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A p p a r en t r ise  in  p a tien t d is sa t is fa c t io n  at T h e  N a tio n a l R eferra l H o sp ita l at 
T h im p h u , B h u ta n , w arran ted  a stu d y  to  fin d  o u t le v e ls  and  fa c to rs  for  d is sa t is fa c t io n . A  
c r o ss  s e c t io n a l h o sp ita l-b a se d  stu d y  w a s  c o n d u c te d  in v o lv in g  1 8 0  in p a tien ts  from  a ll 
w a rd s and  c a b in s  in  Jan uary-F eb ruary  2 0 0 4 . A n  in te r v ie w e r  a d m in is te r e d  q u estio n n a ire  
su r v e y  o n  p a tie n ts , 5 k e y  in fo rm a n ts  w e r e  in te r v ie w e d  and  a sh ort q u e stio n n a ir e  su r v e y  
o f  p h y s ic ia n s  w e r e  co n d u c te d . M o s t ly  y o u n g , b o th  gen d ers  r e p r esen ted  e q u a lly , 6 1 .1 %  
o f  s tu d y  p o p u la tio n  w a s  illitera te . 6 6 .1 %  w a s  p o o r  w ith  a  m o n th ly  in c o m e  b e lo w  
N g u ltr u m  5 0 0 0  (a b o u t U S $ 1 1 0 ) ,  35%  w e r e  farm ers and  th o u g h  a referra l h o sp ita l, 56%  
p a tien ts  w e r e  se lf -a d m itte d  p a tien ts  m a in ly  for a cu te  c o n d it io n s  (5 8 .3 % ). O v era ll, th ere  
w e r e  9 1 .7 %  s a t is f ie d  and  8 .3%  d is sa t is f ie d  p a tien ts . A m o n g  w a rd s , th e  ca b in  h a d  th e  
h ig h e s t  o v e r a ll sa t is fa c t io n  at 6 6 .7 % , fo l lo w e d  b y  E E N T , su r g ic a l an d  m a tern ity  at 
6 4 .7 % , 6 2 .1 %  and  6 0 .0 %  r e sp e c tiv e ly . W a r d w ise  d if fe r e n c e s  w e r e  s ta tis t ic a lly  
s ig n if ic a n t  (p = 0 .0 2 9 ) .  A g e , e th n ic ity  and  d u ration  o f  h o sp ita l s ta y  h ad  s ta tis t ic a lly  
s ig n if ic a n t  a s s o c ia t io n  w ith  a c c e s s ib i li ty  (p = 0 .0 0 3 , 0 .0 4 1  an d  0 .0 1 4  r e sp e c tiv e ly );  
referra l sta tu s and  a d m iss io n  h is to r y  w ith  c o m fo r t  in  w a rd  (p = 0 .0 2 6  and  0 .0 2 1  
r e sp e c t iv e ly ) . G en d er , referra l sta tu s and a d m iss io n  h is to r y  h ad  s ig n if ic a n t  a s so c ia t io n s  
w ith  w a it in g  t im e  (p = 0 .0 4 7 , 0 .0 0 9  and  0 .0 0 7  r e sp e c t iv e ly ) . N u r s e s ’ c o m p e te n c e  and  
e th n ic ity  h ad  s ig n if ic a n t  a s so c ia t io n s  w ith  d is e a se  sta tu s and  d o c to r  p a tien t  r e la tio n sh ip  
(p = 0 .0 4 6  an d  0 .0 4 5  r e sp e c t iv e ly ) . P ro v id er-r e la ted  d o m a in s  w e r e  m o r e  im p o rtan t for  
p a tien t sa t is fa c t io n  th an  w e r e  h o sp ita l m ilie u -r e la te d  d o m a in s  (p  < 0 .0 0 1 ) .  F ree  h ea lth  
care, k in d  and  h e lp fu l s ta ff , th e ir  c o m p e te n c ie s , g o o d  n u r s in g  and  m e d ic a l care , 
rep u ta tio n  o f  th is  a p ex  h o sp ita l w e r e  s o m e  o f  th e  m a in  fa cto rs  fo r  sa t is fa c t io n . V is ito r  
r e str ic tio n s , lo n g  w a it in g  t im e , in a d eq u a te  c o m m u n ic a tio n  b e tw e e n  p h y s ic ia n s  and  
p a tie n ts  w e r e  s o m e  o f  th e  fac tors  h ig h lig h te d  for  d is sa t is fa c t io n . L a ck  o f  a d eq u a te  s ta f f  
w a s  id e n tif ie d  as o n e  o f  th e  m a in  b o tt le n e c k s  for  th e  N R H  in  n o t  b e in g  a b le  to  m e e t  
p a t ie n ts ’ e x p e c ta t io n s . L a ck  o f  s ta f f  a lso  im p e d e d  p h y s ic ia n s  fro m  p r a c t ic in g  “ S e r v ic e  
w ith  a H u m a n e  F a c e ” . E n c o u r a g in g  a g o o d  d o c to r -p a tie n t  r e la tio n sh ip , r e v ie w in g  
v is ito r  r e str ic tio n  ru le s  and  h o sp ita l d ie t , and  p r o v is io n  o f  a d e c e n t  r e s t in g  p la c e  for  
p a tien t a tte n d a n ts /c o m p a n io n s  at n ig h t w e r e  s o m e  o f  th e  m a in  r e c o m m e n d a tio n s  w o rth

