
Ms Deepika Shukla

MBA HM-19

0139 



 What is patient satisfaction?

 To provide patient-centered care creating a culture that
accepts people for, who they are and where, they are in
life cycle, by meeting their needs at that point ,with the
health system’s mission to care for the body, mind and
spirit of patients. Patients are the foundation of our
medical practice, it is very obvious that they must be
satisfied while in or out of the Hospital.



 Patient satisfaction affects clinical outcomes, patient retention,
and medical malpractice claims. It affects the timely, efficient,
and patient-centered delivery of quality health care. Patient
satisfaction is thus a proxy but a very effective indicator to
measure the success of doctors and hospitals. (Prakash, Bhanu.
Patient Satisfaction. Department of Dermatology, Vydehi
Hospital, VIMS and RC, Whitefield, Bangalore, Karnataka, India :
s.n., 2010.)

 Patient perceptions are significantly influenced by hospital
support functions. These perceptions determine hospital
reputation, influence future patient demands, and are integral to
the understanding of patients as consumers of health care
systems rather than consumers of medical procedures. Patient
satisfaction with healthcare delivery systems. Imad Baalbaki,
Zafar U. Ahmed ,Valentin H. Pashtenko, Suzanne Makarem. 1, s.l. :
Emerald Group Publishing Limited, 2007, Vol. II.



 Patient satisfaction is as important as other clinical health
measures and is a primary means of measuring the effectiveness
of health care delivery. The current competitive environment has
forced health care organizations to focus on patient satisfaction
as a way to gain and maintain market share. If you don’t know
what your strengths and weaknesses are, you can’t compete
effectively. The data gathered through measuring patient
satisfaction reflects care delivered by hospital as a whole and can
serve as a tool in decision-making.



 RESEARCH QUESTION:

1) What is the level of satisfaction of patients in OPD, IPD and 
IVF department at P D Hinduja Hospital, Mumbai?

 OBJECTIVES

1) To assess the satisfaction of patients.

2) To identify the areas with low satisfaction levels.

3) To provide suggestions for enhancing patient satisfaction.



Sample Size

 OPD-102

 IPD-100

 IVF-140

Study design

 Descriptive cross-sectional 

Selection of Sample 

 Non-probability convenient sampling

Inclusion criteria

At OPD and IVF Department:

-Patients who came for repeat visit were only asked to fill in the 
questionnaire 

 At IPD Department

-Patient with more than 24 hours of stay



Study Site

 All OPD Departments 

 All IPD departments.

 IVF Department 

Study duration

 OPD- 1 Month

 IPD- 1 Month

 IVF- 1 Month

Data Collection Tools

Three standard questionnaires of Hinduja hospital used in their
respective departments.



 OPD Questionnaire

 Appointment(Telephonic)

 Registration /Vouchering /Appointment(At counters)

 Consultation with the doctor

 Nursing care

 General comfort of OPD Premises 

 Lab investigation and diagnostic process

 Overall Experience

All the questions were closed ended





 IPD Questionnaire

 Pre admission

 Admission and billing Process

 Doctors Interaction

 Nursing Care

 Diagnostics (Laboratories , Imaging, etc)

 Housekeeping and cleanliness

 Food Services

 Amenities/general comfort

 Others

All the questions were closed ended





 IVF Questionnaire

 Appointment procedure

 reception/ registration

 Explanation of treatment by the staff

 Behaviour and attitude of the staff

 Response to queries by staff

 Staff sensitivity to your needs

 During Procedures

 General environment

 IPD Patients

All the questions were closed ended







Scores allotted:
• Very good-5
• Good        - 4
• Fair           - 3
• Poor          -2
• Very poor-1

The score is calculated on index of 5.
The data of this study was analysed through MS Excel

• Formula :
= (n1*5+n2*4+n3*3+n4*2+n5*1/n1+n2+n3+n4+n5)
Dimensions scoring below 4 are areas of concern as per the 
hospital standards.



