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Abstract

Thestudywasconductedwiththeobjectiveofassessingtheservicedeliveryand

customersatisfactionincaseofAttatcatholicprimaryhospital.Toachievethe

objectiveoftheresearch,theresearcherusedbothprimaryandsecondarydatathat

helptogiveinformationaboutrequiredproblemsandsolution.Theprimarydatawere

collectedfrom Attatcatholicprimaryhospitalthroughinterview,questionerfor

employees and customers,were secondary data was collected from existed

documents,books,publishedmaterialsandarticlesrelatedtothestudy.Thestudyhas

attemptedtoincludesamplesizeof44from thetotalcustomersand36from

employeesbyusingconveniencesamplingmethods.Thedatacollectedfromdifferent

sourceshavebeenanalyzedandinterpretedusingdescriptiveanalysistechniquesso

astomakefindingeasyforunderstanding.Theresultobtainedthroughthisstudy

showsthatthehospital'seffortinservicedeliveryandcustomerwassatisfactory.The

datacollectedfrom differentsourceshavebeenanalyzedandinterpretedusing

percentageandfrequencysoastomakefindingeasyforunderstanding.Theresult

obtainedthroughthisstudyshowsthattheattatourladyoflourdycatholicprimary

hospitaleffortinservicedeliversandcustomersatisfactionwassatisfied.

Keywords:servicedeliverandcustomerssatisfaction

ChapterOne

1.Introduction

1.1 Backgroundofthestudy

Asthehealthcareindustrystrainthenationfinancialresource.Ithascomeunder

increasedpressuretoprovideevidenceofthequalitycontrolsandqualityimprovement.

Increasingevidenceshowsthatserviceaspectofhealthcarearecloselylinktohealth
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care.Consumerwasbettereducatedandbestinformed;ithaseverbeenconsumers

demandthattheserviceindustryaccommodatestheirbusylifestyleandfulfillstheir

needsforinformation.Healthorganizationmustaddressthoseaspectofservice

consumermostreadingappreciateaccesstocarryrelationshipbetweenphysical

meaningfullandunderstandableinformationandparticipationintheirownhealthcare

andtreatmentdecisionmakingprocess(Mulley,2001).

Historicallyhealthorganizationhasviewedcustomerservicehasanindependent.Non

criticalfunctionbestlefttoprofessionaljudgmentofphysician.Todaythereisashiftto

anorganizationorderinwhichthecustomeremployeeseveryfunction.Healthcare

organizationwouldhavetakenupchangeoffullscalerestructuringdidandprobably

stillareencounteringdifficultiesinfullandprofferedimplementation.Amongthe

reporteddifficultyhaveincludedinabilityoftheworkforcetocopewithrapidlychange.

Erodingofestablishedpowerpatternsleadingtotensionamongmiddleandsenior

management(Waitej,2000).

WithregardtothisAttatourladyofLourdescatholicprimaryhospitalestablished1962

E.Cplannedtoserviceonly500peoplebecausethishealthorganizationprivatesector

organizationhavecapacitylimitationsuchashumanresource,capitalandlaboratory,

drugandnotenoughbedroomtothem.Nowadays,AttatourladyofLourdescatholic

primaryhospitalgivedifferenthealthserviceformanycustomersbutcustomerswould

notsatisfyduetodifferentreasonslackofbedroom,patientandmostcustomerswere

treatedturndaily.Thereforethisstudywasconductedtoassesstheservicedelivery

andcustomersatisfactionofthehospital.(Personalobservation).

1.2backgroundoftheorganization

AttatOurLadyofLourdesCatholicPrimaryHospitalownedbyCatholicChurch.The

hospitalwasofficiallyinauguratedonJune8,1962E.C./13thSeptember1970ofthe

Gregorian/westerncalendar).AtpresentAttatOurLadyofLourdesCatholicPrimary

Hospitalisprovidinghealthcareserviceswithfullcapacityinvariousgeneraland
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specialtyareas.Thehospitalwassupervisedby,KesisAbaFranso,oneofthefounders

ofAttatOurLadyofLourdesCatholicPrimaryHospitalandtheleaderofCatholic

Church.Inadditiontothecareprovidedtoawidepopulation,AttatOurLadyofLourdes

CatholicPrimaryHospitalcurrentlydelivershealthcaretogovernmentalandnon-

governmentalofficessuchasEthiopianNationalBank,EthiopianAirlines,AfricanUnion

andalargenumberofembassies.(Personalobservation).

1.3Statementoftheproblem

Thememberofhealthcareorganizationespeciallyprivatelyownedwasincreasing

fromtimetotimeinEthiopiaespeciallyaftertheadventofprivation.Hence,AttatOur

LadyofLourdesCatholicPrimaryHospitalfacingachallengeincustomer’sshareof

wallettogaincustomerproductportfolioinordertoenhanceandmaintainlongterm

profitability,differenthospitalwerehighlycompetingoverthroughdiversifyingand

improvingthequalityofserviceandthroughadvertisingthehospitalserviceto

increaseprofitandcustomerrelationship(RobertW.2005).

Mosthospitalproductdevelopmentareeasytoduplicateandwhenhospitalprovide

nearlyidenticallyservice,theycanonlydistinguishtheirserviceonthebasisofprice

andqualityofservicedelivery(Cohen,andChristophergan,2006).But,customermay

shifttootherorganizationbecauseofmanyproblemswithregardingtoservicequality,

however,untilnownoonedoesanyworkdoneinthisparticularcase.Thisstudy

wouldtrytoassessedservicedeliveryandcustomersatisfactionthatprovidetothe

targetcustomerbyAttatOurLadyofLourdesCatholicPrimaryhospital.

Inthisstudytheresearcherraisesthefollowingresearchquestionsthatwere

answeredbytheenquiry;

1.HowtheAttatOurLadyofLourdesCatholicPrimaryHospitaldeliverhealthcare

servicetoitscustomers?

2.HowistheserviceperformanceinAttatOurLadyofLourdesPrimaryHospital?

3.WhatisthelevelofcustomersatisfactioninAttatOurLadyofLourdesCatholic
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primaryhospital?

1.4Researchobjectives

1.4.1GeneralObjectives

Themainobjectiveofthisstudywastoassessservicedeliveryandcustomer

satisfactioninAttatOurLadyofLourdesCatholicprimaryhospital.

1.4.2SpecificObjectives

Moreoverthestudyhasthefollowingspecificobjectives;

1- ToexaminesthewayAttatOurLadyofLourdesCatholicprimaryHospitaldeliver

healthcareservicetoitscustomers.

2- ToexaminestheserviceperformanceofAttatOurLadyofLourdesCatholic

primaryhospital.

3- ToassessesthelevelofcustomersatisfactioninAttatOurLadyofLourdes

Catholicprimaryhospital.

4- Toobservethewayservicewasdeliverybythehospital.

1.5 SignificanceoftheStudy

Inthisstudytheresearchersunderstandtheconceptofcustomerperceptiontowards

theorganizationoperationwasveryimportanttobuildsoundstrategiestobeprofitable

forthehospitalservice.Thefirstimportanceofthisresearchwastohelpstudentsto

findsolutionforthestatedproblemsofcustomersinAttatOurLadyofLourdes

Catholicprimaryhospital.Aftercompletionofthestudyresearcherwouldhaveprovide

benefitsforthreeparties;-fororganization,forstudentresearcherandother

researchers.Fororganization;-itusedtoidentifytheorganizationproblem andto

adjustortotakecorrectiveactionInordertokeepitscustomersandtomakesound

decision.Forstudentresearchers;-themostandprimarybenefitwasresearchersget

experiencefromthisstudy,tofulfillgraduatedpaper,enhancetheirknowledgeabout

theresearchandtochangetheoriesintopractice.Forotherresearchers;-ituseasa
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referencetothoseindividualwhoareinterestedtoundertakefurtherstudy.

1.6ScopeoftheStudy

ThisstudywasconductedinAttatOurLadyofLourdesCatholicprimaryhospital

locatedaroundGuragaZone,inChehaWorda.Thisstudiesassessedperceptionsof

customersandemployeesofAttatOurLadyofLourdesCatholicprimaryhospital

regardingtotheorganizationservice.Thedelimitationofthestudyemphasisonthe

factorsthoseaffectservicedeliveryandcustomer’ssatisfactionofAttatOurLadyof

LourdesCatholicprimaryhospital.Sincetheconceptofservicedeliveryandcustomer

satisfactionisverywideandbroadsothestudywouldfocusedonlyonservicedelivery

andcustomersatisfactionofAttatOurLadyofLourdesCatholicprimaryhospital.The

researcherwouldnotincludeotherhospitalsinthisstudy.

