
CHAPTER V

DISCUSSIONS, CONCLUSIONS AND RECOMMENDATIONS 

1. Introduction
R e se a r c h e s  in  th e  d o m a in s  o f  h ea lth  care  s e r v ic e s  are f e w  an d  far b e tw e e n  in  B h u ta n . 

A s  a m o d e s t  a ttem p t to w a r d s  a n sw e r in g  s o m e  v e x in g  q u e s t io n s  r e la te d  to  p a tien t  

d is s a t is fa c t io n  that rem a in ed  u n a n sw e r e d  in  regard s to  h e a lth  ca re  s e r v ic e s  re n d e r e d  at 

th e  N a tio n a l R eferra l H o sp ita l at T h im p h u , a c r o ss  s e c t io n a l h o sp ita l b a s e d  s tu d y  w a s  

carr ied  o u t d u r in g  J a n -F e b .2 0 0 4 . It a im e d  as o n e  o f  its  o b je c t iv e s  to  c h a r a c te r iz e  th e  

le v e l  o f  d is s a t is fa c t io n  a m o n g  in p a tien ts  o f  th is  cen tre , w h ic h  s e r v e s  as th e  n a tio n a l  

referra l h o sp ita l o f  th e  k in g d o m  b e s id e s  ca ter in g  to g en e r a l p o p u la t io n  o f  th e  to w n  and  

T h im p h u  d istr ic t . T h e  o th er  o b je c t iv e s  w e r e  to fin d  ou t th e  m a in  fa c to r s  fo r  sa t is fa c t io n  

or  d is s a t is fa c t io n  in  th e  so c io -c u ltu r a l, e c o n o m ic  and p o l it ic a l  c o n te x t  o f  B h u ta n e se  

p a tie n ts  o f  th e  N R H , to  ch a ra c ter ize  sa t is fa c t io n  le v e ls  in  r e sp e c t  to  v a r io u s  s e r v ic e s  in  

d iffe r e n t w a rd s  an d  f in a lly  to  s e e k  r e c o m m e n d a tio n s  fro m  p a tie n ts  an d  ca r e  p r o v id e r s  

for  im p r o v in g  s e r v ic e s  an d  p a tien t sa t is fa c t io n  in  th is  cen tre .

1 8 0  in -p a tie n ts  w e r e  su r v e y e d  u s in g  in te r v ie w e r -a d m in is te r e d  q u e s t io n n a ir e s  a s  th e  

m a in  s tu d y  in stru m en t. 2 0  m o r ib u n d /c r it ic a lly  s ic k  p a tien ts  in  th is  2 0 0 - b e d  c e n tr e  w e r e  

e x c lu d e d . T o  su b sta n tia te  and  corrob ora te  f in d in g s  o f  th is  q u a n tita t iv e  su r v e y , in ­
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in te r v ie w s  o f  f iv e  k e y  in fo rm a n ts  and  a q u e stio n n a ir e  s u r v e y  o f  s ix te e n  p h y s ic ia n s  

in v o lv e d  in  in p a tie n t  care  w e r e  a lso  carried  ou t.

2. Salient Socio-Demographic Characteristics of Sample Population
T h e  s tu d y  fo u n d  o u t that th ere  w a s  eq u a l n u m b er  o f  m a le s  and  fe m a le s  p a t ie n ts  o f  9 0  

ea ch . H o w e v e r , s in c e  a ll in p a tien ts  w e r e  tak en  in  th e  su r v e y  in c lu d in g  th o s e  in  

m a te r n ity  w a rd , m a le  fe m a le  ratio  in  rest o f  th e  w a rd s w o u ld  b e  an in d ic a to r  to w a r d s  

th is  ra tio . A n a ly z in g  th is , it w a s  fo u n d  ou t that m a le s  fo rm ed  59%  o f  th e  to ta l in p a tie n ts  

o f  th e  sa m p le  p o p u la tio n , f e m a le s  fo rm in g  o th er  41% . O th er s tu d ie s , b y  an d  la rg e  h a v e  

fo u n d  o u t that m o r e  fe m a le s  than  m a le s  u t i l iz e  h ea lth  care s e r v ic e s  (K o h n  an d  W h ite  

1 9 7 6 ) . S in c e  th ere  w e r e  n o  s tu d ie s  carried  o u t p r e v io u s ly , it is  d if f ic u lt  to  in fe r  a n y  

c o n c lu s io n s  o u t o f  th is . T h is  trend  h as to b e  fo l lo w e d  for s o m e  t im e  to  sa y  d e f in ite ly  

that m o r e  m a le s  th an  fe m a le s  are ad m itted  in  N R H  im p ly in g  that m o r e  m a le s  h a v e  

se r io u s  c o n d it io n s  that w arran t h o sp ita liz e d  care.

T h e  y o u n g e s t  p a tien t  w a s  a o n e  year o ld  in fan t and  o ld e s t  w a s  a n in e ty  y ea rs  o ld  m a le .  

T h e  m e a n  a g e  o f  th e  s tu d y  p o p u la tio n  w a s  3 2 .0 4  y ea rs, S D  b e in g  2 0 .4 6  y ea rs  

r e s p e c t iv e ly  s ig n ify in g  that m o s t  o f  in p a tien ts  w e r e  in  y o u n g e r  a g e  g ro u p . T h is  w a s  a lso  

d u e  to  th e  fa c t  that 5 8 .3 %  o f  p a tien ts  w e r e  ad m itted  w ith  a cu te  c o n d it io n s .

5 5 .6 %  o f  th e  s a m p le  p o p u la tio n  w a s  illitera te . A b o u t  4 4 .4 %  o f  p a t ie n ts  h a d  e d u c a tio n  

from  n o n -fo r m a l to  c o l le g e  and  a b o v e  le v e ls  im p ly in g  that m o r e  an d  m o r e  o f  e d u c a te d  

p e o p le  are s e e k in g  h ea lth  care  in  th is  h o sp ita l as co m p a red  to s o m e  y ea rs a g o . T h is  is  in  

a g r e e m e n t to  C a ld w e ll  ( 1 9 9 3 )  w h o  sa id  that ed u ca ted  p e o p le  h a v e  m o r e  te n d e n c ie s  to
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u s e  h e a lth  ca re  th an  le s s  or u n e d u c a te d  o n e s . It m a y  a lso  im p ly  that e d u c a te d  p e o p le  are  

m o r e  e m p o w e r e d  to  n e g o t ia te  a d m is s io n  and  h o sp ita l b a se d  care  as c o m p a r e d  to  th e  

le s s  e d u c a te d  or  il lite r a te s .

In term s o f  o c c u p a tio n , farm ers fo r m e d  th e  h ig h e s t  n u m b er o f  p a tie n ts  at 35 % . T h is  is  

so  as B h u ta n e se  e c o n o m y  is  b a s ic a lly  an  agrarian  o n e  and a b o u t 80%  o f  p o p u la tio n  is  

rural an d  e n g a g e d  in  ag r icu ltu re . O th ers  c lo s e ly  fo l lo w in g  at 2 1 .7 %  w e r e  m a in ly  h o u s e  

w iv e s  w h o  c o u ld  b e  lu m p e d  in  th e  sa m e  c la s s  e x c e p t  i f  th e y  w e r e  s p o u s e s  o f  c iv i l  

serv a n ts  or w iv e s  o f  w o r k e r s  in  s e m i-g o v e r n m e n t  o r g a n iz a tio n s . M o n k s  fo r m e d  th e  

le a s t  r e p r e se n ta tio n  o f  a ll at 2 .8 % . T h is  is  an  in d ic a tio n  that th e  r e lig io u s  c la s s  is  a 

p r iv ile g e d  o n e  an d  e n jo y s  b e tter  h e a lth  th a n  rest o f  th e  B h u ta n e se  so c ie ty .

7 8 .2 %  o f  p a t ie n ts  c a m e  fro m  lo w - in c o m e  gro u p  o f  le s s  th an  N u . 5 0 0 0  p er  m o n th . T h e s e  

w e r e  m a in ly  farm ers, h o u s e w iv e s , s tu d e n ts  and  m o n k s; th e  la tter  tw o  w ith o u t  a n y  

in c o m e . A s  p er  F r e e m a n  and  C o r e y  ( 1 9 9 1 ) ,  lo w - in c o m e  p e o p le  u s e  h e a lth  s e r v ic e s  

m o r e  o fte n . T h is  is  o n e  r e a so n  for  th e  ro y a l g o v e r n m e n t o f  B h u ta n  to  c o n t in u e  free  

h e a lth  care  as a  n o b le  p o l ic y  to w a r d s  “G r o ss  N a tio n a l H a p p in e s s” that is  so  d ear to  ou r  

k in g  an d  th e  g o v e r n m e n t. F o r  s t i ll  s o m e  t im e  to c o m e , our p o o r  rural m a s s e s  m a y  n o t  

b e  a b le  to  p a y  e v e n  a b are m in im a l for  h ea lth  care se r v ic e s  that are p r o v id e d  free  to  

th e m  n o w . K e y  in fo r m a n ts  d u r in g  th e ir  in te r v ie w s  m a d e  th is a m p ly  c lear .

