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Abstract 
Patient satisfaction is an important factor that should be studied frequently as indicated in a PHC based study 

that was carried out in Saudi Arabia by Majmaah (2014). The main findings of the study showed a high level of 

satisfaction that has reached 82%. Nurses’ services and care had the highest score of satisfaction in private 

tertiary hospitals. In the same study, the general satisfaction was found to be high as well.The aim of the study 

was to assess the level of inpatient satisfaction with health care services at 250 bedded Mohammad Ali 

Hospital, Bogura, Bangladesh.A descriptive type of cross-sectional design was carried out to Inpatient 

satisfaction with health care services at 250 bedded Mohammad Ali Hospital, Bogura, Bangladesh. The 

population was selected 250 patients admitted inpatient department by using a purposive sampling technique 

was followed for selecting sample in this study. We analyzed 130 patients after fulfill the Inclusion criteria.The 

overall satisfaction remarked by the respondents were highly 73% satisfied and 27% dissatisfied on the road to 

I think there is a good relationship between doctors, nurses and other hospital staff and make sufficient for 

nursing care.These study findings would help to improve the quality of care in order to continue inpatients’ 

satisfaction. The health care system was one major problem because the economy is not strong enough to 

provide proper health care services and medications for every individual in country 
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I. Introduction 
In recent years, the focus on consumer is in a highly competitive environment has led to increased 

interest in measuring patient satisfaction with health care. Patient satisfaction is often considered as an important 

parameter of the quality of care. Larsen and Root man argued that patient satisfaction with nursing care is an 

important influence determining whether a person seeks medical advice. The attitude and behavior of the patient 

care is important with regard to long-term care of a patient. The measurement of inpatients’ satisfaction on 

health care may be difficult because one patient is satisfied to something but another may not be satisfied to 

same thing, satisfaction is vary widely from patient to patient. Satisfaction is the psychological state that results 

from confirmation or disconfirmation of expectations with reality.Patient satisfaction is frequently defined as the 

extent to which patients’ expectations of care matched the actual care received. Based on a thorough concept 

analysis of patient satisfaction, Eriksen defined patient satisfaction with nursing care as “The patients’ 

subjective evaluation of the cognitive emotional response that results from the interaction of the patients’ 

expectation of nursing care and their perceptions of actual nurse behaviors”. Patient satisfaction as “the degree 

to which nursing care needs patients’ expectations in terms of art of care, technical quality, physical 

environment, availability and continuity of care, and the efficacy of care
1
.Patient satisfaction with health care 

services is commonly believed to be dependent on patient characteristics including age, gender, and education. 

Perhaps the most consistent determinant characteristic is patient age that evidence from various countries 

suggested that older people tend to be more satisfied with health care services than younger peoplestated that 

men are less satisfied than women with health care service
2
. Educational attainment is identified as a significant 

factor determining patient satisfaction, the trend being that greater satisfaction is associated with lower level of 

education found that higher education is strongly associated with dissatisfaction in health care services.Some 

researcher have identified adherence to medically prescribed regimens as an outcome of patients satisfaction 
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with nursing care. A dissatisfied patient is not considered psychologically or socially well and thus, the goal of 

nursing has not been attained. It is important for nurses to let patients express their views of care and incorporate 

these views in to the provided care.  As the patient centered nursing care is essentially plays an important role to 

increase patients’ satisfaction considered as indicator for the quality of services.A study in Bangladesh revealed 

that attitude and behavior of providers, adequate drug supply, diagnostic and waiting room facilities influence 

patients’ satisfaction
3
.Patient’s satisfaction of public health care services continues to remain low despite 

tangible progress made in the development of health services of Bangladesh.In Bangladesh, a survey on Health 

and Population Sector Program between 1998-2003 showed that the rate of satisfied service users of public 

health facilities decreased from 66% in 2000 to 56% in 2003
4
.The factors above mention variables that rarely 

explored in other countries in general which were not investigated in Bangladesh in particular.The quality of 

health care services in Bangladesh has led to loss of faith in public and private hospitals, low utilization of 

public health facilities, and an increasing outflow of Bangladeshi patients to hospitals in neighboring countries 

such as India, Thailand and Singapore
5
. Therefore, dissatisfaction, lack of proper management, ineffective 

communication, inadequate facilities, in accessibilities to health care services, long waiting time and improper 

utilization of resources in Bangladesh have led to huge losses of income for Bangladeshi health care services 

that estimated at 500 million of Bangladeshi taka per year
6
.  The aim of the study was to assess the level of 

inpatient satisfaction with health care services at 250 bedded Mohammad Ali Hospital, Bogura, Bangladesh.   

