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Abstract

This descriptive analytical cross sectional study was conducted to evaluate client's
views about the child health services, and to investigate the differences in client's
perspectives among the services offered by the two clinics of AEI's at the southern
part of Gaza. The evaluation of the health care they received assesses client
satisfaction, which it is a key component of comprehensive program evaluation.

Patient satisfaction with health care has emerged as a key quality indicator.

This study evaluate the client perspective regarding to the child health services,
identify the strengths areas and areas for‘improvement to identify the dimensions
related to the client satisfaction and its relation to some organizational and
demographic variables affecting their perspectives. Study results could contribute to

improve the quality of child health services which provided by NGOs at Gaza.

A 202 clients were face to face interviewed according to the inclusion criteria. The
response rate was 100%.the study investigate the seven dimensions of clients'
perspective related to the child health care. Study results revealed that clients reported
a relatively moderate degree of satisfaction or positive scores (82.5%).

The result showed that there is differences in the level of clients perspectives among
the investigated dimensions at this organization and the type of services provided,
there were seven dimensions of mother's perspectives, findings revealed that, the
positive scores with services general satisfaction 84%, attitudes and respect with 81%,
utilization from the offered services with 87% considered the highest one,
accessibility of services with 80%, communication and information with 85%, the

lowest one the child care dimension with 78%, and health counseling dimension with
84%.

Also, the results shows the incongruence with others variables as the place of
residency and governorate where clients live, mothers who lives in Khan Younis
Governorate showed more positive scores than Rafah residents, also, Villagés
residents were unsatisfied with the centers places, also, mothers with high number of
visits revealed more positive scores than whom were less, also, the results revealed

that the positive scores increased as the mothers ages and educational level increased,
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and mothers with no history of hospitalization before visit reporting the slightly
higher positive scores than others whom were hospitalized, in addition to that , the

mothers who were visits other health centers during visits reporting higher positive

scores than others not.

Also, mothers who were received social aids reporting more positive scores than
whom not. Finally, because the child health services provided at GS through much
different organization, thus, the results of this study well contributes to improving the
level of the offered child health services. Decision makers recommended to facilitate
clients services and improve the responsiveness for clients needs as possible, also, to

look forward to take care with this results to improve the provided health services.

v



List of Contents

Subject Page
Declaration I
Acknowledgement 1I
Abstract 111
Arabic abstract VvV
List of contents VII
List of tables X
List of figures X1
Definitions XII
Abbreviations X111
Chapter (1): Introduction
1. | Introduction 2
1.1 | Justification 5
1.2 | Objectives of the study 7
1.2.1 | General objectives 7
1.2.2 | Specific objectives 7
1.3 | Research Questions 8
1.4 | Geographic location 9
! 1.5 |Demographic context 9
1.5.1 | Population size 9 .
| 1.5.2 | Palestinian economy 11
o 1.5.3 | Parents' level of education 12
[ | 1.6 |Palestinian health care system 12
- 11.6.1 | Hospitals 12
} 1.6.2 | Primary health care 12
1.6.3 | Non-governmental organizations (N GOs) clinics 13
§ 1.6.4 | Child health services and status 13
5 |;1_7 Ard El Insan institution 15
| Chapter (2): Literature Review
2.1 | What is Evaluation 17
2.2 | Importance of evaluation studies 19
2.3 | Concept of perspective 20
| 2.4 | Why Measuring client satisfaction 22
| 2.5 | Concept of satisfaction 25
- 2.6 | Attitudes and Respect 27

VII




2.7 | Accessibility of services 29
2.8 | Services utilization 30
2.9 | Communication and information 30
2.10 | Child care 31
2.11 | Health counseling 32
Literature review summary 34
Chapter (3): Conceptual Framework 36
- 3.1 | Technical approach 38
3.2 | Interpersonal approach 40
"1 3.3 | Structure 41
. 3.4 | Outcomes of care 42
Chapter (4): Methodology 44

4.1 | Study Design 45 -
4.2 | Study Population 45
4.3 | Sample Size and Sampling process 46
4.4 | Place of the Study 46
. 4.5 | Period of the Study 46
4.6 | Research Instrument 47
4.6.1 | Questionnaire design 47
4.6.2 | Validity of the instrument 47
| 4.6.3 | Reliability of the instrument 48
! 4,7 |Ethical Considerations and Procedures 49
t 4.8 |Pilot Study 49
' 4.9 | Data Collection . 50

Data Entry and analysis 51
Eligibility Criteria 51
Inclusion Criteria 51
Exclusion Criteria 51
Limitations of the Study 51
Response Rate 52
Chapter (5): Results and Discussion 53
Characteristics of study population 54
Variables affecting mothers perspectives 55
Respondents Governorates 55
Respondents Residency Place 58

Respondents Age 61 -

VIII




5.2.4 | Respondents Educational Level 64
5.3 | Child Health Status Profile 71

~ 15.3.1 | Respondents Number of Visits 71

| 5.3.2 | Child Hospitalization Before Visit 75 .

1 5.3.3 | Child Hospitalization during FU period 79

' 5.3.4 | Respondents visit to other Health centers 83
5.3.5 | Causes of Selecting AEI's Clinics 86
5.3.6 | Respondents and Social Aids 89
5.4 | Overall Perspective . 93

5.5 | Domains of Evaluation Process 95
5.5.1 | General Satisfaction Approach 96
5.5.2 | Attitudes and Respect 97
5.5.3 | Utilization of Services Approach 97

. | 5.5.4 | The Availability Dimension 98
. | 5.5.5 | Communication and Information 99

5.5.6 | Approach of Childcare 100

5.5.7 | Approach of Health Counseling 102
Chapter (6): Conclusion and Recommendations 104
Conclusion 105
Recommendations 109

: Areas for Further Research 111
f References 112
| Annexes 119

IX




