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ABSTRACT 

Today hospital provides many services for the outpatient or ambulatory patient who 

receive service without spending time in hospital. The beginning of the current century saw the 

outpatient services progressively becoming an integral part of hospital. Hospital provides many 

services for the outpatients and ambulatory patient without spending time in hospital. The 

numbers of outpatient’s visit have recently assumed increased importance because it is a less 

expensive alternative to inpatients. All major players of healthcare area use satisfaction 

information in marketing decision. 

 

I. INTRODUCTION 

 

ROLE OF OUT PATIENT: 

The modern hospital described as – “HOSPITAL an integral part of a social and 

medical organization the function of which is to provide for the population to complete 

healthcare both curative and preventive and whose outpatient services reach out to the 

family and its home environment.”-WHO 

A Hospital’s primary concern is the patient in need of healthcare service. Today 

hospital provides many services for the outpatient or ambulatory patient who receive service 

without spending time in hospital. Outpatient department is the mirror of any hospital, which 

reflects entire image and all the facilities of hospital. 
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Where hospital did not exist, institution called Dispensary run by government, local 

body and other organisation provided outpatient service in the past. The beginning of the 

current century saw the outpatient services progressively becoming an integral part of hospital. 

Hospital provides many services for the outpatients and ambulatory patient without spending 

time in hospital. The numbers of outpatient’s visit have recently assumed increased importance 

because it is a less expensive alternative to inpatients. Patient care is the primary functioning of 

the outpatient department. It also functions as a centre for imparting education to staff as well 

as to patients and visitors. 

In the light of changing role of hospital Alma Atta Declaration (1978) Primary 

healthcare being key to achieve health for all, Outpatient Department has a vital role to extend 

cost effective services uncompressing health promotion, preventive care, early diagnosis and 

treatment. 

Healthcare organizations are operating in an extremely competitive environment, and 

patient satisfaction has become a key to gaining and maintaining market share. All major players 

of healthcare area use satisfaction information in marketing decision. The important interface 

between patient and hospital is outpatient department. 

The primary role of a hospital is patient care. The patient is the ultimate consumer of a 

hospital. Patient satisfaction is one of the yardsticks to measure the success of the services that it 

produces. Patient satisfaction is the real testimony to the efficiency of the hospital 

administration. 

Outpatient Department is a link between organized health system and community. 

Health education is the extramural function, which can be performed by OPD staff. Posters, 

exhibitions, video shows and person-to-person dialogue can be undertaken for this. 

Effective and efficient functioning of the outpatient department has following impact: 

 Prompt relief to patient. 

 Reduce the burden on inpatient services. 

 Reduce the cost of therapy to the hospital. 

 Patient and relative need not run around to different places for different treatment and 

tests. 

 Good quality of services has direct impact on health and community. 

NEED FOR THE STUDY 

Hospital is a service industry to serve the patient as the patient are the ultimate 

consumer of the health care industry. Patient satisfaction is the basic concern of the hospital 

because  satisfying patient is the best marketing personnel of a hospital and satisfied patient is a 

key for success of any hospital. The patient satisfaction has paramount important in ensuring 

better quality of service because ultimately it is the patient who judges the quality and the 

services.                 
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Outpatient department provides quality service to consumer without any difficulties. 

The patient is the ultimate consumer of a hospital to measure the success of a service that it 

produces. In hospital 80% of patient care service including surgery is delivered as outpatient 

service. 

Patient has some expectation when they visit any hospital. These expectations arise from prior 

experiences, word of mouth communication and third party information. The degree to which 

these expectations are fulfilled can be measured. If the fulfilment perceived higher than 

expectation is the satisfaction when the fulfilment is lower than expectation it is lesser the 

satisfaction. 

Feedback from the patient in the form of questionnaires can provide wealth of 

information on what patient perceives, the level of care provided, so that one can recognize the 

service provided strategically.  

Outpatient department creates an impression of hospital on patient’s relatives and user 

who comes along with the patients. This impression must be positive. The memory of the 

patient induced gradually disappears, but patient will remember a staff that love, kind and 

understanding. 

At most of the time patient visit outpatient department in stress and depressed 

condition. It is important to provide and aesthetic atmosphere and care to patient so they can be 

satisfied to the maximum extent. 

