
SURVEY CONDUCTED BY : P. P. MORAI & N. I. NKOMO SURVEY CONDUCTED BY : P. P. MORAI & N. I. NKOMO 
REPORT CAPTURED & COMPILED BY :  P. P. MORAIREPORT CAPTURED & COMPILED BY :  P. P. MORAI

TEL: 039TEL: 039--68860006886000
FAX: 039FAX: 039--68215146821514
EE--MAIL:Phumza.Morai@kznhealth.gov.zaMAIL:Phumza.Morai@kznhealth.gov.za

PORT SHEPSTONE REGIONAL HOSPITAL PORT SHEPSTONE REGIONAL HOSPITAL 

CLIENT SATISFACTION SURVEY JUNE 2007 CLIENT SATISFACTION SURVEY JUNE 2007 



INTRODUCTION INTRODUCTION 

•• Client satisfaction survey was conducted in June Client satisfaction survey was conducted in June 
2007 2007 

•• We intended to  interview 400 patients in the ff. We intended to  interview 400 patients in the ff. 
departments departments 

•• OPD OPD –– 100 Patients targeted 100 Patients targeted 
•• Wards  5 to 1 In Patients Wards  5 to 1 In Patients -- 100 100 
•• Pharmacy Pharmacy –– 50 patients 50 patients 
•• Ethembeni Clinic Ethembeni Clinic –– 50 patients 50 patients 
•• Casualty Casualty -- 50 patients 50 patients 
•• This report consists of tables and graphs This report consists of tables and graphs 
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ACCESS ACCESS 

33119119182182596596••TOTALTOTAL

0,3%0,3%13%13%20%20%66%66%••PERCENTAGEPERCENTAGE
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DID NOT NOTICE  DID NOT NOTICE  

111515208208••Was it easy to see where toilets are?Was it easy to see where toilets are?

116666104104••Was it easy to find disabled parking bay/ wheel chair ramp?Was it easy to find disabled parking bay/ wheel chair ramp?

112020193193••Were signs to the department you visited clear ?Were signs to the department you visited clear ?

--81819191•• Did you see any hospital sign on the road when you were Did you see any hospital sign on the road when you were 
coming to the hospital  ?coming to the hospital  ?
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COMMUNICATION COMMUNICATION 
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34345454117117944944651651••TOTAL TOTAL 

2%2%3%3%7%7%52%52%36%36%••PERCENTAGE PERCENTAGE 

22050515151151158888••Have the questions and queries you made been dealt with Have the questions and queries you made been dealt with 
satisfactorily  ?satisfactorily  ?
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1115151011019797••In the department you visited were procedures explained ? In the department you visited were procedures explained ? 

1118181051059696••During your treatment were procedures explained to you ? During your treatment were procedures explained to you ? 

--88114114100100••Were you able to communicate with staff in your language ? Were you able to communicate with staff in your language ? 

2929661041048181•• Did Pharmacy staff explain about the medication they gave Did Pharmacy staff explain about the medication they gave 
you  ?you  ?

1110101051059898••Did doctors talk & explain your illness to you ? Did doctors talk & explain your illness to you ? 

--15151431436060••Did clerks give you clear explanations ? Did clerks give you clear explanations ? 

--30301571573131••How did securities at the gate talk to you?How did securities at the gate talk to you?

DID NOT DID NOT 
ANSWER ANSWER 

SATISFACTORY SATISFACTORY GOOD GOOD EXCELENT EXCELENT QUESTIONS QUESTIONS 



COURTESY COURTESY 

484834349191745745432432••TOTALTOTAL

4%4%3%3%7%7%55%55%32%32%••PERCENTAGE PERCENTAGE 
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181813131351355959••Other Other 

2323881151157575••Pharmacy Pharmacy 

3316161241247474••Clerks Clerks 

2215151061069696••Doctors Doctors 

1117171151157979•• NursesNurses

1122221501504949••Security Personnel Security Personnel 

••WERE YOU TREATED POLITELY IN THE WERE YOU TREATED POLITELY IN THE 
FOLLOWING CATEGORIES :FOLLOWING CATEGORIES :

DID NOT ANSWERDID NOT ANSWERSATISFACTORY SATISFACTORY GOODGOODEXCELLENTEXCELLENTQUESTIONSQUESTIONS
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TIDINESS OF PHYSICAL ENVIRONMENTTIDINESS OF PHYSICAL ENVIRONMENT

30305252155155926926417417••TOTAL TOTAL 

2%2%3%3%10%10%58%58%26%26%••PERCENTAGE PERCENTAGE 
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101019191361365656••Other sections you  attended Other sections you  attended 

5525251051058686••Was the ward free of pests Was the ward free of pests 

3339391011015151••Bed linen Bed linen 

6619191441445252••Ablution facilities Ablution facilities 

3315151501505757••BuildingsBuildings

3322221401405959••Corridors Corridors 

--16161501505656••Grounds Grounds 

WERE THE FOLLOWING AREAS CLEAN?WERE THE FOLLOWING AREAS CLEAN?

