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Abstract
Introduction Amidst the challenges posed by Covid-19, assessing healthcare quality in India is crucial, particularly 
through patient satisfaction levels.

Methodology A cross-sectional survey of 277 participants in Jammu and Kashmir was conducted, utilizing a semi-
structured questionnaire and PSQ-18. Data analysis was performed using SPSS (v25) including Chi-Square tests and 
Descriptive analysis.

Results Out of 277 participants, 70.8% expressed high satisfaction with medical care. Majority (70%) agreed that 
doctors explained medical tests well. Additionally, 70% strongly agreed that their doctor’s office was well-equipped. 
Dissatisfaction factors were notably low. Significant associations were found between age and alcohol use (p = 0.041), 
gender and alcohol use (p = 0.007), gender and tobacco use (p = 0.032), and education level and vaccination 
(p = 0.001).

Conclusion The study highlights high patient satisfaction during the pandemic. Improving accessibility and quality 
of primary healthcare and community centres is essential to meet patient needs effectively.

Aims and objectives
This study aims to comprehensively assess patient satisfaction with healthcare services in Jammu & Kashmir during 
the Covid-19 pandemic. Specifically, the goals of the study are to:
• Evaluate patient satisfaction levels with medical care received during the pandemic, encompassing various 
aspects such as communication with healthcare providers, access to services, and overall care quality.
• Identify factors influencing patient satisfaction and dissatisfaction with healthcare services, including demographic 
characteristics, healthcare utilization patterns, and perceptions of healthcare delivery.
• Investigate the association between socio-demographic factors and health-related behaviors, such as alcohol 
and tobacco use, vaccination uptake, and healthcare seeking behaviors, to understand their impact on patient 
satisfaction and healthcare outcomes.
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Introduction
Healthcare in India during the Covid-19 pandemic has 
undergone significant challenges, with the Indian gov-
ernment implementing a state-wide lockdown in March 
2020 despite relatively low case numbers. This precau-
tionary measure disrupted ordinary healthcare services 
[1, 2]. The pandemic prompted a major shift in hospital 
operations, transitioning inpatient care to outpatient set-
tings and outpatient care to telemedicine-driven home 
care. As a result, in-person consultations decreased while 
online consultations surged [2].

The World Health Organization emphasizes the impor-
tance of health systems being responsive to patient and 
community needs [3]. Patient satisfaction is a crucial 
indicator of healthcare quality, as satisfied patients are 
more likely to adhere to treatment and utilize health ser-
vices effectively [4, 5]. However, basic healthcare services 
in India have faced significant obstacles, leading to unsat-
isfactory outcomes for many residents [6].

The northern state of Jammu & Kashmir, in particu-
lar, has faced immense challenges in providing quality 
healthcare due to its poor healthcare infrastructure [7]. 
During the second wave of the pandemic, the region wit-
nessed a high number of Covid-19 cases and deaths, fur-
ther straining healthcare resources [8, 9]. Overwhelmed 
hospitals and understaffed healthcare centers resulted in 
prolonged wait times and compromised patient care [10].

Amidst these challenges, assessing healthcare delivery 
efficacy becomes paramount. The Covid-19 pandemic 
has underscored the importance of evaluating healthcare 
quality in India, particularly through the lens of patient 
satisfaction [11]. Patient satisfaction is a multifaceted 
concept encompassing various aspects of the healthcare 
experience, including communication with healthcare 
professionals, access to services, and overall care quality 
[12, 13].

However, there is limited research on the impact of 
Covid-19 on healthcare delivery in Jammu & Kashmir, 
an area characterized by socio-political complexities and 
limited healthcare infrastructure [14, 15]. Understanding 
how the pandemic has influenced healthcare delivery in 
conflict-affected regions like Jammu & Kashmir is crucial 
for informing policy and improving healthcare systems in 
such areas [16].

This study aims to fill this gap by investigating patient 
satisfaction with healthcare services in Jammu & Kash-
mir during the Covid-19 pandemic. By examining patient 
satisfaction levels during the Covid-19 pandemic, partic-
ularly in conflict-affected regions like Jammu & Kashmir, 
the study provides valuable insights into the effectiveness 
of healthcare delivery adaptations in response to global 
health crises.

