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Annex I
ID No.

Questionnaires for Structured Interview Survey of Inpatients of Thimphu General Hospital (TGH)
THESIS TITLE: FACTORS INFLUENCING PATIENT SATISFACTION IN A FREE HEALTH CARE SYSTEM IN TGH, THIMPHU.
Ward................. r........................
Please marlW in I__ I and fill in.
SECTION I. Socio-Demographic Features of Patients
1. A g e  in  y e a r s ........................... y e a rs .

2 . G e n d e r .  l O  M a le

3 . E d u c a t io n  1 j I N o n e

4-1 I S e c o n d a r y  le v e l

4 . I n c o m e  1. □  <  5 0 0 0 /m o n th
( in  N g u l t r u m )  I------ 1

3 J____I 8 0 0 1 - 1 1 0 0 0 /m o n th

ท

5. O c c u p a t io n .  1. □

4

7

6. E th n ic i ty  1

3

□
o

> □

1 4 0 0 1 - 1 7 0 0 0 /m o n th  

G o v e r n m e n t  S e rv a n t  

M o n k

O th e r  ( S p e c i f y ) ............

N g a lo n g

L h o ts h a m p a

2 .1 1 F e m a le

2 -l 1 N o n - f o r m a l  3 .1 1 P r im a r y  le v e l

5-1 I C o l le g e  a n d  a b o v e

2 .1 I 5 0 0 1 - 8 0 0 0 /m o n th

4 0  1 1 0 0 1 - 1 4 0 0 0 /m o n th

6 .1 I >  1 7 0 0 1 /m o n th

2 O  B u s in e s s m a n  3 o  

5 0  F a r m e r  6  o

A r m e d  f o rc e  

S tu d e n t

□
□

S h a rc h o p

K h e n g p a

7. R e f e r r a l  s ta tu s 1.1 1 S e lf - r e fe r ra l 2.1 1 R e f e r r a l  o th e r  th a n  s e l f - r e f e r r a l

8. D is e a s e  s ta tu s  
a n d  d ia g n o s is

1.1 1 A c u te 2.1 1 C h ro n ic

9 . L e n g th  o f  h o s p i ta l i z a t io n  ( d u r in g  s u r v e y  t i m e ) ..............................d a y s /w e e k s /m o n th s

10. A d m is s io n  h i s to r y  1. □  l sl A d m is s io n  2 .[ R e p e a t  a d m is s io n
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SECTION II. INPATIENT SATISFACTION
The following statements refer to satisfaction levels to various services rendered to
inpatients of TGH.

Statements Satisfaction êvels
s i z  d (5)

Satisfied
(4)

Uncertain
(3)

Dissatisfied
(2)

VeryDissatisfied(1)
I. HOSPITAL MILIEU
A. Accessibility
1. A c c e s s ib i l i ty  fo r  a d m is s io n  a t  a n y  
t im e .
2 . A p p r o p r i a te  lo c a t io n  o f  T G H
3. A v a i l a b i l i ty  o f  s e r v ic e s  a t  a n y  t im e
B. General Cleanliness
4 . O v e ra l l  c le a n l in e s s  in s id e  y o u r  w a r d
5. C le a n l in e s s  o f  to i le t s  a n d  
b a th r o o m s  a t t a c h e d  to  y o u r  w a r d
c .  Waiting Time
6 . R e a s o n a b le  w a i t in g  t im e  p r io r  to  
a d m is s io n .
7. A c c e p ta b le  w a i t in g  t im e  fo r  
in v e s t ig a t iv e  p r o c e d u r e s
D. Attitude of the support staff (w a r d  
b o y s , s w e e p e r s ,  c o o k s  e tc )
8. H e lp f u ln e s s  o f  s u p p o r t  s t a f f
9. C o u r te o u s  a n d  r e s p e c t f u l
E. Comfort in the ward
10. R o o m  is  w a r m  a n d  c o z y .
11. C r o w d  a n d  n o is e  c o n t r o l  is  e f f e c t iv e
12. L ig h t in g  a n d  v e n t i la t io n
F. Hospital Diet
13. Q u a n t i ty  o f  h o s p i ta l  fo o d
14. T a s te /  f la v o r  o f  f o o d
15. T im in g  o f  m e a ls
G. Social Support
16. V i s i to r s / r e la t iv e s  a l lo w e d  to  s e e  y o u  
in  th e  w a r d
1 7 .A l lo w in g  s o m e  o n e  a s  b e d  s id e  
a t t e n d a n t  to  ta k e  c a r e  o f  y o u
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Statements
Satisfaction êvels

s X L(5)
Satisfied

(4)
Uncertain

(3)
Dissatisfied

(2)
VeryDissatisfied
(1)

