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Introduction

Patient satisfaction has become one of many important objectives for health services. Patients satisfaction surveys have become the main tool for assessing different aspects of health care. These surveys provide a snap shot of the patient’s opinion of their medical healthcare practice. 

The main objective of healthcare organisation is that they want their patients and families to be satisfied with the entire experience of health care be it as a patient or a visitor .The healthcare organisation uses surveys to measure, analyse and report the degree to which they are meeting the goal which is to satisfy the patients or other healthcare users. The aim of my study is to find out if there is a relationship between patient satisfaction and whether it increases the productivity of the organistion. Moreover, I will see if patient satisfaction can be used to analyse as the data collected can be transferred digitally to form graphs and charts. 

In this review I will also look at the available literture review and delve into the different aspects of this topic. These topics include patient satisfaction and proactive longevity,

[bookmark: _GoBack]I have chosen five questions for the questionnaire with statements why I thought these questions will bvew appropriate for my finding and I will analyse it in form different charts. 

The national health service is funded by the central government therefore they take interest into all the health care services they, conduct national surveys on patient satisfaction and well being 

Literature review 

Every service providers or organisations are concerned with satisfying their service users known as clients, customers, consumers or patients with their service or products.
In 1960s there has been so many researches on the subject consumer satisfaction with an estimated of 15,000 academic and trade articles published on consumer satisfaction in the past decades. *
In order for organisations to be successful in the long run it must satisfy customers, at the same time meet its own objectives:

Consumer satisfaction within health and social care in recent years has gained widespread recognition as a measure of quality, especially since the publication of the 1983 NHS Management Inquiry calling for the collection of user’s opinions.
This has been given importance due to the greater involvement of the public in the healthcare process and partly because of the connection shown to exist between satisfaction and patient keeping up to their appointments and comply with recommended treatment and medication use. 

[1 ]Research have shown that in order to achieve high quality clinical outcome it is necessary for patience to comply with the rules and regulations of the service in which, in turn, is dependent on patient satisfaction therefore it is paramount to take their views into consideration to improve of quality care.
Initially the ideology of satisfaction may seem easy to tackle but as of yet there is still no common definition of the concept.  
In the social marketing literature, Disconfirmation Theory is mainly used however it does not fully explain the whole evaluation process and it is likely that future research will focus on the roles played by such development as attribution and values.
NHS England undertakes different types of surveys and uses it as a valuable source of feedback directly from patients, service users and NHS staff about the care that they get and given by the providers.

in the case of satisfaction with healthcare where elements of the consumer model do apply although the roles played by patient expectations, perceptions and disconfirmation are not yet fully understood. 

Report- ‘
‘Finalised Patients reported outcome measures (proms)in England for hip and knee replacement producers (April 2017 to March 2018) publication dater 14 feb 2019, geographic coverage: England and date of range: 01 april 2017 to 31 March 2018’
 (Ref: digital.nhs.uk) Used various specific questions ranging from closed questions, multiple answer questions, liket scale question and open-ended question. It Was conducted for patients undergoing surgery for hip and knee replacement funded by the English NHS were asked to complete questionnaire before and after their operations to assess improvement in health as seen by the patients themselves. 
The publication Finalised Patient Reported Outcome Measures in England April 2017-2018.
The Response from these surveys were analysed to assess the outcomes of the procedures based on patients self-reported health.
All patient was asked questions according to their specific needs, then the information was analysed and showed in terms of graph, tables and graphs to show various results and for easy comparision. 
From the data it showed almost all patient (94%) showed improvements on knee Score with an average health gain 16.9 %.
The data were easily accessible and was easy to compare against the regional and national level.

It can be established that the results or findings are mainly dependent on the patients perceive themselves in relation to the healthcare system and it is possible that some patients might simply ignore the importance of feedback and be passive and not evaluate the service provided.

Asking the right questions is the key to find out how satisfied our patients are and whether they will use our service again and willing to recommend it to others. its best to ask more specific questions which will show that what works well, and which areas will need improvements. 


Analysing

I chose to analyse the finding in a quantitative method because it is easy to compare and contrass data digitally. Quantitative is something which is made up of numbers the data is analysed in numerical form for example percentage, statistics, fraction etc.
Following are some question that devised for my survey. I wanted to find out whether there is any pattern or correlation between patient satisfaction and patient recommending service to others also patient trust on their care providers will have an effect on patient satisfaction.







1 how long did you have to wait for an appointment


I thought this question will be useful because people’s behaviour and attitude can change towards staff due to frustration of waiting.






2 did you have confidence and trust in the healthcare person who was treating you 


 patients need to be happy and content with the service and advise they recive from our healthcare advise. We need to identify patients’ needs and find out how confident they are with healthcare assistance



 3 Did the healthcare assistant explain the treatment/healthcare plan to you clearly.



If the patients do not understand what the healthcare assistant is communicating this will lead to misunderstanding and implecation on their health


4 Would you recommend this service to your friends and families

The question will give feedback on their general experience with the service. This question would enable us to measure how satisfied they are with the service and will also give us indication whether we need to improve our services.
I kept a comment section for them that will enable and encourage and participant to write their responds.