In term s o f  e th n ic ity , N g a lo n g s , th e  w e s te r n  B h u ta n e se , fo rm ed  a b o u t 3 6 .2 %  o f  th e  b u lk  

o f  th e  p a t ie n ts  in  th e  sa m p le  p o p u la tio n . T h is  is  m a in ly  b e c a u s e  o f  a c c e s s ib i l i ty  fa c to r  

as N R H  is  s itu a ted  in  th e  w e s te r n  part o f  th e  k in g d o m  and is  a lso  th e  w e s te r n  r e g io n a l
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referra l h o s p ita l .‘ T h e  rest o f  th e  r e g io n s  h a v e  th e ir  o w n  r e g io n a l re ferra l h o sp ita ls , 

w h ic h  se r v e  th e ir  o w n  c a tc h m e n t areas. T h o u g h  n o t as d e v e lo p e d  a s  N R H , m o s t  o f  th e  

p a tie n ts  are s c r e e n e d  an d  referred  fro m  th e se  r e g io n a l h o s p ita ls  fo r  a d v a n c e d  or  

s p e c ia l iz e d  care  at th e  N R H . O n e  o f  th e  r e c o m m e n d a tio n s  fro m  th e  p a t ie n ts  w a s  to  h a v e  

th e se  cen te r s  d e v e lo p e d  s o  that p a tien ts  n e e d  n o t b e  referred  a ll th e  w a y  to  T h im p h u . O f  

c o u r se , w e  d o  n o t h a v e  a n y  p o l ic y  to  d e n y  care  at N R H  e v e n  i f  th e y  sk ip  lo c a l  h ea lth  

fa c il it ie s . T h e  le a s t  (9 .4 % ) w e r e  th e  K h e n g p a s , th e  cen tra l B h u ta n e se  an d  th e  r e a so n  for  

th is  are b e c a u s e  m o s t  o f  th e m  r e s id e  in  m e d io c r e  s iz e d  d is tr ic ts  w ith  a d e q u a te  h ea lth  

in frastru ctu re  an d  m o s t  o f  th e m  m a y  n o t b e  a b le  to  g o  to  T h im p h u  o n  e c o n o m ic  

g ro u n d s i f  n o t referred  th ro u g h  th e  p rop er  ch a n n e l.

A b o u t  5 6 .1 %  o f  in p a tie n ts  w e r e  s e l f  ad m itted ; ab o u t 4 3 .9 %  o f  th e  p a t ie n ts  w e r e  

referred  th ro u g h  th e  referra l sy s te m . T h is  is  a n o te w o r th y  f in d in g  an d  m u st  b e  

ap p rec ia ted . R e fe r r in g  p a tien ts  a cro ss  d if f ic u lt  terrain  o f  th e  B h u ta n e s e  la n d sc a p e  is  

e x p e n s iv e , frau gh t w ith  w e a th e r  an d  to p o g r a p h ic a l h aza rd s an d  o f te n  re ferra ls  in v o lv e  

e v e n  se n d in g  m e d ic a l e sc o r ts . T h e  o th er  p o s s ib i l i ty  is  that m a n y  p a t ie n ts  are b y p a s s in g  

lo c a l h ea lth  fa c i l i t ie s  an d  a c c e s s in g  se r v ic e s  at th e  N R H  d ir e c tly . T h is  w i l l  h a v e  

im p lic a t io n s  in  th e  fu tu re in  term s o f  o v e r  b u rd e n in g  referra l h o s p ita ls  an d  u n d er ­

u ti l iz a t io n  o f  lo c a l fa c il it ie s  th o u g h  th ere  is  n o  p o l ic y  to a d d ress  th is  as o f  n o w .

A b o u t  5 8 .3 %  o f  s tu d y  p o p u la tio n  h ad  a cu te  fo rm s o f  d is e a s e s  or  h e a lth  c o n d it io n s .  

4 1 .7 %  o f  th e m  h ad  ch r o n ic  d iso r d ers . D u r in g  th e su m m e r  an d  o th e r  s e a s o n s , th is  ratio  

m a y  b e  in  s a m e  ord er  b u t w ith  a w id e  v a r ia n c e  as a cu te  c o n d it io n s  u s u a lly  far e x c e e d  

c h r o n ic  o n e s  an d  p a tie n ts  m a y  n o t b e  a b le  to  g e t  a d m iss io n s  e a s i ly  in  th e  w a rd s .
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T h e  lo n g e s t  a d m itted  p a tien t d u rin g  th e  su r v e y  w a s  2 1 0  d a y s  f o l lo w e d  b y  s o m e  fo r  9 0  

d a y s an d  7 8  d a y s. T h e se  c o u ld  b e  b e c a u se  s o m e  p a tien ts  in  o r th o p e d ic  w a rd  req u ire  

lo n g  term  p h y s io th e r a p y  and s o m e  h a v e  n o  o n e  to lo o k  a fter th e m  o n  b e in g  d isc h a r g e d . 

T h is  is  an o th er  p o in t  h ig h lig h t in g  “ S e r v ic e  w ith  H u m a n e  F a c e ” .

6 6 .7 %  o f  r e sp o n d e n ts  w e r e  first t im e  a d m iss io n s . A b o u t 3 3 .3 %  w e r e  r ep ea t a d m iss io n s  

m o s t ly  for  c h r o n ic  c o n d it io n s . T h e se  a d m iss io n s  for c h r o n ic  c o n d it io n s  c o u ld  b e  

red u ced  in  fu tu re w ith  th e  in it ia tio n  o f  h y p e r te n s io n , d ia b e te s  an d  c h r o n ic  d is e a s e  

c lin ic s  as part o f  o u tp a tien t s e r v ic e s  o n  d a ily  b a s is .

3. Summary of Satisfaction Levels of Different Services in the Wards 
of NRH as Rated by Study Population

A ll  th e  w a rd s w e r e  a s s e s s e d  for d ifferen t se r v ic e  ratin gs as r e sp o n d e d  b y  in p a tie n ts  and  

p aren ts an d  gu a rd ia n s o f  p ed ia tr ic  p a tien ts . T h is  w a s  o n e  o f  th e  o b je c t iv e s  o f  th e  s tu d y .

3.1 For whole sample population
9 8 .3 %  rated  p h y s ic ia n s ’ c o m p e te n c ie s  at h ig h  sa t is fa c t io n  le v e ls .  T h is  is  p erh a p s ou r  

p a tien ts  m a y  b e  in c a p a b le  o f  ju d g in g  th is  a sp e c t  o f  their  care  an d  rate it h ig h  in  th e  

sa t is fa c t io n  sc a le . P a tien ts  u su a lly  a c c e p t p h y s ic ia n s ’ su p er ior  sta tu s an d  m e d ic a l  s k il ls  

w ith o u t  a n y  d o u b ts  and  q u e s tio n s  (T a lc o t  P arso n , 1 9 6 4 ). S tu d ie s  e ls e w h e r e  h a v e  a lso  

sh o w n  th is  (Z .B e n  S ira , 1 9 7 6 ). 9 6 .1 %  o f  re sp o n d e n ts  a lso  rated  n u r s e s ’ c o m p e te n c e s  at 

h ig h  sa t is fa c t io n  le v e l .  C o m p e te n c ie s  h ere  w e r e  referred  to m a in ly  in s tr u m e n ta l a sp e c t  

o f  th eir  w o rk . A ttitu d e  o f  care  p ro v id ers  to o  w a s  rated  at h ig h  sa t is fa c t io n  le v e ls  b y  

9 2 .2 %  o f  re sp o n d e n ts . T h is  h ad  b e e n  a c o n s is te n t  f in d in g  a c r o ss  a ll w a rd s  an d  is
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im p o rta n t a s  r e c ip ie n ts  o f  care  are m o r e  d is s a t is f ie d  w ith  m a n n e r  a n d  m e a n s  o f  

p r o c e s s e s  o f  ca re  rather th a n  o u tc o m e  an d  c o m p e te n c ie s  o f  h e a lth  ca r e  p e r so n n e l  

(H .R .,K e lm a n , 1 9 7 6 ) . In m a n n ers , th o s e  p e r ta in in g  to  su p p ort s t a f f  are la u d a b le  in  th e  

B h u ta n e se  c o n te x t . O n ly  ab o u t 70 %  o f  p a tien ts  rated  w a it in g  t im e , d o c to r -p a tie n t  

r e la tio n  an d  c o m fo r t  in  w a rd s at h ig h  sa t is fa c t io n  le v e l. T h e s e  are a rea s for  

im p r o v e m e n t in  future.