Methodology
This was a cross-sectional survey carried out among 
277 participants in Jammu and Kashmir. We conducted 
a study about patient satisfaction on a large population 
affected by COVID-19, which includes factors such as 
epidemiology, demographics, and socio-behavioural 
changes.
Study Period- May 2023- August 2023.

Method of data collection
The patient satisfaction questionnaire-18 (PSQ‐18)
Patient satisfaction was evaluated by using an adapted 
short version of the Patient Satisfaction Question-
naire (PSQ-18, Marshall and Hays) [17]. The question-
naire consists of 18 closed-type questions and is used 
for the evaluation of patients’ satisfaction with medi-
cal services in six main domains: General Satisfaction, 
Technical Quality, Interpersonal Manner, Communica-
tion, Financial Aspects, Time Spent with the Doctor, 
and Accessibility and Convenience. We also evaluated 
the total sum score of all subscales. This questionnaire 
employs a 5-point Likert scale, having scores as “Strongly 
Agree = 1, Agree = 2, Uncertain = 3, Disagree = 4, Strongly 
Disagree = 5”. Respondents received from 1 to 5 points 
for each answer, where 5 meant the highest satisfaction. 
According to the PSQ-18 scoring system, the sum score 
of all subscales may range from 18 to 90 points, where 18 
points is the poorest possible evaluation and 90 points 
the best. To evaluate the internal consistency of the ques-
tionnaire, Cronbach’s alpha coefficient (0.96) was calcu-
lated and was found to be very good.

A pilot study was conducted with 130 participants 
to understand the trend of the region, their response 
to emergency and to ease the selection of participants 
(inclusion and exclusion). Before collecting data, each 
participant provided informed consent. Data was col-
lected for the participants who were tested positive or 
were hospitalised due to Covid-19. The data collection 
was held in 2 stages. In the first stage, the purpose of the 
study was stated as following: “A survey was conducted 
to gauge patient satisfaction during the COVID-19 pan-
demic,” along with informed agreement, which was 
obtained prior to the data collection.

After the consent of the participants, the second stage 
of the data collection was conducted, where the ques-
tionnaire was distributed among Tertiary Health Cen-
tres, PHCs, CHCs, Social media channels and to doctors 
(Fig. 1). The questionnaire was filled by the participants. 
All the details obtained from the participants were sys-
tematically documented on Microsoft Excel.

Sample size calculation
A study was conducted to determine the Patient Sat-
isfaction Survey Of Covid- 19 Survivors. The research 
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involved a sample size of 277 cases, which was chosen 
with a 95% confidence level and a margin of error of 
± 12%.

The sample size was determined using the following 
formula: n = z2p(1-p)/ d2.

where:
Z represents the z statistic at a 5% level of 

significance.
d is the margin of error.
p represents the expected prevalence, which was set 

at 31%.

Sampling method The Sampling Method used was 
Simple random sampling. We utilized a simple random 
sampling method, which is a type of probability sam-
pling technique where every individual in the population 
has an equal chance of being selected for the study. This 
method ensures that the sample is representative of the 
larger population and reduces the risk of bias in partici-
pant selection.
To determine the sample size, we conducted a study to 
determine the Patient Satisfaction Survey Of Covid-19 
Survivors, choosing a sample size of 277 cases. This sam-
ple size was calculated with a 95% confidence level and 
a margin of error of ± 12%. The formula used for sam-
ple size calculation was n = z^2 * p * (1-p) / d^2, where 
‘n’ represents the sample size, ‘z’ is the z statistic at a 5% 
level of significance, ‘p’ is the expected prevalence, and ‘d’ 
is the margin of error. In our study, we set the expected 
prevalence at 31%.

Once the sample size was determined, we selected par-
ticipants randomly from the population of COVID-19 

survivors in Jammu and Kashmir. This approach ensured 
that every individual had an equal opportunity to be 
included in the study, enhancing the generalizability of 
our findings to the broader population (Table 1).

