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Patient satisfaction with the quality of outpatient care

Tengiz Verulava, Zurab Kikvidze

Abstract

Background: Patient satisfaction is one of the significant quality indicators attracting great
attention in developed countries. The 2009 recommendations of the World Health Organization
mentioned the quality indicator as a necessary component for the development of the quality of
medical care in our country. The present research project was designed in order to establish how
satisfied patients are with outpatient care. Methodology: The tenets of the research are based on
the survey conducted protecting the patients’ anonymity. The questionnaire was designed in
order to identify patients’ views and opinions about shortcomings and advantages of outpatient
care. Study of patients’ opinions and attitudes enabled us to discuss the occurring problems in
outpatient care. In the questionnaire, patient satisfaction is presented as a dependent variable. In
addition, the questionnaire reflects patients’ attitude to such aspects of outpatient care as
registration office, waiting, attitude of the medical staff, availability of various medical services,
patient’s expenses. Result: The results of the investigation demonstrated that pre-consultation
waiting and patient’s expenses are among negative aspects of satisfaction. The rest of the criteria

were assessed positively.

Key words: quality of medical care, patients’ satisfaction, outpatient service
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