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ABSTRACT

Satisfaction is one of the paramount importance for health care providers (Tam, 2007) and a prime importance
to quantify the competency ofany health system worldwide (Sajid & Baig, 2007). This study is to investigate the
satisfaction and loyalty among outpatients who received treatments in rural area clinic, Jengka Public Health
Clinic, Pahang. It is also to find o/./t the effectiveness of the health care services provided by the public rural
clinic to their rural outpatients who were not highly educated and earning a low family income (less than
RM2000 per month). With fewer complaints from the outpatients unlike urban outpatients, it is important to
determine the satisfaction among older, married women, workers outpatients and lheir loyalty towards the
clinic. As a result, the married women outpalients agreed and strongly agreed with the medical care satisfaclion
they received while the older outpatients felt uncertain and satisfied with the treatment. Nevertheless, majority
ofthe outpatients will return to the clinic for future treatment since the medical treatmentfee was low.
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Introduction

Healthcare is a high involvement service as it concerns a person's health and well-being (Elleuch, 2008). This is
because healthcare existed as the center for patients care delivery and is the organizational hub of healthcare
provider network (Baalbaki, Ahmed, Pashtenko & Makarem, 2008). In this latter capacity the modern healtheare
must now compete in an ever-expanding role as the provider of patient care, a more competitive healtheare
environment, as well as a leader of the much larger comprehensive managed care system (Baalbaki et aI., 2008).

In Malaysia, healthcare services are demanded to enhance their services especially in the rural areas.
They are demanded to serve quickly with the latest technology similar to what be served for urban outpatients.
Not many studies conducted finding out the satisfaction of outpatients and inpatients who seek treatment in rural
area since the attention is given more to urban. According to Pompey (2008), even though society is more
technologically savvy and communication has expanded globally, access to healthcare still remains insufficient
and inadequate healthcare coverage continues, especially in rural populations.

Ali ladoo, Wan Puteh, Ahmed and Jawdat (2012) compared between the levels of satisfaction with area
of residency, urban respondents were more satisfied (64.0%) than rural area (28.2%). The researchers further
stated Sharifa Ezat et. al. (2008) found that rural community was more satisfied with Pasyandu (rural health
services by the community) services in Sumatera compared to its urbanites.

Jengka Public Health Clinic is one of the public clinics available and popular for Jengka residents to get
health treatment. According to Senior Assistant Medical Officer at the clinic, the number of patients who visit
the clinic is approximately between 150 to 200 persons per day. This clinic provides healthcare services to
outpatients who lived in Jengka. Outpatient care describes medical care or treatment that does not require an
overnight stay in a hospital or medical facility (Santiago, 2009).

Older and married women who received outpatient treatments are the respondents selected in this study.
Apart from that, their satisfaction and loyalty towards the public clinic is also being studied. The findings of the
study may be used to study or improve the existing systems at the clinic so to meet outpatients' satisfaction. By
determining the outpatients' satisfaction, the officers in charge may be asked to acknowledge the problems of
certain variables. Moreover, these actions could help the Jengka residents to gain better health service.

Literature Review

Outpatients' Satisfaction

According to Vukmir (2006) patient satisfaction is defined as to occur when the patient's "own expectations for
treatment and care are met or exceeds." On one hand, patient satisfaction could be identified as the appraisal of
the extent to which care provided meets patient's expectations (Badri, Attia & Ustadi, 2009; Bernna, 1995).
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