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A Comprehensive Study of Patient Satisfaction with Outpatient Service by
Combining Quantitative and Qualitative Research in a Hospital
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Abstract

The purpose of this study was to investigate the patient satisfaction with outpatient service
in Kaohsiung Veterans General Hospital (VGHKS). This study was composed of both
quantitative and qualitative research methods. The results of questionnaire survey showed that
the average score of overall satisfaction was 4.19. The ordinal of satisfaction was highest in the
dimension of medical care, the second in the dimension of service attitude, and the third in the
dimension of environmental facility. The results of qualitative interview demonstrated that the
respondents were satisfied with cleanliness, hospital environment and equipment, service
attitude, detailed explanation from doctors and nurses, and abundant experiences of caring
elderly patients. The respondents were dissatisfied with insufficient parking spaces, difficulty
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in making an appointment, long waiting time, arrangement of the sequence to enter the
consulting room, ineffective treatment, inadequate communication between patients and
doctors, and unreasonable waiting time for MRI scans. The results of quantitative assessment
could be elucidated by qualitative investigation. The combination of qualitative and quantitative
research provides a comprehensive understanding of the expectations and satisfactions of the
patients. The results of this study could contribute in improving the quality of outpatient service
by delineating the items requiring improvements.

Keywords: Outpatient Service Satisfaction, Service Quality, Qualitative Research, In-
depth Interview
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