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Abstract

Aims: The patients’ viewpoint is as important as that of managers and planners of health system in promoting
the quality of treatment services. The present study was conducted to investigate hospitalized patients’
satisfaction from the hospital services in 6 military hospitals located in different parts of the country.

Methods: In this descriptive cross-sectional study, 696 hospitalized patients were selected from 6 military
hospitals located in different parts of country (116 patients from each hospital), using random sampling method
from July to September 2001. After the release, a checklist containing personal demographic information and a
questionnaire determining the patients’ satisfaction level from hospital services were completed for all patients.
Answers were designed in Likert 5-point scale of “completely dissatisfied” (1 point) to “completely satisfied”
(Spoints). At the final analysis, the point 3 and the lower were considered as dissatisfaction and more than 3 as
satisfaction from services. Data were analyzed using descriptive statistics and chi square test.

Results: 684 patients (98.2%) of referred patients were satisfied with the hospital services. Patients’ satisfaction
from hospital services had statistically significant difference in different parts (p=0.013). The most number of
“dissatisfied” and “completely dissatisfied” were related to welfare facilities and the least number was related to
medical services.

Conclusion: Bedridden patients have a desirable satisfaction from military hospitals’ services. Managers need to
pay special attention to the reform of administrative processes and development of insurance services beside the
acceptable medical and nursing services.

Keywords: Satisfaction, Hospitalized Patients, Hospital Services

g 03luwd ad_amer_heli@yahoo.com lis 4 LU cwlss s plas .oy g pole tas !z gt 0dkuy s
MAYIVY dllio o pde AME/NF :allio el


http://www.nitropdf.com/
http://www.sid.ir

LR 9 Lipud! pl (gage VoY

secold) (bl e 53 ol nl 53 g3asie lllae eyl 5l i
S Lol 1 Lol sl o plosl Sloys less all 0956 3l ol ylows
ddate liej Jalgs j) Slie 5 gied iz o oolon culs)
O Y] sl hlags b g oolatil eloza] ( Sim b og0,3
4 paie (ol pl )3 edbploml Gldlas el 4] 4 dngi L o [V4
o oSl oo o ol (e (clbodgions g ol o
SV ¥ Jodg Sloyd lodd )l 6956 350 43 ¢ oldlya bl
ol adly Jiday |y (Jslate jlaws slaadl 4 [YO YF SV oYY
2 Ohles o8> & obcawnd jolaieds dusy oo iy aud op s
w3 Sldles pll (ol ul 5 Sloyy Gless wll 6956 5,90
Sheuld) (owyp Bun b pols ddllas b o )9 Sy
Olslon (o ) (Sl loy ©less byl 0520 1 (g ilaw

by,

3 S Ohlen 3 (Ahaile — oy (o) 4yl adle
WWAS olo 190,05 b 55 5| 598 Cilie bl 3 polls ks logs
dnol> diged @20 (el Jgo 8 jl ookl b wiged poes a3 plogl
<=/ b bl als yo gols & a3 by s Z7(1-0</2)P(1-P)/d’
Eg0e 53 g slow WE oyl jlows o 5105 s p=742e g d=/0) -
99988 e Ll I bl 35507 ) (ollas (sl liwlons (e
S ol dolas O gods wldjad 5 olhles e | adigel
390 Ol o jl a3 Jolpe plol 5l Gy c0ad OBl ol Lo
Ty 9395 By Jl g JBAS s las a8)S 15 anlas
B gy s ey Jold ylogs s SleMbl gl
aslllas 550 (i jlons 53 (5 ytun Al cdan 95 (o Mpuacd o
byl 5l aecols, @a.w O d.cbu,w»)a el LA3D god Jmfv
JooSS hlony (sole3 (sl cliwjlony 3 gyt Job 5> wlois
s olew lalen ¢ Slilon losd I ise y3 & olos] jlas
(Wi Sloss b g pe Vgt wiisly e85 olysl aulyé )
b JeeSS e lalyen J (S ) Ken L ylulus o pas
(g Vo) (Sdp loss dlas A 13 (g5t ol jlow o8
Candg o Jlgi 10) (i 3598 2 o Jlgiw 1V) ()b p Sloss
$) Uiy loss o Jlgts VF) Lo, UISel o Jlstoo 1) aydis
B i)l 290 (Jlgw ¥) sl o (Jlgw V) a5 o Sl
(0305 V) "ol )b MalS™ 51 ol 5,8 poliia ,3 langwly b S
2 o3 G Aty ol s b (5505 8) "ol MolS™
b ol bl (alyy Sl oo g 48,5 5113 90l 350 ]
IY8] ol 8,3 )18 005 5590 72 liebol oy

