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Literature Review: 
Alian A. Alrasheedy, Mohammed Azmi Hassali, et al., published a research 

study in Australasian Medical Journal, 2014 entitled as “ Assessment of 

general public satisfaction with public healthcare services in Kedah, Malaysia

”. They conducted a cross-sectional study to assess patients’ level of 

satisfaction with public healthcare services and to determine the factors that

may affect patient satisfaction among convenience sample of general public.

They developed a questionnaire which consists of five sections including 

demographic data, patients’ perceptions of their relationship and interaction 

with healthcare professionals in the public healthcare sector, patient 

perception of skills of healthcare professionals, patients’ assessment of the 

amenities, accessibility to and facilities available in the public healthcare 

sector and general satisfaction of patients with public healthcare services. To

perform the statistics they used chi-square test and for items expected to 

have lower frequency, Fisher’s exact test was used. The findings showed that

almost half of the participants were satisfied with current health care 

services in public hospitals and clinic. It shows a significant association 

between satisfaction and some participants’ characteristics such as age, 

gender, waiting time. Other factors influencing satisfaction level includes the

length of consultations and process of patient registration. The limitation of 

the study is that illiterate people were not included in this study as it is a 

self-administered questionnaire. It concludes that improving the health 

services which leads to shorter waiting time may increase the patients’ 

satisfaction level. 
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Krupal Joshi, Kishor Sochaliya, et al., performed a cross-sectioanl study to 

identify the factors that affect patient satisfaction regarding health care 

services. The study was entitled as “ Patient satisfaction About Health Care 

Services: A Cross Sectional Study of Patients Who Visited the Outpatient 

Department of a Civil Hospital at Surendranagar, Gujarat ” which was 

published in International Journal of Medical Science and Public Health, 2013.

The patient were interviewed using pre-structured questionnaires which can 

be replied in choices like satisfactory/unsatisfactory, yes/no, 

good/moderate/poor, adequate/inadequate. The study revealed that overall 

the patient satisfaction was good regarding the quality of the services 

provided by the hospital. But revealed mild to moderate satisfaction 

regarding waiting time and specialist availability. Patient satisfaction was 

considered to be important in both evaluation and shaping of health care. 

Mansour Alturki, Tahir M. Khan published a study entitled “ A study 

investigating the level of satisfaction with the health services provided by 

the pharmacist at ENT hospital, Eastern Region Alahsah, Kingdom of Saudi 

Arabia ” in Saudi Pharmaceutical Journal, 2013. They conducted a cross 

sectional study to evaluate the satisfaction of the patients related to 

pharmacy services provided to the patients at the hospital pharmacy. A self-

administered 15-item questionnaire was used in the study which comprises 

of three sections which considered patient demographic data, information 

about health status of respondents, pharmacist-patient interaction level. The

results were analyzed using independent sample t-test and one-way ANOVA. 

This study shows that the patient were majorly satisfied about the 

availability of the pharmacist and the explanations/clear labeling of drugs, 
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politeness and prompt services of the pharmacist. The elderly patients were 

highly satisfied with the services provided by the pharmacy than the other 

age groups. But overall the satisfaction levels of the Saudi patients were 

least than that of the Egyptian and others and it may associate with the 

demographic features such as age, sex, and level of the education. 

Sumeet Singh, Paramjeet kaur, et al., conducted a study entitled “ Patient 

satisfaction levels in a tertiary care medical college hospital in Punjab, North 

India. ” It has been published in International Journal of Research and 

Development of Health, 2013. The study was aimed to assess the patients’ 

satisfaction regarding care provided in the hospital, behaviour of medical, 

nursing and supportive staff and availability of necessary services and 

amenities in the hospital. A cross-sectional study based on a pre-designed 

and pre-tested Indoor Patient Feedback Form was done. This study shows 

that most of the patients were more satisfied with the behaviour of doctors. 

