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ABSTRACT

Introduction: Patient satisfaction is one of the important indicators for evaluating the qual-
ity of medical care in the emergency department. However, given the unavailability of a
standard scale for measuring patient satisfaction according to the culture and clinical con-
ditions and comfort facilities of Iranian hospitals, especially in the emergency department,
this study was conducted with the aim of evaluating the level of patients’ satisfaction with
the treatment services provided in the hospital emergency department using a research-
er-made and validated questionnaire.

Methods: In this descriptive-cross-sectional study, 270 patients referred to the emergency
department of Ali-Ibn AbiTaleb Zahedan Hospital were studied. First, a questionnaire was
prepared and compiled, and after calculating its validity and reliability (CVR=0.75 and
Cronbach’s alpha coefficient=0.95), its validation was confirmed. Then, the level patients’
satisfaction was evaluated using a researcher-made questionnaire consisting of 30 ques-
tions. Data analysis was performed using SPSS version 26 software, descriptive statistics,
and inferential statistical tests.

Results: The results of the present study showed that in general, the level of patients’
satisfaction was significantly higher than the average with a mean of 85.33+20.71(P-val-
ue=0.001). In addition, the two dimensions “Communications” and “Medical care and ser-
vices” have the highest satisfaction scores with an mean of 3.02+1.42 and 3.24+1.28, re-
spectively. Patients were least satisfied with “respect for privacy” and “discharge services”
with mean of 1.96+1.18 and 2.16+1.24, respectively. Also, the mean satisfaction of female
patients was lower than male patients (P-Value<0.05).

Discussion: More than 80% of the patients had moderate and higher satisfaction with hos-
pital emergency services. In such a way that the highest satisfaction was with medical care
and services and communication, and the lowest satisfaction was with discharge services,
respect for privacy, nursing services, comfort facilities, respectively.
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Introduction:

atient satisfaction has become a criti-
P cal indicator for assessing the quality of
healthcare services worldwide. In hospi-
tal emergency departments, which serve as the first
point of contact for critically ill or injured patients,
satisfaction levels can reflect both the efficiency
and humanity of care. Measuring patient satisfac-
tion is complex, as it depends not only on medical
outcomes but also on factors such as communica-
tion quality, respect for patient privacy, operational
efficiency, and the availability of comfort facilities.
In Iran, and particularly in emergency departments,
standardized tools appropriate to the local cultural,
religious, and clinical context are scarce. Interna-
tional questionnaires often fail to capture the nu-
ances of Iranian healthcare settings. Therefore, this
study aimed to design, validate, and implement a
culturally adapted patient satisfaction questionnaire
for emergency department services, and to evaluate
patient satisfaction levels among attendees of the
Shaafa Emergency Department, Ali Ibn Abi Talib
Hospital, Zahedan, during the first half of 2021.

Methods:

This descriptive cross-sectional study was con-
ducted on 270 patients who visited the hospital’s
emergency department and had been admitted for
at least one hour before discharge or transfer. The
sample size was calculated using a standard formu-
la, assuming a confidence level of 95%, test power
of 80%, expected satisfaction ratio of approximate-
ly 90%, and an error rate of 5%.

A two-part questionnaire was developed for data
collection:

1. Demographic Information Form — Gathering
data on patient age, gender, marital status, educa-
tion level, and employment status.

2. Patient Satisfaction Questionnaire — Adapted
from the Labarere et al. tool developed in France,
consisting of 30 questions grouped into six dimen-
sions: Nursing Services, Communication, Privacy,
Medical Care and Services, Comfort and Ameni-
ties, and Discharge Services.

in Medical Education

Cultural and contextual adaptations to the origi-
nal questionnaire were performed by emergency
medicine specialists. Content validity ratio (CVR)
was calculated by 15 emergency physicians, yield-
ing a CVR of 0.75. Reliability was confirmed
through a pilot study with 30 patients, resulting in
a Cronbach’s alpha of 0.95, indicating excellent in-
ternal consistency. Responses used a 5-point Lik-
ert scale (1 = poor, 5 = excellent), with total scores
ranging from 30 to 150. A cutoff score of 60 indi-
cated minimal acceptable satisfaction. Data analy-
sis employed SPSS v26 using descriptive and in-
ferential statistics. Significance was set at P<0.05.

Results:

*  Demographics: Of the 270 participants,
43.3% (n=117) were male and 56.7% (n=153) were
female, with a mean age of 40.89+27.56 years.

*  Overall Satisfaction: The mean total satis-
faction score was 85.33+20.71, significantly higher
than the cutoff score of 60 (P=0.001). Over 80% of
participants reported moderate to high satisfaction
levels.

*  Dimension-Specific Findings: Highest sat-
isfaction was found in Medical Care and Services
(3.24£1.28) and Communication (3.02+1.42).
Lowest satisfaction was reported in Privacy (1.96+
1.18) and Discharge Services (2.16+1.24). Specific
low scores included explanations about prescribed
medications and side effects (1.90+0.98) and access
to paraclinical services (2.4141.68).

* Gender Differences: Male patients report-
ed significantly higher satisfaction (90.71£18.18)
compared to female patients (81.22421.13, P<
0.05). No statistically significant differences were
found with respect to age, marital status, or educa-
tion level.

This study provides robust evidence that patient
satisfaction in the studied emergency department
was generally above average, particularly in di-
mensions related to interpersonal communication
and direct medical care. The lowest scores in priva-
cy and discharge services highlight specific, critical
areas for quality improvement. Privacy concerns
may stem from overcrowding, limited space, and
lack of adherence to gender-sensitive protocols.
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The gender differences in satisfaction—favoring
male patients—suggest potential disparities in the
delivery or perception of care that warrant targeted
investigation and corrective measures.

Conclusion:

Over four-fifths of patients at the Shaafa Emer-
gency Department expressed moderate-to-high lev-
els of satisfaction with provided medical services.
The highest ratings were in medical care and com-

munication; the lowest were in privacy and dis-
charge services. The validated, culturally tailored
questionnaire used in this study offers a reliable
means of assessing patient satisfaction in Iranian
emergency departments. Interventions to improve
privacy measures, streamline discharge procedures,
and provide better explanations regarding medica-
tions could substantially enhance overall satisfac-
tion.
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