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Abstract

Patients’ satisfaction is an important component of evaluating quality care in any health care
setting and hence, assessment and feedback evaluation is inevitable for any health care manager.
The aim of this study was to assess and evaluate patient satisfaction with the care received at the
American University of Nigeria health center using patient’s satisfaction as a prime indicator. A
descriptive cross sectional approach was used to evaluate patient response from July 2015 to
August 2016 using a standardized questionnaire to collect data. Using purposive sampling
technique targeting members of American University of Nigeria, 246 responses was received and
analyzed using descriptive statistics. Based on the patient provider communication, 95.2% of the
respondents were satisfied. Patients varied in their level of satisfaction with the quality of care
providers and related care services but on the sum was positive as shown by the (93.5%) and
(86.1%) positive assertion while 88% were satisfied with the care products. In this study the
respondents demonstrated high level of satisfaction with the services received at the health
center. Modalities to evaluate and retrieve relevant information using patients’ satisfaction as
prime indicator for quality should be integral to any health care manager. This will ensure
continual update of care to meet patient need and ensure maximum patient satisfaction.
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Introduction

Measuring and reporting patient satisfaction has become very important in this era of health care
management system [1]. Health care managers have to address multiple aspects of the
organization of which patient satisfaction is one of the most critical aspects in it; hence
assessment and feedback evaluation is inevitable in improving the quality of the services in every
sector [2].

Many health care centers in the developing and developed countries implement a feedback
review mechanism to improve their services [1]. Patients assess health care center, for various
reasons, needs which include emergency treatment, consultation, medical treatment, laboratory
services, and ambulance services. These needs which create an interaction with different health
care personnel; doctor, nurses, laboratory scientist, drivers, attendants, administrators sum up the
total experience of a patient and overall level of satisfaction [3]. How a patient interprets this
experience depends on the patient’s expectation, the managerial acumen of the administrators
and the professionalism of the health care providers [4].This forms basis for assessment and
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evidence base evaluation necessary to ensure high level of patient’s satisfaction commensurate to
proper knowledge, patients” awareness and standard professional practice [4, 5].

Quality assessment and evaluation is often a factor of an individual’s knowledge and awareness,
expectations and recognizable standards of quality; a concept widely used in health care with
ambiguity and subjectivity [5]. To evaluate and improve the quality of care provided, it is of vital
importance to investigate the quality of care in the context of health care. Patient satisfaction is a
significant indicator of the quality of care. Consequently, quality work includes investigations
that map out patient satisfaction with health care services [6].

Dikmen et al [6] described Patient satisfaction as been determined by two factors. The first factor
is patients’ expectations which can be described as scientific, administrative and behavioral
features and vary according to patients’ age, gender, education level, socio cultural
characteristics, past experience in dealing with health care and health institutions. The second
factor is patients’ perception of services they received and the results of the treatment. It is
measured on the basis of opinions or assessments of patients about services they received; the
service production process which varies according to patients’ characteristics and their past
experiences with health institutions [7].

Patients are in the best position to evaluate their experience of care. However, the overall level of
satisfaction based on the provision of health care services is considered the sum of health care
provider-patient interactions which occur in an organizational and social context and within a
system of infrastructure [8].

Quality of service delivery remains the most important issue in health care center since patients
expect higher standard of care and services [9]. In this study high-quality care was defined in
terms of care that is safe, effective, patient-centered, timely, efficient, and equitable using for
major variables; patient provider communication, quality of care providers, care related services
and care products and overall performance of the health center. To assess this, the satisfactory
survey of 246 patients that received care at the American University of Nigeria (AUN) health
center was analyzed using descriptive statistics [10].

Purpose of the Study

The general purpose of the study was to assess and evaluate patient satisfactory survey on the
quality of AUN health center; however the specific objectives include:

= Ascertain patients opinion on patient-provider communication
= Ascertain patients opinion on the quality of care providers
= Ascertain patients’ opinion on related care services
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= Ascertain patients’ opinion on quality of care products
Methodology
Study Design

A cross sectional descriptive study design was used to assess and evaluate patients’ satisfactory
survey of AUN health care center from August 2015 to July 2016.

Sample and Sampling Technique

A purposive sampling technique targeting AUN students, academic and non-academic staff that
came for treatment at the health care center was used to select 246 respondents and elicit
information on their level of satisfaction with the care received.

