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Abstract 
Hospital serves patients from a diverse background of the society, the expectations of the patients differ 
from one individual to another; hence the exact determination of patient’s satisfaction from the hospital 
is very difficult. Client or patient’s satisfaction with health care is important for various reasons. The 
main objective of the study was. To assess the patient level of satisfaction with selected hospital 
services. To assess the patient level of satisfactions with selected ward facility. To assess the overall 
patient satisfaction with nursing care. To study relationship of patient level of satisfaction of services, 
ward facility and nursing care. To identify the relationship of patient level of satisfaction of services, 
ward facility and nursing care with selected demographic variables. In the present study, Descriptive 
research approach is used to assess the patient level of satisfaction with hospital services in Guwahati 
Medical College Hospital, Assam. The study was conducted in Guwahati medical College Hospital of 
Assam. (Surgical ward, Medical ward, Maternity Ward and Orthopaedics ward) In this study, 
population was consisted of all the patients with admitted in selected hospital of Assam. Sample size 
was 100. The random sampling technique was adopted for the present study. Patient Level of 
Satisfactions with Selected Hospital Services 65% moderately satisfied and19% highly satisfied and 
16% uncertain satisfaction with the hospital services, Patient level of satisfactions with selected ward 
facility 24% uncertain satisfaction, 52% higher satisfaction and 24% higher satisfaction. Overall Patient 
Satisfaction with Nursing Care Level 4% were highly satisfied, 71% were moderately satisfied and 
24% were uncertain. Patients’ Satisfaction with Hospital Services was significantly correlated with 
Patients’ Satisfaction with Selected Ward Facilities/Services, P = .011. However, Patients’ Satisfaction 
with Selected Ward Facilities/Services was not correlated with Patient Satisfaction with Nursing Care, 
P>.05. Patient Overall Nursing Care Satisfaction was significantly associated with Age, χ2 (8,100) = 
16.06, P = .042, Occupation, χ2 (6,100) = 15.50, P = .017 and Family income per Annum, χ2 (8,100) = 
18.35, P = .019. However, it was insignificantly associated with rest of demographic variables viz, 
Gender, Marital status, Residence, Religion, Educational status, and Type of family, P>.05. 
 
Keywords: Hospital services, ward facility, nursing care, patient satisfaction 
 
Introduction 
Patient satisfaction is one of the established yardsticks to measure success of the services 
being provided in the health facilities. But it is difficult to measure the satisfaction and gauze 
responsiveness of the health systems as not only the clinical but also the non-clinical 
outcomes of care do influence the patient satisfaction [11]. 
 Patient satisfaction is an important component of health care industry in this competitive era. 
Patient satisfaction leads to drift in both new and old patients, which hinders the 
sustainability of any hospital in long run. Patient satisfaction surveys are useful in gaining 
and understanding of the user needs and their perception of the service received. The 
emerging health care literature suggests that patient satisfaction is a dominant concern that is 
intertwined with strategic decisions in the health services [2]. Patient satisfaction is an 
important measure of quality of services in a healthcare organization. Other than the medical 
care issues, the satisfaction and experience involves personal relationships, attention to pain 
and health education, and the status of hospital environment. Patient's opinion is an important 
because dissatisfaction suggests opportunities for improvement of health services in the 
hospital [3]. 
Nursing has always been directed to keep people healthy and provide comfort, care and 
assurance to the patients. 
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The nursing care therefore may involve any number of 
activities ranging from carrying out complicated technical 
procedures to something as simple as holding a hand of the 
patient. The central focus of nursing care is the person 
receiving care and included the physical, emotional, social 
and spiritual dimensions of that person. Nursing care 
therefore refers to care of others [8]. 
S. Gogoi et al. Hospital serves patients from a diverse 
background of the society, the expectations of the patients 
differ from one individual to another; hence the exact 
determination of patient’s satisfaction from the hospital is 
very difficult. Client or patient’s satisfaction with health 
care is important for various reasons. Study shown that 
majority of low level of patient’s satisfaction (38.6%) 
towards behaviour of ward boys, sweepers and ayas. [10]. 
Another study done among indoor patients at GMCH which 
is a tertiary care hospital Guwahati Assam by P Mahanta et 
al. in 2019 found 72% has showed their moderate 
satisfaction with the ways that nursing professional 
undertake. Nursing care is a key determinant of overall 
patient satisfaction during hospital admission [11]. 
The Guwahati medical college Hospital serves highest 
patients load form the Assam as well as referred patients 
from various neighbouring state of Guwahati. Therefore, the 
quality service to this huge population of patients attending 
this hospital is of utmost importance. 
 