 

II. Methodology & Materials 
A descriptive type of cross-sectional design was carried out to Inpatient satisfaction with health care 

services at 250 bedded Mohammad Ali Hospital, Bogura, Bangladesh.The 250 bedded Mohammad Ali Hospital, 

Bogura was selected for this study because it is situated in the northern part of Bangladesh and secondary level 

of public hospital. The hospital provides both inpatient and outpatient department services in related to my 

study. It was 250 bedded hospital and all kinds of treatment facilities for clients are available. The study was 

conducted from July/2020 to December/2020.The population was selected 250 patients admitted inpatient 

department by using a purposive sampling technique was followed for selecting sample in this study. 

 

Inclusion criteria 

Sample included purposively by using the following inclusion criteria- 

 Patient those who have admitted in hospital.  

 Patients who have at least listening, understanding, and speaking ability.  

 Patients who are willingly to participate.  

 Respondents who are available on receive health care facilities during data collection period. 

 

Exclusion criteria 

 Patient who have unable listening, understanding, and speaking. 

 Patients who are not willingly to participate.  

 Respondents who are not available during data collection period. 

Collected information is compiled, analyzed, and edited using the software SPSS (version 24.0) (IBM) Chicago, 

Illinois. At first the research proposal was approved by the ethical committee from Bogura Nursing College, 

Bogura. Before conducting the study a written permission letter was issued by the Principal, Bogura Nursing 

College, Bogura for facilitating to get approval from the Hospital superintendent and Nursing superintendent of 

the hospital. 

 

III. Result 
The population was selected 250 patients admitted inpatient department by using a purposive sampling 

technique was followed for selecting sample in this study. We analyzed 130 patients after fulfill the Inclusion 

criteria. In table -1 we show that24% were within ≤ 30 years of age, 50% were within 31-50 years, 24% were 

51-70 years and 2% were >70 years of age.  The mean age of respondents is 42.6 years, 60% was male and 40% 

was female of the respondents, 92% were married where as 8% were single among the respondents, the 

respondents 78% were Muslim, 19% were Hindu and 3% were Christian among the respondents, 25% were 

illiterate, 40% were Primary level, 28% were secondary school level, and 8% were college/university level 

among the respondents, 9% were students, 35% Govt./Non govt. employee, 42%  Farmer/ Business and 14% 

Unemployment among the respondents of this study, the 30% were within <10,000/-, 34% between 10,000-

19,000/-, 33% between 20,000-29,000/- and 3% within >29,000/- among the respondents in this study, 44% 

were urban area, 50% rural area and 6% slum area among the respondents in the present study. In the study, the 

level of satisfaction of inpatients were taken to identified Doctor services, Nurses service, Pathology services, 

Supporting staff services and physical facilities by using 25 items structured questionnaire. The findings of the 

present study reveals that the 62% were highly satisfied towards the doctors are competent and well trained 



Inpatient Satisfaction with Health Care Services at 250 Bedded Mohammad Ali Hospital, .. 

DOI: 10.9790/1959- 1104035561                               www.iosrjournals.org                                             56 | Page 

when provide treated the patients, 25% neutral that they no provide information about satisfied or dissatisfied 

regarding the doctors services and 14% were dissatisfied about doctors services during their hospital admitted 

period. Most of the respondents 82% were highly satisfied towards the doctors are good about explaining the 

reason for medical test, whereas 15% dissatisfied regarding the questions. Moreover, 77% were satisfied and 