II. PROVIDER FACTORS (5) (4) (3) (2) (1)
A. Competence of physicians
18. C o m p e te n c e  in  d ia g n o s in g  y o u r  
d is e a s e
19. C o m p e te n c e  in  c a r ry in g  o u t  m e d ic a l  
p r o c e d u r e s
B. Competence of nurses
2 0 . C o m p e te n c e  in  c a r ry in g  o u t  in d o o r  

a c t iv i t ie s  r e la te d  to  y o u r  c a re
2 1 . C o m p e te n c e  in  c a r ry in g  o u t  p r a c t ic a l  
m e d ic a l  p r o c e d u r e s
c . Doctor-patient relationship.
2 2 . D o c to r s  l i s te n  a n d  r e s p o n d  to  y o u r  
p r o b le m s  a t t e n t iv e ly
2 3 .C o m f o r t  a n d  e a s e  o f  ta lk in g  to  y o u r  
d o c to rs
2 4 . M a n a g e m e n t  o f  y o u r  t r e a tm e n t  
e x p la in e d  a d e q u a te ly
2 5 . I n fo r m a t io n  o n  s e l f  c a re  o f  y o u r  
i l ln e s s  a t  h o m e  a n d  e ls e w h e r e  a d e q u a te
2 6 . P ro g n o s is  a n d  f o l lo w  u p  o f  y o u r  
d i s e a s e  a r e  e x p la in e d  p r o p e r ly
D. Attitude of care providers
2 7 . C o u r te o u s  a n d  r e s p e c t f u ln e s s
2 8 . R e a d y  to  h e lp  a n d  s o lv e  y o u r  
p r o b le m s
E. Comprehensiveness of care
2 9 . A l l  y o u r  s y m p to m s  h e a r d  a n d  ta k e n  
c a r e  o f
3 0 . R e f e r r a l  to  o th e r  s p e c ia l i s t s  fo r  
th o r o u g h  e v a lu a t io n s .
F. Service with Humane Face
3 1 . F e e l in g  th a t  d o c to r s  a re  t r e a t in g  b o th  
y o u  a n d  y o u r  d i s e a s e
3 2 . S e n s e  o f  s y m p a th y  a n d  c o n c e r n  fo r  
y o u r  w e l l  b e in g .
3 3 . D o c to r s  a r e  k in d  a n d  e v e r  w i l l i n g  to  
h e lp  y o u .



1 2 2

SECTION III.
1. W h a t  is  y o u r  o v e ra l l  r a t in g  /  a s s e s s m e n t  o f  in p a t ie n t  s e rv ic e s  in  T G H ?

A . D  S a t i s f ie d  B . 1 I D i s s a t is f ie d
2 . In  y o u r  o p in io n /e x p e r ie n c e ,  w h a t  w a s  th e  m a in  f a c to r  fo r  y o u r  s a t i s f a c t io n  o r  

d i s s a t i s f a c t io n  a s  s p e c i f i e d  in  (1 )  a b o v e ?

SECTION IV.
A n y  s p e c i f i c  r e c o m m e n d a t io n  th a t  y o u  w o u ld  l ik e  to  m a k e  f o r  im p r o v in g  in p a t ie n t  
s e r v ic e s  a n d  s a t i s f a c t io n  in  T G H .

1. In  H o s p i ta l  M i l ie u  d o m a in

2 . In  C a r e  P r o v id e r  d o m a in

3 . A n y  o th e r s  ( s p e c ify )

T H A N K  Y O U  F O R  K I N D L Y  P A R T I C I P A T IN G  IN  T H E  S U R V E Y .
I n te r v ie w e r ’s n a m e  a n d  s ig n a tu r e ............................................................................
D a te  o f  in te r v ie w  -----------------------------------------
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Annex II
Informed Consent Form

In-patient consent form for structured questionnaire survey

I , ................y e a r s  m a le / f e m a le  p a t ie n t  o f  .......................................................... w a r d  o f  J D W N R
H o s p i ta l  ( T h im p h u  G e n e ra l  H o s p i ta l )  h a v e  b e e n  f u l ly  e x p la in e d  o f  th e  p u r p o s e  a n d  
im p o r ta n c e  o f  th is  s u rv e y . I a ls o  f u l ly  u n d e r s ta n d  a n d  h a v e  c o n f id e n c e  th a t  i n f o r m a t io n  
I g iv e  w i l l  b e  u s e d  o n ly  fo r  th e  p u r p o s e  o f  th is  s tu d y .