OPD Index score Feb-16

Appointment(Telephonic) 
procedure 

4.1

Registration /Vouchering 
/Appointment(At counters)

4.1

Consultation with the doctor 4.1

Nursing care 4.3

General comfort of OPD Premises 4.3

Lab investigation and diagnostic 
process 

4.3

Overall Experience 4.2

Overall OPD satisfaction % 84.7



Appointment( Telephonic) Index Score

Time taken to get through to the 

appointment cell

3.97

Time taken by appointment staff to give an 

appointment for doctor/ service

4.12

Adequacy of information provided
4.16

Courtesy shown by the staff providing the 

information

4.15

Overall impression of Appointment
4.20



REGISTRATION/ VOUCHERING/ 

APPONTMENT( AT COUNTERS)
Index score

Ease of filling the registration forms 4.15

Waiting time in the queue at counters for 

being attended

3.77

Time taken by the counter staff 3.96

Information provided at counter 4.16

courtesy of staff providing information at 

the counter

4.14

Overall impression of Registration/ 

Vouchering/ Appointment

4.11



Consultation With Doctor Index Score

Waiting time to see the doctor 3.67

Information shared by the doctor 4.40

Courtesy shown by the doctor 4.52

Time spent by the doctor 4.36

Overall impression of consultation with 

doctor 4.5



 Waiting time for consultation.

 Majority said that doctors were late to their OPD’s.

 Difficulty in taking appointments 



IPD CSI MARCH -16

Pre admission
4.2

Admission and billing Process
4.2

Doctors Interaction
4.6

Nursing Care
4.6

Diagnostics (Laboratories , Imaging, etc)
4.4

Housekeeping and cleanliness
4.4

Food Services 4.3

Amenities/general comfort
4.4

Others 4.4

Overall IPD satisfaction % 87.3



Admission And Billing Process Index Score

Explanation and counselling provided in 

completing the admission formalities 4.19

Time taken to complete the admission 

process 4.18

Promptness for discharge process 4.03

Courtesy and efficiency of the staff 4.29



 Patients have to wait for hours after discharge order has been 
given.



IVF Index Score APRIL -16

Appointment procedure 4.4

Reception/Registration 3.8

Explanation of treatment by the staff 4.3

Behaviour and attitude of the staff 4.3

Response to queries by staff 4.2

Staff sensitivity to needs of patients 4.2

During procedures 4

General environment 4.2

IPD 4.1

Overall OPD satisfaction % 83.3

Overall IPD satisfaction % 81.2



Reception/ Registration Index score

Ease of filling the registration form 4.36

Information provided at the reception 3.88

Waiting time at the reception 3.64

Efficiency of the person at the reception 3.58

Courtesy of staff at the reception 3.45

Explanation of cost of treatment 3.85



During Procedures Index Score

Waiting time for treatment 3.57

Comfort during treatment 4.09

Privacy maintained 4.18

Explanation of possible side effects 3.97



 Reception/ registration

 Receptionists are arrogant and impolite.

 Patients reported against the inappropriate behaviour of the staff at 
reception.

 During Procedures

 Long waiting for doctor’s treatment. Doctors start late. IVF procedures 
are conducted between OPD clinics. 



 Of the three departments it was found that the patients in IPD 
had the highest satisfaction level(87.3%).



 For OPD Department

 Higher management should keep a weekly track of appointment 
time being allotted and the time when doctors start their OPD’s. 
Accordingly reasons of delay can be discussed and worked upon 
to avoid hours of waiting. 

 Proper signage at the reception counter should be put to fill the 
forms first for new patients.

 Awareness of KIOSK machine needs to be worked upon. 
Television screens at the waiting areas can be used to 
demonstrate the functions that can be done on the machine.



 For IPD Department

 Discharge process can be improved if junior doctors are a little 
more careful in communicating instructions to nurses .

 There should be someone explaining the patient about the 
discharge process rather than leaving them clueless at the ward 
level.



 For IVF Department:

 Behaviour training for the reception staff should be conducted at 
appropriate intervals.

 To have a fair idea about the patient feedback each staff along 
with a senior staff should go around taking the feedback from 
patients once every week. 

 To avoid long waiting at the OPD and for the procedures strict 
guidelines should be laid for doctors coming late to hospital and 
also by conducting IPD procedures at a defined time. 



 Besides the best efforts the study tends to have the following 
limitations:

 Feedback forms were only in English language. So only patients who 
could understand English could actively participate or patients who 
were given time in translating the forms to their vernacular 
language could only submit their feed back.

 Patients in ICU were not included.

 Patients who were willing to give feedback only participated. 



 Attention needs to be paid on the behaviour of counter and 
support staff towards patients(3.45)  in IVF department, delay in 
discharge process(4.03)  in IPD department and waiting time for 
consulting doctors (3.67) at OPD. These are areas to improve on 
the satisfaction level among patients. Over all the patients 
coming to Hinduja Hospital are satisfied and happy with the kind 
of service being provided to them and would recommend other 
patients to come for their treatment to this prestigious hospital.




