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Introduction 
Satisfaction is a function of a perceived discrepancy from an initial 

expectation, when the service or product received is above the expected 
level the clients become satisfied. On the other hand, if the clients 
received a product or service below the expected level they become 
unsatisfied [1, 2]. Customer satisfaction is defined as a customer’s 
perception of the degree to which the customer’s requirements have 
been fulfilled. This definition clearly shows that customer satisfaction 
is a subjective judgment of whether their requirements (not the 
contractual obligations) are fulfilled. It also points out that customer 
satisfaction is not a yes/no issue, but a range of different levels of 
satisfaction [3, 4]. 

Outpatient department patient satisfaction level is a method of 

measuring the happiness or satisfaction of patients due to the service 
or product delivered to them by health institution employees in terms 
of quantitative methods. Satisfaction on its own is difficult to measure 
because the factor that satisfied someone will not be satisfied the other 
as well there is no single factor that determines the level of satisfaction 
[5-7]. The healthcare industry is undergoing a rapid transformation to 
meet the ever-increasing needs and demands of its patient population. 
The level of patient satisfaction is an important health outcome, which 
is regarded as a determinant measure of the quality of care [8-12]. 
Despite technological advancement and sophisticated organizational 
management systems, developing countries are unable able to meet the 
basic health needs of their people, especially for poor and vulnerable 
populations [13, 14]. Health services in Ethiopia are primarily 

Abstract
Background: Patient satisfaction in the outpatient department is characterized by a positive personal perception 

of the item or service received from the health institution. Despite patient satisfaction being the pillar for individual 
patient recovery from disease, there is a lack of information about it. 

The purpose of this study was to figure out what factors affect patients’ level of satisfaction at private and public 
health facilities in, Southwest Ethiopia.

Methods: An institution-based comparative cross-sectional study was conducted from April 1 to May 15, 2021. 
This investigation was done on 348 study participants; from those 174 clients were from private institutions an 
institution-based comparative cross-sectional study and 174 clients were from public health institutions. A systematic 
random sampling method was used to select individual study participants. Key informant interview was conducted 
on eight health professionals who were selected by purposive sample technique. Ordinal logistic regression and the 
independent sample Mann-Whitney U test were used to analyze inferential data by using SPSS version 20 software.

Result: The result of this study revealed that being male β= -1.36 [p = 0,002, 95%CI (-2.23-to -0.50)], Tangibility 
β= 0.62 [p = 0, 003, 95%CI (0.077- 1.15)] assurance β= 1.34 at [p < 0, 001, 95%CI (0.62- 2.07)] and responsiveness 
β= 1.12 [p < 0, 001, 95%CI (0.52- 1.91)] were statistically significant effect on the level of satisfaction in a public 
health facility. While empathy β= 2.78 [p < 0.001, 95%CI (1.73- 3.8)] and tangibility β= 0.95 [p = 0, 013, 95%CI 
(0.201- 1.69)] were statistically significantly associated. 

Conclusion: Patients at private health facilities had better levels of satisfaction than public health facilities. 
This study recommends that to improve patient satisfaction; health providers, zonal health office, regional health 
administration, and the minister of health should work collaboratively to improve satisfaction with the “right drug for 
the right patient” principle. In addition, governmental health facilities should work with other stakeholders to improve 
patient satisfaction levels.
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financed from many sources are the federal and regional governments, 
grants and loans from bilateral and multilateral donors, non-public 
organizations, and private institutions. Relative to other organizations 
in Ethiopia huge amount of finance is allocated to health institutions 
but the service delivery system is not developed and does not get the 
need of customers this remains a major challenge for the health care 
system of Ethiopia [15- 18].

Most studies done on, this title was only one paradigm (quantitative) 
method. However, Satisfaction is a very complex concept with 
multiple definitions and applications. It could also be the reflection 
of an individual’s psychological makeup, belief, value systems, and 
environmental and cultural factors. Due to this study, qualitative data 
were added included order to increase the credibility of the results [19- 
21].

Southwest region is a large region but there is no study, which is 
related to this paradigm so this study aims to assess Patient satisfaction 
level and its determinant in outpatient departments in the case of 
public and private health facilities in Southwest, Ethiopia in 2021 

Research question

 Is there a significant difference in patient’s level satisfaction 
between private and public health facilities?

 What is the nature of the relationship between quality of 
health service dimensions and patient satisfaction levels at private and 
public health facilities?

 What is the effect of socio-demographic factors on patient 
satisfaction levels at private and public health facilities? 

Objectives
General objective

To examine determinates of patient’s level of satisfaction at private 
and public health facilities in southwest Ethiopia 

Specific objective

To determine the effect of a socio-demographic factor on the 
patient satisfaction level

To compare patient satisfaction levels between public and private 
health facilities

To examine the relationship between quality of health service 
dimensions and patient satisfaction level

Significance of the study

Ethiopia is one of the developing countries where health service 
is not properly addressed to individuals in the right way and at right 
time in both public and non-public health institutions. Due to this, 
the level of satisfaction is low; it needs improvement by identifying the 
determinant factors.