It is important to note that simple random sampling is 
a widely accepted and rigorous method for selecting par-
ticipants in research studies, as it helps minimize selec-
tion bias and ensures that the sample is representative of 
the population of interest. By employing this sampling 
strategy, we aimed to obtain reliable and valid data on 
patient satisfaction and healthcare delivery amidst the 
COVID-19 pandemic in Jammu and Kashmir.

Statistical analysis
The data collected from the respondents was initially 
entered into MS Excel spreadsheets and categorized as 
well as tabulated using Microsoft Excel (version 2009). 
The statistical software SPSS (version 25) was used for 
analysing the data. Chi-Square test and Descriptive anal-
ysis was performed.

Table 1 Inclusion criteria
Inclusion 
criteria
1. Those participants who gave informed consent for 

the study.
2. Those participants who were hospitalized for COVID-

19 treatment and were discharged after treatment.
3. Only the participants from Jammu and Kashmir were 

included.
4. Both genders and all age groups above 18 years of 

age at the time of admission

Fig. 1 Mode of data collection
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All experimental protocols were approved by Univer-
sity of Amity Institutional Review Board (IRB 330 No. 
AUUP/IEC/MAY/2023/4).

Informed consent was obtained from all subjects and/
or their legal guardian(s).

Results
Socio- demographic profile
In this study, the final sample size composed of 277 
patients who participated and completed the survey. 
Of these participants, 86.3% were males, while females 
accounted for 13.7%. Table 2. shows that the majority of 
the study’s population were between 18 and 33 years old.

It was observed that nearly 35% of the individuals who 
were surveyed worked in the private sector, around 60% 
were employed in the government sector and only 15% 
of respondents reported being self-employed. As per 
the education qualifications, majority of the participants 
were Graduates (71.8%).

Additionally, the study revealed that only a small pro-
portion of individuals, around 4%, reported being either 
uneducated or illiterate. A significant number of the par-
ticipants, around 69%, identified as Hindu, while only 
31% reported being Muslim.

Factors affecting patient satisfaction
Factors associated with patient satisfaction (Agreement 
reflecting satisfaction with medical care)
Table 3. and Fig. 2, depicts that the majority of the par-
ticipants expressed a high level of satisfaction with the 
medical care they received (85.2%). In terms of doc-
tors’ explanations of medical tests (85.2%), majority of 
respondents agreed that their doctors were good about 

explaining the reason for medical tests. Additionally, 85% 
participants strongly agreed that their doctor’s office had 
everything needed to provide complete medical care, and 
that the medical care they had been receiving was just 
about perfect.

In terms of financial accessibility, 88% respondents 
indicated that they felt confident they could get the medi-
cal care they needed without being set back financially. 
Similarly, when it came to medical examinations, major-
ity of participants felt that their doctors were careful to 
check everything when treating and examining them.

Furthermore, 85% respondents reported that they 
had easy access to the medical specialists they needed, 

Table 2 Socio demographic profile of respondents
Variables Number (%) (SD)
Age 18–33 years 137 (49.5) ≈ 12.97 years

34–47 years 88 (31.8)
48 and above years 52 (18.8)

Gender Male 239 (86.3) ≈ 0.344
Female 38 (13.7)

Working sector Private 97 (35) ≈ 0.477
Government 165 (59.6) ≈ 0.49
Self- Employed 15 (5.4) ≈ 0.226

Religion Hindu 191 (69) ≈ 0.463.
Muslim 86 (31)

Education Uneducated/ Illiterate 10 (3.6) ≈ 27.96
Secondary 13 (4.7)
Higher Secondary 41 (14.8)
Graduate 199 (71.8)
Post Graduate 14 (5.1)

Marital status Unmarried 58 (22.6) ≈ 0.449
Married 199 (77.4)

Table 3 Factors associated with patient satisfaction (agreement reflecting satisfaction with medical care)
Cariable Strongly Agree Agree Uncertain Disagree Strongly 

Disagree
1. Doctors are good about explaining the reason for medi-
cal tests

236
(85.2%)

10 
(3.6%)

11
(4%)

15
(5.4%)

5
(1.8%)

2. I think my doctor’s office has everything needed to pro-
vide complete medical care

236
(85.2%)