The major problem was found to be in identifying the location of various 

areas mainly labs in the hospital. Satisfaction regarding the service and the 

behaviour of the paramedical staff was found to be high. This study shows 

that assessing patient satisfaction is simple, easy and cost effective for 

evaluation of hospital services. 

Afolabi MO, Afolabi ERI, et al., published a study in African Health sciences, 

2012, entitled as “ Construct validation of an instrument to measure patient 

satisfaction with pharmacy services in Nigerian hospitals ”. The study aimed 

to develop a questionnaire used to assess the quality of the pharmacy 

services provided by the hospitals and to define the scale construct validity 

with an opinion to identify the factors that affect the target users. First they 
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developed a 35-item Patient Satisfaction Survey questionnaire and then 

based on the pilot study conducted to assess the internal consistency 

reliability there was a reduction of items on the scale to 25 items. They used 

Cronbach coefficient Alpha, Spermann Brown’s and Guttmann’s coefficients 

to determine the reliability of the scale and Scree plot was also carried out 

for the final 25-item scale. The reliability coefficients attained for the 

instrument by means of various methods were comparable and statistically 

significant. The final scale which consists of 25 items showed stable and 

significant correlation coefficients and produced six consequent dimensions 

of patient satisfaction which includes attitude of pharmacy personnel, 

accessibility and convenience of pharmacy location, quality and cost of the 

drugs, conducive physical environment, and availability of prescribed drugs 

and timeliness of service delivery. This study established a scale to evaluate 

satisfaction of the patients regarding pharmaceutical services. 

Amany M. Abdelhafez, Lina Al Qurashi et al., published a study in American 

Journal of Medicine and Medical Sciences, 2012, entitled “ Analysis of factors

affecting the satisfaction levels of patients toward food services at general 

hospitals in Makkah, Saudi Arabia ”. This study aims to determine the factors

that the satisfaction levels of the patient with the food services in a sample 

of general hospitals. They performed a cross-sectional study using an 

interview questionnaire. Spearman correlation was used to identify the 

relationship between the various aspects of food and food services and the 

overall satisfaction. In this study the temperature of the food was one of the 

determinants of overall dissatisfaction. Overall satisfaction levels can be 

increased by increasing the quality of food and hospital food services. As 
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hospital malnutrition is a main problem, so hospital services should be 

considered as an important part of the patient treatment plan and hence it is

important to evaluate patient views to make sure that the expectations of 

the patients regarding the food services were achieved. 

M V Kulkarni, S Dasgupta, et al., had done a study entitled “ Study of 

Satisfaction of Patients Admitted in a Tertiary Care Hospital in Nagpur ” 

which was published in National Journal of Community Medicine, 2011. It 

states that patient satisfaction is one of the important tools to measure the 

success of the services provided in the hospital. They performed a hospital 

based cross sectional study to evaluate the satisfaction of the patients 

admitted in the hospital regarding behaviour of the medical, nursing, and 

supportive staff, and other services provided in the hospital. They used a 

pre-designed and pre-tested “ Indoor Patient Feedback Form” which was 

filled up by the patient through an interview on the day of the discharge. 

They analyzed the data using Epi-Info statistical software by calculating chi-

square test and proportions. Their study reveals that the most of the patients

were satisfied with the provided hospital services, behaviour of the doctors 

but showed dissatisfaction towards the cleanliness in the toilets, quality of 

the food. 

Leticia R. Moczygemba, Jamie C. Barner, et al., published a study entitled “ 

Patient satisfaction with a pharmacist-provided telephone medication 

therapy management program ” in Research in Social and administrative 

pharmacy, 2010. They conducted a non-experimental and cross sectional 

survey to measure the patient satisfaction with pharmacist-provided 

telephone MTM program. They mailed the questionnaire developed to 
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measure the patient satisfaction on MTM program. Descriptive statistics have

been used to calculate the patients’ responses. The study revealed that the 

patient were pleased about the services provided by the pharmacist during 

MTM consultation. And also the patients are willing for face-face to 

consultation to learn more about their medications. From this study it is 

proved that for some patients MTM program can be carried out in telephone 

without compromising patient satisfaction. 