Health professionals mostly focus on how to treat the patient 
depending on the treatment guideline but give less attention to patient 
satisfaction, so this study result will be used to increase the awareness 
of health professionals towards their patient’s satisfaction level by 
delivering appropriate products and services.

Since there was variability in the level of satisfaction and its 
determinants in many studies, the finding of this investigation will 
show the real level of satisfaction and its determinants in the study area.

The finding of this study was also used as a source of scientific 
evidence and performance evaluation for clinical managers, zonal 
health bureaus managers, and other NGOs who are working on health. 

Methods
Study design and period 

A comparative cross-sectional study design triangulated with the 
qualitative study was employed from April 1 to May 15, 2021

Study area

Bench Sheko zone is one of the 25 zonal administrations in 
the SNNP region of Ethiopia, located 562 km away from Addis 
Ababa (the capital city of Ethiopia). According to Bech Sheko public 
administration office evidence, the total population of the zone is 
estimated to be 639,669 from those 323, 013 are females, 316,616 are 
males and the number of under-five children in the zone is estimated 
to be 97,616. The population of Mizan Aman town is estimated to be 
52,210 from 18,625 of whom are male and the rest 31,135. In Mizan 
Aman town, four health facilities give treatment services to patients. Its 
climatic condition is temperate climatic condition and gets rain most 
of the time in different seasons per year. In the area people’s major 
economic source, mostly depend on coffee growing, in some area 
farming, and livestock rearing. The major food crops grown are maize, 
rice; coffee, teff; godere (taro root), inset, sorghum, wheat, and bean.
the cash crops including fruits(banana, orange, pineapple) and spices 
(ginger, coriander). 

Sources of data & data collection techniques

This research used primary sources of data with a face-to-face 
interview with a pre-tested structured questionnaire adapted from the 
patient satisfaction index (PSQ 18) and other published literature used 
to collect data on socio-demographic characteristics and quality of 
service-related variables [22-25]. Pre-testing of the questionnaire was 
made to ensure the quality of the data. Pre-test performed on 10% (35 
respondents) of sample size students in one of the unselected health 
facilities before actual data collection. After pre-tested, clarifications 
and corrections are done on the questionnaire accordingly. Moreover, 
the English version questionnaire was translated into Amharic by the 
language expert and then back to English to maintain its consistency. 
Data quality is maintained by recruiting data collectors who had 
worked at the health institution and giving training. The data collectors 
& supervisors provided training for two days before data collection on 
the objective of the study. Moreover, giving training was important for 
how to collect data for this study purpose, using face-to-face interviews. 
The place where the interview takes place may affect the feeling of the 
respondent to minimize this bias the interview took place at a private 
place and assuring the confidentiality of information. The supervisors 
throughout the data collection period were closely monitoring the data 
collection process. Made close communication with data collectors and 
supervisors when gaps identified corrections made timely.

Target population 

Source population 

All patients who come to the outpatient department in the 
selected public or private health facilities between April first to May 
15 /05/2021 were the source population. For the qualitative part, the 
source population was health professionals from each private and 
public health facility. 
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Study population 

All selected eligible patients who got service from the outpatient 
department in time between April first to May 15 /05/2021. Participants 
of the key informant interview were heads of health facilities and 
selected health professionals from each private and public health 
facility. 

Study unit 

Selected individuals

Eligibility criteria

All clients who came to private and public health facilities to seek 
health services within one year. 

Inclusion criteria
All clients aged 18 or above were included in the study. 

Exclusion criteria

Those seriously ill individuals who could not give a response were 
excluded from the study.

Sample size calculation and determination 

The sample size was determined with double population proportion 
formula. The following assumption was considered 95% confidence 
interval, power of 80 %, and private-to-public health sample size ratio 
was 1:1. According to the study done in East Wolega On the title of 
outpatient client’s satisfaction among private and regular (public) 
health care service reported that the proportion of satisfaction among 
private health facility was 68.84% and satisfaction among regular 
(public) health facility was 58.16%. By using this proportion the 
final sample size was calculated as follows. For qualitative part 8 key 
informants (three health professionals from public and one private 
health facility the remaining 2 study participants were selected from the 
rest of the private health institutions which was included in the study). 

( ) ( ) ( )
( )

p1 1 p1 p2 1 p2 Z  z / 2 2
2 1 2p p

− + − β + α  
−

 

n = 
( ) ( ) ( )

( )
0.5816 1 0.5816 0.6884 1 0.6884 0.84 1.96 2

0.6884 0.5816 2
− + − +  

−

n = 316

The where:-n sample size included in the study

P1 = is the proportion of the population who served in public health 
service, this was 58.16%

P2 = is the proportion of the population who served at private 
health service, this was 68.84%

Z α/2 = is the standard score value for a 95 % confidence level for 
two sides of normal distribution, this is 1.96

Z β = the power on 80%, this is 0.84

By considering non-respondents 10%, the total sample size was 
347.6 which approximates 348.

