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APPENDIX 1
Organogram of the T.U.Teaching Hospital.
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APPENDIX 2
Set of questionnaire.

Information for the clients

Dear clients this questionnaire is being asked to you to obtain the data about your
satisfaction with delivery services at TUTH. We need your honest answers that would be
most useful to improve the quality of service. Confidentiality of your answers is our
responsibility. Thank you for all your cooperation.

Information for the interviewer: _
Please mark * inthe { } and fill in the blanks for the client’s answers.

art L.
Background characteristics of the mothers

(1) How old are you now(completed years)?

2) What is your educational status?

a) Illiterate } b) Primary
Secondary College i 1
e University i
3) What is your employment status? : _
a) Agriculture b) Private service
¢) Private bussiness d) Government service
e) Others

(4) How much money does your family earn per month in NRs?

5§ \1Nhat is the order of birth (parit )b -
a) l¢para "dpara
[ Tédg 4ﬂ1(?nwards [ ]

c 3rdpara

6 Have you had antenatal clinic visit during in this hoanaI during pregnancy?
a { }(b)No
fye s how Many times?......covvvvvesenn

What is the type of delivery you have had?
Normal delivery [ ] (b)Induction by medication{ }
Instrumental delivery

(9)

ATROME.. i ones ™

9) Do you any complication of delivery? (see the chart if patient could not answer)

i Where was the last child born?



Part 2
Rating scale for assessment of mothers satisfaction with doctor care:

Please mark {_'/P, the number according to the level of satisfaction:
4 = \Verysatisfied, 3 - Satisfied, ~ 2 - Dissatisfied, |=very dissatisfied.

(N)ues. On admission room: _ 4 3 2 1
0.  How satisfied you are with these following statements

10 The way you have been examined and comfort
maintained by doctor in the admission room?

11 The information and explanation given by the doctor
about procedure?,

12 The technical skills and competence of the doctor?

13, The willingness of doctor to respond your problems
empathetically and explains about it?

14, The understanding of your feelings with courtesy and
respect to you by doctor?

15 The information given about your condition by doctor?.
Observation room(waiting room)

16.  The frequency of attention given by doctor in labor
waiting room ?

17. The emotional support given to you for coping with
|labor by doctor?

18, Tlhe eleIanation given about progress of labor by doctor
clearly’

19.  The way procedures conducted by the doctor fetal
sonogram, USG ? _

20.  The time spent to see you by doctor during labor?.
Delivery room(intrapartum)

21, The way maintaining the cleanliness and safety of the
delivery part?

22, The doctor’s communication during the delivery ?

23 The doctor’s encouragement to bearing down with
delivery process?

24, The conduct of delivery procedure by the doctor?

25.  The doctor’s notification about the outcome of delivery?

26, The warmth and comfort maintained by doctor after
delivery?
post natal Unit:

21. The procedures performed as dressing done by doctor?

28.  The doctor’s explanation about your condition in post
natal period?

29.  The information given for breast feedinq by doctor?

30.  The advice given by doctor on post natal care on
discharge?



31,
32.

33.
34

35.
36.

31.
38.
39.
40.
41,
42.
43.
44,
45.
46.
47,
48.
49,

50.
5L

Rating scale for assessing mother’s satisfaction with nursing care:

On admission room:
How satisfied you are with th
statements

Part 3

ese following

The way you have been examined and comfort
maintained by nurse in the admission room?

The information and explanation given by the nurse

about procedure(enemf§?.

The technical skills and competence of the nurse?
The willingness of nurse to respond Xour problems
empathetically and explains about it’

The understanding of your feelings with courtesy

and respect to you by nurse?

The information given about your condition by

nurse? .
Labor observation room

The frequency of attention given to you by nurse
with information about progress of labor?

The emotional and physical s

upport given for

coping with labor and move around by nurse?
The way taking care of maintenance of food and

drinks by nurse?
The way you are encouraged

to practice breathing

and relaxation exercises by nurse?

The time spent by nurse in caring you?

Delivery room(intrapartum) -

The way maintaining the cleanliness and safety of

the delivery part by nurse?

gentleness and confidence?

The Preparatmn for delivery by the nurse with

The nurse’s encouragement to bearing down with

delivery process?

The nurse’s communication during delivery

process?

The warmth and comfort maintained by nurse after

delivery?
The nurse’s skill to take care
post natal unit;

of new born baby?

The privacy and comfort maintained during breast

and pelvic examination and ¢

The explanation given about your general condition

_% nurse?

are?

e instruction given for breast feeding by nurse?

