AN ANALYTICAL STUDY ON PATIENTS SATISFACTION
AND MEDICAL FACILITIES PROVIDED BY PUBLIC
HOSPITAL: WITH SPECIAL REFERENCE TO THRISSUR
MEDICAL COLLEGE

Abstract

Health care comes under the basic need of the human being. It is the responsibility of the
state to provide health care facilities through health care units to protect people from common
and fatal disease. Human capital iz umque and the most important element for the
development process of the nations. The primary goal of the tertiary care hospital as a
highest level of health care provision is to provide best possible health care to the
patients. The present research study investigates problems that are faced by the patients in
Thrissur medical college hospital, Under the elaborated dimensicnal analysis,public sector
hospitals are generally considered mismanaged und politicized units and ideniify the scarcity
of facilites. This study alse aims to access the satisfaction level of the patients approaching
public hospital tor health care services with a deep focus upon socio-demographic status of
the patients.It has been found that patients in Thrssur medical college face variety of
problems in heath sector with regard to facilities and treaiment. Tt has been sugeested that
proper atiention of government, provision of sound infrastructure, proper medical equipments
and skilled employees will reduce existing problems at medical college in Thrissur,

i. Introduction

In order o study the patients satisfaction and medical facilities provided by medical college
Thrissur, We conducted 2 study with the help of Keraln ShastraSahithyaPanshad . In Kerala
there are |12 medical colleges except the district of Wavanad and Kasargod. The largest and
aldest medical college is situated ot Trivandrum {1951},

When we comelo know i detail aboul government medical college Thrissur, csmablished in
(%87 15 ane of the leading cemters in medicw edecwtion m Kemly, lndin . Berul University
of Health Science began functioming in the campus in 300 spread over an anea of more than
2800 peres , 11 s located in surrosndings of Mulamgunaihbave 12 km away from Thrissur it

was ansugursted on Biest Apal 1982 by the governor of Kerala, Jothyvencatachelium
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ii. Research problems

It is the general perception that majority of the patients approach the

poor socially deprived ignorant and
savings to fulfi

govemnment hospital are
are vulnerable part of the society, have no additional

Il medical emergencies.How they are treated for the basic needs{health

facilities) is very important to know for govt , management of the hospital and even by other

stakeholders Theservices provided by public hospitals are generally considered

unsatisfactory. The basic focus of the research is o assess satisfaction level of patients

approaching public hospitals for health care services considering the socio democratic status
of the patienis.

iii. Objective of the study

The main objective of the study to asscas the satisfaction level of patients and infrast re

facilities in the public hospitals and the sub objective are;

To identify the conditions of patients at the hospital and reatment facility
h. To examine the existing problems of medical college hospital and the perceplion o
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iv.  Scope of the study

The study will be limited ta one hospital i, govt medical college Thrissur, The private

hospitals are out of box in the study. The general idea of services provided by medical
colleges are satisfactory and we trying to analyze its reliability, The purpose of present study
to carry out the patient’s satisfaction of the govi medical college Thrissur and services
provided by getting feedback from indoor patients of that hospita),

v. Methodology of the study

) Swdies in empirical in nature which was undertaken based on primary data collected

through ficld survey a well structured questionnaire is prepared 1o collect information

from the respondents. However, the schedule is finalized after a pilot survey, The

necessary information collected through the respondent’s schedule was supplemented
by the information collected through Focus Group discussion.

Table 1: Methodology

| COwerall research design

Descriptive research and numerical data

' Source of data Primary
" Sampling method Simple random sampling

| Sample size Total 200 {150 from OP and 50 from [P)
I-T'l.'H!IE of data collection

| Observation and personal inlerview through
| | schedule

vi. Limitation of the study

This is only a8 baseline study with a small size sample, This was carried out for
evaluating hospital services as it was g self-funded project. Continuous process of evaluating
the services al the time of discharge is required for getting detinitive result. We believe tha
the scores obtained from the present study can serve ps the baseline against which to compare
the result from future surveys. Another limitation is that mast of the respondents are not
reveal their actual situations becouse of fear. Even though some of the respondents are

responsive in nature but can't predict its reliubiliny.




vii. Analysis of data

e profile of study ares eonsjsis

department, The study conducted in

Table 2: Sample population
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samples from OP section and 10 from each
the Thrigsur medical collepe
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a. Analysis of OP section

Cutpatient department is the part of any hospital, designed for the treatment of people with
betlth problems who visits the hospital for diagnosis treatment, But do not at this time require

bed or to be admitted for overnight care.

