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Learning Objectives / "I& & 362"

Why do we conduct CSS?/

How to conduct Client Satisfaction Survey?/
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Why Client Satisfaction ?/ <Tgc Qil_g'f% I TIY D 8?7

* Quality is a set of attributes that fulfill the needs and expectations of the client.

TOTerT 39 T[UTI T HHE & Sl delTge bl SRoYd! 3R (U3l bl IR & &

* According to Joseph Juran philosophy, quality should encompass three
key aspects:

Joseph Juran & IR, YU H diH G dTd 2ATHT gHT TTfET:
» Fit for use /39T & faQ 3UYc
* Free from defects and deficiencies/ Jfcal 31K BHAT H HeF
» Meet clients’ expectations /FITSC bl TULTT BT TT BIAT




What is Client/Patient Satisfaction? / TS/ H@Q T 82

Client/ patient satisfaction survey is a tool which provides valuable feedback of the
perception of Health facility on basis of perception (emotions & feelings ) of beneficiary./
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Covered under NQAS standard for AAM-SHC./ TUUA-THUTRT b T THRITTH HIHP &b ded
e

Quarterly feedback would be taken on a structured format by CHO,ANM and team /AAT(H®
higdd CHO, ANM 31R EIH gRT U TRfdd BiHe § foam S|

]

PATIENT
SATISPACTION

This feedback would be collated and analysed to see which are the lowest performing

attributes/ 9 BISsd Pl Shgl DY & SITQT fep febT Tisii H Feod BH R AT Y g3 & .
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Standardized Format for PSS /lﬂ\’% T &b feU AP YRy
-

Availability of information at
the AAM-SHC

UUUH-UHUTHT § STH®BRT Bl
3YUoT&dT

Waiting time at the
registration counter

TSI UT hI3ed WX Udtel IHT

Behavior and
communication of
registration staff

TSI 0T T BT AdeRN 3R
TS

Cleanliness and facilities in
waiting area (seating,
drinking water, toilet,
cleanliness of surroundings)
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Standardized Format for PSS /WW b TelU HTHP YUTRoY
-

Behavior and
communication of Doctor
(CHO)

A (Fgasil) &1 Fder

3R Hare
Time spent with the patient

by the CHO during
examination and counseling
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Availability of laboratory
testing facilities at the AAM-
SHC

TQUH-QGHURIT H FNTRITCAT
STl a3l &bl 3uctedr
Availability of medicines at
the dispensing counter

T fIaRoT P13 WX <ar3il bl
3UdsHdT
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Standardized Format for PSS /4i08UY & (¥ A% TReY
9

Availability of prescribed
medicines at the AAM-
SHC

UUUH-UOTeE! § fAufRa
T3l BT ITAIT

Overall satisfaction with
the AAM-SHC

TUUH-UHURHT ¥ el
fAeTTeRY Tgfee

State may Modify the questionnaire as per their needs and preferences./ 359 31Ul 32T hdl 3R UHE & AR YATdw! H
I B Tl &l

Translate the form into local language /%TH @I TATHII HIST H 3fdTa P |

Ensure that the same questionnaire is used for same level of facilities across states./ Ig gff2<id &3 fb FHM ER bl WY

gfemsit & felg Tt st § Teb & gATde! b1 3TN febaT STV |




Importance of
Client/Patient
Satisfaction
Survey/

g - s/
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Quality Improvement/ TUTdTT JHR

* Client/Patient Satisfaction Survey is an essential tool to
assess the continuous quality of healthcare services

from the patient's perspective/ I AT &0 Udh
HEYUT 3UBUT &, ST AT & gecehIvT I e Jd13ii
bl TITAR TUTAIT bl 3Tk H Hag PBedl &

+ Action Plan and CAPA/ BRdATS ST 3R FURTHE
heH

The feedback received from patients enables the fac111ty!
to plan corrective actions / AT v ufdfdear
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Importance of
Client/Patient
Satisfaction
Survey/
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Certification Criteria/ WHTOT HIHES

* Score of 60% or more /3.0 or more on 5-
pointer Likert scale is a mandatory component

of NQAS certification of AAM-SHC/5-UTg< fefahe
Thd W 60% T 31feip / 3.0 T 31ftiep 37 U
PBIAT AAM-SHC & NQAS WHTUT & felv 37fHard 1

* For state certification the score may be reduced
by 5% for AAM- SHC/ﬂa’mﬂTlTFr%m%ﬂr qg ThR

AAM-SHC & T 5% &BH a1 ST IhdT 2|
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How to conduct PSS?/ PSS &3 fehaT SITQ?
o ©
o @

Find the lowest scoring attributes
Q . T PBH TR dTe] feig3il bl gl o |

Conduct Surveys
Tferor By Analysis of Surveys

TderuT BT fIoeyuT B |
G Calculate the Sample Size
U 37TBR bl TUHT B
@

Standardize the feedback form for
OPD & IPD

3UTET 3R MEUIET & fiy Bhisdd
BIH Pl T THH g1V |




Pre- Requisites/ tlh?f mewﬁr

Availability of Forms and
Pens at point of survey

SUCCESTION BOX

»

Suggestion and Complaint
Box:

A clearly labeled
suggestion and complaint
box

Digital Methodology:
Provisions for digital data
collection should be
available.

Grievance Mechanism: A
defined grievance
redressal mechanism
should be in place

Clearly Displayed
Information: Information
regarding the survey
purpose, process, and
confidentiality should be
clearly displayed for client
awareness.

WER  RELIGION  CASS

Sample representation

from all sections (Age,

Gender, caste, religion
etc.)




Sampling Method/ I Uikl

Population
(OPD
Attendance/
IPD

Admissions)

Sample Size (Number of patients to be surveyed)

Margin of

Error -10%
Confidence
Level -90%

Margin of

Error -10%
Confidence
Level -95%

Margin of Error
-5% Confidence
Level -90%

Margin of Error
-5% Confidence
Level -95%
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It is recommended to select a minimal
sample size of 30.

BH § BH 30 YUl DI I bl Jollg &l
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Bigger the sample size, better it is.
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Client Satisfaction Survey /PSS Sheet Month wise

PSS Comprehensive.xlsx



https://nhsrc365-my.sharepoint.com/:x:/g/personal/qpsdivision_nhsrcindia_org/IQDaGWdmKFpvR6vS09i99ec-AZbyX8Uko2JiZjYNNHM0FvM?e=7bhtmO

https://gps.nhsrcindia.org/training-and-capacity-building/training-material

THANK YOU
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