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Introduction

Health is a human right i.e. any person has the right to demand it. The main goal of healthcare services provision is
maintaining the public health that is achieved by providing demanded satisfactory healthcare services. An efficient
healthcare system can accomplish its resolution i.e. public health, through the provision of satisfactory health services; the
efficiency of this system is assessed by evaluating the quality of its services. In order to evaluate healthcare services,
patients’ views should be considered as a reliable source because firstly, patients are a good source of information about the
quality of healthcare services and secondly, attention to their views is their right and should not be overlooked while
planning and evaluating health services. Patient satisfaction is of utmost importance in healthcare (1).

Dissatisfaction with healthcare services leads to undesirable consequences. People dissatisfaction quits their connection with
health system and disengages them from service provision. Moreover, people dissatisfaction reinforces the feeling of
inadequacy and dissatisfaction in health personnel and subsequently reduces the efficiency of the health systems. Finally,
satisfaction is an aspect of human health. The health system deviates from its resolution i.e. meeting people’s health needs,
unless it pays attention to people satisfaction. On the one hand, since the purpose of healthcare services is provision and
development of the public health and patient satisfaction, as an aspect of health, is an important factor in improving their
health status, the health system is accountable for meeting people’s health needs. On the other hand, the increasing costs of
healthcare and limitation of resources have made the hospitals one of the most important and yet costliest health organization
that requires knowledge, expertise, innovative thinking and efficient management. An efficient management builds
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satisfaction and trust with patients, as the main customers of hospitals, by reducing the costs, increasing efficiency,
improving performance and ultimately enhancing service quality (2).

Evaluation of patient satisfaction with healthcare services is essential for improving the quality of hospital services. To this
end, Ministry of Health and Medical Education, as the main administrator of public health in the country, has begun the
implementation of the health development plan after a six-month research period since May 2014 with respect to its general
missions, high-level documents esp. Iran’s 20-year vision document, general health policies notified by the Supreme Leader
of Islamic Republic of Iran, and health-related regulations in the Fifth Development Plan and programs of the eleventh
government of Iran (16).

Health development plan is implemented with three approaches, namely financial protection of people, equity in access to
health services and improvement of health quality in order to achieve the general health policies notified by the Supreme
Leader and attain the desired improvements in the health system gradually in cooperation with the health sector authorities.
The general health policies notified by the Supreme Leader accentuates the universality of basic health insurance and full
coverage of basic health needs provided by insurance organizations for the public society as well as reduction of healthcare
costs so that patients are not concerned with any disturbance expect for illness (11).

The present study intended to investigate the effect of implementation of health development plan on patient satisfaction in
the public hospitals of Tabriz, Iran during Feb. 2015 — Jul. 2015.

Materials and Methods
The statistical population consisted of 382 patients visiting the public hospitals of Tabriz during Feb. 2015 — Jul. 2015.

Research Questions
Data were collected using a questionnaire based on field study (5); the questionnaire addressed 9 questions on patient
satisfaction with health development plan, as follows:

Q1: How much are you satisfied with the admission process in this hospital?

Q2: How much are you satisfied with the medical performance of physicians in this hospital?
Q3: How much are you satisfied with the medical performance of nurses in this hospital?
Q4: How much are you satisfied with the performance of medical team this hospital?

Q5: How much are you satisfied with the performance of medical staff in this hospital?

Q6: How much are you satisfied with the physical environment of this hospital?

Q7: How much are you satisfied with the complaints management in this hospital?

Q8: How much are you satisfied with the patient discharge process in this hospital?
Q9: How much are you satisfied with the franchises in this hospital?

Scale of Questionnaire

The 5-point Likert’s scale was used ranging from ‘very low’, ‘low’, ‘medium’ to ‘high’ and ‘very high’ to evaluate the
respondents’ satisfaction with the health development plan using a questionnaire.

Face validity was used to estimate the validity of questionnaire. To this end, the developed questionnaire was given to 5
academic and professional experts to be modified and approved (9).

There are several methods in order to estimate the reliability of measurement tools. In the present study, Cronbach’s Alpha
was used to estimate the reliability of the questionnaire in SPSS statistical software. The value of Cronbach’s Alpha was a
<0.85<0.95 which was confirmed since it was greater than 0.70 (8).

The questionnaire of patient satisfaction consisted of 9 questions whose reliability was estimated as 0.812 based on
Cronbach’s Alpha test. The questionnaire of health development plan consisted of 26 questions with Cronbach’s Alpha
coefficient of 0.884.

Data Analysis
SPSS statistical software was used for data classification, summarization, interpretation and analysis in different descriptive
and inferential tables.

Results
Table (1) presents the demographic features of patients under study based on the information obtained from questionnaires.
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Table (1): Demographic features of respondents

. uantit -
Vanaples of Type 0 / Frequency Percentage Without Total
Patients Response
Response
Sex Male 202 52.9
Female 180 47.1
Under 25 68 18
25-35 71 18.5
Age 36-45 102 26.7
46-55 93 24.3 382 100
Above 55 48 12.5
Undergraduate 90 23.5
Education Diploma 73 19
Above Diploma 219 57.5
. Single 102 26.7
Marital Status Married 280 73.3

Out of total patients, 202 were male (%52.9) and 180 were female (%47.1). In terms of age, %18 aged under 25
years old, %18.5 aged 25-35, %26.7 aged 36-45, %24.3 aged 46-55 and %12.5 aged above 55 years old. In
terms of education, %23.5 were undergraduate, %19 had diploma, %24.4 were graduate, %8.5 were

postgraduate and above. In terms of marital status, %26.7 were single and %73.3 were married.