Objectives of the study 
1. To assess the patient level of satisfaction with selected 

hospital services. 
2. To assess the patient level of satisfactions with selected 

ward facility. 
3. To assess the overall patient satisfaction with nursing 

care. 
4. To study relationship of patient level of satisfaction of 

services, ward facility and nursing care. 
5. To identify the relationship of patient level of 

satisfaction of services, ward facility and nursing care 
with selected demographic variables. 

 
Methodology 
Research Approach 
In order to achieve the study objectives, Qualitative research 
approach was adopted to assess the patient level of 
satisfaction with hospital services in Guwahati Medical 
College Hospital, Assam. 
 
Hypothesis 
H1: There is significant relationship between level of 
satisfaction of Hospital services, ward facility and nursing 
care.  
H2: There is significant relationship between levels of 
satisfaction of Hospital services and the demographic 
variables. 
H3: There is significant relationship between levels of 
satisfaction of ward facility and the demographic variables.  
H4: There is significant relationship between levels of 
satisfaction of nursing care and the demographic variables. 
 
Research Design 
In the present study, Descriptive research approach is used 
to assess the patient level of satisfaction with hospital 
services in Guwahati Medical College Hospital, Assam. 

Study Setting: The study was conducted in Guwahati 
medical College Hospital of Assam. (Surgical ward, 
Medical ward, Maternity Ward and Orthopaedics ward) 
 
Population: In this study, population was consisted of all 
the patients with admitted in selected hospital of Assam. 
 
Sample Size: Sample size was 100. 
 
Sampling design: The random sampling technique was 
adopted for the present study.  
 
Criteria for Sample selection 
Inclusion criteria 
1. Patient who can understand and read Assamese I 

English 
2. Patient who are willing to participate. 
3. Patient who have age above 18 years. 
4. Patient who are fully awake. 
 
Exclusion Criteria 
 Patient who are not willing are excluded from the study. 
 Doctor and paramedical staff assessment will not be 

done except nursing personal. 
 Patient who are not fully conscious are excluded from 

the study. 
 Patient who are history of mental illness. 
 
Variables 
In the present study, 
Research variables: patient satisfaction of hospital services, 
ward facility and nursing care 
Demographic variables: Age, Gender, religion, education, 
occupation, employment, type of family etc. The patient 
admitted in the medicine, surgery, maternity and 
orthopaedics ward. 
 
Ethical consideration 
Ethical approval was obtained from the SSUHS ethical 
committee, Assam. Informed consent was taken from the 
participants before the participants before collecting data. 
Confidentiality maintained during the data collection 
procedure. 
 
Procedure for the data Collection 
 After getting permission from the concerned authorities, 

researcher introduce herself and purpose of the study 
was explained to the patient  

 Patient who fulfilled the inclusion criteria was selected 
randomly selected the patient. 

 A written consent was taken from the patient.  
 The interview method adopted. It took place for the 15 -

20 minutes.  
 Any suggestion for the hospital and the feedback were 

noted. 
 
