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Abstract

In healthcare management, the efficiency of hospital operations is largely
determined by the performance of frontline staff. The reception and registration
desk represents the “face” of the clinic and serves as the initial point of contact
with patients, where the first impressions and foundational trust in the healthcare
institution are formed. The relevance of this topic is grounded in the fact that
inadequate incentive systems, or systems based exclusively on quantitative
performance indicators, contribute to increased staff turnover, operational
inaccuracies, and occupational burnout, ultimately resulting in a decline in the

quality of patient care.

The primary objective of this study was to comprehensively evaluate job
satisfaction, intrinsic motivation, and perceptions of existing incentive
mechanisms among registration personnel in healthcare facilities in Thbilisi. To
achieve this objective, a quantitative cross-sectional study design was employed.
Registration staff working in clinics across the capital completed a structured and
anonymous questionnaire. Ensuring anonymity was essential in order to minimize
response bias and obtain reliable data reflecting the participants’ genuine
perceptions. The collected data were processed using Microsoft Excel, applying

percentage-based analysis and a 5-point Likert scale.

The findings of the study revealed two contrasting dimensions of employee
perceptions. On the one hand, a pronounced level of financial dissatisfaction was
identified, as the overwhelming majority of respondents reported that their
monthly remuneration does not adequately correspond to their workload and
psychological stress. In addition, current bonus systems were widely perceived as
non-transparent, contributing to a lack of perceived organizational fairness. On
the other hand, a highly positive internal work environment was observed, with

respondents expressing strong appreciation for the support of immediate
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supervisors, verbal recognition, and collegial solidarity in managing difficult or

aggressive patients.

Despite the presence of managerial support, the study confirmed a high level of
emotional burnout among employees, primarily driven by excessive patient flow,
persistent staffing shortages, and frequent technical failures in information
systems. Based on these findings, it is recommended that hospital management
prioritize fair and transparent financial compensation systems, strengthen human
resource capacity at the frontline, improve digital infrastructure, and introduce
greater flexibility in work schedules in order to enhance service quality and

reduce employee turnover.

Keywords: registration personnel, job satisfaction, financial incentives, moral

recognition, professional burnout, healthcare management.