FLOW OF THE OUTPTIENT 

       IN                OUT 

                

 

RECEPTION AND ENQUIRY           BILLING 

 

      

     REGISTRATION                       PHARMACY 
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WAITING AREA                         CLINICAL                                   TREATMENT 

       EXAMINATION 

 

                                                                              INVESTIGATION 

STATEMENT OF THE PROBLEM 

 The study helps to find the satisfaction level of the patients in the hospitals. 

 This study gives a good support for improving the performance of employees. 

 This study provides a practical exposure to upgrade our knowledge. 

 The study help to reduce the waiting time of the patient in the outpatient department. 

 

II. OBJECTIVES OF THE STUDY 

 To assess the socio demographic data of patient. 

 To assess the level of the patient satisfaction. 

 To assess the patient care services available at the hospital. 

 To determine the waiting time of the patient and to improve it to a considerable level. 

 To recommend and take suitable steps to increase the services provided at the hospital. 

 To know the patient satisfaction towards facilities availed at the hospital. 

 To know the patient satisfaction towards facilities available at the hospital. 

 

SCOPES OF THE STUDY 

 

 The finding of the study would help the management in improving the quality of the 

patient care based on patient satisfaction and dissatisfaction in outpatient department. 

 This study reveal that high level of patient satisfaction can be assess with the quality of 

service provided by medical staff. 

LIMITATION OF THE STUDY 

 Study is conducted on only 60 patients. 

 Study is conducted only in one hospital. 

 Data is collected based on the convenience of the patient. 

 It is not assured that the responses from all the respondents are true as some of them 

may like to tell the incorrect information. 

 The survey was conducted in a short period as a part of the curriculum. 
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III. RESERCH METHODOLOGY 

Research Design; 

Research Design can be defined as the arrangement of condition for the collection and 

analysis of data in a particular manner that aims to combine relevance in research purpose with 

economy in procedure. 

Types of the study; 

The study is conducted by descriptive method, which is used to describe the level of 

patient satisfaction in outpatient. The data in the study is collected through pre-tested structured 

questionnaires. 

An exit interview of patient or their attendees was done at the time of the patient 

leaving the hospital after receiving the services. The exit interview of the patient was done all 

days of the week. Patient or their attendees were the respondents. The investigators informally 

explained the purpose of the study and obtained the consent from outpatient department. Once 

the respondents understood investigator asked the question to respondents. 

The investigator had an informal talk with the respondents and briefly explained about 

the study, make them comfortable and thanked them for their readiness and cooperation after 

taking the interview. 

Sampling Method; 

Random Sampling; 

Random sampling from a finite population refers to that method of samples selection, 

which gives each possible sample combination an equal probability of being picked off and each 

item in the entire population to have an equal chance of being included in the sample. 

Sample Size; 

The size of the sample selected for study is 60 units 

Data Collection Method; 

Types of Data 

While deciding about the method of data collection for the study the researcher should keep 

in mind the two types of data collection. 
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1. Primary Data; 

The primary data’s are those, which are collected afresh and are for the first time and thus 

happen to be original in character. 

With the help of the structured questionnaire, personally administered interview technique 

has been used for the collection of primary data from the respondents. 

2. Secondary Data; 

The secondary data’s are those which have already been collected by someone else and 

which already have been passed through the statistical process. The secondary data has been 

collected from the company records, journals and various websites. 

 

Source of the data; 

The study is designed to measure level of patient satisfaction in outpatient department. 

In this study data is collected from outpatient department of VEE CARE HOSPITAL 

CHENNAI. This is 100-beded multi-speciality hospital. 

 

Inclusion criteria 

Patient who were visited the outpatient department 

Patient or their attendees who were willing to participate 

 

Exclusion criteria 

Patient who were not willing to participate 

 

Data Analysis; 

Collected primary and secondary data are scheduled to suitable table for the purpose of analysis. 

Suitable statistical tools were applied in various places for analysis. 

 

Tools For Analysis; 

Result is analysed by frequencies and percentages. 

 

Percentage Analysis; 

This method is used to simplify the number through the use of percentage. 

 

                                                                       Number of Respondents 

         Percentage of Respondent =                                                                   x 100 

                                                                 Total Number of Respondent 
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IV. REVIEW OF LITERATURE 

Perception regarding to satisfaction: 

Kunders G.D.(1999) described that –‘It is not possible to know if the customers are 

satisfied and if they are, to what extent they are dissatisfied’?. If their satisfaction level is not 

measured organization sometimes make the grievous mistake of assuming that if the customers 

do not explain or make their dissatisfaction know to them they must be happy with the services. 

