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Research topic: Patient satisfaction with the provision of health and social care in Hospitals
Introduction
It is a given that at some point in our lives we will need care Healthwise, some people encounter life debilitating conditions while others may need minor support from health care professionals. This essay seeks to showcase the argument that the health care system remains the bedrock to which every society leans on and its relevance cannot be overemphasised.
The intention of conducting a research on patients’ satisfaction in relation to healthcare service received seeks to show that the level of contentment or otherwise is a significant indicator of the quality of care.
Again, in order to improve the level of care provision health care providers need to understand the determinants that influence patient’s satisfaction.
Aim 
The study seeks to underpin the factors that determine patient’s satisfaction in healthcare and from the findings of the research proffer solutions that may further enhance the welfare of patients.

Literature Review:
Writers, Newsome and Wright (1999) state that organisations are constantly seeking ways to improve services to patients, consumers or clients. They draw attention to the fact that a lot of studies have focused on customer satisfaction. Theories appear to suggest that satisfied customers are an indispensable avenue of paving way for a sustainable advantage in a competitive environment. Interestingly writers Newsome and Wright (2009) agree that healthcare is only rated high when patients are satisfied.
Based on patient’s satisfaction, it is pertinent to ask for the criterion on which satisfaction is measured. On this premise Newsome and Wright (1999) list attributes that influence the rating of care provision as the frequency of reliability, responsiveness, assurance, empathy and tangibles on the part of the health service provider.
However, other writers draw attention to the argument that the following theories give an insight on the factors that influence customer satisfaction. These theories are: Disconfirmation theory -This model posits that customers form their satisfaction with a product or service as a result of comparisons made between perception and their expectation.
Attribution theory -This states that when services or products do not meet the expectations of the consumer, they search for causes of events which may be seller or buyer related. Both buyer and seller infer reasons for failure, this invariably results to conflict which in turn leads to dissatisfaction.
However, studies (Oliver,1993) have shown that marketing theories should not be used in explaining patient satisfaction since consumer satisfaction and patient satisfaction are on two sides of a coin. They opine that healthcare is not homogeneous, rather it a high complex mixture of emotions, the tangible and the intangible and the service provided can not be compared in the same vein as that of a consumer product.
On the crucial matter of evaluation, writers, Jenkinson et al (2002) highlight the importance of evaluating healthcare provision. They argue that it is pivotal in conducting assessment and quality improvement of medical services. Currently healthcare providers are taking into cognisance the views and reports of patients as to what they term as acceptable and beneficial. Again, health care providers have broadened their services from clinical care to include focus on the general wellbeing of patients.
Benger (2002) states that the NHS (National Health Service) has enforced plans which takes into consideration patients views and interest. Quality care provision is not restricted to clinical aspects rather it covers the patients experience in its entirety. They mention that the NHS is mandated to publish accounts of the views received from patients and the actions taken to address complaints. They also suggest that patient satisfaction will have a positive impact on the job satisfaction and morale of health workers. Other writers posit that when there is a high level of patient satisfaction then there is a reduced tendency for them to seek for a second opinion, complaints and litigation is reduced. Patients are also said to be more compliant to health procedures when they are happy with services provided.
Research Methodology
There are two types of research methodology quantitative and qualitative.
Quantitative Research
 Daniel (2011) described quantitative research as the method that is focused on explaining phenomena by collecting numerical data that is analysed using mathematically based methods. Analysis is usually conducted using mathematical methods, for example statistics is used to analyse data. (Bar charts, histograms and pie charts). Again, Saunders et al, (2007) opine that qualitative data is primarily non numeric data. It comprises of open ended through the use of questionnaires to short list responses. Writers, Laura and James (2014) give further clarity to the subject by stating that quantitative research attempts to discover knowledge by breaking down complexities in settings that otherwise lean towards being more contrived. They also posit that quantitative research consists of three components, measurement, design and statistics. Measurement refers to the instruments used for data collection; statistics is focused on the set of procedures used to describe collated data for the purpose of the study.
Qualitative Research
 Steven and Bodgens (2016) define qualitative research methodology as that which produce’s descriptive data, spoken words and observable behaviour. Focus is placed on understanding people from their stance of reference and experiencing reality as they experience it. Saunders et al (2007) suggest that qualitative data is primarily non numeric data. It comprises of open-ended questions using questionnaires to shortlist responses. The data for qualitative research is collected through interviews, videos and personal journals.
Quantitative research is the methodology applied in this research. The writer chose this methodology as a result of the benefits accrued to its application. Firstly, writers Maggie and Anderson (2016) agree that statistics is a powerful persuading force. 
Again, another strength of this methodology is that numerical data is systematically collated, and these summarises reality in numbers. It can be argued that numerical findings are easier to comprehend as opposed to voluminous qualitative findings that are sometimes laden with ambiguity.
Thirdly, quantitative methodology facilitates standardisation and makes information specific to local social relations. (Maggie and Anderson,2016) This way messiness associated with context is removed, scaled, ordered and rearranged as required by researchers.

