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A p p a r en t r ise  in  p a tien t d is sa t is fa c t io n  at T h e  N a tio n a l R eferra l H o sp ita l at 
T h im p h u , B h u ta n , w arran ted  a stu d y  to  fin d  o u t le v e ls  and  fa c to rs  for  d is sa t is fa c t io n . A  
c r o ss  s e c t io n a l h o sp ita l-b a se d  stu d y  w a s  c o n d u c te d  in v o lv in g  1 8 0  in p a tien ts  from  a ll 
w a rd s and  c a b in s  in  Jan uary-F eb ruary  2 0 0 4 . A n  in te r v ie w e r  a d m in is te r e d  q u estio n n a ire  
su r v e y  o n  p a tie n ts , 5 k e y  in fo rm a n ts  w e r e  in te r v ie w e d  and  a sh ort q u e stio n n a ir e  su r v e y  
o f  p h y s ic ia n s  w e r e  co n d u c te d . M o s t ly  y o u n g , b o th  gen d ers  r e p r esen ted  e q u a lly , 6 1 .1 %  
o f  s tu d y  p o p u la tio n  w a s  illitera te . 6 6 .1 %  w a s  p o o r  w ith  a  m o n th ly  in c o m e  b e lo w  
N g u ltr u m  5 0 0 0  (a b o u t U S $ 1 1 0 ) ,  35%  w e r e  farm ers and  th o u g h  a referra l h o sp ita l, 56%  
p a tien ts  w e r e  se lf -a d m itte d  p a tien ts  m a in ly  for a cu te  c o n d it io n s  (5 8 .3 % ). O v era ll, th ere  
w e r e  9 1 .7 %  s a t is f ie d  and  8 .3%  d is sa t is f ie d  p a tien ts . A m o n g  w a rd s , th e  ca b in  h a d  th e  
h ig h e s t  o v e r a ll sa t is fa c t io n  at 6 6 .7 % , fo l lo w e d  b y  E E N T , su r g ic a l an d  m a tern ity  at 
6 4 .7 % , 6 2 .1 %  and  6 0 .0 %  r e sp e c tiv e ly . W a r d w ise  d if fe r e n c e s  w e r e  s ta tis t ic a lly  
s ig n if ic a n t  (p = 0 .0 2 9 ) .  A g e , e th n ic ity  and  d u ration  o f  h o sp ita l s ta y  h ad  s ta tis t ic a lly  
s ig n if ic a n t  a s s o c ia t io n  w ith  a c c e s s ib i li ty  (p = 0 .0 0 3 , 0 .0 4 1  an d  0 .0 1 4  r e sp e c tiv e ly );  
referra l sta tu s and  a d m iss io n  h is to r y  w ith  c o m fo r t  in  w a rd  (p = 0 .0 2 6  and  0 .0 2 1  
r e sp e c t iv e ly ) . G en d er , referra l sta tu s and a d m iss io n  h is to r y  h ad  s ig n if ic a n t  a s so c ia t io n s  
w ith  w a it in g  t im e  (p = 0 .0 4 7 , 0 .0 0 9  and  0 .0 0 7  r e sp e c t iv e ly ) . N u r s e s ’ c o m p e te n c e  and  
e th n ic ity  h ad  s ig n if ic a n t  a s so c ia t io n s  w ith  d is e a se  sta tu s and  d o c to r  p a tien t  r e la tio n sh ip  
(p = 0 .0 4 6  an d  0 .0 4 5  r e sp e c t iv e ly ) . P ro v id er-r e la ted  d o m a in s  w e r e  m o r e  im p o rtan t for  
p a tien t sa t is fa c t io n  th an  w e r e  h o sp ita l m ilie u -r e la te d  d o m a in s  (p  < 0 .0 0 1 ) .  F ree  h ea lth  
care, k in d  and  h e lp fu l s ta ff , th e ir  c o m p e te n c ie s , g o o d  n u r s in g  and  m e d ic a l care , 
rep u ta tio n  o f  th is  a p ex  h o sp ita l w e r e  s o m e  o f  th e  m a in  fa cto rs  fo r  sa t is fa c t io n . V is ito r  
r e str ic tio n s , lo n g  w a it in g  t im e , in a d eq u a te  c o m m u n ic a tio n  b e tw e e n  p h y s ic ia n s  and  
p a tie n ts  w e r e  s o m e  o f  th e  fac tors  h ig h lig h te d  for  d is sa t is fa c t io n . L a ck  o f  a d eq u a te  s ta f f  
w a s  id e n tif ie d  as o n e  o f  th e  m a in  b o tt le n e c k s  for  th e  N R H  in  n o t  b e in g  a b le  to  m e e t  
p a t ie n ts ’ e x p e c ta t io n s . L a ck  o f  s ta f f  a lso  im p e d e d  p h y s ic ia n s  fro m  p r a c t ic in g  “ S e r v ic e  
w ith  a H u m a n e  F a c e ” . E n c o u r a g in g  a g o o d  d o c to r -p a tie n t  r e la tio n sh ip , r e v ie w in g  
v is ito r  r e str ic tio n  ru le s  and  h o sp ita l d ie t , and  p r o v is io n  o f  a d e c e n t  r e s t in g  p la c e  for  
p a tien t a tte n d a n ts /c o m p a n io n s  at n ig h t w e r e  s o m e  o f  th e  m a in  r e c o m m e n d a tio n s  w o rth
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