 Therefore, 174-study participants taken from each of the private 
and public health facility wings

In the case of the qualitative study, three study participants were 

taken from the public health center and 5 study participants were taken 
from private health institution

The total number of study participants for both studies (qualitative 
and quantitative) was 356.

Sampling procedure and sampling technique 

There are four health facilities, which give service in Mizan Aman 
town, from those three, are private health facilities and one public 
health facility. To take a sample the health facilities were stratified 
into two strata (private and public health facilities). Then from three 
private health facilities, (two were selected by simple random sampling 
methods). Since there is only one public health facilities gives service in 
the area it was purposely included in the study. Next, the sample size is 
equally stratified into two wings that are 1:1 ratio for private and public 
health facilities. For private health facilities, probability proportionate 
to sample size (PPSs) allocation is used to allocate the calculated 
sample size to selected health facilities in each stratum. Finally, the 
study participants were selected using a systematic random sampling 
method. From each stratum of private health, facilities the individual 
study participants were selected with systematic random sampling 
methods with a k interval of 11th position. All study participants with 
every 11th position were included in the sample whereas, in public health 
facilities, every k interval of the 10th position was included in the sample 
(Figure 1). For qualitative data, the 3-health professionals have selected 
from public health facilities the rest of the 5 study participants were 
selected from private health facilities. Purposive sampling methods 
were used to select individual study participants for qualitative study. 

Operational definition terms

 The patient is an individual who deviates from or restricts 
physical activity and psychological wellness. 

 SERVQUAL: a service quality measurement instrument 
proposed by Parasuraman (1985) [26].

 SERVPEF: directly measure customers’ perception of service 
performance that assume respondent automatically compare 
their perception of service quality level with their expectation of 
that service [27]. 

 OPD is one part of the functional unit in the health department in 
which individuals with health problems acquire health services. 
Patients who have gotten health services from OPD should be 
ambulatory and not stay in the health center overnight.

 Satisfaction the term ‘satisfaction’ refers to the simple feeling/
state of the patient who has gotten treatment at OPD.

 Patient satisfaction level was measured through a Likert scale 
that strongly disagrees, dis agree neutral, agree, and strongly 
agree (34) 

 Public health facilities- health facilities established primarily to 
give service to the public 

 Private health facilities are health organizations, which primarily 
established for profit [28].

Method of data analysis & presentation

The collected data were edited, coded, and enter into Epi data 
version 4.4.2 and then export to SPSS version 20 for windows program 
for analysis. Data was exploring analysis carried out to check the levels 
of missing values, multi-collinearity, and parallel line test. Cross-
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tabulation and frequency tables were used to report the descriptive 
data. Independent sample Mann- Whitney U test was used to test 
whether the observed difference in patient satisfaction between private 
and public health facility wings was significant or not. Bi-variable 
ordinal regression model done to identify candidate independent 
predictors from a given model, variables having a P-value ≤0.25 during 
bi-variable ordinal regression analysis entered into the multi-variable 
ordinal regression analysis model. Association was summarized by 
using log odd value, statistical significance was declared at 95% CI, 
power 80%, and P-value <0.05. For the qualitative part, audio records 
were transcribed and translated into English. Finally, quotes from 
participants’ expressions that exemplify key concepts are triangulated 
with quantitative results in analysis and interpretation.

Results 
Socio-demographic characteristics and quality of health 
service-related factors

From 348 quantitative studies, participants, included in study 174, 
were from public health facilities and 174 from private health facility 
wings. About 60 percent of respondents were female in public health 
facilities whereas 90(51.3%) of respondents were female in private health 
facilities. Nearly one-third of the sample in public health facilities came 
from urban areas but in the case of private health facilities 107(61.5%) 
were comes from urban areas the rest of the respondents came from 
rural areas. Only 16(9.2 %) of individuals from total respondents in 
private health facilities attended university and above. However, in the 
case of public health facilities 28(16.1%) attended university, and the 
rest of the respondents does not attend university. More than half of 
the study participants 96 (52.2%) belonged to Bench in ethnicities in 
private health facilities but in the case of public health facilities about 
73 (42%) were Bench in ethnicities. (Table 1)

Independent sample Mann-Whitney U test for perceived 
quality of service between private and public health facilities 

As the collected data was not normally distributed, to compare 
the perceived quality of service between two groups that are private 
and public health facilities, a non-parametric test was preferable. The 
comparison group was two independent groups so an independent 
sample Mann-Whitney U test was used in the analysis. According to this 
test, from five dimensions (tangibility, reliability, empathy, assurance, 
and responsiveness), there is a significant difference in assurance and 
responsiveness difference between private and public health facility 
wings with p- values 0.035 and 0.021 respectively ( Table 2). 