Results 
Analysis and interpretation is the most important phase of 
the research process, the findings of the study are discussed 
in the following section. 
Section 1: Distribution of Sample according to selected 
Socio Demographic variables. 
Section 2: Distribution of Sample according to selected 
Clinical Variables 
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Section 3: Assessment of level of satisfaction of Hospital 
services among the patient  
Section 4: The relationship of patient level of Satisfaction 
with Hospital Services with Selected Ward 
Facilities/Services. 
Section 5: The relationship of patient level of satisfaction of 
services, ward facility and nursing care with selected 
demographic variables. 
 
Section 1 
 

Table 1: Distribution of sample according to frequency and 
percentage of demographic variables (n = 100) 

 

Sample Characteristics Frequency Percentage 

Age 

< 20 Yrs 2 2.0% 
20-30 Yrs 28 28.0% 
31-40 Yrs 40 40.0% 
41-50 Yrs 14 14.0% 
> 50 Yrs 16 16.0% 

Gender Male 39 39.0% 
Female 61 61.0% 

Marital status 
Unmarried 23 23.0% 

Married 71 71.0% 
Divorced/Separated 6 6.0% 

Residence Rural 63 63.0% 
Urban 37 37.0% 

Religion 
Hindu 50 50.0% 
Sikh 37 37.0% 
Islum 13 13.0% 

Educational status 

Illiterate 11 11.0% 
Primary 22 22.0% 
Middle 36 36.0% 
Matric 22 22.0% 
10+ 2 9 9.0% 

Occupation 

Self Employed 26 26.0% 
Pvt. Employee 14 14.0% 

Govt. Employee 12 12.0% 
Farmer 48 48.0% 

Type of family Nuclear 63 63.0% 
Joint 37 37.0% 

Family income per 
Annum 

< Rs. 10000 9 9.0% 
Rs. 10000-20000 24 24.0% 
Rs. 21000-30000 23 23.0% 
Rs.31000-40000 27 27.0% 

> Rs 40000 17 17.0% 
Total 100 100.0% 

 

 
 

Fig 1: Bar diagram showing percentage of subjects according to 
their age. It shows that 2% age less than 20 years, 28% of subjects 

are age under the 20-30 years. 40% of subjects are age group of 41-
50 age group. And 16% age group are more than 50 years. 

 
 

Fig 2: Pie diagram showing percentage of subjects according to 
their Gender. It shows that the majority i.e. 61% of the sample 

were Female and 39% were male 
 

 
 

Fig 3: Bar diagram showing percentage of subjects according to 
their Marital Status. It shows that 23% were unmarried, 71% of 

subjects were married, 6% of subjects were separated 
 

 
 

Fig 4: Bar diagram showing percentage of subjects according to 
their Educational status. It shows that 11% were illiterate, 22% of 
subjects were completed primary education, 36% of subjects were 

middle education, and 9% of the subjects were completed 10+2 
education 
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Fig 5: Pie diagram showing percentage of subjects according to 
their Type of family. It shows that majority of percentage i.e.: 

632% subjects were nuclear family and 37% subjects were belongs 
to joint family 

 

 
 

Fig 6: Bar diagram showing percentage of subjects according to 
their Occupation 

 
 

Fig 7: Bar diagram showing percentage of subjects according to 
their Family Income per Annum. 

 

 
 

Fig 8: Patient Level of Satisfactions with Selected Hospital 
Services 

 

 
 

Fig 9: Bar diagram showing percentage of subjects according to their Patient Level of Satisfactions with Ward Facility/ Services. It shows 
that 24% were uncertain, 52% of subjects were moderately satisfied and 24% of subjects were highly satisfied 

 
Table 2: Overall Patient Satisfaction with Nursing Care Level 

 

Variables Uncertain Moderately Satisfied Highly Satisfied Total 
Attentiveness of the nurses 25 66 9 100 
Availability of the nurses 11 88 1 100 

Emotional support by the nurses  86 14 100 
Clinical skills of the nurses 24 76  100 

Interpersonal relationship of the nurses  91 9 100 
Communication provided by the nurses 12 88  100 
Professional knowledge of the nurses 19 80 1 100 

Professionalism among nurses 2 96 2 100 
Patient Overall Nursing Care Satisfaction Level 25 71 4 100 
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Fig 10: Pie diagram showing percentage of subjects according to their overall Patient Satisfaction with Nursing Care Level. It shows that 
majority of percentage i.e.: 71% subjects were moderately satisfied and 4% subjects were highly satisfied and 25% were uncertain 

 
Section 5: The relationship of patient level of satisfaction of services, ward facility and nursing care with selected 
demographic variables. 
 