Vol. 12, No. 2, Summer 2010

o

oo

S 0650 0ALS (sl Jole oy pieto clas pl lanaste ¢l s
sl Slllas )3 g2y ol b b Cogmine (B gy Sl B
CoMs Sloss )l GlaSusT 350 13 )l jlows (soBad 4 ax o5
oy g dyg0 «lodd ) cuaS il ege edld lgica
olBun b cusl (Sew o> &S Slylas .l 48 )3 118 lddsce
aewd 5 ol bl olate s b clate Ceodlw gl haasis
S g cutS @)l g o)l slp (glodiS pu (as Ll
gadge cpl [V ¥ O] cawl el adlil wwld sausayl)
wlyl 0920 3l ljlows gecolsy &S sl a4l Couoal (glojluila
IS plasd wwablage Sl lojle oW I cwodlw closs
Skl g [F] eas aslis cleas al)l cuas sl
oS (e ol (it J S lyisar pe8l ol ol
L8] casl g5k BB oM lods cunsS

Syt o eaie ol )3 adllae co sl S oy il jl (S
2 Slesd al)l Coass 5550 50 hlew 0B s il 4o
Slosd @l (grieculd) paw (ow) oo Slodise] 5l (Gl o
lgieds g0 5l (63l 53 5 0381w stul (sail B (glo )90
asly 933 4 JIS adie Jeod 4 prle (MBS e
Sy e 3 Ol w5l hlew (il () 23980
SleMb ol Wlgv o Codlo lods &l o9z I )l jlows o803
G lotd )l Calises gladis cutS 350 40 uenl b
1 lew colsy a8 Wleoly i Calisee Clalllae (slaasdly .asl
365 500 (gaw jl g VY V] odg Sloyd Sy (S5 oo
Jsb > hlen G sl 5 oyss oS s ol
L e bl ol g | o5 Jliser > 5 gl
5 ol by Jl e o el Closs B4l
apej p Joghe glatsly 4 pbws 5 by (ladiog
W Sloy Glosd wlilosou 5l ol ilaw colsy Jlisa oM
(838 e alie gladie) » Clad 4l cuas 5l Lasls
e plysa Wlg o o] b)) el el (SSS 5 Slojle

D] asl Sl cless al)l i

IWAR leasl oY o Lol AY 090


http://www.nitropdf.com/
http://www.sid.ir

V¥V Sloas alyl 1 (ool (sbyylbw )l 5 (6 pimms lilowt (gosocu L) ol5mo

(¥ giz) w3903

o 90 s A > siiecolsy Gilises g Jlslhd (Y Jgua

Yol eSOl ls) g
ol Y sve < s, aags!

V() YYV(Y)  YYE(Ve)  YAQY(FY) YoOY(FY) | S Oloas
VAA(Y) ¥YV(D)  V-AV(IY) YFEL(FY) YVA(YA) (g Liw g Ciless
YYA(Y) 000(0) VFFF(NF)  FEY-(FY) YVAY(YE) o b g 395
YoV(Y) VOY(Y) MYA(M) YOIY(FF) YOMI(YY)  aad Cundg
YY) FYY() \YV\(\\‘) FAVL(FY) YFF(YF) 2, OUIS!
VA(Y) VFB(F)  0-A()Y)  VAAY(FD) NOYA(TY) 4 pdy iless
A-(Y) YAO(F)  VIY(ND)  YEY(FR) AESY(YY)  aud i Oloss
OMY)  WA(F)  YAY(IY)  WYYARY) VYY) gy lwlee