10
(3.6%)

12
(4.3%)

14
(5.1%)

5
(1.8%)

3. The medical care I have been receiving is just about 
perfect

237
(85.2%)

6
(2.2%)

12
(4.3%)

17
(6.1%)

5
(1.8%)

4. I feel confident that I can get the medical care I need 
without being set back financially

244
(88.1%)

7
(2.5%)

11
(4%)

13
(4.7%)

2
(0.7%)

5. When I go for medical care, they are careful to check 
everything when treating and examining me

239
(86.3%)

6
(2.2%)

14
(5.1%)

13
(4.7%)

5
(1.8%)

6. I have easy access to the medical specialists I need 237
(85.6%)

9
(3.2%)

10
(3.6%)

16
(5.8%)

5
(1.8%)

7. My doctors treat me in a very friendly and courteous 
manner

235
(84.8%)

14
(5.1%)

12
(4.3%)

13
(4.7%)

3
(1.1%)

8. Doctors usually spend plenty of time with me 231
(83.4%)

11
(4%)

15
(5.4%)

16
(5.8%)

4
(1.4%)

9. I am able to get medical care whenever I need it 237
(85.6%)

6
(2.2%)

12
(4.3%)

17
(6.1%)

5
(1.8%)

*Cronbach’s alpha (0.96)
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and that their doctors treated them in a very friendly 
and courteous manner. Only 1.4% of participants didn’t 
agreed that their doctors spent plenty of time with them 
during appointments.

Overall, the research findings suggest that the major-
ity of patients surveyed were highly satisfied with their 
medical care experiences, with many expressing strong 
agreement with these factors associated with patient 
satisfaction.

Factors associated with patient satisfaction (agreement 
reflects dissatisfaction with medical care)
According to Table  4. And Fig.  3, participants surveyed 
in this study reported high levels of disagreement with 
the factors associated with patient satisfaction reflecting 
dissatisfaction. Majority of participants disagreed that 
doctors sometimes made them wonder if their diagnosis 
was correct (57.4%), and that doctors sometimes ignored 
what they told them (76.2).

Major respondents also disagreed with the assertion 
that they had doubts about the ability of the doctors who 
treated them (57.4%), and around 57% participants men-
tioned that the doctors or healthcare providers hurried 
too much when they were treating them with medical 
care.

Furthermore, 58.8% disagreed that they had to pay for 
more of their medical care than they could afford, and 
that where they received medical care, people had to wait 
too long for emergency treatment (57.4%).

57.4% respondents also disagreed with the fact that 
doctors acted too business-like and impersonal toward 
them, and that they found it hard to get an appointment 
for medical care right away.

Overall, the research findings suggest that the major-
ity of patients surveyed were highly satisfied with their 
medical care experiences, with many expressing strong 
disagreement reflecting dissatisfaction with these factors 
associated with patient satisfaction.

This indicates that healthcare providers may be doing a 
good job of meeting the needs and expectations of their 
patients, and that patients are generally satisfied with the 
quality of care they receive.

Calculating the patient satisfaction level using patient 
satisfaction scale (PSQ-18)
Patient Satisfaction Questionnaire Short Form (PSQ-18), 
a concise, validated tool that is applied to various set-
tings, as well as comparing interventions. The PSQ-18 is 
an established questionnaire that is widely used across 
the world for measuring patient satisfaction levels.

To calculate the score: To (Table 5.)

a. for factors associated with patient satisfaction 
(Agreement reflecting satisfaction with medical care)

 Total score = 45

b. for factors associated with patient satisfaction 
(Agreement reflecting dissatisfaction with medical 
care)

 Total score = 44
 
 Grand total = 45 + 44 = 89

The Patient satisfaction score (89) hence proved that 
there was significantly higher level of satisfaction 
among patients regarding medical care.

Fig. 2 Factors associated with patient satisfaction (agreement reflecting satisfaction with medical care)
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Association between socio demographic factors and 
different variables
We conducted a chi-square analysis (Table 6.) to test the 
hypothesis that there is a relationship between gender 
and use of alcohol. The analysis revealed an uncertainty 
associated with borderline results between gender and 
use of alcohol (p value = 0.047), with emphasis on the 
need for further research to confirm or refute the find-
ings, and showed significant association with gender and 
use of tobacco (p value = 0.000).