15% dissatisfied towards the doctors are willing to explain me about my illness/prognosis and time required for 

my treatment. There were 85% satisfied and 10% dissatisfied regarding I receive prompt service from doctors in 

the inpatient department of 250 bedded Mohammad Ali hospital. The maximum respondents 85% were satisfied 

whereas 15% dissatisfied the issue of doctors are always feeling to treated with respect and dignity during 

treatment to me in this hospital. In the points of trust the doctors who provide health care service in inpatient 

department of 250 bedded Mohammad Ali hospital expressed that the 88% were satisfied on the other hand 12% 

were dissatisfied. Similarly, 76% satisfied and 23% dissatisfied, 83% satisfied and 16% dissatisfied respectively 

explained the level of satisfaction towards the doctors are monitoring my health status regularly when I admitted 

in the hospital for treatment and Doctors are attention to me about my health condition during 

hospitalization.Furthermore, regarding the nurses services stated by the respondents 76% were satisfied and 

24% dissatisfied; 75% satisfied and 25% dissatisfied respectively on nurses give information to me exactly 

when services will be performed of 250 bedded Mohammad Ali hospital and nurses are very skillful to use 

medical equipments and they very cooperative. Moreover, respondents were provided information on 

satisfaction regarding nurses are willing to explain me about my illness/prognosis and nursing care that required 

for my treatment; Sometimes the behavior of nurses disappointed  to me when I received nurses services; I trust 

nurses who provide health care service in inpatient department during I received nurses’ services; Nurses in 

inpatient department give me attention and time when I received health care services respectively that 80% 

satisfied, 18 dissatisfied; 85% satisfied, 14% dissatisfied; 79% satisfied, 19% dissatisfied; 72% satisfied, 25% 

dissatisfied. In addition, 75% were satisfied, 3% neutral and 22% dissatisfied on nurses in inpatient department 

have enough knowledge and skills to provide good nursing care. In regard the pathological service, the 

respondents were mentioned that the level of satisfaction sequentially towards the Pathologist are 

responsiveness to collect blood, urine, stool and others specimen properly that needed to diagnosis; the access to 

pathology department is easy to me for collect pathological report when I needed to me of 79% were satisfied 

whereas 19% dissatisfied; 75% satisfied and 25% dissatisfied. Moreover, the respondents were stated during 

received treatment in the hospital regarding the supporting staffs are well behavior to me during I received their 

services; Supporting staff are cleanliness the ward, toilet and bathroom properly; the supporting staffs are 

always helpful for me when I admitted in hospital correspondingly 69% were satisfied, 5% neutral, and 26% 

dissatisfied; unexpectedly 40% were satisfied, 15% neutral and 45 dissatisfied; 62% satisfied, 38% dissatisfied. 

In addition, from the point of view about supplies and facilities by the hospital the respondents were expressed 

their satisfaction towards The supplies of drugs are available in hospital that I have need for treatment; The 

modern equipments are available supplies for hospital that I received services during my treatment; The ward is 

very comfortable for me that I observed it; The hospital food supplies are quality food for patients that I 

received during admitted in ward orderly 72% were satisfied, and 24% dissatisfied; 86% satisfied and 13% 

dissatisfied; 80% satisfied and 19% dissatisfied; 74% satisfied and 26% dissatisfied. Therefore, the overall 

satisfaction remarked by the respondents were highly 73% satisfied and 27% dissatisfied on the road to I think 

there is a good relationship between doctors, nurses and other hospital staff and make sufficient for nursing care.  

 

Table-1: Socio-demographic characteristics of participants(N=130) 

Characteristic Frequency Percentage 

Age Distribution (Years) 

≤ 30 31 23.85 

31-50  65 50.00 

51-70  31 23.85 

>70  3 2.31 

Total 130 100.00 

Gender Distribution 

Male 52 40 

Female 78 60 

Marital Status 

Single 10 7.69 

Maried 120 92.31 
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Religion 

Muslim 101 77.69 

Hindu 25 19.23 

Christian 4 3.08 

Educational status  

Illiterate 32 24.62 

primary school level 52 40.00 

Secondary school level 36 27.69 

College/University level 10 7.69 

Occupation 

Student 12 9.23 

Govt./Non govt. employee  46 35.38 

Farmer/Business  54 41.54 

Unemployment  18 13.85 

Total 130 100.00 

      