The discharge advice (t;iven b
contraception/ post natal care

X nurse for

4

3

2

1



92

Part 4
Rating scale for assessing mother’s satisfaction with physical facility:

How satisfied you are with these following 4 3 2 1
statements

52.  The location of the unit in the hospital?

53.  The understanding of directions and guideline
written to reach the unit?

54. The sanitation facility (toilet/ water supply) in unit?

55.  The neatness and cleanliness of the unit?

56.  The adequacy of diagnostic facilities in the unit?.

57.  The supply of medicine in the unit?

58.  The waiting time to see doctor before admission?.

, Part5 ,
General information and recommendations

(59) How long you had to wait for examination by health care provider after you arrive at
hospital for-admission?

60) How frequently you have been examined by the nurse in the labor waiting room?
a Halfhourlz (b) Hourly

¢) More than hour { } (d) 15minutely . _

61) How much money you have spend for getting services in this hospital?

62) Do you think the cost of service IS reasonable?

a) Yes {} (b) No o

63) Do you think that health care providers (nurse and doctors) are enough in this unit to
rovide service?

Fair d) Poor o
65) Did you face any kind of problem during stai/ in this unit?
) yes L {1} (b) No{

ITYES, SPECITY ovcvvvrresirrsrrrssrennns

ag Excellent h) good

6) In general how would you rate the quality of service you received in this unit?
Excellent I { b) Good T

Fair d) Poor

)7) Would you recommend other mothers to this unit to utilize maternity services?

a) Yes {} () No {}

64) How do you feel about other personnel dealing with you?

E Yes {} (b) No

(68) What do you suggest to improve the quality of care in this unit?
(69) Place of mothers residence: ...

(

70) Sex of the baby: Male { }Female { }
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APPENDIX 3

|tem correlation scoring for content validity of the research instrument:
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APPENDIX 4
Internal Consistency result Cronbach’ (coefficient a)
of satisfaction rating questionnaire ( =30)
Sub scale No ofitems  Internal
consistency
Score

Doctor9 care:
Admission room
Labor waiting room
Delivery room
Post natal room
Total pal 88
Nursing care:
Admission room 6
Labor waiting room 5
Delivery room 6
Post natal room 4
Total 21 93
Service facility:
Physical setting 2
Sanitation facility 2
Diagnostic facility 1
Supply of medicine 1
Waiting time 1
Total 1 8l
Total 49 95
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APPENDIX 5

Focus group discussion guide line for hospital staff
The streamline of focus group discussion is based on service provision, client
satisfaction, physical facility, man power provision, and cooperation and coordination
inorder to develop strategies for improvement of delivery service and increase mothers
satisfaction.
Indicators/ leading questions:
1. What does every one here have ideas about the quality of delivery services
in tins unit?
Probe : Do you think facilities are enough for care?
2. What good things you think about the services in this unit?
Probe : Is there adequate and appropriate instruments, Supplies,
3. What do you think about the schedule of duty and staff coverage in the
unit to provide delivery service at most satisfactory level in each shift?
Probe Adequacy of man power, of different levels as Nurses, ward
attendant, cleaners.
4. What is your opinion about motivation of staff leader to influence staff
behavior?
Probe: Characteristic of staff? punctuality of time .or high morale dedicated
responsible etc.
5. What is your opinion about the attitude of staffs in the team working in
the unit(courtesy of staff, humanness, interpersonal relationships,
communication etc)?
6. What do you think about supervision and guidance in your duty ?(for
nurses only)
Probe: Is there provision to learn from supervisors in your duty?
1. What are the problems you are facing in your daily activities which affect efficiency of
service?
Probe : Is the supply of medicine, utility, linen, maintenance of equipment,
are accomplished in timely and accurately?
8. What is opinion about Provision of staff development?
Probe: Does it affects in the service delivery and satisfaction of patients in



the unit like continuing education, appraisal, incentives, career ladder,
duty hour, over time, salary?

9. What do you suggest for the strategic planning for improvement of overall

service in this unit?

Probe: What do you think the most problem areas as admission, discharge,
service charging, need of additional facilities, sanitation, new post
creation like clinical clerk, nurse, aids shortage of staffs, extending the
unit setup, etc and why?

10. What external environment pressures you are facing in the working

Situation?

11. Do you Think of any opportunity to bring change in the unit from any

outside sources in-service class?

12. How would you feel if you are told to extend duty hour or reduce leave

to fulfill the shortage of staff ? in what basis?