In the hospitals most important tool to assess to the satisfaction is a questionnaire given to the 

patient after discharge or when they are leaving the hospital. A well designed questionnaire 

covering various aspects or areas of patient care can accurately measure the method of the 

patient and how he is being satisfied with render care and services. 

A study of Sincock J, Dunn SV (1999) on “Patient satisfaction with an outpatient 

endoscopic service” revealed that the competitive health care market increasing demand for 

patient involvement in establishing direction for health care and implementation of hospital 

accreditation have all driven towards evaluation of patient satisfaction. This study was designed 

to explore patient satisfaction with endoscopic service and factor influencing their perception 

.The sample (N=151) included patient undergoing outpatient examination over a month period. 

The 14-item questionnaire included demographic and patient perception of their experience pre 

and post procedure. Overall service satisfaction was good. 

Ambuj Bhardwaj(2001)A study on “Expectation of people from quality health service 

in Delhi “was conducted in 2001.In the study he revealed  that major dissatisfaction of the 

outpatient from inconvenience in registration process of OPD .Less than 50% were satisfied 

and whereas 20% were highly dissatisfied. 

Pragna Pai (2002) Satisfaction is an important element in the evaluation stage .once the 

patients comes to the hospital and experience the facilities; they may then become either 

satisfied or dissatisfied. Satisfaction and dissatisfaction refer to emotional response to the 

evaluation of the services. It will have 5 keys elements. They are:- 

1. Expectation: The needs of patient satisfaction are showed during the pre-purchase 

phase when consumers develop the expectation or belief about what they expect to 

receive from the product. 

2. Performance: During the usage of services the patient’s experience the actual product in 

use and perceive its performance on the dimension that are important to us. 

3. Comparison: It will be done after usage with pre usage expectation. 

4. Confirmation/Disconfirmation: Comparison of the expectation with actual 

performance result in satisfaction or dissatisfaction.  

5. Discrepancy: If the performance levels are not equal, discrepancy results. 
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Patient Satisfaction survey: 

Mohan Virendar, Podda A.S. (1999) A study on “Level of patient satisfaction at the 

outpatient departments of the hospitals attached to Govt .Medical College Amritsar, 

Punjab”was conducted in 1997.Patient satisfaction was assessed by interviewing 300 patients at 

30 units working under 13 specialists at OPDs of the six hospitals. 

      The information was collected at the exit of the patients were just leaving the hospitals. 

In this study it was found that the majority of patients visiting the OPD were not educated. 

Satisfaction of patients from supportive and utility service of hospital was not up to the mark. 

The satisfaction with dispensary service were very low and referral system needs to be 

strengthed. 

Joshi D.C., Latha Prasad (1999)A study carried out with the objective to “Evaluate the 

outpatient care” rendered by various health services of Lucknow. The study emphasizes on 

prescription of Doctors. The prescription goes through various hands before the order of the 

doctors are actually compiled by the patient. The doctor have to plan carefully before writing 

the prescription the patient because it is required for future references, record of the evidence 

and effective decision making for patient care management. The study revealed that there was 

no uniform policy on prescription writing and prescription varied from doctor to doctor. 

Sona Bedi, Sunjay Arya and Sharma R.K (2004) in their study on “Patient expectation 

survey – a relative marketing tool for hospital” revealed that patient satisfaction survey in 

respect of a particular service can be important marketing information and research tools for 

effective hospital administration. 

The patient expectation survey was conducted among patients visiting the outpatient 

department of two government hospitals in NCR of Delhi. The study revealed that there were 

both similarities and differences in the expectation of the patients visiting both the hospitals as 

well as the performances of the hospital. 

Patient expectation survey can be considered as a proactive marketing activity designed 

to have a better chance at achieving patient satisfaction. 

Patient satisfaction survey with reference to quality of service : 

Satyanarayana N., Kumar V. (1994) A study of patient satisfaction was undertaken in 

four major outpatient in four major outpatients departments (General Medicine, Cardiology, 

Orthopedics and Neurology) of NIIMS, which accounts for nearly 70-80% of the outpatient 

visits. 

The study conducted through distribution of structured questionnaire for the period of 

six months with total sample of 300 sample questions. Keeping the view of the working hours, 

registration pattern, waiting time of various services, the workload and patient’s satisfaction for 

various services were studied. 



