
Supplementary Table S1
Distribution of patient responses to selected service-related factors and bivariate associations with overall patient satisfaction (n = 350)
	Factor
	Dissatisfied, n (%)
	Satisfied, n (%)

	Waiting time to obtain medication at pharmacy
	149 (42.6)
	201 (57.4)

	Hospital cleanliness and hygiene
	57 (16.3)
	293 (83.7)

	Treatment with dignity and respect by HCWs
	57 (16.3)
	293 (83.7)

	Adequate attention and care from HCWs
	52 (14.9)
	298 (85.1)

	Up-to-date and functional equipment
	74 (21.1)
	276 (78.9)

	Reasonable waiting time to see HCWs
	138 (39.4)
	212 (60.6)

	Availability of prescribed medications
	113 (32.3)
	237 (67.7)

	Well-maintained hospital facilities
	91 (26.0)
	259 (74.0)

	Adequate privacy during examination/consultation
	67 (19.1)
	283 (80.9)

	Easy access to needed medical specialists
	91 (26.0)
	259 (74.0)

	Adequate sitting areas
	67 (19.1)
	283 (80.9)

	Adequate number of HCWs
	91 (26.0)
	259 (74.0)

	Waiting at point of medical treatment
	114 (32.6)
	236 (67.4)

	Doctors' professional conduct
	72 (20.6)
	278 (79.4)

	Confidence in HCWs' ability
	103 (29.4)
	247 (70.6)

	Difficulty obtaining an appointment
	116 (33.1)
	234 (66.9)


Note: OR = odds ratio; CI = confidence interval; HCW = healthcare worker. Crude ORs were obtained from bivariate analyses. For the binary service-related, infrastructure and staff-behaviour variables, the favourable response category was the reference category. OR <1 indicates lower odds of overall satisfaction among respondents reporting the adverse category. The outcome was coded as 1 = dissatisfied and 2 = satisfied.

Association of healthcare service quality, infrastructure and staff attitude with overall patient satisfaction (n = 350)
	Domain
	Factor
	Crude OR (95% CI)
	χ²
	df
	p-value

	Service quality
	Dignity and respect
	0.06 (0.03–0.11)
	93.98
	1
	<0.001

	
	Adequate attention and care
	0.06 (0.03–0.12)
	88.80
	1
	<0.001

	
	Medication availability
	0.14 (0.08–0.24)
	57.46
	1
	<0.001

	
	Adequate HCW numbers
	0.11 (0.06–0.19)
	71.05
	1
	<0.001

	Infrastructure
	Cleanliness/hygiene
	0.22 (0.12–0.40)
	27.77
	1
	<0.001

	
	Functional medical equipment
	0.08 (0.04–0.14)
	87.84
	1
	<0.001

	
	Facility maintenance
	0.12 (0.07–0.21)
	66.30
	1
	<0.001

	
	Adequate sitting area
	0.08 (0.05–0.15)
	80.63
	1
	<0.001

	Staff attitude
	Privacy
	0.12 (0.07–0.22)
	59.32
	1
	<0.001

	
	Doctors' professional conduct
	0.16 (0.09–0.28)
	46.47
	1
	<0.001

	
	Confidence in HCW ability
	0.38 (0.23–0.64)
	14.01
	1
	<0.001


Note: ORs were crude (unadjusted) odds ratios from bivariate analyses. The reference category was the favourable response category for each factor. OR <1 indicated lower odds of overall satisfaction among respondents reporting the adverse category. HCW, healthcare worker; CI, confidence interval.

