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Abstract

Patient satisfaction is an attitude of person's general orientation towards
a total experience of health care. Satisfaction comprises both cognitive and
emotional facets and relates to previous experiences, expectations and social
networks(Keegan et al, 2002).

The purpose of this study was to assess the patient satisfaction of inpatient
services provided in Qalqgilia UNRWA hospital and determine the factors
effecting satisfaction.

In order to achieve the objective of the study a cross-sectional descriptive
design was used. Data were collected in October-2009. A questionnaire was
developed to collect the necessary information from patients consisted of eight
domains and fifty one items: medical care, nursing care, medical support services
(laboratory, imaging, and pharmacy), admission and discharge, accessibility to
services, support services (cleanliness, comfort, etc), family and patient visit, and
overall satisfaction. In addition to that data were collected on the patient
demographic and social characteristics.

A total of 373 inpatients were chosen randomly using a stratified random
sampling. The questionnaires were administered to patients. The data were
entered and analyzed using (SPSS) program.

The main findings of the study show high inpatients satisfaction with
Qalgqilia Hospital services, where the total score was (88, 6%). In particular the
satisfaction with the medical care domain was (87.93%), ancillary medical
services (laboratory, radiology, and pharmacy) (85.08%), admission and

discharged processes (88.34%), the ease of access to services (85.20%), support



services (76.36%), and the overall satisfaction percentage was (86.53%). On the
other hand, there was low satisfaction with the visit domain (55.0%) and the
lowest domain was the nursing care (56.69%).

The study also showed that there was no statistically significant differences
at the significance level (o = 0.05) in satisfaction of the inpatients of the services
provided in hospital due to the independent variables: hospital department
(internal, surgery, pediatrics, gynecology and obstetrics), age, sex, education level,
marital status, job, monthly income, type of education, a refugee or not, earlier
visit by family member, patient first visit, and the having idea about the hospital.
While others have found statistically significant differences at the significance
level (o = 0.05) in the satisfaction of patients about the medical services provided
in a hospital due to the variable place of residence. On the other hand, statistically
significant difference at the significance level (a = 0.05) were found in the level of
satisfaction with the hospital services in relation to the patients place of residence.
The study concludes to the need and recommends improving nursing services as
well as to better organize the visit time and amenities for the patient family,
activate the counseling services for patients, regular attention to the measurement
of patient satisfaction of services inpatient and outpatient and the need to develop

plans for continuous quality improvement.
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385 | 1.042 | .243 4 973
233 368 85.906
372 86.879
ANOVA(0.05)
(26)




(27)

(a=0.05)

(ANOVA)

(27)

.8.2.4

727 | 437 | .210 3 .631
481 369 177.585
-1
372 178.216
827 | .298 | .025 3 .076
.085 369 31.319 -2
372 31.395
.629 | .580 | .330 3 990
.569 369 210.005 -3
372 210.995
.055 | 2.709| 1.745 3 5.235 -4
.644 369 237.661
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87

372 242.896
367 | 1.057| .670 3 2.009
.634 369 233.828 -5
372 235.837
176 | 1.655| .798 3 2.393
482 369 177.868 -6
372 180.261
371 11.049 | .341 3 1.024
326 369 120.175
-7
372 121.200
874 | .233 .198 3 .593
.850 369 313.716
-8
372 314.309
486 | .815 191 3 572
234 369 86.307
372 86.879
ANOVA(0.05)
(27)
(0.05=a)
/
(0.05) ()




9.2.4

(a=0.05)

(28) (ANOVA)

(28)

906 | .256 | .124 4 495
483 368 177.721
-1
372 178.216
799 | 413 | .035 4 .140
.085 368 31.255 -2
372 31.395
334 | 1.146| .649 4 2.597
.566 368 208.398 = -3
372 210.995
970 | 1133 | .088 4 .351
.659 368 242.545 -4
372 242.896
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89