The analysis between marital status with use of alco-
hol, revealed a statistically significant association with 
p value = 0.001. There was also a significant association 
between religion and use of alcohol (p value = 0.000). Use 
of tobacco and occupation showed a significant associa-
tion with the p value = 0.008.

Disscussion
The study findings revealed a high level of satisfaction 
among the majority of participants (85.2%) with the med-
ical care they received, indicating a positive perception of 
healthcare services in the region. Participants acknowl-
edged their doctors’ proficiency in explaining medical 
tests, the availability of necessary resources in doctors’ 
offices, and the quality of medical care received, reflect-
ing positively on healthcare delivery. Moreover, par-
ticipants expressed confidence in accessing medical care 
without financial constraints and perceived their doctors 
as thorough and attentive during examinations and treat-
ments. Additionally, easy access to medical specialists 
and courteous treatment from doctors further contrib-
uted to overall satisfaction with healthcare services [18].

The analysis uncovered significant relationships 
between demographic factors and health-related behav-
iours. Specifically, there was a notable association 
between age and alcohol use, suggesting a potential cor-
relation between increasing age and higher likelihood of 
alcohol consumption. Furthermore, gender was found to 
be associated with both alcohol and tobacco use, high-
lighting differences in usage patterns between males and 
females. Additionally, the significant association between 
education level and vaccination uptake suggests that edu-
cational attainment may influence individuals’ decisions 
regarding vaccination.

The unique context of Jammu and Kashmir, character-
ized by its socio-political situation and limited health-
care infrastructure, underscores the significance of this 
research. The region’s ongoing conflicts and political 
instability present significant challenges for the health-
care system, exacerbating the difficulties of managing the 
COVID-19 pandemic [19]. Understanding the impact 
of COVID-19 on healthcare outcomes in such conflict-
affected regions is crucial for informing effective health-
care policies and interventions.

Table 4 Factors associated with patient satisfaction (agreement 
reflecting dissatisfaction with medical care)
Variable Strongly 

Agree
Agree Uncertain Disagree Strong-

ly Dis-
agree

10. Some-
times doc-
tors make 
me wonder 
if their 
diagnosis is 
correct

15
(5.4%)

6 
(2.2%)

11
(4%)

86
(31%)

159
(57.4%)

11. I have to 
pay for more 
of my medi-
cal care than 
I can afford

4
(1.4%)

1
(0.4%)

9
(3.2%)

100
(36.1%)

163
(58.8%)

12. Where I 
get medical 
care, people 
have to wait 
too long for 
emergency 
treatment

21
(7.6%)

9
(3.2%)

4
(1.4%)

84
(30.3%)

159
(57.4%)

13. Doctors 
act too 
business-
like and 
impersonal 
toward me

20
(7.2%)

5
(1.8%)

3
(1.1%)

159
(57.4%)

90
(32.5%)

14. Those 
who provide 
my medical 
care some-
times hurry 
too much 
when they 
treat me

21
(7.6%)

9
(3.2%)

5
(1.8%)

84
(30.3%)

158
(57%)

15. Doctors 
sometimes 
ignore what 
I tell them

20
(7.2%)

6
(2.2%)

4
(1.4%)

88
(31.8%)

159
(57.4%)

16. I have 
some 
doubts 
about the 
ability of the 
doctors who 
treat me

14
(5.1%)

6
(2.2%)

9
(3.2%)

89
(32.1%)

159
(57.4%)

17. I find it 
hard to get 
an appoint-
ment for 
medical care 
right away

16
(5.8%)

5
(1.8%)

10
(3.6%)

88
(31.8%)

158
(57%)

18. I am 
dissatisfied 
with some 
things about 
the medi-
cal care I 
receive

16
(5.8%)

9
(3.2%)

11
(4%)

83
(30%)

158
(57%)

*Cronbach’s alpha (0.96)
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Practical implications of these findings include the 
importance of tailored interventions to address age-spe-
cific alcohol use patterns, gender-sensitive approaches 

to tobacco cessation programs, and targeted educational 
campaigns to promote vaccination uptake. Addition-
ally, efforts to strengthen healthcare infrastructure and 
improve access to medical services are essential for miti-
gating the impact of the COVID-19 pandemic in conflict-
affected areas like Jammu and Kashmir [20].

