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While managing a hospital it’s important to achieve such a result which, first of all, a patient will be satisfied with. In improving health care system it’s essential to find out what a patient expects from medical care rendered to him. In order to improve quality of medical care it’s necessary to analyze conditions under which this care is rendered to a patient and the factors affecting this care. Administrative decisions aimed at improving efficiency of work in medical institutions are worked out on the basis of results of a sociological survey among patients, medical staff and experts’ objective appraisal. 

A sociological survey showed that 57% of medical personnel consider the organization of medical care to be of a medium level. Constraint of medical care availability is determined by a number of reasons. Thus, rather often patients can’t receive treatment or diagnostics because of absence of medical equipment in a hospital. A hospital is insufficiently supplied with necessary specialists. As a result 46% of hospital physicians often send their patients to other hospitals. 45% of medical staff believes that a patient doesn’t have a real opportunity of choosing a hospital. 37% of the respondents stated that the area where a hospital is situated is not quite convenient for patients.

Medical staff pointed out the following drawbacks of the organizational process:

· Improper operating schedule of the rooms (18%);

· Long queues waiting for receiving treatment procedures (17%);

· Loss of results of analyses and diagnostic tests (7%);

· Imperfect and poor pre-admission preparation of a patient;

· Understaffed paramedical personnel.

From a patient’s point of view quality of medical care is determined by availability of care, medical staff’s qualification and professionalism, material and technical conditions, toilet facilities, nutrition, medicine supply, medical personnel’s courtesy, adequacy of medical care. Assessments of a hospital made by patients are a level of their satisfaction. While interviewing the patients it was determined that most of them are satisfied with the quality of medical care. The weight of this group amounted to 92 – 99% in policlinics and to 78 – 87% in hospitals.

Patients think that they are rendered adequate medical care, extent of patient examination and the treatment is sufficient. Patients, as a rule, are satisfied with the advice physicians give them, concerning, for example, medication, dietary habits. Paramedical personnel of hospitals manage technique of treatment procedures rather well. About 96% of patients point to politeness and kindness of physicians and paramedical personnel.

In general, assessing such factors as the level of medical staff’s qualification, services and organization of medical care, 28 – 33% of the patients pointed to their improvement during last years.

At the same time cases of low level of satisfaction with medical care were registered. Reduction of the level of patients’ satisfaction with the quality of medical care is determined by insufficient material, technical and medicine supply of a treatment and diagnostic process (from 32% to 49%), low-quality nutrition in hospitals (58%), non-observance of sanitation and antiepidemic requirements in hospitals.

[image: image1.wmf]9

30

35

26

staff's politeness

result of the treatment

comfort and cleanness of rooms

equipment availability

The Structure of Factors affecting the level of patients’ satisfaction

 with the quality of medical care

The conducted sociological studies allowed, first, receiving on-line information about hospitals’ activity. Second, to identify the level of patients’ satisfaction with medical care rendered to them. Third, to reach adequate managerial decisions aimed at improvement of the quality of a hospital’s functioning.

On the basis of the results of sociological studies an objective assessment of the quality of medical care is made. A patient’s opinion and results of the examination form a hospital’s rating on the quality of care. At the first stage of determining a hospital’s rating conditions of rendering medical care in a hospital are assessed, in particular, the level of financing a hospital taking into account the extent of municipal order and the percentage of the plan realization at the moment of the rating determination.

The indices of an expert’s evaluation: groundless stay at stages, untimely discharge which resulted in deterioration of the patient’s status, defects of treatment, introduction of new technologies, grounded complaints, unjustified use of paid services.

A hospital’s activity is evaluated on the basis of indices of a hospital, centre of out-patient surgery, ensuring continuity in rendering medical care at out-patient and in-patient stages, repeated emergency calls to the patients who need observation in policlinics, the level of the quality of treatment, iatrogenic.

A hospital’s rating is assessed at least once a year. Information of the rating is available to users of medical care, bodies of healthcare management and medical insurance, mass media.

A situation analysis of hospitals’ activities allowed emphasizing priority guidelines on improving conditions of rendering medical care. The first one is connected with reducing a hospital’s expenses by means of managing flows of patients, turning to new treatment technologies and methods, increasing the role of primary health care and public assistance services, creating stimuli for shortening a hospital stay period, organizing continuity while passing patients to other levels of medical care. The second guideline is perfection of intrahospital management processes at the expense of raising a general level of staff’s managerial skill, supplying with modern information systems, introducing methods of continuous promotion of quality of medical care, fixing calculation measurement data of a hospital’s activity.

A repeated survey among patients showed an increase in the level of their satisfaction with medical care by 16%, medical supply by 10%, and nutrition in the hospital by 5%. Evaluation of the level of medical staff’s qualification and material support rose. Toilet facilities were observed in 75% of cases, laboratory and diagnostic examination met the standards in 83 – 99%. A number of patients’ complaints about poor quality of medical care diminished by 2 times. A number of refusals connected with withholding urgent medical care reduced by 2 times. A number of complaints caused by deontology violations decreased.
Thus, a comprehensive approach in hospital management allows achieving the results aimed at increasing the patient’s satisfaction with the medical care rendered to him.
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