1. S ig n a tu re :

2 . T h u m b  im p re s s io n :

( in  c a s e  o f  i l l i t e r a te  r e s p o n d e n t )
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A s  p a r t  o f  m y  th e s is  w o r k  fo r  M P H  in  H e a l th  S y s te m  D e v e lo p m e n t  a t  th e  C o l le g e  o f  
P u b l ic  H e a l th ,  B a n g k o k ,  I h a v e  r e c e n t ly  f in i s h e d  c o l le c t in g  d a t a  f r o m  I n p a t ie n t s  o f  
J D W N R H  ( N R H )  o n  f a c to r s  fo r  p a t ie n t  s a t i s f a c t io n .  T o  s u b s ta n t ia t e  th e  a b o v e ,  I a m  
c ir c u la t in g  a  s h o r t  q u e s t io n n a i r e  to  g a th e r  s o m e  d a t a / in f o n n a t io n  o n  y o u r  v a lu a b le  
p e r c e p t io n s  o n  th e  a b o v e  to p ic .  T h e r e  a r e  n o  r ig h t  o r  w r o n g  a n s w e r s ;  t h e y  j u s t  r e f le c t  
y o u r  p e r c e p t io n s ,  h y p o th e s e s  o r  e x p e r ie n c e s .  Y o u r  a n s w e r s / c o m m e n ts  w i l l  b e  
c o n f id e n t ia l  a n d  w i l l  b e  u s e d  o n ly  fo r  th e  p u r p o s e  o f  th is  s tu d y .

Please tick in and write in --------------
1. h i  y o u r  r o u g h  g u e s s ,  w h a t  w o u ld  b e  th e  %  o f  d i s s a t i s f ie d  in p a t ie n t s  in  N R H ?

...................... %
2. In  y o u r  e x p e r ie n c e s ,  w h o  d o  y o u  th in k  c o m p la in  a b o u t  i n p a t ie n t  s e n d e e s  a t  th e  

N R H ?

i. □  P a t ie n ts  ii . □  P a t ie n t  a t t e n d a n ts  iii. □  B o th .

3. D o  y o u  th in k  th a t  th e  d e m a n d s  a n d  e x p e c ta t io n s  o f  o u r  p a t ie n t s  a r e  in c r e a s in g ?

□  Y e s  □  N o

I f  y e s , w h a t  w o u ld  b e  s o m e  o f  th e  f a c to r s ?

a.

b .

c.
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4. A m o n g  s o c io - d e m o g r a p h ic  f a c to r s /v a r ia b le s  a b o u t  th o s e  w h o  c o m p la in  o r  a r e  
d i s s a t i s f i e d  ( p a t ie n ts /a t te n d a n ts ) ,  w h o  c o m p la in s  m o r e ?

i. □  M a le  □  F e m a le

ii. □  Y o u n g e r  p a t ie n ts  □  O ld e r  p a t ie n ts

iii. □  R ic h  P o o r

iv . □  L i te r a te s  □  I l l i te r a te s

V. □  G o v t . S e rv a n ts  □  B u s in e s s m e n  □  O th e r s  ( s p e c i f y ) ...................................

v i. □  S e l f  a d m i t te d  p a t ie n ts  □  R e f e r r e d  p a t ie n ts

v i i .  □  A c u te  c a s e s  □  C h ro n ic  c a s e s

v i i i .  □  S h o r t  a d m is s io n  d u ra t io n  □  L o n g  a d m is s io n  d u r a t io n

ix . □  F i r s t  t im e  a d m is s io n  □  R e p e a t  a d m is s io n

5. A m o n g  I n p a t ie n ts ,  f re e  h e a l th  c a re  (o n ly  f o r  th e m )  s e e m s  to  b e  th e  o v e r r id in g  
f a c to r  f o r  th e i r  s a t i s f a c t io n .  In  y o u r  o p in io n , w h ic h  o th e r s  o f  th e  f o l lo w in g  
f a c to r s  a r e  a s s o c ia te d  w i th  p a t ie n t  s a t i s f a c t io n ?  P le a s e  t i c k  th e  r e le v a n t  o n e s -

i. □  C le a n l in e s s  o f  w a r d s  a n d  to i le t s

ii. □  L o n g  w a i t in g  t im e  fo r  a d m is s io n

iii. □  L o n g  w a i t in g  t im e  fo r  in v e s t ig a t iv e  p r o c e d u r e s

