Pharmacophore, 8(6S) 2017, e-1173554, Pages 6

Pharmacophore

ISSN-2229-5402 %
° 3 °
.. [ ]
Journal home page: http://www.pharmacophorejournal.com .
Pharmacophore

an International Journal
ISSN 2229-5402

A SURVEY ON PATIENTS’ SATISFACTION OF THE QUALITY OF

SERVICES BEFORE AND AFTER IRANIAN HEALTH TRANSFOR-

MATION PLAN IN THE SELECTED HOSPITALS OF ISFAHAN UNI-
VERSITY OF MEDICAL SCIENCE

Hamed Asgari', Azadeh Alavi®®, Ali Safdarian?, Laleh Heydari3, Seyed Majid Shirzadi?

1. Department of Health Services Management, Semnan Branch, Islamic Azad Uni-
versity, Semnan, Iran.

2. PhD, Health Management and Economics Research Center, Isfahan University of
Medical Sciences, Isfahan, Iran.
3. Graduate Student, Isfahan University of Medical Sciences, Isfahan, Iran.

ARTICLE INFO ABSTRACT
Received: Introduction: Patient satisfaction is a complex phenomenon that affect from different factors. The
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patient satisfaction that its validity and reliability was confirmed and analysis data in SPSS18 soft-

ware by helping coupled t tests, F and variance and correlation coefficient analysis.
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: o Plan of design from the Beginnings of Entrance Admission was obtained 0.33, Nursing Services in

Health System Transformation Plan, the ward 0.35, Public and Welfare Services in the ward 0.25, Physician in the ward was 0.31 and it

health system, reform. was 0.30 from Administrative and Financial units. Some variables like age and place of residence
significant effect in satisfaction but sex, education, insurance type, inpatent ward and hospital stay
has had effect on satisfaction rate.
Discussion: After implementation of Iranian Health Transformation Plan of patient satisfaction has
increased in all studied cases that this case was more tangible in the Nursing Ward, also; it can be
hope to a clear vision in the health country with strengthen the positive, eliminate the shortcomings
and with evaluation and continuous quality improvement.
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Introduction

Reform is a process to create basic changes in line with conquest on weaknesses. In other words, any positive changes are
reform. But, reforms are higher than improvement of health system and in fact, reform is in the political process, because it
changes both process and its politics. Health systems apply some changes and reforms in the structure, identity and or its
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performance according to existence requirements and trail conditions to don’t face with problem in responding to requirements
1,2).

Health system of our country is not exempt from this rule and is seen the necessity of basic changes due to existence deficien-
cies in the structure and function such as unfavorable hospitals quality of service governmental and academic sector, increasing
dissatisfaction and paying a high price for this unfavorable conditions, necessity fundamental changes to in itself is seen (3).
Health System Transformation Plan was resolute and administer from 2014 in Iran. This design is including seven axes: de-
crease payment of inpatients of dependence hospital to ministry of health, support from retention of physicians in the ddeprived
areas, presence the resident physicians, and promote the quality of visit services and the quality of hoteling in the dependence
hospital to ministry of health, financial protection of patients’ incurable, a special and poor and the promotion of vaginal
delivery (2, 4).

Despite of this topic that past years the quantity of health service delivery has set in preference of macro planning in health
sector, today's main challenge of politicians of this gamut is setting approaches based on quality as caption. In this regard, it
should pay attention that patient satisfaction is a measure of the quality of service guarantees (5).

Todays, their expectation is high from treatment systems according to promoting competitive pressures, developing customer-
based, facilities technology in the treatment and increasing knowledge and awareness of people (6).

In addition, because assessment is commenting on services received the right to be informed of their rights of patients arriving
with more emphasize on their rights, patient satisfaction is a complex phenomenon influenced by a variety of factors. Patients'
satisfaction is not only doing in the framework of public relations, but also is as a basic factor to guarantee obtaining desirable
results in health care lookout (5 — 8).

Patient satisfaction rate has effective role in keeping health and prevent from illnesses, such that satisfaction rising is following
physical and mental improvement of patient. On the other hand, being low the rate of services' satisfaction may cause to not
cooperation with treatment cadre that this case can cause to waste resources and decrease the quality of clinics consequence.
Also, dissatisfaction of services and their negative publicity is cause to loss for organization (9-12).

Different studies show that patients' satisfaction is due to using from new technologies, but also is affect different factors such
as: providing better health care, support the relation of physician and patient, economic status of patient, method of paying
expenses of hospital and Duration Of Stay in hospital. Also, some factors are effective such as age, sex, education rate, social
status of patient, Patient Waiting list, services Provider Skill, Quality of Provided Services by physicians and nurses, Education
During Ppatient Discharge, reputation, the type of hospital culture and respect to patient's opinion on his/ her satisfaction from
services and hospital convenience (12, 13).

