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Abstract
Thisstudywasconductedonservicedeliveryandcustomer/patientsatisfactionin

WolisoKidusLukashospital.Customersatisfactionisanoverallcustomerattitude

towardsaserviceprovideroranemotionalreactiontothedifferencewhatcustomer
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anticipationandwhattheyreceiveregardingthefulfillmentofsomeneeds,goalsor

desire.Theobjectiveofthestudywastoassessservicedeliveryandcustomer/patient

satisfactioninWolisoKidusLukashospital.Theresearchercollecteddatathrough

questionnairesfrom asampleof69respondents.Thequestionnairesweredistributed

tocustomerofthehospitalinWolisocity.Thesecondarydatawerecollectedthrough

readingbooks,usinginternets,magazines,journalandpriorstudies.Thecollecteddata

wereanalyzed byusing descriptiveliketabulation;customersweremorestrongly

agreedwithassurancedimensionofcustomerrelationshipmanagement.However,

customersweredisagreedwiththeresponsivenessofservicedeliveryandpatient

satisfaction.The resultshows thatWoliso Kidus Lukas hospitalrespond to the

customers’servicedeliverywasverygoodandmajorityofrespondentsrespondthat

theygotvarietyofserviceingoodway.Theresultrevealsthatthecustomersofthe

hospitalservicedeliverysystem wereeffective.Thehospitalhadefficientandeffective

customerhandlingsystem.Butthereislackofpatientequipments.Basedonthe

findingofthestudy,theresearcherforwardssomerecommendationtothehospital.

Theresearcherrecommendedthattodeliverbetterservice,thehospitalshouldfulfillthe

patientequipmentslikeserviceroomsandenoughreceptionareas.
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CHAPTERONE

INTRODUCTION

1.1BackgroundoftheStudy

Asincreasedpressuretoprovideevidenceofthehealthcareindustrystrain,thenation

financialresourcehascometounderhealthcare.Thequalitycontrolsandquality

improvementincreaseevidencethatservesaspectofhealthcareiscloselylink.Users

are bettereducated and informed.Consumers have demand thatserve industry

accommodatetheirbusylifestyleandfulfillstheirneedsforinformation.Healthcare

organization mustaddress those aspects ofservice.Consumers mustread and

appreciate access to health care relationship between physicalme2aningfuland

understandableinformationandparticipationinhealthcareandtreatmentdecision

makingprocess.(Mulley,2001)

Healthcareorganizationsarechangescaleofrestructuringandprobablyencounter

difficultiesinfullandpreferredimplementation.Amongthereporteddifficultyhave

include in abilityofthe work force to copywith rapidlychange and eroding of

establishedpowerpatternsleadingtotensionamongmiddleandseniormanagement

(Waitej,2000).

WolisoKidusLukasHospitalwasestablished1993G.Cplannedtoserveonly14269

peoplebecausethishealthorganizationgivetwokindsofservicelikeservicedelivery

andeducationserviceasitisstarterone.Nowadaythishospitalgivesdifferenthealth

careserviceformanycustomersbutpatientdon’tsatisfyduetodifferentreason,like

qualityservicegivenbystudentwh2oisonpractice,differentnurse,andduetolackof

bedroom patientsandmostcustomersweretreatednotfairly.So,mostpatientwas

notsatisfygivenbythehospitalservice.Therefore,thisstudyisconducttoassessthe

servicedeliveryandpatientsatisfactionofthehospital.

1.2StatementoftheProblem

Themeaningofcustomerservicevariesfrom oneorganizationtoanother.Withinthe
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servicesector,itcanbedescribed asthetotalqualityoftheserviceprocessas

perceivedbythecustomer(BoonandLouisE.1990.).

To defineservice,thereisno standardorcommonlyaccepteddefinitionwiththe

contextsofbusinessorretailingoperation.Serviceisanyactorperformancethatone

partycanoffertoanotherthatisessentiallyintangibleanddoesnotresultintheowner

ship ofanything (Kilter,2006,Ross step hone a,2001).The service sectorhas

experienced rapid growth since Second World Waras manynations’shifts from

manufacturedbasedeconomytoserviceeconomy.Majorstimulusinthisshiftisthe

movementto information age spurred by the invention of the computerand

advancementsintelecommunications.Countriescontinuetoshiftfrom agriculturalto

industrialeconomicbase(MEHRETB,2001).

Thedemandformedicalservicesexpandaslifeexpectancyincreasesandasthe

populationcontinuestoage,anotherhealth–relatedservicesuchasnursinghomes,

limitedcarefacilities,dietcenters,andfinessecenterswouldalsobepositivelyaffected

byan ageing population.In Ethiopia servicesectorbecoming developed butthey

differentiatetheirserviceintermsofpriceandqualityservicedelivery(Cohen,and

ChristopherGain,2006).Noonedoesanyworkinthisparticularcase.Thereisa

problem regardingservicedeliverysystem andcustomersatisfactionandcustomer

expectationandperformanceisnotequal.

Thisstudywasdesignedtoassessservicedeliveryandpatientsatisfactionthatprovide

tothetargetcustomerbyWolisoKidusLukasHospital.

1.3ResearchQuestion

1.Howthehospitalsdeliverhealthcareservicetoitspatients?

2.Whatisthelevelofpatients’satisfactioninWolisoKidusLukashospital?

3.WhatisthecomplainthandlingtechniqueoftheHospital?