3.2 The EENT ward
A ll  p a tie n ts  rated  su p p o rt s ta f f  a ttitu d e , c o m p e te n c y  o f  p h y s ic ia n s  an d  n u r se s  at h ig h  

s a t is fa c t io n  le v e ls .  O v e r  a ll, m a n y  o th er  d o m a in s  h a v e  a lso  b e e n  rated  at h ig h  

s a t is fa c t io n  le v e ls .  T h e  h ig h  le v e l o f  sa t is fa c t io n  in  E E N T  w a rd  m a y  b e  a s  a  r e su lt  o f  

tw o  s p e c ia l iz e d  d o c to r s  e a c h  for b o th  th e se  s p e c ia lt ie s . O p h th a lm ic  an d  E N T  p a t ie n ts  

u s u a lly  e x p e r ie n c e  rap id  im p r o v e m e n t in  th e ir  c o n d it io n s  e .g . a fter  ca ta r a c t/o th e r  

o p e r a tio n s . S tu d ie s  h a v e  p r o v e d  that g o o d  th era p eu tic  o u tc o m e s  are im p o rta n t fa c to r s  

for  s a t is fa c t io n  o f  o p h th a lm o lo g is ts  and  th is  m a y  further d r iv e  th e m  fo r  b e tter  ca r e  and  

s a t is fa c t io n  o f  p a tie n ts  (P e tr o z z i, M.c. et a l, 1992). A ls o  m o s t  o f  th e  p a t ie n ts  w e r e  in  

o ld e r  a g e  g r o u p s  and  m a n y  w e r e  referred  p a tien ts  as th is  is  th e  o n ly  fu ll f le d g e d  

o p h th a lm ic  and  E N T  cen te r  in  th e  cou n try . O th er s tro n g  s e r v ic e  d o m a in s  fo r  h ig h  

s a t is fa c t io n  w e r e  c o m p e te n c ie s  o f  p h y s ic ia n s  and  n u rses , s o c ia l  su p p o rt, su p p o r t  s ta f f  

a ttitu d e  and  g en e r a l c le a n lin e s s  in th e  E E N T  w ard . O v er  a ll s a t is fa c t io n  w a s  6 7 .0 %  and  

b o th  h o sp ita l an d  p r o v id e r  a sp e c ts  had  h ig h  sa t is fa c t io n  at 52.9% an d  6 7 .6 %

r e s p e c t iv e ly .
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3.3 The Medical ward
C o m p e te n c ie s  o f  b o th  p h y s ic ia n s  and  n u rses  w e r e  rated  at h ig h  s a t is fa c t io n  le v e l s  b y  a ll 

p a tien ts . S u p p o rt s t a f f  a ttitu d e  fo l lo w e d  th is  at 9 7 .0 % . M e d ic a l p r o b le m s  d e p e n d  a lo t  

o n  in v e s t ig a t io n s  and  th e  w a rd  is  o n  top  f lo o r  o f  in p a tien t c o m p le x . A d m is s io n s  an d  

in v e s t ig a t io n s  in v o lv e  a lo n g e r  w a it in g  t im e , w h ic h  w a s  r e f le c te d  a c c o r d in g ly  at 3 0 .3 %  

ratin g  at lo w  sa t is fa c t io n  le v e l  for  th is  d o m a in . 4 2 .4 %  o f  r e sp o n d e n ts  ra ted  d o c to r -  

p a tien t r e la tio n sh ip  at lo w  sa t is fa c t io n  le v e l  to o . S tu d ie s  h a v e  s h o w n  th a t p h y s ic ia n  

d is s a t is fa c t io n  w a s  h ig h  w ith  th o se  w h o  d ea l w ith  in fe c t io u s  d is e a s e s  an d  in tern a l 

m e d ic in e  is  e x a c t ly  that ( L e ig h ,J .p .  et al as c ite d  b y  A b ig a i l  Z u g e r ). T h e ir  

d is s a t is fa c t io n  m a y  b e  r e f le c te d  in  th eir  w o r k  and  a ffe c t  p a tie n t  w e lfa r e  an d  sa t is fa c t io n .  

M e d ic a l w a rd  is  o n e  o f  th e  b u s ie s t  w a rd s w ith  rap id  turn  o v e r  o f  p a t ie n ts  an d  w ith  a  

h e a v y  o u t p a tien t lo a d . T h ere  is  a lso  lo t  o f  in ter -w ard  referra ls  fo r  m e d ic a l  e v a lu a t io n s .  

T w o  or  th ree  p h y s ic ia n s  o n ly  m a n a g e  m e d ic a l w ard  an d  h e n c e  th e y  are u s u a lly  

o v e r w o r k e d . O v e r  a ll, 6 3 .3 %  rated  sa t is fa c t io n  h ere  at lo w  le v e l.

3.4 The orthopedic ward
9 6 .7 %  rated  c o m p e te n c y  o f  p h y s ic ia n s  an d  n u rses  at h ig h  s a t is fa c t io n  le v e ls .  9 3 .3 %  

rated  “ S e r v ic e  w ith  H u m a n e  F a c e ” and  care p r o v id e r s ’ a ttitu d e  at h ig h  sa t is fa c t io n  

le v e l. O v e r a ll, fro m  a c c e s s ib i l i ty  p o in t  o f  v ie w  and  w a it in g  t im e  fo r  a d m is s io n s  an d  

in v e s t ig a t io n s , th is  w a rd  h a s th e  a d v a n ta g e  o f  ap p ro p ria te  lo c a t io n . E x p a tr ia te  

p h y s ic ia n s  from  o u ts id e  o f te n  w o r k  h ere  an d  p o o r  ra tin g  for  d o c to r -p a tie n t  r e la t io n  as  

r e f le c te d  h ere  m a y  b e  as a re su lt  o f  la n g u a g e  barrier. C o m fo r t  in  th e  w a r d  ra ted  at lo w  

sa t is fa c t io n  b y  30 %  h ere  is  o n e  area for  im p r o v e m e n t. O v e r  a ll o r th o p e d ic  w a rd  h ad  

lo w  s a t is fa c t io n  le v e ls  in  b o th  h o sp ita l m il ie u  and  p r o v id e r  fa c to r  d o m a in s ;  m o r e  so  in
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th e  fo rm er  w h e r e  7 6 .7 %  rated  lo w  sa t is fa c t io n . O v er  a ll 70 %  o f  r e sp o n d e n ts  h ere  h ad  

lo w  sa t is fa c t io n .

3.5 The maternity ward
S a t is fa c t io n  le v e l  h ere  w a s  in d e e d  h ig h  and  ten  s e r v ic e  d o m a in s  h a d  b e e n  rated  at h ig h  

s a t is fa c t io n  le v e ls  b y  90%  an d  a b o v e  p a tien ts . M a tern ity  w a r d  is  o n e  o f  th e  b u s ie s t  

w a rd s in  th e  N R H . S in c e  th ere  are w e ll- tr a in e d  g y n e c o lo g is t s  an d  p e d ia tr ic ia n s  in  th is  

c en tre , m o s t  h ig h -r isk  o b ste tr ic  c a s e s  are referred  here  fro m  a c r o ss  th e  cou n try . O n ly  

80%  rated  w a it in g  t im e  at h ig h  sa t is fa c t io n  le v e l  b u t w a it in g  is  part o f  n o r m a l p r o c e s s  

o f  b irth . A n d  u n le s s  in d ic a te d , o b s te tr ic ia n s  in  N R H  d o  n o t o p t fo r  c a e sa r ia n  s e c t io n s .  

H ig h  s a t is fa c t io n  ra tin g s for  se r v ic e  w ith  h u m a n e  fa c e  and  su p p o r t s t a f f  a ttitu d e  w e r e  

v e r y  p o s it iv e  f in d in g s  h ere . In a b u s y  w ard  w h e r e  m a n y  c r it ic a l e v e n ts  o c c u r  in  r e sp e c t  

o f  n e o n a ta l an d  m atern a l h ea lth , ra tin g  for c o m fo r t  at 2 3 .3 %  at lo w  s a t is fa c t io n  le v e l  

w il l  b e  ta ll ord er for im p r o v e m e n t. O v er  a ll, m a tern ity  w a r d  h a d  b e tter  sa t is fa c t io n  

s c o r e s  in  p r o v id e r  d o m a in  at 5 6 .7 %  and  an o v e r  a ll h ig h  s a t is fa c t io n  le v e l  o f  60% .

3.6 The surgical ward:
A ll p a tie n ts  rated  a c c e s s ib i l i ty  at h ig h  sa t is fa c t io n  le v e l  as th is  w a r d  is  a c c e s s ib le  fro m  

tw o  en try  p o in ts  m o s t  o f  t im e s . 9 6 .6 %  rated  a ttitu d e  o f  su p p o rt s t a f f  an d  p h y s ic ia n s ’ 

and  n u r s e s ’ c o m p e te n c ie s  at h ig h  sa t is fa c t io n  le v e ls . D o c to r -p a tie n t  r e la tio n , g e n e r a l  

c le a n lin e s s  an d  c o m fo r t  in  w a rd s w e r e  s o m e  areas for a tte n tio n  as m o r e  th an  24 %  rated  

th e s e  at lo w  s a t is fa c t io n  le v e ls . S o c ia l su p p o rt w a s  a lso  ra ted  b y  2 0 .7 %  at lo w  

s a t is fa c t io n  le v e l. T h e s e  p erta in ed  to v is ito r s  r e str ic tio n  b u t th is  s is  im p o rta n t to  

m a in ta in  a se p tic  c o n d it io n s  in  a d ep artm en t w h e r e  th ere  is  n o  se p a ra te  w ard  for  p o s t
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o p e r a tiv e  c a se s . S u r g ic a l w ard  had b etter  sc o r e s  in  th e  p ro v id e r  d o m a in s  w ith  6 2 .1 %  at 

h ig h  sa t is fa c t io n  le v e l.

