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Investigation and analysis on patients”satisfaction
in a specialist cancer hospital

WANG Jingru', ZHANG Yingli' , MENG Xuehui’

(1. Medical Examination Center, Zhejiang Cancer Hospital, Hangzhou, Zhejiang, 310022 ;
2. Zhejiang Hospital Development Center, Hangzhou, Zhejiang, 310006 )

ABSTRACT : Objective To investigate the patients” satisfaction in a specialist cancer hospital.
Methods A questionnaire based survey was conducted in 240 outpatients and 360 inpatients se-
lected by stratified random sampling method in the Zhejiang Cancer hospital. The questionnaire as-
sessed 6 dimensions which were service quality, service efficiency, service attitude, medical com-
plaints, hospital environment and medical personnel integrity, totally 21 items. Results  Accord-
ing to the survey, the outpatient and inpatient satisfaction was in a good level. The highest score
of outpatient satisfaction was (92.17 = 12. 88) points ( doctors” service attitude ) , and the lowest
was (80.75 +5.28) points ( convenience of complaint channels). The highest score of inpatient
satisfaction was (90. 94 + 12. 83 ) points ( admission and discharge ), and the lowest was
(76.02 +18.47) points (food supply in the canteen). Conclusion The hospital administrators
should focus on improving the patients experience in the aspects of hardware facilities, conven-
ience, and meals, consultation and complaints, and the formulation of a targeted patient satisfac-
tion improvement scheme to improve patient satisfaction.

KEY WORDS: cancer hospital; patient satisfaction; outpatients; inpatients; hospital environ-

ment; hospital management
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