Data Collection and Analysis

A standardized structured questionnaire accessed for both face and content validity and approved
by AUN administrators was used for data collection. The satisfactory survey includesareas
ofpatient-provider interaction, laboratory services, drugsand ambulance services. This was sent
to all patients who came to the health center and has valid student or official email address.
Collected data was analyzed using Microsoft excel. Results were presented in descriptive
statistics.

Results
Table 1: Patient-Provider Communication Satisfaction
Communication Yes Response (%0) No Response (%0)
Did the Physician/Nurse Explain 93.9 6.1
Things in a way easy to understand?
Did the Physician/Nurse listen 96.8 3.2
attentively to you?
Did the physician/nurse give you 94.7 5.3
easy to understand information
about your health concern?

Did the health care provider show 95.5 4.5

respect for what you have to say?
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Total Average 95.2 4.8

Table 2: Patients Rating on Quality of Care Provider

Rating Friendliness of  co-ordination of  confidence in  Average %
the care care by the staff the care
Provider Provider
Excellent 55.3 53.9 44 51.1
V. Good 27.6 30.5 36.3 314
Good 9.8 9.9 13.2 11.0
Satisfactory 6.5 4.5 6.1 5.7
Poor 0.8 1.2 0.4 0.8
Total 100 100 100 100

Table 3: Patients Rating on Quality of Related Care Services

Rating Rating of lab Rating of Ambulance Average %
services services
Excellent 40 331 36.6
V. Good 38.6 30.6 34.6
Good 10.3 19.5 14.9
Satisfactory 5.1 11.4 8.2
Poor 6 5.4 5.7
Total 100 100 100
Where you satisfied with the
quality of Drugs Provided?
120
® YES
ENO
88

Figure 1: Showing Patients Rating of Care Product (drugs)
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Discussion of Findings

Patient-provider communication is a vital ingredient in patient’s satisfaction. As shown in Table
1, the respondents expressed high level of satisfaction with the patient provider communication
(95.2%). Explaining the patient’s condition in an easy to understand way, listening attentively,
showing respect for what the client has to say and providing information about health concern is
crucial to the patients. This reflects empathy and professionalism. This finding partly agrees
with the study of Tabler et al [8] in which patient-provider communication influenced patient
satisfaction. Patient’s characteristics were seen to influence patient provider communicationas
demonstrated in Jensen study [11]. In this study 4.8% expressed dissatisfaction in the patient
provider communication, which may be attributed to age, language, literacy and optimism as
demonstrated by Jensen et al [11]. Adjustment to meet specific individual requirement could be a
great source of improvement in patient-provider communication.

The rating of the quality of care providers was used to assess the friendliness of staff, patience,
co-ordination of care and patients confidence in the care provider as shown in table 2. The
respondents (95.2%)perceived the care providers to be excellent (51.1%), very good (31.4%) and
good (11%) and would recommend the health center/staff to healthcare seekers. This result could
be attributed to the high level of professionalism exhibited by the staff and the high level of
expectation placed on the staff by the management. The management sought steady modality to
improve delivery of healthcare services. The complaint of 5.7% that felt satisfactory and 0.8%
that were dissatisfied are forwarded for evaluation [2]. The complaints from respondents are
source of information for review and improvement modalities.

The efficiency in care related services such as the laboratory services, ambulance, radiographic
examinations as shown in table 3 reduces waiting time, ensures prompt commencement of
treatment and discharge. The respondents vary in their rating but were at large positive (86.1%)
as 36.6%, 34.6%, and 14.9% perceive the services as excellent, very good and good respectively.
8.2% felt satisfactory while 5.7 felt the care related services to be poor. Patients consider the
modality in which the total care is conducted crucial in overall satisfaction. The response time to
emergency, the timeliness of investigation results, and reduced waiting time go a long well to
ensure patients receive the best of health care delivery.

Patients care products in terms of effectiveness of drugs; regimen, compliance, and information
on lifestyle changes largely contribute to the level of patient’s satisfaction as it translates into
treatment or relieve of patient’s aliment. In this study, 88% of the patients were satisfied with the
health care product while 12% were not. This could be attributed to the measures taken to
acquire medications and equipment used in patients care. These drugs were measured and
assessed for effectiveness and standard quality. Continuous monitoring for drug resistance and
ineffectiveness are conducted via patient complaint and follow up. This enables prompt action to
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rectify and make appropriate and timely changes to ensure that patients receive high quality
products.

