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Patient Satisfaction of Health
Examinations at a
Hospital in Central Taiwan

Hsien-Fong Lin, Shih-Wei Lai, Chia-Ing Li, Ging-May Chang , Ming-May Lai,
Chiu-Shong Liu, Cheng-Chieh Lin
Department of Community Medicine, China Medical College Hospital, Taichung; "Institute of Nursing,

National Taiwan University, Taipei, Taiwan, R.O.C.

Background. Various reports published in foreign countries have investigated patient
satisfaction and discussed related standards. Limitations of these studies mean that their
results cannot be applied directly by other hospitals. Accordingly, evaluation of patient
satisfaction and that of their relatives' with the services provided by hospitals is
required if quality of service is to be improved for patients.

Methods. Between April and September 1999, 255 patients undergoing medical
examinations at a teaching hospital in the Taichung area were sampled with a
structured questionnaire. Using three degree measurement, patient perceptions of and
their degree of satisfaction with these medical examinations were analysed.

Results. The average age of the participants was 49.1 years, and 53.7% were males.
Residents of Taichung City comprised 46.1% of participants, while those who had not
studied at the junior high school level made up 42.5% of the patients studied. A full
medical examination was performed on 91.1% of the participants. The five items
relating to atmosphere that patients were most satisfied with were: 1) The attitudes of
attending personnel; 2) clear explanations of each examination, treatment procedures,
and medications used; 3) the attitudes of attending doctors; 4) explanations of
treatments occurring prior to examinations, and 5) the service attitudes of examining
personnel. The five items patients were least satisfied with were: 1) lack of privacy
during examinations; 2) time spent during examinations; 3) the waiting area
environment; 4) electrocardiography (EKG) examinations, and 5) the examination
room atmosphere. Pearson correlation analysis found that females were less satisfied
with signposting and guidance within the hospital and with the examination room
environment. Female satisfaction was lower than average with regards to privacy, EKG
examination, pulmonary function test, panendoscopy and colonoscopy. Well-educated
patients felt uncomfortable with the environment of the examination rooms, the
attitude of nursing personnel, loss of privacy during examination, the attitudes of
examining personnel, and EKG examination.

Conclusions. To improve patient satisfaction, clear directions, comfortable and private
waiting areas and examination rooms, and minimum waiting times should be a priority.
The professional training of nursing personnel should therefore emphasize professional
knowledge, skills, attitudes, as well as the ethical issues associated with the practice of
nursing. ( Mid Taiwan J Med 2001;6:167-72)
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