4.How istheprocessofservicedeliveryto patientinWoliso KidusLukas

hospital?

1.4ObjectivesoftheStudy

1.4.1GeneralObjectives

Themainobjectiveofthisstudywastoassessservicedeliveryandpatientsatisfaction
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incaseofWolisoKidusLukasHospital.

1.4.2SpecificObjectives

1.ToexaminesthehealthcareservicedeliveryofWolisoKidusLukashospital.

2.Toassessthelevelofpatients’satisfactioninthehospital

3.Toexaminethecomplainthandlingtechniqueofthehospital.

4.Toidentifytheprocessofservicedeliveryprocessinthehospital

1.5SignificanceoftheStudy

Themajorsignificanceofthisresearchwastounderstandtheconceptofpatient

perceptiontowardshospitaloperation.Thevalueofthisresearchistohelpthehospital

togetsolutionforthestatedproblem ofpatientinWolisoKidusLukashospital.After

completionofthisstudyresearcherwasbeingprovidebenefitsfortheirpartiesfor

organization,forstudents,researchersandotherresearchersfororganization.Thisis

usedtoidentifytheorganizationproblem andtoadjustortotakecorrectiveactionin

ordertomaintainitscustomerandtomakesounddecisionforstudents,researchers:

themostandprimarybenefitwasberesearchgetexperiencefrom thisstudy,enhance

theirknowledgeabouttheresearchesandtochangetheoriesintopractice.Forother

researchersitusesasareferencetothoseindividualswhoareinterestedtoundertake

furtherstudy.

1.6.Scopeofthestudy

Thescopeofthestudyisassessingtheservicedeliveryandpatientsatisfaction.The

studywasbeconducted,inWolisotown.Thisresearchwasbedelimitedwithbudget,

time,samplingbiasandmethodofdatacollectionmeans,sincethisresearchwasuse

crosssectionaldatacollectionresultofdatamayberelativelyinaccurateandthestudy

wascoveraperiodofmonthofJanuarytoJune.

1.7LimitationoftheStudy

Theresearchermayfacemajorconstraintlike;lackoftimeandbudget,unwillingness’

atrespondenttofillthequestionnaireandunwillingnessatrespondenttogivebackthe

questionnairetotheresearcher.Theresearcherwasconvincingtherespondenttogive

theirpatienceforthesuccessofthestudyanditwasnotaffecttheresultatend.
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1.8OrganizationoftheStudy
Theoverallcontentofthisstudycanbedescribedasfollows.Thefirstchapterofthe

studywasincludebackgroundofthestudy,statementoftheproblem,objectiveofthe

study,significanceofthestudyandscopeofthestudy.Thesecondchapterwasdealing

with literatures review part.The third chapter was explain with the research

methodologypartincluding,sourceand typesofdata,method ofdatacollection,

methodofsamplingandmethodofdataanalysisandinterpretation.Thefourthchapter

includesresultanddiscussions,finallythefifthchapterwouldmakeaconclusionand

forwardingpossiblerecommendations.Generallytheresultofthisstudywouldclassify

intofivechaptersasstatedabove.

CHAPTERTWO

LITERATUREREVIEW

This chapterdeals with literature review and includes;Definition ofthe service,

importance,characterofservice,determinantofservicequality,servicemarketingmix,

how customeraccess service quality,service quality as an overallattitude and

managingservicecapacity

2.1DefinitionofService

Serviceisanyactorperformancethatonepartycanoffertootherthatinessentially

intangibledoesnotresultintheownershipofanything.Itsproductionmayormaynot

betiedtoaphysicalproduct(KotlerPhilips2010).Serviceisdeed,processesand

performanceprovidedorproducedbyoneentityorpersonforanotherentityorperson.

2.2ServiceQuality

Servicequalityiscompanypersonnelneedacommonunderstandinginordertoableto

addresssuchissuesasthemeasurementofservicequality,theidentificationofcauses

ofservicequalityshortfallandthedesignandimplementationofcorrectiveactions,

(lovelock2004)(Parasuraman,(1985)defineservicequalityas:“thedifferencebetween

customers”expectationofserviceand theirperceived services.Iftheexpectation

greaterthantheserviceperformance,perceivedqualityislessthansatisfactoryand



5

hencecustomerdissatisfactionoccurs.

(Parasuraman,Zenithaland Berry(1985)described service qualityasserviced by

consumedstartingfrom acomparisonofhow theyfeelandfirmsshouldperform on

thisdimensionwithwhattheyactuallyperceive.inthegapbetweenacustomer’s

expectationsandperceptionsthatdetermineservicequality.Thesmallerthegap,better

thequalityofserviceandthegreatercustomersatisfaction.

2.3TypesofService

Astodoortangiblegoods,marketcanclassifyserviceaccordingtotheproducts

intendeduses.Servicefirmscanservecustomermarket,businessmarketorboth.

Customerservicebreaksdownintoconvenience,shoppingandespeciallyservice.

Businessservicecan also definetheircategory.Businesspaysformanyadjunct

services thathelp buyerby supporting theirwork forward business goods and

objectives severalother classification schemes might device service products

accordingtodifferentcritical.Forexample,answertofivequestionscanmarketerto

classifyservice

• Whatisthenatureoftheserviceact?

• Whattypeofrelationshipdoestheserviceorganizationcustomer?