APPENDIX 6

Individual item analysis result of satisfaction scale

Respondents rating on dimension of doctor care

No Ve
ar|>s/f|ed

Statement of satisfaction Variables

On admlsswn room

X Ination  done  with
alntal r%com ort.
The Informiation and explanation given
t%out groce Lires

hnical skill and competence of
e doctor

willingness respond  your
ro lems empa etlc
our feelings with

T B
The % ormaﬂgn iven about your

condition after examination

Labgr observation room:

he frequency of attention given in labor

Wﬁle IQ o?%m support given to you for
mgi Wlthqé}t

T e cana ? agnatlon given to you
a ouﬁ rogress of
r|1_(|js ng for spemal procedures .

The hme Spent to see you during labor

doctor,
eI|ve room:
ewa malntalnln the cleanliness and

fthe rlnea _
e Wd com UI’]IC&tIOﬂ durlng
IV€ rOCESS.

T e W ¥ encouragement given to bearing
gctlce
T uct of delivery procedure,

The information given about the baby.
TRer rmth and  comfort maintained

ﬁst Partu% room:

The exa Anatlon procedures performed

with confloence

Ex anatlo |ven about your condition
ostnata rlo

T e mforma jon given for breast-feeding.

The discharge advice on postnatal care,
FP and vaccination.

339
339
39
339
339
338

215
211
213
212
269

19
200
19
19
1%
1%

334
338
336
336

0
%10.1%)
14(7.3%)

Satisfied  Dis

Satisfied ~ Satisfied

T8%)
]

Ik
/KD ?19%)
) (228%)

97

Verydis Mean SD

25%)
2%)
21%)
(% %)

21%)
38%)

Oha¢
L=
=

—_
==

11%)
I3%)
39%)

2976
2.658
2976
2932
2.950
2.628

2902
2.810
2.850
2.945
2.892

2.869
2.145
1714
2922
2.164
2831

2.907
2.151
2.198
2.123

435
484
414
460
49
34

485
a5
609
430
13

622
6%
152
0

969
678
615

465

a9
9566



Table 4. Respondents rating on dimension of nursing care
No

Statement of satisfaction Variables

On admission room:
The way examination done with
maintajn| 9com ort.
The - Information /explanation  given

T?we te%[w?ﬁggp |II and competence.

eb willingness t? respond  your
% lems empathetically.

e underséandmg of your feelings with
courtesy an

%we Information %ven about  your
con |t|on after examination
La or 19 bservation r?om
requency 0 attentlotn with
nhormatlo IVEN on Pro ress of labor
The emo |0q LsupR ven to you for
c% ping with [abor and move around.
e a Aakl?g care of maintenance of
0 and drinks
ﬁ/ yo are encouraged fo practice
eat | an relaxation exercises
etlm spent to care you during labor.

Labor room; .
qu Way mamta nin the Cleanliness and
safety of the delive g
|#)re ar%rlon ér ‘delivery with

gll%ntle ess and conficlence.

e] (jerleoura ement to bearing down
WI'[ |veG/ FOCESS.

he com nication process maintained

i%[r%t\ﬁe%d comfort maintained

after de
The nurse’s sklll to take care of new bom

Pos¥ Dartum roo
The privac rcPcomfort maintained
ibrea and Relwc examinations.

ation gwe flbOUt gour genera

url(!w
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T% mstructﬁ)n |ven For east feeding

Wit gnc ura em(e
The ASC arg% vice on postnatal care,
FP and vaccin atlon
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2.959
2.923
3.006
2.985
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2.920

2.976
2912
2.864
3.006
3.003
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3015
3.036
2.922
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2.100

3%
3
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8
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Table. 5 Respondents rating on dimension of the services facility

Statement of satisfaction Variables No
rvjce facility. . . :

5[% Vllocat?orll Io)fumt in the hospital 339

TheH ﬁierstandmg ﬂfdlrectlons 339
e lines to e? lnurh :

The sanitation facility Inthe unit. 338

The neatness and cleanliness of the unit. 334
The adequacy of diagnostic facility. 38
The supply of medicine in the unit, 317
The waiting time to see doctor before adm 338

Satisfied

90 (9%
i I
58 16
75 4
2 o)
3

815%)

0]
5 %)

\

OL(DS/\/'\)

Mean SD

2.976
2.965
2.556
2.128
2.966
2.845
2.899

316
A2
629
954
2%

48
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Thanking you.
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Dale :

Ref. 1

Executive CcmnuUae

Ciirtiroian
Frof. Mathura Prasad Shreslha

Vica-Chairman
Dr. Sunder Mani Dixit

Membsr'Sc¢craiary
Dr. Kamal Gyawali

Membara
Prof. Sanu Maiya Dali
Dr. Basant Lall Shrestha
Dr. Rishi Ram Koirala
Dr. Madliu Ghirnire
Dr. Ram Kewal Shall