Variation in overall patient satisfaction by department and service exposure (n = 350)
	Variable
	Category
	Dissatisfied, n (%)
	Satisfied, n (%)
	χ²
	df
	p-value

	Department/Ward
	Accident & Emergency
	18 (36.0)
	32 (64.0)
	15.13
	6
	0.019

	
	Dentistry
	16 (32.0)
	34 (68.0)
	
	
	

	
	Gynaecology
	11 (22.0)
	39 (78.0)
	
	
	

	
	Laboratory
	4 (8.0)
	46 (92.0)
	
	
	

	
	Ophthalmology
	8 (16.0)
	42 (84.0)
	
	
	

	
	Pharmacy
	12 (24.0)
	38 (76.0)
	
	
	

	
	Physiotherapy
	14 (28.0)
	36 (72.0)
	
	
	

	Waiting time before care
	<15 minutes
	0 (0.0)
	15 (100.0)
	15.47
	3
	0.0015

	
	15–30 minutes
	2 (25.0)
	6 (75.0)
	
	
	

	
	>30 minutes
	23 (16.1)
	120 (83.9)
	
	
	

	
	>1 hour
	58 (31.5)
	126 (68.5)
	
	
	

	Frequency of hospital visits
	Frequently
	26 (22.0)
	92 (78.0)
	2.82
	3
	0.420

	
	Occasionally
	22 (20.0)
	88 (80.0)
	
	
	

	
	Rarely
	26 (29.5)
	62 (70.5)
	
	
	

	
	Very often
	9 (26.5)
	25 (73.5)
	
	
	


Note: Percentages were calculated within categories. χ², Pearson's chi-square; df, degrees of freedom.

Association between communication and financial accessibility and overall patient satisfaction (n = 350)
	Factor
	χ²
	df
	p-value

	Diagnoses/procedures clearly explained
	21.57
	2
	<0.001

	Clear communication about health condition and treatment
	12.87
	2
	0.002

	Opportunity to ask questions
	10.61
	2
	0.005

	Services were affordable
	26.60
	2
	<0.001

	Financial assistance options were available
	18.57
	2
	<0.001

	Awareness of hospital charges and billing
	24.50
	2
	<0.001

	Billing/payment system was user-friendly
	53.25
	2
	<0.001

	Clear and accessible insurance/payment information
	74.10
	2
	<0.001

	Confidence in accessing needed medical care
	56.91
	2
	<0.001

	Treatment costs were clearly communicated
	28.57
	2
	<0.001


Note: χ² tests were based on the original response categories (Agree, Disagree and Indifferent). df, degrees of freedom.
Patient-recommended strategies for improving satisfaction with hospital services (n = 350)
	Recommended strategy
	Agree, n (%)
	Disagree, n (%)
	Indifferent, n (%)

	Increasing the number of HCWs
	329 (94.0)
	2 (0.6)
	19 (5.4)

	Improving cleanliness and facility maintenance
	332 (94.9)
	6 (1.7)
	12 (3.4)

	Better training on handling patient complaints
	337 (96.3)
	1 (0.3)
	12 (3.4)

	Shorter waiting times
	337 (96.3)
	3 (0.9)
	10 (2.9)

	Regular patient-centred-care training
	336 (96.0)
	2 (0.6)
	12 (3.4)

	Prompt response to complaints and grievances
	336 (96.0)
	5 (1.4)
	9 (2.6)

	Government support for hospital services
	338 (96.6)
	2 (0.6)
	10 (2.9)

	Investment in modern medical equipment
	339 (96.9)
	5 (1.4)
	6 (1.7)

	More transparent billing systems
	341 (97.4)
	4 (1.1)
	5 (1.4)

	Ensuring privacy during consultation/treatment
	337 (96.3)
	3 (0.9)
	10 (2.9)

	Clear and consistent treatment updates
	335 (95.7)
	2 (0.6)
	13 (3.7)

	Regular patient feedback surveys
	333 (95.1)
	4 (1.1)
	13 (3.7)


Note: Percentages were calculated from the total patient sample (n = 350). HCWs, healthcare workers.