• Howmuchcanserviceprovidercustomizeandadjusttheserviceprovider

• Whatisthenatureofthedemandfortheservice?

• Howtheserviceisdelivered?

2.4ImportantCharacteristicsofService

Servicehasmanyuniquecharacteristicsthathaveoftenasignificantimpactonthese

specialtexturesofthebusiness.Itmaycausedistinctiveproblem andoftenresultin

marketingmixdecisionthataresubstantiallydifferentfrom thosefoundinconnection

with the marketing mix Among those characteristics the mostimportantare:-

Intangibility,Inseparability,Perishability(fluctuatingdemand),andhighlydifferentiate

marketingsystem andclientrelationship(Schrader,2000)
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1.Intangibility:Sinceservicesareessentiallyintangiblesitisimpossibleforcustomers

to taste,see,hearand smellbefore theybuythem.The factthatservices are

performancethatmeanstheycannotbeseenlaunchedandtheycannotbepossessed

2.Inseparability:Service Inseparability refers to the nation ofthe many service

operation,productionandconsumptioncannotbeseparated.Forexample,toreceiveall

education;apersonmustattendclass.Thequalityofeducationmaybehighbutif

studenthasdifficultparking,findcounselingservicepoor,orseeslittleoropportunity

forextracircularactivity,heorshemaynotbesatisfiedwiththeeducationexperience

(Douglass,p,31)

3.Perishability:Serviceperishabilitymeansthatservicecannotbestoredforlatter

salesoruse.Theperishabilityofserviceisnotaproblem whendemandissteady.

However,whendemandfluctuate,servicefirm oftenhavedifficultproblem.

4.ServiceVariability:Servicevariabilitymeansthatthequalityofservicedependson

whoprovidesthem,aswellaswhen,whereandhow theyprovided.Assuchservice

qualityis differentto control.Even the qualitya single employee service varies

accordingtohisenergyandframeofmindatthetimeofeachcustomercontact.In

ordertoavoidpoorserviceandlosingcustomertheorganizationmustbeawareofthe

followingdeterminatesofservicequalitydescribedinbriefasbellow(Jonpape,2013).

2.5ServiceQualityDimensions

Servicequalitydimensionrepresenthowcustomersorganizeinformationaboutservice

qualityintheirminds(Zenithal,Bitner,2003)onthebasisofexploratoryandquantitative

research.Thesefivesdimensionswerefoundrelevantforbanking,insurance,appliance

repairandmaintenances.

A.Reliability:DeliveringonPromise

Reliabilityisdefinedastheabilitytoperform thepromisedservicedependablyand

accurately.Initsbroadestsense,reliabilitymeansthatthecompanydeliversonits

promises,promisesaboutdelivery,serviceprovision,problem resolutionandpricing,

customerswanttodobusinesswithcompaniesthatkeeptheirpromises,particularly

theirpromisesabouttheserviceoutcomesandcoreserviceattributes.
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B.Responsiveness:BeingWillingtoHelp

Responsivenessisthewillingnesstohelpcustomersandtoprovidepromptservice.

Thesedimensionemphasizes,attentivenessandpromptnessindealingwithcustomer

requests,questions,complimentedandproblems.Responsivenessiscommentatedto

customerbythe length oftime theyhave to waitto forassistance,answersto

questionsorattentiontoproblem.

Responsivenessalsocapturesthenotionofflexibilityandabilitytocustomizethe

servicetocustomerneeds.

Toexcelonthedimensionofresponsivenessacompanymustbecertaintoview the

processofservicedeliveryandthehandingofrequisitesfrom thecustomerpointof

viewratherthanfrom thecompany’spointofview.Totrulydistinguishthem serviceon

responsiveness,companiesneedwell-staffedcustomerservicedepartmentsaswellas

responsivefont-linepeopleinallcontactpositions.

C.Assurance:InspiringTrustandConfidence

Assuranceisdefinedasemployee’sknowledgeandcourtesyandtheabilityofthefirm

and itsemployeesto inspiretrustand confidence.Thisdimensionislikelyto be

particularlyimportantforservicethatthecustomerservicesasinvolvinghighriskand

/oraboutwhichtheyfeeluncertainabouttheirabilitytoevaluateoutcomes.Trustand

confidencemaybeembodiedinthepersonwholinksthecustomertothecompany.In

suchservicecontextsthecompanyseekstobuildtrustandloyaltybetweenkeycontact

peopleandindividualcustomers.Thepersonalbankerconceptcapturesthisidea:

customersareassignedtoabankerwhowasgettingtoknowthem individualandhow

wellcoordinatealloftheirbankingservices.

D.Empathy:TreatingCustomersasIndividual

Empathyis defined as the caring individualized attention the firm providence its

customers.Theessenceofempathyisconveying,throughpersonalizedorcustomized

servicethatcustomersareuniqueandspecialcustomerswanttofeelunderstoodby

andimportanttofirmsthatprovideservicetothem.
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E.Tangibles:RepresentingtheServicePhysically

Tangibles are defined as the appearance of physicalfacilities,personaland

communicationmaterials.Allofthisprovidesphysicalrepresentationorimagesofthe

servicethatcustomers,particularlynewcustomers,wasusetoevaluatequality.

2.6.TheTraditionalServiceMarketingMix

Theservicemarketingmixframeworkcallsuponmarketerstodecideontheproduct

andserviceanditscharacteristicstosettheprice.