However, it is important to acknowledge the limita-
tions of the study, such as its cross-sectional design 
and potential for response bias. Future research should 
consider longitudinal studies and explore additional 
factors influencing healthcare outcomes in conflict-
affected regions. Overall, the study provides valuable 
insights into the complexities of healthcare delivery in 
challenging socio-political contexts and underscores 
the importance of addressing these issues to improve 
health outcomes for all.

Table 5 Scoring items
Item Number
(Question)

Original Response Value Scored Value

1,2,3,4,5,6,7,8,9
 
 
 
10,11,12,13,14,15,16,17,18

 
 
 

 
 

Table 6 Association between socio demographic factors and different factors
Sno. Variables Vaccination

Yes no
(N%) (N%)

P-VALUE
(P > 0.05)

Use of alcohol
Yes no
(N%) (N%)

P-Value
(P > 0.05)

Use of tobacco
Yes no
(N%) (N%)

P-Value
(P > 0.05)

1. Age 18–33 Yrs 132 5 0.334 28 109 0.402 50 87 0.607
34–47 Yrs 82 6 20 68 36 52
48- Above 51 1 7 45 17 35

2. Gender Male 228 11 0.579 52 187 0.047 100 139 0.000
Female 37 1 3 35 3 35

3. Marital status Married 55 3 0.836 3 55 0.001 17 41 0.216
Unmarried 190 9 48 151 76 123

4. Education Uneducated 10 0 0.190 1 9 0.083 3 7 0.692
Secondary 11 2 2 11 5 8
Higher secondary 38 3 4 37 19 22
Graduate 192 7 42 157 70 129
Post graduate 14 0 6 8 6 8

5. Religion Muslim 82 4 0.861 5 81 0.000 39 47 0.059
Hindu 183 8 50 141 64 127

6. Occupation Student 40 1 0.506 7 34 0.766 11 30 0.008
Others 204 10 43 171 90 124
Health/ police 14 0 4 10 2 12
None 7 1 1 7 0 8

The values in bold signifiy statistically significant values

Fig. 3 Factors associated with patient satisfaction (agreement reflecting dissatisfaction with medical care)
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Conclusion
The study findings indicate that patients expressed 
high levels of satisfaction during the pandemic era. To 
improve patient satisfaction, there is a need for more pri-
mary healthcare centres and community health centres. 
These facilities play a crucial role in providing accessible 
and affordable healthcare services to the community. By 
expanding the reach of these centres and improving their 
quality of care, patients can receive the care they need in 
a timely and effective manner. Additionally, by addressing 
the specific needs of each patient, these centres can help 
ensure that patients are satisfied with their healthcare 
experience, leading to better health outcomes and overall 
satisfaction.

Patient satisfaction is an important aspect of healthcare 
delivery, and it has been shown to be associated with bet-
ter clinical outcomes and improved adherence to treat-
ment plans. In India, there is a need for further research 
to identify the factors that contribute to patient satisfac-
tion and to develop interventions that can improve it. 
This is particularly important in light of the challenges 
that the healthcare system in India faces, including lim-
ited resources, high patient volumes, and disparities in 
access to care. Future research could focus on areas such 
as patient-provider communication, quality of care, and 
access to healthcare services. By addressing these issues, 
healthcare providers and policymakers can work towards 
improving patient satisfaction and ultimately enhancing 
the overall quality of healthcare in India.

The Covid-19 pandemic has disrupted healthcare sys-
tems worldwide, prompting significant changes in service 
delivery, patient-provider interactions, and healthcare 
utilization patterns. Understanding how these changes 
have influenced patient satisfaction and healthcare 
outcomes is crucial for informing pandemic response 
strategies and building resilient healthcare systems 
internationally.

