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 A B S T R A C T 

 

Background: Patients’ satisfaction represents an important indicator for the quality 
of health care delivery, and it is a widely accepted factor which needs to be studied 
repeatedly for better functioning of health care systems specially in the era of patient 

centred healthcare provision. Objective: To assess the out-patients’ satisfaction level 
and determine factors affecting it. Method: A cross sectional study was conducted on 
a total sample of 370 patients selected by systematic random sampling from Zagazig 
university hospital outpatient clinics. The collected data included socio-demographic 

characteristics and assessing patient satisfaction by using a modified form of 
SERVQUAL questionnaire. Results: The total mean satisfaction score about the 
studied outpatient clinics was 2.46±0.27 out of 3 (85.1%). It was found that being 
female, older age, non-working or manual worker, and very low social class 
participants were significantly more satisfied than their counter participants. Older 

age, higher educational level, lower social class, satisfaction about; hospital 
environment, treatment effect, nurses' and administrative staff performance, and 
adequacy of information given for patients are the main significant predictors 
affecting patient satisfaction. Conclusion: Generally, patient satisfaction was 
adequate. Patients were mostly satisfied about employee’s performance. However, 

service procedure and environment and facilities gained the least patient satisfaction. 
The main predictors of patients’ satisfaction were old age, high education, low social 
class, satisfaction about; hospital environment, treatment effect, nurses' and 
administrative staff performance and adequacy of information given.  

INTRODUCTION 

Quality of health care is an important part of an 

efficient system, continuous evaluation of patients’ 
perceptions of received services is a must for raising 

the quality of health care. Patients’ experiences are a 
useful basis for improving the quality of health 
services.1 
Patients' satisfaction represents an important 
indicator for the quality of health care delivery, and 
this is a widely accepted factor which needs to be 
studied repeatedly for better functioning of the health 

care systems. The clients assess the level of satisfaction 

with the services delivered on their health status after 
receiving the medical service. Patient is the best judge 

for the quality of health care so the factors affecting 
patients' satisfaction must be taken in consideration 
for improving the medical services according to the 
patients’ needs.2 
Patients' satisfaction improves compliance of the 
patients and therefore improve health outcomes. It 
also helps medical staff to identify their defects. As a 
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result, care providers tend to respect the patients' 

rights and involve them in treatment decisions. 
Patients' experience also provides feedback about 

services provided highlighting areas of strengths as 
well as deficiencies that need to be improved.3 patient 
satisfaction varies worldwide from 39.4% in China to 
99.6% in Kuwait.4-8 

The outpatient department is the patients’ first point 
of contact in the hospital, and the service quality 
provided by this department establishes the hospital 
image.9 Moreover, outpatient healthcare services at 
the secondary and tertiary level can make an 
important contribution to early diagnoses and 

treatment, so a greater attention is needed within this 
realm.10 
Determinants of patient satisfaction can be grouped 

into two broad categories: health care provider–
related determinants and patient-related 
characteristics, there are nine determinants of health 
care services, which may have played a role in 

variations in patient satisfaction: technical care, 
interpersonal care, physical environment, 
accessibility, availability, affordability, organizational 

characteristics, continuity of care, and outcome of 
care. Meanwhile, there are 13 demographic and 

psychological characteristics (age, gender, education, 

socio-economic status, marital status, race, religion, 
geographic characteristics, visit regularity, length of 
stay, health status, personality, and expectations) of 
patients and overall satisfaction with health services.11  
Determining factors associated with patients’ 
satisfaction is critical for healthcare providers in order 
to understand what is valued by patients, how the 
quality of care is perceived by the patients and to know 
where, when and how service changes and 
improvements could be made.12 In addition, satisfied 
patients tend to keep appointments, intend to reuse 
the service and recommend it for others.  So, the aim 

of this study was improvement of the quality of health 
care at Zagazig University Hospitals through assessing 
the out-patients’ satisfaction level with medical care 

received at outpatient clinics of different departments 
at Zagazig University Hospitals and determining 
factors affecting it. 