Population
Population may be described as the total number of people living in the same area who also stand as potential respondents.
Jason (2008) defines population as a large collection of objects or individuals that are the focus of scientific enquiry.
Sample size
For the purpose of this research the sample size was restricted to a hundred people. The selection was focused on outpatients of a certain demorgraphic area. Several questions arise when a study calls for a sample size. Writers posit that a researcher will be faced with the challenge of identifying the number of observations to be made whilst conducting the research. Martin and Baleson (1986) state three problems associated with sample size and they are :the number of people to use as respondents, Thomsom (2011) mentions that there are several approaches used to determine sample size i.e. using published tables, imitating a sample size of previous studies and applying formulas to calculate s
Questionnaire
This study applied the Likert scale five pointer questionnaire to obtain data from respondents. 
Findings
1.Patients are seen on record time by physicians and health care professionals on hospital visits
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2.Patients feel confident that they received appropriate medical treatment from health service providers.
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3.Patients are treated with respect and dignity by health professionals
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	Agree
	Neutral
	Strongly disagree
	Disagree
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	4.Patients find healthcare facilities user friendly and accessible
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5.Heaalth care providers respond promptly to complaints made by patients
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Analysis and Discussion
Findings from question one appears to indicate that majority of respondents are not seen on record time while 30 percent of respondents have a positive experience.It can then be deduced based on the theories highlighted in the body of the research that dissatisfaction will be prevalent on that particular sector of care provision.
On question two,it is apparent from the statistical representation that  majority of the respondents are satisfied that they receive the right treatment for their medical condition.
Findings on question three also leans towards majority of respondents being satisfied with the respect accorded to them by health care professionals.This again is an indication of good service on the path of health care providers.
Numerical data in question four indicates that that majority of respondents are agree that health care facilities are accessible and user friendly.
Data from question five shows that forty percent of respondents do not have a positive experience on the premise of getting their complaints addressed by healthcare providers however, forty five percent of respondents appeared to have a positive experience in getting their complaints addressed. While a much smaller population of respondents were indifferent by choosing to be neutral.

Limitation of the study

This research come with its limitations despite the writers attempt to employ thoroughness in the course of the research. As a result of the limited time frame the research was unable to extensively explore other methodologies to solidify the analysis obtained.
Thirdly, the limited size of respondents makes it Impossible to generalise the findings of the research. Martin and Bateson (2011) are of the view that when sample size is small ethics is breached and it is also a problem scientifically. Furthermore, they state that small samples reflect idiosyncratic data which are not transferable and is a waste of research funds and also a waste of the participants time.
Fourthly, the fact that the University placed a word count of 2000 words made it difficult to explore extensively on theories and models related to the research subject. The parameters of the research where confined as a result. Martins and Bateson (2011) suggest that collecting more data is beneficial since statistical power is improved.
Limitations of funds made it impossible for the researcher to cover different demographic areas.
Research questions were limited and that narrowed the findings of the research.
Recommendations of the study
It will only be appropriate to proffer solutions to the constraints of the research. In the world of academia research of a phenomena should be extensively explored and for that enough time should be given so that a reasonable number of variables can be covered.
The research should increase its population size in order to gain credibility on its findings and analysis. The sample size of thirty people is a negligible number for the magnitude of the study.
Furthermore, the researcher should explore both qualitative and quantitative research methodologies to arrive at a conclusive analysis. 
Ethical Considerations of the research
The researcher was careful to explain the purpose of the research to respondents and sought their permission and consent before embarking on the interview
Secondly, sample collected was done anonymously.
The researcher ensured that data collected from respondents was destroyed after concluding the research.

Conclusion
The study has brought to the fore  variables that determine patients satisfaction with healthcare providers and also explained theories that gear towards making healthcare providers aware of the roles they need to play to ensure the quality of service provision is optimised. 
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