1.7 LimitationoftheStudy

Inthisstudytheresearchersfacesthefollowinglimitations;-themostchallengewas

thattheorganizationwasnotaccommodating(permeation)andprivateorganization

asaresulttherewasnotenoughprimarydataaboutitwhichhelpstotheresearcher.

Theconstraintsoftimeandbudgetwereotherlimitationofthestudy.Inadditiontothis

theemployeesandmanageroftheAttatourladyoflourdycatholicprimaryhospital

wasverybusytocontactwiththemasresearcher’swish.

1.8DefinitionofTerms

1.8.1 ConceptualDefinition ofTerms;Customersatisfaction measurehow wellthe

expectationofcustomerconcerningaproductorserviceprovidedbythecompanyhas

beenmet.Customersatisfactionisanabstractconceptandinvolvessuchfactorsas

qualityoftheproduct,thequalityoftheserviceprovidedtheatmosphereofthelocation

wheretheproductorserviceispurchased,andthepriceoftheproductorservice.

Businesses often use a customersatisfaction surveys to gauge a customer

satisfaction(Kotler,2010.
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1.9OrganizationofthePaper

Theresearchpaperwouldincludefivechapters.Chapterone;whichisanintroduction

partthatgivesanoverviewofregardingthestudyincludingbackgroundofstudy,

statementoftheproblem,researchobjective,significanceofthestudyand scopeof

thestudylimitationofthestudy.Chaptertwodealwiththerelatedreviewofliterature.

Chapterthreedealswithresearchmethodology,researchdesign,researchapproach,

sourceofdata,instrumentofdatacollection,targetpopulation,methodofsampling

size,datacollectionmethodanddataanalysismethods.Chapterfourdealwithdata

analysisandpresentations.Chapterfivedealwithconclusionandrecommendation.
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ChapterTwo

2.RelatedLiteratureReview

Thischapterdealswiththerelatedofliteraturereviewandincludesserviceandservice

industry,definitionoftheservice,importancecharacterofservice,determinatesof

servicequality,servicemarketingmix,howcustomeraccessservicequality,service

qualityasanoverallattitudeandmanagingservicecapacity.

2.1WhatareServiceandServiceIndustries?

Therearemanydefinitionofwhatconstituteaservicemodeldefinitionofservice

focusesonthefactthatservicesproducenotangibleoutput.aserviceisonlyactivities

orbenefitthatonepartcanoffertootherwhichisessentiallyintangibleanddoesnot

resoluteintheownershipofanything.Itsproductionmayormaynotbefinedto

physicalproduct(kotler,2006).

2.2DefinitionofService

Serviceisanyactperformancethatonepartycanoffertootherthatisessentiallyinat

tangibledoesnotresultintheownershipofanythingitsproductionmayormaynotbe

tiedtoaphysicalproduct(KotlerPhilips,2010).Servicearethoseseparately,essential

intangibleactivitiesthatprovidewentsatisfactionandthatarenotnecessarytoedto

thesaleofproductorotherservice(staton,1981).Serviceisamultifacetedconcept

involvingseveralactivitiesperformedbyanenhancedtheprimaryproduce.Service

“withasmile“isstrongenoughtosatisfymostcustomer.nowadaysomeservicefirm.

2.3TheServiceMarketingMix

ThefourPframeworkcallsuponmarketerstodecideontheproductandits

characteristicssettheprice.Decidehowtodistributetheirproductandchoosemethod

forpromotingtheirproduct.SamecriticsfeesthatfourPsomitorunderemphasize

certainimportantactivities(Kotlers,2000).

1.Product;-

Thebasisofanybusinessisofferingdifferentandbetterinsomewaythatwillcause
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thetargetmarketfavorsitandpaypricepremium.

2.Price;-Numberofpointsofdifferencewithrespecttoservicespricingareamonetary

valueofmoney.

3.Promotion;-Coversallthesecommunicationtoolsthatcandeliveramassagetarget

audience.thetoolsareadvertising,salepromotion,publicrelation,salesforce,and

directmarketing.

4.Place;-Thecaseofaccesswhichpotentialcustomershavetoservice.forserviceit

ismoreappropriatetotalkaboutaccessibilityasmixelement,ratherthanplace.

5.People;-ofallcontrollablevariablemarketingexecutivehavetheirdisposal.The

peopleactorintheservicemarketingmixisperhapsthelisttheycanrelyongetting

theirmarketingmixrightandthemostimportantaretheyhavetogetright.The

problemlaysinseparabilityofproductionconsumptioninprefaceandtherefornotonly

thesatisfactionoftherecipientoftheservice,But,alsoprovidersoftheservice.Thatis

companiesonpersonalbecameextremelyimportant.

6.Process;-theprocesselementfortheservicermarketingmixisconcernedwithway

onwhichtheservicedeliveredtothecustomer.

7.Physicalevidence;-sinceserviceisinherentlyintangible.Itisimportantforthe

client(customer)tosuchtangibleorphysicalwhichenablethem toevaluatethe

service.Physicalevidenceisthosetangibleclueswhichthecustomermayreceive

duringtheprocessofreceivingtheservice.

Physicalevidencehastwocategories;

Perishableevidence;-itusuallypossessedpartofpurchasedofservicebutithaslittle

ormoreindependentvalue.

Essentialevidence;-isUNlikeperishableevidence;thecustomercannotpossessit.

2.4ImportantCharacteristicsofService

Servicehasmanyuniquecharacteristicsthatoftenhaveasignificantimpactonthese
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specialtexturesofthebusiness.Itmaycausedistinctiveproblemandoftenresultin

marketingmixdecisionthataresubstantiallydifferentfromthosefoundinconnection

withthemarketingofgoods.Amongthosecharacteristicsthemostimportantare

intangibilityinseparability,perishabilityandfluctuatingdemand,highlydifferentiated

marketingsystemandclientrelationship(Schrader,2000).

1.Intangibility

Serviceisintangiblethatistheycannotbeholdtouchedorseenbeforethepurchase

decision.Incontractbeforepurchasingatraditionalproductcantouchaboxoflaundry

detergentkickthefireofautomobileorsimpleabenefitsofusingtheservices(lamb

hairandM.C.Danielp.342).

2.Inseparability

Inmostcasethecustomercannotseparatetheservicefromdeliveryoftheserviceor

thesettinginwhichtheserviceoccurs.forexampletoreceivealleducation,aperson

mayattend auniversity.thequalityofeducationmaybehighbutifstudenthas

difficultparking,findcounselingservicepoor,orseeslittleoropportunityforextra

circularactivity,heorshemaynotbesatisfiedwiththeeducationexperience

(Douglas,p31).

3.Perishabilityandfluctuatingdemand

Serviceisperishableandmostservicefluctuateeitherbyseasondaysortimeofday,

unusedtelephonecapacityandelectricalpowervacantseatsonplanes,trains,buses

andinstadiumstimespentbybanktellerswaitingforcustomerstoustheirwindow

representwindowrepresentbusinessthatislostforever.thecombinationofperish

abilityandfluctuatingdemandhascreatedmanyproblemsformarketersofservice

specificallyintheareaofdistributionchannelsmustbedevelopedtomakeuseofthe

serviceduringslackperiods.Sopthatfirmsshouldattempttocopywiththeproblems

and use several innovations in the service of stimulate and unused

capacity(Kotler,2000)

4.Clientrelation

Inthemarketingofmanyservicesaclientrelationshipexistsbetweenthebuyerthe
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selleroropposedtocustomerrelationshipinthecaseofmarketingofgood.Inmany

servicefirmsthemarketingfunctionisusedmoreprofessionmannerasseeinthe

healthcare,financial,legalgovernmentandeducationservice-itsvitallyimportantthat

professionalserviceprovidersstrivetobuildlongtermpositiverelationshipwithclient

(j.Paulpeter,1989).Inordertoavoidpoorserviceandlosingcustomerorganization

mustbeawareofthefollowingdeterminatesofservicequalitydescribeinbriefas

bellow(Jonpape,2013).