iv . □  C r o w d /n o is e  c o n t r o l  in  th e  w a rd s

V. □  A t t i t u d e  o f  s u p p o r t  s t a f f  ( w a rd  b o y s , s w e e p e rs ,  c o o k s  e tc )

v i. □  H o s p i ta l  D ie t

v ii. □  S o c ia l  s u p p o r t  ( a l lo w in g  v i s i to r s / r e la t iv e s / f r ie n d s  to  v i s i t  th e m )

v iii .  □  A t t i tu d e  o f  c a re  p r o v id e r s  ( p h y s ic ia n s ,  n u rs e s ,  e tc )
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ix . □  E n c o u r a g in g /a l lo w in g  p a t ie n ts  to  e x p la in  th e i r  p r o b le m s  to  y o u

X. □  E x p la in in g  th e i r  d i s e a s e s /c o n d i t io n s  a n d  l in e  o f  m a n a g e m e n t

6. “ S e rv ic e  w i th  H u m a n e  F a c e ”  a n d  “ P r o f e s s io n a l i s m ”  a r e  tw o  m o t to s  f o r  h e a l th  
c a re  d e l iv e r y  in  B h u ta n . In  y o u r  o p in io n ,  w h ic h  o f  th e  a b o v e  tw o  is  m o r e  
r e le v a n t  fo r  p a t ie n t  s a t i s f a c t io n ?

i. □  S e rv ic e  w i th  H u m a n e  F a c e  ii. □  P r o f e s s io n a l i s m  ii i . □  B o th .

7. h r  y o u r  p r a c t ic e ,  w h ic h  d o  y o u  f o l lo w ?

i □  a b o v e  ii □  a b o v e  iii. □  B o th .

8. A n y  c o n s t r a in t s  in  f o l lo w in g /p r a c t ic in g  th e  a b o v e

a.

b.

c.

9 . Is  “ P a t ie n t  S a t i s f a c t io n ”  a s s o c ia te d  w i th  y o u r  “ J o b  S a t i s f a c t i o n ” ?

□  Y e s  D N o .

10 . S o m e  r e c o m m e n d a t io n s  fo r  im p r o v in g  in p a t ie n t  s e rv ic e s  a n d  p a t i e n t  s a t i s f a c t i o n  
in  N R H ?

a.

b .

c.

T h a n k  y o u  v e r y  m u c h  fo r  y o u r  k in d  c o o p e r a t io n  a n d  v a lu a b le  in p u ts  f o r  th e  s tu d y . T h e  
r e s u l t s  o f  th e  s tu d y  w i l l  b e  s h a r e d  a n d  h o p e f u l ly  im p r o v e  p a t ie n t  a n d  o u r  s a t i s f a c t i o n s  
a s  h e a l th  p r o f e s s io n a ls .

S ig n a tu r e  a n d  d a te :
S p e c ia l ty :
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Annex IV

Outline of topics for interviews with key informants of the Department and 
National Referral Hospital at Thimphu, Bhutan.

1. In  th e  b e s t  o f  y o u r  ๒ใo w le d g e  a n d  e x p e r ie n c e ,  p e r c e p t io n s  o f  s a t i s f a c t io n  o r  
d i s s a t i s f a c t io n  th o s e  a re  r e le v a n t  to  th e  B h u ta n e s e  p a t ie n ts  ( e s p e c ia l ly  a m o n g  
in p a t ie n ts ) .

2 . Q u a l i ty  g a p s  in  s e rv ic e s  r e n d e r e d  a t  N R H  th a t  m a y  b e  th e  c a u s e s  o f  c o m p la in t s  
a n d  d i s s a t i s f a c t io n  a m o n g  p a t ie n ts /c l ie n t s .

3. P e r c e p t io n s  in  te r m s  o f  p a t i e n t s ’ e x p e c ta t io n s  w h i le  s e e k in g  s e r v ic e s  a t  th e  N R H  
fo r  e .g . r e l i e f  o f  p a in , e a r ly  d ia g n o s is  a n d  t r e a tm e n t ,  c u r e  o f  d i s e a s e /p r o b le m  e tc  
o r  th e  p r o c e s s  to w a r d s  a l l  th e s e .

4 . R e a c t io n s  o f  th e  D e p a r tm e n t /M in is t r y  to  c o m p la in ts  o r  i s s u e s  r e la te d  to  p a t ie n t  
d i s s a t i s f a c t io n  a n d  c o m p la in ts .

5 . I s s u e s  c o n c e r n in g  c o n t in u a t io n  o f  f re e  h e a l th  c a re  s e rv ic e s  a t  th e  f a c e  o f  r i s in g  
c o s ts  a n d  p a t ie n t  d e m a n d s  a n d  o th e r  p r io r i t ie s  a t  n a t io n a l  le v e l.