608 | 677 | .431 4 1.724
636 368 | 234.113 _s5
372 | 235.837
773 | 449 | 219 4 875
487 368 | 179.386 _6
372 | 180.261
098 [1.975| .637 4 2.547
322 368 | 118.653
-7
372 | 121.200
222 [1.434| 1.206 4 4.825
841 368 | 309.485
-8
372 | 314.309
983 | .099 | .023 4 .093
236 368 86.785
372 86.879
ANOVA(0.05)
(0.05=a)
(0.05)




.10.2.4

(a=0.05)
/
(29) (t)
(29)
()
()
0.50| 0.68| 0.66| 4.34 0.70 4.41 1
0.83| -0.22| 0.46 2.84 0.24 2.83 2
0.11| 162 0.72| 412 0.76 4.28 = = 3
0.42| 0.81 0.82| 4.35 0.80 4.43 4
0.23| -1.20| 0.82| 4.36 0.79 4.24 5
0.77| 0.30| 0.61 3.80 0.72 3.82 6
0.86| 0.18| 0.59 2.74 0.57 2.75 7
0.25| 1.16 1.03| 4.21 0.89 4.35 8
0.49| 0.70| 0.49 3.85 0.48 3.89
(371)df (0.05)
(29)

()

90

(0.05=a)

(0.05)




11.2.4

(a=0.05)
/
(30) (t)
(30)
()
()

0.57| 0.57 0.78| 4.34 0.68| 4.40 1
0.57| 0.56 0.25| 2.81 0.30| 2.84 2
0.71| 0.37 0.83| 4.21 0.74| 4.26 = = 3
0.52| 0.65 0.76 | 4.34 0.81| 4.43 4
0.15| 1.46 0.79| 4.09 0.80| 4.28 5
0.51| 0.66 0.60 3.75 0.71| 3.83 6
0.03| -2.24 0.61 2.93 0.56| 2.72 7
0.32| 1.00 1.05| 4.19 0.90| 4.34 8
0.50| 0.68 0.48 3.83 0.48| 3.89

(0.05)

(371)df (0.05)
(30)

(86532 1)

(0.05)

()
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(0.05=a)

()




12.2.4

(a=0.05)

(31) (t)

(31)
()

()

0.39| 0.86 0.71 4.37 0.68 4.43 1
0.57| 0.57 0.33 2.83 0.24 2.84 2
0.62| -0.50 0.75 4.27 0.76 4.23 = = 3
0.54| 0.61 0.83 4.39 0.79 4.44 4
0.28| 1.08 0.84 4.22 0.75 4.31 5
0.96 | -0.06 0.76 3.82 0.62 3.82 6
0.60 | -0.53 0.59 2.76 0.55 2.73 7
0.62| 0.50 0.98 4.30 0.85 4.35 8
0.63| 0.48 0.52 3.87 0.45 3.89

(371)df (0.05)
(31)

(0.05=a)

(0.05) ()
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13.2.4

(a=0.05)
/
(32) (t)
(32)
()
()
0.27 | 1.11 0.84| 4.33 0.63 4.42 1
0.50| 0.67| 0.25 2.82 0.30 2.84 2
025| 1.16| 0.85| 4.18 0.71 4.28 = = 3
0.37| 0.89| 0.89| 4.36 0.77 4.44 4
0.72| 0.36| 0.87| 4.24 0.77 4.27 5
0.79| 0.27| 0.63 3.80 0.72 3.83 6
0.04| -2.10| 0.59 2.85 0.56 2.71 7
0.12| 1.56 1.09| 4.21 0.84 4.37 8
0.40| 0.85| 0.57 3.85 0.45 3.89
(371)df (0.05)
(32)

(0.05)

(8653 21)

(0.05)

()
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(0.05=a)
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Israel's "Security Wall" : Another Land Grab
—

Inbensely cultivated
- Pabestinian land 1o be
de facto annexed by israel

. Jy  Palestinian towns
2 and villages

Palestinian villages to be
o e annexed by Israsl
- — Green Line / 1967 Border

— Israedi wall currentiy
wumder construction

- Israeli colonbes
Projected expansion

The Palestinian city of Qalgilya will be
isolated by the wall and illegal Isracli
colonies. Approximately 750 acres of
Palestinian land will be de facto annexed
by Isracl.
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