1.Product:Thebasisofanybusinessisofferingdifferentandbetterserviceinsome

waythatwasbecausethetargetmarketfavorsitandpaypricepremium.

2.Price:Allprofit-makingorganizationandnon-profitorganizationmustsetpriceon

theirserviceproduct.Priceistheamountofmoneychargedforaserviceproduct,andit

isthesum ofallthevaluesthatconsumersexchangeforthebenefitofhavingthe

service.

3.Promotion:I2scommunication toolsthatcan deliveramessageto thetarget

audience.Promotioniscommunicationwithexternalpublics,speciallycustomerand

potentialcustomer.

4.Place:Thecaseofaccesswhichpotentialcustomerhavetoservice.Forserviceitis

moreappropriatetotalkaboutaccessibilityasmixelement,ratherthanplace.

2.7MeaningofServiceDelivery

Servicedeliveryisanyactivityorbenefitthatonepartycanoffertoanotherthat

essentiallyintangibleanddoesresultintheownershipofanything.Theproductionofan

essentiallyintangible productwhich taughtsome form ofexchange satisfies an

identifiedcustomerneed(wits,2000).

2.7.1TasksinServiceDelivery

Understandingthenatureofserviceisthefirsttaskinservicedelivery.Thenatureof

servicegivesusefulcluesonbenefitexpectedbycustomerfrom servicedeliveryand

shouldfigureoutwhatneedmadebyservicedelivery.Asstartingpointinunderstanding
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thenatureofservice,thedeliveryshouldfigureoutwhatexactneedmadebytheservice.

Servicedeliverymustunderstandthecustomerwasandtheirexpectationoftheservice.

Theimportantpointisthatcustomeranalysisinservicecontinentinvolvesfirsthand

notsecondhandknowsjudgeaboutthecustomer.

2.8ServiceQualityModel

Theservicemodelorthe’’GAPmodeldevelopedbyagroupofauthorParasuraman

zenithalandberryatTexasandNorthCarolinain1998highlightthemainrequirement

fordeliveringhighservicequality,itidentifiesfive’’gaps‘’thatcauseunsuccessful

delivery.Customersgenerallyhavetendencytocomparetheservicetheyexperience

withservicetheyexpect.Iftheexperiencedoesnotmatchtheexpectation,theyraisea

gap. CustomersatisfactioncustomerGAP5 perceptionexpectationmanaging the

customer/understandingevidencemarketingresearchthecustomercommunication

GAP4 GAP 1 management’sserviceperception deliveryofcustomerexpectation

conformancedesignGAP2GAP3conformanceservicedesignservicestandards.GAP

one:managementperception gaps (the difference between expected service by

customerandmanagement’sperceptionofcustomerexpectation).GAPtwo:quality

specificationgap(thedifferencebetweencompanyperceptionofcustomerexpectation

andcustomerdrivenservicedesignandstandard).GAPthree;Servicedeliverygap(the

differencebetweencompanyperceptionofcustomerexpectationandcustomerdriven

servicedesignandstandards).GAPfour:marketcommunicationgap(thedifference

betweenservicedeliveryandexternalCommunicationto thecustomer).GAP five:

perceivedservicequalitygap(thegapBetweenPerceivedServiceandExpectedService)

LinkedIn,2014).

2.9.ManagingServiceQuality

A serviceform candifferentiateitselfbydeliveringconsistentlyhigherqualitythan

competitorso,mostserviceindustrieshavenow joinedthecustomerdrivenquality

moment.Unfortunately,servicequalityhardertodefineandjudgethanproductquality.

Forinstance,itishardertoagreeonthequalityofahairdryer.Customerretention

perhaps the bestmeasures ofquality service (Witz,2000).Therefore,capacity
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managementmustidentifycriticalbottlenecksthatpreventcustomerdemandfrom

beingsatisfied,(Kotler,2000),

2.10HowCustomersAccessServiceQuality?

Forserviceassessmentofqualityismadeduringtheservicedeliveryprocess.This

usuallyoccurswithencounterbetweencustomerandservicecontactperson.

Customersatisfactionwithservicequalitycanbedefinedbycomparingperceptionof

theservicereceived with expectation oftheservicedesired.When expectation is

exceededserviceareperceivedtotheexpectationqualityandtobeaplasmasurprise.

Whenexpectationsarenotmeetservice,qualityistheseemedtoounacceptable.When

expectationisconfirmedbyperceivedqualityissatisfying.Theseexpectationsare

basedonseveralsources.Includingwordofmouth,personalneedsandexperiences

(Fitzsimons2002.

2.11.Conceptualframework

ThestudywasdesignedtoexaminetheservicedeliveryofWolisoKidusLukasHospital.

Italsointendedtosuggestpossiblesolutiontotheproblem identifiedinorderto

enhancethesuccessfulservicedelivery.Sotheindependentvariablessuchas,service

delivery,employeemotivationandpunctualityaredirectlyaffectthedependentvariable

ofpatientsatisfaction.Thisrelationexpressedgraphicallyasshownbellow.
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CHAPTERTHREE

RESEARCHMETHODOLOGY

3.1StudyArea
ThestudywasconductedinandaroundWolisotown.Thisareaisunderthesouthwest

ShoaZoneofOromiaRegionalstate.Itlocatesalongtheroadfrom AddisAbabato

Jimma.ThepopulationofthesouthwestShoazoneofOromiaRegionasperthe2007

census(CSA,2014)wasabout1.4million.SouthwestShoazonecomprisesfourteen

(14) districts,including Woliso Urban Administration and Woliso town is the

administrativecenterofthezone.