Supplementary Table S2
	Predictor
	Category/ comparison
	β
	SE
	Z-statistic
	AOR
	95% CI
	p-value

	Gender
	Male vs Female
	0.1696
	0.3974
	0.4268
	1.1849
	0.5437–2.5819
	0.6695

	Marital status
	Yes vs No
	0.3306
	0.4054
	0.8156
	1.3919
	0.6288–3.0810
	0.4147

	Educational level
	Post-tertiary vs No formal education
	−2.1460
	1.0425
	−2.0585
	0.1170
	0.0152–0.9024
	0.0395

	
	Primary vs No formal education
	−2.1747
	1.1510
	−1.8894
	0.1136
	0.0119–1.0846
	0.0588

	
	Secondary vs No formal education
	−2.1727
	1.1343
	−1.9154
	0.1139
	0.0123–1.0519
	0.0554

	
	Tertiary vs No formal education
	−1.8975
	1.0252
	−1.8509
	0.1499
	0.0201–1.1183
	0.0642

	Age group
	25–30 vs 18–24 years
	0.6368
	0.6537
	0.9741
	1.8904
	0.5249–6.8080
	0.3300

	
	31–35 vs 18–24 years
	1.7043
	0.7153
	2.3825
	5.4978
	1.3530–22.3404
	0.0172

	
	≥36 vs 18–24 years
	1.2906
	0.6770
	1.9063
	3.6349
	0.9644–13.7009
	0.0566

	Department/Ward visited
	Dentistry vs Accident & Emergency
	−0.7805
	0.5991
	−1.3028
	0.4582
	0.1416–1.4824
	0.1926

	
	Gynaecology vs Accident & Emergency
	−0.2397
	0.7054
	−0.3398
	0.7868
	0.1975–3.1356
	0.7340

	
	Laboratory vs Accident & Emergency
	0.6818
	0.7651
	0.8912
	1.9775
	0.4415–8.8580
	0.3728

	
	Ophthalmology vs Accident & Emergency
	−0.3343
	0.6866
	−0.4869
	0.7158
	0.1864–2.7495
	0.6263

	
	Pharmacy vs Accident & Emergency
	0.2910
	0.6634
	0.4386
	1.3378
	0.3645–4.9103
	0.6609

	
	Physiotherapy vs Accident & Emergency
	−0.1947
	0.6727
	−0.2894
	0.8231
	0.2202–3.0766
	0.7723

	Dignity and respect
	Satisfied vs Dissatisfied
	2.3310
	0.4426
	5.2664
	10.2887
	4.3211–24.4976
	<0.001

	Access to medical specialist
	Satisfied vs Dissatisfied
	1.6041
	0.4032
	3.9786
	4.9736
	2.2567–10.9614
	<0.001

	Functional equipment
	Satisfied vs Dissatisfied
	1.4094
	0.4476
	3.1489
	4.0936
	1.7026–9.8426
	0.0016

	Constant (intercept)
	—
	−2.0602
	1.2253
	−1.6813
	—
	—
	0.0927


Model statistics: Likelihood-ratio χ²(18) = 151.10, p < 0.001; Score χ²(18) = 150.35, p < 0.001; −2 log likelihood = 232.33; n = 350; model converged after five iterations.
Note: AOR = adjusted odds ratio; CI = confidence interval. The outcome was overall patient satisfaction, coded as 1 = dissatisfied and 2 = satisfied. The reference categories were female, unmarried/not married, no formal education, age 18–24 years, and Accident & Emergency, respectively. The multivariable model included 18 predictor degrees of freedom (slope parameters), plus the intercept. With 83 patients classified as dissatisfied, this corresponds to approximately 4.6 outcome events per predictor parameter. AORs are mutually adjusted for all variables shown in the table.


Supplementary Table S3
healthcare-worker perceptions of service-delivery conditions and recommended improvement strategies (n = 70)
	Indicator
	Agree, n (%)
	Disagree, n (%)
	Neutral, n (%)

	HCWs were competent and well trained
	68 (97.1)
	1 (1.4)
	1 (1.4)

	Hospital provided a supportive work environment
	39 (55.7)
	7 (10.0)
	24 (34.3)

	Hospital was clean and hygienic
	44 (62.9)
	11 (15.7)
	15 (21.4)

	Facility had enough staff for the patient load
	20 (28.6)
	42 (60.0)
	8 (11.4)