Table 3: Association of satisfaction of hospital services with demographic variables 
 

Demography Sub Group Patients’ Hospital Services Satisfaction Level Total χ2 df P-Value Uncertain Moderately Satisfied Highly Satisfied 

Age (Yrs) 

< 20 Yrs 0 2 0 2 8.50 8 .387NS 
20-30 Yrs 8 15 5 28    31-40 Yrs 7 26 7 40    41-50 Yrs 0 11 3 14    > 50 Yrs 1 11 4 16    

Gender Male 2 24 13 39 11.75 2 .003** 
Female 14 41 6 61    

Marital status 
Unmarried 3 13 7 23 4.79 4 .310 NS 

Married 13 48 10 71    Divorced/ Separated 0 4 2 6    
Residence Rural 8 42 13 63 1.47 2 .479 NS 

Urban 8 23 6 37    

Religion 
Hindu 10 31 9 50 2.58 4 .630 NS 
Sikh 5 26 6 37    Islum 1 8 4 13    

Educational status 

Illiterate 1 8 2 11 3.00 8 .935 NS 
Primary 4 14 4 22    Middle 5 22 9 36    Matric 5 14 3 22    10+ 2 1 7 1 9    

Occupation 

Self Employed 2 14 10 26 10.84 6 .094 NS 
Pvt. Employee 3 10 1 14    Govt. Employee 2 7 3 12    Farmer 9 34 5 48    

Type of family Nuclear 12 40 11 63 1.26 2 .532 NS 
Joint 4 25 8 37    

Family income per Annum(Rs.,000) 

<10 1 5 3 9 3.99 8 .858 NS 
10--20 4 18 2 24    21-30 4 15 4 23    31-40 4 16 7 27    >40 3 11 3 17    Total 16 65 19 100    NSNot Significant, ** Highly Significant at P<.01;  

 
Table 5.1: above table shows that patients’ Hospital 
Services Satisfaction was significantly associated with 
gender, χ2 (2,100) = 11.75, P = .011. However, it was 
insignificantly associated with rest of demographic variables 
viz. Age, Marital status, Residence, Religion, Educational 

status, Occupation, Type of family, Family income per 
Annum, P>.05. 
Association of satisfaction of Ward facility with 
demographic variables also that Patients’ Ward 
Facilities/Services Satisfaction was significantly associated 
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with age, χ2 (8,100) = 22.37, P = .004, and gender, χ2 
(2,100) = 20.92 P<.001. However, it was insignificantly 
associated with rest of demographic variables viz., Marital 
status, Residence, Religion, Educational status, Occupation, 
Type of family, Family income per Annum, P>.05. 
Association of satisfaction of Nursing care with 
Demographic variables has shows that Patient Overall 
Nursing Care Satisfaction was significantly associated with 
Age, χ2 (8,100) = 16.06, P = .042, Occupation, χ2 (6,100) = 
15.50, P = .017 and Family income per Annum, χ2 (8,100) 
= 18.35, P = .019. However, it was insignificantly 
associated with rest of demographic variables viz., Gender, 
Marital status, Residence, Religion, Educational status, and 
Type of family, P>.05. 
 
Conclusion 
The present study shows that patients are highly satisfied 
with the hospital stay, cleanliness and laboratory services 
and moderately satisfied with the ward services and the 
nursing care. 
 
Recommendations 
It is recommended that further studies should be conducted 
to assess patient satisfaction in the secondary and primary 
care health facilities. 
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