Itsastronomicallocationis08046̀ Northlatitudeand37058̀ Eastlongitude.The

altitudeofarearangesfrom 2,063to 2,070metersabovesealevel.Theaverage

temperatureofWolisotownis120c.Thetotalareaofthecircumscribingcircleabout

theareaofthetownis5720.5hectares(OUPI,2012).Accordingtothecensusresultof

2007thetotalpopulationofWolisotownis27,493.Thenumberoffemaleandmale

populationis14,560and12,933;respectivelygivingsexratioof113femalesto100

malesonaverageeachkebelecontains6,873populations.Theaveragerainfallofthe

townisabout1500mm.

3.2ResearchDesign

To conductthisstudy,the researcherusesdescriptive research method because

descriptivemethodisusedtodescribetheeventsthatishappeningandcharacteristic

abouttheapplicationorphenomenathatbeingunderstudy.

3.3Researchapproach

Thisstudyemployedmixedresearchapproach.Theresearcherwasusequalitative

methodtoanalysetheinformationcollectedfrom representativeofWolisoKidusLukas

Hospitalandemployedthequantitativeapproachtocomputeinformationthatacquired

throughquestionnairesfrom targetpopulation.

3.4TargetPopulation

ThepopulationofthestudyisfocusonpatientcustomersandemployeesofWoliso

KidusLukashospital.WolisoKidusLukashospitalhas300monthlyaveragecustomers
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and290employeesasperthe2022humanresourcedepartmentofWolisoKidusLukas

hospitalthoseareusefulformyresearchquestion,becauseoftheresearchergetmore

informationfrom patientcustomerandemployeeofthehospital.

3.5MethodsofSamplingandSampleSizedetermination

The data was be through non probabilitysampling techniques especiallythrough

conveniencesamplingtechniqueforpatientbecauseofdifficultyinapplyinginrandom

samplingtechnique,difficultyofgettingeachandeverypatientregularly.From patient

ofhospital,74ofpatientsaredrawnassamplefrom 290totalpopulationsofthe

hospital.Theresearcherwasindicatingthesampleselectionprocessinthefollowing

tablebasedonTayroYamane(1967)samplesizedetermination.

n=N/1+N(e)2

Where,n=samplesize

N=totalpopulation

e=error

n=290/1+290(0.10)2

n=74

3.6SourceandTypesofData

Inthisstudyresearcherwasuseprimaryandsecondarydatasourcetogatherrequired

data.Theprimarydatasources wastaken from patientand employeebyusing

questionnaires,Secondarydatasourcewastakenfrom hospitalexecutivesummary,

officialdocuments,internet,andbooksandwrittenmaterialintheWolisoKidusLukas

hospital.

3.7MethodsofDataCollection

Primarydatawasbeingcollectedfrom questionnaire.Thequestionnairewasdistributed

forWolisoKidusLukashospitalpatientsandemployees.Thequestionnairewashaving

anumberatopenendedandcloseendedtypesthatarerelevanttothesubjectatthe

study.Theresearcheralsousessecondarysourceofdata;whichweregatherfrom

writtendocumentatthehospital.
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3.8DataAnalysis

Thedatawasbeanalyzingbyusingsimpledescriptivestrategieslikepercentage,

frequencyandaveragethatavailabletosecondarydatadescribetosupportprimary

data.

3.8EthicalConsiderations

Atthebeginning,clearandaccurateinformationabouttheresearchwasgiventothe

participants of the study and theirvoluntary participation was respected.The

participants’identitywasprotectedandallinformationobtainedfrom therespondents

wasconfidentialandnoonewashavingaccesstotheidentityoftherespondents.

Moreover,noinformationwasmodifiedorchanged.Informationwaspresented as

collectedandallthesecondary
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CHAPTERFOUR

DATAANALYSISAND INTERPRETATION

Thischapterdealswithanalysisandinterpretationofdatarelatedtoservicedelivery

andcustomersatisfactionWolisoKidusLukashospital.Theresearcherdistributed74

questionnairestothehospitalcustomers.Theresearchercollected69questionnaires

from customerand5questionnaireswerenotreturnedfrom customersduetomany

reasonsforinstancesomepatientsarenotwillingto fillquestionnairesandalso

employeesarenotwillingtoreturnthefilledquestionersinscheduledtime.Theprofile

aspectofthestudyparticipantispreparedintermsofgender,age,educationallevel,

occupationandfrequencyofserviceinKidusLukashospital.

4.1.DemographicCharacteristicsoftheRespondents

Introductionwhichincludeswhattypeofdemographicvariablewerestudiedcompletely

filledquestionerswerereturnedbackfrom theserviceencounter.
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Table4.1:DemographicCharacteristicsoftheRespondents(customers)

NO Variables Numberofrespondent N=69customers

1 Sex Male 39

Female 30

Total 69

2 Age 18-30 3

31-40 10

41-50 5

51-60 50

60andabove 1

Total 69

3 Educational

level

Primary(1-8) 40

Secondary(9-10) 17

Preparatory(11-12) -

CollegeDiploma(10+1) 5

Degree 2

Noneeducation 5

Total 69

Source:Surveyquestionnaires2021

Asitcanbeseenfrom table1,from sampleof69customers’respondentstheage

distributionshowsthatamuchhigherpopulationwasintheyoungergroup.Thoseaged

between51-60yearswereundertheageoftheoldergroup.Thedatafrom thetable
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indicatesthatthemajoritythecustomershadlearnedprimaryleveleducation.College

anduniversityleveleducationrespondentswereverylow.