METHOD 

A cross sectional study was carried during the period 

of January 2019 to December 2019 at the Outpatients 

clinics in Zagazig University Hospitals. The hospital 
includes 38 outpatient clinics, 20 of them are medical 

clinics, while 18 are surgical clinics. Dermatology and 
Internal medicine clinics were randomly selected 
representing medical clinics, and Orthopedic, general 
surgery and Ear Nose and Throat (ENT) clinics were 
randomly selected representing surgical clinics. 
Patients attending Outpatient clinics at Zagazig 
University Hospitals seeking medical services. By 
assuming that the number of patients attending to 
outpatient clinics at Zagazig University Hospitals was 
128556 in the last six months and the level of patient 

satisfaction in a similar study was 59.2% 13 with 95% 
confidence interval and power of study 80%, the 
estimated sample was 370 participants using Epi Info 

7 program. The participants were selected by 
systematic sampling technique, every fifth patient 
from the attendants, and the first patient was selected 
by simple random sampling, 10 patients were selected 

per day on average. 
The study included patients aged 18 years old or above 
attending out-patient clinics of Zagazig University 

Hospitals, any gender, all levels of education who 
living in urban or rural regions. Patients with mental 

health conditions and those who can’t speak or listen 

(deaf-mute) and those refused participation were 
excluded. 
Data were collected via face-to-face interviews using: 
(1) El-Gilany Socio-demographic questionnaire.14 For 
the socioeconomic characteristics of the studied 
participants such as age, sex and residence; 
educational level, Occupation, Income and crowding 
index. (2) Modified form of SERVQUAL questionnaire 
for measuring health service quality including  patient 
satisfaction. It included 45 questions: Seven items 
covering facilities and environment, eight items on 
service procedure as “ease of reservation & 

registration, waiting time and method of payment”, 
eleven items on physician performance, six items on 
nursing staff performance, Five items on 

administrative staff. Further, five items addressed 
treatment effect, an item were included on general 
customer satisfaction. Lastly, two items examined the 
patient’s revisit and recommend intent. 15 Moreover, 
six items were added to cover the information given 
for the patients, so the final questionnaire contained 
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51 questions. Supplement file 

The questionnaire was translated into Arabic by an 

expert translator. The validity of the questionnaire 

was tested by pilot study. The reliability was evaluated  

Figure (1): Total patient satisfaction score 
percentage about Zagazig University hospital out-

patient clinics. 
 

 
Figure (2): Total satisfaction score about the 
provided health services at the studied outpatient 
clinic  

with Cronbach’s alpha (α) coefficient where a value of 
≥ 0.7 is generally considered to be reliable.16 The 

Cronbach’s alpha (α) coefficient for the used 
questionnaire was 0.926. The pilot study was 

conducted on 40 patients (10% of participants) to test 
the clarity and feasibility of the questionnaire and the 
results were excluded from the current results. It took 
about 10-15 minutes from each participant to finish the 
questionnaire. 

Data management: Each item was rated on 5-point 
Likert scales where 1 “strongly dissatisfied”, 2 
“dissatisfied”, 3 “neutral”, 4 “satisfied” and 5 “strongly 

satisfied”. Then the responses of very satisfied and 

satisfied were merged as “satisfied,” responses neutral 
remain as it is and the responses of “very dissatisfied,” 

“dissatisfied,” were merged as “dissatisfied. 
Satisfaction was measured by the mean score of all 
responses for each question, each domain and for total 
satisfaction, then relative weight was calculated. The 
total satisfaction and total satisfaction about each 
domain calculations were made by summing the 
answers of the questions in each section and dividing 
the result by the number of questions in that domain. 
The score ranges from a scale of 0-3, with 0 
corresponding to the worst satisfaction and 3 

corresponding to the best satisfaction. The relative 
weight was calculated by dividing the mean score by 
the highest Likert score (3) and multiplied by constant 

100. The total score was computed for each subject; 
the total score greater or equal to 75% was considered 
satisfied, while satisfaction score less than 75% was 
considered dissatisfied.17  

Data were coded, entered and analyzed by SPSS 
(statistical package for social sciences) program 
version 23. Qualitative data were represented as 

frequencies and percentages. Quantitative data were 
represented as mean, standard deviation (SD). 