The aim of this study is to consider the patients' satisfaction of services quality before and after Health System Transformation
Plan in the selected hospitals of Isfahan university of medical science for recognizing strength and weaknesses point and
providing proposals in line with its promotion.

Methodology

The present study is descriptive and cross-sectional. Study population is including 4000 of of clients 7 selected hospitals of
province like Isa Ben Maryam, Chamran, AlZahra, Mohammad Rasoul Allah of Mobarakeh, Shahid Mohammad Montazeri
of Najaf Abad, Heshmatieh of Naeen and Rasoul akram Fereydoon Shahr before and after Health System Transformation Plan
in this centers that has done using from Cocran formula and statistical specialist of 430 sample by cluster sampling method
and in each cluster, its members is selected as regular random sampling and supplement the questionnaire (patient or patient's
attendant). To doing this study, it was used from a researcher made questionnaire including 35 questions in 6gamut with rating
scale 1 to 5 (average 3) from extremely dissatisfaction to extremely satisfaction that was design based on reviewing related
texts and professionals opinions and then face validity and construct validity its structure was confirmed by specialist of med-
ical education and its content validity by experts involved Health System Transformation and its reliability was supported by
pilot Study with completing 30 questionnaires in a similar statistical sample from clients 7 selected university hospitals and
calculation of total reliability coefficient and internal consistency coefficient every questions in the Split-Half Test by SPSS18
software and review and obtaining Cronboch Alpha 0.86.

Findings

Of 430 participants in the study 48% male and 52% female) and age of patients in the range of 1 to 93 years by average
45.89+23.50 years. In general, most frequency of age was in people with more than 60 years old. According to collected data,
75% of patients were urban and 25% were from rural places.

From studied group, 73% have under-diploma and diploma, 18% associate degree, 4% bachelor, 5% has been M.A and more.
The type of insurance was most frequency is Social Security Insurance with 53.9 %, then Health linsurance with 33.9 %,
Armed Forces Insurance with 4.8 % and insurance of Emdad Imam Khomeini Committee had less frequency with 4.1 and 3.3
% who wasn’t under any insurance.

Distribution of frequency percent of present parts in the sample was including: Surgery Ward by 24.4 %, Special Cares Ward
(ICU, CCU) by 9.5 %, Internal Ward (male and female) by 28.4 %, Emergency ward by 7.4 %, Clinics by 1.7 %, other wards
(Nephrologyy, Neurology, Cardiology and so on) by 28/6.
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The Average length of Stay of patients was 4.90 + 7.91 days and about 16.7 % of patients was enter to study at Isa Ben Maryam
Hospital, 15.3 % at Chamran, 18.4 % at AlZahra, 12.8 % at Mohammad Rasoul Allah Mobarakeh, 24.9 % at Shahid Montazeri
of Najaf Abad, 3.5 % at Heshmatieh of Naeen and 8.4 % at Hazrat Rasoul Akram Fereydoon Shahr.

The results of affection of Health System Transformation Plan in the average of patients' satisfaction has provided from dif-
ferent dimensions in tablel.

According to this table, the average satisfaction of patients has a significant increasing by Health System Transformation Plan
(0.33). Data show patients' satisfaction rising after Health System Transformation Plan in all dimensions separately, such that
most score was in the gamut of nursing services in ward by average of 0.35 and least score was in the gamut of public and
welfare services by average of 0.25.

Patients' satisfaction level by Health System Transformation Plan was considered in terms of their sexuality. According to
findings, rising patients' satisfaction by Health System Transformation Plan in male by average of 0.47 + 0.03 had been higher
than female by average of 0.33 + 0.02 significantly (P value < 0.001).

Also, patients' satisfaction level in different ages hasn’t have a significant change by Health System Transformation Plan
(0.0656 > 0.05). In other, it can be said that patient's age hasn’t have a significant role in rising or decreasing of his/ her
satisfaction from provided services. On the other hand, according to age variable that is a dependent and quantitative variable,
the relation of age and patients' satisfaction level was obtained equal to 0.029 using from Pearson Correlation coefficient that
this relation had been direct and so weak in terms of statistics (P-Value = 0.547).