4.2.ResultsoftheQuestionnaire

InteroperateofCustomerRelatedQuestionServiceDeliverySystem andProcess

Table4.2CustomerPerceptiontoServiceQuality

No Item question Alternative respondent percentage

1 How do youEvaluatethe

Servicequalityofthehospital?

Excellent 10 14.5

VeryGood 52 75.3

Good 7 10.2

Verypoor - -

Total 69 100

Source:Surveyquestionnaires2021

Asrevealedinthetable4.2themajority14.5%ofrespondentsrepliedthattheHospital

givesexcellentservicequalitytoitscustomers,75.3%oftherespondent’srepliedthat

thehospitalgivesverygoodservicequalitytoitscustomers,10.2%ofrespondentsays

thatthehospitalgivesgoodservicetoitscustomers.However,noneoftherespondents

saysverypoorserviceisthereinhospital.

Table4.3.ExtentofPerceptiontowardsCarefulnesstoCustomer

NO Item question Alternatives No of

respondent

Percentage
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2 Towhatextenddoyou

Perceivethehospital

Care fullness for its

Customers?

Give enough

service

20 29

VeryGood 40 58

Good 9 13

Verypoor - -

Total 69 100

Source:Surveyquestionnaires2021

Table4.3show thattheperceptionofthecustomersregardingtothecarefulnessof

referralhospital,asitcanbeseenfrom item No2ofthetable29%oftherespondents

wererespondedthatthehospitalgiveenoughservicecareforitscustomers,58%gain

verygoodcare13%,respondedthatthehospitalgivegoodcare.However,noneofthe

respondentssaysaboutgainingpoorcarefrom hospital.Thereforethestudyshows

thatthehospitalgivescarefullyforitscustomer’sservices.

Table4.4CleannessofSettingAreaforPatient

No Item Question Alternatives Noofrespondent (%)

3 How doyouevaluate the

cleanness ofthe settingarea

forpatientcustomer?

Excellent 30 43.5

VeryGood 11 16

Good 28 40.5

poor - -

Total 69 100

Source:Surveyquestionnaires2021

Theresearchersalsoanalysethehospitalseatsurroundingseatsurroundingcleanness

whichisprovidedforthecustomers,thestudy show thatmostrespondents,43.5%

responded thatthehospitalprovideexcellentseatforitscustomers,16% respondents

respondedthatthehospitalseatverygoodcleanness.Theremaining40.5% ofthe

respondentsrespondthatcleannessofseatareasofhospitalwasgood.Noneofthe

respondentsarerespondingthatthecleannessofthehospitalispoorandpoor.The
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studyshowsthatthehospitaliscleaned.

Table4.5EvaluationofServiceDeliveryProcessintheHospital

NO Item question Alternatives Noofrespondent Percenta

ge

4 How doyouevaluate service

delivery process in Kidus

LukasHospital?

Excellent

service

40 58

VeryGood 20 29

Good 9 13

poor - -

Verypoor - -

Total 69 100

Sourcesurveyquestionnaires2021

Table4.5revealthat58% ofrespondentsrepliedthatthesystem ofservicedelivery

processofhospitalisexcellent,29%ofrespondentsrepliedthatthesystem ofservice

deliveryisverygood,theremaining13%ofrespondentsrespondedthatthesystem of

servicedeliveryprocessisgood,Noneoftherespondentsrespondedthepoorandno

oneelserespondedverypoorsystem.

Thetableshowsthatthereisexcellentservicedeliveryprocessinthehospital.

Table4.6EvaluationofServiceVarietyintheHospital

No Item question Alternatives No of

respondent

Percentag

e

5 Howdoyouevaluate adequacy

oftherenderingServicevariety

inthehospital?

Give enough

service

20 29

VeryGood 40 58

Good 9 13

Verypoor - -

poor - -

Total 69 100

Sourcesurveyquestionnaires2021
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Asshowinthetable4.6 withregardedtoevaluationofservicevarietyinthehospital,

mostoftherespondents29%wererepliedthatthereisadequatevarietyserviceandthe

scalewereexcellent,58%ofrespondentsbelievethattheygetverygoodlevel,13%of

respondentsrespondedtheygetgoodlevelandnoneoftherespondentsresponded

poorlevelandnoonerespondedverypoorlevel.Thisresultshowsthatthehospitalhas

providingadequatevarietyofservice.

Servicequalityandsatisfactionlevel

Table4.7servicequalityofhospital

No Item Question Alternatives Noofrespondent (%)

6 Haveyougetgoodservice

in

Hospital?

Yes 39 56.5

No 30 43.5

Total 69 100

Sourcesurveyquestionnaires2021

Basedonthetable4.7above,56.5%ofrespondentsrepliedthatyes,whereas43.5%of

respondentsrepliedthatno.Thesestudyshowthattheygetagoodservicequalityfrom

thehospital.

Table4.8:Helpfulnessandresponsivenessofphysician

No Item Question Alternatives Noofrespondent (%)

7 How doyouevaluatethehelp

fullnessandresponsivenessof

physicians?

