Neutral 81 17.5 
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Agree 78 16.8 

Somewhat Agree 65 14.0 

Stronglyt Agree 114 24.6 

Total 464 100.0 

pre-check up Process3 

 

 Frequency Percent 

Valid 

Strongly Disagree 5 1.1 

Somewhat Disagree 74 15.9 

Disagree 60 12.9 

Neutral 70 15.1 

Agree 97 20.9 

Somewhat Agree 70 15.1 

Strongly Agree 88 19.0 

Total 464 100.0 

pre-check up Process4 

 

 Frequency Percent 

Valid 

Strongly Disagree 59 12.7 

Somewhat Disagree 28 6.0 

Disagree 20 4.3 

Neutral 76 16.4 

Agree 132 28.4 

Somewhat Agree 62 13.4 

Strongly Agree 87 18.8 

Total 464 100.0 

pre-check up Process5 

 Frequency Percent 

Valid 

Strongly Disagree 3 .6 

Somewhat Disagree 42 9.1 

Disagree 85 18.3 

Neutral 85 18.3 

Agree 104 22.4 

Somewhat Agree 53 11.4 

Strongly Agree 92 19.8 
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Total 464 100.0 

pre-check up Process6 

 Frequency Percent 

Valid 

Strongly Disagree 27 5.8 

Somewhat Disagree 58 12.5 

Disagree 46 9.9 

Neutral 78 16.8 

Agree 84 18.1 

Somewhat Agree 59 12.7 

Strongly Agree 112 24.1 

Total 464 100.0 

consultation process1 

 Frequency Percent 

Valid 

Strongly Disagree 56 12.1 

Somewhat Disagree 69 14.9 

Disagree 67 14.4 

Neutral 55 11.9 

Agree 95 20.5 

Somewhat Agree 38 8.2 

Strongly Agree 84 18.1 

Total 464 100.0 

consultation process2 

 

 Frequency Percent 

Valid 

Strongly Disagree 55 11.9 

Somewhat Disagree 45 9.7 

Disagree 50 10.8 

Neutral 86 18.5 

Agree 80 17.2 

Somewhat Agree 55 11.9 

Strongly Agree 93 20.0 

Total 464 100.0 

 
consultation process3 
 

 Frequency Percent 
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Valid 

Strongly Disagree 3 .6 

Somewhat Disagree 99 21.3 

Disagree 75 16.2 

Neutral 53 11.4 

Agree 103 22.2 

Somewhat Agree 40 8.6 

Strongly Agree 91 19.6 

Total 464 100.0 

consultation process4 

 Frequency Percent 

Valid 

Strongly DIsagree 59 12.7 

Somewhat Disagree 28 6.0 

Disagree 47 10.1 

Neutral 93 20.0 

Agree 88 19.0 

Somewhat Agree 57 12.3 

Strongly Agree 92 19.8 

Total 464 100.0 

consultation process6 

 Frequency Percent 

Valid 

Strongly Disgree 27 5.8 

Somewhat Disagree 59 12.7 

Disagree 24 5.2 

Neutral 74 15.9 

Agree 117 25.2 

Somewhat Agree 79 17.0 

Strongly Agree 84 18.1 

Total 464 100.0 

consultation process7 

 Frequency Percent 

Valid 

Strongly Disagree 34 7.3 

Somewhat Disagree 45 9.7 

Disagree 56 12.1 

Neutral 52 11.2 

Agree 101 21.8 

Somewhat Agree 68 14.7 

Strongly Agree 108 23.3 
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Total 464 100.0 

 

consultation process8 
 

 Frequency Percent 

Valid 

Strongly Disagree 32 6.9 

Somewhat Disagree 27 5.8 

Disagree 47 10.1 

Neutral 77 16.6 

Agree 86 18.5 

Somewhat Agree 72 15.5 

Strongly Agree 123 26.5 

Total 464 100.0 

 

diagnostic facilities1 
 

 Frequency Percent 

Valid 

Strongly Disagree 26 5.6 

Somewhat Disagree 76 16.4 

Disagree 56 12.1 

Neutral 47 10.1 

Agree 117 25.2 

Somewhat Agree 72 15.5 

Strongly Agree 70 15.1 

Total 464 100.0 

 

 
diagnostic facilities2 
 

 