In conjunction with the patient's satisfaction level by Health System Transformation Plan in terms of educational level, patients
with educational level of M.A and higher had highest rate of satisfaction rising with average 0.47 + 0.14 and had satisfied
rising with average 0.39 + 0.04 and 0.39 + 0.14 against patients by educational level of associate degree and bachelor that it
couldn’t has an effective role on the level of patients' satisfaction in terms of statistics using analysis variance of educational
level (0.968 > 0.05). In this line, the average of each dimensions of patient's satisfaction were considered in terms of their
educational level and was not see a significant difference.

Also, urban patients' satisfaction level in assessment the level of patients' satisfaction level in terms of patients' residence is
higher than rural patients insignificantly (0.942 > 0.05). in fact, it can be said that habitat doesn’t have a role in increasing or
decreasing patients' satisfaction level from provided services.

In table 2, patients' satisfaction level has provided by Health System Transformation Plan in terms of their insurance type.
According to this table, most level of satisfaction from Social Security Insurance with average 0.47 + 0.06 and least level of
satisfaction from Armed Forces Insurance with average 0.24 + 0.12 that in terms of statistics, these differences had been
significant (P-Value = 0.013); on the other hand, insurance type can have an effective role on rising or decreasing the level of
person's satisfaction from providing services in the hospital.

Findings related to satisfaction dimensions have shown in different ward in Diagram 1.

As it can be seen in diagram 2, most level of satisfaction from the other ward of hospital (Cardiology, Nephrologyy, Infection,
Digestion and so on) and Special Cares Ward (ICU and CCU) with average 0.49 + 0.04 and 0.49 + 0.06, Surgery ward with
the average of 0.45 £ 0.05 and Internal Ward had been 0.31 + 0.03. In fact, it can be said in patients' opinion, Health System
Transformation Plan is because to be better the quality and method of services provision to patients in above ward and so, it
has increased the level of their satisfaction but least level of rising of patients' satisfaction in Emergency ward and Clinics by
average 0.17 + 0.04 and 0.17 + 0.03. These significant differences have recognized in terms of statistics using variance analysis
test (0.011 > 0.05). As it can show, in general, two ward of Emergency and Clinics has had least levels of satisfaction in all
dimensions in comparison with other parts of hospital, such that even the level of satisfaction than before was along with
decrease in two ward (Nursing Services in the ward of Emergency ward and Medical Services in the Clinics).

In table 3, the level of patients' satisfaction has provided after Health System Transformation Plan at bedridden duration.
According to this table, the level of patients' satisfaction Duration of Stay different times has had significant change by Health
System Transformation Plan (0.038 > 0.05), such that whatever Duration of Stay in hospital is more, the level of his/ her
satisfaction has increased. The relation of Duration of Stay and level of patients' satisfaction using Pearson Correlation coef-
ficient was obtained equal to 0.205 that has been direct and significant in terms of statistical case (P-Value = 0.001).

Discussion

Based on the present study's consequence after the Health System Transformation Plan of patient's satisfaction from all con-
sidered cases including: patients' satisfaction from the Beginnings of Entrance to Admission, Nursing Services in the ward,
Public and Welfare Services in the ward, Physician in the ward unit and from Administrative and Financial Units has increased
significantly, such that most score is for increasing in patients' satisfaction in the Nursing Services in the ward and least score
is for Public and Welfare Services in the ward. In the study of Hashemi et al. least rate of satisfaction is before and during
Health System Transformation Plan had been by providing nursing services and nurses attitude, that has difference with results
of this study (12).

Also, highest rate of patients' satisfaction is from Physician in the ward that is inconsistent with the results of Hashemi et al
study, such that at above study, patients has said that the quality of physician Medical Examinations after administration of
Transformation Plan (12).
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According to the results of this study had estimated the rate of patients' satisfaction from Transformation Plan in high level
(77.9 %). Goodarzian was concluded during a study that was conducted about the level of patients' satisfaction from Transfor-
mation Plan of health at Mazandaran that acceptable percent of patients' has high satisfaction from Provided Services in Hos-
pitals that its reason can be general Health System Transformation Plan in the public hospitals of our country that is consistent
with this study (14).

The results of study of Khamis in Tanzania about the level of patients' satisfaction from the quality of Health Care show that
high percent of patients doesn’t have satisfied from the quality of services provision in the hospital that has difference with
the present study's results. The possible reason of this difference can be difference in the statistical society, cultural factors,
Hospital Welfare Facilities and physician and nursing attitude that has a significant effect on patients' satisfaction (10).
According to conducted analysis in this study, the level of educations doesn’t have effect on the patients' satisfaction rate that
is different and know natural being less of satisfaction rate in people with higher education according to being high the level
of expectation and people awareness from services by results of studies of Abdollahi, Soleimanpour and Azizi and this differ-
ence can be in difference in the population of both studies. .