Monthly income 

<10,000/ 39 30 

10,000-19,000 44.2 34 

20000-29000/ 42.9 33 

>29,000/ 3.9 3 

Residential status 

Urban area 57.20 44 

Rural area 65.00 50 

Slum area 7.80 6 

 

Table-2: Distribution of respondents by inpatient satisfaction with health care services 

Sl. no Items 
Satisfied Neutral Dissatisfied 

F % F % F % 

1 Doctors are competent and well trained when provide treated to me 80 62 32 25 18 14 

2 Doctors are good about explaining the reason for medical test that I have needed.  106 82 4 3 20 15 

3 
Doctors are willing to explain me about my illness/prognosis and time required 

for my treatment. 
100 77 11 9 19 15 

4 
I receive prompt service from doctors in the inpatient department of 250 bedded 

Mohammad Ali hospital. 
110 85 7 5 13 10 

5 
The Doctors are always feeling to treated with respect and dignity during 

treatment to me in this hospital.   
110 85 0 0 20 15 

6 
I trust doctors who provide health care service in inpatient department of 250 

bedded Mohammad Ali hospital.  
114 88 0 0 16 12 

7 
Doctors are monitoring my health status regularly when I admitted in the hospital 

for treatment.  
99 76 1 1 30 23 

8 Doctors are attention to me about my health condition during hospitalization.   108 83 1 1 21 16 

9 
Nurses give information to me exactly when services will be performed of 250 

bedded Mohammad Ali hospital. 
99 76 0 0 31 24 

10 Nurses are very skillful to use medical equipments and they very cooperative.    97 75 0 0 33 25 
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11 
Nurses are willing to explain me about my illness/prognosis and nursing care that 

required for my treatment.  
104 80 3 2 23 18 

12 
Sometimes the behavior of nurses disappointed  to me when I received nurses 
services. 

111 85 1 1 18 14 

13 
I trust nurses who provide health care service in inpatient department during I 

received nurses’ services.  
102 79 4 3 24 19 

14 
Nurses in inpatient department give me attention and time when I received health 

care services. 
94 72 4 3 32 25 

15 
Nurses in inpatient department have enough knowledge and skills to provide good 
nursing care. 

98 75 4 3 28 22 

16 
Pathologist are responsiveness to collect blood, urine, stool and others specimen 
properly that needed to diagnosis.  

103 79 3 2 24 19 

17 
The access to pathology department is easy to me for collect pathological report 

when I needed to me.  
97 75 0 0 33 25 

18 The supporting staffs are well behavior to me during I received their services.  90 69 6 5 34 26 

19 Supporting staff are cleanliness the ward, toilet and bathroom properly.  52 40 20 15 58 45 

20 The supporting staffs are always helpful for me when I admitted in hospital.  81 62 0 0 49 38 

21 The supplies of drugs are available in hospital that I have need for treatment.  93 72 6 5 31 24 

22 
The modern equipments are available supplies for hospital that I received services 

during my treatment.  
112 86 1 1 17 13 

23 The ward is very comfortable for me that I observed it.   104 80 1 1 25 19 

24 
The hospital food supplies are quality food for patients that I received during 

admitted in ward.   
96 74 0 0 34 26 

25 
I think there is a good relationship between doctors, nurses and other hospital staff 
and make sufficient fornursing care. 

95 73 0 0 35 27 

 

 
Figure-1: The average level of inpatient satisfaction with health care services 

 

IV. Discussion 
The present study findings revealed that the socio demographic characteristics of age were 24% were 

within ≤ 30 years of age, 50% were within 31-50 years, 24% were 51-70 years and 2% were >70 years of age. 

