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ABSTRACT

Patient satisfaction has become a critical indicator of healthcare quality, particularly in multi-specialty hospitals
where a wide range of medical services are delivered under one roof. This study examines the key determinants
of patient satisfaction and presents a comparative analysis between public and private multi-specialty hospitals
using secondary data from empirical studies and survey-based findings. The research identifies major influencing
factors, including clinical care quality, staft behaviour, waiting time, infrastructure, affordability, administrative
efficiency, and billing transparency. The findings reveal that while clinical care remains the most significant
determinant, non-clinical aspects play a crucial role in shaping overall patient experience. Private hospitals
demonstrate higher satisfaction levels (88-92%) due to better infrastructure, responsiveness, and service
efficiency, whereas public hospitals perform better in affordability but lag in service delivery and administrative
processes (70—78%). The study concludes by recommending the adoption of patient-centred care practices,
digitalization, and continuous service quality improvements to enhance overall healthcare delivery.

Keywords: Patient Satisfaction, Healthcare Quality, Multi-specialty Hospitals, Public vs Private Hospitals,
Clinical Care Quality, Staff Behaviour, Healthcare Management.

INTRODUCTION

The healthcare sector has undergone significant transformation in recent decades, particularly with the
emergence and growth of multi-specialty hospitals. These institutions provide a wide range of medical services
under one roof, including diagnostics, surgery, emergency care, and specialized consultations, making them
central to modern healthcare delivery.

In recent years, healthcare quality has become increasingly patient-centric, with patient satisfaction emerging as
a key indicator of service quality and organizational performance. Patient satisfaction reflects the extent to which
healthcare services meet or exceed patient expectations in terms of medical care, communication, staff
behaviour, and overall hospital experience.

Patient satisfaction is crucial because it directly influences several important outcomes, such as:
o Patient retention

e Treatment adherence

o Hospital reputation

Studies have shown that higher levels of patient satisfaction are associated with improved treatment outcomes,
increased patient loyalty, and a stronger institutional image.

In the context of multi-specialty hospitals, measuring patient satisfaction becomes more complex due to the
involvement of multiple departments, diverse healthcare professionals, and varied service delivery processes.
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Each of these factors contributes to the overall patient experience, making it essential to evaluate satisfaction in
a comprehensive and systematic manner.

In India, the rapid growth of both private and public healthcare institutions has intensified competition within
the sector. As a result, assessing and comparing patient satisfaction across hospitals has become essential for
benchmarking service quality and identifying areas for improvement. This enables healthcare providers to
enhance service delivery and ensure better patient outcomes.

Objectives of the Study

The present study aims to examine and evaluate patient satisfaction in multi-specialty hospitals. The specific
objectives are as follows:

1. To analyze the concept and significance of patient satisfaction in multi-specialty hospitals.
2. To evaluate the overall level of patient satisfaction with healthcare services.

3. To identify the key factors and determinants influencing patient satisfaction, such as quality of care,
communication, infrastructure, and staff behaviour.

4. To compare patient satisfaction levels between public and private hospitals.
5. To assess the performance of multi-specialty hospitals in delivering quality healthcare services.

6. To provide actionable recommendations for improving patient satisfaction and enhancing service quality.

LITERATURE REVIEW

Patient satisfaction in hospitals is a multidimensional concept influenced by both clinical and non-clinical
factors. Studies highlight key determinants such as affordability, staff behaviour, infrastructure, and
administrative processes.

Findings show that service quality strongly impacts patient satisfaction and loyalty. Factors like doctor
behaviour, housekeeping, and billing processes significantly influence overall experience. The SERVQUAL
model identifies five key dimensions—rteliability, responsiveness, assurance, empathy, and tangibles—as major
contributors to satisfaction.

Evidence suggests that effective communication can improve satisfaction by 20-30%, while long waiting times
can reduce it by 15-25%. Cleanliness and hygiene also play a notable role in shaping patient perception. Among

SERVQUAL dimensions, reliability and empathy are found to be the most influential.

A meta-analysis indicates that doctor—patient interaction (35%) has the highest impact on satisfaction, followed
by infrastructure (20%), administrative efficiency (15%), cost (10%), and other factors (20%).

Overall, the literature confirms that patient satisfaction depends on a combination of service quality,
interpersonal interaction, infrastructure, and operational efficiency.

RESEARCH METHODOLOGY

Research Design

The study adopts a descriptive and comparative research design to analyze and compare patient satisfaction
levels in multi-specialty hospitals. The research is primarily based on secondary data, supplemented with a
compiled and simulated dataset derived from existing studies to enhance analysis.