Field of study: H e a lth  S y s te m s  D e v e lo p m e n t  S tu d e n t’s s ig n a tu re . 

Academic Year: 2 0 0 3  A d v is o r ’s s ig n a tu re



i v

ACKNOWLEDGEMENTS
T h is  a c a d e m ic  w o r k  w o u ld  n o t h a v e  b e e n  a c c o m p lish e d  w ith o u t  th e  su p p o rt and  
g u id a n c e  o f  a n u m b er  o f  p er so n s . I h e r e b y  e x te n d  m y  s in c e r e  an d  m o s t  h u m b le  
a c k n o w le d g e m e n ts  an d  th an k s to  a ll c o n c e r n e d  w ith  s p e c ia l m e n t io n  o f  th e  f o l lo w in g .

I w o u ld  lik e  to th a n k  A ja m  O ng-arj V ip u ts ir i, ch a irm an  o f  m y  th e s is  c o m m itte e , D r. 
R o b ert ร . C h a p m a n , m y  th e s is  a d v iso r , A ja m  B u d d h a g a m  R u tc h a to m , m y  e x te r n a l  
e x a m in e r , A ja m  S a th ir a k o m  P o n g p a n ic h  and  P r o fe sso r  E d ga r  J. L o v e , c o m m itte e  
m e m b e r s  fo r  c o n s e n t in g  to  b e  m y  m en to rs  and  g u id e s  in  th is  m a id e n  v e n tu r e  o f  m in e  in  
resea rch .

I w o u ld  a lso  l ik e  to  e x te n d  m y  h ea rtfe lt  th a n k s to  th e  R o y a l G o v e r n m e n t  o f  B h u ta n  for  
g iv in g  m e  th is  o p p o r tu n ity  to  p u rsu e  a m a sters  c o u r se  in  th e  p r e s t ig io u s  C o l le g e  o f  
P u b lic  H ea lth , C h u la lo n g k o m  U n iv e r s ity , B a n g k o k . I w i l l  a lw a y s  p e r se v e r e  to  s e r v e  m y  
c o u n tr y  an d  th e  B h u ta n e se  p e o p le  to th e  b e s t  o f  m y  a b ilit ie s  an d  w ith  m o s t  s in c e r e  
e ffo r ts  for  th e  rest o f  m y  career.

I w i l l  fa il in  m y  d u ty  as a stu d en t h ere  i f  I d o  n o t  m e n tio n  an d  th a n k  a ll th o s e  fa c u lty  
m e m b e r s  w h o  ta u gh t m e  w ith  d ilig e n c e  and  lo v e . I h o p e  th at w h a t  I d o  in  th e  d o m a in  o f  
p u b lic  h e a lth  in  fu tu re, in  m y  o w n  sm a ll w a y s  w i l l  b e  s ig n if ic a n t  (w ith  p < 0 .0 5 )  an d  I 
w i l l  d e f in ite ly  attr ib ute  th o se  to a ll o f  y o u  to o . T h e  a s s is ta n c e s  o f  th e  e v e r  c h e e r fu l and  
h e lp fu l a d m in is tr a tiv e  an d  o th er  su p p ort s ta f f  h ere  w i l l  a lw a y s  b e  r e m e m b e r e d . I w i l l  
c h e r ish  m y  d a y s h ere  and  try and  l iv e  up to th e  lo f ty  g o a ls  an d  v is io n s  o f  th is  in s t itu te .