Level of satisfaction in different components of outpatient 
health care service

About half of the study participants 32(18.4%) were very satisfied 
with the information delivered by the health care providers whereas, in 
the private health facilities wing, 45(25.9%) study participants were very 
satisfied with the information delivered by the health care provider. 
More than half of the study participants 89 (51.1%) from private 
health facilities were just satisfied by the time spent with health care 
providers whereas 81(46.6%) responders from public health facilities 
became satisfied with the time spent with health care providers. About 
35(20.1%) of individual study participants from the private health 
facility wing were very satisfied with the communication skill of health 
care providers. However, in the case of the public health facility wing, 
30 (17.2%) were very satisfied with the communication skill of health 
care providers. As shown in (Tables 3 and 4).

Overall satisfaction with private and public health facility 
wings

Of the 174 individuals who attend public health facilities 9(5.2%) 
37(21.3%) 6(3.4%) 91 (52.3), and 31(17.8%) were very dissatisfied, 
dissatisfied, neutral, satisfied, and very satisfied respectively (Figure 2). 
However, in private health facilities wings 1(0.6%) 24(13.8%) 2(1.1%) 
107 (61.5), and 23 (23%) were very dissatisfied, dissatisfied, neutral, 
satisfied, and very satisfied respectively (Figure 3). From the output 

Figure 1: Schematic representation of sampling procedure.
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of descriptive statistics, there is a clear level of satisfaction difference 
between private and public health facilities but to know whether the 
numerical difference is statistically significant or not we were going to 
do the Mann-Whitney U test in the next section.

Independent sample Mann-Whitney U test of the level of 
satisfaction difference among private and public health 
facilities 

As the collected data is not normally distributed, to compare the 
level of satisfaction between difference two groups that are private 
and public health facilities non-parametric test is preferable. The 
comparison group is two independent groups so an independent 
sample Mann-Whitney U test was used in the analysis. According to 
this test, there is a significant level of satisfaction among private and 
public health facility wings with a p-value less than 0.0013. (Table 5)

Factors associated with patient’s level of satisfaction in private 
and public health facilities

Bi-variable ordinal logistic regression (one predictor variable with 
the outcome variable) was running and all predictor variables that had 
a p-value less than 0.25 were included in multi-variable ordinal logistic 
regression. The following independent variables in a private health 
facility were candidates for the final model in the multi-variable ordinal 
logistic regression analysis. Those were of the respondent, marital status, 
tangibility, reliability, empathy, assurance, and responsiveness. In the 
case of public health facilities, the following independent variables 
in a private health facility were candidates for the final model in the 
multi-variable ordinal logistic regression analysis. Those were sex, 
educational status of respondents, marital status, reliability, assurance 

 Public OPD Private OPD
Variables Categories Frequency Percent 

(%)
Frequency Percent 

(%)
Sex
 

Male 99 56.9 90 51.3
Female 75 47.1 84 49.7

Educational 
status 
 
 
 

Illiterate 20 11.5 22 12.6
able to read and 
write 

30 17.2 29 16.7

attend primary 
education

38 21.8 37 21.3

attend secondary 
school and above

58 33.3 70 40.2

university and 
above

28 16.1 16 9.2

Ethnicity of 
respondent 
 
 
 
 
 

Bech 73 42 96 55.2
Skeko 20 11.5 16 9.2
Keffa 42 24.1 43 24.7
Amhara 18 10.3 2 1.1
Oromo 16 9.2 14 8
Others 5 2.9 3 1.7

Religion 
 
 
 
 

Orthodox 48 27.6 38 21.3
Muslim 33 19 29 16.7
Protestant 82 47.1 99 56.9
Catholic 10 5.7 3 1.7
Others 1 0.6 5 2.9

Occupation 
 
 
 
 

Farmer 35 20.1 37 21.3
Merchant 39 22.4 34 19.5
employed 63 36.2 71 40.8
Student 23 13.2 19 10.9
house wife 14 8 13 7.5

Marital 
status
 
 
 
 

Single 62 35.6 44  
Married 107 61.5 116 25.3
Widow/widowed 2 1.1  66.7
Separated 1 0.1 3 1.7
Divorced 2 1.1 6 3.4

Residence 
 

Urban 118 67.8 107 61.5
Rurar 56 32.2 67 38.5

Table 1: Socio-demographic characteristics of outpatient’s level of satisfaction in 
Mizan Aman town southwest Ethiopia, 2021.

Null 
hypothesis

Perceived quality 
measurement items 

type of test P value Decision

The 
distribution 
of quality 

dimensions 
are the 

same across 
categories of 
private and 

public health 
facility wings

Tangibility Independent 
sample Mann- 
Whitney U test

0.391 Fail to reject 
null hypothesis

Reliability 0.85 Fail to reject 
null hypothesis

Empathy 0.7 Fail to reject 
null hypothesis

Assurance 0.035 Reject to 
reject null 
hypothesis

Responsiveness 0.021 Reject to 
reject null 
hypothesis

Table 2: Independent sample Mann-Whitney U test for quality dimensions 
difference at private and public health facilities in Mizan Aman town southwest 
Ethiopia, 2021.