(ol slass 5l5 )18 g dops juilyy 515 slasl)

closs jl adllas 350 ko Culd) pis b colsy IS liee (V Jgoer

g S
PRI A dags )
YY(O/Y) SOR(A¥/V) S 31 Sloss
OF(AY) £E-(VA) Sl Olons
COR(MY) SEL(VR) Oyl 3 3,95
cranil
O (D) FYV(AVD) FEREEFUNPSEN
LPTNES s ot
Iy OA(A/B) SYV(RV/B) b, OUo!
FAMA) SYO(0/Y) o by Olosd
FYAIY) SYY(R-/A) oo 7 Olsd
AY(VW/A) SVF(AY) F) T WES

(cunl slass 5ly )18 g dops juilyy 515 slasl)

Ohlew 7AA 51 i (IS jebody a8y L pols adlllas (slaasdly
iz bl ) (collas (sl Lo ciliseo sy iz 53 (6 yimn
slaie) als ) Slnjlen Sloss Gl cudS g 00 jl )l
@l Candg (hliwy 3)95 p ()l pless ((SSpoles
2l ylblus 5 jad 5 Gledd (o pd Glas () Glss
Glead al)l dilisee gl yise IS w5l (oo ol 50 g
Glosd (Kb lodd alyl egzu | sioculs, ( Slisylow
h @b ppelae aglsl i & (ohliwn 3835 9 5)liw
gdecols) (Sl ety > bae) plo b awlis
Olad als le 1) mbs p sl (glblus Cloas
Candg 5l Coldy (le cpl o Db olad] s 4 Jlusylow
5 oAy Cladd eloned (S (> 3 By Closd 9 415

sl )l)'é uJ.uLZ.u Candg 4D US)JL
‘.,&cl Lol caigoj ol 5> ool s @LJ Olbe M dlnc;slsu

Oblew gaecols, L;lf soby ‘le\ sl g 3> 0D ]).>| Olalllas
Vol. 12, No. 2, Summer 2010

A5 plool SPSS 13 158l 5 51 oslital U (o)l Ll 5 4355
5 IS D)got gaecols) calise ol (i Slgl)8 g gl
LgiL.u))Lo.u Sledd alisee dl.mui:éq 3 <$ 2 dl)% Sy
o dugliio jslaiody a5 )l Slol ) Jglix 5l oolial b 5 apwloes
Ol dilie o yisy al)l egos I olhlen saecols,
9 U;o‘) 09; 9) JEl I)la.u cLbua,OU )I ggo ).Da JEl cdl.wu)[o.u
glf O )gody @Ml«s loss 4yl ;| C'»..to) 0‘9&44. Vil e s
aleg p3 oAb w8)S sl 5 dallhae 3590 sla it Sl S 2 0 4
o Slas Gl egms I Jhley cols, Jlglyd awslie 4ly
ool ‘5‘5 )93.2:" O’o)'-‘ )'| LSJL.«»)‘.M Slesd Calises LSL“’ W3

=W
() Jgin) L5395 Jalie (ZAY) 185 05F 93 yo lndiges 5| (/0+) 15 YFA

S )3 (6 iy Al 5 dony by (Kbl S 900 sla S (Y Jgua

axlllas Cox
Aoy Slglyé pUes¥)
g TEA 3y
I\ YYA o) T
YA AW YO 5l S
72 YA TO LYo
Lw .
WA £ LYo () e
Y4 Y.y £ 5 YL
YA WO eboial,
Mo
1 Y. ol c
v\ N iz el
AN e 1o .
JA J.MS ..” .5
4 AYTY 30
ay Yo 3l .
Ao | i)
¥ Y 56 w o
oy Yvs 3y s
~ A
o N G S

Ot 9 Golules dhe & byype JolS Cold) e o pieS
LA lie 29 Ol g )55 5 4 bgiye Jol ol Gl
s ol 5| s 6 sine oy oald) ISl a5 LlS