3.7 The pediatric ward:
P ed ia tr ic  w a rd  h ad  15 p a tien ts  e n ro lled  for  th e  su r v e y  and  p a r e n ts /g u a r d ia n s /a tte n d a n ts  

w e r e  th e re sp o n d e n ts . D u e  to  s o m e  p h y s ic a l structural c h a n g e s  that w e r e  ta k in g  p la c e  

d u rin g  th e  t im e  o f  su rv ey , o n ly  15 p a tien ts  o u t o f  s tip u la ted  4 0  w e r e  a v a ila b le  fo r  th e  

stu d y . A ls o  in  th e  w in te r , p a tien t lo a d  w a s  q u ite  le s s . 3 in fa n ts  w h o  w e r e  c r it ic a lly  s ic k  

w e r e  e x c lu d e d  fro m  th e  s tu d y  as a d v ise d  b y  p h y s ic ia n  in -ch a rg e .

T h is  is , o th e r w ise  a n o th er  b u sy  w ard  d u rin g  o th er s e a so n s . A l l  r e sp o n d e n ts  ra ted  

p h y s ic ia n s ’ c o m p e te n c e  and  c o m p r e h e n s iv e  care  at h ig h  sa t is fa c t io n  le v e ls .  T h e  fo rm er  

m a y  b e  b e c a u s e  p h y s ic ia n s  carry m o s t  o f  p ra c tica l/in stru m en ta l w o r k s  b y  th e m s e lv e s .  

T h e  latter m a y  b e  th e  ou tp u t o f  in tegra ted  m a n a g em en t o f  c h ild h o o d  i l ln e s s  (IM C I) that 

w e  f o l lo w  in  B h u ta n . 2 6 .7 %  had  rated  s o c ia l su p p ort and c o m fo r t  in  th e  w a rd  at lo w  

sa t is fa c t io n  le v e l  and  th e se  w e r e  m a in ly  d u e  to  s o m e  structural c h a n g e s  that w e r e  ta k in g  

p la c e  d u r in g  th e  t im e  o f  th is  stu d y . V is ito r s  co n tro l w a s  str ic ter  or  p a ren ts /a tten d a n ts  

w e r e  n o t a b le  to  fin d  th e  w ard  e a s ily . T h e  o v e r  a ll sa t is fa c t io n  m a tr ix  for  p e d ia tr ic  w a rd  

w a s  5 3 .3 %  at lo w  sa t is fa c t io n  le v e l. S o c ia l su p port, c o m fo r t  in  th e  w a rd , w a it in g  t im e ,  

h o sp ita l d ie t  and  p r o v id er  fac tors  o th er  than  c o m p e te n c ie s  an d  c o m p r e h e n s iv e  care  

w e r e  d o m a in s  for im p r o v e m e n ts  in  future.
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3.8 The cabins
A ll  p a tie n ts  rated  e ig h t  s e r v ic e  d o m a in s  at h ig h  sa t is fa c t io n  le v e ls .  C o n s p ic u o u s ly  f iv e  

o f  th o s e  w e r e  in  th e  p r o v id e r  d o m a in  e x c e p t  d o c to r -p a tien t r e la t io n sh ip . 4 4 .4 %  rated  

h o sp ita l d ie t  an d  w a it in g  t im e  at lo w  sa t is fa c t io n  le v e ls . M o s t  c a b in  p a t ie n ts  d o  n o t  ea t  

h o sp ita l d ie t  an d  p erh a p s rated  as u n certa in  (sc o r e  3 ) in  th e  lik ert s c a le  as th is  q u e s t io n  

p er ta in ed  to ta ste , q u a n tity  an d  t im in g  o f  m e a ls . W a itin g  t im e  w a s  ra ted  th u s  a s  p a t ie n ts  

u s u a lly  h a v e  to w a it  a lo n g  t im e  for  g e tt in g  ca b in s . T h e  o v e r  r id in g  o b se r v a t io n  h e r e  is  

th at d e sp ite  p a y in g  for  lo d g in g , p a tien t sa t is fa c t io n  w a s  v e r y  h ig h . It m a y  a lso  b e  th a t i f  

a s in g le  h ea lth  w o r k e r  cares for fe w e r  p a tien ts , p a tien ts  are m o r e  sa t is f ie d . A ls o  th is  

m a y  d r iv e  h o m e  th e  fa c t that m in im a l p a y m en t that c a b in  o c c u p a n ts  m a k e  d o e s  n o t  

a ffe c t  th e ir  p e r c e p tio n s  to w a rd s  d is sa t is fa c t io n . C a b in  h ad  h ig h e r  sa t is fa c t io n  m a tr ix  in
i

b o th  h o sp ita l an d  p r o v id e r  d o m a in s  at 5 5 .6 %  and  7 7 .8 %  r e s p e c t iv e ly  an d  an  o v e r a ll  

h ig h  sa t is fa c t io n  at 6 6 .7 % .

4. Salient Features of Dissatisfied Patients in the NRH.
A s  r e f le c te d  in  ta b le  15 , 80%  o f  th e  d is sa t is f ie d  p a tien ts  w e r e  f e m a le s  a s  a g a in s t  20 %  

m a le . T h is  c o n fo r m e d  to  m a n y  o th er  s tu d ie s  and  a lso  as fo u n d  in  p h y s ic ia n s ’ su r v e y . 

O n e  stu d y , h o w e v e r  fo u n d  that fe m a le s  w e r e  m o r e  sa t is f ie d  th an  m a le s  (A l-D o g h a ith e r  

A .H , A b d e r h m a n  B .M ., S a e e d  A . A ., 2 0 0 0 ) . A b o u t  73%  o f  th e  d is s a t is f ie d  p a t ie n ts  w e r e  

in  th e ir  2 0 s  an d  3 0 s . T h is  w a s  c o n fo r m in g  to o th er  s tu d ie s  (R a y  F itz p a tr ic k , A n th o n y  

H o p k in s , 1 9 8 3 ) . M o r e  illite r a te s  (6 7 % ) w e r e  fo u n d  to b e  d is s a t is f ie d  in  th is  s tu d y  

co n tra ry  to  th e  g en e r a l b e l i e f  that e d u ca ted  o n e s  are m o r e  p r o n e  to b e  d is s a t is f ie d .  

A b o u t  67%  o f  th e  d is s a t is f ie d  w e r e  from  lo w - in c o m e  b rack et o f  N u . < 5 0 0 0  p er  m o n th .  

S tu d ie s  e ls e  w h e r e  h a v e  fo u n d  ou t that p a tien ts  w ith  h ig h e r  in c o m e  g ro u p s  rated
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sa t is fa c t io n  a b o u t 5%  h ig h e r  than  p a tien ts  w ith  lo w e r  in c o m e  (A .G . Z w e ir , D .C la rk ,

2 0 0 1 ) .  In ou r  c o n te x t , th is  c o u ld  b e  that p o o r  are a lso  th e  i l lite r a te s  w h o  m a y  n o t b e  a b le  

to p u t a v a lu e  to  th e  free  h ea lth  s e r v ic e s  that g o v e r n m e n t is  p r o v id in g  to  th e m . T h is  w a s  

a lso  h ig h lig h te d  b y  m o s t  o f  th e  k e y  in fo rm a n ts . H o u s e w iv e s , a s  o n e  o f  th e  o c c u p a tio n a l  

g ro u p s in  th is  s tu d y , fo r m e d  th e  h ig h e s t  p e r c e n ta g e  a m o n g  d is s a t is f ie d . T h is  fo r m e d  

a b o u t 4 6 .7 %  o f  th em . S h a r c h o p s , th e  ea stern  B h u ta n e se  fo r m e d  4 0 %  o f  d is s a t is f ie d  

f o l lo w e d  b y  N g a lo n g s  at ab o u t 2 6 .7 %  w h ile  K h e n g p a s  w e r e  th e  le a s t  at 13 .3% . T h e  

S h a r c h o p s  c o u ld  b e  d is s a t is f ie d  as th e y  are u s u a lly  referred  fr o m  th e ir  r e g io n a l referra l 

h o sp ita l in  th e  ea st, in v o lv e s  tr a v e lin g  a cro ss  th e  co u n tr y  an d  f in a lly  s o m e  lo c a l fa c to rs  

at th e  N R H  m a y  a lso  c o m e  in to  p la y . In o th er  s tu d ie s , e th n ic ity  w a s  n o t  p r o v e d  to  h a v e  

a n y  a s s o c ia t io n  w h a ts o e v e r  w ith  sa t is fa c t io n  (D in e s h  B h u g ra , Jan et la  G re n a d e , P a o la  

D a z z a n , 2 0 0 0 ;  C a lla n  A l l is o n , L itt le w o o d  R o la n d  1 9 9 8 )) .