Student t test was used to compare between two 

groups, while ANOVA (F test) was used to compare 
multiple groups and LSD test was used to detect 
difference between groups. Pearson correlation was 
carried out for testing the correlation between the 
overall satisfaction and satisfaction about each quality 
domain. Binary logistic regression test to find out the 
most important variables affecting patient 
satisfaction. Hedges’ g was used to measure effect size 
of patient satisfaction between medical and surgical 
out-patient clinics. The test results were considered 
significant when p-value ≤ 0.05, highly significant 
when p-value ≤ 0.01 and non-significant when p-value 

> 0.05. All p values are two-tailed. 

RESULTS 

The mean age of the studied participant was 

33.29±11.64 years, more than half of the participants 
were females (56.2%), and the highest percent of 
them were highly educated (43.2%). More than half of 
the studied group were non-working (58.1%), and of 
low socio-economic status (51.1%). About two thirds 

94.6% 93.0% 92.8%
88.3%

76.7%
72.5%

58.3%

0%

50%

100%

85.1%

14.9%

Satisfied

Dissatisfied
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Table (1): Socio-demographic characters affecting total satisfaction among the studied outpatient clinics 

(N=370) 

 
P value 

 
LSD test 

Test of 
significance 

Overall satisfaction 
Variable 

SD Mean 

 

0.0001* 
 

 

0.0001* (1×2) 
0.03* (1×3) 
0.589 (2×3) 

 
ANOVA 
8.28 

 

9.3 
7.5 
5.4 

 

81.01 
85.12 
86.7 

Age in years 

1. 18-40 
2. 41-60 
3. >60 

 
0.004* 

  
T test 
2.86 

 
9.9 
8.1 

 
80.6 
83.3 

Sex 
Male 
female 

 
 
0.0001* 

 

 
0.0001* (1×2) 
0.062 (1×3) 

0.001* (2×3) 

 
ANOVA 
11.27 

 

 
6.9 

11.17 

8.4 

 
84.4 
78.6 

82.4 

Education 
1. Illiterate 
2. Middle  

3. High  

 
0.041* 

 
0.227 (1×2) 
0.006* (1×3) 
0.491 (1×4) 
0.029* (2×3) 
0.993 (2×4) 

0.056 (3×4) 

ANOVA 
2.77 

 
8.5 
9.0 
12.3 
10.3 

 
82.2 
81.5 
75.8 
81.6 

Occupation 
1. Nonworking 
2. Manual worker  
3. Trades/business 
4. Professional 

 
0.041* 
 

 
0.021* (1×2) 
0.014* (1×3) 

0.733 (2×3) 

ANOVA 
3.22 

 
5.6 
9.9 

8.3 

 
85.4 
81.8 

81.5 

Social class 
1. Very low  
2. Low 

3. Middle and high 

 
0.701 

  
T test 

0.38 

 
8.8 

9.3 

 
81.95 

82.3 

Residence 
Rural 

Urban 

 
0.632 

  
T test 
0.47 

 
9.1 

9.02 

 
81.53 
82.2 

Marital status 
Single 
Married  

 ANOVA: Analysis of Variance, LSD: least significant difference test, * statistically significant  

of them were rural residents (62.7%) and most of 
them were married (85.7%). 
Figure 1 illustrates that 85.1% of the studied patients 
were generally satisfied about the services provided at 

the studied outpatient clinics. They were mostly 
satisfied about administrative personnel, physicians, 
information given for them and nurses (94.6%, 93%, 
92.8% and 88.3%) respectively. However, treatment, 
service procedure, and environment and facilities and 
gained the least satisfaction level (76.7%, 72.5% and 
58.3% respectively (Figure 2). 

There was statistically significant association between 
overall satisfaction level and age, gender, education, 
occupation, and social class (P<0.05), in which being 
female, older age, non-working or manual worker, 

and very low social class participants were 
significantly more satisfied than their counter 
participants. In addition, illiterate and highly educated 
patients were more satisfied than those of middle 
education (Table 1). 
Table 2: shows that there was high statistically 
significant correlation between overall satisfaction 
level and satisfaction about outpatient environment 
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Table (2): Different domains affecting patient’s satisfaction at the studied outpatient clinics (N=370) 

 

Overall satisfaction  

Total satisfaction about P value Pearson correlation (r) 