	Patients had easy access to specialists
	45 (64.3)
	13 (18.6)
	12 (17.1)

	Patients received timely and respectful care
	46 (65.7)
	10 (14.3)
	14 (20.0)

	Good relationship existed between staff and patients
	57 (81.4)
	4 (5.7)
	9 (12.9)

	Communication about test results/follow-up was timely
	52 (74.3)
	8 (11.4)
	10 (14.3)

	Billing/payment systems were user-friendly
	36 (51.4)
	19 (27.1)
	15 (21.4)

	Diagnoses/procedures were clearly explained
	64 (91.4)
	1 (1.4)
	5 (7.1)

	Patients were properly informed about service costs
	64 (91.4)
	4 (5.7)
	2 (2.9)

	Clear and accessible insurance/payment information was provided
	38 (54.3)
	15 (21.4)
	17 (24.3)

	Increasing the number of HCWs was recommended
	66 (94.3)
	3 (4.3)
	1 (1.4)

	Better training on handling complaints was recommended
	69 (98.6)
	0 (0.0)
	1 (1.4)

	Shorter waiting times were recommended
	68 (97.1)
	0 (0.0)
	2 (2.9)

	Prompt responses to complaints were recommended
	69 (98.6)
	0 (0.0)
	1 (1.4)

	Regular patient-feedback surveys were recommended
	66 (94.3)
	0 (0.0)
	4 (5.7)


Note: Percentages were calculated from the healthcare-worker sample (n = 70). HCWs, healthcare workers.


QUESTIONNAIRE 
QUESTIONNAIRE ON PATIENT SATISFACTION IN A TERTIARY HOSPITAL IN IBADAN, SOUTH-WESTERN NIGERIA.
I am conducting research on Analyzing Patient Satisfaction in a tertiary Hospital: Identifying Key Factors and Implications for Improvement. Your responses will help in identifying areas that needs improvement and in recommending effective strategies for enhancing the quality of healthcare services. Please answer all questions honestly and to the best of your ability based on your personal experiences. You are assured your response shall be treated with the utmost confidentiality and for research purposes only. Thank you for your unalloyed cooperation.
FOR PATIENTS
Serial No______
SECTION A: DEMOGRAPHIC INFORMATION
A). Age: [   ] 18 - 24 [   ] 25 - 30 [   ] 31- 35 [   ] 36 above 
B). Gender: [  ] Male   [  ] Female
C). Marital Status: [  ] Single [  ] Married [  ] Divorced [  ] Separated [  ] Widowed   
D). Education Level: [  ] No formal education  [  ] Primary   [  ] Secondary   [  ] Tertiary    [  ] Post-tertiary
E). Employment Status: [  ] Unemployed/Student [  ] Self-employed/Artisan/Trader [  ] Skilled worker/Technician [  ] Professional/Civil servant [  ] Farmer/Laborer [  ] Homemaker/Retired [  ] others (please specify).
F). Department/Ward visited: [  ] Laboratory [  ] Physiotherapy  [  ] Pharmacy [  ] Accident & Emergency [  ] Dentistry [  ] Ophthalmology [  ] Gynecology [  ] Other Clinics
G). How often do you visit this hospitals? [  ] Rarely   [  ] Occasionally   [  ] Frequently  [  ] Very often
H). Have you participated in any health-related training or workshop [  ] Yes [  ]No





SECTIONB: KEY FACTORS CONTRIBUTING TO PATIENT SATISFACTION IN A TERTIARY HOSPITAL AND THE EFFECT OF HEALTHCARE SERVICES QUALITY, INFRASTRUCTURE AND STAFF ATTITUDES ON PATIENT EXPERIENCES (TECHNICAL & FUNCTIONAL QUALITY)
How would you rate the following statements based on your experience with the lowest number of visits to the hospital. This will be on a 5-point scale where; VA (Very satisfied), S (Satisfied), VD (Very Dissatisfied), D (Dissatisfied), Neutral(no answer)
	S/N
	ITEM
	VS
	S
	N
	D
	VD 