2.5ServiceQuality

From servicetheassessmentofqualityismadeduringtheservicedeliveryprocess

whichusuallyoccurswithanencounterbetweenacustomerandservicecontact

personcustomersatisfactionwithservicecanbedefinedbycomparingperceptions

withservicereceivedwithExpectationstheservicedesire(Christopherandjochew,

2008).

Service“withasmile”isstrongenoughtosatisfymostcostumer.Nowadaysome

servicefirmsdifferentiatethemselvesinmarketplacebyofferingaserviceguarantee.

Inthiscustomerreasonandmotivationtotaketothecompanyinsteadofjusttotheir

friendforservicetheassessmentofqualityismadeduringservicecontactperson.

Customersatisfactionwithservicequalitycanbedefinedbycomparingperceptionof

theserviceisperceivedtobeexpectationsarenotmeetservicequalitydeemedan

acceptable.Whenexpectationsareconfirmedbyreceivedservicequalityissatisfactory.

Theexpectationisbasedonseveralsources,includingwordofmouth,personneeds

andpastexperience(ChristopherandJochewp.407).

2.6Determiners’ofServiceQuality

1.Tangibility

Thephysicalassetanagencyutilizespositionstheagencyagainsttheircompetitors.I

oftentellthepeopleI’mtrainingthatthereportsIhandcustomerareoneofthemost

importantelementsofourjob.ThereportsIcreatearetheonlythingthecustomercan

holdontoreviewattheendoftheday.Thisreportmustlookprofessional,be100%
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accurateandincludemetricsrelevanttothecustomerbusiness.Auniformcanmaketo

theircustomers.Accountant,lawyers&financialplannersdependontheirappearance

toconveyprofessionalismandtrustworthinesstoclients(Jonpape,2013).

2.Reliability

Acustomerservicebusinessisonlyasgoodasthequalityofservicetheyprovide.

WhenIuseterm“reliability“,Iamreferringtoperformance.Reliabilityismorethan

“good”performancebecauserarelyisperformanceplan(Jonpape,2013)

3.Responsibility

Aclientdoesnotliketobeleftwonderingwhentheservicecompanywillreturntheir

call,answertheiremail,orshowupfixaproblem.Agoodcustomerservicecompany

makesresponsibilityatoppriorityandsetsmeasurablegoalspertainingtocustomer

responsibility.Examples:howlongitwilltaketorespondtoemailsandcallsandhow

longitwilltaketosolveacustomer’sproblems(johnape,2013)

4.Assurance

Theamountofconfidenceacustomerservicecompanyinstallsintheclients.The

customerservicecompanymustworktomaketheclienttrustthem.Thisprinciple

involveseverytouchpointwithinanorganization.From thepeoplethatanswerthe

phonetothepeoplethatinteractwiththecustomereveryday,assurancemustbea

priority.IftheclientdoesnottrustYourorganizationtoworkintheirbestinterests,they

willnotbeaclientforlong(Jonpape,2013).

Customerservicecompaniesmustworktounderstandtheirclientsbusinessandthe

goalsoftheircontact.Ifacustomerservicecompanytheycangrow asclients

businessgrowsandrespondtoproblemsinanappropriatemanner.Ifthecustomer

servicecompanycansensewhenaclientisfrustratedandcanrespondappropriately,

itiseasyforacompanytokeepclient(Jonpape,2013).

5.Empathy;

CustomerServiceCompanymustworktounderstandtheirclientsbusinessandthe
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goaloftheircontact.Ifacustomerservicecompanytakestimetoknowaclient

business,theycangrowasclientsbusinessgrowsandrespondtoproblemsinan

appropriatemanner.Ifthecustomerservicecompanycansensewhenaclientis

frustratedandcanrespondappropriately,itiseasyforacompanytokeepclients(Jon

ape,2013).

2.7ServiceQualityModel

Theservicemodelorthe‘GAPmodel’developedbyagroupofauthors-parasuraman,

zenithalandberryatTexasandNorthCarolinain198,highlightsthemainrequirement

fordeliveringhighservicequality.Itidentifiesfive‘gaps’thatcauseunsuccessful

delivery.customersgenerallyhaveatendencytocomparetheservicetheyexperience

withservicetheyexpect.Iftheexperiencedoesnotmatchtheexpectation,therearises

agape.CustomersatisfactioncustomerGAP5perceptionsexpectationsmanagingthe

customer/understandingevidencemarketingresearchthecustomercommunication

GAP4 GAP1managementsserviceperceptionsdeliveryofcustomerexpectations

conformancedesignGAP2GAP3conformanceservicedesignservicestandards.

GAPone:managementperceptiongap(thedifferencebetweenexpectedserviceby

customersandmanagement’sperceptionsofconsumer’sexpectation).GAPtwo;

qualityspecification gap(thedifferencebetweencompanyperceptionofcustomer

expectationandcustomerdrivenservicedesignandstandards).Gapthree:service

deliverygap(thedeferencebetweencustomerdrivenservicedesignsandstandards

andservicedelivery).Gapfour:marketcommunicationgap(thedifferencebetween

servicedeliveryandexternalcommunicationtothecustomer).Gapfive:perceived

servicequalitygap(thegapbetweenperceivedserviceandexpectedservice)(LinkedIn,

2014).

2.8ManagingServiceCapacity

Theoutoftheserviceorganizationisdeterminedbytheproductivecapacityoftheir

equipmentandpersonalcapacityissaidtobeelasticwhensupplycanbeadjustedto

responsetodemand.Thereforecapacitymanagementmustidentifycriticalbottlenecks

thatpreventcustomerdemandfrombeingsatisfied(kotler2000).
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2.9.ServiceQualityasanOverallAttitude

Themostcommonexplanationofthedifferencebetweenservicequalityandcustomer

satisfactionhighlightedbythebalesoonqualitygeneralconceptualizedasanattitude.

Thecustomers’comprehensiveevaluationofserviceoffering.Itisbuiltupfrom a

serviceevaluatedexpensehislessdynamicthatsatisfaction.Satisfactionisthe

outcomeoftheevaluationthatthecustomermakesanyspecifictransaction.The

customer’slevelofsatisfactionwiththeparticularsatisfactionwillrelatetothelevelof

thisconformationswererelativelysmalloriftheoutcomeexpectedexpectation.Then

thecustomerwillbesatisfiedotherwisedissatisfactionmayberesult.Itistheworthto

knowthattheservicequalityratingwouldnotresultfrom singleHarrisandbarons

(2001).

2.10HowCustomers’AssessServiceQuality?

Forserviceassessmentofqualityismadeduringtheservicedeliveryforprocess.This

usuallyoccurswith encounterbetween customerand servicecontactperson.

Customer’ssatisfactionwithservicequalitycanbedefinedbycomparingperceptionof

theservicereceivedwithexpectationoftheservicedesired.Whenexpectationis

exceededserviceareperceivedtotheexpectationqualityandtobeaplasmasurprise.

Whenexpectationarenotmeet,servicequalityisseemedtobeunacceptable.When

expectationareconfirmedbyperceivedservicequalityissatisfy.Thoseexpectations

arebasedonseveralsources.Includingwordofmouth,personalneedandexperiences

Fitzsimons(2002).
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ChapterThree

3.ResearchMethodology

This chaptercomprises research approach,research design,data source,

instrumentofdatacollection,samplingtechniqueandsamplesize,datacollectionand

dataanalysismethod.

3.1ResearchApproach

Inthisstudytheresearcherusedmixedresearchapproach.Theresearcherused

quantitativeresearchapproachtonumericaldata,becausetoexplainparticular

phenomena,particularquestionnaireseem immediatelysuitetoanswerbyuseof

quantitative research approach.And also researcherused qualitative research

approachthroughwords,becausequalitativeresearchapproachinvolvesaskingopen-

endedquestions,usuallyresearchermakeinterviewwithmanagerofAttatOurLadyof

LourdesCatholicPrimaryHospital.

3.2ResearchDesign

Toconductthisstudy,theresearcherwereapplieddescriptiveresearchmethod

.Becausedescriptivemethodwasusedtodescribetheeventsthatwashappeningand

characteristicabouttheapplicationorphenomenathatbeingunderstudy.

3.3.SourceofData

Inthisstudytheresearcherwereusedbothprimaryandsecondarydatasourceto

gatheradequateandrelevantdata.Theprimarydatasourcewouldtakefrom

customers,employeeandhospitalmanagersbyusingaquestionnaireandinterview.