M y  s in c e r e  th a n k s g o  a lso  to all th o se  w h o  fa c ilita te d  m e  in  th is  r e se a r c h  w o r k  
in c lu d in g  th e  s ta f f  an d  in p a tien ts  and p a tien t a tten d an ts o f  th e  N a t io n a l R eferra l  
H o sp ita l, T h im p h u . I h o p e  th is  sm a ll resea rch  o f  m in e  w i l l  b e  o f  s o m e  u s e  to  y o u  in  
s o m e  w a y s .

T o  a ll m y  fr ien d s  o f  th is  M P H  coh o rt, m y  th a n k s for sh a r in g  m a n y  th in g s  b e y o n d  th e  
a c a d e m ic  c o n f in e s  o f  C P H . I w i l l  a lw a y s  try to  r em em b er  an d  r e m in is c e  o u r  d a y s  
to g e th e r  an d  I w is h  y o u  th e  b e s t  in  all yo u r  v e n tu res  in  life .

I w o u ld  a lso  lik e  to  m a k e  a s p e c ia l m e n tio n  and  a c k n o w le d g e  th e  su p p o rt fr o m  a ll m y  
B h u ta n e se  fr ien d s  at R a n g n a m  ap artm en t and e ls e w h e r e  s tu d y in g  at v a r io u s  in s t itu t io n s  
h ere  at B a n g k o k . O u r d a y s to g e th e r  w il l  a lw a y s  b e  rem e m b e r e d  d o w n  m e m o r y  la n e .

A n d  la s t ly , I w o u ld  lik e  to  th an k  m y  w ife ,  th ree  ch ild r e n  an d  o th er  n e a r  an d  d ear  o n e s  
for th e ir  m o ra l and  o th er  v a lu a b le  su p port. I w i l l  m a k e  s in c e r e  e ffo r ts  to  m a k e  up for  
th e  tw e lv e  m o n th s  w e  a ll m is s e d  o n e  an oth er.



TABLE OF CONTENTS

Page
A B S T R A C T ..................................................................................................................................................................  i i i

A C K N O W L E G D E M E N T S ................................................................................................................................. iv

T A B L E  O F  C O N T E N T S ......................................................................................................................................  V

L IS T  O F  T A B L E S .....................................................................................................................................................  X

L IS T  O F  F I G U R E S ..................................................................................................................................................  x i i

A B B R E V I A T I O N S .................................................................................................................................................... x i i i

CHAPTER I INTRODUCTION............................................................................ 1
1. Background........................................................................................................  1
2. Problem Identification...................................................................................... 4
3. The Research Questions................................................................................... 6

4. Rationale of the Research................................................................................. 6

5. Purpose of the Research................................................................................... 7
6 . Objectives of the Research............................................................................... 8
7. Conceptual Framework.................................................................................... 9
8 . Operational Definitions of Variables..............................................................  12

CHAPTER II LITERATURE REVIEW 13
1. In tr o d u c tio n ..........................................................................................................................................  13

2 . L itera tu re R e la te d  to P a tien t S a t is fa c t io n ......................................................................... 14

3. S o m e  M o d e ls  and  T h e o r ie s  o f  P a tien t S a t is fa c t io n ................................................... 15



4. Literature Review Related to Doctor-Patient Relationship 21
5. Literature Review of Factors in Relation to Patient Satisfaction________ 26

v i

CHAPTER III RESEARCH METHODOLOGY........................................................................ 3 0

1. In tr o d u c tio n ..........................................................................................................................................  3 0

2 . M e a su r e m e n t M e t h o d s .................................................................................................................  33

3 . T im e  L in e  for D a ta  C o lle c t io n ................................................................................................. 33

4 . A  B r ie f  D e sc r ip t io n  o f  th e  N a tio n a l R eferra l H o s p ita l