S e lf-r e fe r r e d /a d m itte d  p a tie n ts  fo rm ed  80%  o f  th e  d is s a t is f ie d  lo t. R e fe r r e d  p a tie n ts  in  

th e  B h u ta n e se  c o n te x t  m a y  rare ly  c o m p la in  as th e y  are p r o v id e d  w ith  g o v e r n m e n t  

tra n sp o rta tio n  w ith  n ig h t  h a lts  in  h o sp ita ls  a lo n g  th e  tra v e l r o u te s  an d  at t im e s  e v e n  

w ith  m e d ic a l e sc o r ts . 60%  o f  d is s a t is f ie d  p a tien ts  w e r e  a d m itte d  w ith  a c u te  c o n d it io n s .  

O n e  o f  th e  d is s a t is f ie d  w a s  7 8  d a y s in  th e  h o sp ita l, n e x t  for  19 d ay s; th e  sh o r te s t  b e in g  

o n e  m o n th  in  th e  p ed ia tr ic  w a rd  w h o s e  m o th e r  w a s  v e r y  d is s a t is f ie d . R e p e a t  a d m iss io n s  

fo r m e d  a b o u t 60 %  o f  d is s a t is f ie d  a m o n g  th e  s tu d y  p o p u la tio n ;  th is  m a y  b e  so  as  

sa t is fa c t io n  is  an  e v a lu a t iv e  p r o c e s s  an d  n e e d s  s o m e  tim e . A l s o  it m a y  b e  that th e y  are  

a w a re  o f  th e ir  c h r o n ic  c o n d it io n s , w h ic h  m a y  n o t  h a v e  a n y  cu re  d u e  to  w h ic h  th e y  m a y  

rem a in  d is sa t is f ie d . H o w e v e r , s tu d ie s  h a v e  fo u n d  o u t that p a t ie n ts  w ith  p r e v io u s
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a d m iss io n s  w e r e 'm o r e  sa t is f ie d  and  le s s  in  c o n f l ic t  w ith  s ta f f  (D in e s h  B h u g r a , Jan et la  

G ren ad e , P a o la  D a z z a n , 2 0 0 0 ) .

5. Factors for Satisfaction
Id e n tify in g  fa c to rs  for  sa t is fa c t io n  a m o n g  th e  p a tien ts  o f  N R H  w a s  o n e  o f  th e  o b je c t iv e s  

o f  th e  s tu d y . It is  n o t  su ff ic ie n t  to  k n o w  that p a tien ts  are d is s a t is f ie d  b u t w h y  th e y  are is  

c r u c ia l(W illia m s  and  W ilk in s o n , 1 9 9 5 ). T h is  w a s  d ea lt  from  th ree  a sp e c ts .

5.1 Statistical associations between patient factors and satisfaction in 
respect to different domains.
5.1.1 In Hospital milieu aspect

A s s o c ia t io n s  b e tw e e n  a g e , e th n ic ity , d u ra tion  o f  h o sp ita l s ta y  an d  s a t is fa c t io n  w ith  

A c c e s s ib i l i ty  d o m a in  (T a b le  2 1 , p a g e  5 2 ).

•  A g e  and  sa t is fa c t io n  w ith  A c c e ss ib ili ty :

T h ere  w a s  a s ig n if ic a n t  a s so c ia t io n  b e tw e e n  th e se  w ith  p 0 .0 0 3 . T h o s e  b e lo w  15 y ea rs  

and  a b o v e  31  h ad  h ig h e r  sa t is fa c t io n  and  th e  grou p  in  b e tw e e n  th e s e  a g e s  w a s  le s s  

s a t is f ie d  w ith  a c c e s s ib ili ty . In term s o f  y o u n g e r  p a tien ts  h ere  in  th e  N R H , s a t is fa c t io n  in  

term s o f  a c c e s s ib i l i ty  m a y  b e  h ig h e r  as e ld ers  u su a lly  a c c o m p a n y  th e m  d u r in g  h o sp ita l  

a d m iss io n s  an d  o th er  in v e s t ig a t io n s .

•  E th n ic ity  and  sa t is fa c t io n  w ith  A c c e ss ib ili ty :

T h e  s ig n if ic a n c e  h ere  w a s  w ith  a p v a lu e  o f  0 .0 0 3 . L h o tsh a m p a s  and  N g a lo n g s  w e r e  

h ig h ly  s a t is f ie d  f o l lo w e d  b y  S h a rch o p s and  K h e n g p a s . B o th  first tw o  h a v e  e a s y  a c c e s s
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to  th e  c a p ita l a s  m o s t  o f  ro a d s run fro m  so u th  to  north . A s  for  th e  N g a lo n g s  th e  h o sp ita l  

is  in  th e  w e s te r n  r e g io n  it s e lf . A ls o  b o th  th e se  gro u p s m a y  h a v e  s o m e  b o d y  o r  th e  o th er  

in  th e  c a p ita l for  fa c il ita t in g  a c c e s s , care  and  a d m iss io n s  h ere . T h e  K h e n g p a s  w e r e  th e  

le a s t  s a t is f ie d  as from  th e  a c c e s s ib i l i ty  p o in t  o f  v ie w , th eir  r e g io n  is  fa r -flu n g  and  

r em o te . T h e y  m a y  a lso  b e  h a n d ic a p p e d  in  term s o f  h a v in g  s o m e  r e la t iv e s  in  T h im p h u  

fo r  fa c il ita t in g  c o n su lta t io n  an d  a d m iss io n  in  th e  N R H .

•  D u r a tio n  o f  h o sp ita l s ta y  and  sa t is fa c t io n  w ith  A c c e s s ib ili ty :

T h ere  w a s  a s ig n if ic a n t  a s s o c ia t io n  b e tw e e n  th em  at a p v a lu e  o f  0 .0 1 4 . T h o s e  w ith  

sh orter  d u ra tion  o f  s ta y  h ad  a h ig h er  sa t is fa c t io n  le v e l. T h is  m a y  b e  b e c a u s e  sa t is fa c t io n  

is  an  e v a lu a t iv e  p r o c e s s  an d  sh orter  th e  stay , sh orter  th e  t im e  to  e v a lu a te  an d  fo rm  a 

p e r c e p tio n  o f  d is sa t is fa c t io n .

A s s o c ia t io n s  b e tw e e n  g e n d e r s , referral sta tu s and a d m iss io n  h is to r y  w ith  w a it in g  t im e  

(T a b le  2 2 , p a g e  5 3 -5 4 )

•  G e n d e r  and  w a it in g  tim e .

T h e  a s s o c ia t io n  h ad  a p v a lu e  o f  0 .0 4 7 . M a le s  w e r e  m o r e  sa t is f ie d  th a n  fe m a le s .  

L iteratu re sa y s  that it is  th e  q u a lity  o f  w a it in g  t im e  and  o u tc o m e  o f  c o n s u lta t io n s  or  

in v e s t ig a t io n s  a fter  w a it in g  that m atter  w h ic h  a ffe c ts  th e  p e r c e p tio n s  o f  s a t is fa c t io n  

(C h a n k in g  H o n g , T sa n g  J, C h e n  K Y H , 2 0 0 3 ) . B h u ta n e se  m a le s  are m o r e  o u tg o in g  th an  

f e m a le s  an d  w o u ld  h a v e  m e t  and  in tera cted  w ith  m o re  p a tien ts  an d  h a d  a  b e tte r  t im e

sp e n t w h ile  w a it in g .
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•  R eferra l sta tu s an d  w a it in g  tim e .

R eferred  p a tie n ts  w e r e  m o r e  s a t is f ie d  th an  s e l f  a d m itted /re ferred  p a t ie n ts  w ith  a  

s ta tis tic a l a s s o c ia t io n  o f  p  v a lu e  o f  0 .0 0 9 . T h is  is  v e r y  true in  ou r  s itu a t io n  as re ferred  

p a tien ts  are h e lp e d  b y  a m b u la n c e  d r iv ers  w h o  reach  th em  to  th e  N R H ; s o m e  t im e s  th ere  

are e v e n  m e d ic a l e sc o r ts  to  h e lp  and  h an d  o v e r  p a tien ts  at th e  e m e r g e n c y  o u tp a tie n t  

d ep artm en t o f  th e  N R H . T h e y  are u s u a lly  tak en  care o f  fa ster  than  o th e r  p a t ie n ts  an d  

th u s in v o lv e  le s s  w a it in g .

•  A d m is s io n  h is to r y  and  w a it in g  tim e.

A  h ig h ly  s ig n if ic a n t  a s s o c ia t io n  w a s  fo u n d  at th e  p v a lu e  o f  0 .0 0 7 .  F irst t im e  

a d m iss io n s  w e r e  m o r e  s a t is f ie d  th an  rep eat a d m iss io n s . T h is  f in d in g  is  co n tra ry  to  w h a t  

litera tu res say . It is  sa id  that rep eat a d m iss io n s  are m o re  s a t is f ie d  w ith  s e r v ic e s  an d  

h a v e  le s s  p r o b le m s  w ith  h o sp ita l s ta f f  (D in e s h  B h u gra , Jan et L a  G r e n a d e  an d  P a o la  

D a z z a n , 2 0 0 0 ) .  T h e  o n ly  lo g ic a l  e x p la n a tio n  h ere  w o u ld  b e  th at first t im e r s  w o u ld  n o t  

h a v e  b e e n  a b le  to  co m p a r e  a d m iss io n  and  o th er  w a it in g  t im e s  w ith in  p r e m is e s  o f  th e ir  

p r e v io u s  e x p e r ie n c e s  an d  b e  d is sa t is f ie d .

