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INTRODUCTION 

Outpatient department (OPD) is termed as “Shop-Window 

of the Hospital”.1 Patient satisfaction is one of the 

important goals of any health system.2 It depends on many 

factors such as: quality of clinical services provided, 

availability of medicine, behavior of doctors, cost of 

services, hospital infrastructure, physical comfort, 

emotional support, and respect for patient preferences. 

Mismatch between patient expectation and the service 

received is related to decreased satisfaction. So, assessing 

patient perspectives gives them a voice, which can make 

public health services more responsive to people's needs 

and expectations.3 Other factors also have been shown to 

influence patient’s satisfaction with health care services 

which include patient’s socio-demographic characters, 

physical health status, patient’s personal understanding 

and expectations from various health care services. The 

general physical appearance of the hospital, as well as the 

general environment of the premises, also influences the 

overall satisfaction of the client.4 

Healthcare service quality depends on personal factors of 

the healthcare service provider and the patient and factors 

pertaining to the healthcare organization and broader 

environment. Differences in internal and external factors 

such as availability of resources and collaboration and 

cooperation among providers affect the quality of care and 

patient outcomes.5 

ABSTRACT 

 

Background: Outpatient department (OPD) is that section of the hospital which is staffed and equipped to provide 

diagnostic, therapeutic and rehabilitative care to those patients who are not registered as inpatients while receiving the 

services during scheduled working hours. Objective of the study was to assess the patient satisfaction level with OPD 

services in a tertiary-care hospital of Jammu region.  

Methods: A cross-sectional study was conducted among patients visiting the OPD of the SMGS hospital GMC Jammu 

from January to March 2023. Exit interviews were conducted using a semi-structured questionnaire among patients 

availing the services from OPD.  

Results: Average percentage of total satisfaction score among sampled OPD patients has come out to be 68.13% 

whereas total average dissatisfaction score was 20.87% and the total average mild dissatisfaction score as 11.00%.  

Conclusions: This study suggests that patients were satisfied to a larger extent with OPD services except a few which 

are least satisfied especially with waiting time at registration counter.  
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Objectives 

Objective of the study was to assess the level of patient 

satisfaction with OPD services in a tertiary-care hospital in 

Jammu city of Union Territory (UT) of Jammu and 

Kashmir (J&K), India. 

METHODS 

The present cross-sectional study on patient satisfaction 

was conducted among patients who were availing OPD 

services in a tertiary care teaching hospital in Jammu city 

of J&K, India. The tertiary care teaching hospital has four 

OPD blocks viz., dermatology, obstetrics and gynaecology, 

ear nose and throat (ENT) and paediatrics. The study 

period was three months from 01 January 2023 to 31 

March 2023.  

The study was conducted four days in a week and a 

minimum of 20 patients were interviewed on a daily basis. 

Thus a total of 1040 patients were registered during the 

study period. Due permission was sought from institutional 

ethical committee (IEC) GMC Jammu before the conduct 

of the present study. After availing the OPD services the 

patients were approached and informed about the purpose 

of the study. Those willing to respond were interviewed 

after taking the informed written consent. The patients 

were administered, a pre-structured questionnaire after 

obtaining socio-demographic information from study 

subjects. Information was sought about following 

parameters i.e., cleanliness, doctors behaviour, staff 

behaviour, public utility services and waiting time. The 

answer was captured on a Likert scale (1-dissatisafied, 2-

mild satisfied, 3-satisfied) and the score was used to 

calculate the overall satisfaction. 

Inclusion criteria 

All the adult persons who were attending the OPD and 

willing to participate in the study were included whereas 

in case of children their parents were included. 

Exclusion criteria 

Patients who were advised admission after OPD 

consultation and were in need of immediate health care 

were excluded. 

Data analysis 

The data collected was entered into the excel sheet and was 

represented as ratios and proportions. Responses about 

satisfaction from the respondents were categorized on the 

basis of Likert scale with 1 indicating lowest satisfaction 

score and being “dissatisfied”, 2 indicating the “mild 

satisfaction”, however 3 indicating the highest satisfaction 

score and being “satisfied”. 

RESULTS 

Table 1 represents total OPD patients registered in the 

months of January, February and March 2023. 