(Y Jga2) 25
Gy Blod 1 ¢ Sl jlog calisee closd @yl 0950 dunlio
225 )15 polie slue 2 (LB 9 (231 (IS 09,5 93 53 olilew
ol BT i e ot 4l)] glaise 5l Sy
(FANIY) 425 SAF ool cpl o (p=2/oVY) ol L 1y (o)l no
old, lebl Sl Sloss 4]yl 095 | ggeme )3 ladiges
AR il ¥ o louds Y 0,90


http://www.nitropdf.com/
http://www.sid.ir

Lo 9 Lipudl pl (gugo 1o

ygo poS (pIRE She b auglie ) (ol glaglislon
i olss GUS)I 1) bl oy (il &2 oo el g 85
sl 9 (63,8 (rad Gla Sy ) ol (plpls fuied e
o b 53l aalan (slasly s Jle ) canl (S o
oo 098 duypo Jlaidy ol 2 ogdle abl alte Cllllas
> U g (2 5 ol laglisslog 2 0SB Jgol 5 2558
Jole ol & e |y oatdly )5 gl oS sl (K05 5| gliza
S G

Oy o W3 LSyl adllae @ls )3 b cggorme 5
2 Sy Olo bawgs 0ad ()55 gaiecols) (IS O g0
st 2090 oS Cand 93 )3 1) )9S s oollas (slybs Lo
o Sy Job )0 Sless wlyl 650 &y @uls Jol isw b )8
s (Sl Slosd plody pgd is g a5 olej U o pd ]
9 ol @l » Job b oo pelaidl gylulus 5 a5
o hles (s ianld) oo o 35l o ST b i
ool gl g3 i ol ol 51 Jgl i 5 02 41
i oliia Sldllan b b dulio 13 adllao ) slaaidl, 4o 5]
Fegley loss al)l glayise el 1y olhle i <ol
slan 3 lllas o 5 bl am3 e i sl ot alas
s ! aleas alyl 5l Ghlen yde ouls,b ol adllas
o ok all Sleyy Glesd b awslis d (g)lulus g jad s
S oisu ol dwsy oo Jlasdy VY ] conl o ool lis (g e
OloygiS” Ghles kol (gloasacs I joim o9yl ¢ Sloyy Closs
el & lol 1l (0 039 4295 Aol 5 00 gumo
S5 O3 9 sl Jood (2l 4 e g )low a4 il j) 30
5 Sl (oo 395 00 (53] 159 (Sl JSS g plosl Jlde 5>
sstody Sloyy loss lyl (slaugp 53 )bl slaaz]
sy g S Pl Gsyy > ale x5 Ll
Sy J A8 S8 Jad ol ot g BB Gt Ollon
b sl W (lpl )3 Ao Cato S 3929 b 503
b Sl o mrew Gl Gl L 5 Ao ©lods gy
ablogs 5l hles (ulo)b JSie 28) )3 canl Se ¢ Slop
Do &8lg yge ¢ Sloyd She 10 (g llus Closs

Wbyl ey osd pbul Gladllas dgixe | uils aslllas
Gl ol Slojlen wlesd 4l 51 ol gdiecols,

SxS89es 9 Sy Shlon (s JB oo ooy 2 5]
adlles Coto (glo Shg il Gl ) ol cilize bl 5l e
sl 0 G50 5] badgaoms bl 2905 S5 5l
s obisslen 50 g hlew grecols, ddllas oyl > &S
con p3 oS (b cplply g 4B)S )15 adllae 390 (ollas
o S & pross JB adlllas (o) olis crd o3 s JuaiSes
0B izmed Cowd lpl 50 oleyd g Cubligs Gloss saiSal)|