Thesecondarydatasourceswastakenthroughinternet,booksandwritematerialsin

theAttatOurLadyofLourdesCatholicPrimaryhospital.

.3.4.InstrumentofDataCollection

Inthisresearchthedata’swascollectedfrom bothprimaryandsecondarysource.

Structuredquestionnairewereusedtocollectprimarydatafrom customersand

employees.Becauseofitgivesfreedom anditeasytoanswerforrespondents.

Structuredquestionnaireincludescaleandmultiplechoicesthatwereaddressedthe
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basicresearchquestion,andsecondarydatawouldcollectedfromhospital’sexecutive

summary,officialdocumentsandinternet.

3.5.TargetPopulation

ThepopulationofthestudywasfocusonpatientcustomersandemployeeofAttatOur

LadyofLourdesCatholicPrimaryHospital.Becauseoftheresearchersgetmore

informationfromcustomersandemployeesofthehospital.

3.6.MethodsofSamplingandSampleSize

Thedatawouldbecollectedthroughnonprobabilitysamplingtechniquesespecially

throughconveniencesamplingtechniques.Researchertooksampleofrepresentatives

80from thedeterminedsamplesizeofthestudy,44wastakenfrom thepatient

customersofAttatOurLadyofLourdesCatholicPrimaryHospitalandtheremaining36

from theemployeeofthehospital.Becauseofthedifficultyinapplyinginrandom

samplingtechnique,difficultyofgettingeachandeverypatientsregularlyanddifficulty

ofdeterminingtotalpopulationsize.Theresearcherwasforcedtousenonprobable

samplingtechniquespeciallyconveniencesamplingtechnique.

3.7.DataCollectionMethods

Inthisstudytheresearcherwereusedthefollowingdatagatheringmethods

questionnaire; the researcher was used both structured and unstructured

questionnairetoselectpatientcustomer.Interview;personalfacetofaceinterview

conductedwithmanagerthroughconstructedmannertoacquiredata.

3.8.DataAnalysisMethods

Thedatawasanalyzedbyusingsimpledescriptivestrategieslike,percentage,

frequencyandaveragetheavailablesecondarydataalsodescribetosupportprimary

data.
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ChapterFour

4.FindingandInterpretation

Thischapterdealswithanalysisandinterpretationofdatarelatedtoservice

deliveryandcustomersatisfactionatAttatourladyoflourdycatholicprimaryhospital.

Theresearchersdistributed44questionnairestoAttathospitalcustomersand36

questionnairestothehospitalemployees.Outoftotal80questionerswith(100%

responserate)completelyfiledquestionerswerereturnedbackfrom theservice

encounter.Andalsotheresearcherhasmadeaninterviewwiththemanagerofthe

hospital.

4.1DataAnalysesCollectedfromCustomers.

4.1.1PersonalProfileoftheRespondent

Theprofileaspectofthestudyparticipantispreparedintermsofgender,age,

educationallevel,maritalstatus,occupationandfrequencyofserviceusageatAttat

catholicprimaryhospital.

Table4.1PersonalProfilesofCustomers.

Data

analysis

collected

from

customers

ofAttatour

lady of

lourdy

catholic

primary

hospital

Items Alternative Response in

frequency

Percentage

1.Gender Male 23 52.27%

Female 21 47.73%

Total 44 100%

2.Age 18-30 36 82%

31-45 5 11%

46andabove 3 7%

Total 44 100%

3.Martalstatus Single 32 72.72%

Married 12 27.28%

Divorce 0 0

Total 44 100%
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4.Educational

level

Illiterate 0 0

Elementary 10 22.72%

Preparatory 22 50%

Diploma 9 20.45%

Degreeandabove 3 6.83%

Total 44 100%

5.Occupatio

n

Student 13 30%

NGOemployee 2 5%

Privateownership 6 13%

Government

employee

23 52%

Total 44 100%

6. How

oftendoyou

come to

attat

catholic

primary

hospital to

get service

inayear?

Once 11 25%

Twice 21 47.73%

Threeandabove 12 27.27%

Total 44 100%

Source;surveyquestionnaires,2019

Asrevealedinthetable4.1item1showsfrom thetotal44ofcustomers’

respondents52.27%ofthemweremalerespondentswhiletheremaining47.73%ofthe

respondentswerefemalethenthelargestshareoftherespondentsweremaleforthis

study.

Item2alsoshowstheageofrespondentswhichwascategorizedwithinarangeof
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18-30,31-45and46andabove,eachcapturing82%,11% and7%,respectively.

ThereforeIcansaymostofthecustomersarefoundwithintheageof18-30.

Item3withconcerningtomaritalstates72.72% weresingleand27.28% were

marriedandnorespondentswereresponsedivorce,thereforeIcansaymostofthe

customersweresingle.

Item4withrespecttoeducationallevelmostofrespondentsareeducated

preparatory50%,22.72%ofrespondentswerediploma,20.45%oftherespondentswere

elementary,6.83degreeandaboveandnorespondentswereilliterate.

Itemfive revealsoccupationcategoryofthesamplerespondentandtheresult

showthatmostoftherespondentsforthisstudywere52%governmentsemployees,

30%respondentswerestudents,13%respondentswereprivateownershipandthe

remaining5%wereNGOemployees.

InthesametableItemsix withrespectfrequencyserviceusageinattatcatholic

primaryhospital47.73%oftherespondentswerecametohospitaltwiceinayear,

27.27%oftherespondentswerecametohospitalthreetimesandaboveandthe

remaining25%ofrespondentswerecametohospitalatonce.Theseshowsthat

majorityofrespondentswerecometoattatcatholicprimaryhospitaltogetservice

twiceinyear.

Table4.2Customer’sPerceptiontoServiceQuality.

How do

you

evaluate

thequality

ofservice

in attat

catholic

primary

hospital?

Item Responsein

Frequency Percentage

Verygood 7 16%

Good 23 52%

Medium 14 32%

Poor 0 0

Total 44 100%

Source;surveyquestionnaires,2019
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Asrevealedinthetable4.2themajority52%oftherespondentsrepliedthatthe

hospitalgivegoodservicequalitytoitscustomers,32%oftherespondentsrespectthat

thehospitalusesmediumservicequalitytoitscustomers,16%oftherespondentssay

thatthehospitalusesverygoodlevelservicequalitytoitscustomersandno

respondentswaspoorqualityofserviceinhospital.

Table4.3ExtentofPerceptionstowardsCarefulnesstoCustomers.

To what

extent do

youperceive

the hospital

carefulness

for its

customers

Scale Responsein

Frequency Percentage

Veryhigh 12 27.3%

High 17 38.6%

Moderate 15 34.1%

Poor 0 0

Total 44 100%

Source:surveyquestion,2019

Table4.3showsthattheperceptionofcustomersregardingtothecarefulnessof

attatcatholicprimaryhospital,38.6%oftherespondentswererespondedthatthe

hospitalgivehighcareforitscustomers,34.1%oftherespondentwererespondedthat

thehospitalgivemoderatecareforitscustomers,27.3%oftherespondentsresponded

thatthehospitalgiveveryhighcareforitscustomers,andnorespondentsresponded

thatthehospitalpoorcareforitscustomers.Theseshowthatthecustomersevaluate

thatthehospitalhascarefulnessforitscustomer.

Table4.4CleannessofSettingAreaforPatient.

Howyouevaluate

thecleannessof

the setting area

forpatient?

Scale Responsein

Frequency Percentage

Verygood 13 29.54%

Good 17 38.64%
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Medium 8 18.18%

Poor 6 13.64%

Total 44 100%

Source;surveyquestioner,2019

Theresearchersalsoanalyzethehospitalsseatsurroundingcleannesswhichis

providedforthecustomers.Thetableshowsthatmostrespondents38.64%responded

thatthehospitalprovidedgoodseatforitscustomers,29.54%oftherespondents

respondedthatthehospitalseathasmoderatecleannesswererespondedthehospital

providedgoodseatcleanness,whereas18.18%and13.64%oftherespondentswere

thehospitalprovidedandnorespondentsrespondedpoorseatforitscustomers.

Table4.5EvaluationoftheDeliveryProcessinAttatCatholicPrimaryHospital

How you

evaluatedelivery

processin Attat

catholic primary

hospital?

