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Algilanan Hasta Tatmininin
Degerlendirilmesi: Erciyes Universitesi
Gevher Nesibe Hastanesi Poliklinik
Hastalari Uzerine Bir Arastirma

Ozet

Bu arastirmada Erciyes Universitesi Gevher Nesibe Hastanesi polikliniklerinden
2006 yilinda ayaktan saglik hizmeti alan erigkin hastalarin algilanan hasta tat-
min duzeylerini belirlemek, hastalarin hasta tatmin duzeylerinin bazi 6zelliklere
gére anlamh farkhliklar gosterip géstermedigini agiklamak, poliklinik hastalarinin
tani-tedavi tatmini temel belirleyicilerinin neler oldugunu incelemek amaglanmis-
tir. Aragtirmada 1000 hastaya anket uygulanarak arastirma verisi elde edilmistir.
Hasta tatmini 6lcim anketinde 5’li Likert 6lgeginden yararlanmistir. Arastirmada 6
hasta tatmini boyutu incelenmistir. Bunlar; genel ortamin 6zellikleri, poliklinik kayit
hizmetleri, personel iletisim 6zellikleri, hizmet bekleme siresi, hasta mahremiyeti
ve tani-tedavi hizmetleridir. Arastirma sonunda hasta tatmini boyutlarinda ortala-
ma skorlarin yaklasik 3,5 ile 4,01 arasinda degismekte oldugu anlasiimistir. 6 has-
ta tatmini boyutu arasinda orta diizeyde ve pozitif yonde iligki bulunmustur. Ayrica
tani - tedavi hizmetleri hasta tatmini boyutunun 5 hasta tatmini boyutu tarafindan
istatistiksel olarak anlamli sekilde belirlendigi anlasiimistir.

Anahtar Kelimeler: Hasta tatmini, hastane poliklinikleri, hizmet Kkalitesi, hastane
ybénetimi

Assessment of Perceived Patient Satisfaction:
A Study Based on Outpatients of Erciyes
University Gevher Nesibe Hospital

Abstract

The purposes of this study are to measure and analyze patient satisfaction levels
of the adult / mature patients received outpatient health care services from Erciyes
University Gevher Nesibe Hospital in 2006; to analyze differencies of patient sa-
tisfaction by patients’ some socio-demografic variables, perdictors of outpatients’
diagnosis-treatment patient satisfaction. 1000 patients were reached. The study
data was gathered by using the questionaire. 5 point scale (Likert Scale) was used
in patient satisfaction measurement questionnaire. This study investigated 6 pati-
ent satisfaction dimensions: service environment characteristics, policlinik registry
services, personel communication, waiting time for services, patient privacy and
diagnosis-teratment services. It was found at late of study that mean scores of pa-
tient satisfaction dimensions are about 3.5-4.01. It was explored that there were
significant positive correlations among all 6 patient satisfaction dinemsions. Also
this study showed that significant predictors of diagnosis — treatment services sa-
tisfaction are 5 patient satisfaction dimensions.
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