Limitations

  • The study is confined to only one State i.e. Jammu 
and Kashmir, so to know the level of satisfaction on 
a larger level we need to conduct further research in 
this area. The study utilized a sample from Jammu 
and Kashmir, which may not be representative of 
the broader population of India. The findings might 
not accurately reflect the diversity of healthcare 
experiences across different regions and socio-
economic groups within the country.

  • Selection Bias: The study only included COVID-19 
survivors who were hospitalized, excluding those 
who were not hospitalized or received treatment 
outside hospitals. This exclusion could skew the 
results towards individuals with more severe cases, 

potentially overlooking the satisfaction levels of 
asymptomatic or mildly affected individuals.

  • The cross-sectional design provides a snapshot 
of patient satisfaction at a single point in time. It 
does not capture changes or trends in satisfaction 
over time, limiting the understanding of long-term 
healthcare delivery dynamics.

  • We have taken only COVID-19 survivors as our 
target population to know the patient satisfaction 
level, so we didn’t include the ones who were not 
hospitalised and consulted a doctor offline or 
virtually.

Recommendations

  • The need for more resources in the area of 
patient satisfaction stems from the importance of 
quality healthcare for patients. Patients who are 
satisfied with their healthcare experience are more 
likely to comply with treatment, keep follow-up 
appointments, and utilize health services.

  • “Quality of healthcare matters”- It highlights the 
importance of considering the perspectives and 
needs of both the patient and healthcare provider. 
Both parties play an equally important role in 
ensuring quality healthcare delivery.

  • Assessing patient satisfaction can be a novel 
approach for further novel epidemic/pandemic 
because it provides valuable insights into the 
effectiveness of the healthcare system in dealing with 
such crises.

  • The need for preparedness is critical for any country 
to effectively respond to any crisis, including natural 
disasters, pandemics, and other emergencies. This 
preparedness involves having a robust healthcare 
system, equipped with adequate resources, 
facilities, and healthcare professionals to handle any 
emergency situation.

Supplementary Information
The online version contains supplementary material available at https://doi.
org/10.1186/s12889-024-18986-w.

Supplementary Material 1

Author contributions
A.K. - Wrote the main manuscript text, performed analysis, collected data, 
conducted the studyS.S. - Conceptualization and writing, Edited and reviewed 
the manuscript, supervised and monitored the processK.N.K - Reviewed the 
manuscriptF.N. - Reviewed the manuscript.

Funding-
Not applicable.

https://doi.org/10.1186/s12889-024-18986-w
https://doi.org/10.1186/s12889-024-18986-w


Page 9 of 9Koul et al. BMC Public Health         (2024) 24:2082 

Data availability
The datasets used and/or analysed during the current study are available from 
the corresponding author on reasonable request.

Declarations

Ethics approval and consent to participate
The study received ethical approval from the University of Amity Institutional 
Review Board (IRB 330 No. AUUP/IEC/MAY/2023/4). The consent that was 
obtained from all of the participants was informed.

Consent for publication
Not Applicable.

Competing interests
The authors declare no competing interests.

Received: 25 December 2023 / Accepted: 28 May 2024

References
1. Hebbar PB, Sudha A, Dsouza V, Chilgod L, Amin A. Healthcare delivery in India 

amid the Covid-19 pandemic: challenges and opportunities. Indian J Med 
ethics -(-. 2020;1–4. https://doi.org/10.20529/IJME.2020.064. Advance online 
publication.

2. Mazumder A, Arora M, Bharadiya V, et al. SARS-CoV-2 epidemic in India: 
epidemiological features and in silico analysis of the effect of interventions. 
F1000Res. 2020;9:315.

3. World Health Organization (WHO). World Health Report 2000–Health sys-
tems: improving performance. Geneva Switzerland: World Health Organiza-
tion; 2000.

4. Assefa F, Mosse A, Michael YH. Assessment of client satisfaction with health 
service deliveries at Jimma University specialized hospital. Ethiop J Health Sci. 
2011;21:101–9.

5. Bodur S, Zdemir YE, Kara F. Outpatient satisfaction with health centers in 
urban areas. Turk J Med Sci. 2002;32:409–14.