0.000* 0.632 Environment 

0.000* 0.580 Service procedure 

0.000* 0.487 Treatment 

0.000* 0.833 Doctors 

0.000* 0.685 Nurses 

0.000* 0.568 Administrative personnel 

0.000* 0.740 Information given 

* statistically significant 

Table (3): Logistic regression for main predictors of patient satisfaction at the studied outpatient clinics 
95% CI 

OR P value B 
 

 Upper lower 

0.066 0.000 0.001 0.002* -7.58 Satisfaction about environment 

 0.000 0.000 0.997 -13.52 Satisfaction about service procedure 

0.895 0.003 0.051 0.042* -2.98 Satisfaction about treatment 

 0.000 0.000 0.995 -27.27 Satisfaction about doctors 

0.179 0.000 0.006 0.003* -5.03 Satisfaction about nurses 

0.044 0.000 0.000 0.001* -7.762 Satisfaction about administrative personnel 

0.009 0.000 0.000 0.002* -12.99 Satisfaction about information given 

0.675 0.002 0.032 0.027* 2.485 Age  

14922.5 1.77 162.54 0.027* 5.091 Education  

864.71 0.085 2.683 0.575 0.987 Occupation 

94.643 194 4.289 0.356 1.456 Sex 

0.675 0.002 0.032 0.027* -3.42 Social class 

OR: odds ratio             CI: confidence interval         * statistically significant 

and facilities, service procedure, treatment, doctors, 
nurses, administrative personnel, and information 
given for patient (p<0.05). 
old age, high education level, low social class, 
satisfaction about; hospital environment, treatment 
appropriateness and effectiveness, nurses' and 
administrative staff performance and adequacy of 
information given were found to be the main 
significant predictors affecting patient satisfaction. 

(Table 3).  
Regarding the level of satisfaction and type of 
outpatient clinics, we found that the overall 
satisfaction, satisfaction about treatment and 

information given to the studied participants were 
significantly higher among surgical outpatient clinics 
than medical ones (p<0.05). However, there was no 
statistically significant difference between them 
regarding their satisfaction about environment, 

service procedures, doctors, nurses and 
administrative personnel. (Table 4) 
Table 5 demonstrates that there was statistically 
significant association between overall satisfaction 
and patients’ intention to reuse the service, intention 
to recommend it and number of visits. Patients who 
intend to reuse and recommend Zagazig university 
hospital outpatient clinics for others were significantly 
more satisfied than those who never intend to reuse 

and recommend it. 
 The most common causes of non-recommendation 
and non-use of Zagazig university hospital outpatient 
clinic was difficult service procedure 43%, non-

efficient physicians 16.2%, long waiting time 12.6%, 
and lack of hospital facilities 10.4% 

DISCUSSION 

This cross-section study was conducted to assess the 

patient’s satisfaction about the provided health 
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Table (4): Relation between patient satisfaction levels and type of outpatient clinics 

Hedges' g 

Effect size 

P 

value 

 

t test 

Surgical outpatient 

clinics N=233 

Medical outpatient 

clinics N=137 
 

Patient satisfaction level 
SD Mean SD Mean 

0.22 0.038* 2.08 8.3 82.8 10.03 80.8 Overall  

0.13 0.235 1.19 11.4 72.9 12.2 71.41 About environment 

0.15 0.149 1.445 9.3 58.9 12.3 57.3 About service procedure 

0.23 0.03* 2.08 14.7 78.3 16.1 74.8 About treatment 

0.19 0.079 1.761 10.9 93.9 12.6 91.7 About doctors 

0.04 0.739 0.333 19.5 88.7 16.3 88.03 About nurses 

0.08 0.368 0.804 15.9 94.9 17.1 93.57 About administrative personnel 

0.28 0.009* 2.624 12.01 94.27 18.8 90.06 About information given 

* Statistically significant 

Table (5): Relation between overall satisfaction and intention of patients to reuse and recommend the studied 

outpatient clinics 

 

P value 

 

LSD 

ANOVA 

test 

Overall satisfaction 
 

SD Mean 

 

<0.0001* 

 

 

0.063 (1×2) 

0.47 (1×3) 

0.000*(1×4) 

0.041*(2×3) 

0.000*(2×4) 

0.000*(3×4) 

 

 

32.048 

 

 

 

11.5 

11.6 

7.7 

6.5 

 

