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Abstract

Clients’ satisfaction is generally acknowledged as a central concept in assessing the
quality of health care. Also, it considered as an important indicator for the quality
improvement of health care services.

This study assessed the level of satisfaction with radiology services in Gaza, and
identified the dimensions related to the clients’ satisfaction and its relation to some
organizational and demographic variables affecting their satisfaction. The results could
give the opportunities for improvement and growth of radiology services in Gaza.

The study was conducted at two major radiology centers. Al-Shifa Hospital represents
governmental services and Gaza Diagnostic Center represents the private sector. A
cross sectional design with a systematic randomized sample was used. A standardized
structured questionnaire was developed, concentrated on services features. The selected
410 clients were approached after they received the radiology services. The response
rate was 78.04%. Psychometric methods and tests were applied and their results
approved the reliability and validity of the questionnaire.

The study explored seven dimensions of satisfaction including: Organizational culture,
Continuity and Affordability, Availability, Interaction and Communication, Attitude and
Perception, Comfort and Privacy and Approach of care. Study findings showed that
clients reported a relatively high degree of satisfaction with radiology services (82.5%).
The study concluded that the type of institution and the organizational variables
including the number of visits, waiting time and procedure time showed a great impact
on the level of clients’ satisfaction. The study pointed to the influence of financial status
and educational level on satisfaction. On the other hand, age, gender, residency place
and occupation of the respondents showed no significant impact on the level of clients’

satisfaction.
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Introduction

Quality improvement efforts in health care settings are getting more attention nowadays
by health care organizations all over the world. One of the main components in
assessing the quality of health care services is clients’ satisfaction (De Geyndt, 1995).
In such a competitive world, the health care organizations are continually monitoring
clients’ satisfaction with clients’ surveys to better understand the needs of the clients,
x evaluate services and identify opportunities for improvement (Juran and Gryna, 1993).
‘The importance of clients’ satisfaction with the care they receive has been reported in
the literature which reflects in clients’ continuity in seeking medical care and their
complies to treatment (Hill, 1997). Furthermore, the literature indicates that satisfied
clients are-moré likely to follow-up medical advice and show fewer complaints (Hill,
1997). In addition to that, patient satisfaction is considered a significant factor in
determining the quality of life, particularly, in chronically diseased patients (Van Den
Bos and Triemstra, 1999; Hill, 1997).
The client dimension of quality reflects the assessment of how the client perceives the
health care received, and this is manifested in the measurement of satisfaction. In this
context, Berwick (1995) pointed that he believes that quality is defined as the extent to
which customers’ needs are met. Also he points out that customer extend beyond
patients to employers and families as well as physicians and employees. It is worth
noting that the traditional approach to health care service quality focused on activities
required more than the continuous efforts needed to meet customer needs (Walsh and
Walsh, 1996). Recently, it becomes common to include patient satisfaction as a

measure of quality care. Moreover, there is a noticeable concern with learning factors




