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1. Satisfaction

Patients P?At/'ifﬂts

. with . Total Very - Not

N Departments | AUeNt |y oig | valid Tt nses | VY | satisfied | Satistied | S2USed | NOU o tied
No Visits phone | Responses Satisfied (%) Satisfied

Phone (%) (%) (%)

Numbers numbers

(%)
0 [Total 76,108 | 16,441 22 3 0 1 33 1 33 1 34
1 |Cardiology 245 15 6 0 0 0 0 0 0 0 0
2 |Haematology 11 0 0 0 0 0 0 0 0 0 0
3 |Medicine 17,210 | 2,711 16 0 0 0 0 0 0 0 0
4 |Nephrology 26 1 4 0 0 0 0 0 0 0 0
5 |Obstetricsand 5554 | 889 16 0 0 0 0 0 0 0 0
Gynaecol ogy
6 [Orthopaedics 256 5 2 0 0 0 0 0 0 0 0
7 [Otorhinolaryngology 5,865 1,082 18 0 0 0 0 0 0 0 0
8 |Paediatrics 4,753 707 15 0 0 0 0 0 0 0 0
9 |Paediatric Surgery 885 141 16 0 0 0 0 0 0 0 0
Physical Medicine &

10 Rehabilitation 5,617 807 14 0 0 0 0 0 0 0 0
11 |Psychiatry 1,590 1,282 81 2 0 1 50 1 50 0 0
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Patients Patients
. . | withvalid Total Very _— Not
NE Departments Pa_t|_ent withvalid phone Total responses V_er_y Satisfied | Satisfied Satisfied NOt. Satisfied
No Visits | Phone b Responses 0 Satisfied 0 (%) Satisfied 0
Numbers | "umboers (%) (%) (%)
(%)
12 |Urology 111 5 5 0 0 0 0 0 0 0 0
13|CTVS 39 2 5 0 0 0 0 0 0 0 0
14 |Endocrinology 21 3 14 0 0 0 0 0 0 0 0
15 |EYE 3,987 618 16 0 0 0 0 0 0 0 0
16 |Skin 7,983 1,719 22 0 0 0 0 0 0 0 0
17 égnei‘rseg'ona' STD 148 34 23 0 0 0 0 0 0 0 0
18 |Neurology 36 1 3 0 0 0 0 0 0 0 0
19 |Medical Oncology 62 2 3 0 0 0 0 0 0 0 0
20 |Cancer Surgery 299 62 21 0 0 0 0 0 0 0 0
21 |Dental Surgery 2,704 324 12 0 0 0 0 0 0 0 0
22 |Neuro Surgery 277 19 7 0 0 0 0 0 0 0 0
23 E‘;g;”gré’eﬁ”“caj 60 1 2 0 0 0 0 0 0 0 0
o4 [BUNSPlastic & 129 9 7 0 0 0 0 0 0 0 0
Maxillofacial Surgery
25 |Palliative Pain Clinic 66 12 18 0 0 0 0 0 0 0 0
26 |General Surgery 7,146 1,225 17 1 0 0 0 0 0 1 100
27 |Radiother apy 822 39 5 0 0 0 0 0 0 0 0
28 |Dept-41 0 0 0 0 0 0 0 0 0 0 0
29 |Dept-87 5,400 1,434 27 0 0 0 0 0 0 0 0
30 |Dept-39 0 0 0 0 0 0 0 0 0 0 0
31 |Dept-88 4,805 3,292 69 0 0 0 0 0 0 0 0
32 [Dept-91 1 0 0 0 0 0 0 0 0 0 0
33 [Dept-60 0 0 0 0 0 0 0 0 0 0 0
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Patients Patients
. . | withvalid Total Very _— Not
S Departments Pa_tl_ent withvalid phone Total responses V_er_y Satisfied | Satisfied Satisfied NOt. Satisfied
No Visits | Phone Responses Satisfied (%) Satisfied
numbers (%) (%) (%)
Numbers
(%)
34 (Dept-46 0 0 0 0 0 0 0 0 0 0 0
35 |Dept-90 0 0 0 0 0 0 0 0 0 0 0
36 [Dept-92 0 0 0 0 0 0 0 0 0 0 0
37 |Dept-95 0 0 0 0 0 0 0 0 0 0 0
38 |Dept-43 0 0 0 0 0 0 0 0 0 0 0
39 |Dept-31 0 0 0 0 0 0 0 0 0 0 0
40 |Dept-89 0 0 0 0 0 0 0 0 0 0 0
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2. Reasonsfor Dissatisfaction (Overall)