Scale Responsein

Frequency Percentage

Verygood 21 48%

Good 16 36%

Medium 7 16%

Poor 0 0

Total 44 100%

Source;surveyquestioner,2019

From table4.5theresearchanalyzedthat48%)ofrespondentsrepliedthatthe

systemofservicedeliveryofthehospitalisverygood,36%oftherespondentswere

repliedthatthesystem ofservicedeliveryofthehospitalisgood,16% ofthe

respondentswererepliedthesystemofservicedeliveryofthehospitalwasmedium

andnorespondentsrespondedpoor.Theseshowthatthemajorityofrespondents

evaluatedtheservicedeliveryofthehospitalwereverygood.

Table4.6EvaluationofServiceVarietyintheHospital

How do you

evaluate the

adequacyofthe

Scale Responsein

Frequency Percentage

Verygood 17 38.63%
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renderingservice

variety in the

hospital?

Good 21 47.73%

Medium 6 13.64%

Poor 0 0

Total 44 100%

Source;surveyquestioner,2019

Asshowsfromtable4.6mostoftherespondents47.73%wererepliedthatthere

adequatevarietyserviceandthescaleweregood,38.63%oftherespondentsbelieve

thattheygetverygoodlevel,13.64%oftherespondentsrespondedtheygetmedium

levelandnorespondentswithpoorlevel.Theseresultshowsthatthehospitalhas

provingadequatevarietyofhospitalservices.

Table4.7ServiceVarietynotfoundtotheDesireLevel

Which category

ofthefollowing

service is not

found to the

desirelevel?

Item Responsein

Frequency Percentage

Insufficientreception

area

17 39%

Insufficientdrugs 7 16%

Insufficient

examination

equipment

14 32%

Insufficient number

ofemployee

6 13%

Others 0 0

Total 44 100%

Source;surveyquestioner,2019

Asobservedfrom thetable4.7 39%oftherespondentsrespondedthatinsufficient

receptionarea,whereasthe14numberofrespondents32%and16%respondents

repliedthatinsufficientexaminationequipmentandinsufficientdrugs.Theremaining
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13respondents’respondedthatthenumberofemployeewereinsufficientandno

respondedothers.

Table4.8SettingofSimilarServiceEveryTime

Have you ever

been getting

similar service

out of attat

hospital

Item Responsein

Frequency Percentage

Yes 11 25%

No 33 75%

Total 44 100%

Source;surveyquestioner,2019

Basedonthetable4.8mostoftherespondents75%repliedthattheydonotgetsimilar

serviceoutoflandmarkgeneralhospital.Whereas25%oftherespondentsrepliedthat

theygetsimilarserviceoutofattatcatholicprimaryhospital.

Table4.9HelpFullnessandResponsivenessofPhysician

How do you

evaluatethehelp

fullness and

responsiveness

ofphysician?

Scale Responsein

Frequency Percentage

Verygood 12 27.27%

Good 20 45.45%

Medium 8 18.18%

Poor 4 9.1%

Total 44 100%

Source;surveyquestioner,2019

Theresearchersanalyzedthatthedoctor’sresponsibilitiesforitscustomers;

table4.9showsthatmostrespondents45.45%respondedthatthedoctorshelpin

goodwaytoitscustomers,27.27%respondedthatthedoctorshelpverygoodtoits

customers,18.18%respondedthatthedoctorshelptocustomersinaverageand9.1%

respondentsrespondedthatthedoctorshelpsinpoorwaytoitscustomers.

Table4.10MedicationEquipment’s.
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Howdoevaluate

the equipment’s

used to

medicationinthe

hospital?

Scale Responsein

Frequency Percentage

Verygood 9 20.4%

Good 19 43.2%

Medium 11 25%

Poor 5 11.4%

Total 44 100%

Source;surveyquestioner,2019

Asshowsinthetable4.10theequipmentusedformedicationintheattatcatholic

primaryhospital.Mostoftherespondents43.2%respondedthattheequipmentused

formedicationweregood25%oftherespondentsrespondedthatmedium,20.4%ofthe

respondentsrespondedthatverygoodand11.4%oftherespondentsrespondedthat

poor.

Table4.11AccessibleoftheHospitalService

Do you believe

thehospitalwas

conveniently

accessible?

Item Responsein

Frequency Percentage

Yes 35 79.54%

No 9 20.46%

Total 44 100%

Source;surveyquestioner,2019

Asshowinthetable4.11mostoftherespondents79.54%respondedthatthehospital

isconvenientlyaccessibleand20.46%oftherespondentsrespondedthatthehospital

isnotconvenientlyaccessible.

Table4.12 TheServicesoftheHospitalComparedwithOthers

The hospital

provides better

Item Responsein

Frequency Percentage
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servicecompared

tootherhospital?

Stronglyagree 14 31.82%

Agree 24 54.54%

Disagree 6 13.64%

Stronglydisagree 0 0

Total 44 100%

Source;surveyquestioner,2019

Thetable4.12showsthatthehospitalprovidesbetterservicecomparedtoother

hospital.Fromtableshownoutof44samplerespondents54.54%agreeontheissue

raised,31.82%oftherespondentsstronglyagree,13.64%oftherespondentsdisagree

andnorespondentsonstronglydisagree.Manyrespondentsbelievethatthehospital

givesbetterservicetoitscustomerscomparedtootherhospitals.

Table4.13OverallSatisfactionLevel.

Howdoevaluate

yoursatisfaction

level on the

overallserviceof

thehospital?

Scale Responsein

Frequency Percentage

Veryhigh 26 59%

High 14 32%

Medium 3 7%

Poor 1 2%

Total 44 100%

(Source;surveyquestioner2019)

Asshowninthetable4.13mostoftherespondents59%respondedthatthecustomers

satisfywiththeserviceofthehospitalatverygoodlevel,32%oftherespondents

respondedthatsatisfyathighlevel,7%and2%oftherespondentsrespondeda

mediumandpoorlevelrespectively.
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Tables4.14FeedbackontheServiceProvided.

Have you ever

given your

suggestionabout

servicedeliveryin

attat catholic

primaryhospital?

Item Responsein

Frequency Percentage

Yes 13 29.55%

No 31 70.45%

Total 44 100%

Source;surveyquestioner,2019

Basedontable4.14amongthoserespondentsmostof70.45%theywerenotgiven

thesuggestiontothehospital,andtherestrespondents29.55%weregiventheir

suggestiontothehospital.Those29.55%respondentssaidthatmostoftheemployees

anddoctorarelackpunctualityandresponsibilitytothecustomer.

4.2DataAnalysisCollectedfromEmployees

4.2.1PersonalProfileofEmployees

Table4.15PersonalProfileofEmployees

Data analysis

collected from

employeesofattat

catholic primary

hospital

Category Alternative Respons

e in

frequenc

y

Percentage

1.Gender Male 15 42%

Female 21 58%

Total 36 100%

2.Age 18-30 14 39%

31-45 19 53%

46andabove 3 8%

Total 36 100%

3.Martialstatus Single 16 44.44%
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Marriage 20 55.56%

Divorce 0 0

Total 36 100%

4.educationallevel Illiterate 0 0

Elementary 0 0

Preparatory 3 8.33%

Certificate 3 8.33%

Diploma 6 16.67%

Degreeandabove 24 66.67%

Total 36 100%

6.Forhowlongyou

havebeenworked

thishospital?

>or=3years 30

3-10years 6 16.67%

10years 0 0

Above10years 0 0

Total 36 100%

Table4.15source;surveyquestioner,2019

Asshowninreleasedthetable4.15andinitem 1from thetotal(36)employees

respondents58%sampleemployeeswerefemaleand42%oftherespondentswere

male.Thenthelargestsharesofrespondentswerefemalesforthesestudies.

Item 2alsoshowstheageofsamplerespondents.From thetotalsampleof

employeesmostoftherespondentsrangefrom31-45,followedby18-30andtheleast

andfewofthemwas46andabove.Thiswas53%,39%and8%respectively.

Item 3withrespecttomaritalstatusamongsamplerespondents55.56%was

married,44.44%respondentsweresingleandnorespondentsaredivorce.Therefore

mostoftherespondentemployeesweremarried.

Item 4theabovetableshowsthattheeducationallevelofsampleemployee

respondentswere66.67%oftherespondentsweredegreeandabove,16.67%ofthe

respondentswerediploma,8.33%oftherespondentswerecertificate,8.33%ofthe

respondentswerepreparatoryandnorespondentsofilliterateandelementary.From
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thetableresearchersanalyzedthatmostoftherespondentsweredegreeandabove.It

was88.89% oftherespondentswereprivateownershipemployees,11.11% of

respondentswerestudents,therestoneNGOandgovernmentemployeeswerenot

respondedinthisstudy.