71.33 

76.17 

68.0 

84.3 

Intend to reuse 

1. Never  

2. Sometimes 

3. Probably  

4. Definitely 

 

 

<0.0001* 

 

 

0.000*(1×2) 

0.000* (1×3) 

0.000*(2×3) 

 

 

67.6 

 

13.5 

8.7 

5.7 

 

70.5 

79.9 

84.8 

Intend to recommend 

1. Never  

2. May be 

3. Definitely  

 

0.004* 

 

 

0.001*(1×2) 

0.28 (1×3) 

0.004* (2×3) 

 

 

5.6 

 

5.5 

10.2 

9.5 

 

83.5 

77.8 

82.2 

Number of visits 

1. First visit 

2. Second and third 

3. Fourth or more 

 ANOVA: Analysis of Variance   LSD: least significant difference test      * statistically significant 

services in outpatient clinics of Zagazig university 

hospital.  A total of 370 patients were recruited to the 
current study which showed that the majority of the 
studied patients (85.1%) were generally satisfied 
about Zagazig University Hospitals outpatient clinics.  
This may be attributed to the low social class of the 

studied patients and the low cost of the service, and it 
was documented that socio-economic level affects the 

satisfaction.18   This was in accordance with other 
studies like, Al Emadi et al who had reported 75.2% 
overall satisfaction rate in Qatar.19 and Geberu et al in 
Ethiopia found that he overall patient satisfaction 
about outpatient departments at public hospital was 

88.3%.20 and in Nigeria was 88.5%.21 On the contrary, 
El sherbiny et al found that only 66.9% of studied 

participants were satisfied,22 and Alzolibani at Al-

Qassim, Saudi Arabia reported that only 66.1% of 
patients were satisfied.23 Moreover, Awad Allah et al 
reported that only 56.1% of the studied participants 
were satisfied.24 In addition, Anbori et al who carried 
out a similar study in Yemen private hospitals found 

that only 28.6% of patients were satisfied,25 and Yusri 
et al in Indonesia found that the majority of the studied 

patients (84%) were unsatisfied.26 This may be due to 
different socio-demographic characters, different 
study tools, and different setting (private hospitals) in 
which patients have high expectation regarding the 
provided services for high payment.  

Employees represented in (physicians, nurses, and 
administrative staff) gained the highest satisfaction 
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level, while environment and facilities and service 

procedure gained the least level of patient satisfaction, 
this may be due to the overcrowded waiting areas, 

high flow of patients visiting Zagazig University 
Hospitals outpatient clinics and absence of some 
facilities as drinking water and cafeterias, and low 
employees to patients’ ratio that leads to difficulty in 
registration process.  
The above findings were in line with the results of Yu 
et al in China who reported that doctors and nurses 
gained the highest satisfaction level.27 Also, Diab had 
concluded that nursing care gained the highest level of 
satisfaction.28 Moreover, a study in South Africa 

carried out by Bamidele et al who reported that the 
doctors gain the highest quality rating while the 
waiting time gained the least satisfaction.29 

The present work showed that there was high 
statistically significant association between age and 
total satisfaction level where older patients tend to be 
more satisfied. This could be explained by the older 

patients had more level of experience and were 
accustomed to low level of services while younger 
patients are more open to new technologies. This was 

in accordance other studies reported similar results in 
Greece,30 China 27 and France.6 However, Alzolibani in 

Saudi Arabia stated that patients aged below 40 were 

significantly more satisfied than older patients.23 
By comparing the level of patient satisfaction in 
relation to their gender, it was found that female 
patients were statistically more satisfied than males. 
This could be explained by that in Egypt very few 
numbers of females are employed; most of them are 
housewives who are not open to the proper health 
source. 
These results went hand in hand with Alzolibani who 
reported a high statistically significant difference in 
the levels of satisfaction among males and females 
where the higher satisfaction levels were associated 

with female gender.23 However, it was in contrary to 
Diab who revealed that male patients were statistically 
more satisfied than females28 and Yu et al who 

reported that outpatients who were male are more 
satisfied than females.27 
Statistically significant association was reported 
between education level and overall satisfaction where 
illiterate and highly educated patients were more 
satisfied. This could be explained by that the illiterate 