Departments

Total
responses for
dissatisfaction

Staff
behaviour

Staff
behaviour
(%)

Cleanliness

Cost of
treatment

Cost of
treatment
(%)

Quality
of
treatment

Quality
of
treatment
(%)

Other
reasons

Other
reasons
(%)

Total

0

0

0

100

Cardiology

Haematology

Medicine

AlWIN|FL|O

Nephrology

Obstetrics and
Gynaecology

Orthopaedics

Otor hinolaryngology

Paediatrics

O[N] O

Paediatric Surgery

Physical Medicine &
Rehabilitation

11

Psychiatry

12

Urology

13

CTVS

14

Endocrinology

15

EYE

16

Skin

17

Apex Regional STD
Centre

18

Neur ology

19

M edical Oncology
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O|O| O |O|O|0|0O|O|O0] O |[O|0O|O0O|O| O |O|O|O0C|O|F
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Departments

Total
responses for
dissatisfaction

Staff
behaviour

Staff
behaviour
(%)

Cleanliness

Cost of
treatment

Cost of
treatment
(%)

Quality
of
treatment

Quality
of
treatment
(%)

Other
reasons

Other
reasons
(%)

20

Cancer Surgery

0

0

0

0

21

Dental Surgery

22

Neuro Surgery

23

Pulmonary Critical
Case & Sleep

0
0
0

o |O|Oo|o

0
0
0

o |O|O|O

o |©O|Oo|Oo

0
0
0

o |©O|Oo|Oo

0
0
0

o |O|O|O

o o|Oo

24

Burns Plastic &
M axillofacial
Surgery

o

(@)

o

o

o

o

o

o

o

o

25

Palliative Pain Clinic

26

General Surgery

100

27

Radiother apy

28

Dept-41

29

Dept-87

30

Dept-39

31

Dept-88

32

Dept-91

33

Dept-60

Dept-46

35

Dept-90

36

Dept-92

37

Dept-95

38

Dept-43

39

Dept-31

40

Dept-89
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3. Reasonsfor Dissatisfaction (Drill Down)

Staff Behaviour

Departments

Total
responses for
dissatisfaction
with staff
behaviour

Doctor

Doctor
(%)

Nurse

Nurse
(%)

L aboratory/X-
Ray
technician

L abor atory/X+
Ray
technician
(%)

Phar macist

Phar macist
(%)

\Ward
boy

\Ward

)

Other
Staff

o
>

Total

0

0

Cardiology

Haematology

Medicine

Nephrology

Obstetricsand
Gynaecol ogy

Orthopaedics

Otor hinolaryngology

Paediatrics

Ol |N|O| O || W|IN|FL|O

Paediatric Surgery

Physical M edicine
& Rehabilitation

11

Psychiatry

12

Urology

13

CTVS

14

Endocrinology

15

EYE

16

Skin

17

Apex Regional STD
Centre

O |O|O0O|0O|O0|O|O|] O |O|O|0O|OC| © |Oo|lO0|O]|O
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Departments

Total
responses for
dissatisfaction
with staff
behaviour

Doctor

Doctor
(%)

Nurse

Nurse
(%)

L aboratory/X-
Ray
technician

L aboratory/X-
Ray
technician
(%)

Phar macist

Pharmacist
(%)

Ward
boy

Other
Staff

18

Neur ology

0

0

19

Medical Oncology

20

Cancer Surgery

21

Dental Surgery

22

Neuro Surgery

23

Pulmonary Critical
Case & Sleep

O |O|O|O0O|O

O |Oo|O|O0O|O|O

O |Oo|lOo|O|O|OoO

(ol ol fol fol fol No!

O |O|O|O0|O|O

O |O|O|O0|O|O

O |O|O0|O0O|O

(ol ol fol fol fol No!

O |Oo|lOo|Oo|Oo|o

O |O|O|O0O|O|O

(ol ol fol fol fol No!