From the OP section we randomly selected 1350 respondents, consisting of 75 males and 73
females. On the basis of the analysis we found that 29 percent of the respondents were

Ysiting medical college for the first time, 71 percent are not. The study reveals the perception

"garding the quality of services provided by the doclors, nursing staffs, attenders, secunty
*onne] at the hospital indicating higher level of satisfaction.



Table 2.1: Quality of professional services

[ :]uufl:.r_cd' [ wery ﬁf{'iﬁ_ Good (in Mot had {in Bad (in
i sErvices percentage) percentage) percentage) percentage)
I Doctors 68.7 e | |
| " Nurses and 30 406 — 246 | 4R
staffs B |
T Avender R 41,3 31.3 | 54
— Gecurity | 30 293 353 7 T
personnel

the respondents are highly satisfied by the doctor services, 40.6 percent

65.7 percent of
they are satisfied with the nursing and staff care.

respondents out of total sample reportad that

But the most of them faced prohlem with fime consuming for getting doctor services that is

{ the respondents are waited more than 30 minutes 56.66 percent respondents

43.4 percent O
while 28 percent respondents are reporied that the testing

waited more than Thour Zhour etc..

results like lab, scanming, x-ray, ECG. and hiopsy etc. Were usually delayed enough o

prevent further treatment and resulted in longer waiting time. This is the major caus
dissatisfaction of patients. Queries regarding the availability of basic amenities and services
reveal that 66 percent of the respondents are faced difficulties in pharmacy that

aiting times, receptionist behavior, and shortage of stock of medicine,

g5 for

at the hospital
15 lengthy of w

Tahle 2.2: Availability of basic amenities

Facilitics Yes(in No(in percentage) | Not T aware(in
percentage) percentage)
Drinking water 153 5K — %7 I
| Cleanliness of toilets &6 19.4 T -
Patients friendly toilets 44 19.4 T
T Femmle fiendly tollets | 43.3 | T 387
| Shortage af medicine 56 | 203 I &7 1
" Facilities for waste disposal | 423 187 T - 3%
LS 16,3 T 192

Food quality of canteen
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The above table shows 66 percent respondents reported that there has shortage of medicing
a F.;r:-ent respondents are complaint about the inadequale deinking water facilities in the
medical college. Among the total-66 percent patients had o good response aboul the pverall
cleanliness of hospital and toilets. But there arc some negetive remarks also regarding the
hasic features of toilets like female friendliness patient friendliness cte. The hospital itgelf

provides facilities for ihe waste disposal by collecting biotic and non-hictic waste from each

department separately.

b. Analysis of IP section

In patient care refers to the medical treatment that is provided n a hospital and requires ot
|east one overnight stay, In our study we chose 5 departments that is Gynecology, Medicine,
pediatric, Surgical and Ortho. From these departments we randomly took 10 samples
including males and females. As a result of this analysis we found that most of the admitted

patients in the medical college belong to weaker section of the sociery that is below povery

line
While considering the quality of professional services. The study reveals perceptions
regarding quality of services provided by doctors at the hospiial

Indicating higher level of satisfaction. In all departments most of the respondents are affirmed

that the value provided medical care efficiently and respondeats are satisfied with the

SEMVICES F[gﬂd_r,fj h}' ﬂurﬂiﬂE and Pﬂnﬂi‘t?dicm siaffs. Bub in some Cases !:‘.SDEEEH.“}' in Ortho,

the respondents are not satisfied.
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Tablel.3: Analysis of 1P section,

= Pé:-ﬁ.lll'l.ﬂ. | Medicine | _%ur&c_al Gynecology | Ortho
{in {in {in (i {in
percentage)  percentage) | percenlage) | percentage) | peroenlage)
b= - i o —
BPL 30 S Bl T0 | LK
Frequency of visit 0 20 70 a0 80
Facilities 100 10 30 %0 )
1. Inadequate 20 70 30 30 ol
seals [
2. Nodrnking 1] a0 e
waler facilities
70 Bl
3. Mo toilets
4. Noneatness 0 B0 40 &4 50
5. Availability of o0 80 o 0 B0
parking
facilities
6. Rating of staff |
behavior
a) Doctor oG 90 B0 100 a0
bl Nurse LM} g | a1 ) il
¢} Attenders 50 il il 0 Gl
d) Securitics ail 50 B0 &0 6l
persotinel '
7. Time lag for
getting bed 20 o0 40 20 70
(=12 hours) |