patients accept any level of provided service, and that 

the highly educated know well that it is a free service, 
so they accept it as it is. The previous result was 

supported by other studies like Alzolibani23 and Yu et 
al,27 while it was in contrary to Diab results.28 
The current study showed that patients with low 
socio-economic level were more satisfied than others. 
This could be explained by the low cost of the service. 
These results were supported by Alzolibani23 and Yu et 
al.27 
The present study showed that there was high 
statistically significant correlation between total 
satisfaction and satisfaction about outpatient clinics’ 

environment, doctors, nurses, administrative 
personnel, treatment, and information given for 
patients (p<0.01). These presentations were 

supported by Mitropoulos et al who stated that 
communication with nurses and doctors, the physical 
environment and information given for patients have 
statistically significant correlation with total 

satisfaction;30 also Yu et al stated the same results.27 
Regarding the significant quality domains, they were 
included in the regression model in addition to age, 

sex, education, occupation, and social class. It was 
concluded that age, education, social class, outpatient 

environment, treatment, nurses, administrative 

personnel and information given for patients were the 
main significant predictors for patient satisfaction. 
That was in accordance with a study carried out in 
China by Sun et al which reported that better patient-
doctor relationship; hospital environment, process 
management and health care experience were the 
main strongest predictors of overall patient 
satisfaction.31 
This study showed that patients attending surgical 
clinics were significantly more satisfied than medical 
ones about treatment and information given for them. 
This could be explained by that the patients attending 

medical clinics frequently suffer from chronic 
diseases, and patients attending surgical clinics 
usually know their case and attend Zagazig university 

hospital outpatient clinics only to be admitted to 
receive their needed surgeries to minimize the needed 
cost. This was in accordance with a study carried out 
in an Indian hospital by Javadekar et al who found that 
patients attending surgical departments were 
significantly more satisfied.32 However, it was in 
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contrary to a study conducted in Turkey by Kol et al 

who found that patients attending medical 
departments were significantly more satisfied than 

those attending surgical ones.33 
Regarding the loyalty of patients to the place, it was 
found that patients who were satisfied were intending 
to re-use and recommend the hospital to others. This 
could be explained by that the satisfied patient usually 
have more confidence in the service, so they tend to 
reuse and recommend it. 
This was in accordance with Yusri et al who carried 
out a study in Indonesia to find the role of patients’ 
satisfaction on their loyalty; he reported that a large 

proportion of unsatisfied patients tended to be slightly 
disloyal.26 This finding was supported by other studies 
like Mortazavi et al34 and Oladele,35 which showed that 

satisfied patients are more likely to be loyal towards 
the health care service. 
 
Study strengths and limitations 

 Up to our knowledge this study is the first of its type 
that assess the level of patient satisfaction in many 
different outpatient clinics at Zagazig university 

hospital comparing both medical and surgical clinics. 
Patient satisfaction is one of the most important 

indicators for assessing and improving the quality of 

health services provision especially in total quality 
management. However, we did not assess employee 
satisfaction about the provided health care and work 
culture which play important role in patient’s 
satisfaction. Another limitation is that the patients 
were interviewed in the hospital which may affect 
their actual satisfaction for fear of affect the service 
provided to them.in addition, we do not assess health 
care providers’ opinions about the quality of the 
provided services the hospital. Therefore, we suggest 
assessing the perceived quality of services from 
employee point of view compare with of patients. 

CONCLUSION  

Overall patient satisfaction level was adequate. 
Patients were mostly satisfied about employees 

(doctors, nurses, and administrative personnel) 
performance at Zagazig university outpatient clinics. 
However, service procedure and environment and 
facilities gained the least patient satisfaction. The main 
predictors of patients’ satisfaction were old age, high 

education, low social class, satisfaction about; hospital 

environment, treatment appropriateness and 
effectiveness, nurses' and administrative staff 

performance and adequacy of information given. 
Based on the current results, the following 
recommendations are suggested: need for improving 
of the facilities at outpatient clinics, improving the 
service procedure through increasing the number of 
administrative staff and minimize the waiting time, 
patients’ participation in the treatment plan should be 
taken in consideration. Routinely and periodically 
applying patient satisfaction questionnaire and its 
results should be taken into consideration for 

improving the quality of the health services. 
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