Item6withtheresponsetoforhowlonghaveyoubeenworkedinthishospital?

Mostoftherespondents83.33%respondedworkedinthehospitalthreeyears,16.67%

oftherespondentswereworkedinthehospital3-10yearsandnorespondentswere

respondedabove10years.

Table4.16ServiceDeliverySystemPerformance.

Doyouthinkthe

service delivery

system of the

hospital is

effective?

Scale Responsein

Frequency Percentage

Stronglyagree 23 63.89%

Agree 13 36.11%

Disagree 0 0

Stronglydisagree 0 0

Total 36 100%

Source;surveyquestioner,2019

Inthetable4.16 showstheservicedeliverysystemofthehospital.onthetableshown

outofthe36respondents63.89%oftherespondentsarestronglyagree,36.11%ofthe

respondentsrespondedagree.Thisindicatesthatthehospitalgiveshighattentionto

servicedeliverysystem.

Table4.17CompetenceoftheEmployees.

Do you the

employeesofthe

attat catholic

primary hospital

iscompetent?

Scale Responsein

Frequency Percentage

Yes 31 86.11%

No 5 13.89%

Total 36 100%

Source;surveyquestioner,2019

Table4.17showstheevaluationofemployee’sskillofthehospital.Outof36
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respondents86.11%oftherespondentswererespondedyesandtheremaining13.89%

oftherespondent’srelayedno.thisshowsthatmostoftherespondentswereskilledin

attatcatholicprimaryhospital.

Table4.18Employees’PerceptionsforCustomerCarefulness.

Inwhatextenddo

youperceivethe

hospital

carefulness for

thecustomer?

Item Responsein

Frequency Percentage

Veryhigh 7 19.44%

High 21 58.33%

Medium 8 22.23%

Poor 0 0

Total 36 100%

Source;surveyquestioner,2019

Asresearchersanalyzedfromtheabovetable4.19regardingtothecarefulnessofthe

attatcatholicprimaryhospitaltheresult,thatshowsmost58.33%oftherespondents

respondedthatthehospitalgiveshighcareforitsemployees,22.23% ofthe

respondentsrespondedthatthehospitalgivesmediumcareforitsemployeeswhile

19.44%oftherespondentsrespondedthatthehospitalgivesveryhighcareforits

employees.Thisimpliesthatthehospitaliscareforitscustomers.

Table4.19ServiceImprovement.

Do you believe

your service

processimproved

timetotime?

Scale Responsein

Frequency Percentage

Yes 36 100%

No 0 0

Total 36 100%

Source;surveyquestioner,2019

Table4.19showsthattheimprovementoftheservicedeliveryinthehospital.Outof36

respondents100% respondedyesandnoonerespondent’srespondedno.this

indicatesthattheservicedeliveryofthehospitalimprovedfromtimetotime.

Table4.20PerceptionCustomerSatisfaction.
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Do you believe

your service

delivery was

satisfied the

customerneed?

Item Responsein

Frequency Percentage

Yes 36 100%

No 0 0

Total 36 100%

Source;surveyquestioner,2019

Inthetable4.20theresultindicatesthattheservicedeliveryandcustomersatisfaction

inattatcatholicprimaryhospital,100%oftherespondentsrespondedyesandnoone

respondentrespondedno.theresearchersanalyzedthatthehospitalhashighquality

servicedeliveryandcustomersatisfaction.

Table4.21CustomerHandling.

Do you handle

your customer

properly?

Item Responsein

Frequency Percentage

Yes 25 69.44%

No 11 30.56%

Total 36 100%

Source;surveyquestioner,2019

Basedontable4.21resultmostoftherespondents69.44%respondedthatthehospital

handleitscustomersproperlywhiletheremaining30.56%oftherespondentsreplied

thatno.thisindicatesthatthehospitalhadefficientlyhandledthecustomer.

Table4.22FactorsAffectingServiceDelivery.

What factors

affect service

delivery system

ofthehospital?

Category Responsein

Frequency Percentage

Road 0 0

Electricity 25 69.44%

Others 11 30.56%

Total 36 100%

Source;surveyquestioner,2019
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Inthetable4.22theresultshowsthat69.44%oftherespondentswereresponded

theproblemofelectricity,30.56%oftherespondentsrespondedthattheothertypesof

problem.Thisindicatesthatthemainproblem oftheattatcatholicprimaryhospital

wasshortageoftheelectricity.

Table4.23UtilizationofResources.

How tousethe

hospital

resources?

Scale Responsein

Frequency Percentage

Excellent 10 27.78%

Verygood 19 52.78%

Good 7 19.44%

Poor 0 0

Total 36 100%

Source;surveyquestioner,2019

Basedontable4.2352.78%oftherespondentswererespondedtheyusedhospital

resourcesatverygoodlevel,27.78%oftherespondentsweresaidthattheyused

hospitalresourcesinexcellentwayandtheremaining19.44%oftherespondents

repliedthattheyusedhospitalresourcesinagoodway.Thisshowsthatthemajorityof

theemployeesusedhospitalresourcesinaverygoodway.

Tables4.24 AvailabilityofBedRoom.

Do you believe

thehospitalhas

bed room to

patient

customers?

Category Responsein

Frequency Percentage

Yes 32 88.89%

No 4 11.11%

Total 36 100%

Source;surveyquestioner,2019

Astheresearchersanalyzedfromtable4.2488.89%oftherespondentsrespondedyes

and11.11%oftherespondentsrepliedthatno.thisindicatesthatthehospitalhad

enoughbedroomtoitscustomers.

Table4.25 AmbulanceService.
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Do you give

ambulance

service to you

customers?

Item Responsein

Frequency Percentage

Yes 0 0

No 36 100%

Total 100%

Source;surveyquestioner,2019

Inthetable4.25theresultshows0%oftherespondentsrespondedyesand100%

respondentsrespondedno.Thisindicatesthatattatcatholicprimaryhospitalnogives

theambulanceservicetoitscustomers.

Table4.26 ChallengesFaced

Is there any

challengethatthe

hospitalrecently

faces in service

deliverysystem?

s Item Responsein

Frequency Percentage

Yes 0 0

No 36 100%

Total 36 100%

Source;surveyquestioner,2019

Asbasedontable4.26theresultshowsresearchersanalyzed(100%)ofrespondents

wererespondednoandnoonerespondentswererepliedyes.theresearcherconcluded

fromthisthehospitalwasnotfaceanychallengerecentlyinservicedeliverysystem.

InterviewtotheManager

1.Whatcomplainmostlyrisethecustomers?

Asthehospitalmanagerrespondedthecustomermaynotunderstandwhatmessage

thehospitaldelivertothecustomerbecauseofilliteratelevelofthecustomerandthis

problemmakesdelayoftheservice.

2.Whatdoyouthinkthesolutiontotheproblemraisedbythecustomer?

Asthemanagerrespondedprovidingefficientserviceandshownthewayforcustomer

regardinghowtooffertheservicewasbettertosolvetheproblem.

3.Howtheorganizationdifferentiateitsservicedeliveryfromothershospitals?

Asthemanagerrespondedtheycandifferentiatetheirservicedeliverybyproviding
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qualityserviceandbyunderstandingcustomerswantandalsousingincentive,high

regulatetotheriskofthedisease,goodunderstandingandparticularlytrainingtothe

furtherjobimprovements.

Toevaluate,theresearchermadeaninterviewwithmanageroftheattatcatholic

primaryhospitalandthemanagerrespondedasthereishighemphasisofsafetyand

securitywhichwasgivenbythehospital.

ChapterFive

5.ConclusionandRecommendation

Thischapterdealswiththeconclusionandrecommendationofthestudy.

5.1Conclusion

Thestudywasconductedonattatcatholicprimaryhospital,inWolkitetownontitle

withassessmentofservicedeliveryandcustomersatisfaction.

Asitwasstatedintheanalysisandinterpretationpartofthestudy80sample

respondentsweretakencollecteddatathroughquestionerandinterview withthe

managerofattatcatholicprimaryhospitalandalldistributedquestionnaireswere

collectedfromrespectedrespondents.Sotheconclusionismadefromtheanalysis.
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Accordingtosurveyresult,mostoftherespondent’sresponseshowsthatthe

hospitalwasdelivergoodservicequalitytoitscustomers.