Figure 2: Overall patients’ level of satisfaction at public health facilities in Mizan 
Aman town: 2021.

Figure 3: Overall patients’ level of satisfaction at private health facilities in Mizan 
Aman town: 2021.
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empathy, and responsiveness.

Multi-variable original logistic regression model showing 
predictor of level satisfaction in the public health facility

According to multivariable ordinal logistic regression analysis, 
the model outcomes the following predictor variables statistically 
associated with the patient’s level of satisfaction. Those were becoming 
male, tangibility, assurance and statistically associated with patient’s 
level of satisfaction 

The ordered logit for “males” being in a higher dependent variable 
category (i.e. satisfaction level score > 4) is 1.36 less than “females” 
when the other variables in the model are held constant [p = 0,002, 
95%CI (-2.23- -0.50)]. This quantitative result was supported by a 
key informant interview conducted on a 33years old health male 

professional who said that “there are different reason that contributes 
to males being less satisfied than girls the first reason are males comes 
in our OPD expect more respect, and service from us the other reason 
is that male need injectable medication than females. Due to this 
when we give tablet medication to them, they become unsatisfied and 
complained about our service delivery system”.

A one-unit increase in the “tangibility score in giving service for 
the client” would result in a 0.62 unit increase in the ordered log odds 
of being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p = 
0, 003, 95%CI (0.077- 1.15)]. This quantitative result was supported by 
a key informant interview conducted on a 34-year-old female health 
provider from public health facility who said, “Currently the health 
facility uses modern technology such as management information 

 Perceived client response at private OPD
Items VD Dissatisfied Neutral Satisfied VS 

No (%) No (%) No (%) No (%) No (%)
How satisfied are you by distance to health service 13 (7.5%) 22(12.6%) 37(21.3%) 55(31.6%) 47(27%)
 How satisfied are you on the information deliver by provider 9(5.2%) 34(19.5%) 26(14.9%) 73(42%) 32(18.4%)
How satisfied are you by time spent until seen by health profession 16(9.2%) 51(29.3%) 19(10.9%) 65(37.4%) 23(32.2%)
How satisfied are you by respect and coursity 8(4%) 32(19%) 18(10.3%) 86(49.4%) 30(17.2%)
How satisfied are you by the time spent with care provider 6(3.4%) 32(18.4%) 31(17.8%) 81(46.6%) 24(17.8%)
How satisfied are you privacy drying treatment 9(5.2%) 37(21.3%) 17(9.8%) 81(46.6%) 30(17.2%)
How satisfied are you by cleanness of opd 16(9.2%) 39(22.4%) 24(13.6%) 61(35.1%) 34(19.5%)
How satisfied are you by communication skill of provider 21(12.1%) 32(18.4%) 32(18.4%) 59(33.9%) 30(17.2%)
How satisfied are you by availability of drug supply 44(25.2%) 37(21.3%) 6(3.4%) 41(23.6%) 46(26.4%)
How satisfied are you cleanness of toilet 32(18.4%) 36(20.7%) 18(10.3%) 51(29.3%) 37(21.3%)
how much are you satisfied by cost paid 27(15.5%) 56(32.2%) 14(8%) 44(25.3%) 33(19%)
How satisfied are you information about treatment 8(4.6%) 17(9.8%) 31(17.8%) 84(48.3%) 34(19.9%)
How satisfied are you by the wellness of provider to respect your 
request 

2(1.1%) 23(13.2%) 25(14.4%) 94(54%) 30(17.2%)

VD= very dissatisfied, SV = very satisfied

Table 3: Outpatient’s level satisfaction at public health facilities with different components in Mizan Aman town south west Ethiopia, 2021.

 Perceived client response at private OPD
Items VD Dissatisfied Neutral No 

(%)
Satisfie No 

(%)
VS 

 No (%) No (%) No (%)
How satisfied are you by distance to health service 12 (6.9%) 42(24.1%) 23(13.2%) 68(39.1%) 29(16.7%)
 How satisfied are you on the information deliver by provider 6(3.4%) 33(19%) 30(17.2%) 85(48.9%) 20(11.5%)
How satisfied are you by time spent until seen by health profession 11(6.3%) 45(25.9%) 16(9.2) 85(48.9%) 17(9.8%)
How satisfied are you by respect and coursity 5(2.9%) 23(13.2%) 22(12.6%) 75(43.1%) 49(28.2%)
How satisfied are you by the time spent with care provider 4(2.3%) 22(12.5%) 39(22.4%) 74(42.5%) 35(20.1)
How satisfied are you privacy during treatment 6)3.4%( 19(10.9%) 33(19%) 89(51.1%) 27(15.5%)
How satisfied are you by cleanness of opd 10(5.7%) 32(18.4%) 31(17.8) 76(43.7%) 25(14.4%)
How satisfied are you by communication skill of provider 13(7.5%) 18(10.3%) 25(14.4%) 83(47.7%) 35(20.1%)
How satisfied are you by availability of drug supply 24(13.8%) 20(11.5%) 24(13.8%) 65(37.4%) 41(23.6%)
How satisfied are you cleanness of toilet 24(13.8%) 43(24.7%) 22(12.6%) 58(33.3%) 27(15.5%)
how much are you satisfied by cost paid 23(13.2%) 37(21.3%) 25(14.4%) 42(24.1%) 47(27%)
How satisfied are you information about treatment 4(2.3%) 12(6.9%) 29(16.7%) 84(48.3%) 45(25.9%)
How satisfied are you by the wellness of provider to respect your request 15(8.5%) 14(8%) 91(52.3%) 54(31%) -