In the medical and surgical department %0 percent of respondents are faced with the problem
oftoilet facility. Only m the pediatric department the respondents are fairly satistied mat 1z 90
percent do not have any complaints regarding to the todet facility the overall neatness of each
department is not well It 15 seriously seen in the medicine department 30 percent of them
complained that there 5 no neamess. Regording the hospetals parking  tocility fully
respondents are sansfied that is above 90 percent are satisfied in each department. The study
reveals thar almost of 80 percent of respondents satisficd with the services of doctors in
considenng the services of nurses, atenders, secunty personnel majority of respondents were

satisfied with there behavior.  but trom the depariments of pediatne, mediaine, surgical and
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prtho it 1s reporied that patients are unsatisfied with the services and behavior of securitics
and attenders but most of the patients 1n the pynecology department in the had rated their
service. Patients in pediatme and gynecological section ane severely faces the problem of
getting bed immediately that is 90,70 percent of peoples are required to wait more than 12
hours for getting bed respectively.

viii. Findings

According to the studies of OP and various TP departments through sampling we found that

patients are dissatisfied with:

% The lengthy waiting times nccded the OP tickets counter and, in the pharmacy, mainly

due to the deficiency of much OP counters.

1) Receptionist behavior

h) shortage of stock of medicine
¢) Lack of basic amenities like drnking water facilities, canteen, female rendly

toilets erc.

# In the IP section patients are highly satisfied with the availability of medical care and
doctors service but requirements of bystanders are not protected there. They need
better seating bed arrangements and protection from insects like bedbugs etc. ..

# 687 percent of the respondents are highly satisficd with the services provided by
doctors, nurses_ attenders and secunty personals and remaining are not

= Inthe IPsection, pediatric and medicine department identified that 100 percent
respondents are satisfied with the medical service provided.

= 60 percent of the respondents depend on the free food offered by charity or some
others. They also remarked that there 15 an absence of a cafetena or canteen most of
them depends on the Indian coffee house nearer 1o the hospital for their food.

+ The results intimate the lack of geriatric infrastructure, hence the inadegquacy of
geriatric care provision for older adults.

> the main causes of dissatisfaction in the [P section is associated with the infrastruciure
facilities such as toilet, drinking water, overall cleanliness and enquiry problems,

excessive disturbance of mosquitoes, attack of bed bugs ee.




iv. Problems

1. lack of peivacy of patient and poar facility of waiting room for the atiendants and relatives

af patients.

3. lack of hasic amenities like, drinking water, canteen fod, toilet facilities. ele
1. Insufficient numbsers of wand atienders and nurses.

4 Tnsufficient number of counters in on seclion
5 1 phygienic conditions of ward and toilet
& There are no separate counters for senior citizen.

7. Inadequate availability of medicines.

t. Recommendations

The current study recommends of the remedies thal would gssist fo hamper the miseries and
augment the privilege 10 comino patients in the public hospital. Based on the perception of
the respondents and the finding of the sudy, it is racommended that the government should

increase the nvestment for health care facilities and constract maore ward andoffices within
o recommends that they shouldprovide genainc infrastructure and

the hospital. The study als
ift the hospital. Also improve the infrastructure facilines for

geriatric health care provision
bystanders, drinking water facilitiescleanliness of wilets etc. and they should take initiative
for running a canteen in the hospital and also keep adequate stocks of medicines. There

should be a proper mechamsm for cheeking the effective reach of facilities to all the

benehicianes.

xi. Conclusion

From the datn analysis we can conclude thut maponty of people visited are belongs twohelow

poverty line{BPL) catepory Regarding the satisfaction level the respondents are satisfied with

service provided by doclors and purses. But there are mony difficulties that are faced by the

putients and their bystanders, that thernajortty of respondents were found 10 be

disappointed with the facilities of the hospital especinlly drinking warer [cilivies. wilets,
g
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