Vol. 12, No. 2, Summer 2010

Olaeds ilodged 55135 Callas 1) Jloyd closd aylyl 0gou
Ohlew (sdiouldy e (w )y jelaieds onds ploul lallas ¢ Jlio
S5 VAT 530 Q¥ | ey IS alsy o it YY) (958
Ghoculs) Glie 50 Olalllas (S 0 wexg cpl b lodged
Sl et Slllas b ol allas gl aulis ke
2 e0lnl ol bl )3 6yt oo ylin gaiecyls)
ol 0ss addllas g Sloyd STy plus b auglds
hecold) Glise b bl 53 ety (gt )3 e 03 (S5
adlllas zuls b bl yors eSSl 3gmg b amd oo LS 1) Sglie s
@ oxd all gl 5 (S Slass I len culs) G5l
Y001 (3)155 780 pM] (2l (i la 53 (gt o o
3 olost staaldy (e ool o 3 osplos] asllas Lo
a4 &S W] AS o S350 ) by 5 (S Sloss
o)l pols asdllas 4 sselcnsas gl 5 gogladl Lol
A e o g Slwlen clss ple b odaly > gaoge
Cymdy g 6y Clod ) phlan ol (Jle Glyica
Oleol 9 [YO] 1 55 ouds 1a) lllas 5l 6 po jo slaviss
wed i oyl ol odel Cavday L0+ g Ae L.»,m e gy VY]
Ao ¢ 598 dxlllas 53 3l ol guls pSauin gy I\ By
dob 2 sladis 5 (2l) Closs aiej 3 ol adlas slaaidly
B o s Sbas Joglhs Caxdy Sl gt
sl joSde dalllas g3 yo &y Connd (pollas (gl yliaw lass

waliee Glalllas I Jols slaaidl g BB Goles puusg )
STy 33 Sl jlog Slosd al)l o950 )3 39350 slacsglas 5l ansiS
Slalllas e gl glas Jle 51 (S glad joboay & iliseo Loy
bl scal by byl i ol ol s Lol 5 39 cilise
S 18 s dy50 Wb o Ty ()00 LYty e e
dg.l)l 06950 )'| OI)L&g d.\h&gl‘é) &S Wlossae u)\ » u‘.n.nm
g oy i ) (63,8 dasite Jolge 13U cov  Jleyd wless
Ohlew (sleinl 5 (golaidl ( Ko ,8 ¢ wased OMuass pdaw
Shecols) gaw o)y e Sl )lpl 54 pren
Soadl, Jpa> 4 e Sy 35U Ollas 3 )l
Jole Olgisas oot & (6)%05 e Jelgs 1 (S 9 (Slate
P Nlg e ety Ol plo g adlllas cpl I Lol @l )5 S

390 ol (glo il 53 6yt o sl adllas )3 &S]

4 oges Slale o bl 1 oslas E L)

IWAR leasl oY o Lol AY 0,90


http://www.nitropdf.com/
http://www.sid.ir

140 whos alyl 51 (ool sl yliw jlons 53 (g i 3l Hlomt (sl ) e

9-Jha AK, Orav EJ, Zheng J, Epstein AM. Patients' perception
of hospital care in the United States. N Engl J Med.
2008;359(18):1921-31.

10- Tokunaga J, Imanaka Y, Nobutomo K. Effect of patient
demands on satisfaction with Japanese hospital care. Int J Q
Health Care. 2000;12(5):395-401.

11- Clever SL, Jin L, Levinson W, Meltzer DO. Does doctor-
patient communication affect patient satisfaction with hospital
care? Results of an analysis with a novel instrumental variable.
Health Serv Res. 2008;43(5):1505-19.

12- Ko HH, Zhang H, Telford JJ, Enns R. Factors influencing
patient satisfaction when undergoing endoscopic procedures.
Gastrointest Endosc. 2009;69(4):883-91.

13- Malik AM, Teles JP. Hospitals and quality programs in the
state of Sao Paulo. RAE. 2001;41(3):51-9.

14- Sullivan M. The new subjective medicine: Taking the
patient's point of view on health care and health. Soc Sci Med.
2003;56(7):1595-604.

15- Wroth TH, Pathman DE. Primary medication adherence in
a rural population: The role of the patient-physician
relationship and satisfaction with care. J] Am Board Fam Med.
2006;19:478-86.

16- Kurpas D, Steciwko A. Patient satisfaction as the main
indicator of primary care quality. Przegl Lek.
2005;62(12):1546-51.

17- Wikehult B, Ekselius L, Gerdin B, Willebrand M.
Prediction of patient satisfaction with care one year after burn.
Burns. 2008;35(2):194-200.

18- Davis SL, Adams-Greenly M. Integrating patient
satisfaction with a quality improvement program. J Nurs Adm.
1994;24(12):28-31.

