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Introduction

What is Patient satisfaction ?
Patient satisfaction is an important and commonly 

used indicator for measuring the quality in health 
care.



RESEARCH  QUESTION:-

 What is the level of patient satisfaction towards health services at OPD in 
Shalby Hospital , Ahmedabad ?

 What are the factors related to the patient satisfaction with the health 
services at the OPD?



OBJECTIVE:-

 To measure the level of patient satisfaction towards the health services at 
the OPD in Shalby Hospital

 To determine the factors related to the patient satisfaction with the health 
services in OPD



METHODOLOGY:-

Study Design:-
Descriptive Study

Study Population:-
Patients who have utilized O.P.D services

Location Of Study:-
Shalby Hospital , Ahmedabad



Continue…..

Study Time Period:-
6 Feb to  30 April

Sample Size:-
Sample Size of 464 was selected 

Sampling Method:-
Convenience Sampling



Factors considered ( through RoL):-

 Check – in Registeration

 Pre- Check up Process

 Consultation Process

 Diagnostic Facilities

 Billing Department

 Follow Up

 Pharmacy

 Food and Bevrages

 Parking and washroom facilities



DATA  COLLECTION  TOOLS:-

 Questioner / Patient feedback form:-

A structured questionnaire was prepared to record the following 
information from the patients:-

1)  Socio – demographic factors

2) Patient Satisfaction towards different health services provided by the     
hospital.



Questioner :-



Research Results:-
Check in Registeration Case Processing Summary

N %

Cases

Valid 464 100.0

Excludeda 0 .0

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.800 11



Pre – check up Process

Case Processing Summary

N %

Cases

Valid 464 100.0

Excludeda 0 .0

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's 

Alpha

N of Items

.971 6



Consultation Process

Case Processing Summary

N %

Cases

Valid 464 100.0

Excludeda 0 .0

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.966 8



Case Processing Summary

N %

Cases

Valid 462 99.6

Excludeda 2 .4

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.961 12

Diagnostic Facilities



Case Processing Summary

N %

Cases

Valid 464 100.0

Excludeda 0 .0

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.979 8

Billing Department



Case Processing Summary

N %

Cases

Valid 464 100.0

Excludeda 0 .0

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.919 3

Follow Up



Case Processing Summary

N %

Cases

Valid 463 99.8

Excludeda 1 .2

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.977 5

Pharmacy



Case Processing Summary

N %

Cases

Valid 464 100.0

Excludeda 0 .0

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.980 7

Food & Bevrages



Case Processing Summary

N %

Cases

Valid 464 100.0

Excludeda 0 .0

Total 464 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha N of Items

.938 8

Parking and washroom



Analysis of all the nine factors:-
40% patients are satisfied with 

check in registeration



57% patients are satisfied 
with pre-check up Process



47% people are satisfied 
with consultation process



59% patients are satisfied



50% patients are satisfied with 
follow up service



55% are satisfied with 
Pharmacy services



53% patients are satisfied 
with food and bevrages



53% patients are 
satisfied with 

diagnostic facilities



52% patients are satisfied with 
parking, washroom and lift 

facilities



Recommendation :-

 Reducing Waiting Time

 There is no proper charging facility in O.P.D

 There is no Washroom on Ground floor so ground floor patients have to go 
Upstairs

 Signage system need to be improved