 Frequency Percent 

Valid 

Strongly Disagree 79 17.0 

Somewhat Disagree 32 6.9 

Disagree 21 4.5 

Neutral 92 19.8 

Agree 111 23.9 

Somewhat Agree 56 12.1 
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Strongly Agree 73 15.7 

Total 464 100.0 

    

diagnostic facilities3 
 

 Frequency Percent 

Valid 

Strongly Disagree 9 1.9 

Somewhat Disagree 42 9.1 

Disagree 107 23.1 

Neutral 87 18.8 

Agree 100 21.6 

Somewhat Agree 38 8.2 

Strongly Agree 81 17.5 

Total 464 100.0 

diagnostic facilities4 
 

 Frequency Percent 

Valid 

Strongly Disgree 30 6.5 

Somewhat Disagree 81 17.5 

Disagree 45 9.7 

Neutral 83 17.9 

Agree 91 19.6 

Somewhat Agree 56 12.1 

Strongly Agree 78 16.8 

Total 464 100.0 

 
diagnostic facilities10 

 Frequency Percent 

Valid 

Strongly Disagree 37 8.0 

Somewhat Disagree 58 12.5 

Disagree 23 5.0 

Neutral 76 16.4 

Agree 129 27.8 

Somewhat Agree 63 13.6 

Strongly Agree 78 16.8 

Total 464 100.0 
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diagnostic facilities5 

 Frequency Percent 

Valid 

Strongly Disagree 54 11.6 

Somewhat Disagree 72 15.5 

Disagree 56 12.1 

Neutral 57 12.3 

Agree 103 22.2 

Somewhat Agree 52 11.2 

Strongly Agree 70 15.1 

Total 464 100.0 

 
diagnostic facilites6 

 Frequency Percent 

Valid 

Strongly Disagree 76 16.4 

Somewhat Disagree 28 6.0 

Disagree 55 11.9 

Neutral 81 17.5 

Agree 84 18.1 

Somewhat Agree 66 14.2 

Strongly Agree 74 15.9 

Total 464 100.0 

diagnostic facilities7 
 

 Frequency Percent 

Valid 

Strongly Disagree 6 1.3 

Somewhat Disagree 118 25.4 

Disagree 66 14.2 

Neutral 59 12.7 

Agree 102 22.0 

Somewhat Agree 39 8.4 

Strongly Agree 74 15.9 

Total 464 100.0 

diagnostic facilities8 
 

 Frequency Percent 

Valid 
Strongly Disagree 62 13.4 

Somewhat Disagree 45 9.7 
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Disagree 46 9.9 

Neutral 78 16.8 

Agree 86 18.5 

Somewhat Agree 67 14.4 

Strongly Agree 80 17.2 

Total 464 100.0 

diagnostic facilities9 
 

 Frequency Percent 

Valid 

Strongly Disagree 6 1.3 

Somewhat Disagree 45 9.7 

Disagree 106 22.8 

Neutral 82 17.7 

Agree 106 22.8 

Somewhat Agree 34 7.3 

Strongly Agree 85 18.3 

Total 464 100.0 

diagnostic facilities11 

 

 

 Frequency Percent 

Valid 

Strongly Disgree 41 8.8 

Somewhat Disagree 44 9.5 

Disagree 61 13.1 

Neutral 67 14.4 

Agree 104 22.4 

Somewhat Agree 66 14.2 

Strongly Agree 81 17.5 

Total 464 100.0 

billing department1 
 

 Frequency Percent 

Valid 

Strongly Disagree 5 1.1 

SOmewhat Disagree 75 16.2 

Disagree 62 13.4 

Neutral 63 13.6 

Agree 101 21.8 
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Somewhat Agree 64 13.8 