19- Coll E, Thomas L, Bond S. A study to determine patient
satisfaction with nursing care. Nurs Stand. 1996;10(52):34-8.
20- Hajiyan K. Satisfaction of patients admitted from the
delivery of services and treatment in Shahid Beheshti hospital,
Babol. Babol Univ Med Sci J. 2007;9(2):51-60. [Persian]
21- Masoud SA, Taghizadeh M, Atharizadeh M. Evaluation of
satisfaction of patients discharged from hospital in Shahid
Beheshti hospital, Kashan. Teb Tazkiye. 2003;1(48):22-6.
[Persian]

22- Shaykhi MR, Javadi A. Satisfaction of the service in
provides health education centers, Qazvin. Qazvin Univ Med
Sci J. 2003;7(4):62-9. [Persian]

23- Zolfaghari A, Ovays S, Adibi A, Akbari P. How do control
the quality of patient satisfaction in hospitals providing care to
use? Teb Tazkiye. 2005;14(2):35-43. [Persian]

24- Bahrampour A, Zolala F. Patient satisfaction and related
factors in Kerman hospitals. East Mediter Health J. 2005;11(5-
6):905-11.

25- Azimi A, Akbarzadeh K. Review of patient satisfaction of
services provided in hospitals in Ilam. Ilam Univ Med Sci J.
2004;3(45):10-6. [Persian]

26- Ameriyoun A, Ebrahiminiya M, Karimi-Zarchi AA,
Tavaffoghi S, Zaboli R, Rafati H, et al. Patient satisfaction in
hospital and referred to a military hospital. Mil Med.
2009;11(1):37-44. [Persian]

Vol. 12, No. 2, Summer 2010

A5 oo ookl Lsloinl o Shy (isu 5 oMb
5 Solor £ 5 @Ml a8 Il 1 g ibale sal)> lje  Jis

Gy slrely 51 28T pie 5 axslye 3)90  Sliwylew Lisu
alllas sl il gl ales §1 e |y Slialen 5 lyles

cpols ddllle glaabl Wl (gly 20 0 dpiuiny Dy pb pols
D9 1yl oanl ) claldlie Slalllas

S S Aol
2 el slaybilow > Sleas Gl ) gyt ohlew cols,

ULS)K Ja.wy Slons 4)‘)‘ 0450 ..))I.) )I)_‘B u.s}l]a.o @a.w 50 ‘ul)"
Jsar ) e cale) cuynin (ohby 9 O83) Sl
Sl b R o )3 g den by G Sl Gl P
bl @ dag (e &5 cul gladsye 03 jl gyt Ghlen

Dyl Slbiwylew Sloss |

&l
1- Joosten EAG, DeFuentes-Merillas L, Weert GH, Sensky T,
Staak CPF. Systematic review of the effects of shared
decision-making on patient satisfaction, treatment adherence
and health status. Psychother Psychosom. 2008;77:219-26.
2- Hendriks AA, Vrielink MR, Smets EM, Haes JC. Improving
the assessment of patients’ satisfaction with hospital care. Med
Care. 2001;39:270-83.
3- Barr JK, Giannotti TE, Sofaer S, Duquette CE, Waters WJ,
Petrillo MK. Using public reports of patient satisfaction for
hospital quality improvement. Health Serv Res.
2006;41(3):663-82.
4- Shaw CD, Kalo I. A background for national quality
policies in health systems. Copenhagen: WHO; 2002.
5- Gonzdlez N, Quintana JM, Bilbao A, Escobar A, AizpuruF,
Thompson A, et al. Development and validation of an in
patient satisfaction questionnaire. Int J Q Health Care.
2005;17(6):465-72.
6- Labarere J, Francois P, Auquier P, Robert C, Fourny M.
Development of a French inpatient satisfaction questionnaire.
Int J Q Health Care. 2001;13(2):99-108.
7- Matis GK, Birbilis TA, Chrysou OI. Patient satisfaction
questionnaire and quality achievement in hospital care: The
case of a Greek public university hospital. Health Serv Manage
Res. 2009;22:191-6.
8- Quintana JM, Gonzalez N, Bilbao A, Aizpuru F, Escobar A,
Esteban C, et al. Predictors of patient satisfaction with hospital
health care. BMC Health Serv Res. 2006;6:102-7.

IWAR leasl oY o Lol AY 0,90


http://www.nitropdf.com/
http://www.sid.ir