	1

	The waiting time to get my medication at the pharmacy counter is short
	
	
	
	
	

	2
	The hospital is always clean and hygienic
	
	
	
	
	

	3

	HCWs  treated me with dignity and respect 

	
	
	
	
	

	4
	I receive adequate attention and care from HCWs
	
	
	
	
	

	5
	The equipment used appears up to date and functional
	
	
	
	
	

	6
	The waiting time for me to see the  HCWs was  reasonable
	
	
	
	
	

	7
	Medical prescriptions and medications are always available
	
	
	
	
	

	8
	The hospital facilities are well-maintained
	
	
	
	
	

	9
	There was adequate privacy during my examination and consultation 
	
	
	
	
	

	10
	I have easy access to the medical specialist I need
	
	
	
	
	

	11
	There is adequate sitting area

	
	
	
	
	

	12
	I observed that there are adequate numbers of HCWs to attend to my needs
	
	
	
	
	

	13

	Where I get medical treatment people have to wait for a longer period for emergency treatment
	
	
	
	
	

	14
	Doctors act so Business like and careful towards me
	
	
	
	
	

	15
	I have some doubt about the ability of the health staff that treats me

	
	
	
	
	

	16
	I find it hard to get an appointment for medical care right away
	
	
	
	
	


[bookmark: _Toc221987859][bookmark: _Toc222232129][bookmark: _Toc223279057]SECTION C; VARIABILITY IN PATIENT SATISFACTION
This section is designed to collect data for analyzing how patient satisfaction varies based on service quality, hospital infrastructure, and staff behavior.
Instructions:  Please tick the appropriate box using the options below
VS: Very Satisfied, S: Satisfied, N: Neutral, D: Dissatisfied, VD: Very Dissatisfied
	S/N
	ITEM
	VS
	S
	N
	D
	VD

	17
	I am satisfied with the quality of healthcare services received
	
	
	
	
	

	18
	I am satisfied with the hospital waiting time
	
	
	
	
	

	19
	The hospital environment positively affects my satisfaction.
	
	
	
	
	

	20
	I feel respected and valued by the HCWs

	
	
	
	
	

	21
	I am satisfied with all the care process of the hospital
	
	
	
	
	

	22
	My health concerns are addressed thoroughly

	
	
	
	
	

	23
	The Hospital services meet my expectations
	
	
	
	
	
	

	24
	Overall, I am satisfied with my experience in this facility

	
	
	
	
	



SECTION D: ROLE OF COMMUNICATION AND FINANCIAL ACCESSIBILITY CONTRIBUTING TO PATIENT SATISFACTION IN A TERTIARY HOSPITAL AND STRATEGIES FOR ENHANCING PATIENT SATISFACTION AND REDUCING PATIENT DISSATISFACTION IN A TERTIARY HEALTHCARE FACILITY
The role of communication and financial accessibility contributing to patient’s satisfaction
Please rate the following statements based on your experience with the lowest number of visits to the hospital. This will be on a 5-point scale where; SA (Strongly Agree), A (Agree), SD (Strongly Disagree), D (Disagree), Indifferent (no answer)
	S/N
	ITEM
	SA
	A
	Indifferent
	D
	SD

	25
	The HCWs explain diagnoses and procedures to me clearly
	
	
	
	
	

	26
	There is clarity of Communication about my Health Condition and Treatment
	
	
	
	
	

	27
	I am given enough chance to ask questions during consultation and examinations
	
	
	
	
	

	28
	The cost of services received are affordable
	
	
	
	
	

	29
	There are financial assistance options available for me (e.g., NHIS)
	
	
	
	
	

	30
	I am aware of the hospital charges and billing process.
	
	
	
	
	

	31
	The hospital charges and billing process/systems are made user-friendly for patients 
	
	
	
	
	

	32
	The hospital provides clear and accessible information about insurance coverage and payment options.

	
	
	
	
	

	33
	I feel confidents that I can get the medicals care I need without being set back finanically
	
	
	