A s s o c ia t io n s  b e tw e e n  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  th e  w a r d  

(T a b le  2 3 , p a g e  5 5 )

•  R eferra l sta tu s an d  c o m fo r t  in  th e  w ard:

T h e s e  tw o  v a r ia b le s  w e r e  s ig n if ic a n t ly  a s so c ia te d  at a p  v a lu e  o f  0 .0 2 6 .  R e fe r r e d  

p a tie n ts  w e r e  m o r e  s a t is f ie d  th an  th o se  w h o  w e r e  s e l f  a d m itted  o n e s . T h is  is , b e c a u s e  o f  

a so u n d  referral s y s te m  in  B h u ta n . T h e se  p a tien ts  are lifte d  b y  g o v e r n m e n t  a m b u la n c e s
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an d  are ta k en  b e tter  an d  fa ster  care  at th e  N R H . T h e y  are a ls o  w e l l  p rep a red  an d  ta k e  

m o r e  o f  req u ired  p a ra p h ern a lia  fo r  a  h o s p ita l iz e d  sta y  as tran sp ort is  a v a ila b le . A l l  th e s e  

m a y  n o t b e  p o s s ib le  for  th e  s e lf -a d m itte d  p a tien ts .

•  A d m is s io n  h is to r y  an d  c o m fo r t  in  th e  w ard .

T h ere  w a s  a g a in  a s ig n if ic a n t  a s s o c ia t io n  b e tw e e n  th e se  w ith  a  p v a lu e  o f  0 .0 2 1 . F irst  

t im e  a d m iss io n s  w e r e  m o r e  s a t is f ie d  th an  rep ea t a d m iss io n s . F irst t im e  a d m iss io n s  are  

u s u a lly  d u e  to  a c u te  c o m m u n ic a b le  c o n d it io n s  and  im p r o v e m e n ts  m a y  b e  rap id . R e p e a t  

a d m iss io n s  m a y  b e  as a re su lt  o f  ch r o n ic  c o n d it io n s . T h e y  m a y  h a v e  c er ta in  f ix e d  

e x p e c ta t io n s  b a s e d  o n  p r e v io u s  e x p e r ie n c e s  and  m a y  b e  m o r e  c r it ic a l in  th e ir  

e v a lu a t io n s  w h ic h  m a y  a ffe c t  th e ir  sa t is fa c t io n . T h e y  m a y  a lso  b e  d is s a t is f ie d  as th e y  

are a lrea d y  to ld  o f  th e  n atu re o f  th e ir  d ise a se s .

5.1.2 In Provider factor aspects
T h ere  w e r e  s ig n if ic a n t  a s s o c ia t io n s  b e tw e e n  d is e a se  sta tu s an d  n u r s e s ’ c o m p e te n c y  an d  

e th n ic ity  an d  d o c to r -p a tie n t  r e la tio n sh ip  (T a b le  2 4 . p a g e  5 8 ).

•  D is e a s e  sta tu s and  n u rses  c o m p e te n c e

H ere  10 0%  o f  c h r o n ic  p a tie n ts  w e r e  h ig h ly  sa t is f ie d  w ith  th e  n u r s e s ’ c o m p e te n c y . T h e  

s ig n if ic a n c e  le v e l  w a s  p 0 .0 2 5 . A s  p er  S z a r sz  and  T .S ., H o lle n d e r  ( 1 9 5 6 ) ,  c h r o n ic  

p a tie n ts  h a v e  m a jo r  r o le  in  ta k in g  care  o f  th e ir  d is e a se s  and  h ere  n u r se s  c o m e  h a n d y . 

N u r s e s  in  th e  N R H  ren d er  care  to  p a tien ts  a ll d a y  lo n g . T h e  p h y s ic ia n s  d o  th e  t im e ly  

ro u n d s , w r ite  ord ers an d  it is  th e  n u rses  w h o  carry o u t a lm o s t  a ll o f  care  r e la ted
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s e r v ic e s . M a n y  a  t im e s  n u rses  in  ou r se t  up e v e n  rem em b er  p r e v io u s /c h r o n ic  p a tien ts .  

P a tie n ts  th u s f e e l  s a t is f ie d  w ith  n u rses  in  g en era l in  th e  B h u ta n e se  c o n te x t .

•  E th n ic ity  w ith  D o c to r -p a tie n t  r e la tio n sh ip  

T h ere  w a s  a  h ig h ly  s ig n if ic a n t  a s so c ia t io n  b e tw e e n  th em  at a p  v a lu e  o f  < 0 .0 0 1  (T a b le  

2 5 , p a g e  5 6 ) . N g a lo n g s  w e r e  h ig h ly  sa t is f ie d  fo l lo w e d  b y  S h a rch o p s. T h e  le a s t  w e r e  th e  

L h o tsh a m p a s . D z o n g k h a  is  th e  n a tio n a l la n g u a g e  o f  B h u ta n  an d  is  m o s t ly  sp o k e n  b y  

th e  p e o p le  o f  w e s t . L h o tsh a m p a s are th e  le a st  co n v e r sa n t in  th is  la n g u a g e . A l l  th e  

g o v e r n m e n t s ta ffs  are c o n v e r sa n t w ith  it in c lu d in g  p h y s ic ia n s  at th e  N R H . S tu d ie s  h a v e  

fo u n d  o u t e v id e n c e s  that race , e th n ic ity  and la n g u a g e  h a v e  su b sta n tia l in f lu e n c e s  o n  

d o c to r  p a tie n t  r e la tio n sh ip . P a tien ts  are m o re  sa t is f ie d  and d e v e lo p  a b e tter  r e la tio n sh ip  

w ith  la n g u a g e  co n c o r d a n t p h y s ic ia n s  (W arren  J. F erg u so n , L u c y  M . C a n d ib , 2 0 0 2 ) .  

T h is  m a y  b e  true e v e n  in  th e  c o n te x t  o f  p resen t stu d y.

5.1.3 With combined provider aspect
A  s ig n if ic a n t  a s s o c ia t io n  w a s  fou n d  b e tw e e n  a g e  and  th e o v e r  a ll sa t is fa c t io n  w ith  th e  

p r o v id e r  a sp e c t  (T a b le  2 6 ) . T h e  p v a lu e  o f  th is  a s so c ia t io n  w a s  0 .0 1 4 . T h o s e  > 3 1  y ea rs  

h ad  h ig h e r  s a t is fa c t io n  le v e l  than  th o se  in  o th er  a g e  c a te g o r ie s . O ld er  a g e  w a s  th u s  

a sso c ia te d  w ith  h ig h  sa t is fa c t io n  w ith  fa c to r s /se r v ic e s  d o m a in s  in  th e  p r o v id e r  a sp e c ts .

5.1.4 With overall satisfaction (combined hospital and provider 
aspect)

H ere  a g e  an d  d u ra tion  o f  h o sp ita l s ta y  had  s ig n if ic a n t  a s s o c ia t io n s  at p v a lu e s  o f  0 .0 4 6  

and  0 .0 4 5  r e s p e c t iv e ly  (T a b le s  2 7 ,2 8 , p a g e 5 8 ). A g e  a b o v e  31 y ea rs w a s  a s s o c ia te d  w ith
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h ig h e r  s a t is fa c t io n  th a n  o th er  a g e  gro u p s. H o w e v e r , lin e a r  a s s o c ia t io n  w a s  n o t  o b se r v e d  

as a g e  gro u p  o f  < 1 5  y ea rs  w e r e  m o r e  s a t is f ie d  th an  th e  gro u p  b e tw e e n  1 6 -3 0  y ea rs. 

R e a s o n s  m a y  b e  as s p e c if ie d  b e fo r e .

A s  regard s d u ra tion  o f  h o sp ita l stay , th o se  w ith  s ta y  o f  < 1 5  d a y s  h ad  h ig h e r  sa t is fa c t io n  

th an  th o se  w ith  > 1 5  d a y s  o f  h o sp ita liz a t io n . T h e  s ig n if ic a n c e  o f  th e  a s s o c ia t io n  w a s  

w ith  a p  v a lu e  o f  0 .0 4 5 . P o s s ib le  c a u se  c o u ld  e  th e  e v a lu a t iv e  p r o c e s s  as e x p la in e d .

5.1.5 Tests of difference between satisfaction under hospital milieu 
and provider domains

T h e  d if fe r e n c e  w a s  s ig n if ic a n t  w ith  a p v a lu e  o f  < 0 .0 0 1 . M e a n  o f  sc o r e s  o f  a ll d o m a in s  

u n d er  p r o v id e r  a sp e c t  ( 4 .0 2 6 4 )  w a s  h ig h e r  than  th o se  o f  h o sp ita l m il ie u  ( 3 .9 1 2 7 )  

a sp e c ts  s ig n ify in g  that p r o v id er  factors w e r e  m o re  im p o rtan t to w a r d s  c o n tr ib u tin g  to  

p a tien t  s a t is fa c t io n  in  th is  stu d y . T h is  a lso  m ea n t that th ere  is  n e e d  to  im p r o v e  h o sp ita l  

m ilie u  r e la ted  d o m a in s  that are m o r e  ta n g ib le  and  to  w h ic h  p a tie n ts  a s s o c ia te  in  term s  

o f  sa t is fa c t io n .

