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Development of a Scale to Measure Patient Satisfaction
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In this article, the methodological development of a scale to measure patient satisfac-
tion, and efforts to ascertain its reliability and validity are reported.

In Japan, only recently has the idea become accepted that the consumers of medical
care, as well as the providers, should be consulted as to their attitudes, concerns, and
satisfactions with the medical care they receive.

It has been realized that patient satisfaction with care is an important influence
determining wheher a person seeks medical advice, compliens with treatment and
maintains a continuing relationship with a practitioner. The attitudes of the patient are
particularly important with regard to long term care.

Thus far, an assumption of studies of patient satisfaction is that such research can be
used for three purposes : (1) as evaluations of the quality of care; (2) as outcome variables;
(3) as indicators of which aspects of a service need to be changed to improve patient
response.

To measure patient satisfaction, a good measure with the following characteristics is
essential: acceptability, practicality, score variability, reliability, validity, and precision
for hypotesis testing.

In this survey, we aimed to ascertain following five points: @ reliability; @ validity;

® discriminability; @ self-administered questionnaire; ® simple and easy
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questionnaire.

In the scale, 21 items were included that reflected satisfaction with amenity, imfoma-
tion in a hospital, completness of eguipment, convenience, office wait, nurses (technical
skill, attitudes, busyness), clerks (efficiency, attitudes), doctors (technical skill, attitudes,
busyness, continuity of care by the same doctor etc.), and outcome (physically, psycholog-
ically). And Comprehensive Patient Satisfaction Scale includes 3 items: satisfaction for
the hospital where patient got care, the will to recommend other people getting care in
the same hospital, the will to come to the same hospital again.

159 adult patients in a hospital were interviewed, and discriminability of all items is
assured by item analysis.

This scale yielded satisfactory estimate of internal consistency reliability: (coefficient
a =0.89 for Patient Satisfaction Scale, 0.83 for Comprehensive Patient Satisfaction
Scale).

We tried to assure content validity by factor analysis. Five items have been grouped
according to their highest factor loadings. I : technical skill of doctors, nurses, clerks/
II : equipment and facilities/ III : outcomes/ IV : busyness/ V : continuity of care.
These five factors almost sustained hypothetic construct of 21 items that we prepaired.

From the results of this survey, discriminability, reliability, validity are assured. And
concerning the opinions of patients, we improved simple, easy, and clear questionnair.

Using scales ascertained their quality, studying patient satisfaction is demanded to get

information from patients to improve the quality of care in Japan.
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