The findings were mostly similar with the same study 
7
 to evaluated inpatient satisfaction in which majority 

55% of subjects were the age of 41-60 years. The maximum 60% were male whereas 40% female. In related to 

marital status, 92% were married whereas 8% single and the majority 78% of the respondents were Muslim. In 
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the educational perspectives, Most of the respondents 40% were primary school level and 8% college/university 

level, A similar study done in Dhaka city showed that the level of education 33.9% respondents had secondary 

level followed by 25% H.S.C, 19.6% primary, 16.6% graduate, and only 5.4% were illiterate. It was dissimilar 

findings from present study that may vary in different place. The highest 42% were farmer/business whereas the 

lowest 9% students in their occupation. Moreover, monthly income the maximum 34% were between the 10000-

19000/-, another study found that 57.1% respondents monthly family income was Tk. <5000/- whereas only 

17%   income was Tk.>10000/-. This may be due to value inflation and time factor. The residential status 44% 

were urban area and foremost 50% were rural area among the respondents. This finding was mostly the opposite 

with a previous study conducted by where 65% respondents lived in urban areas. This may due to the 

demographic factors
8
.The findings of the present study in relation to inpatient satisfaction reveals that the 62% 

were highly satisfied towards the doctors are competent and well trained when provide treated the patients, 25% 

neutral that they no provide information about satisfied or dissatisfied regarding the doctors services and 14% 

were dissatisfied about doctors services during their hospital admitted period. Most of the respondents 82% 

were highly satisfied towards the doctors are good about explaining the reason for medical test, whereas 15% 

dissatisfied regarding the questions. Moreover, 77% were satisfied and 15% dissatisfied towards the doctors are 

willing to explain me about my illness/prognosis and time required for my treatment. There were 85% satisfied 

and 10% dissatisfied regarding I receive prompt service from doctors in the inpatient department. The maximum 

respondents 85% were satisfied whereas 15% dissatisfied the issue of doctors are always feeling to treated with 

respect and dignity during treatment to me in this hospital. In the points of trust the doctors who provide health 

care service in inpatient department expressed that the 88% were satisfied on the other hand 12% were 

dissatisfied. Similarly, 76% satisfied and 23% dissatisfied, 83% satisfied and 16% dissatisfied respectively 

explained the level of satisfaction towards the doctors are monitoring my health status regularly when I admitted 

in the hospital for treatment and Doctors are attention to me about my health condition during 

hospitalization.Furthermore, regarding the nurses services stated by the respondents 76% were satisfied and 

24% dissatisfied; 75% satisfied and 25% dissatisfied respectively on nurses give information to me exactly 

when services will be performed and nurses are very skillful to use medical equipments and they very 

cooperative. Moreover, respondents were provided information on satisfaction regarding nurses are willing to 

explain me about my illness/prognosis and nursing care that required for my treatment; Sometimes the behavior 

of nurses disappointed  to me when I received nurses services; I trust nurses who provide health care service in 

inpatient department during I received nurses’ services; Nurses in inpatient department give me attention and 

time when I received health care services respectively that 80% satisfied, 18 dissatisfied; 85% satisfied, 14% 

dissatisfied; 79% satisfied, 19% dissatisfied; 72% satisfied, 25% dissatisfied. In addition, 75% were satisfied, 

3% neutral and 22% dissatisfied on nurses in inpatient department have enough knowledge and skills to provide 

good nursing care. On the other hand, the patients were more satisfied with thebehavior of doctors as compared 

to the behaviorof nurses, pharmacists and other staff. Studiesconducted in Lucknow and Chandigarh notedthat, 

the satisfaction towards doctor-patientrelationship was found to be 60.5% and 65%respectively and another 

study showed that 96.6%patients were satisfied with the behavior ofdoctors. The satisfaction towards behavior 

of thehealth staff was found to be 82% and 78.3%respectively in lucknow and Madhya Pradeshin India which 

are similar to our study (83.5%).In regard the pathological service, the respondents were mentioned that the 

level of satisfaction sequentially towards the Pathologist are responsiveness to collect blood, urine, stool and 

others specimen properly that needed to diagnosis; the access to pathology department is easy to me for collect 

pathological report when I needed to me of 79% were satisfied whereas 19% dissatisfied; 75% satisfied and 