	
	

	34
	The cost of treatment and services are clearly communicated to me before any medical procedures are carried out

	
	
	
	
	



SECTION E- STRATEGIES AND RECOMMENDATIONS FOR REDUCING PATIENT DISSATISFACTION AND IMPROVING PATIENT SATISFACTION
	S/N
	ITEMS
	SA
	A
	Indifferent
	D
	SD

	35
	Increasing the number of staffs available to patients will reduce waiting times and improve satisfaction.

	
	
	
	
	

	36
	Cleanliness and maintenance of hospital facilities will positively affect patient satisfaction.

	
	
	
	
	

	37
	Better medical staff training on how to handle patient complaints quickly and professionally to prevent escalation will improve patient care.
	
	
	
	
	

	38
	Shorter waiting times would improve my satisfaction.
	
	
	
	
	

	39
	Regular training on patient-centred care to all hospital staff will create a more positive environment and reduce dissatisfaction

	
	
	
	
	

	40
	Offering quick responses to patient complaints and grievances will helps reduce dissatisfaction

	
	
	
	
	

	41
	Government support is needed to improve hospital services.
	
	
	
	
	

	42
	Hospitals should invest in modern medical equipment.
	
	
	
	
	

	43
	More transparent billing systems would improve satisfaction.
	
	
	
	
	

	44
	Ensuring privacy during consultations and treatment would enhance patient comfort and satisfaction.
	
	
	
	
	

	45
	Providing patients with clear and consistent updates about their treatment status would improve satisfaction
	
	
	
	
	

	46
	Conducting of Regular surveys to gather patient feedback will help the hospital identify areas for improvement


	
	
	
	
	



SECTION F
47. Would you recommend this hospital to family or friends: Yes [  ] No [  ] Not Sure [  ]
48. How long did you wait before receiving care during your most recent visit: Less than 15 minutes [  ] 15–30 minutes [  ] More than 30 minutes [  ] Over 1 hour [  ]
49. In your opinion, what suggestions do you have for reducing patient dissatisfaction and improving   patient satisfaction in this facility? 



QUESTIONNAIRE ON ANALYZING PATIENT SATISFACTION IN A TERTIARY HOSPITAL IN IBADAN, SOUTH-WESTERN NIGERIA.
Dear Respondent,
I am conducting research on Analyzing Patient Satisfaction in a tertiary Hospital in Ibadan: Identifying Key Factors and Implications for Improvement. Your responses will help in identifying areas that needs improvement and in recommending effective strategies for enhancing the quality of healthcare services. Please answer all questions honestly and to the best of your ability based on your personal experiences. You are assured your response shall be treated with the utmost confidentiality and for research purposes only. Thank you for your unalloyed cooperation.
FOR HEALTHCAREWORKERS [HCW]
Serial No______
SECTION A: DEMOGRAPHIC INFORMATION
HCW A1. Age: [   ] 18 - 24 [   ] 25 - 30 [   ] 31- 35 [   ] 36 above 
HCW A2. Gender: [  ] Male   [  ] Female
HCW A3. Department/Ward: [  ] Laboratory [  ] Physiotherapy [  ] Pharmacy [  ] Accident & Emergency [  ] Dentistry [  ] Ophthalmology [  ] Gynecology
HCW A4. what is your role [ ] Doctor [ ] Nurse [ ] Med. Lab. Scientist [ ] Gynecologist [  ] Ophthalmologist [  ] Pharmacist [  ] Dentist [  ] Physiotherapist  [  ] Others
HCW A5. Employment status: [ ] full-time [ ] part-time [ ] contract
HCW A6. Years of Experience: ): [  ] 1-3years [  ] 4-6years [  ] 7-9 years [  ] 10-11 years
[  ] 12-14years [  ] 15-17years [  ] 18-20 years [  ] 21-23years [  ] 24-26years [  ] 27-29 years [  ] Above 30 years