Also, the effect of patients' residence was not on proof satisfaction of provided services. While in the study of Soleiman Pour
has emphasized on being satisfied of rural people than urban about status of hospital services. It seems that this difference in
findings was due to less availability of rural people to appropriate facilities in past and on the other hand, more availability to
information and higher expectancy level of urban people that both expectation level and availability in the city and village has
become nearer to each other by Health System Transformation Plan (15 — 17).

While in the study of Noor Al Nesa, there is not a significant relationship between patients' satisfaction and the type of insur-
ance, the results of this study showed that the type of organization of insurant can have an effective role on increasing or
decreasing satisfaction from services provision in the hospital that its reason can be a combination of society and the level of
covered people income after Health System Transformation Plan and uncovering the insurance in the time of study (18).

In this study, there is a significant relationship between patients' sex and his/her satisfaction was more than women which
these results are inconsistent with studies of Noor Al Nesa. Also, the present study showed the age of patient is unaffected on
the rate of his/her satisfaction from services, while there is a relationship in the study between demographic features of patients
such as his/her age with the rate of patients' satisfaction. We can know this difference in the size of the study population and
variety in the hospitals and patients (18, 19).

Conclusion

Based on the results of present study, implementation of Iranian Health Transformation Plan of patient satisfaction has in-
creased in all studied cases was including patients' satisfaction from the Beginnings of Entrance to Admission, Nursing Ser-
vices in the ward, Public and Welfare Services in the ward, Physician in the ward and Administrative and Financial Units
significantly. Also, we can hope that with detected and change some of the variables and reinforce a positive effect on satis-
faction such as age, education, type of insurance, the duration of stay, eliminate shortcomings with evaluation and continuous
quality improvement, Witnessed a clear vision on our country's health system.

Acknowledgement

We thanks to patients and their relative who were participate in this study, hospital chief and manegers, nurses and employees
of hospitals such as Isa Ben Maryam, Chamran, AlZahra, Mohammad Rasoul Allah of Mobarakeh, Shahid Mohammad Mon-
tazeri Of najaf Abad, Heshmatieh of Naeen and Hazrat Rasoul Akram of Fereydoon Shahr was cooperate with this study,
members of research council of Vice-Chancellery for Logistics and Personnel Affairs and Vice-Chancellery for Research and
Technology of Isfahan university of medical sciences that was with approval and financial support and council members of
health management and economics research center that approve this proposal by number 293191.

References

1. Mastaneh Z, MOUSELI L. Health information position in new reform of American health care system. 2011.

2. Gharibi F JA, Farajollah Beiknoori M, Amini Daghalian B A Survey Of Health System Reform Circumstances From The
Experiences Of Managers And Nurses Of Tabriz Taleqani Hospital Tasvir Salamat 2015;6(1):1-10.

3.  Rostamigooran N, Esmailzadeh H, Rajabi F, Majdzadeh R, Larijani B, Dastgerdi MV. Health system vision of Iran in
2025. Iranian journal of public health. 2013;42(1):18.
R K. What Is The Health Reform Plan? Sanaat Darman Magazine 2014;5(49):21-5.

5. Howard M, Goertzen J, Hutchison B, Kaczorowski J, Morris K. Patient satisfaction with care for urgent health prob-
lems: a survey of family practice patients. The Annals of Family Medicine. 2007;5(5):419-24.

6. Nooshiravani Y SH, Kord B The Study Of Relationship Between Health Service Quality Detentions And Patient Satis-
faction And Loyalty. Journal Of Zabol University Of Medical Sciences And Health Services 2014;6(3):194-203.

7. Sahebzadeh M, Rahimyan M. Study of the satisfaction rate of elderly patients in general hospitals affiliated with the
Isfahan University of Medical Sciences in 2009. Teb Va Tazkieh. 2010;20(4):46-58.



Hamed Asgari et al, 2017

10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

Pharmacophore, 8(6S) 2017, e-1173554, Pages 6

Jalali A DMM, Goodarzi A, Ezzati E,Mahboubi M. The Satisfaction Status Of Hospitalized Patients And Theirfamilies
According Toobserving Of Patients' Rights Ineducational Hospitals Of Kermanshah, 2012. Journal Of Clinical Research
In Paramedical Science 2014;2(2):90-8.