Mehrnoosh Akhtari-Zavare, Mohd Yunus Abdullah, et al., performed a study 

entitled “ Patient Satisfaction: Evaluating Nursing Care for Patients 

Hospitalized with Cancer in Tehran Teaching Hospitals, Iran ” in Global 

Journal of Health Science, 2010. The study was aimed to assess the 

relationship between cancer patients’ satisfaction and the nursing care in 

order to assist nurses in defining more clearly their roles. They performed a 

cross-sectional study in which a proportional stratified sampling method was 

used to collect the data from face-to-face interviews based on validated 

Patient Satisfaction Questionnaire. In this study, they conducted binary 

logistic regression to predict factors that influence the satisfaction level. It 

was seen that patients receiving chemotherapy were more satisfied with the 

nursing care than patients receiving other type of treatment such as 

radiotherapy, surgical etc. Though the study found that most of the patients 

were satisfied with the nursing care, they suggested some improvements 

regarding interpersonal relationship which may improve patient satisfaction. 

Z Iliyasu, IS Abubakar, et al., published a study entitled “ Patients’ 

satisfaction with services obtained from Aminu Kano teaching hospital, Kano,

Northern Nigeria ” in Nigerian Journal of Clinical Practice, 2010. Their study 
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aimed to evaluate the patient satisfaction and their relatives with the 

hospital services. They considered satisfaction was from the perspectives 

such as ease with which patients’ accessed care, time of waiting, patient-

health care provider relationship, payment and facilities provided by the 

hospital. The data was collected by a cross-sectional survey based on 

structured questionnaires which were distributed to the patients and focus 

group discussions with the patient relatives. The results shown that most of 

the patients were satisfied about the accessed care, patient provider 

relationship, inpatient services and the hospital facilities. And the patients 

were asked for the complaints which were mostly related to the waiting time 

and the payment cost. In focus group discussions most of the patients 

relatives complained about the missing of laboratory data and delay in the 

laboratory data. Overall the satisfaction of the patients and patient relatives 

showed a high satisfaction level with the tertiary care services. 

Ranjeeta Kumari, MZ Tdris, et al., published a study entitled “ Study on 

Patient Satisfaction in the Government Allopathic Health Facilities of 

Lucknow District, India ” in Indian Journal of Community Medicine, 2009. 

They performed a cross-sectional survey to detect the areas and reasons of 

low satisfaction among the patient and to suggest methods for improvement.

By using a multi-stage stratified random sampling technique three 

representative hospitals (Tertiary level hospital, Secondary level hospital and

a primary level hospital). A quantitative structured interview schedule was 

used to record information from the patients attending the health care 

facilities. Data was analyzed using Epi-info software (version 6). From the 

results it was seen that the most important factor for them to visit the 
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secondary and tertiary level of health facilities was the trust on doctors or 

health facility, availability of the specialists whereas the closeness of the 

health facility to their homes, belief on doctors or health facility and cost-

effectiveness were crucial at the primary level. They concluded that, there is 

a need to communicate effectively with patients about their disease and 

treatment and to clarity their doubts and fears to achieve good standards of 

health. 

Juan Francisco Marquez-Peiro, Carmen Perez-Peiro published a study entitled 

“ Evaluation of Patient Satisfaction in Outpatient Pharmacy ” in Farm Hosp in

2008. The main objective of this study is to identify the satisfaction and 

dissatisfaction levels among patients receiving care from the Outpatient 

pharmacy. Dissatisfaction has been defined as the lack of correspondence 

between the patient expectations and their final perception of the healthcare

service provided. They conducted a cross-sectional study to establish patient

satisfaction levels by using a valid questionnaire and patient dissatisfaction 

were established from the complaints made by the patients attending the 

outpatient pharmacy. The reasons for complaint were grouped based on the 

classification system created by Pichert et al and also on the items described

in the patient satisfaction survey. Patient satisfaction was evaluated with the

help of a patient satisfaction indicator Satisfaction index recognized by the 

Regional Ministry of Health for the Autonomous Community of Valencia. The 

results show the high patient satisfaction index with the services provided by

the outpatient hospital pharmacy department. The aspects scoring least 

points in patient satisfaction were mainly dispensing area (waiting room and 

access to the OP) and the dispensing process (waiting time and the 
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consultation hours) which were also the main reasons for dissatisfaction. 