Basedonthesurveyresultcustomersratedthecarefulnessofthehospitalforits

customerswashighandthehospitalgivesgoodseatforthecustomers.

Thehospital’srespondtothecustomer’sservicedeliverywasverygoodand

majorityofrespondentsrespondedthattheygotVarietyofserviceinagoodway.

Basedtheanalysestheemployeesofattatcatholicprimaryhospitaltheservice

deliverysystemwereeffectiveandmanyofhospital’semployeeswereskilled.

Basedontheresultthemajorproblemthataffectstheservicedeliverysystemofattat

catholicprimaryhospitalwasshortageofelectricity.

Thehospitalhadefficientandeffectivecustomerhandlingsystem.Theserviceofthe

hospitalwasimprovedfromtimetotime.

Basedontheresultsattatcatholicprimaryhospitalhadsuperiorimageoverother

hospitalsintheWolkiteonservicequality,servicedeliveryandcustomersatisfaction.

5.2Recommendations

Asresearcherspresentedconclusionpart,attatcatholic primaryhospitalfaceless

problemsinservicedeliverytothesociety,duetothisthefollowingrecommendation

weregivenassuggestionforwhatbettertodone.

 Inordertodeliveryconsistentandtimelyservicetopatientseffectively.

 Organizationshouldbeproperplanningofadequatematerialslikesufficient

drugs,qualifiedemployees,devices,andequipment’s.

 Todeliverbetterservicethehospitalshouldfulfillthepatientrequirementslike

serviceroomsandenoughreceptionareas.

 System usedbytheorganizationtorenderserviceshouldberedesigned,

becausecustomersmayhavecomplainedthesystem orprovisionandwhen

theywerenotsatisfied.

 Theorganizationbetterreceiveemployeesandcustomer’ssuggestionand
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complainsintheservicerenderingsystem andthe hospitalshouldgive

reasonableandproperreactionforrequest,Becausefeedbackswerethemirror

fortheorganizationactivityanditwouldhaveapositiveimpacttothe

organizationalgrowth.

 Theorganizationshouldcheckoutitsrewardpromotion,incentivesystemand

theorganizationapplythesesystem basedonworkerscontributionontheir

position,becausethesewerethetoolsformotivationemployees.

 Sinceonecompany’sfailureandsuccesseshighlydependsonitsemployee’s

satisfactionslevelandmotivationtowork.
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APPENDIXA

WOLKITEUNIVERSITY

COLLEGEOFBUSINESSANDECONOMICS

Departmentofmarketingmanagement

Questionnairefilledbycustomers(clients)

DearRespondents

Iam aprospectiveundergraduatestudentofMarketingManagementDepartment,

WolkiteUniversity.Inowundertakearesearchonassessmentsofservicedeliveryand

customersatisfactioninacaseofAttatourladyofLourdescatholicprimaryHospital

forthepartialofBAdegreerequirement.Themainpurposeofthisquestionnaireisto
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gatherfulfillmentinformationaboutservicedeliveryandcustomersatisfaction.Your

responseshavebeenkeptconfidentialandverycrucialfortheaccomplishmentofthis

study.Therefore,youarekindlyrequestedtoprovideresponsetoeachofthequestion.

Ithankyouverymuchforyouractiveandpolitecooperationinadvance.

Noneedofwritingyourname.

Giveshortandbriefanswersforopenendedquestions.

Partone;Demographicdataoftherespondent.

1. Gender; A.male B.female

2. Age; A.18-30 B.31-45 C.46andabove

3. Maritalstatus; A.single B.divorce C.married

4. Educationallevel; A.illiterate B.preparatory C.complete D.

certificate E.degreeandabove

5. Occupation; A.student B.NGOemployeeC.privateownership

E.governmentemployee F.Other

6. HowoftendoyoucometoAttatourladyofLourdescatholicprimaryhospitalto

getservice?

A.Once B.twice C.threeandabove

parttwo:Questionnaireforcustomer

Verypoor

(1)

Poor

(2)

Medium

(3)

Good

(4)

Verygood

(5)

1. How do you

evaluatethequality

ofservice in Attat
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catholic primary

hospital?

2.Towhatextenddo

you perceive the

hospitalcarefullness

foritscustomers?

3. How do you

evaluate the

cleanness of the

setting areas for

patients

4. How do you

evaluatethedelivery

process in Attat

catholic primary

hospital?

5. How do you

evaluate the

adequacy of the

rendering service

variety in the

hospital?

6.the activity of

Attathospitaliscan

fulfillyourdesired?

7.Have you ever

been get similar

serviceoutofAttat
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catholic primary

hospital?

8.Haveyougiveyour

suggestion about

service delivery in

Attathospital?

9. How do you

evaluate the help

fullness and

responsiveness of

physicians?

10. How do you

evaluate the

equipment'susedfor

medication in the

hospital?

11.Doyoubeliefthe

hospital is

conveniently

accessible

12.Is the hospital

near from your

house?

13. The hospital
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provides better

servicecomparedto

otherhospitals?

14.Yoursatisfaction

ontheoverallservice

ofthehospitalis?

15.Ifyouhaveadditionalsuggestion-------------------------------------------------

--------------------------------------------------------------------------------------

--------------------------------------------------------------------------------------

----------------------------------

Thankyou!!

AppendixB

WILKITEUNIVERSITY
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COLLEGEOFBUSINESSANDECONOMICS

Departmentofmarketingmanagement

QuestionnairesfilledbyemployeeofAttatcatholicprimaryhospital

Dearrespondents

Iam prospectiveundergraduatestudentofMarketingManagementDepartment,

collageofbusinessandeconomicsatwolkiteuniveresity.Iknow undertakinga

researchonassessmentofservicedeliveryandcustomersatisfactioninacaseofAttat

catholicprimaryhospitalforthepartialfulfillmentofBAdegreerequirements.Themain

purposeofthisquestionnaireistogatherinformationaboutservicedeliveryand

customersatisfaction.Yourresponsehavebeenkeptconfidentialandverycrucialfor

theaccomplishmentofthisstudy.therefore,youarekindlyrequestedtoprovide

responsestoeachofthequestion.Ithankyouverymuchforyouractiveandpolite

cooperationinadvance.

 Noneedofwritingyourname.

 Giveshortandbriefanswersforendedquestions.

Part1Demographicdataoftherespondents

1.Gender; A.Male B.Female

2.Age; A.18-30 B.31-45 C.46andabove

3.Maritalstatus; A.single B.divorce C.married

4.Educationallevel;A.illiterate B.elementary C.preparatoryDcomplete

E,CertificateF.degreeandabove

5.Occupation; A.student B.Employee C.privateownership

6.Forhowlongyouhavebeenworkedinthishospitalinayear?

A.>3 B.3-10 C.10 D.above10

Questionnaireforemployers

1.Doyouthinktheservicedeliverysystemofthehospitaliseffective?

A.strongagree B.agree C.disagree D.strongdisagree

2.Doyouthinktheemployeeofthehospitaliscompetent(skilled)?
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A.yes B.no

3.Inwhatextentdoyouperceivethehospitalcarefulnessfortheemployee?

A.veryhigh B.high C.medium D.poor

4.Doyoubelieveyourservicedeliveryprocessimprovedfromtimetotime?

A.yes B.no

5.Doyoubelieveyourservicedeliveryissatisfyingthecustomerneed?

A.yes B.no

6.Doyouhandleyourcustomerproperly?

A.yes B.no

7.Whatfactorsaffecttheservicedeliverysystemofthehospital?

A.road B.electricity C.others------------------------------------

8.Howtousethehospitalresource?

A.excellent B.verygood C.good D.poor

9.Doyouhaveenoughbedroomtoyourinpatientcustomers?

A.yes B.no

10.Doyougiveambulanceservicetoyourcustomers?

A.yes B.no

11.Arethereanychallengesthehospitalrecentlyfaceinservicedeliverysystem?