24

Burns Plastic &
M axillofacial
Surgery

o

o

o

o

o

o

o

o

o

o

o
o

o

25

Palliative Pain Clinic

26

General Surgery

27

Radiotherapy

28

Dept-41

29

Dept-87

30

Dept-39

31

Dept-88

32

Dept-91

33

Dept-60

34

Dept-46

35

Dept-90

36

Dept-92

37

Dept-95

38

Dept-43

39

Dept-31

o) ol fol fo) jlo} o} foll jo) flo} o) fo) fol fol Nol Ne)
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Total

L aboratory/X-

responses for L aboratory/X- . \Ward Other
ﬁlrc; Departments dissatisfaction |Doctor D?OCA: ())r NurseN(l;/rSe Ray tecr?nai“éian Phar macist Phar((r)}:z;last V\()ac\)rd boy Ogtg?; Staff
with staff technician %) Y1 (%) (%)
behaviour 0
40 [Dept-89 0 0 0 0 0 0 0 0 0 0 0 0 0
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Cleanliness

Departments

Total
I esponses
for dis-
satisfaction
with
cleanliness

Patient
regi-
stration
and
waiting
area

Patient
regi-
stration
and
waiting
area
(%)

wards

wards
(%)

Exam-
ination
room
and
table

Exam-
ination
room
and
table
(%)

Corridors

Corridors
(%)

Toilet

Toilet
(%)

Bed
sheets

Bed
sheets
(%)

General
surro-
unding

General
surro-
unding

(%)

Total

0

0

0

Cardiology

Haematology

Medicine

Nephrology

Obstetrics and
Gynaecology

Orthopaedics

Otor hinolaryngology

Paediatrics

Ol |N|O| O |ARIWIN|FL|O

Paediatric Surgery

=
o

Physical Medicine
& Rehabilitation

11

Psychiatry

12

Urology

13

CTVS

14

Endocrinology

15

EYE

16

Skin

17

Apex Regional STD
Centre

O |O|O0O|O0O|O|OC|O| O |O|O0O|O|©O0| © |Oo|lo|o|o

O |O|O0O|O0O|O0|O0O|O| O |O|O|O0O|O| ©O |O|Oo|Oo|O|0O
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O |O|O0O|O0O|O0|O0C|O| O |O|0O|0O|OC| © |O|Co|O|O|0O
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O |O|O0O|O0O|0O|O0|O| O |O|0O|0O|OC| © |O|C0|O|O|0O

O |O|O0O|O0O|O0|O0|O| O |O|O|0O|OC| ©O |O|0C0|O|O|0O

O |O|0|O|O|O|O|] O |[O|O0O|O|OC| O |O|O|OC|O|O

O |O|O0|O0O|0|0O|O| O |O|O|0O|O| ©O |O|O0|O|O|0O

O |O|O0O|O0O|O0|OC|O| O |O|O0O|O0|OC| © |Oo|0o|O|O|0O

O |O|O0O|O0O|0|0|O| O |O|O|0O|O| ©O |O|O0o|O0|O|0O

O |O|0|O|O|O|O|] O |[O|O0O|O|O| O |O|O|OC|O|O
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Departments

Total
I esponses
for dis-
satisfaction
with
cleanliness

Patient
regi-
stration
and
waiting
area

Patient
regi-

stration
and

waiting
area
(%)

wards

war ds
(%)

Exam-
ination
room
and
table

Exam-
ination
room
and
table
(%)

Corridors

Corridors
(%)

Toilet

Toilet
(%)

Bed
sheets

Bed
sheets
(%)

General
surro-
unding

General
surro-
unding

(%)

18

Neur ology

0

0

0

19

Medical Oncology

20

Cancer Surgery

21

Dental Surgery

22

Neuro Surgery

23

Pulmonary Critical
Case & Sleep

o |O|Oo|Oo|o

o |O|O0|O0|O|O

O |O|Oo|Oo|o

o |O|O0|O0O|O0O|O

O |O|O0|O|O0O|O

O |O|O0|O0O|O0O|O

© |O|O|O|O

ol ol flol ol fo) Neo)