Pharmacist’s technical expertise and professional attitude are the most 

valued aspect in the patient satisfaction survey. Pharmacist’s professional 

competence and the pharmacist-patient relationship were the reasons for 

complaints made by the patients to the Patient Service Department of the 

hospital. The features that require improvement are area and process at the 

dispensing and the increased structural and human resources required. They

concluded that, although the satisfaction index high and is useful for 

identifying what improvements are needed, it is also important to identify 

the reasons for dissatisfaction to complement this information. 

Maria Luz Traverso, Mercedes Salamano, et al., published a study in the 

journal International Journal for Quality in Health Care, 2007, entitled “ 

Questionnaire to assess patient satisfaction with pharmaceutical care in 

Spanish language ”. The main objective of their study was to design and 

validate a questionnaire in Spanish language, to assess patient satisfaction 

with pharmaceutical care provided by the community pharmacies. A 

questionnaire of 27 items, with randomly assigned order consisting give 

dimensions which includes general satisfaction, explanation, managing 

therapy, consideration and setting was designed. The reliability of the 

instrument’s scale was assessed with Cronbach’s alpha and to determine the

questionnaire construct validity, Mann-Whitney test was applied to compare 

the data form two groups of pharmacies. Although overall results of the 

construct validity test did not presented significant changes among the two 

groups of pharmacies in which one group provides pharmaceutical care and 

other group do not provide pharmaceutical care, but 23 items presented 
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significant variances among the two groups of pharmacies. The results 

suggest that the developed questionnaire was found to be a reliable and 

valid instrument in Spanish to evaluate patient satisfaction related to 

pharmaceutical care in community pharmacies. 

R. K. Sharma, conducted a study to identify the patient satisfaction level in 

both out-patients and in-patients entitled “ Patient satisfaction- A case study 

of zonal hospital ” which was published in Nursing and Midwifery Research 

Journal, 2005. They assessed the patient satisfaction in terms of services and

amenities. In this study it was observed that most of the indoor and outdoor 

patients were dissatisfied with most of the amenities. Most of the patients 

were satisfied with the behaviour and attention given by the doctors but 

were not satisfied with the behaviour of paramedical staff and other 

employees of the hospital. And most of the patients were not dissatisfied 

with the availability of the medicines in time. It concludes that frequent 

patient satisfaction surveys are essential to make necessary improvements 

on basis of opinions and suggestions given by patients. 

C Jenkinson, A coulter, et al., performed a study entitled “ Patients’ 

experiences and satisfaction with health care: results of a questionnaire 

study of specific aspects of care ” which was published in Quality and Safety 

in Health Care, 2002. The purpose of their study was to determine what 

aspects of health care provision are most likely to influence the satisfaction 

with care and willingness of the patient to recommend hospital services to 

others and also to determine the extent to which satisfaction is a significant 

indicator of patients’ experience of healthcare services. They had done a 

postal survey in which the questionnaires based on picker survey of patient 
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experiences questionnaire was used. From the descriptive statistics it is 

evident that there is an association between the level of satisfaction and the 

number of item completed in the questionnaire. The study states that patient

satisfaction scores and the related issues of willingness to recommend a 

hospital to others present a limited and optimistic picture. It also suggests 

that detailed questions about specific aspects of patients’ experience are 

more beneficial for observing the performance of different departments of 

the hospitals and which helps in improving the health care delivery. 
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