Ahmadi S, Faridaalaee G, Rahmani SHA, Taghavi F. THE PATIENTS'SATISFACTION OF EMERGENCY WARDS FUNCTION
OF IMAM KHOMEINI EDUCATIONAL AND TREATMENT CENTER. URMIA MEDICAL JOURNAL. 2015;26(3):205-14.
Khamis K, Njau B. Patients’ level of satisfaction on quality of health care at Mwananyamala hospital in Dar es Salaam,
Tanzania. BMC health services research. 2014;14(1):1.

Ranjbar M, Rahmani A, Mirgafourvand M, Zonouz MY, Tabriz i. Knowledge and attitudes of women about Cesarean
section living in Bonab, Iran. Alborz University Medical Journal. 2015;3(3):176-83.

Hashemi B, Baratloo A, Forouzafar MM, Motamedi M, Tarkhorani M. Patient satisfaction before and after executing
health sector evolution plan. Iranian Journal of Emergency Medicine. 2015;2(3):127-33.

Karimi S, Masoodian Y, Yaghoubi M, Hosseini M, Sadeghifar J. Patient satisfaction with provided services and facilities
in educational hospitals of Isfahan, Iran, from admission to discharge. Director General. 2013;9(6).

Goudarzian AH, Nia HS, Jafari H, Jamali S, Badiee M, Sayemi Z, et al. Inpatient Satisfaction with Health System Trans-
formation Project in Mazandaran Educational Hospitals, Iran. Journal Of Mazandaran University Of Medical Science.
2016;26(136):190-5.

Abdollahi E FS, Hajian Motlag N, Abdollahi S. Satisfaction Rate Of Patients Admitted To Hospital's Emergency Rooms
In Savojbolagh.Alborz University. Medical Journal 2015;3(3):176-83.

Azizi K, Mood M, Mazdaki A. Identifying and prioritizing factors affecting patient's satisfaction of health centers ser-
vices of Iran University of Medical Sciences: a hybrid multiple criteria decision making approach. Journal of Health
Administration 2015;18(60):90-104.

Soleimanpour H QC, Salari Lak Sh,Raoofi P,Rajaei Qafouri R,Pouraqaei M, Soleimanpour Factors Affecting The Satis-
faction Of Patient Referred To Imam Khomeini Hospital Emergency Roomin Tabriz,IranUrima Medical Journal.
2011;23(1):22-31.

Noor Alnessa R RS, Moradi S,Rezaeian Z. Study Of Patient Satisfaction Of General Physician: A Cross-Sectional Study.
Medical Ethics Journal 2012;22(6):161-84.

Tavan H MR, Alimardani O, Sayadi F, Borgi M. Satisfaction With Health Reform Plan From Patients’ And Their Accom-
panimentin Shahidmostafa Khomeini Hospital Of llamin 2015. Nursing Of The Vulnerable Journal. 2016;2(5):27-39.

Table 1: The average of patients’ satisfaction in gamut of measurement before and after minster of change design in the

health system

Before Health System .
Measurement gamut Transformation Plan After Health System Transformation Plan P-Value
Standards deviation + average Standards deviation + average
Beginnings of 35 +/3.65 3.98 +0.43 <0.001
Entrance to Admission
Nursing Services in 3.55 + 0.42 3.90+0.55 <0.001
the ward
Public and Welfare 3.59 + 0.41 3.84 +057 <0.001
Services in the ward
Physician in the ward 3.74+£0.45 4.05+0.61 <0.001
Administrative and Fi- 3.41+0.34 3.71+045 <0.001
nancial Units

Table 2. The mean patients’ satisfaction from Health System Transformation Plan in terms of covered insurance type

Insurance type Standards deviation + average F test statistics | P-Value
Social Security Insurance 0.47 £ 0.06
Health Insurance 0.32£0.04
Armed Forces Insurance 0.24 £0.12
Emdad Imam Khomeini Committee 0.27 £0.08 0.717 0.013
Free Insurance 0.40 £ 0.19
Others 0.43£0.03




Hamed Asgari et al, 2017

Pharmacophore, 8(6S) 2017, e-1173554, Pages 6

® Administrative and Financial Units
Public and Welfare Services in the ward

® Beginnings of Entrance to Admission

0.5 1
=
o}
£
=
0

¥ Physician in the ward
= Nursing Services in the ward

Surgery Special Cares Internal

Ward

Emergency

Clinics

Diagram 1:The average of patients' satisfaction dimensions from
Health System Transformation Plan separate from ward

Table 3. Assessment of relation of patients' satisfaction with bedridden duration after administration of change de-

sign in the health system

Duration of Stay Standards deviation * average | F statistics test | P-Value
Less than 3 days 0.32+0.03

3 to 6 days 0.37+£0.04 2.452 0.038
More than 6 days 0.50 £ 0.08