(N R H ) th e  S ite  o f  R e s e a r c h ......................................................................................................  3 4

5. T a rg et P o p u la tio n .............................................................................................................................  3 5

6 . S a m p lin g  T e c h n iq u e ......................................................................................................................  35

7. I n c lu s io n  C r ite r ia ....................................................................................................  3 5

8. E x c lu s io n  C r iter ia ............................................................................................................................  35

9 . S tu d y  /  S a m p le  P o p u la t io n ......................................................................................................... 3 6

10. V a lid ity  T e s t in g  o f  Q u e s t io n n a ir e s ....................................................................................... 3 6

11 . R e l ia b i l ity  T e s t in g  o f  Q u e s tio n n a ir e s ................................................................................  3 6

12. T ra in in g  o f  D a ta  C o lle c to r s /S u r v e y  In te r v ie w e r s .......................................................  3 7

13. E th ic a l an d  A d m in is tr a tiv e  C le a r a n c e s ..............................................................................  3 7

14. D a ta  C o lle c t io n s  and A n a ly s i s .................................................................................................. 3 8

15. A n a ly s is  o f  th e  R e s e a r c h ............................................................................................................. 3 9

16. L im ita tio n  o f  th e  S t u d y ................................................................................................................ 3 9

17. Benefits of the Study 40



1. In tr o d u c tio n .......................................................................................................................................... 41

2 . S a lie n t  F ea tu res o f  S tu d y  F in d in g s .......................................................................................  41

3. S a t is fa c t io n  R a t in g s ........................................................................................................................ 4 5

4 . L e v e ls  o f  S a t is f ie d  and  D is s a t is f ie d  P a tien ts ..................................................................  5 8

5. F a c to rs  for S a t is fa c t io n  as R e sp o n d e d  b y  S a t is f ie d  P a t ie n ts ...............................  6 2

6. R e c o m m e n d a tio n s  from  th e S a t is f ie d  G rou p  o f  P a tie n ts

for  Im p r o v in g  S e r v ic e s  and  P a tien t S a t is f a c t io n ......................................................... 6 4

7. F a c to rs  for  D is s a t is fa c t io n  for D is s a t is f ie d  G rou p  o f  P a t ie n ts ...........................  65

8. T e s ts  o f  A s s o c ia t io n s  B e tw e e n  S o c io -D e m o g r a p h ic  F a c to rs

an d  S p e c if ic  D o m a in s  o f  S a t is fa c t io n .................................................................................  6 6

9 . A s s o c ia t io n s  B e tw e e n  P a tien t F actors an d  S e r v ic e

D o m a in s  U n d e r  P ro v id er  A s p e c t ........................................................................................... 71

10. A s s o c ia t io n s  B e tw e e n  P a tien t F a cto rs and  O v era ll

S a t is fa c t io n  in  B o th  A s p e c t s ..................................................................................................... 7 2

11. O v e r a ll S a t is fa c t io n  w ith  A g e  and  D u r a tio n  o f  H o s p ita l S ta y ............................  73

11 . T e s t  o f  D if fe r e n c e s  in  T erm s o f  S a t is fa c t io n  B e tw e e n

F a cto rs  U n d e r  H o sp ita l M ilie u  and  P r o v id e r  A s p e c t s .............................................  7 4

13. In te r v ie w s  w ith  K e y  In fo rm an ts.............................................................................................  75

14. F in d in g s  o f  th e  S e lf -A d m in is te r e d  Q u e stio n n a ir e  S u r v e y

v i l

CHAPTER IV RESEARCH FINDINGS.................................................................. 41

of Physicians at the NRH 7 8



Vlll

CHAPTER V -DISCUSSIONS, CONCLUSIONS,
RECOMMENDATIONS...........................................................................................  8 2

1. In tr o d u c tio n ...........................................................................................................................................  8 2

2 . S a lie n t  S o c io -D e m o g r a p h ic  C h a ra c ter is tic s  o f  S a m p le  P o p u la tio n ...............  83

3 . S u m m a r y  o f  S a t is fa c t io n  L e v e ls  o f  D iffe r e n t  S e r v ic e s

in  th e  W ard s o f  N R H  as R a ted  b y  S tu d y  P o p u la t io n ................................................ 8 6

