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Performance Evaluation According to( Patient) Customers

Satisfaction At Government Hospitals

By researcher Hassan Kadom Yosif
Najaf Health Department
By researcher Falah Hassan Ali

Najaf Health Department

Summary

Studying the elements that affect patients satisfaction provides
knowledge of the hospital s level of performance and achievement
indicators and goals facing the challenge of competitors in health
market from private hospitals , to develop its services and patients
satisfaction . ( 200 ) patients the research sample was randomly
selected, For the period from 15 /5/ 2003 to 30/ 5/ 2003, the
study deals with the relationship between two main variables
patients satisfaction and hospital performance . A questionnaire was
prepared to this study, which requires opening a dialogue with the
patients and facing different levels of the patient s suffering , feeling,
fears and concerns . and requires highly skill in empathy and
communication with them . Those questionnaires were performed
on the calculations , checking the deviation and the standard , they
were sorted in tables according to the administrative positions
responsible for the deviations in quality of health care services . each
dimension being sorted through the gradation in an estimative and
judgmental type , The percentage of patients satisfaction with the
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performance of Najaf General hospital ( 69,8 % ) moderate degree ,
this is an indication that the patient s ambition, This indicator may be
considered inappropriate for the hospital . Therefore, the hospital
administration to search for the causes of the decline in quality of
health care services and the administrative positions responsible for
this deviations , in addition to that mast study what influences and
attracts the patients and creates satisfaction with them

Key words : ( Performance Evaluation , Customers ( Patient)
Satisfaction , Quality of health care services, Skill of the doctor
Health market, Government Hospitals , private hospital )
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Graph in table for the reseals of performance ( percentage % )

according to administrative positions

% according to n
administrative position
69,8 General Satisfaction | 1
(design, hygiene )
73,1 quality of health care | 2
services
62,5 Skill of the 3
emergency doctor
61,8 Skill of nurses 4
71,3 Location and ease
pue s s of access to
emergency
68,8 Respect for the 6
patient
63 Service affairs 7
55,5 Wait times
62 Efficiency of 9
administrative work
73.4 Efforts to inform the | 10
family
81,7 Skill of the 11
a specialist doctor
67.1 Support medical 12
services
62 Explanations nurse | 13
The percentage of patients satisfaction with the performance of
hospital ( 67,07 % ) moderate
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