Page 2152 www.rsisinternational.org


https://rsisinternational.org/journals/ijrsi
https://rsisinternational.org/journals/ijrsi
http://www.rsisinternational.org/

INTERNATIONAL JOURNAL OF RESEARCH AND SCIENTIFIC INNOVATION (1JRSI)
ISSN No. 2321-2705 | DOI: 10.51244/1JRSI | Volume XIII Issue XV April 2026 | Special Issue on Public Health

Data Type and Sources

The study is based on secondary data, collected from reliable and relevant sources, including:
e Peer-reviewed journals

e Hospital-based survey reports

e Government and institutional publications

Additionally, a simulated dataset has been created based on patterns observed in previous empirical studies to
support comparative analysis.

Sample Characteristics (Compiled Data)

Parameter Value

Total Sample Size 1,200 patients

Public Hospitals 600 patients

Private Hospitals 600 patients

Gender Distribution 52% Male, 48% Female
Age Group 18—65 years

The compiled sample reflects data trends observed across multiple studies, where sample sizes ranged from 100
to 1,054 patients. Respondents typically included patients from departments such as medicine, surgery, and
gynaecology.

Data Collection Tools

e Structured questionnaires using a Likert scale (1-5) to measure satisfaction levels
o SERVQUAL model dimensions to assess service quality

e Secondary data extraction from published research

Analytical Tools and Techniques

The following tools and techniques are used for data analysis:

o Percentage analysis

e Comparative analysis (public vs. private hospitals)

e Application of the SERVQUAL framework to evaluate service quality dimensions
Conceptual Framework of Patient Satisfaction

Patient satisfaction in multi-specialty hospitals is a multidimensional construct influenced by several interrelated
factors. Understanding these factors helps hospitals identify areas for improvement and enhance the overall
patient experience. The conceptual framework for this study categorizes the determinants of patient satisfaction
into clinical, non-clinical, administrative, and infrastructure-related factors.
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Clinical Factors

These factors relate directly to the medical care received by patients:

e Quality of diagnosis and treatment

o Competence and expertise of doctors

e Time spent by doctors with patients

Non-Clinical Factors

These factors involve the interpersonal and service-related aspects of patient care:
o Staff behaviour and responsiveness

o Waiting time for consultations and procedures

o Cleanliness and hygiene of hospital facilities

e Transparency and clarity in billing

Administrative Factors

These factors concern hospital operations and management processes:
o Efficiency of the registration and admission process

e Smooth and timely discharge procedures

e Handling of insurance claims and related paperwork
Infrastructure Factors

These factors relate to the hospital environment and physical resources:
e Availability and functionality of medical equipment

e Opverall hospital environment and comfort

o Amenities provided to patients, such as beds, waiting areas, and other facilities

Key Variables Affecting Patient Satisfaction

Category Key Variables

Clinical Diagnosis quality, doctor competence
Service Staff behaviour, responsiveness
Operational Waiting time, admission process
Financial Cost of services, billing clarity
Physical Cleanliness, infrastructure, amenities
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This conceptual framework highlights that patient satisfaction is multifactorial, encompassing both clinical
outcomes and non-clinical experiences. Effective management of these variables can significantly enhance
patient satisfaction and loyalty in multi-specialty hospitals.

Data Analysis and Interpretation

This section presents an analysis of patient satisfaction levels in multi-specialty hospitals, comparing public and
private hospitals across key dimensions. The analysis is based on compiled secondary data and simulated trends
from reviewed studies.

Overall Satisfaction Levels

Studies indicate that overall patient satisfaction is higher in private hospitals compared to public hospitals.

Hospital Type | Mean Score (Out of 5) | Satisfaction %
Private 4.4 88%
Public 3.6 72%

H Public

Satisfaction
M Private

1 T 1

0% 50% 100%

Insights

e Around 85-91% of patients report overall satisfaction in private hospitals.

o Public hospitals show lower satisfaction due to overcrowding, delays, and infrastructure constraints.
Dimension-wise Satisfaction Analysis

1. Doctor and Medical Care

Parameter Public | Private

Communication | 3.8 4.5

Competence 4.0 4.6

Availability 3.5 4.4

Availability

M Private
Competence

] M Public

Communication
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Insight: Doctor-related factors are the strongest determinant of patient satisfaction, contributing approximately
35% to overall satisfaction. Higher doctor competence and communication significantly improve overall patient
experience.

Nursing & Staff Behaviour

Parameter Public | Private
Courtesy 3.4 4.3
Responsiveness | 3.2 4.2

Supportiveness | 3.3 4.4

Supportiveness

. M Private
Responsiveness

M Public

Courtesy

Insight: Empathy, responsiveness, and professional behaviour of nursing and support staff play a crucial role.
Poor staff interaction can lead to patient dissatisfaction.