5 How satisfied were you with the service provided. Please scale it between 1-10 
10 being highly satisfied.

Adopting a satisfaction scale questions enables us to quantify the survey feedback which is easy to measure how satisfied or dissatisfied they are with the service

	Question
	1 Week
	2 Weeks
	3 Weeks
	4 Weeks/More
	Total number of people

	How long did you wait for your appointment?
	

3

	
        
5
	
         
2
	

10
	

20




	Question
	Yes
	No
	Total number of people

	Did you have confidence and trust in the healthcare assistant who was treating you?
	

15
	

5
	

20



	Question
	Yes
	No
	Total number of people

	Did the healthcare assistant explain the treatment/healthcare to you clearly?
	

18
	

2
	

20



	Question
	Yes
	No
	Total number of people

	Would you recommend this service to your family and friends?
	

19
	

1
	

20



	Question
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	Total number of people 

	How satisfied were you with the service provided? Please scale it between 1 – 10, 10 being highly satisfied 
	0
	0
	0
	0
	0
	0
	3
	2
	4
	11
	20










Number of people




From this chart we can see the average wait for an appointment is approximately three weeks which is not too bad but if it was an emergency situation that time wait can have a serious effect on a person’s health and may put people off from using the service provider.





From this pie chart we can see three quarter of the people we surveyed were confident and had trust in the health care assistant who was treating them. This is a good indication for patients’ satisfaction which also means the service provider have some exent met their goals.










A small percentage of people that were surveyed said that the health care assistant did not explain the treatment or healthcare plan clearly. This could be due to lauguage barrier or lack of communication skills on behalf of both parties. On the hand the pie chart also shows that a large percentage of the patient have agreed that the heathcare asdsitant has explained the treatment and healthcare plan clearly that shows the staff are competent in their areas of expertise and they are able to satifisfy the needs of their patients.














From this pie chart you can see that 90% of the population are happy with the service provided and is willing to recommed our services to friends and families. That shows a great patient satisfaction and a very good performance from the service provider.























This colomm chart shows overall how satisfied the patients are with the service provided on a scale of 1-10 ten being highly satisfied 
Conclusion 

Healthcare organisation has realised there is a connection between patient satisfaction and productivity, every healthcare organisation has a policy that encouraged every patient to complete a patient/ customer satisfaction survey after each appointment. The measurement of patient satisfaction is an important part of hospital market research many studies and research on the concept of patient satisfaction has been carried out in forms of surveys and questionnaires and then the data has been analysed in various ways such as digitally in forms of graphs pie charts statistic. From my data analysis I have found that patient satisfaction is dependent on how the service provider dealt with the patient’s needs. 
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Did you have confidence and trust in the healthcare assistant who was treating you?	Yes	No	15	5	


Did the healthcare assistant explain the treatment/healthcare to you clearly?	Yes	No	18	2	


Would you recommend this service to your family and friends?	Yes	No	19	1	

How satisfied were you with the service ?

How Satisfied was the customer	1	2	3	4	5	6	7	8	9	10	0	0	0	0	0	0	3	2	4	11	




How long Did you wait for your appointment	1	2	3	4	3	5	2	10	
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1)



Male Female



2)



16 - 20 20 - 30



30 - 40 40 - 50



50 - 60 60+



3)



1 Week 2 Weeks 



3 Weeks 4 Weeks



4 Weeks or Over



4)



Yes No



5) 



Yes No



6)



Yes No



7)



1 2



3 4



5 6



7 8



9 10



How satisfied were you with the service provided . please scale it between 1-10



Additional Comments



Would you recommend this service to your friends and families



Additional Comments



Please tick The appropriate Age group



Paitent Satisfation Questionaire



Please tick box Your Gender



How long did you wait for an appointment



did you have confidence and trust in the healthcare person who was treating you 



Additional Comments



Did  The healthcare person explained the treatment/health advise in a way that I could understand 










1)

Male Female

2)

16 - 20 20 - 30

30 - 40 40 - 50

50 - 60 60+

3)

1 Week 2 Weeks 

3 Weeks 4 Weeks

4 Weeks or Over

4)

Yes  No

5) 

Yes  No

6)

Yes  No

7)

1 2

3 4

5 6

7 8

9 10

How satisfied were you with the service provided . please scale it between 1-10

Additional Comments

Would you recommend this service to your friends and families

Additional Comments

Please tick The appropriate Age group

Paitent Satisfation Questionaire

Please tick box Your Gender

How long did you wait for an appointment

did you have confidence and trust in the healthcare person who was treating you 

Additional Comments

Did  The healthcare person explained the treatment/health advise in a way that I could understand 
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		Paitent Satisfation Questionaire

				Please tick box Your Gender

		1)



						Male										Female



		2)

								Please tick The appropriate Age group



						16 - 20										20 - 30



						30 - 40										40 - 50



						50 - 60										60+

		3)						How long did you wait for an appointment



						1 Week										2 Weeks 



						3 Weeks										4 Weeks



						4 Weeks or Over

		4)				did you have confidence and trust in the healthcare person who was treating you 

						Yes 										No

						Additional Comments









		5) 				Did  The healthcare person explained the treatment/health advise in a way that I could understand 

						Yes 										No

						Additional Comments











		6)

						Would you recommend this service to your friends and families

						Yes 										No

						Additional Comments











		7)				How satisfied were you with the service provided . please scale it between 1-10

						1								2



						3								4



						5								6



						7								8



						9								10
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