DID NOT DID NOT 
ANSSWER ANSSWER 

SATISFACTORY SATISFACTORY GOOD GOOD EXCELLENT EXCELLENT QUESTIONS QUESTIONS 
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RESPECT OF PATIENT RIGHTSRESPECT OF PATIENT RIGHTS

Not know Not know No No YesYesQUESTIONS QUESTIONS 

5656102102968968TOTAL TOTAL 

5%5%9%9%86%86%PERCENTAGE PERCENTAGE 

8888209209••You have a right to be attended and treated wellYou have a right to be attended and treated well

88
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2020198198••You have a right for a privacyYou have a right for a privacy

2828187187••You have a right for confidentiality You have a right for confidentiality 

2828184184••You have a right to compliment You have a right to compliment 

1818190190••You have a right  to lay a complaint You have a right  to lay a complaint 

••DID YOU KNOW ?DID YOU KNOW ?

190

18 17

184

28
13

187

28
10

198

20 8

209

8 80

50

100

150

200

250
YES

N O

D ID  N OT
KN OW



WAITING TIMES WAITING TIMES 

28286262258258545545••TOTALTOTAL

3%3%7%7%28%28%61%61%••PERCENTAGEPERCENTAGE
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19195757105105••How long did you wait for your medication in pharmacy How long did you wait for your medication in pharmacy 

446262146146••How long did you wait to be treated by a doctor How long did you wait to be treated by a doctor 

227272146146••How long did you wait to be treated by a nurse How long did you wait to be treated by a nurse 

336767148148••How long did you wait for your outpatient card How long did you wait for your outpatient card 

More than 2More than 2--hours hours 11--hour  hour  30 minutes 30 minutes QUESTIONS QUESTIONS 
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INFORMATION  INFORMATION  

232317417422522513781378••TOTALTOTAL

1%1%10%10%13%13%77%77%••PERCENTAGE PERCENTAGE 

11663838180180••Were you orientated Were you orientated 

2221211616186186••Would you return to this hospital for treatmentWould you return to this hospital for treatment

--10102525190190••Did you feel that you have enough knowledge about your illness tDid you feel that you have enough knowledge about your illness to o 
take care of yourself at home? take care of yourself at home? 

1115151818191191•• Do you know about the referral pattern  Do you know about the referral pattern  

--10103131184184•• Were you taken seriously when you asked questions Were you taken seriously when you asked questions 

101055553535125125••Did the hospital staff assist to make arrangements for you when Did the hospital staff assist to make arrangements for you when 
you were discharged you were discharged 

9944443737135135••Was your family advised about changes in your condition? Was your family advised about changes in your condition? 

--13132525187187••Do you think visiting hours are known and convenient to the Do you think visiting hours are known and convenient to the 
community?community?

Did not Did not 
answer answer 

Unsure Unsure No No Yes Yes QUESTIONS QUESTIONS 
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CONCLUSION CONCLUSION 

•• Due to very cold and rainy weather conditions we were unable to Due to very cold and rainy weather conditions we were unable to reach our reach our 
targeted numbers of patients, however we conducted the survey betargeted numbers of patients, however we conducted the survey because it cause it 
was scheduled to take place on that day. was scheduled to take place on that day. 

•• The following departments were interviewed; G ward, The following departments were interviewed; G ward, EthembeniEthembeni clinic, clinic, 
Pharmacy, OPD and ward 1Pharmacy, OPD and ward 1--5. 5. 

•• RESULTSRESULTS
In almost all the topics and questions asked, responses from patIn almost all the topics and questions asked, responses from patients were ients were 

positive and there is only a small percentage that is unhappy. Bpositive and there is only a small percentage that is unhappy. Briefly, riefly, 
according to the findings of this survey a greater percentage ofaccording to the findings of this survey a greater percentage of our clients our clients 
are satisfied, nevertheless, great consideration should be givenare satisfied, nevertheless, great consideration should be given to the to the 
negatives ones as well and improve our services . negatives ones as well and improve our services . 

Well done!!  Well Done!!   Well Done!! Shepie Well done!!  Well Done!!   Well Done!! Shepie 


