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Abstract

Abstract

Patients’ satisfaction is paramount in healthcare delivery as the whole essence of all activities in
a health facility to achieve the best health outcome for patients. However, patients in Nigerian
hospitals often express their lack of satisfaction with various healthcare services they receive
from the hospitals. In line with this, the study examines the influence of Waiting Time and
Continuity of Care on Patient Satisfaction in General Hospitals in Plateau state. The study
adopted the descriptive survey research with the population including 402 out-patients of general
hospitals in Plateau state. Stratified sampling technique was used to select the sample size of 200
patients. A structured questionnaire was used for data collection. The instrument was tested for
reliability and the result showed the following Cronbach alpha values; Patient satisfaction (0.73);
Waiting time scale (0.78); and Continuity of Care Scale (0.82). The data was analyzed using both
inferential and descriptive statistics. The results showed that the level of patient satisfaction
among respondents is high (Mean = 3.18). However the level of patient satisfaction in regards to
patient care expectation is lower than individualized patient care. The results also indicated a
moderately high waiting time (Mean = 2.68) with the highest waiting time experienced in the
record department and high level of continuity of care (Mean = 3.03). Informational continuity of
care is rated low amongst the three dimensions. The test of hypotheses also showed that
individually, waiting time (R = 0.342; p<0.05) and continuity of care (R2 = 0.0.288; p<0.05)
have significant influence on patients’ satisfaction. In the same vein, both variables also have a
significant combined influence (R = 0.547; p<0.05) on patients’ satisfaction. The study
concluded that when health professionals focus on factors that can be helped such as continuity
of care, it can make up for other deficiencies thereby ameliorating the level of dissatisfaction
being felt by patients. The researcher recommended that general hospitals in Plateau state should
improve patient satisfaction by prioritizing staff training and development, welfare improvement
and technology deployment to meet or manage patients care expectation, should employ more
personnel in order to open up multiple service points. In addition, strict supervision and
mentorship to improve consistency in service delivery and best practices.

Keywords: Continuity of Care, Patients Satisfaction, Waiting Time, Health Information
Management

Word Count: 370



vi

Table of Contents

Content Page

Title Page i

Certification ii

Dedication iii

Acknowledgement iv

Abstract v

Table of Contents vi

List of Tables ix

List of Figure x

Chapter One: Introduction

1.1 Background to the Study 1

1.2 Statement of the Problem 12

1.3 Aim and Objective of the Study 13

1.4 Research Questions 14

1.5 Hypotheses 14

1.6 Significance of the Study 14

1.7 Scope of the Study 15

1.8 Limitation of the Study 16

1.9 Operational Definition of Terms 16

Endnotes 19



vii

Chapter Two: Literature Review

2.1 Conceptual Review 22

2.1.1 Concept of Patients’ Satisfaction with Healthcare Services 22

2.1.2 The Concept of Waiting Time in Hospitals 36

2.1.3 Concept of Continuity of Care in Hospitals 53

2.2 Theoretical Framework 61

2.2.1 The Consonance Theory 61

2.2.2 Queuing Theory 64

2.2.3 The Continuity Model 68

2.3 Review of Empirical Studies 69

2.3.1 Waiting Time and Patients Satisfaction in Hospitals 69

2.3.2 Continuity of Care and Patients Satisfaction in Hospitals 79

2.4 Conceptual Model 88

2.5 Summary of Gap in Literature Reviewed 90

Endnotes 92

Chapter Three: Methodology

3.1 Research Design 103

3.2 Population of the Study 103

3.3 Sample Size and Sampling Technique 104

3.6 Description of Research Instrument 108

3.7 Validity of the Research Instrument 109

3.8 Reliability of the Research Instrument 109



viii

3.9 Method of Data Collection 109

3.10 Method of Data Analysis 110

Endnotes 111

Chapter Four: Results and Discussion of Findings

4.1 Demographic Analysis 112

4.2 Research Questions 114

4.3 Presentation of Hypotheses 124

4.4 Discussion of Findings 130

Endnotes 138

Chapter Five: Conclusion

5.1 Summary of Findings 141

5.2 Conclusion 142

5.3 Recommendations 142

5.4 Contribution to Knowledge 143

5.5 Suggested Areas for Further Research 144

Bibliography 145

Appendix 156

Bio-data 160

The University Compliance Certification 160



ix

List of Tables

Table Title Page

3.1 Population of Clinic Attendance of General Hospitals
Plateau State 104

3.2 Sample Size and Sampling Technique 105

4.1 Demographic Analysis 112

4.2 Patients’ Satisfaction with Services in General Hospitals in 114

Plateau State

4.3 Average Waiting Time in General Hospitals in Plateau State 118

4.4 Extent of Continuity of Care in General Hospitals in
Plateau State 120

4.5 Influence of Waiting Time on Patient Satisfaction in
General Hospitals in Plateau State. 124

4.6 Influence of Continuity of Care on Patient Satisfaction in
General Hospitals in Plateau State. 126

4.7 Combined Influence of Waiting Time and Continuity of Care on
Patient Satisfaction in General Hospitals in Plateau State 128



x

List of Figures

Figure Title Page

2.2 Consonance Theory Model 65

2.3 Queueing Model 71

2.4 The Continuity of Care Model 72

2.5 Conceptual Model on the Influence of Waiting Time
and Continuity of Care on Patients’ Satisfaction 87

3.1 Diagrammatic Description of Sampling Procedure 107


	Abstract
	Abstract
	List of Tables
	List of Figures