Table 4: Outpatient’s level satisfaction at private health facilities with different components in Mizan Aman town south west Ethiopia, 2021.

Null hypothesis Test type Type of Health facilities Rank P value Decision
 The is the same LS 
categories of public and 
private health facilities 

 Independent sample Mann- 
Whitney U test

Private 187.96   
  0.013 Reject the null 

hypothesis
Public

 
161.04

 

Table 5: Independent sample Mann-Whitney U test for level of satisfaction at private and public health facilities in Mizan Aman town southwest Ethiopia, 2021.
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system and health professionals keep professional ethics like wearing a 
white coat this makes the patient more satisfied”

A one-unit increase in the “assurance score in giving service for a 
client” would result in a 1.34 unit increase in the ordered log odds of 
being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p 
< 0, 001, 95%CI (0.62- 2.07)]. This quantitative result was supported 
by a key informant interview conducted on 28 years old female 
health professional from public health facility reply “the behavior of 
individuals who works here…have excellent behavior that increases 
the happiness and satisfaction our clients….employee work here have 
good experience and reply any ambiguity and questions that raised by 
patients.” 

A one-unit increase in “responsiveness score in giving service for 
the client” would result in a 1.12-unit increase in the ordered log odds 
of being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p < 
0, 001, 95%CI (0.52- 1.91)]. This quantitative result was supported by 
a key informant interview conducted on 32 years old male healthcare 
provider who works at public health facility said that “here we are 
giving very fast service for individuals. Here all health professionals 
are eager to assist the patient with respect and provide quick service to 
satisfy most patients (Table 6). 

Multi-variable original logistic regression model showing 
predictor of level satisfaction in the private health facility

In private health facilities, predictor variables such as empathy and 
tangibility were statistically significant in association with outpatient 
department patients’ level of satisfaction. 

A one-unit increase in the “tangibility score in giving service for 
the client” would result in a 0.95 unit increase in the ordered log odds 
of being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p = 
0, 013, 95%CI (0.201- 1.69)]. This quantitative result was supported by 

a key informant interview conducted on 40 years old male health care 
provider who works at a private health facility reply that “here we have 
technologies like ultrasound and different laboratory regent and we use 
electronic reporting system. Due to the above reason, patients become 
happy with this technology”

A one-unit increase in “empathy score in giving service for the 
client” would result in a 2.78 unit increase in the ordered log-odds of 
being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p 
< 0.001, 95%CI (1.73- 3.8)]. This quantitative result was supported 
by a key informant interview conducted on 36 years old female 
healthcare provider who works at a private health facility said, “We 
treat our patient like a king and try to understand their feeling and give 
compressive service due to this all patent come to me always go with a 
smile” (Table 7).

Discussion 
Overview of satisfaction level 

In the current study of individuals who attended public health 
facilities the prevalence of level of satisfaction was 9(5.2%) 37(21.3%) 
6(3.4%) 91 (52.3), and 31(17.8%) very dissatisfied, dissatisfied, neutral, 
satisfied and very satisfied respectively. However, in private health 
facility wings 1 (0.6%) 24(13.8%) 2(1.1%) 107 (61.5), and 23 (23%) 
were very dissatisfied, dissatisfied, neutral, satisfied, and very satisfied 
respectively. This indicated that there is a statistically significant 
difference level of satisfaction between private and public health facility 
wings with p- a value less than 0.0013. This study aligns with the study 
done in Addis Ababa [24]. the possible reason for this difference might 
in private health facilities healthcare providers give big respect for the 
individual patient to keep them or not go to another health facility this 
gives customer/patient become more satisfaction with medical service. 
The expected hypothesis was that level of satisfaction was that there is 
a significant satisfaction difference between private and public health 
facilities. Following this, the null hypothesis stated that there is no 

Variables  Estimate Standard error 95%CI p-value
Threshold [satisfaction=1] 1.65 1.94 -2.16, 5.47 0.39

[satisfaction=2] 6.22 2.07 2.17, 10.28 0.003
[satisfaction=3] 6.67 2.08 2.59, 10.74 0.001
[satisfaction=4] 11.69 2.26 7.26, 16.13 <0.0001