Excellent 30 43.5

VeryGood 28 40.5

Good 11 16

poor - -

Total 69 100

Sourcesurveyquestionnaires2021

Table4.8Showsthattheresearchersanalysethatthedoctorsresponsibleforits

customers most43.5%respondentsrespondedthatthedoctorshelpinexcellent

wayto its customers,40.5 % responded thatthe doctors help verygood to its
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customers,16%respondedthatthedoctorshelpscustomersingood,andnoneofthe

respondentrespondedthatthedoctorshelpsinpoorwaytoitscustomers.Thesestudy

showthatdoctorswasresponsiblefortheircustomers.

Table4.9.MedicationEquipment

No Item Question Alternatives Noofrespondent (%)

8 How do you evaluate

equipment’sformedicationin

thehospital?

Excellent 19 27.5

VeryGood 39 56.5

Good 11 16

poor - -

Verypoor - -

Total 69 100

Sourcesurveyquestionnaires2021

Thetable4.9customersresponsetowardstheequipmentusedformedicationin

referralhospital,27.5% ofrespondents responded thatthe equipmentused for

medicationwereexcellent,56.5% ofrespondentsrespondedthattheequipmentused

formedicationwhereverygood,16%ofrespondentsrespondedthatgoodwhereasno

respondentsrespondedthatpoorandnoonerespondedverypoorequipment.The

studyshowthatthehospitalwasresponsibleoftheequipment’susedforverywell.

Table4.10AccessibilityoftheHospitalService

No Item Question Alternatives Noofrespondent (%)

9 Do you believe Hospital

accessible?

Yes 40 57.9

No

29

42.1

Total 69 100

Source:Surveyquestionnaires2021
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Asshow inthetable4.10mostofrespondents57.9%respondedthatthehospitalis

convenientlyaccessibleand42.1% ofrespondentrespondedthatthehospitalisnot

convenientlyaccessible.

Table4.11OverallSatisfactionLevel

No Item Question Alternatives Noofrespondent (%)

10 Whatisyoursatisfaction

ontheoverallserviceof

thehospitalis?

A.satisfied 39 56.5

B.dissatisfied 30 43.5

Total 69 100

Source:Surveyquestionnaires2021

Asshow onthetable4.11,56.5% oftherespondentsrespondedthatthecustomers

satisfywiththeserviceofthehospital,43.5%ofrespondentrespondedthatdissatisfied

thesestudyshowthatthecustomerwassatisfiedwiththehospitalservice.

Table4.12FeedbackontheServiceProvided

No Item questions Alternatives respondent (%)

11 Do you give suggestion about

Service delivery in Woliso Kidus

Lukashospital?

Yes 12 17.4

No 52 75.3

Source:Surveyquestionnaires2021

Basedontable4.12above,75.3%respondentsrepliedthattheycangivesuggestion

abouttheservicedeliveryinthehospital.Therestrespondents17.4%repliedthatthey

couldn’tgivetheirsuggestionaboutthehospital.Thesuggestiontheyforwardedforthe

lastquestionnumber12,theServicedeliveryinthehospitalisinagoodcondition,most

oftheemployeesanddoctorlackofpunctualityandresponsibilitytotheircustomer.
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CHAPETERFIVE

SUMMARY,CONCLUSIONSANDRECOMMENDATIONS

4.1SummaryofFindings

ThestudywasdesignedtoexaminetheservicedeliveryofWolisoKidusLukasHospital.

Italsointendedtosuggestpossiblesolutiontotheproblem identifiedinorderto

enhancethesuccessfulservicedelivery.Tocollecttherelevantdataforthestudy,the

researcherhas distributed questionnaires to 74 randomlyselected representative

customers,andcollect69questionnairesweresuccessfullycompletedandcollected.

Theresponsegivenbytherespondenthavebeenanalyzedandinterpreted.

Therefore,onthebasisofthedatacollected,thestudyhascomeupwiththefollowing

findings.

 Thestudyshowsthatfrom thetotalrespondents30(43.47%)arefemaleand39

(56.52%)aremale.

 Regardingwiththestudytheagegroupof31-40yearsoldsare10(14.49%)and

51-60yearsoldare50(72.46%)respondentsarethevastproportioncometothe
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hospital.

 As show in the study 40 (57.97%)ofthe respondents have lowerlevel

educationalbackground.

 Thestudyshowsthatmostofrespondents40 (57.9%)responded thatthe

hospitalisconvenientlyaccessibleand29(42.1%)ofrespondentsresponded

thatthehospitalisnotaccessible.

 Onthestudyindicatedthattherespondentsanswerbackisexcellentfortheway

gettingprimaryinformationinsidethehospitaliseasy.

 Thefindingshow that39(56.5%)ofrespondentsrespondedthatthecustomer

aresatisfywiththeserviceofthehospital.

 Thefindingshow that30(47.47%)ofrespondentsrespondedthatthedoctors

helpinexcellentwaytoitscustomersandgoodfillingontheknowledgeofthe

doctorsrelatedwithhospitalmedicalequipment.

 Thefindingshowthat40(57.9%)ofrespondentsareexcellentandtheyreplythe

overallservicedeliveryofthehospitaliscustomersatisfied.Thoughthereisan

indicationthatinservicedeliverythereisresponsiveness,reliability,customer

complainshandling

 Onthestudyindicatedthat52(75.3%)ofrespondentsrepliedthattheycangive

suggestionabouttheservicedeliveryinthehospital

 Onthestudyindicatedthatwithregardtoevaluationofservicevariety,the

majorityofrespondents were replied thatthere is adequate service in the

hospital.