SECTION B: KEY FACTORS CONTRIBUTING TO PATIENT SATISFACTION IN A TERTIARY HOSPITAL AND THE EFFECT OF HEALTHCARE SERVICES QUALITY, INFRASTRUCTURE AND STAFF ATTITUDES ON PATIENT EXPERIENCES (TECHNICAL & FUNCTIONAL QUALITY)
How would you rate the following statements based on your experience working in this hospital. This will be on a 5-point scale where; SA (Strongly Agree), A (Agree), SD (Strongly Disagree), D (Disagree), Neutral (no answer)
	S/N
	ITEM
	SA
	A
	N
	D
	SD

	HCW B1
	HCW are competent and well trained
	
	
	
	
	

	HCW B2
	The hospital is always clean and hygienic
	
	
	
	
	

	HCW B3
	The hospital provides supportive environment for HCW
	
	
	
	
	

	HCW B4
	There are essential drugs, medical supplies and adequate sitting area
	
	
	
	
	

	HCW B5
	The facility has enough staff to manage the number of patients 
	
	
	
	
	

	HCW B6
	Patient have easy access to the medical specialist they need
	
	
	
	
	

	HCW B7
	Patients generally receive timely care and are treated with dignity and respect 
	
	
	
	
	

	HCW B8
	There is a good relationship between hospital staff and patients
	
	
	
	
	

	HCW B9
	HCW have manageable workload
	
	
	
	
	

	HCW B10
	Power supply is stable and does not interfere with patient care
	
	
	
	
	






SECTION C: ROLE OF COMMUNICATION AND FINANCIAL ACCESSIBILITY CONTRIBUTING TO PATIENT SATISFACTION IN A TERTIARY HOSPITAL AND STRATEGIES FOR ENHANCING PATIENT SATISFACTION AND REDUCING PATIENT DISSATISFACTION IN A TERTIARY HEALTHCARE FACILITY
The role of communication and financial accessibility contributing to patient’s dissatisfaction
Please rate the following statements based on your experience working in this hospital. This will be on a 5-point scale where; SA (Strongly Agree), A (Agree), SD (Strongly Disagree), D (Disagree), Indifferent (no answer)
	S/N
	ITEM
	SA
	A
	N
	D
	SD

	HCW C1
	Diagnoses and procedures are clearly explained to patients
	
	
	
	
	

	HCW C2
	There is clarity of Communication about patient Health Condition and Treatment
	
	
	
	
	

	HCW C3
	Communication about test results and follow-ups is timely
	
	
	
	
	

	HCW C4
	The hospital charges and billing process/systems are made user-friendly for patients 
	
	
	
	
	

	HCW C5
	The hospital provides clear and accessible information about insurance coverage and payment options.

	
	
	
	
	

	HCW C6
	Patients are properly informed about the cost of services 
	
	
	
	
	



SECTION D: STRATEGIES AND RECOMMENDATIONS FOR REDUCING PATIENT DISSATISFACTION AND IMPROVING PATIENT SATISFACTION
	S/N
	ITEMS
	SA
	A
	N
	D
	SD

	HCW D1
	Increasing the number of staffs available to patients will reduce waiting times and improve satisfaction.
	
	
	
	
	

	HCW D2
	Better medical staff training on how to handle patient complaints quickly and professionally to prevent escalation will improve patient care.
	
	
	
	
	

	HCW D3
	Shorter waiting times would improve my satisfaction.
	
	
	
	
	

	HCW D4
	Offering quick responses to patient complaints and grievances will helps reduce dissatisfaction
	
	
	
	
	

	HCW D5
	Conducting of Regular surveys to gather patient feedback will help the hospital identify areas for improvement
	
	
	
	
	



SECTION E.
HCW E1. What is/are the main complaint(s) you receive from patients? 
_____________________________________________________________________
HCW E2. In your opinion, what is the most critical factor contributing to patient dissatisfaction? 
_____________________________________________________________________
HCW E3. In your opinion, what suggestions do you have for reducing patient dissatisfaction and improving patient satisfaction in this facility? 
 ______________________________________________________________________