Sex Male -1.36 0.44 -2.23, -0.50 0.002**
Female 0    

Level of education 
 

Illiterate -0.99 0.85 -2.65, 0.68 0.25
Able to read and write -2.48 0.84 -4.13, -0.82 0.703
attend primary education -2.09 0.8 -3.65, -0.53 0.509
attend secondary school and above -2.17 0.74 -3.61, -0.72 0.903
university and above 0    

Marital status
 

Single -0.89 1.07 -2.99, 1.21 0.41
Married -1.53 1.03 -3.55, 0.49 0.14
Widow/widowed -4.2 1.59 -7.32, -1.08 0.408
Separated -8.68 2.7 -13.98, -3.38 0.201
Divorced 0a    

Reliability  0.12 0.43 -0.72,0.97 0.77
Assurance  1.34 0.37 0.62, 2.07 <0.001**
Empathy  -0.13 0.43 -0.89, 0.72 0.75
Responsiveness  1.12 0.36 0.52, 1.91 <=0.0001**
Tangibility  0.62 0.27 0.077,1.15 0.003**
  1a    

Table 6: Multi-variable ordinal logistic regression models for predicted level of satisfaction at public health facility in Mizan Aman town Southwest Ethiopia, 2021.
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significant difference in patient’s level satisfaction between private and 
public health facilities was rejected.

Predictors of the level of satisfaction in the public health 
facility

The ordered logit for “males” being in a higher dependent variable 
category (i.e. satisfaction level score > 4,) is 1.36 less than “females” 
when the other variables in the model are held constant [p = 0,002, 
95%CI (-2.23- -0.50)]. This study outcome is aligned with the study 
done in Addis Ababa with the same title reported that being female was 
more satisfied than male individual respondents [23]. This quantitative 
result was supported by a key informant interview conducted on a 
33years old health male professional who said that “there are different 
reason that contributes to males being less satisfied than girls the first 
reason are males comes in our OPD expect more respect, and service 
from us the other reason is that male need injectable medication than 
females. Due to this when we give tablet medication to them, they 
become unsatisfied and complained about our service delivery system”.

The possible reason for this difference might be males are expected 
more from the treatment service than females. The expected hypothesis 
was that socio-demographic factors have a significant effect on patient-
level satisfaction at private and public health facilities. Following this, 
the null hypothesis stating that socio-demographic factors have no 
significant effect on patient-level satisfaction at private and public 
health facilities was rejected.

A one-unit increase in the “tangibility score in giving service for 
the client” would result in a 0.62 unit increase in the ordered log odds 
of being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p = 
0, 003, 95%CI (0.077- 1.15)]. This quantitative result was supported by 
a key informant interview conducted on a 34-year-old female health 
provider from public health facility who said, “Currently the health 
facility uses modern technology such as management information 
system and health professionals keep professional ethics like wear a 
white coat this makes the patient more satisfied”

This study is aligned with the study done in Bangladesh [29]. The 
possible reason for this result might be when the technology, as well as 
all things, is up-to-date satisfaction of individual become satisfaction 
level. The expected hypothesis was that quality of health service 

Variables  Estimate Standard error 95%CI p-value
Threshold [satisfaction=1] 2.75 2.47 -2.1, 7.59 0.267

[satisfaction=2] 7.31 2.28 2.84, 11.77 0.001
[satisfaction=3] 7.47 2.28 3.00, 11.93 0.001
[satisfaction=4] 12.6 2.51 7.69, 17.51 <0.0001

Marital status Single 0.14 1.74 -3.27, 3.55 0.94
Married 0.0001 1.75 -3.42, 3.42 1
Widow/widowed 1.34 2.69 -3.93, 6.60 0.62
Separated -3.3 3.19 -9.54, 2.95 0.3
Divorced 0a .  .

Tangibility  0.95 0.38 0.201, 1.69 0.013*
Reliability  -0.23 0.39 -1.00, 0.55 0.56
Assurance  0.41 0.38 -0.33, 1.141 0.28
Empathy  2.78 0.54 1.73, 3.8 <0.001**
Responsiveness  -0.71 0.37 -1.43, 0.013 0.054
  1a    
*Shows significant associated variable with dependent variable variables 
**Shows highly associated variable with dependent variable variables 

Table 7: Multi variable ordinal logistic regression model for predicted level of satisfaction at private health facility in Mizan Aman town Southwest Ethiopia, 2021. 

dimensions significant effect on patient-level satisfaction at private 
or public health facilities. Following this, the null hypothesis stating 
that quality of health service dimensions has no significant effect on 
patient’s level satisfaction at private or public health facilities was 
rejected.

A one-unit increase in the “assurance score in giving service for a 
client” would result in a 1.34 unit increase in the ordered log odds of 
being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p 
< 0, 001, 95%CI (0.62- 2.07)]. This quantitative result was supported 
by a key informant interview conducted on 28 years old female 
health professional from public health facility reply “the behavior of 
individuals who works here…have excellent behavior that increases 
the happiness and satisfaction our clients….employee work here have 
good experience and reply any ambiguity and questions that raised by 
patients.” 