5.1Conclusions

ThestudywasconductedinWolisoKidusLukashospital,inWolisotownontitlewith

assessmentofservicedeliveryandpatientsatisfaction.Thestudywasconductedto

answerthequestion:

Howthehospitalsdeliverhealthcareservicetoitspatients?

Whatisthelevelofpatients’satisfactioninWolisoKidusLukashospital?

WhatisthecomplainthandlingtechniqueoftheHospital?

Thestudyfocusedonthe69samplerespondentstaken.Datawascollectedthrough

questionnaire from customerofthe hospitaland alldistributed questionerswere
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collected from respected respondents.According to survey result,mostofthe

respondent’sresultshowsthatthehospitalwasdelivergoodservicequalitytoits

customers.Basedonthesurveyresultcustomersratethecarefulnessofthehospitalto

itscustomerswereexcellentandthehospitalgivesgoodseatforthecustomers.Based

onanalysisthecustomersofWolisoKidusLukashospitalservicedeliverysystem were

effective.Basedontheresultmajorproblem thataffecttheservicedeliverysystem of

hospitalwasshortageofmanpoweranddrugs.Thehospitalhadefficientandeffective

customerhandlingsystem .Theserviceofthehospitalwasimprovedfrom timetotime.

5.2.Recommendation

Asresearcherpresentedconclusionparts,thehospitalfaceslessproblemsinservice

deliverytosociety,duetothisthefollowingrecommendationgivenassuggestionwhat

bettertodone.

 Inordertodeliveryconsistentandtimelyservicetopatientseffectively,the

hospitalshouldarrange properplanningforadequatematerialslikesufficient

drugs,qualifiedemployees,devices,andequipment.

 Todeliverbetterservice,thehospitalshouldfulfillthepatientequipmentlike

serviceroomsandenoughreceptionareas.

 System used by the organization to renderservice should be redesigned,

becausecustomermayhavecomplainedthesystem orprovisionandwhenthey

arenotsatisfied.Sincethefailureandsuccessofhospitalsishighlydependson

itsemployee’ssatisfactionsleveland motivation to work,theZonalHealth

officersshouldmotivatetheemployee’ssoastoincreasethesatisfactionslevel

oftheworkersinthehospital.
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COLLEGEOFBUSINESSANDECONOMICS

DEPARTMENTOFMARKETINGMANAGEMENT

Questionnairesfilledbycustomer(clients)

Dearrespondents

FirstIwouldlike2tothankyouforwillingnessinconsideringyourtimetofill-inthis

questionnaire.Thepurposeofthisquestionnaireistocollectdatafrom therespondents

regarding servicedeliveryand patientsatisfaction in caseofWoliso KidusLukas

hospital.Thesuccessandfailureofthisresearchdependingonthereliabilityofthedata

tobecollectedfrom thisquestionnaire,soyouarekindlyrequestedtogivegenuine

answertothequestions.Thentheresultofthisquestionnairewillbeusedonlyforthe

academicpurpose. Pleasefeelfreetogiveinformationyouareaskedthroughthe

writtenquestionnaire.

Thankyouinadvance!!

INTRODUCTION

 Noneedofwritingyourname.

 Giveshortandbriefanswersforopenendedquestions.

 DemographicDataoftheRespondent.

Sex;A.male______ B.Female______

 Age

A.18-30year’s______

B.31-45year’s _____

C.46year’sabove____

 Educationlevel

Primary(1-8)______

Secondary(9-10)______

Preparatory(11-12)____

CollegeDiploma(10+1)____

Degree__________________

Noneeducation/illiterate_____
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QUESTIONNAIREFORCUSTOMERS

Questionnairerelatedtocustomerperceptiontowardservicequality

1. Howdoyouevaluatethequalityofserviceofreferralhospital?

A,excellent B,V.good C,goodD,poor E,verypoor

2. Towhatextenddoyouperceivethehospitalcarefullnessforitscustomers?

A,excellent B,V.good C.good DpoorE,verypoor

3,howdoyouevaluatethecleannessofthesettingareasforpatients?

A,excellent B,V.good Cgood DpoorE,verypoor

4. Howdoyouevaluatethedeliveryprocessinthehospital?

A,excellent B,V.good C,good Dpoor E,verypoor

5. Howdoyouevaluatetheadequacyoftherenderingservicevarietyinthehospital?

A,excellent B,V.good C,good Dpoor E,verypoor

6. Doyougetgoodserviceinhospital A,yes B,No

7. Howdoyouevaluatethehelpfullnessandresponsivenessofphysicians?

A,excellent B,V.good C,good,poorE,verypoor

8. Howdoyouevaluatetheequipment’s’usedformedicationinthehospital?

A,excellent B,V.goodC,good D,poor E,verypoor

9. Doyoubelievethehospitalisconvenientlyaccessible?

A.Yes B.No

10.2 Yoursatisfactionontheoverallserviceofthehospitalis?

A.satisfied B,dissatisfied

11, doyougivesuggestionaboutservicedeliveryinWolisoKidusLukashospital?

A,yes B,No

12. IfyouhaveadditionalSuggestion______________________________________________


