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Abstract

Background: One of the components of effective health care services is measuring patient
satisfaction. Patient satisfaction is the patient's perception of the care received compared to the
expected care. Assessing patient satisfaction is important because satisfied patients are more likely to
follow treatment. The aim of this study was to determine patients satisfaction with clinical laboratory
services and related factors in outpatient and inpatient wards of Panj Azar Hospital in Gorgan.
Materials and Methods: In this descriptive-analytical study in 2019, 549 patients in inpatient and
outpatient wards referred to the medical laboratory of Panj Azar Hospital were included in the study
by convenience sampling method; The required information for the study was completed using a 23-
item questionnaire including demographic characteristics, how to provide services to patients and
facilities of the laboratory environment by face-to-face interview. The analysis of research data was
performed using Spss software version 22 at the significance level of 0.05 with two methods of
descriptive and inferential statistics.

Results: Among 549 patients studied with a mean age and a standard deviation of 38.51 + 18.20,
56.1% were male and 59.9% had primary and post-graduate education, 87.8% had insurance and
were among the hospitalized. 83.6% were hospitalized for less than a week. 88.9% of the patients
were hospitalized and the rest were outpatients. Mean and standard deviation of satisfaction score in
service dimension was 41.32 + 5.85, satisfaction score in environment dimension was 15.02 + 2.62
and total score was 56.34 * 6.31. Is. Also, in the environment dimension, a statistically significant
difference was observed between the available variables hospitalization frequency and length of
hospitalization (P<0.05).

Conclusion: Patients were relatively satisfied with services such as staff responsiveness, queuing for
admissions, how laboratory staff treat patients, sampling skills in performing tests, and
environmental factors such as cleaning of laboratory toilets, amenities, appropriate and accessible
laboratory location.
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