A.yes B.no

12.Ifyeswhatwasit-----------------------------------------------------------------

--------------------------------------------------------------------------------------

--------------------------------------------------------

Thankyou!!
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የቢዝነስእናኢኮኖሚክስኮሌጅ

                                   የማርኬቲንግአስተዳደርክፍል

                                በደንበኛዎችየሚመሉሉመጠይቆች(ደንበኞች)

ውድምላሽሰጪዎች

በወልቂጤዩኒቨርሲቲየማርኬቲንግማኔጅመንትክፍልተማሪነኝ፡፡ለትርፍደረጃበዲግሪክፍልአጣጥሎርድማርያምካቶሊክየመጀመሪያደረ

ጃሆስፒታልበአጣጥጉዳይላይየአገልግሎትንአቀራረብእናየደንበኞችንእርካታይገመግማል፡፡የዚህመጠይቅዋናውአላማስለአገልግሎት

አሰጣጥእናየደንበኛእርካታመረጃንለማሟላትነው.

፡፡ምላሾችዎበምስጢርየተጠበቁእናለጥናቱለማሟላትበጣምወሳኝናቸው፡፡ስለዚህለእያንዳንዱጥያቄምላሽእንዲሰጡኝበአክብሮትእጠ

ይቃለሁ፡፡

ስምዎንመጻፍአያስፈልግዎትም.

ለተከፈቱጥያቄዎችአጭርእናተገቢዉንመልስይስጡ.

ክፍልአንድ;ምላሽሰጪውየዲሞግራፊውሂብ.

1.ፆታሀ.ሴትለ.ወንድ

2.ዕድሜ; ሀ.18-30 ለ.31-45 ሐ.46እናከዚያበላይ

የጋብቻሁኔታ; ሀ.ብቸኛለ.አግብቶየፈታሐ.ያገባ

4.የትምህርትደረጃ; ሀ.ማንበብናመፃፍለ.ያጠናቀቀሐ.የምስክርወረቀትኢ.ዲ.እናከዚያበላይ

5.ሥራ; ሀ.ተማሪለ.የኮሚቴባለሙያሐ.የግልንብረትባለቤትነትመ.የመንግስትሰራተኛ

6.አገሌግልትበአጣጥካቶሊካዊሆስፒታልስንትጊዜነውየምታገኙት?

ሀ.1ለ.2 ሐ.ሦስትጊዜእናከዚያበላይ

ክፍልሁለት:ለደንበኛመጠይቅ

ተ.

ቁ

በጣምዝቅ

ተኛ

ዝቅተ

ኛ

መካከ

ለኛ

ጥ

ሩ

በጣም

ጥሩ

1 በአጣጥካቶሊካዊሆስፒታልውስጥየአገልግሎቱንጥራትእንዴትይገመግ

ሙታል?

2 ለደንበኞቹየሆስፒታልእንክብካቤሙሉበሙሉምንያክልያያል?
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3 ለታካሚዎችየቦታውንንጹህሁኔታእንዴትይገመግማሉ?

4 በአጣጥካቶሊካዊሆስፒታልየአመለካከትሂደቱንእንዴትይገመግሙታል?

5 በሆስፒታሉውስጥየአመጋገብአገልግሎትልዩነትእንዴትይገመታል?

6 አጣጥሆሰፒታልበሚሰጠዉአገልገሎትፊላጎትዎተማልቶል?

7 ከአጣጥካቶሊካዊየመጀመሪያደረጃሆስፒታልተመሳሳይአገልግሎትያገኛ

ሉ?

8 በአጣጥሆስፒታልውስጥስለአገልግሎቱአሰጣጥዎአስተያየትዎንይሰጣሉ

?

9 የሕክምናባለሙያዎችእርካታናምላሽሰጪእንዴትይገመግሙታል?

10 በሆስፒታሉውስጥለመድሃኒትአገልግሎትየሚውሉትንመሳሪያዎችእንዴት

ይገመግሙታል?

11 ሆስፒታልበቀላሉምቹነውብለውያምናሉን?

12 ከቤትዎአጠገብየሚገኘውሆስፒታልነው?

13 ሆስፒታሉከሌሎችሆስፒታሎችጋርሲነፃፀርየተሻለአገልግሎትይሰጣል?

14 በሆስፒታሉአጠቃላይአገልግሎትላይያለዎትእርካታ?

15.ተጨማሪአስተያየትካለዎት------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------

---------------------------------------------------------------------------

                                                               አመሰግናለሁ!!
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ወልቂጤዩኒቨርሲቲ

የቢዝነስእናኢኮኖሚክስኮሌጅ

የማርኬቲንግአስተዳደርክፍል

በአጣጥካቶሊካክሆስፒታልሠራተኛየተሞሉመጠይቆች

        ውድምላሽሰጪዎች

     የማርኬቲንግዲፓርትመንትዲግሪ(ዲግሪ)ማኔጅመንት(ዲፕሎማሲ)

የቢዝነስእናየኢኮኖሚክስኮሌጅውክልናውስጥነኝ፡፡ለመመረቂያፁሁፍበከፊልለማሟላትበአጣጥካቶሊካዊየመጀመሪያደረጃሆስፒታልበ

አገልግሎቱአሰጣጥእናበደንበኞችእርካታላይምርምርያካሂዳል፡፡የዚህመጠይቅዋናውስለአገልግሎትአሰጣጥእናየደንበኛእርካታመረጃ

መሰብሰብነው፡፡የሰጡትመልስበምስጢርተጠብቆናይህጥናትለማከናወንበጣምወሳኝነው፡፡ስለዚህለእያንዳንዱጥያቄምላሽእጠይቃለ

ሁ፡፡

ስምዎንመፃፍአያስፈልግም.

ለቀረቡጥያቄዎችአጭርእናግልፅመልስይስጡ.

ክፍል1የተጠሪዎቹዲሞግራፊውሂብ

1.ፆታሀ.ሴትለ.ወንድ

2.ዕድሜ; ሀ.18-30 ለ.31-45 ሐ4.6እናከዚያበላይ

 የጋብቻሁኔታ; ሀ.ብቸኛለ.ፈት C.ያገባ

4.የትምህርትደረጃ; ሀ.ማንበብናመፃፍለ.ኤሌሜንታሪሐ.የምስክርወረቀትመ.ዲፕሎማሠ.ዲግሪእናከዚያ

5.ሥራሀ.ተማሪለ.ሰራተኛሐ.የግልባለሀብት

6.በዚህሆስፒታልውስጥበዓመትውስጥለምንያህልሰርተዋል?

           ሀ.>3 ለ.3–10 ሐ.10 መ.ከላይ10

 ለአሠሪዎችመጠይቅ
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የሆስፒታሉአገልግሎትአሰጣጥስርዓትውጤታማይመስልዎታል?

ሀ.ጠንካራመስማማትለ.እስማማምለሁሐ.አልስማማምመ.ጠንካራአልስማማም

የሆስፒታሉተቀጣሪብቁነው(ችሎታያለው)ይመስልዎታል?

 ሀ.አዎለ.አይደለም

3.ለሠራተኛውየሆስፒታሉጥንቃቄእንዴትይመለከተዋል?

       ሀ.እጅግበጣምከፍተኛለ.ከፍተኛሐ.መካከለኛመ.ዝቅተኛ

4.የአገሌግልትአሰጣጥሂደትዎከጊዜወደጊዜእየተሸሻሉነዉ?

      ሀ.አዎለ.አየደለም

5.የአገልግሎትአቅርቦትዎየደንበኞችንፍላጎትማሟላትዎንያምናሉ?

      ሀ.አዎለ.አይደለም

6.ደንበኛዎንበአግባቡይይዛሉ?

     ሀ. አዎለ.አይደለም

7.በሆስፒታሉየአገሌግልትአሰጣጥስርአትሊይተጽዕኖዎችያለትነገሮችየትኞቹናቸው?

      A.መንገድለ.ኤሌክትሪክሐ.ሌሎች

8.የሆስፒታሉምንጮችእንዴትመጠቀምእንደሚቻል?

     ሀ. በጣምጥሩለ.ጥሩ. ሐ..ዝቅተኛ

9.ለታካሚዎደንበኞችበቂአልጋክፍልአለዎት?

       ሀ.አዎለ.የለም

10.ለደንበኛዎአምቡላንስአገልግሎትይሰጣሉ?

       ሀ.አዎለ.የለም

11.ሆስፒታሉበቅርቡበአገልግሎትአሰጣጥስርዓትውስጥያጋጠሙችግሮችአሉወይ?

       ሀ. አዎለ.የለም

12.አዎከሆነምንነበር?------------------------------------------------------------------------------------

------------------------------------------------------------------------------------------------------
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---------------------

           