Gyneacology OPD recorded a total of 30439 patients, 

while dermatology recorded 19392 patients in these three 

months.  

Table 1: Data of OPD patients (new and follow-up) registered during 3-month study-period.  

Month 

Gynaecology Paediatrics ENT Dermatology Grand total 

New 
Follow 

up 
Total New 

Follow 

up 
Total New 

Follow-

up 
Total New 

Follow 

up 
Total  

January 

2023 
6112 2880 8992 5619 1938 7557 4359 1121 5480 5423 938 6361 28390 

February 

2023 
6750 4573 11323 8577 1516 10093 5459 646 6105 6582 384 6966 34487 

March 

2023 
7359 2765 10124 6416 1605 8021 4305 1077 5382 4852 1213 6065 29592 

Total 20221 10218 30439 20612 5059 25671 14123 2844 16967 16857 2535 19392 92469 

Table 2: Socio-demographic profile of sampled patients (n=1040). 

Characteristics Number (n=1040) Percentage (%) 

Gender   

Male 406 39 

Female 634 61 

Marital status   

Married 582 56 

Unmarried 458 44 

Dwelling   

Urban 395 38 

Rural 645 62 

Continued. 
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Characteristics Number (n=1040) Percentage (%) 

Literacy   

Illiterate 218 21 

Literate 822 79 

Socio-economic status   

Very Poor 187 18 

Poor 302 29 

Average 374 36 

Rich 177 17 

Clinical specialty   

Gynaecology obstetrics 447 43 

Paediatrics 281 27 

ENT 125 12 

Dermatology 187 18 

Hospital visit   

First  447 43 

Frequent 593 57 

Table 3: Score values of sampled patients (n=1040) availing outpatient department services at SMGS hospital 

Jammu.  

S. 

no. 
Characteristics 

Number (n=1040)/(%) 

Dissatisfied 

(score-1) 

Mildly dissatisfied 

(score-2) 

Satisfied 

(score-3) 

1 Awaited for registration in long queue 824 (79.22) 111 (10.64) 105 (10.14) 

2 Attitude and behaviour of registration counter staff 837 (80.47) 104 (10.05) 99 (9.48) 

3 Speedy disposal of registration process 848 (81.57) 88 (8.43) 104 (10.00) 

4 Refreshment counters in waiting area 88 (8.50) 137 (13.17) 815 (78.33) 

5 Availability of fan and electricity in waiting area 70 (6.73) 105 (10.12) 865 (83.15) 

6 Sufficient seating arrangement in waiting area 96 (9.22) 115 (11.02) 829 (79.76) 

7 Availability of clean drinking water 87 (8.32) 115 (11.09) 838 (80.59) 

8 Presence of skilled and competent doctors 105 (10.14) 122 (11.70) 813 (78.16) 

9 Availability of comfortable examination room 82 (7.82) 105 (10.12) 853 (82.06) 

10 Attitude of attending staff and doctors 85 (8.11) 113 (10.90) 843 (80.99) 

11 Empathy towards your problem shown by doctors 66 (6.29) 144 (13.89) 830 (79.82) 

12 Cleanliness of entire floor area 80 (7.66) 115 (11.10) 845 (81.24) 

13 Examination by doctors in privacy conditions 105 (10.14) 114 (10.96) 821 (78.90) 

14 Availability of free medicines at dispensary 95 (9.13) 109 (10.45) 836 (80.42) 

15 Clean and hygienic condition of bathrooms 79 (7.62) 107 (10.27) 854 (82.11) 

16 Planning to re-visit this hospital again  68 (6.55) 126 (12.15) 846 (81.30) 

17 Recommending to all nears and dears for visiting again 86 (8.23) 115 (11.04) 839 (80.73) 

Average mean score values 217 (20.87) 114 (11.00) 709 (68.13) 

Among the 1040 sampled patients at SMGS Hospital in 

Jammu majority (61%) were female and more than half 

(56%) were married. Two third (62%) belongs to rural area 

and majority (79%) were literate, while (43%) were 

visiting the hospital for the first time (Table 2). 

Table 3 represents levels of satisfaction among 

respondents regarding various parameters while availing 

services from OPD. 