O |O|O|O|O|O

O |O|O0|O|O0O]|O

O |Oo|O0|O|O|O

© |O|O0|O0|O0O|O

O |O|O0|O|O|O

o |O|O0|O0|O0O|O

ol ol lol ol fo} Neo)

24

BurnsPlastic &
M axillofacial
Surgery

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

25

Palliative Pain Clinic

26

General Surgery

27

Radiotherapy

28

Dept-41

29

Dept-87

30

Dept-39

31

Dept-88

32

Dept-91

33

Dept-60

34

Dept-46

35

Dept-90

36

Dept-92

37

Dept-95

O|lO|O|OC|O|O|O|OC|O|O|O|O|O

(e} o] ol fol flo) o} fol jo) o) ol Foi ol N
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(o) o]l ol fol flo) o} fo) jo) fo) ol ol Noi Ne)

(e} ol ol jo) o} o) o) o) fo} ol o) ol N

O|lO|O|OC|O|O|O|OC|O|O|O|O|O

(e} ol ol fo) fo} ol o} o) fo}l ol o) ol N
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(e} o) ol jo) fo) o) fo) jo) fo) ol o) o} N
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Total Patient Pat|e_nt Exam-
responses | regi- |, 9" Exam- i otion General
. . __|stration ination . . Bed |General
Sr. for dis- |stration war ds room , Corridors Toilet| Bed surro-
Departments . . and |wards room Corridors sheets| surro- .
No satisfaction| and - (%) and (%) (%) |sheets . unding
: ... |waiting and (%) [unding
with  |waiting table (%)
cleanliness| area | ¥ table (%)
(%) ’
38 [Dept-43 0 0 0 0 0 0 0 0 0 0 0 0 0
39 |Dept-31 0 0 0 0 0 0 0 0 0 0 0 0 0
40 |Dept-89 0 0 0 0 0 0 0 0 0 0 0 0 0
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Cost of Treatment

Departments

Total responses
for dissatisfaction
with cost of
treatment

Medicines
and Supplies

Medicines
and Supplies
(%)

I nvestigations

Investigations (%)

Informal
payment

Informal
payment
(%)

Total

0

0

Cardiology

Haematology

Medicine

Nephrology

Obstetrics and Gynaecology

Orthopaedics

Otor hinolaryngology

Paediatrics

Ol |N|ojO|~|W|IN|FL]|O

Paediatric Surgery

[ERY
o

Physical Medicine &
Rehabilitation

11

Psychiatry

12

Urology

13

CTVS

14

Endocrinology

15

EYE

16

Skin

17

Apex Regional STD Centre

18

Neur ology

19

M edical Oncology

20

Cancer Surgery

21

Dental Surgery
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Departments

Total responses
for dissatisfaction
with cost of
treatment

Medicines
and Supplies

Medicines
and Supplies
(%)

I nvestigations

Investigations (%)

I nformal
payment

Informal
payment
(%)

22

Neuro Surgery

0

0

0

0

0

23

Pulmonary Critical Case &
Sleep

o

o

o

o

o

24

BurnsPlastic &
Maxillofacial Surgery

25

Palliative Pain Clinic

26

General Surgery

27

Radiotherapy

28

Dept-41

29

Dept-87

30

Dept-39

31

Dept-88

32

Dept-91

33

Dept-60

Dept-46

35

Dept-90

36

Dept-92

37

Dept-95

38

Dept-43

39

Dept-31

40

Dept-89

(o) ol fol jo) jlo} o) fol jo} fo}) o) o) fo} fol ol No) Nk o)

O|O|O|O|O|O|O|O|O|O|O|O|O|O|O|O]| ©O
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Quality of Treatment

Departments

Total
responses for
dissatisfaction
with quality
of treatment

No relief
in
symptoms

No relief
in
symptoms
(%)

Health
condition
wor sened

Health
condition
wor sened

(%)

Doctor
did not
listen
carefully

Doctor
did nét
listen
carefully
(%)

Inadequately
skilled
nurses

I nadequately
skilled
nurses (%)

Poor
quality
of food

Poor

quality

of
food
(%)

