ServQual tool: Client satisfaction with health services

Respondents

Informed consent

Consent form (English version)

Clients at the health facilities as they exit after receiving health
services

Introduction: My name is . I am
collecting data on behalf of the Ministry of Health (MoH), Uganda.
The MoH is conducting a survey on client satisfaction with health
services in the West Nile Region

Purpose of the survey: The reason for the survey is to find out the
level of satisfaction with the health services with a view of improving
the quality of health services in the region

Procedure: I want to ask you a few questions regarding your level of
satisfaction with the services you have received so as to help improve
the quality of health services provided at the health facility. [ will very
much appreciate your participation in this survey. The information you
provide will be kept strictly confidential. I will not use your full names
during the discussions or write down or record your names or any
personal information that could identify you. You are free to stop the
discussion and leave at any time. You can also refuse to answer any
specific questions if they make you uncomfortable. The discussion
will take about 30 minutes.

Benefits: There is no direct benefit to you personally for participation
in the survey. However, your responses may help improve the quality
of health services at the health facility and in the region

Risks: There are no risks to you for participating in the study. All
benefits and access to health services will not be affected if you decide
not to participate in the study.

Benefits:

At this time, do you agree to participate in the survey?

If the answer is NO, stop the interview




Data Collection Tool (English version)

Health Facility Name: Level:
Ownership District
Respondent’s ID No: Age (Yrs): Sex (M/F):

Highest level of education (None=0; Primary=1; Secondary=2; Tertiary=3)

Main source of income (Farming=1; Trade=2; Casual laborer=3; Salaried employment=4;
Artisan/vocational=5; Aid and remittances=6; others=7)

Major reason for coming to facility:

Unit/Department

INSTRUCTIONS: This survey deals with your opinions of health services. Please show the
extent to which you think health facilities offering healthcare services should possess the
features described by each statement. You will select any number from one to five for each
statement. If you strongly agree that these health facilities should possess a feature, circle the
number 5. If you strongly disagree that these health facilities should possess a feature, circle 1.
If you disagree number 2, if you are not decided circle number 3, and if you agree, circle number
4. There are no right or wrong answers. All we are interested in is a number that best shows
your expectations about facilities offering healthcare services.

Dimension Expectations Score

Reliability | E1. Health workers should be available and have knowledgeto | 1|2 |3| 4|5
answer clients’ inquiries
E2. Health workers should show willingness and readiness to | 1| 2| 3|45
handle clients’ problems
E3. Health workers should show sincere interest in solving | 1| 2|3|4]|5
patient’s health problems
E4. Health workers should communicate to clientsinclearand | 1| 2|3 |4|5
understandable way
Assurance | ES. Health workers should appear neat and smartly dressedin | 1| 2|3]4|5
uniforms and name tags
E6. Health facilities should provide quality health servicesto | 1| 23| 4|5
the clients at all times
E7. The health services provided by the health facilities should | 1| 2| 3|4/ 5
be safe and accurate
Tangible | E8. The health facility should have good looking and functional | 12| 3| 4|5
medical equipment
E9. The health facility should have adequate working spaceas | 1| 2| 3|45
well as parking space
E10. The health facility should have enough essential | 1]2]3|4]|5
medicines and health supplies
E11. The health facility should have well maintained toiletsand | 1| 2|3 | 4|5
clean compound
E12. The health facility should maintain proper record keeping | 1| 2|3 | 4|5




E13. Health facility should have consultation rooms which | 1| 23| 4|5
ensure privacy for clients
E14. The health facilities should classify the services and | 1]|2|3|4]|5
arrange them accordingly

E15. Health facility should be well organized with clear 112]3|4|5
directions for smooth client flow
E16. The health facilities should be able to provide a wide 112(3(4|5

range of health services
Empathy | E17. Health workers in the facilities should give each patient | 1|2 |3| 4|5
individualized attention.
E18. Health workers should show keen interest in all the | 1| 23|45
patients’ medical problems
E19. Health workers in the health facilities should be 1123|145
courteous with all the patients.
Responsiv | E20. Health workers in the facilities should provide prompt | 1| 2| 3| 4|5
eness services to the patients
E21. Health workers in the facilities should response to | 1]|2|3|4]|5
patients’ complaints in time
E 22. Health workers in the facilities should provide servicesat | 1| 2|3 | 4|5
all times (for 24 hours)

INSTRUCTIONS: The following set of statements relate to your perceptions about the
services you received at this health facility. For each statement, please show the extent to which
you believe this health facility has the feature described by the statement. Once again, circling
a 5 means that you strongly agree that this health facility has that feature, circling 4 means that
you agree, circling 3 means you are not decided, circling 2 means you disagree and circling 1
means that you strongly disagree. There are no right or wrong answers. All we are interested in
is a number that best shows your perceptions about this health facility.

Dimension | Perception Score

Reliability | E1. Health workers are available and have knowledge to | 1|2]3|4|5
answer clients’ queries
E2. Health workers are willing and ready to handle clients’ | 1|2|3|4|5
problems at all times
E3. Health workers show sincere interest in solving the | 1| 2|34 5
patient’s problems
E4. Health workers at this health facility communicate to | 1|2|3[4]|5
patients in a clear way
Assurance | E5. Health workers appear neat and smartly dressed in|1|2[3|4]|5
uniforms and name tags
E6. This health facility provides quality health servicestothe | 1| 2| 3|45
patients
E7. This health facility provides health services that are safe | 1| 2| 3| 4|5
and accurate
Tangible E8. This health facility has good looking and functioning | 1|2|3[4|5
medical equipment




Dimension | Perception Score
E9. This health facility has adequate working space as well as 2134
parking space
E10. This health facility has enough essential medicines and 21314
health supplies
E11. The health facility has well maintained toilets and a clean 2134
compound
E12. This health facility maintains proper record keeping 2134
E13. Health facility has consultations rooms which ensure 2134
privacy for clients
E14. The facility classifies health services and arranges them 21314
accordingly
E15. Health facility is well organized with clear directions for 21314
smooth flow of clients
E16. Health facility provides a wide range of health services 2134
to patients

Empathy | E17. Health workers in the facility give each patient individual 2134
attention.

E18. Health workers in the facility show interest in all patients’ 2134
medical problems.

E19. Health workers in the health facility are courteous with 21314
the patients.

Responsive | E20. Health workers in the facility provide prompt service to 21314

ness the patients
E21. Health workers in the facility respond to patients’ 21314
complaints in time
E 22. Health workers in the facility provide services at all 2134
times (24 hours)