4 . S a lie n t  F ea tu res o f  D is s a t is f ie d  P a tie n ts  in  th e  N R H ..............................................  91

5. F a c to rs  for S a t is fa c t io n .................................................................................................................  93

6 . F a c to rs  for S a t is fa c t io n  as R e sp o n d e d  b y  S a t is f ie d  P a tie n ts ...............................  9 9

7. S c o r e s  for  V a r io u s  S e r v ic e s  A m o n g  D is s a t is f ie d  G rou p  o f  P a tie n ts .............  9 9

8. F a c to rs  for  D is s a t is fa c t io n  A m o n g  th e  D is s a t is f ie d  P a t ie n ts ...............................1 0 0

9 . R e c o m m e n d a tio n s  for Im p r o v e m e n t as S u g g e s te d

b y  S a t is f ie d  P a tie n ts .........................................................................................................................1 0 0

10. In te r v ie w s  o f  K e y  In fo rm an ts...................................................................................................... 101

11. Q u e s tio n n a ir e  S u r v e y  o f  P h y s ic ia n s  o n  th e ir  P e r c e p tio n s

o f  P a tie n t  S a t is fa c t io n  at th e  N R H ......................................................................................... 10 2

12. D is c u s s io n s  o n  S o m e  F a c to r s /V a r ia b le s  U n d e r  C er ta in  D o m a in s ....................103

CONCLUSIONS.............................................................................................................106
1. Sample Features..................................................................................................106
2. Satisfaction Levels in the NRH......................................................................... 106
3. Satisfaction Levels for Different Service Domains at Different Wards.... 107
4. Factors for Satisfaction....... ..............................................................................107
5. Factors for Dissatisfaction as Responded by Dissatisfied Patients............ 108



6. R e c o m m e n d a tio n s  for Im p r o v e m e n t o f  In p atien t S e r v ic e s

an d  P a tien t S a t is fa c t io n ...............................................................................................................10 9

7. S u m m a r y  o f  th e  In te r v ie w s  w ith  K e y  In fo rm a n ts.......................................................10 9

8. Q u e stio n n a ir e  S u r v e y  o f  P h y s ic ia n s  at th e  N R H ........................................................ 1 0 9

9. S o m e  L im ita tio n s  o f  th e  S tu d y .............................................................................................. 1 1 0

i x

RECOMMENDATIONS.............................................................................................. 112
1. G en era l r e c o m m e n d a tio n s ........................................................................................................... 11 2

2 . S p e c if ic  to  th e  N R H ..........................................  113

REFERENCES ........................................ ......  115

ANNEXES
A N N E X  I Q u e stio n n a ir e s  for S tru ctu red  In te r v ie w  S u r v e y

o f  In p atien ts  o f  T h im p h u  G en era l H o sp ita l (T G H ) ............................ ....... 11 9

A N N E X  n In fo rm ed  C o n se n t  F o r m .................................................................................................. 123

A N N E X  III Q u e stio n n a ir e s  for p h y s ic ia n s ’ su r v e y  at the

N a tio n a l R eferra l H o sp ita l (N R H ), T h im p h u ..................................................1 2 4

A N N E X  IV  O u tlin e  o f  to p ic s  for in te r v ie w s  w ith  k e y  in fo r m a n ts  o f  th e

D ep a rtm en t and N a tio n a l R eferra l H o sp ita l at T h im p h u , B h u ta n ..... 12 7

A N N E X  V  B u d g e t  e s tim a te ..................................................................................................................... 12 8

A N N E X  V I  .........................................................................................................................................................12 9

BIOGRAPHY 1 3 0



X

Ige

12

42
42
43
46
47
48
49
50
52
53
54

56

59
60
61

62
63

LIST OF TABLES

O p era tio n a l d e f in it io n  o f  v a r ia b le s ............................................................

A g e  d istr ib u tio n  o f  รณ d y  p o p u la tio n ........................................................

D u r a tio n  o f  h o sp ita l s ta y  ( in  d a y s) d u r in g  t im e  o f  s u r v e y  

S o c io -d e m o g r a p h ic  ch a ra c te r is tic s  o f  sa m p le  p o p u la tio n

S a t is fa c t io n  le v e ls  fo r  w h o le  sa m p le  p o p u la t io n .............................