5.1.6 Association between overall Satisfaction ward wise (Table 13)
T h e r e  w e r e  s ig n if ic a n t  d if fe r e n c e s  b e tw e e n  w a rd s and  o v e r  a ll s a t is fa c t io n . T h e  h ig h e s t  

o v e r a ll s a t is fa c t io n  w a s  s e e n  in  th e  c a b in  w h e r e  6 6 .7 %  w e r e  h ig h ly  s a t is f ie d . E E N T ,  

su r g ic a l an d  m a tern ity  w a rd s fo l lo w e d  th is  at 6 4 .7 % , 6 2 .1 %  an d  6 0 %  r e s p e c t iv e ly . T h e  

le a s t  o v e r a ll s a t is fa c t io n  w a s  o b se r v e d  in  o r th o p ed ic  w ard  at 30% . T h e s e  d if fe r e n c e s  in  

th e  s a t is fa c t io n  le v e ls  w e r e  s ta tis t ic a lly  s ig n if ic a n t  at p v a lu e  o f  0 .0 2 9 .
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6. Factors for Satisfaction as Responded by Satisfied Patients 
(Table 18)

4 9 .1 %  o f  p a tie n t  r e sp o n d e d  that a free  h ea lth  care  se r v ic e  in  N R H  w a s  th e  m a in  r e a so n  

for  th e ir  sa t is fa c t io n . F o r  th em  o th er  fa c to rs  w e r e  seco n d a ry . 2 5 %  s p e c if ie d  th a t h e lp fu l ,  

k in d  an d  fr ie n d ly  care  p r o v id e r s  w e r e  v e r y  im p o rtan t c o n tr ib u tin g  fa c to r s  for  

sa t is fa c t io n . G o o d  stan dard  o f  m e d ic a l and  n u rsin g  care  at th is  a p e x  h o s p ita l in  th e  

co u n tr y  w a s  m e n tio n e d  b y  13%  o f  th e  resp o n d en ts . R e p u ta tio n  o f  th e  N R H  a s th e  

p io n e e r  h o sp ita l w a s  m e n tio n e d  as b e in g  o th er re a so n s  b y  8%  o f  th e  r e sp o n d e n ts . T h is  

w a s  c o n s is te n t  w ith  th e  s tu d ie s  o f  Y o u n g  G ary  J. et a l, 2 0 0 0  w h o  fo u n d  o u t  h o s p ita l  

s iz e  an d  rep u ta tio n  h ad  a s ig n if ic a n t  e f fe c t  o n  p a tien t sa t is fa c t io n  sc o r e s . A l l  th e s e  w e r e  

p r o v id e r  re la ted  fa cto rs  th e  m e a n s  o f  w h ic h  w a s  h ig h er  th a n  th o s e  o f  h o s p ita l m il ie u  in  

th is  s tu d y . A n d  th e  d if fe r e n c e s  w a s  p r o v e d  s ta tis t ic a lly  s ig n if ic a n t  b y  th e  t te s t  b e tw e e n  

th e m  at p v a lu e  o f  < 0 .0 0 1  (T a b le  2 9 , p a g e  5 9 ) . C le a n lin e ss  o f  th e  h o s p ita l e n v ir o n m e n t  

w a s  th e  o n ly  o n e  fac to r  m e n tio n e d  from  h o sp ita l m il ie u  c o n tr ib u tin g  to  th e ir  

s a t is fa c t io n  (2 .5 % ).

7. Scores for Various Services Among Dissatisfied Group of Patients
A s  r e f le c te d  in  ta b le  16 , e le v e n  factors  w e r e  rated  at b o th  le v e ls  o f  sa t is fa c t io n ;  ra te s  for  

lo w  s a t is fa c t io n  le v e ls  s h o w in g  an u p w ard  trend. 100%  rated  c o m p e te n c e  o f  p h y s ic ia n s  

at h ig h  s a t is fa c t io n  le v e l. W a it in g  t im e  and  s o c ia l su p p ort w e r e  ra ted  at lo w  s a t is fa c t io n  

b y  7 3 .3 % . 6 6 .7 %  rated  h o sp ita l d ie t  at lo w  sa t is fa c t io n  le v e l. O n  th e  o th e r  h a n d , a ttitu d e  

o f  su p p o rt s t a f f  an d  n u r s e s ’ c o m p e te n c e  w e r e  rated  at h ig h  s a t is fa c t io n  le v e l  b y  an  

o v e r w h e lm in g  9 3 .3 %  o f  r e sp o n d en ts . 100%  rated  d o c to r -p a tie n t  s a t is fa c t io n  at lo w

s a t is fa c t io n  le v e l .
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8. Factors for Dissatisfaction Among the Dissatisfied Patients
Id e n tify in g  th e se  w i l l  a lso  b e  im p o rtan t for  im p r o v in g  s e r v ic e s  an d  p a t ie n t  s a t is fa c t io n  

in  th e  N R H  in  futu re. M a n y  r e sp o n d e n ts  h ad  m u lt ip le  fa c to rs  fo r  th e  o u tc o m e  o f  

d is s a t is fa c t io n  (T a b le  2 0 , p a g e  5 1 ) . C h ie f  a m o n g  th em  as e la b o ra ted  w e r e  in  term s o f  

s o c ia l  su p p o rt d u e  to e x c e s s iv e  r e s tr ic tio n  to  their  v is ito r s /r e la t iv e s . T h e y  e v e n  

c o m p la in e d  that h o m e  c o o k e d  fo o d  b e in g  b rou g h t from  o u ts id e  g o t  c o ld  d u e  to  th is . 

T o ile t s  a tta ch ed  to th e  w a rd s w e r e  n o t  m a in ta in e d  c le a n  e n o u g h . H o sp ita l fo o d , m a n y  

sa id  w a s  ta s te le s s . In c o m p le te  care  in  term s o f  a d d ress in g  a ll c o m p la in ts  an d  s o m e  s ta f f  

attitu d e  to w a r d s  p a tien ts  w e r e  a lso  h ig h lig h te d  as fac tors  for th e ir  d is sa t is fa c t io n .

9. Recommendations for Improvement as Suggested by Satisfied 
Patients (Table 19)

T h o u g h  th e y  w e r e  a ll sa t is f ie d  w ith  th e  s e r v ic e s , th ere  w e r e  r o o m s  for  im p r o v e m e n t. 

S e e k in g  r e c o m m e n d a t io n s  from  resp o n d e n ts  for im p r o v in g  se r v ic e s  an d  p a tien t  

sa t is fa c t io n  w a s  o n e  o f  th e  o b je c t iv e s  o f  th e  stu d y . T h e se  are r e f le c te d  in  T a b le  19. 

D o c to r -p a tie n t  c o m m u n ic a t io n  in  term s o f  in fo r m in g  and  d is c u s s in g  a b o u t th e ir  

d is e a s e s  w a s  h ig h lig h te d  as o n e  o f  th e  w e a k e r  d o m a in s . O th er  s tu d ie s  h a v e  a lso  

d e m o n str a te d  th is  as a v e r y  v a lu a b le  attr ibute (C h a o , D V K , 2 0 0 1 ) .  It s e e m s  that ou r  

p h y s ic ia n s  are n o t c o m m u n ic a tin g  en o u g h  w ith  p a tien ts  in  term s o f  e x p la in in g  th e ir  

d is e a s e s ,  lin e  o f  m a n a g e m e n t th e y  are r e c e iv in g  and  g iv in g  o p p o r tu n ity  fo r  p a t ie n ts  to  

a sk  and  d is c u s s  th e ir  p ro b le m s. T im e  is  an im p ortan t fac to r  h ere . A  J A M A  stu d y  

s h o w e d  that 72%  o f  d o c to r s  in terru pted  their  p a tien ts  o p e n in g  s ta te m e n t a fter  an  

a v e r a g e  o f  2 3  s e c o n d s  and  th o se  w h o  w e r e  a l lo w e d  to c o n tin u e  c o u ld  d o  it for  o n ly  6  

s e c o n d s  m o re . D o c to r s  a lso  u n d er estim a te  th e  in fo rm a tio n  that p a t ie n ts  w a n t and
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o v e r e s t im a te  h o w  m u c h  th e y  g iv e . In o n e  stu d y  d o c to r s  sp en t a b o u t 1 m in u te  p er  p a tie n t  

b u t b e lie v e d  that th e y  sp e n t 9  m in u te s  for  th e  v is it  (W a itz k in  H ., 1 9 8 4 ) . O th er  d o m a in  

in  p r o v id er  a sp e c t  su g g e s te d  w a s  th e  n e e d  for  im p r o v e m e n t o f  a ttitu d e  o f  s o m e  s ta f f  

to w a rd s  th e ir  p a tien ts .