Infrastructure & Facilities

Parameter | Public | Private

Cleanliness | 3.2 4.6

Equipment | 3.5 4.7

Comfort 3.3 4.5

Comfort
. M Private
Equipment
M Public
Cleanliness
1 1 1 1 1

Insight: Private hospitals perform better in terms of cleanliness, modern equipment, and comfort. Public
hospitals often lag due to maintenance and resource constraints.
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Waiting Time and Accessibility

Waiting Time | Satisfaction Level

< 15 mins 92%

15-30 mins 80%

> 30 mins 58%

Insight: Long waiting times negatively impact patient satisfaction, while efficient scheduling significantly
enhances the patient experience.

Billing and Financial Transparency

Factor Public | Private

Cost affordability 4.5 3.2

Billing transparency | 3.2 43

Insurance processing | 2.9 4.1

Insurance processing

. M Private
Billing transparency

B Public

Cost affordability

Insight: Transparency in billing and timely insurance processing are critical to patient satisfaction. Public
hospitals score higher on cost affordability, while private hospitals outperform in transparency and efficiency.

Key Findings

e Overall satisfaction is higher in private hospitals due to better infrastructure, shorter waiting times, and
improved staff behaviour.

e Doctor competence and communication remain the single most influential factor affecting satisfaction.

e Non-clinical factors, including nursing behaviour, cleanliness, and administrative efficiency, play a
significant role in shaping patient perception.

e Operational challenges in public hospitals, such as overcrowding and delayed processes, reduce patient
satisfaction.

« Financial and billing transparency influence trust and loyalty, particularly in private hospitals.
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Comparative Analysis

This section presents the statistical evaluation of patient satisfaction in multi-specialty hospitals, including
correlation and regression analyses, followed by a comparative study between public and private hospitals.

Comparative Analysis: Public vs. Private Hospitals

The study compares performance and satisfaction metrics across public and private multi-specialty hospitals.

Parameter Public Hospitals Private Hospitals
Cost Low High
Infrastructure | Moderate Advanced
Waiting Time | High Low

Staff Average Better

behaviour

Service Low High

Efficiency

Overall Moderate High

Satisfaction

Summary Table: Public vs Private Hospitals

Criteria Public Private

Cost Low High

Service Speed Slow Fast

Technology/Infrastructure | Moderate Advanced

Patient Satisfaction Medium High

Accessibility High Moderate
Overall Insight:

Private hospitals provide superior service quality and efficiency, whereas Public hospitals continue to serve
patients seeking affordable and accessible care. Improving operational efficiency, staff behaviour, and
infrastructure in public hospitals can significantly enhance patient satisfaction. Private hospitals outperform
public hospitals in service quality, responsiveness, and infrastructure. Public hospitals remain preferred for
affordability and accessibility.

FINDINGS

The findings of the study indicate that patient satisfaction is a multidimensional concept influenced by both
clinical and non-clinical factors. Among these, doctor behaviour and effective communication emerge as the
most critical determinants in shaping patient perceptions and overall satisfaction. The study also reveals that
private hospitals tend to achieve higher satisfaction levels due to better infrastructure and superior service quality.
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However, certain challenges significantly affect patient satisfaction. Billing issues and administrative delays are
identified as key factors that negatively impact the patient experience. Additionally, longer waiting times further
reduce satisfaction levels, highlighting the importance of efficient service delivery systems.

Private hospitals lead in terms of service quality; they often lag behind in affordability. On the other hand, public
hospitals remain more accessible and affordable but require substantial improvements in management efficiency
and service processes.

The study also highlights the growing importance of digitalization in healthcare. The implementation of digital
systems, such as online registration, electronic medical records, and automated billing, can improve patient
satisfaction by approximately 15-20%.

RECOMMENDATIONS

Improve Communication
Reduce Waiting Time
Enhance Staff Training
Improve Infrastructure
Streamline Billing Processes
Digital Transformation

Staff Training

Process Optimization

Infrastructure Investment

vV vV V¥V VY VYV V¥V VY VY V V

Policy Improvements
CONCLUSION

This research demonstrates that while private hospitals tend to outperform public hospitals in terms of service
quality, both sectors still have significant areas that require improvement. The findings highlight that a patient-
cantered approach is essential for enhancing satisfaction levels. Key elements such as effective communication,
efficient management, and high-quality service delivery play a vital role in shaping patient experiences.
Hospitals must ensure that doctors and staff communicate clearly, administrative processes are streamlined, and
services are delivered efficiently to meet patient expectations.

Although private hospitals provide superior infrastructure and service quality, public hospitals remain
indispensable due to their role in ensuring affordability and equitable access to healthcare for a larger population.
To improve patient satisfaction, hospitals should focus on better communication, efficient management practices,
and the adoption of patient-cantered care models. Institutions that successfully integrate these elements are more
likely to build higher levels of patient trust, achieve better health outcomes, and sustain long-term growth in an
increasingly competitive healthcare environment.
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