Table (2): Frequency and percentage of patient satisfaction with implementation of health development plan

Very High High Medium Low Very Low

Depend Total

V;rr;;bl ?il(;?f Frequ | Perce | Frequ | Perce | Frequ | Perce | Frequ | Perce | Frequ | Perce | Frequ
e ency ntage ency ntage ency ntage ency ntage ency ntage ency
Patient 1 210.0 | 55.0 99.0 25.9 60.0 15.7 8.0 2.1 5.0 1.3 382
satisfacti 2 189.0 | 49.5 | 145.0 | 38.0 21.0 5.5 19.0 5.0 8.0 2.1 382
on with 3 177.0 | 463 | 139.0 | 36.4 52.0 13.6 7.0 1.8 7.0 1.8 382
impleme 4 195.0 | 51.0 | 125.0 | 32.7 38.0 9.9 13.0 3.4 11.0 2.9 382
”tat]'f’” 5 129.0 | 33.8 | 175.0 | 45.8 68.0 17.8 5.0 1.3 5.0 1.3 382
H 0 ith 6 191.0 | 50.0 | 133.0 | 34.8 51.0 13.4 4.0 1.0 3.0 0.8 382
Deflzlo 7 168.0 | 44.0 | 124.0 | 325 32.0 8.4 10.0 2.6 12.0 3.1 382
ment P 8 176.0 | 46.1 | 129.0 | 33.8 51.0 13.4 15.0 3.9 11.0 2.9 382
Plan 9 212.0 | 55.0 99.0 25.9 60.0 15.7 8.0 2.1 5.0 1.3 382

Kolmogorov-Smirnov test (K-S test) was used to assess the fitness of normal distribution of data. The results
are presented in Table (3).

Table (3): Results of K-S test for fitness of normal distribution

Successful Implementation of Health

Variable Development Plan Patient Satisfaction
K-S test 2/093 2/056
P-value 0/093 0/104
Number 556 382

Discussion and Conclusion
The present study intended to investigate the effect of implementation of health development plan on patient
satisfaction in the public hospitals of Tabriz, Iran during Feb. 2015 — Jul. 2015. To this end, performing
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documentary studies and selecting the theoretical framework on patient satisfaction, non-parametric tests were
determined based on abnormal distribution of data using K-S test and goodness of fit of samples. The present
study was a descriptive-correlational research. Regression test was performed aiming at investigating the effect
of implementation of health development plan on patient satisfaction. After field study and analysis of data
obtained from the questionnaires, the research results were classified into descriptive and inferential statistics
as follows. The results of hypotheses testing and calculations showed that out of total patients, 202 were male
(%52.9) and 180 were female (%47.1). In terms of age, %18 aged under 25 years old, %18.5 aged 25-35,
%26.7 aged 36-45, %24.3 aged 46-55 and %12.5 aged above 55 years old. In terms of education, %23.5 were
undergraduate, %19 had diploma, %24.4 were graduate, %8.5 were postgraduate and above. In terms of marital
status, %26.7 were single and %73.3 were married.

Main Hypothesis:

This hypothesis was testified based on the directive of Ministry of Health and Medical Education in seven
dimensions in order to investigate the effect of implementation of health development plan on patient
satisfaction in the public hospitals of Tabriz. About 26 questions were addressed to assess the implementation
of the comprehensive health development plan. Patient satisfaction was analyzed using 9 questions. According
to the results, the value of R2 was 0.157. That is, %15.7 of patient satisfaction was achieved by the
implementation of health development plan. Furthermore, according to the observed value of B i.e. 0.396 and
its P-value that was smaller than the minimum significance level i.e. 0.05, the independent variable of this
hypothesis (successful implementation of health development plan) affected the dependent variable (patient
satisfaction) by 0.396 percent (%0.396).

Alternative Hypothesis:

This hypothesis was testified based on the questionnaire of health development plan consisting of 26 questions
as well as the questionnaire of patient satisfaction with 9 questions. According to the results, the value of R2
was 0.337. That is, %33.7 of patient satisfaction was achieved by the successful implementation of health
development plan in the hospitals of Tabriz. Furthermore, according to the observed value of P i.e. 0.693 and
its P-value that was smaller than the minimum significance level i.e. 0.05, the independent variable of this
hypothesis (successful implementation of health development plan) affected the dependent variable (patient
satisfaction) by 0.693 percent (%0.693). The results of the present study were in line with the findings of
Mosadegh Rad (2004), Seydi et al. (2004), Ahmadi et al. (2009), Salehian et al. (2010) and Ansari et al. (2013)
on patient satisfaction with the provided healthcare services in public hospitals.

Consequently, it can be stated that the implementation of health development plan in the public hospitals of
Tabriz had an impact on patient satisfaction at %95 confidence level. According to the value of Beta i.e. 0.693,
it can be concluded that the independent variable had a crucial role in predicting the regression equation.
Therefore, a single increase in the implementation of health development plan increased patient satisfaction by
%0.693 in the public hospitals of Tabriz, Iran.
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