Key Informants
1. D i re c to r ,  D e p a r tm e n t  o f  M e d ic a l  S e rv ic e s .
2 . D i r e c to r ,  D e p a r tm e n t  o f  P u b l ic  H e a l th .
3 . O f f ic ia t in g  S u p e r in te n d e n t ,  N R H , T h im p h u .
4 . A d m in i s t r a t iv e  O f f ic e r ,  N R H , T h im p h u .
5 . O f f ic ia t in g  N u r s in g  S u p e r in te n d e n t ,  N R H , T h im p h u .
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Annex V

Budget estimate:
A te n ta t iv e  b u d g e t  o f  a b o u t  $ 1 2 0 0  w a s  e a r m a r k e d  fo r  t r a v e l ,  d a i ly  w a g e s  f o r  d a t a  
c o l le c to r s ,  r e f r e s h m e n t  a n d  s ta t io n e ry . T h e  e x p e n s e s  w e r e  b o r n e  b y  th e  r e s e a r c h e r .

S I .N o . E x p e n d i tu r e  H e a d s  T e n ta t iv e  e s t im a te  ( บ ร ร )

1. E x p e n s e s  fo r  t r a v e l in g  to  a n d  b a c k  f ro m  B h u ta n  4 5 0 .0 0
2. W a g e s  to  th e  in te r v ie w e r s -  8 N o s . @ u s $ 6 /  p e r s o n  fo r  10  d a y s  4 8 0 .0 0
3. S ta t io n e r y  1 0 0 .0 0
4 . R e f re s h m e n ts  fo r  in te r v ie w e r s  a n d  th e  in te r v ie w e e s  ( lu m p  s u m )  1 0 0 .0 0
5. M is c e l la n e o u s  o r  c o n t in g e n c y  p r o v is io n  5 0 .0 0

G r a n d  T o ta l :  1 1 8 0 .0 0
( R o u n d e d  to  U S  $ 1 2 0 0 .0 0 )



Annex VI

N o Activities November December January February March April May
1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4 1 2 3 4

1 W r i t in g  p r o p o s a l 8 u บ
2 S u b m it  f i r s t  d r a f t แ 1
3 R e v is e  f ir s t  d r a f t 4- 1
4 S u b m it  fo r  p r o p o s a l  e x a m f§ p i
5 P ro p o s a l  e x a m Pi ร
6 R e v is e  p r o p o s a l St
7 R e c r u i t  a n d  t r a in  in te r v ie w e r s ร
8 P re te s t  q u e s t io n n a ir e Ü
9 R e v is e  q u e s t io n n a ir e H
10 C o n d u c t  s t r u c tu r e  in te r v ie w s 8 แ
11 D a ta  m a n a g e m e n t IS 11
12 D a ta  a n a ly s is m .
13 R e p o r t  w r i t in g Ü ; ,. 7 1 บ
14 S u b m it  fo r  f in a l d e f e n s e #
15 T h e s is  e x a m 1
16 R e v is io n I SHI
17 S u b m it  a s  th e  f in a l p r o d u c t a

w
M 8
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B io g ra p h y

The author was bom on 6th June 1959 at Dagapela in Dagana district in southern 
Bhutan. He did his undergraduate course in general medicine from Government 
Medical College, Patiala in the state of Punjab in northern India in 1987. An athlete in 
his school and college days, he set records in the college 5,000 and 10,000 meters 
distant running which are still unbroken since 1983. He was college athlete of the year 
in 1983 and was also awarded college roll of honors in lawn tennis. He won the all 
Bhutan open national tennis singles championship in 1993 and was doubles champion 
in 1992 and 1993.

He joined the Department of Health Services, Ministry of Social Services in Bhutan in 
1988 and served in the capacities of general medical officer and later as district medical 
officer in various parts of the kingdom till 1998. In 1999, he joined the Department of 
Health Services, Ministry of Health and Education as program manager for the national 
tuberculosis control program. Subsequently he was also involved with leprosy, 
integrated management of childhood illnesses (IMCI) and other programs of the Public 
Health Division. In 2002, he was one of the core members of the 560 kms Move for 
Health Walk across Bhutan undertaken with the objective of raising money for the 
Bhutan Health Trust Fund.

He is a happily married man with two sons and a daughter.

Once back in Bhutan, he will be responsible for looking after the Division of the Non- 
communicable Diseases in the Department of Public Health, Ministry of Health.
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