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Abstract:
Background: Customer satisfaction is the key element in every hospital for profitability and long term growth services need much care and competence while providing to customers. Health care workers job satisfaction is the most important factor of productivity and job quality.
Objective: To evaluate the level of patients’ and healthcare workers satisfaction at National Liver Institute (NLI) hospital in Menoufia Governorate, Egypt. 
Patients and Methods: A cross sectional study was carried out from January 2017 to December 2018, using two questionnaires, one questionnaire which has combined (outpatient and inpatient) measures to include admitted patients and clinics’ attendants and the second questionnaire to NLI healthcare workers. An individual consent was obtained from all the participants prior to filling the questionnaire after explaining the study nature and purpose to them. 
Results: A total of 1200 responses were analyzed (600 National Liver Institute (NLI) healthcare workers' (HCWs), 400 outpatients and 200 inpatients) response was entered and analyzed. Of 600 patients enrolled in this study (70.5%) of them were males, (70.8%) were aged from 19 to 55 years. From 600 healthcare workers were enrolled in this study, 350 male and 250 female. Mean age was 40.6 ±9.2 years. NLI HCWs gain job satisfaction; service providers should not only focus on augmenting infrastructure facilities but also on adequately training personnel and streamlining administrative processes. 
Conclusion: The satisfaction among our sample is considered high and indicates a good care provided by NLI hospital facilities in Menoufia Governorate, Egypt. The least satisfactory factor was regarding communication. The majority of respondents' were positive about team work and organization of work and more than half of them claimed they often received help from their colleagues. Therefore, programs concerning communication skills for health care providers are recommended to be introduced. 
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[bookmark: _GoBack]Table (1): Patients’ satisfaction about nurses’ services, doctors' services, cleanliness, noise, privacy and difficulty moving and about explanation of drug-related information:
	Patients’ satisfaction
	Strongly agree
	Agree
	Neutral
	Disagree
	Strongly Disagree

	Nurses  services
	Nurses treat you with courtesy and respect
	44.0
	39.2
	13.4
	2.4
	1.0

	
	Nurses listen to you carefully
	33.3
	36.4
	22.3
	5.9
	2.1

	
	Nurses explain things in a way you could understand
	30.0
	29.6
	26.0
	8.4
	6.0

	Doctors’ services
	Doctors treat you with courtesy and respect
	61.6
	27.3
	8.5
	1.9
	0.7

	
	Doctors listen to you carefully
	50.1
	34.1
	13.2
	2.2
	0.4

	
	Doctors explain things in a way you could understand
	33.6
	29.3
	23.4
	9.0
	4.7

	Cleanliness, noise, privacy and difficulty moving.
	The rooms were kept clean
	33.5
	47.0
	16.3
	3.0
	0.2

	
	The area is quiet at night
	32.4
	33.3
	22.4
	10.2
	1.7

	
	Staff make sure you have enough privacy
	60.7
	29.4
	6.6
	1.8
	1.5

	
	It is easy to find your way around the hospital
	66.0
	24.1
	7.9
	1.1
	0.9

	Explanation of drug-related information
	Staff tell you what is the medicine for
	44.3
	36.5
	12.0
	4.6
	11.7

	
	Staff explain possible side effects
	22.9
	45.2
	18.3
	11.7
	1.9




Table (2): The Level of Patient's Satisfaction on Health Services supplied at National Liver Institute hospital.
	Service quality dimension
	Patient satisfaction
	

	
		Very Dissatisfied



	Dissatisfied
	Satisfied
	Very Satisfied
	Total

	Reliability
	123 (24.6)
	73 (14.6)
	256 (51.2)
	48 (9.6)
	500 (100.0)

	Assurance
	32 (6.4)
	64 (12.8)
	350 (70.0)
	54 (10.8)
	500 (100.0)

	Tangibles
	2 (0.4)
	64 (12.8)
	372 (74.4)
	62 (12.4)
	500 (100.0)

	Empathy
	32 (6.4)
	68 (13.6)
	350 (70.0)
	50 (10.0)
	500 (100.0)

	Responsiveness
	16 (3.2)
	57 (11.4)
	361 (72.2)
	66 (13.2)
	500 (100.0)








Table (3): NLI healthcare workers respondents' answers to the questionnaire questions (%).
	Qualification
	Often
	Sometimes
	Seldom
	Never

	If the work was interesting and stimulating (%)
	Blew secondary education
(illiterate, Primary and basic education)
	46.2
	42.2
	9.6
	2.0

	
	Secondary education
	58.2
	32.6
	7.4
	1.8

	
	Higher education
	71.0
	25.3
	3.2
	0.5

	
	Post graduate education (with scientific position)
	76.1
	21.3
	0.0
	2.6

	If they had too much work to do (%)
	Blew secondary education
(illiterate, Primary and basic education)
	68.8
	28.3
	2.5
	0.4

	
	Secondary education
	70.7
	29.3
	0.0
	0.0

	
	Higher education
	74.0
	23.9
	2.1
	0.0

	
	Post graduate education (with scientific position)
	76.2
	23.8
	0.0
	0.0

	If they have an opportunity to influence their working conditions (%)
	Blew secondary education
(illiterate, Primary and basic education)
	6.9
	28.1
	41.7
	23.3

	
	Secondary education
	23.8
	17.1
	39.4
	19.7

	
	Higher education
	16.8
	39.5
	34.3
	9.4

	
	Post graduate education (with scientific position)
	18.9
	37.1
	35.2
	8.8

	If their fellow workers help with problems at work (%)
	Blew secondary education
(illiterate, Primary and basic education)
	50.5
	39.1
	8.0
	2.4

	
	Secondary education
	64.2
	26.3
	9.4
	0.1

	
	Higher education
	58.4
	30.2
	9.7
	1.7

	
	Post graduate education (with scientific position)
	55.2
	35.1
	7.9
	1.8



