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A B S T R A C T 

Outpatient serv ices are medical procedures or tests that can be done in medical 

center without an overnight stay. Raf f les ia Medical Centre is one of the private 

hospital that offer primary and special ized tertiary healthcare serv ice at Kota 

Kinabalu. Currently, R M C has more than 10 bedded wards with ample room, fully air 

conditioned, spac ious with a friendly and cozy environment. 

There w a s no research study regarding the patient at R M C done before. 

Therefore, this survey of patients w a s conducted to measure the level of satisfaction 

and to identify the factors influencing the satisfaction towards the serv ices rendered 

by Raff lesia Medical Centre ( R M C ) . 

Pr imary data were collected through design questionnaire. Using a structured 

questionnaire, data were derived from 100 outpatients who visit R M C . T h e analys is 

were done using S P S S version 17.0. Percentage analys is w a s done for each 

question separately and a chart w a s plotted for the purpose of comparing. T h e 

cross-tabs ana lys is a lso performed in order to identify the relationship between 

outpatient background data (question in section A ) with the general overview 

(section B ) and also with the satisfaction question (section C ) . 

T h e measurement of the level of satisfaction is calculated based on the range 

sca le from 5 l ikert-scales. A s the result, most of the outpatient satisfied with the 

serv ices provided by R M C hospital. T h e registration counter, waiting t imes, serv ice 

quality, charges/bil l ing, and also physical facilities, are the factors that influenced the 

level of satisfaction of outpatient of R M C hospital. 



C O N T E N T S 

DECLARATION 

ACKNOWLEDGEMENTS 

ABSTRACT 

CONTENTS 

LIST OF T A B L E S 

LIST OF FIGURES 

CHAPTER 

1 INTRODUCTION 

1.1 Background of study 

1.2 Problem statement 

1.3 Research objective 

1.4 Research questions 

1.5 Scope of study 

1.6 Theoretical framework 

1.7 Operational definitions of study variables 

2 LITERATURE REVIEW 

2.1 Introduction 

2.2 Patient satisfaction 

2.3 Healthcare in Malaysia 

2.4 Previous research 

3 R E S E A R C H METHODOLOGY 

3.1 Research design 

3.2 Measurement 

3.3 Sampling 

3.4 Research instrument 



4 FINDINGS & ANALYSIS 

4.1 Frequencies 

4.2 Cross-tabs 

5 CONCLUSION AND RECOMMENDATION 

5.1 Conclusion 

5.2 Recommendation 

R E F E R E N C E S 

APPENDIX 