25% dissatisfied. Moreover, the respondents were stated during received treatment in the hospital regarding the 

supporting staffs are well behavior to me during I received their services; Supporting staff are cleanliness the 

ward, toilet and bathroom properly; the supporting staffs are always helpful for me when I admitted in hospital 

correspondingly 69% were satisfied, 5% neutral, and 26% dissatisfied; unexpectedly 40% were satisfied, 15% 

neutral and 45 dissatisfied; 62% satisfied, 38% dissatisfied. In addition, from the point of view about supplies 

and facilities by the hospital the respondents were expressed their satisfaction towards The supplies of drugs are 

available in hospital that I have need for treatment; The modern equipments are available supplies for hospital 

that I received services during my treatment; The ward is very comfortable for me that I observed it; The 

hospital food supplies are quality food for patients that I received during admitted in ward orderly 72% were 

satisfied, and 24% dissatisfied; 86% satisfied and 13% dissatisfied; 80% satisfied and 19% dissatisfied; 74% 

satisfied and 26% dissatisfied. Therefore, the overall satisfaction remarked by the respondents were highly 73% 

satisfied and 27% dissatisfied on the road to I think there is a good relationship between doctors, nurses and 

other hospital staff and make sufficient for nursing care. This high satisfaction may be due to the indicators and 

standard set by the hospital for themselves and for evaluating their performance as accessibility to health 

services, quality of services, equity, efficiency and sustainability and there is no doubt that this hospital had very 

high-quality service as compared to other hospitals. The key to success of this hospital is strong political 

support, community participation, financial reforms and its high quality of service.The staff working in hospital 

should be motivated in terms of careful and enthusiastic services (the director of hospital and nurse staff must 
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wonder around hospital during the rush hours.), improving the actual performance of the hospital in order to 

serve the patients expectations as much as possible, community participation should be encouraged more by the 

hospital administration, providing the chances to the patients in sending their recommendations or constructive 

comments. Furthermore, the study concluded that patients rated the high level of satisfaction because of doctors, 

nurses, and other staffs provides better health care service in inpatient department. In addition, patients received 

health service free of charge including medicines and pathological facilities that might be attention of high 

satisfaction. Moreover, different cultures expressed their satisfaction in different way. The high proportion 

satisfaction may standard set by the hospital in Bogura city and accessibility with quality of health care services 

in some degree might be due to the fact that the respondents were more openly expressed their high 

satisfaction.The present study findings were inconsistent with previous study of Tat and Barr (2005) who stated 

the younger patients have higher satisfaction of health care services
9
. Previous study revealed that patients with 

lower educational levels were more satisfied than higher level of education
10,11

.The finding also supported by a 

study of Madhok, Hameed, and Bhopal (1998) who stated that patient’s satisfaction with nursing care was high 

97% in Iran, where 78% patients were satisfied with service of nursing staff
12

. A similar study of patient 

satisfaction with health care services was conducted in Bangladesh which showed that 73% were satisfied
13,14

. 

Another study in Thailand on patient satisfaction toward the health care service by Smutraprapoot (1997) 

showed 65.5% were highly satisfied. It also consistent with the present study that stated of patient satisfaction 

with service in Indonesia by Ruhansyah (2002) revealed that highly satisfied
15,16

. Last but not least, mentioned 

in a study in Ireland that good interaction between physicians, nurses and their patients is the milestone to reach 

patients’ satisfaction and continuous improvement of quality of care
17,18

.  Therefore, the nurse managers should 

have due regard to enhance comprehensive communication skills for nurses in the hospital because it is one way 

of contributing further to the quality of nursing care services
19

. 

 

Limitations of the study:This study reflects the inpatient satisfaction with health care services of a 

smallsegment of health care facilities of the country, Due tofund, logistics and other supports detail study 

withlarge sample size could not be conducted and itwas confined to a limited number of samples. The study 

place is only one hospital that cannot be generating the study findings in general whole country. The transport 

facilities were supported by the college authority. 

  

V. Conclusion And Recommendations 
It is concluded that the study provided baseline information for the current situations of the selected 

hospital particularly in medical and surgical wards regarding the existing doctors, nurses’, supporting staff’s 

services and their existing facilities. Most of the respondents were highly satisfied by doctors, nurses, supporting 

staffs that they provided health care services. Regarding the overall inpatient satisfaction, 76% were satisfied 

with health care services whereas only 20% were dissatisfied.In addition, developing countries face lack of 

natural resources that are essential for life. Therefore, health care workers find it hard to carry out their duties in 

providing the best medical and surgical treatment needed for patients by providing appropriate health care 

services. 
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