Strongly Agree 94 20.3 

Total 464 100.0 

 
billing department3 

 Frequency Percent 

Valid 

Strongly Disagree 4 .9 

Somewhat Disagree 39 8.4 

Disagree 90 19.4 

Neutral 93 20.0 

Agree 95 20.5 

Somewhat Agree 33 7.1 

Strongly Agree 110 23.7 

Total 464 100.0 

 
billing department3 

 Frequency Percent 

Valid 

Strongly Disagree 4 .9 

Somewhat Disagree 39 8.4 

Disagree 90 19.4 

Neutral 93 20.0 

Agree 95 20.5 

Somewhat Agree 33 7.1 

Strongly Agree 110 23.7 

Total 464 100.0 

billing department4 
 

 Frequency Percent 

Valid 

Strongly Disagree 4 .9 

Somewhat Disagree 82 17.7 

Disagree 49 10.6 

Neutral 83 17.9 

Agree 84 18.1 

Somewhat Agree 51 11.0 

Strongly Agree 111 23.9 

Total 464 100.0 
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billing department5 

 Frequency Percent 

Valid 

Strongly Disagree 63 13.6 

Somewhat Disagree 41 8.8 

Disagree 60 12.9 

Neutral 56 12.1 

Agree 99 21.3 

Somewhat Agree 37 8.0 

Strongly Agree 108 23.3 

Total 464 100.0 

 
billing department6 

 Frequency Percent 

Valid 

Strongly Disagree 31 6.7 

Somewhat Disagree 55 11.9 

Disagree 50 10.8 

Neutral 86 18.5 

Agree 79 17.0 

Somewhat Agree 52 11.2 

Strongly Agree 111 23.9 

Total 464 100.0 

billing department7 
 

 Frequency Percent 

Valid 

Strongly Disagree 28 6.0 

Somewhat Disagree 75 16.2 

Disagree 61 13.1 

Neutral 62 13.4 

Agree 93 20.0 

Somewhat Agree 34 7.3 

Strongly Agree 111 23.9 

Total 464 100.0 

 
billing department8 

 Frequency Percent 

Valid 
Strongly Disagree 36 7.8 

Somewhat Disagree 51 11.0 
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Disagree 47 10.1 

Neutral 86 18.5 

Agree 84 18.1 

Somewhat Agree 51 11.0 

Strongly Agree 109 23.5 

Total 464 100.0 

 
Follow up Services1 

 Frequency Percent 

Valid 

Strongly Disagree 35 7.5 

Somewhat Disagree 20 4.3 

Disagree 109 23.5 

Neutral 91 19.6 

Agree 100 21.6 

Somewhat Agree 27 5.8 

Strongly Agree 82 17.7 

Total 464 100.0 

Follow up Services2 
 

 Frequency Percent 

Valid 

Strongly Disagree 4 .9 

Somewhat Disagree 94 20.3 

Disagree 15 3.2 

Neutral 81 17.5 

Agree 108 23.3 

Somewhat Agree 51 11.0 

Strongly Agree 111 23.9 

Total 464 100.0 

Follow up Services3 
 

 Frequency Percent 

Valid 

Strongly DIsagree 60 12.9 

Somewhat Disagree 12 2.6 

Disagree 67 14.4 

Neutral 56 12.1 

Agree 98 21.1 

Somewhat Agree 58 12.5 
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Strongly Agree 113 24.4 

Total 464 100.0 

 
pharmacy1 

 Frequency Percent 

Valid 

Strongly Disagree 11 2.4 

Somewhat Disagree 64 13.8 

Disagree 41 8.8 

Neutral 76 16.4 

Agree 83 17.9 

Somewhat Agree 49 10.6 

Strongly Agree 140 30.2 

Total 464 100.0 

 

pharmacy2 

 

 

 Frequency Percent 

Valid 

Strongly disagree 32 6.9 

Somewhat Disagree 45 9.7 

Disagree 66 14.2 

Neutral 51 11.0 

Agree 97 20.9 

Somewhat Agree 58 12.5 

Strongly Agree 115 24.8 

Total 464 100.0 

pharmacy3 
 

 Frequency Percent 

Valid 

Strongly Disagree 36 7.8 

Somewhat Disagree 64 13.8 

Disagree 14 3.0 

Neutral 78 16.8 

Agree 105 22.6 

Somewhat Agree 56 12.1 

Strongly Agree 110 23.7 

Total 463 99.8 
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Missing System 1 .2 