Total

o

o

o

0

0

Cardiology

Haematology

Medicine

AlWIN|FL|O

Nephrology

(631

Obstetricsand
Gynaecol ogy

Orthopaedics

Otor hinolaryngology

Paediatrics

Ol |IN|O®

Paediatric Surgery

Physical Medicine &
Rehabilitation

11

Psychiatry

12

Urology

13

CTVS

14

Endocrinology

15

EYE

16

Skin

17

Apex Regional STD
Centre

18

Neur ology
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Departments

Total

responses for
dissatisfaction

with quality

of treatment

No relief
in
symptoms

No relief
in
symptoms
(%)

Health
condition
wor sened

Health
condition
wor sened

(%)

Doctor
did not
listen
carefully

Doctor
did n6t
listen
carefully
(%)

Inadequately
skillednur ses

Inadequately
skilled
nurses (%)

Poor
quality
offood

(%)

Poor
quality
of food

19

M edical Oncology

0

0

0

0

0

20

Cancer Surgery

21

Dental Surgery

22

Neuro Surgery

23

Pulmonary Critical
Case & Sleep

o |O|O0|O|O
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BurnsPlastic &
M axillofacial
Surgery

o

o

o

o

o

o

o

o
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o
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25

Palliative Pain Clinic

26

General Surgery

27

Radiother apy

28

Dept-41

29

Dept-87

30

Dept-39

31

Dept-88

32

Dept-91

33

Dept-60

Dept-46

35

Dept-90

36

Dept-92

37

Dept-95

38

Dept-43

39

Dept-31
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Total . Doctor

responsesfor | Norelief No rellef Health HegIFh Dpctor did not Inadequately | Poor Pogr

Sr. o : : in .. |condition | did not | . Inadequately ) .. |quality
Departments dissatisfaction in condition . listen . skilled |quality

No . : symptoms worsened | listen skillednur ses offood

with quality |symptoms (%) wor sened (%) |carefull carefully nurses (%) |of food (%)

of treatment 0 ° y (%) 0
40 [Dept-89 0 0 0 0 0 0 0 0 0 0 0
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Other Reasons

Departments

Total
I esponses
for dis-
satisfaction
with other
reasons

Long
waiting
time

Long
waiting
time
(%)

Inadequate
information

I nadequate
information
(%)

Lack of
amenities

Lack of
amenities
(%)

L ack

support

Over
crowding

Over
crowding
(%)

Any
other

Any
other
(%)

Total

0

Cardiology

Haematology

Medicine

Nephrology

Obstetricsand
Gynaecol ogy

Orthopaedics

Otor hinolaryngology

Paediatrics

Ol |N|O| O |[A|IWIN|FL|O

Paediatric Surgery

=
o

Physical Medicine
& Rehabilitation

11

Psychiatry

12

Urology

13

CTVS

14

Endocrinology

15

EYE

16

Skin

17

Apex Regional STD
Centre

18

Neur ology
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Departments

Total
I esponses
for dis-
satisfaction
with other
I easons

Long
waiting
time

Long
waiting
time
(%)

Inadequate
information

Inadequate
infor mation
(%)

Lack of
amenities

Lack of
amenities
(%)

L ackof
support

L ackof
support
(%)

Over
crowding

Over
crowding
(%)

Any
other

Any
other
(%)
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Medical Oncology

0

20

Cancer Surgery

21

Dental Surgery

22

Neuro Surgery

23

Pulmonary Critical
Case & Sleep
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24

Burns Plastic &
M axillofacial
Surgery
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25

Palliative Pain Clinic

26

General Surgery

27

Radiother apy

28

Dept-41

29

Dept-87

30

Dept-39

31

Dept-88

32

Dept-91

33

Dept-60

34

Dept-46

35

Dept-90

36

Dept-92

37

Dept-95

38

Dept-43

39

Dept-31
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Total

responses Long
Sr. for dis- L."T‘g waiting Inadequate.Inadequ.ate Lack of Lacl_< .Of L ackof L ackof Over Ove_r Any Any
Departments . . |waiting| .. , . __linformation ... __lamenities support . __|crowding other
No satisfaction time time [information (%) amenities (%) support (%) crowding (%) other (%)
with other (%) ° ° ° ° °
reasons
40 |Dept-89 0 0 0 0 0 0 0 0 0 0 0 0 0
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