 This result is aligning with the study done at St. Mary University 
at the alert hospital (TADSSE, 2016). The possible reason for this result 
might be to give service friendly and respect and increase the satisfaction 
level of individual respondents. The expected hypothesis was that 
quality of health service dimensions significant effect on patient-level 
satisfaction at private or public health facilities. Following this, the 
null hypothesis stating that quality of health service dimensions has 
no significant effect on patient’s level satisfaction at private or public 
health facilities was rejected.

A one-unit increase in “responsiveness score in giving service for 
a client” would result in a 1.12 unit increase in the ordered log-odds of 
being in a “satisfaction score > 4” category while the other variables in 
the model are held constant. Which is statistically significant at [p < 
0, 001, 95%CI (0.52- 1.91)]. This quantitative result was supported by 
a key informant interview conducted on 32 years old male healthcare 
provider who works at public health facility said that “here we are 
giving very fast service for individuals. Here all health professionals 
are eager to assist the patient with respect and provide quick service 
to satisfy most patients. This result is aligning with the study done at 
St. Mary University at an alert hospital (12). The possible reason for 
this result might quickly give service increase the patient satisfaction 
level of individual respondents The expected hypothesis was that the 
quality of health service dimensions significant effect on patients’ level 
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of satisfaction at private or public health facilities. Following this, the 
null hypothesis stating that quality of health service dimensions has 
no significant effect on patient’s level satisfaction at private or public 
health facilities was rejected.

Predictors of the level of satisfaction in a private health facility

A one-unit increase in the “tangibility score in giving service for 
the client” would result in a 0.95 unit increase in the ordered log odds 
of being in a “satisfaction score > 4” category while the other variables 
in the model are held constant. Which is statistically significant at [p = 
0, 013, 95%CI (0.201- 1.69)]. This quantitative result was supported by 
a key informant interview conducted on 40 years old male health care 
provider who works at a private health facility reply that “here we have 
technologies like ultrasound and different laboratory regent and we use 
electronic reporting system. Due to the above reason, patients become 
happy with this technology”

This study is aligned with the study done in Addis Ababa alert 
hospital on the title of perceived quality effect on satisfaction reported 
that tangibility and satisfaction have direct proportional the possible 
reason for this outcome might be technological adoption and the use 
of data information might increase the level of satisfaction (12). The 
expected hypothesis was that quality of health service dimensions 
significant effect on patient-level satisfaction at private or public health 
facilities. Following this, the null hypothesis stating that quality of 
health service dimensions has no significant effect on patient’s level 
satisfaction at private or public health facilities was rejected.

A one-unit increase in “empathy score in giving service for a client” 
would result in a 2.78 unit increase in the ordered log-odds of being in a 
“satisfaction score > 4” category while the other variables in the model 
are held constant. Which is statistically significant at [p <0.001, 95%CI 
(1.73- 3.8)]. This quantitative result was supported by a key informant 
interview conducted on 36 years old female healthcare provider who 
works at a private health facility said, “We treat our patient like a king 
and try to understand their feeling and give compressive service due to 
this all patent come to me always go with a smile”. This study is align with 
the study done in Addis Ababa alert hospital on the title of perceived 
quality effect on satisfaction reported that empathy and satisfaction 
have direct proportional, the possible reason for this outcome might be 
when health care providers give attention to customers/patients there 
is increase their satisfaction level [30]. The expected hypothesis was 
that quality of health service dimensions significant effect on patient-
level satisfaction at private or public health facilities. Following this, 
the null hypothesis stating that quality of health service dimensions has 
no significant effect on patient’s level satisfaction at private or public 
health facilities was rejected.

Conclusion
As the researchers conclude based on an independent Mann-

Whitney U test patients’ in private health facilities had a better level of 
satisfaction than public health facilities. According to the multi-variable 
ordinal logistic regression result, the socio-demographic variable 
(being male) has a significant negative effect on the level of satisfaction. 
In addition, quality dimension factors such as tangibility, assurance, 
and responsiveness had an appositive effect level of satisfaction at the 
public health institution. 

Ordinal regression results in private health facilities showed that 
empathy and tangibility have a significant association with outpatient 
satisfaction levels. 

Recommendations
For health professionals since patient satisfaction is one of the 

important components of psychological treatment. Every individual 
assigned to the outpatient department should treat patients not only 
by giving the right drug for the right patient but also give respect, 
understand individual interests, and respecting professional ethics

For zone, health office zone health expert should closely supervise 
whether the service delivers for the zonal health office and control the 
immediate subordinates 

Regional health offices also play an indirect role in the improvement 
of health quality service by closely supervising the health institutions 

For the minister of health, this is the higher hierarchy to control 
the health system so the minister of health should closely monitor the 
quality of the health system in terms of client satisfaction by delivering 
service 
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