Conclusion

In this study the respondents demonstrated high level of satisfaction with the services received at
the AUN health center. Based on the patient’s perception, the quality of care providers, products,
related services and efficient communication of care was central in ensuring the high level of
quality care. Mode of continuously eliciting feedback on care delivered as instituted in the health
care center and modalities to evaluate and retrieve relevant information using patients’
satisfaction as prime indicator for quality should be integral to any health care manager. This will
ensure continual update of care to meet patient need and ensure maximum patient satisfaction.

Acknowledgement

The authors thank the distinguished members of staff of at the American University of Nigeria
health Center for their cooperation and professionalism in provision of health Care.

References

1. Kravitz R. Patient Satisfaction with Health Care: Critical Outcome or Trivial
Pursuit? Journal of General Internal Medicine. 1998;13(4):280-282. doi:10.1046/j.1525-
1497.1998.00084.x.

2. lloh G, Ofoedu JN, Njoku PU, Odu FU, Ifedigbo CV, Iwuamanam KD. Evaluation of
patients' satisfaction with quality of care provided at the National Health Insurance Scheme
clinic of a tertiary hospital in South- Eastern Nigeria. Niger J ClinPract [serial online] 2012
[cited 2017 Aug 12];15:469-74. Available
from: http://www.njcponline.com/text.asp?2012/15/4/469/104529.

3. Asadi-Lari M., Tamburini, M., Gray D. Patients' needs, satisfaction, and health related
quality of life: towards a comprehensive model. Health Qual Life Outcomes. 2004; 2: 32;
accessed on Decemeber, 12, 2017 from
http:hglo.//biomedcentral.com/articles/10.1186/1477-7525-2-32.

4. Prakash B. Patient Satisfaction. Journal of Cutaneous and Aesthetic Surgery. 2010;3(3):151-
155. doi:10.4103/0974-
2077.74491.https://www.ncbi.nIm.nih.gov/pmc/articles/PMC3047732/

www.ijmshr.com Page 39



http://www.njcponline.com/text.asp?2012/15/4/469/104529
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3047732/

International Journal of Medical Science and Health Research
Vol. 2, No. 02; 2018
ISSN: 2581-3366

5. Maxwell, M., Mathilda, Z., Clara H., & Augustine, N. Quality Nursing Care: A concept
analysis. Journal of Medical and Dental Science ResearchVolume 3 ~ Issue 1 (2016) pp:25-
30

ISSN(Online) : 2394-076X ISSN (Print):2394-0751 access atwww.questjournals.org.

6. DikmenY, Yilmaz D. Patient’s Perceptions of Nursing Care-A Descriptive Study from
Turkey. Ann NursPract 2016, 3(3): 1048. Retrieved on May 5%, 2017, available from,
https://www.jscimedcentral.com/Nursing/nursing-3-1048.pdf.

7. Zhao, S.H. Akkadechanunt, T. Patients’ perceptions of quality nursing care in a Chinese
hospital International Journal of Nursing and Midwifery. September 2011, 3(9), 145-149,
Available online http://www.academicjournals.org/ijnm ISSN 2141-2499.

8. Tabler J.,ScammonDL.,Kim JP, Farrell T.,Tomoaia-Cotisel A., Magill MK.."Patient care
experiences and perceptions of the patient-provider relationship: A mixed method
study,” Patient Experience Journal: 2014;1(1) Available at:
http://pxjournal.org/journal/voll/iss1/13.

9. “Improving Quality and Safety” Health affairs Health Policy Brief, April 25, 2011. Available
from https://www.healthaffairs.org/do/10.1377/hpb20110415.536210/full/.

10. American University of Nigeria Medical Data Base. Restricted Access from
http://auncare.aun.edu.ng:8080/careplus/patient/index

11. Jensen JD, King AJ, Guntzviller LM, Davis LA. Patient-provider communication and low-
income adults: age, race, literacy, and optimism predict communication satisfaction.
Patient EducCouns. 2010;79(1):30-5.
http://www.sciencedirect.com/science/article/pii/S07383991090045710

www.ijmshr.com Page 40



https://www.jscimedcentral.com/Nursing/nursing-3-1048.pdf
http://pxjournal.org/journal/vol1/iss1/13
https://www.healthaffairs.org/do/10.1377/hpb20110415.536210/full/
http://auncare.aun.edu.ng:8080/careplus/patient/index

	Philip Eappen, Joshua Chidiebere Nwambo
	American University of Nigeria Clinic, 98 LamidoZubairu WayYola Township bypass
	PMB 2250, Yola, Adamawa State, Nigeria
	Abstract