Ministry cf Finance
National Planning Commission
Ministry of Health
Chief, Research Committee. |IOM

Chairman, Nepal Medical Council

APPENDIX 8

Nepal Health Research Council

Estd. 1991

jovemberiy, 1998

Klrs. Jaiyuiia Tamrakar (Sayaini
Nursm Su erwsor (yai)

7eélarajgunj
Kadwmandu
Subject; Api)roval of the research rproposal entltl%d "Mothers Satisfaction with
Dee r\|/\|/Ceerg/ Service and Strategic Issues for Improvement of Delivery

Dear Mrs. Tamrakar

W\eaie pI ased 0 mfor |Ta|eabove mentioned p osals bm|tt ou has been
rove yN RCB o& o, %emg/vh(? Jﬁﬁ% mené% C Ie Tec n| gwe

TRC and r|s also certifies |at\tqle Ie proposal
5 ednca Ieare
r NHRC regulation ouaeto follo stned d|e rotocol t| ulaed our proposal
% yﬁermgmterac no TRCan ER K?C%A&Y %]H Bey tlveg:i
ro cm Statement, rsea qéx a?uono 0 |e3|s dio quyue} ntat|on edure
gstgap na Oenagg ggn 8nff et § ecesa In cou ser di Eovnawartﬁo ||(s) d|e
tosu |t ?\If—l%f peta| |anges

ounc areduss quagwe
Iiten ed or de5|re Wi jU icadon prior to |nst|tut|ng actua change.

Youare toabide Pvulee deal %udelmes ?tNHRCstnct dinin glel lementati nof
*0UIr research gro 05a Inad Ition. ™ course of investigation fan}g Ica ea I ro
leeding Imme |aecare further mveswranon O ex ert consultat #Jareo |r%; edton orm
ie subject-study or cont ?I clearly in writing frg |d|Fseven day detectio

uring Tlie transmission of such Irformation Tonfidentially must be'm amtamed

y.are obliged to submit periodic prooress reports every 3 m nths and submit diree
op|e)§ %fo g fe a? gse rch repo pan ? apmal staterﬁen\ élfter}(/:om etion of di thesearch If
inarticle hased upon diat researc |spu Ished, you should su m|t cop|eso at article.
f you liave any question, please contact our research officers.

Thunk you.

However,

YOUI'S truly.

b

Jr. Kamal Gyawali

itember-Secretory A
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APPENDIX 9

VITAE ¥/ &
Narme Jamuna Tamrakar Sayami N2
Date of hirth 11 October, 1958 i g
Sex Female
Nationality Nepali
Address Sayami House Office;
Gaibhachhapati T.U.Teaching Hospital

Tahachal, Kathmandu, Nepal ~ Maharajganj Kathmandu
Tel.No: 278018 274165 Nepal, POBox no-3578
Tel.no. 412505,416962
ACADEMIC BACKGROUND
Bachelor’s Degree in: Tribhuvan University, Institute of Medicine, Nursing Campus,
Nursing Maharajgunj, Kathmanau, Nepal, 1985-1986 Major Subjects: Leadership
and Management, Health Economics, Education Principles and practices,
Health Research, Applied and advanced Nursing etc.
Bachelor’s Degree in ; Tribhuvan University, Institute of Public Administration,

Public Admin. Kathmandu, Nepal, 1983-1987 Major Subjects: Principles of Public
Administration, Development Planning and Project Planning, Research
Methodology etc.

Proficiency Certificate Tribhuvan University, Institute of Medicing, Nursing campus,

in Nursing: Mahabaudha, Kathmandu, Nepal, 1976- 1979 Major Subjects:

Fundamental of Nursing, Human Biology, Midwifery, Epidemiology,
Community Health, Family Planning and Reproductive Health, Sociology
and Social Psychology.
School Leaving Kanya Mandir Multipurpose High School, Kathmandu, Nepal, 1975
Certificate:
WORK EXPERIENCE
Senior Nursing officer: Tribhuvan University Teaching Hospitl Kathmandu Nepal, from 1992 till now.
Sister In-charge: Tribhuvan University, Teaching Hospital, Kathmandu Nepal -from 1989- 1992
Staff Nurse: In different Hospitals e.g. Infectious Disease Hospital, Matemity Hospital,
Pediatric Hospital and General Referral Hospital, 1979- 1988
FIELD EXPERIENCE
Worked as a Team Leader in Mobile Family Planning Sterilization Camp for 3
months in the rural areas of Nepal - 1986. Worked as a research officer for 2
months in health KAP study in 5 remote districts of Nepal conducted by FPAN,
1995, Trainer in Reproductive and child Health.
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