 

 

 

Ms. Erica War1, Ms. Thivya2 

  s 9 

 Emperor International Journal of Management 

 

Some bottleneck such as lack of flow concept and lack of adequate floor space were 

identified. Appropriate statistical tests were applied in assessing the patient satisfaction and 

appropriate recommendation were made accordingly. 

DATA ANALYSIS 

Table 1 Ways in Which Appoinments are Fixed 

Ways of Fixing 
Appointment 

 
Frequency 

 
Pecentage 

Cumulative 
Percentage 

Direct 32 64 64 
 

 
Phone 

 
15 

 
30 

 
94 

 
Mail 

 
3 

 
6 

 
100 

 
Total 

 
100 

  

 

INFERENCE: 

 From the above results collected from the group of outpatients visiting the hospital, it 

was seen that the majority of the patients (maximum of 64%) fix their appointments 

directly, 30% over the phone and 6% through mail. 

 Although appointments are fixed directly, their appointments are confirmed only 

through phone 

 It is also seen that a very meagre amount of people fix their appointments through mail 

(ie through enquiry mail) 

 

Chart 1 Ways In Which Appointments Are Fixed 

0

50

100

150

Direct Phone Mail Total

Chart Title

Percentage
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Table 2 Appointment Time 

When asked whether appointment time were properly maintained or not, the results were as 

follows 

Appointment 
 Time  
Maintained 

Frequency Percentage Cumulative 
Percentage 

Yes 27 54 54 

No 23 46 100 

Total 50 100  

 

INFERENCE: 

Results shows that 54% of the respondent group felt that appointment time were 

maintained properly, rest felt that it was not maintained properly. 

 

Chart 2 Appointment Time Maintained 
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Table 3 Time Taken For New Patient Registration 

This question gives us a details about how much time a new patient takes to get registered in the 

main reception, till the patients reaches the respective OPD. 

 

 



 

 

 

Ms. Erica War1, Ms. Thivya2 

  s 11 

 Emperor International Journal of Management 

 

 
Time Taken For 
New Reg 

 
Frequency 

 
Percentage 

 
Cumulative 
Percentage 

 
Less Than 5 Min 

 
19 

 
38 

 
38 

 
5-10 Mins 

 
23 

 
46 

 
84 

 
More Than 10 Mins 

 
8 

 
16 

 
100 

 
Total 

 
50 

 
100 

 

 

Table 4 Outpatients Waiting Time At Opd 

Time Taken 
At The Opd 

 
Frequency 

 
Percentage 

 
Cumulative 
Percentage 

 
Less Than 15  
Mins 

 
13 

 
26 

 
26 

 
15-30 Mins 

 
30 

 
50 

 
86 

 
More Than 30 
Mins 

 
7 

 
14 

 
100 

 
Total 

 
50 

 
100 

 

 

INFERENCE: 

From the above results it is found tht the average waiting time at the OPD is maximum 15-30 

mins(60%) 

OPD is maximum 15-30min (60%) 

Waiting time of more than 30 min constitute 14% 

And finally the least waiting time is 15-30 mins is 26% 

The importance of waiting time is discussed later. 
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Chart 4 Waiting Time Of Outpatients At The Opd 
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Table 5 Usefullness Of Help Desk 

 
Usefullness 
Of Help 
Desk 

 
Frequnecy Of 
Help Desk 

 
Percentage 

 
Cumulative 
Percentage 

 
Yes 

 
37 

 
74 

 
74 

 
No 

 
13 

 
26 

 
100 

 
Total 

 
50 

 
100 

 

 

INFERENCE: 

Results shows that majority of the respondents felt that 74% help desk was useful to them while 

26% felt that it was not helpful. 
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Chart 5 Usefulness Of Helpdesk 
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Table 6 Patients Response Whether The Hospital Services 

 Are Patient Friendly Or Not? 

Are The Services 
Patient Friendly? 

Frequency Percentage Cumulative 
Percentage 

Yes 28 56 56 

No 22 44 100 

Total 50 100  

 

INFERENCE: 

From the question asked to them whether the services are patient friendly or not, a majority of 

the outpatients replied that the services provided by the hospital are patient friendly (56%). 