S a t is fa c t io n  le v e ls  in  th e  E y e , E ar, N o s e  an d  T h ro at w a rd

S a t is fa c t io n  le v e ls  in  m e d ic a l w a r d ...........................................................

S a t is fa c t io n  le v e ls  in  th e  o r th o p e d ic  w a r d ...........................................

S a t is fa c t io n  le v e ls  in  th e  m a tern ity  w a r d ..............................................

S a t is fa c t io n  le v e ls  in  th e  su r g ic a l w a r d ..................................................

S a t is fa c t io n  le v e ls  in  p ed ia tr ic  w a r d ........................................................

S a t is fa c t io n  le v e ls  in  th e  c a b in .....................................................................

W ard  w is e  sa t is fa c t io n  m a tr ix  for h o sp ita l m il ie u ,

p r o v id e r  fa c to rs  and  o v e r a ll c o m b in e d ....................................................

T a b le  s h o w in g  w a r d -w is e  d istr ib u tio n  o f  s a t is f ie d

and  d is s a t is f ie d  p a tie n ts .....................................................................................

C h a ra c ter is t ic s  o f  d is s a t is f ie d  p a t ie n ts ....................................................

S c o r e s  for s e r v ic e  d o m a in s  for  d is s a t is f ie d  p a t ie n ts ......................

T e s ts  for  d if fe r e n c e s  in  m e a n s  o f  s a t is fa c t io n  s c o r e s  b e tw e e n  

sa t is f ie d  and  d is s a t is f ie d  p a tien ts  in  h o sp ita l

an d  p r o v id e r  d o m a in s  an d  o v e r a ll s a t is fa c t io n ..................................

F a c to rs  for  sa t is fa c t io n  as r e sp o n d e d  b y  sa t is f ie d  p a t ie n ts ........



x i

Table 20: Factors for dissatisfaction for dissatisfied patients 65
Table 21 : Associations between age, ethnicity and duration

of admission with accessibility 66

Table 22: Association between gender, referral status
and admission history with waiting time..................................................... 68

Table 23: Association between Referral status and Admission
history with Comfort in the ward................................................................  69

Table 24: Disease status with nurses’ competency...................................................... 71
Table 25 : Ethnicity with Doctor-patient relationship................................................... 71
Table 26: Association between age and overall satisfaction

with domains under provider aspect...........................................................  72
Table 27: Association between Age and Overall combined satisfaction....................  73
Table 28: Association between duration of admission

and overall combined satisfaction...............................................................  74
Table 29: Test of differences between means of scores

under hospital milieu and provider aspects.................................................. 75
Table 30: Distribution of physicians specialty/ward wise for

Table 19: Recommendations from the satisfied group..................................................  64

the questionnaire survey 79



LIST OF FIGURES
Page

Figure 1 : Graph patient referrals and expenditure 1992-2002 in NRH1....................  3
Figure 2: Conceptual frame work of research...........................................................  9
Figure 3: Aday and Anderson Model.........................................................................  16
Figure 4: Cognition-Affect Model of Satisfaction..................................................... 18
Figure 5: Zone of Tolerance by Nelson E. and Larson c ...........................................  19
Figure 6 : The Making of Patient Satisfaction Happen............................................... 20
Figure 7: Patient flow in the National Referral Hospital (NRH)...............................  34

Xll



ABBREVIATIONS

BHUs : Basic Health Units
EENT : Eye, Ear, Nose and Throat
GNH : Gross National Happiness
GNP : Gross National Product
GDP : Gross Domestic Product
JDWNRH : Jigmi Doiji Wangchuck National Referral Hospital 

(NRH in short)
Khengpas : The Central Bhutanese people
Lhotshampas : The Southern Bhutanese people
MOH ะ Ministry of Health
Ngalongs ะ The Western Bhutanese people.
Nu. : Ngultrum, the Bhutanese currency (US ร 1= Nu. 46)
ORCs : Out Reach Clinics
PHC : Primary Health Care
RGOB : Royal Government of Bhutan
Sharchops : The Eastern Bhutanese people


	Cover (English)


	Accepted


	Abstract (English)


	Acknowledgements


	Contents