Figure 1 shows the average percentage of total satisfaction 

score reached 68.13% with a corresponding mild 

dissatisfaction score of 11.00%, while the average 

percentage of total dissatisfaction score stood at 20.87%. 

 

Figure 1: The average percentage of total satisfaction 

score. 
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DISCUSSION 

Quality in healthcare is a product of cooperation between 

the patient and the healthcare provider in a supportive 

environment. Healthcare service quality depends on 

personal factors of the healthcare service provider and the 

patient and factors pertaining to the healthcare 

organization and broader environment. Differences in 

internal and external factors such as availability of 

resources and collaboration and cooperation among 

providers affect the quality of care and patient outcomes.5 

The results of the present study revealed 68.13% as total 

satisfaction score which was more or less in agreement 

with that reports by Kulkarni et al.6 A similar study was 

conducted in outpatient department in a tertiary care 

teaching hospital, AIIMS, Bhubaneswar 84% of patients 

are satisfied with the cleanliness of the OPD.7 However in 

contrast, Jawahar et al in their study reported a higher rate 

of satisfaction (95%) with the services offered in the OPD 

of the concerned hospital.1 

Patients were satisfied with the time given for discussion 

with consultant doctor and doctor's explanation about the 

treatment as well as procedures that would be done; 

thereby clearing their doubts and 80.99% of patients had 

full confidence and trust upon the consultant. Patient 

satisfaction is a key important parameter for evaluating the 

quality of patient care services being delivered by Health 

care organization. Satisfaction regarding the attitude of 

providers towards these services is expected to affect 

treatment outcome and prognosis. Patient satisfaction is 

thus, a multidimensional concept and a subjective 

phenomenon that is related to patient expectation and 

perception.8 During the present study, a variety of reasons 

were found to be responsible for the sense of satisfaction 

among the respondents. The most important factors 

regarding satisfaction in the present study were good 

doctor behavior, availability of medicines, cleanliness in 

the hospital premises and provision of clean drinking water 

in each of the four OPD areas. Further analysis of results 

revealed that amenities like fan and electricity, availability 

of refreshment counters besides comfortable seating 

arrangements in the OPD waiting area were among other 

reasons for a high satisfaction rate among the respondents 

in the present study. 

Good signage system and easy accessibility provide a good 

image for the health institution but satisfaction was found 

to be lower regarding staff behavior and waiting time in 

OPD. Since SMGS hospital is a tertiary care hospital and 

caters to all the district of Jammu province, the queues in 

the OPDs are usually too long and hence the prolonged 

waiting time for patients. 

In this study, 81.24% of the patients were satisfied with the 

cleanliness of the OPD, however 11.10% of patients 

expressed further need to improve the cleanliness of OPDs 

and 7.66% of the patients expressed that the OPD areas 

were not cleaned properly. The better cleanliness could be 

due to sufficient and trained class IV staff in hospital. A 

similar study was conducted in outpatient department of 

tertiary care hospital, Jabalpur, Madhya Pradesh, India 

which indicated that 70% of patients are satisfied with the 

cleanliness of the OPD.9  

Another similar study was conducted in outpatient 

department measuring OPD patient satisfaction with 

different service delivery aspects at public hospitals in 

Pakistan, findings confirmed that services provided by 

doctors and nurses emerged to be significant factors that 

influence patient satisfaction with healthcare service 

delivery in Pakistan.10 

The present study shows a low level of satisfaction 

regarding Waiting time, however there is high level of 

satisfaction in cleanliness, doctor's behavior, staff behavior 

and public utility services. 

Limitations 

As the study is being conducted in only one hospital with 

limited number of OPDs, generalization of the study 

finding was limited. Period of time is limited for the study 

project.  

CONCLUSION  

Overall study showed that the patients are satisfied with 

OPD services obtained from this tertiary care SMGS 

hospital Jammu. OPD services in a hospital need to be 

improved by getting patient feedback and reducing the 

waiting time. The study found that patients are satisfied 

with doctor's behavior, Public utility services and 

cleanliness but however patients are least satisfied with 

waiting time at registration counter. The findings of the 

study will help us to educate the staff about improving their 

behavior and registration which will go a long way to 

develop a consistent relationship between the providers 

and the beneficiaries. 
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