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Abstract:  

User’s satisfaction is one of the key indicators for facilities services quality indicators that measures the 

level of service by facilities management provider in healthcare sector. Althought direct evaluation has 

already taken place literature is scarce in terms of the level of satisfaction by the user that has on 

perceive service quality. The aim of this study was to improve the quality of facilities and services 

provided for users at non-clinical hospital and to analyses the provision of the facilities provided in a 

non-clinical hospital. The few method instrument was used to collect the data. That user that pointed 

were respondents to the questionnaire. Exploratory analysis was used to test research hypotheses. This 

was supported by an exploratory case study of a recently completed non-clinical hospital. A patient 

satisfaction questionnaire was designed for data collection where it was distributed into three groups 

consisting of out-patients, visitors and staff at the non-clinical hospital. This is to identify the users’ 

satisfaction on the facilities and services provided at the non-clinical hospital. This paper to recommend 

the best approach in improving user satisfaction on facilities and services in hospital. 
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1.0 INTRODUCTION  

The growth up of facilities and services in hospital is very important to others to make sure that 

everything give a good satisfaction. Patient satisfaction has emerged over the years as an important 

measure of the quality of care provided by healthcare organisations. Nowadays our country are aware 

for human needs and rights. User’s satisfaction is considered as one of the desired outcome of facilities 

and services.  Every human has particular thoughts, feelings and needs. Satisfaction, therefore, is an 

important element when evaluating services. Human satisfaction is a complex concept that is related to 

a number of factors including lifestyle, past experiences, future expectations and the value of both 

individual and society. It refers to contentment, fulfilled desires, needs and expectations for their self. 

Patient or visitor satisfaction has long being considered an important component when measuring the 

facilities in hospital and quality of services. To achieve the goal of users satisfaction on facilities and 

services. The quality of hospital facilities and services predict the patients and visitors well-being.  
 

2.0 LITERATURE REVIEW  

In pharmaceutical context, many patient-satisfaction definitions are ambiguous. While the level of 

satisfaction data are still being used primarily to monitor and improve facilities services. A hospital can 

be characterized as a human service organization that give a medical service to the people that seeking 

for the treatment or health consultation. The facilities services are most important thing to give a 

comfort, good fortune and satisfaction to the customers. Furthermore, facilities knows as a technical 

helping that can give a good quality performance. From user’s perspective, building performance must 

be maintained as long as their satisfaction levels are to be sustained. The higher the quality of facilities 

and services provided, the higher level of satisfaction of users. 

 

As patient, satisfaction on facilities and services provided important. A study of patient satisfaction 

needs to be tied to quality improvement efforts within Malaysian public healthcare delivery. There are 

have numerous issues that involve that need to take care of such as the user satisfaction on facilities and 
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services provided for the building for a good used. The issues that has found that the relocated waiting 

area was associated with improved mood, altered physiological state, and decrease of the self- reported 

stress scores compared with the traditional waiting area before relocation. Insufficient data and 

perplexity of signage or signboard are the regular issues that being emerge by the users’. 

Parking facility is parts of business support in facilities management. It plays a major role in providing 

comforts and security in hospital. Then, the cafeteria is the place of concern for all patients or visitors. 

The issues has been complain the unclean cafeteria in the hospital make an uncomfortable situation to 

patients and other users. Not proper unclean for cafeteria will give an affect to customer. 

 

3.0 METHODOLOGY  

The quantitative approach is applied in the present research. Main data analysis is sourced from the 

questionnaire that has been distributed to pre determined category of respondent on-site. Methodology 

a method for determining how the study will be conducted by some aspects of sample, analysis, methods 

of data analysis and review procedures. Among the types of methodologies used is a combination of 

qualitative and quantitative methods. To achieve the objective of this research, methodology is a part 

of the process to gather all the information that useful to get the research. This research is focuses on 

the level of user’s satisfaction on facilities and services provided at non-clinical hospital and to analyses 

the provision of the facilities provided at the hospital.  

 

4.0 ANALYSIS AND FINDINGS 

The total overall percentage% from the respondents are 80 with is from the users’ at the non-clinical 

hospital. 

 

 
Figure 1: Demographic of respondents 

 
Table 1: Descriptive statistics on the agreed factors 

N

O. 

USERS’ 

SATİSFACTİON 

PERCENTAGE (%) – Satisfied (SF) and Unsatisfied (US)  FREQUENCY 

(n) 

Parking 

facilities 

Signage Prayer 

room 

Toilet Waiting 

area 

Cafeteria Lift 

facilities 

OKU 

facilities 

 

1. Outpatients SF US SF US SF US SF US SF US SF US SF US SF US  

  10 25 22 13 27 8 29 6 20 15 21 14 17 18 24 11  

                   

2. Visitors 8 27 21 14 25 20 24 11 21 16 18 17 27 8 16 19  

                   

3. Staff 28 7 30 5 35 0 33 2 35 0 29 6 34 1 28 7  

                   

 

Based on the questionnaire that have been distribute among the users’ at the Teluk Intan Hospital. The 

highest percentage that achieve the level agreement of users’ satisfaction are strongly agree with the 

facilities and services provided at non-cinical hospital and give a good satisfaction to the users’.  The 

facilities and services give a good quality to the users’.  
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5.0 CONCLUSION 

As a conclution, we can conclude that there are various facilities and services provided at the non-

clinical hospital. The facilities services provided are important for the users’  because facilities knows 

as a technical helping that can give a good quality performance. It can help in many ways to others. The 

user’s satisfaction is very important to providing a good facility to users and from that we will know 

the users’ satisfaction. Because, as we know that the Quality only can be measured by the satisfaction 

of users. Facilities give a satisfaction to users’ based on the avaibility of the facilities provided and the 

functionally to users’. 
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