Total 464 100.0 

 

pharmacy4 

 

 

 Frequency Percent 

Valid 

Strongly Disagree 31 6.7 

Somewhat Disagree 7 1.5 

Disagree 101 21.8 

Neutral 84 18.1 

Agree 97 20.9 

Somewhat Agree 39 8.4 

Strongly Agree 105 22.6 

Total 464 100.0 

 
pharmacy5 

 Frequency Percent 

Valid 

Strongly Disagree 5 1.1 

Somewhat Disagree 94 20.3 

Disagree 38 8.2 

Neutral 81 17.5 

Agree 85 18.3 

Somewhat Agree 48 10.3 

Strongly Agree 113 24.4 

Total 464 100.0 

 
food & bevrages1 

 Frequency Percent 

Valid 

Strongly DIsagree 63 13.6 

Somewhat Disagree 35 7.5 

Disagree 65 14.0 

Neutral 61 13.1 

Agree 99 21.3 

Somewhat Agree 35 7.5 

Strongly Agree 106 22.8 

Total 464 100.0 
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food & bevrages2 
 

 Frequency Percent 

Valid 

Strongly disagree 61 13.1 

Somewhat Disagree 37 8.0 

Disagree 43 9.3 

Neutral 86 18.5 

Agree 77 16.6 

Somewhat Agree 53 11.4 

Strongly Agree 107 23.1 

Total 464 100.0 

 
food & bevrages3 

 Frequency Percent 

Valid 

Strongly Disagree 33 7.1 

Somewhat Disagree 65 14.0 

Disagree 70 15.1 

Neutral 58 12.5 

Agree 109 23.5 

Somewhat Agree 25 5.4 

Strongly Agree 104 22.4 

Total 464 100.0 

 

 Frequency Percent 

Valid 

Strongly Disagree 63 13.6 

Somewhat Disagree 37 8.0 

Disagree 38 8.2 

Neutral 85 18.3 

Agree 75 16.2 

Somewhat Agree 60 12.9 

Strongly Agree 106 22.8 

Total 464 100.0 

food & bevrages5 
 

 Frequency Percent 

Valid 
Strongly Disagree 32 6.9 

Somewhat Disagree 7 1.5 
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Disagree 97 20.9 

Neutral 92 19.8 

Agree 113 24.4 

Somewhat Agree 20 4.3 

Strongly Agree 103 22.2 

Total 464 100.0 

 
food & bevrages6 

 Frequency Percent 

Valid 

Strongly Disagree 6 1.3 

Somewhat DIsagree 94 20.3 

Disagree 14 3.0 

Neutral 86 18.5 

Agree 101 21.8 

Somewhat Agree 58 12.5 

Strongly Agree 105 22.6 

Total 464 100.0 

 

 Frequency Percent 

Valid 

Strongly Disagree 39 8.4 

Somewhat Disagree 36 7.8 

Disagree 68 14.7 

Neutral 60 12.9 

Agree 107 23.1 

Somewhat Agree 49 10.6 

Strongly Agree 105 22.6 

Total 464 100.0 

 
Parking , washroom and lift facilities1 

 Frequency Percent 

Valid 

Strongly Disagree 43 9.3 

Somewhat Disagree 65 14.0 

Disagree 42 9.1 

Neutral 82 17.7 

Agree 67 14.4 

Somewhat Agree 57 12.3 

Strongly Agree 108 23.3 
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Total 464 100.0 