M a jo r ity  o f  s u g g e s t io n s  for  im p r o v e m e n t w e r e  fo c u se d  o n  th e  p h y s ic a l e n v ir o n m e n t o f  

w a rd s and  h o sp ita l. T h is  w a s  c o n s is te n t  w ith  th e  f in d in g s  that g en e r a l s a t is fa c t io n  le v e ls  

w ith  h o sp ita l m il ie u  w e r e  lo w e r  than  th o se  u n d er p ro v id er  fa c to rs . P r o v is io n  o f  a p rop er  

s it t in g /s le e p in g  p la c e  for  p a tien t a tten d a n ts at n ig h t w a s  o n e  r e c o m m e n d a t io n  p o in te d  

o u t b y  14%  o f  re sp o n d e n ts . C le a n lin e ss  o f  to ile ts , l im it in g  to o  m u c h  r e s tr ic tio n  as it 

e x is t s  n o w  for  v is ito r s /r e la t iv e s  w e r e  o th ers. T h ere  w a s  n e e d  to  d e c r e a se  w a it in g  t im e  

fo r  a d m iss io n  and  in v e s t ig a t io n s . T h ere  w e r e  a lso  s o m e  e x o t ic  s u g g e s t io n s  l ik e  

p r o v is io n  o f  t e le v is io n  in  th e  w a rd s for e d u c a tio n  and  en ter ta in m e n t p u r p o se s . A c c e s s  

to  h o t  w a te r  in  w in te r  w a s  an o th er  r e c o m m e n d a tio n  b y  7 .5 % . T h e  fo o d  n e e d e d  

im p r o v e m e n t in  term s o f  f la v o r  and  taste . D e c r e a s in g  w a it in g  t im e s  d u r in g  a d m iss io n  

and  in v e s t ig a t io n s  w a s  a n o th er  factor  su g g e s te d  for im p r o v in g  p a tien t s a t is fa c t io n .

10. Interviews of Key Informants
T h e s e  in te r v ie w s  w e r e  c o n d u c te d  in  ord er to su b sta n tia te  an d  c o m p le m e n t  f in d in g s  o f  

th e  q u a n tita tiv e  stu d y . T h e  resp o n d e n ts  w e r e  a ll th o se  w h o  h a d  y ea rs o f  e x p e r ie n c e  an d  

in te r a c tio n s  w ith  p a tien ts  at th e  N R H . T h e y  sa id  that p a tien t e x p e c ta t io n s  are e v e r  o n  

th e  r ise  and  s in c e  s e r v ic e s  are free , th ere  is  v e r y  litt le  v a lu e  th e y  a ttach  to h ea lth  care  

s e r v ic e s . T h e y  are n o t y e t  u sed  to r e str ic tio n s  o f  an y  ty p e  an d  d e m a n d  s e r v ic e s  a s  a 

m atter  o f  r igh t. A s  regard s th e  q u a lity  and o th er  se r v ic e  g a p s , in te r v ie w e e s  w e r e  a ll
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c le a r  that th e  g o v e r n m e n t w a s  try in g  to  p r o v id e  th e m  th e  b e s t  in  th e  co u n try . M a n p o w e r  

sh o r ta g e s  w e r e  h ig h lig h te d  as o n e  o f  th e  g a p s  in  fu lf i l l in g  e x p e c ta t io n s  o f  p a tie n ts  

th o u g h  a ll th o s e  w h o  w o r k  in  th e  N R H  w e r e  s e r v in g  to  th e  b e s t  o f  th e ir  a b ilit ie s . A s  

rega rd s th e  c o m p la in ts  that crop  up  o n c e  in  a w h ile ,  a ll w e r e  c o n s is te n t  in  a s su r in g  that  

th e s e  w e r e  ta k en  up s e r io u s ly  at a ll le v e ls  an d  ap p rop ria te  a c t io n s  w e r e  ta k en  

im m e d ia te ly  to r e c t ify  th em . S o m e  o f  th em  fe lt  that th e  c o n c e p t  o f  “B h u ta n e se  

D o c to r in g ” w i l l  req u ire  n u rtu rin g  for  a  h e a lth y  d o c to r -p a tien t r e la t io n sh ip . H o w e v e r ,  

s o m e  fe lt  that cer ta in  r e se a r c h e s  m a y  b e  in itia ted  in  term s o f  c o s t  sh a r in g , u ser  fe e s ,  

p a id  c l in ic s  e tc .

11. Questionnaire Survey of Physicians on their Perceptions of 
Patient Satisfaction at the NRH.

16  s p e c ia lis t  p h y s ic ia n s  a ll in v o lv e d  w ith  in p a tien t care  in  th e  N R H  p a r t ic ip a te d  in  th is  

q u e s tio n n a ir e  su rv ey . T h e y  w e r e  a ll u n a n im o u s  that p a tie n t  d is s a t is fa c t io n  and  

c o m p la in ts  h a v e  sh o w n  a r is in g  trend  in  recen t yea rs. R o u g h  e s t im a te  th e y  p u t for  

d is s a t is fa c t io n  a m o n g  in p a tie n ts  ran g ed  fro m  5%  to  30% ; 33%  p u tt in g  it at 15% . T h ere  

w a s  a lso  h ig h  c o n s is t e n c y  in  th eir  p e r c e p tio n s  o f  c o m m o n  s o c io -d e m o g r a p h ic  fa c to rs  

fo r  d is s a t is fa c t io n  and  c o m p la in ts . H o w e v e r , s o m e  o f  th eir  p e r c e p tio n s  d id  n o t  c o n fo r m  

to  th e  s tu d y  f in d in g s . T h e y  sa id  that m o r e  m a le s , g o v e r n m e n t se r v a n ts  an d  e d u c a te d  

p a tie n ts  c o m p la in . R e v e r se  w e r e  th e  s tu d y  f in d in g s . T h e y  w e r e  c le a r  o n  fa c to r s , o th er  

th a n  p a tien t s o c io -d e m o g r a p h y  that in f lu e n c e  p a tien t s a t is fa c t io n . S o m e  o f  th e  

b o tt le n e c k s  that th e y  p o in te d  o u t fa ced  b y  th em  in  n o t  b e in g  a b le  to  f u l f i l l  p a tien t  

e x p e c ta t io n s  w e r e  m a n p o w e r  sh o r ta g es  and  in a d eq u a te  c o n t in u in g  e d u c a tio n . 91%
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affirmed that patient satisfaction is associated with their satisfaction. This is a very 
positive perception in a system where private practice does not exist.

12. Discussions on Some Factors/Variables Under Certain Domains:
These often cropped up as factors associated with dissatisfaction of patients.

12.1 Toilets
Except for the cabins, all other wards have common toilets, which are cleaned twice a 
day. On observation during the data collection exercise, toilets were found to be quite 
clean except when there were water problems sometimes. Many of the respondents 
were dissatisfied with sanitation in the toilets and rated general cleanliness accordingly. 
Toilets were often forthcoming as factors for dissatisfaction and recommendations for 
improvement. The fact may be that general patients are not used to the type of toilets 
that were installed in the NRH. Solving occasional water problem and educating them 
about proper toilet use may be looked into as solutions to decrease complaints and 
dissatisfaction in the domain of general cleanliness.

12.2 Patient diet:
Many patients who have relatives or friends in Thimphu do not eat hospital diet. As 
such many do not know the characteristics of food served here. This had, thus, biased 
ratings on this domain as they rated “uncertain” with 3 points and even lower. A free 
diet provided by hospital may not match home made food by any standards. How ever, 
regarding taste and flavor, patients need to be informed of the type of patient food that 
is served anywhere in hospitals. Just because that food is devoid of spices and flavor
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does not mean there is lack of necessary nutrients. Educating patients is important in 
order to avoid complaints and wastages too.

12.3 Waiting Time:
Waiting time referred to time loss during admission and other investigation procedures. 
This particularly affects chronic patients, which formed 42%, and repeat admissions, 
which formed 33% of patients as they are usually evaluated at OPD prior to admissions. 
As inpatients, investigations involve being taken to outpatient complex and investigated 
along with other outpatients. While waiting, many a times they are left with only the 
attendant without any pre-occupation. The quality of waiting time seems to be 
important too for patient satisfaction. Studies have indicated that patient satisfaction 
seldom hinged on duration of waiting time alone. What happened during waiting period 
and what followed during consultation or investigations are all important facets for 
satisfaction. Some studies have found out that long waiting time were associated with 
increased popularity and high utilization of some clinics in Hong Kong (Chan King 
Hong, Tsang J., Cheung KYH, 2003). Preferences for inpatients for investigations need 
to be improved for addressing patient dissatisfaction.

12.4 Noise/crowd control and social support.
These are conflicting perceptions, as many respondents also recommended not 
enforcing too much restriction to visitors and relatives when they are sick and admitted. 
Usual observations are that there are lots of visitors in the wards during visiting hours. 
Visitors often try to barge into wards during even odd hours in the NRH. While some 
are satisfied to have many visitors, for some it is a matter for complaint. More
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education on healing effects of rest and chances of visitors being infected in hospital 
require emphasis so as to convince patients and attendants on these. Also visiting 
hours/timing must be made clear to those concerned. How ever, the bottom line seems 
to be that social cohesion in Bhutanese social fabric is still very strong.
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