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Commentary

In recent years, attempting to improve patient satisfaction
by proper health care services have become a popular way for
customer service initiatives [1]. In addition, failure to provide
patient expectations may lead to their dissatisfaction as well as
their poor compliance [2,3]. This is more important in emergency
ward, because of a lack of unplanned nature of various victims’
attendance at this ward, which should provided critical care for
a broad spectrum of illnesses and injuries [4]. Accordingly, the
emergency ward is one of the most important hospital departments
and approximately comprises around 80% of all hospital patients.
Moreover, due to pediatrics vulnerability, some of which can be
life-threatening and required prompt and proper health care ser-
vices delivery by emergency personnel. Qualitative approach open
new window to clarify current barriers and potential facilitators to
provide quality improvement in health care delivery in emergency
department; however, little studies is found to use this approach in
this area [4]. Moreover, client perception are important source for
quality improvement of health care services [5]. Accordingly, this
study was designed to explore client perception on barriers-to and
facilitators-of quality improvement in health care services delivery
and patient satisfaction in an Iranian hospital.

A qualitative approach using purposeful sampling was per-
formed to explore client perceptions those attended at Shahid
Motahhari hospital in Urmia, Iran. Data collection was conducted
between September 2011 and October 2012. Seventeen semi-struc-
tured interview with pediatrics family members was employed to
gather the data. Thematic Content Analysis was used to analyze
the materials.

Finding indicated that the most important factors affect on
client satisfaction and the quality of health care was the speed of
the services delivery made by emergency personnel as well as per-

sonal behavior and their reaction with patients and their family
members. Finding from the other study also indicate that the char-
acteristics of health care providers or organizations result in more
“Personal” care, which are associated with higher levels of patient
satisfaction. Furthermore, some other studies indicated that more
personal care in the hospitals will even result in better communica-
tion as well as more patient involvement, and then better quality of
care [6]. Moreover, improving nurses skills in this study also was
emphasized by clients, which is in line with the other study that
showed that training and nurse skill can improves patient satisfac-
tion [1,7]. It is important to note that hospitals equipments and
new technology were less emphasized by participants in this study.
However, most participants pronounce that proper and enough
emergency ward space are important factors that can improve the
quality of health care services.

As a conclusion, findings of this study indicated that based
on family members perceptions, the most important factors that
affect quality of the health care delivery related to the personnel
reaction and their skills in health services delivery, by means of
speed of health services that can be improved by continuous edu-
cational plan.
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