 
Parking, washrrom and lift facilities2 

 Frequency Percent 

Valid 

Strongly Disagree 66 14.2 

Somewhat Disagree 45 9.7 

Disagree 91 19.6 

Neutral 56 12.1 

Agree 103 22.2 

Somewhat Agree 25 5.4 

Strongly Agree 78 16.8 

Total 464 100.0 

 
Parking, Washroom and lift facilities3 

 Frequency Percent 

Valid 

Strongly Disagree 64 13.8 

Somewhat DIsagree 66 14.2 

Disagree 16 3.4 

neutral 109 23.5 

Agree 71 15.3 

Somewhat Agree 62 13.4 

Strongly Agree 76 16.4 

Total 464 100.0 

 
Parking, washroom and lift facilities4 

 Frequency Percent 

Valid 

Strongly Disagree 15 3.2 

Somewhat Disagree 15 3.2 

Disagree 99 21.3 

Neutral 63 13.6 

Agree 133 28.7 

Somewhat Agree 20 4.3 

Strongly Agree 119 25.6 

Total 464 100.0 

Parking, washroom and lift facilities5 
 

 Frequency Percent 
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Valid 

Strongly Disagee 13 2.8 

Somewhat Disagree 69 14.9 

Disagree 21 4.5 

Neutral 92 19.8 

Agree 74 15.9 

Somewhat Agree 82 17.7 

Strongly Agree 113 24.4 

Total 464 100.0 

Parking, washroom and lift facilities6 
 

 Frequency Percent 

Valid 

Strongly Disagree 44 9.5 

Somewhat Disagree 35 7.5 

Disagree 71 15.3 

Neutral 66 14.2 

Agree 110 23.7 

Somewhat Agree 25 5.4 

Strongly Agree 113 24.4 

Total 464 100.0 

Parking, washroom and lift facilities7 
 

 Frequency Percent 

Valid 

Strongly Disagree 41 8.8 

Somewhat Disagree 38 8.2 

Disagree 44 9.5 

Neutral 90 19.4 

Agree 71 15.3 

Somewhat Agree 57 12.3 

Strongly Agree 123 26.5 

Total 464 100.0 

Parking, washroom and lift facilities8 
 

 Frequency Percent 

Valid 

Strongly Disagree 13 2.8 

Somewhat Disagree 43 9.3 

Disagree 88 19.0 
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Neutral 58 12.5 

Agree 105 22.6 

Somewhat Agree 21 4.5 

Strongly Agree 136 29.3 

Total 464 100.0 

 
 

WORK LOAD ACCORDING TO ARRIVAL TIME  OF  PATIENT:  

 

 
                              

                                   Figure 10: No. of Patient 

• 45% :- 11 a.m to 2 p.m 

• 39% :- 3 a.m to 5 p.m 

• 20% :- 10 a.m to 11 a.m 

• 5% :-    9 a.m to 10 a.m 

45%

39%

20%

5%

No. Of Patients
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PERCENTAGE   OF  PEOPLE  DIVIDED INTO CASH & CREDIT: 

 

Figure 11 Percentage of  people divided into cash & credit 

 

CASH  AND  CREDIT PATIENTS ON PER DAY BASIS 

DAY DATE CASH CREDIT 

Monday 18 April 2017 20 10 

Tuesday 19 April 2017 30 25 

Wednesday 20 April 2017 40 15 

Thursday 21 April 2017 35 18 

Friday 22 April 2017 45 20 

Saturday 24 April 2017 40 ---- 

 

Table 1 : Cash and Credit patients on per day 

 

  

12%

88%

Percentage  of  Patients 

Credit

Cash
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2.14 CHALLENGES   FACED  BY  OPD : 

• High  level  of  competition . 

• It is difficult to make peoples understand about registeration policies of 

hospital . 

• People don't feel it cost effective . 

• It  is difficult to manage when there is rush. 

• Sometimes Doctors are not available on the time alloted to the patients . It 

creates dissatisfaction in patients about services. 

 

2.15 CONCLUSION:- 

After analysing the 500 questioner filled by the OPD patients we come to the 

conclusion that Shalby Hospital is providing good services but there are some 

minor points on which they need to work out such as Doctors are available on 

the time alloted to the patients . 

2.16 Further Recommendations and Scope:- 

• There is no proper charging facility in first floor OPD. 

• There is no washroom on ground floor so the patients on ground floor 

OPD have to go upstairs. 

• NO proper signage 

• Should have some LED or something like that which gives good 

information about health so the patients waiting in OPD or their relatives 

can pass their time. 
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Annexures:- 

O.P.D Questionnaire:- 
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