About 44% of the patients felt that the services were not patient friendly. 
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Chart 6 Are The Services Patient Friendly Or Not 
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Table 7 Awareness About Health Camps And Health Packages  

Available At The Hospital 

Awareness About 

Health Camps 

Frequency Percentage Cumulative 

Percentage 

Yes 11 22 22 

No 39 78 100 

Total 50 100  

 

INFERENCE: 

When questioned about the awareness of health camps and packages available at the hospital to 

a set of patients, the results showed that majority of the outpatients (about 78%) were not aware 

of it. Only 22% of the outpatients from the group were aware of the health camps and the 

packages available at the hospital. 
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Chart 7 Awareness About Health Camps And Health Packages  

Available At The Hospital 
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Table 8 Update About Camps And Offers At The Hospital 

In the previous question it was seen that majority (about 78%) of the respondents were unaware 

of the various camps and packages available. So the next question put forward for the patient 

who were unaware about the information was whether they want to update about it and if so, 

the way ie., the mode of contact through which they wanted to be updated. 

Do You Want To 
Have An Update 
About Camps And 
Offers 

Frequency Percentage Cumulative 
Percentage 

 
Yes 

 
43 

 
86 

 
86 

 
No 

 
7 

 
14 

 
100 

 
Total 

 
50 

 
100 

 

 

INFERENCE: 

It was seen that almost 86% of the respondent group wanted an update about the health camp, 

offers and packages available at the hospital. 
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Chart 8 Update About The Camps And Offers At The Hospital 
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V. FINDINGS OF THE STUDY: 

Study is being done among 100 outpatients showed the following result: 

 Waiting time at the hospital must be considerably reduced 

 It was seen that 46% of the outpatient during morning hours were below age of ten 

year and almost similar percentage of woman patient are at evening hours. 

 It was seen that 58% of the respondent were female. 

 The outpatient said that majority of their appointment are fixed directly (64%) and rest 

through phone calls (30%) 

 It was seen that 54% of outpatient felt that appointments time was maintained properly. 

 When a new patient comes to register themselves, it takes minimum of 5 to 10mins for 

46% of the respondents. 

 Patient expected waiting time at the hospital was found to be less than 15mins This was 

revealed by 60% of the outpatients. 

 It was seen that help desk was 74% useful to the outpatients. 

 Only 56% of the outpatient felt that the services were patient friendly. 

 Most of the outpatient about 78% was not aware of various health camps and offers 

availed at the hospital. 

 Around 86% of the outpatient wanted an update about the health camps and offers. 

 That 86% of the outpatient who wanted an update ;wanted their mode of contact to be 

 Phone calls (52%) 

 Sms (20%) 
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 E-Mail (28%) 

 It was seen that 40% of the outpatient said that they would surely refer the hospital to 

friends and relatives. 

 When asked about overall satisfaction about the patient care service avaible at the hospital it 

was seen that 44% of the patients were satisfied and 28% of the patients were highly satisfied. 

VI. SUGGESTIONS: 

1. Waiting areas to be more ventilated and air conditioned. 

2. Waiting areas to be shifted to ground floor if possible for easy accessibility, safety and 

proper ventilation. 

3. Waiting time of the patients to be maintained properly. 

4. Appointments to be given at correct interval of time to avoid delay in patient waiting 

time. 

5. Outpatient files can be removed and by giving a card to a patient and storing all 

required information about patient in the HIS for easy retrieval. This would reduce 

burden to the patient as well as save the resource utility of the hospital. This would 

indirectly decrease the new patient registration procedure. 

6. Update all the existing patients about new camps and offers available. This would 

increase the patient flow of the hospital. 

7. Implementing green environment at the hospitals premises to bring about a holistic 

approach. 

8. Have a common MIS to all branches of the hospital which would result in easy retrieval 

of information, even by the doctors available thereby reducing the overall consultation 

time. 

VII. CONCLUSION: 

Quality of the patient care is overall goal of any healthcare organization. The opinion of the 

patient regarding different services of the outpatient department is very important for accessing 

the level of the patient satisfaction. 

Seeking the patient input may improve patient perception of the quality of care and provide 

managers with helpful information for strategic decision making. 

Satisfaction survey is one of the prime responsibilities of the hospitals to measure the level of 

satisfaction and try to find out the ways of improving patient satisfaction. 

Patient satisfaction is an effective tool of accessing the quality of service offered by hospital. 

The study have been shown that majority of patient are satisfied with “ consultation charges”, “ 

doctors approach and responses”, “ staff’s behaviour”. 
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The outpatient department is a key area of hospitals where patient perceives the services of 

hospital. In this study an effort had been made to analyse the various services of the OPD that 

contribute to the quality of services, which are indicator of patient satisfaction. 
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