6. Kaye AD, Okeagu CN, Pham AD, Silva RA, Hurley JJ, Arron BL, Sarfraz N, Lee 
HN, Ghali GE, Gamble JW, Liu H, Urman RD, Cornett EM. Economic impact 
of COVID-19 pandemic on healthcare facilities and systems: international 
perspectives. Best practice & research. Clin Anaesthesiol. 2021;35(3):293–306. 
https://doi.org/10.1016/j.bpa.2020.11.009.

7. Kasthuri A. Challenges to Healthcare in India - The Five A’s. Indian J Com-
munity Medicine: Official Publication Indian Association Prev Social Med. 
2018;43(3):141–3. https://doi.org/10.4103/ijcm.IJCM_194_18.

8. Epstein KR, Laine C, Farber NJ, Nelson EC, Davidoff F. Patients’ perceptions 
of office medical practice: judging quality through patients’ eyes. Am J Med 
Qual. 1996;11:73–80.

9. New Indian Xpress. (2021, May 20). J&K reports more than 72,000 Covid cases, 
963 deaths in 18 Days this month. The New Indian Express. https://www.
newindianexpress.com/nation/2021/may/20/jk-reports-more-than-72000-
covid-cases-963-deaths-in-18-days-this-month-2304933.html.

10. Jahangir MS, Gadda ZH, Ganayee SA. Marginalized COVID-19 patients 
and their significant others in Kashmir (India): manifesting the hidden 
structural vulnerabilities. Health Promot Int. 2022;37(3):daac069. https://doi.
org/10.1093/heapro/daac069.

11. Davis B, Bankhead-Kendall BK, Dumas RP. A review of COVID-19’s impact 
on modern medical systems from a health organization management 
perspective. Health Technol. 2022;12(4):815–24. https://doi.org/10.1007/
s12553-022-00660-z.

12. Sultan N, Mahajan R, Kumari R, Langer B, Gupta RK, Mir MT, et al. Patient sat-
isfaction with hospital services in COVID-19 era: a cross‐sectional study from 
outpatient department of a tertiary care hospital in Jammu, UT of J&K, India. J 
Family Med Prim Care. 2022;11:6380–4.

13. Wikipedia. Patient Satisfaction. Wikipedia; 2018. https://en.wikipedia.org/wiki/
Patient_satisfaction.

14. Sharma A, Soni D, Dubey P, Sharma R, Bharti A, Singh TP. Satisfaction among 
COVID-19 positive patients: a study in a tertiary care hospital in central India. 
J Prim Care Special. 2021;2:10–5.

15. Madhav N, Oppenheim B, Gallivan M, Mulembakani P, Rubin E, Wolfe N, 
Pandemics, The World Bank. Risks, impacts, and mitigation. In: Jamison DT, 
Gelband H, Horton S, editors. Disease Control Priorities: Improving Health and 
Reducing Poverty. 3rd. Chapter 17. Washington (DC): The International Bank 
for Reconstruction and Development / ; 2017. Nov 27, [cited 2020 May 14]. 
https://www.ncbi.nlm.nih.gov/books/NBK525302/.

16. Shoib S, Yasir Arafat SM. (2020). Mental health in Kashmir: conflict to COVID-
19. Public health, 187, 65–66. https://doi.org/10.1016/j.puhe.2020.07.034.

17. Marshall GN, Hays RD. The patient satisfaction questionnaire short-form (PSQ-
18). Santa Monica, CA: Rand; 1994 Jan. p. 1.

18. Manzoor F, Wei L, Hussain A, Asif M, Shah SIA. Patient satisfaction with 
Health Care Services; an application of Physician’s behavior as a moderator. 
Int J Environ Res Public Health. 2019;16(18):3318. https://doi.org/10.3390/
ijerph16183318. PMID: 31505840; PMCID: PMC6765938.

19. Healthcare disparities in Jammu and Kashmir. Challenges and systemic 
inefficiencies - JK Policy Institute [Internet]. 2023 [cited 2024 Apr 17]. https://
www.jkpi.org/healthcare-disparities-in-jammu-and-kashmir-challenges-and-
systemic-inefficiencies/.

20. Kapoor M, Nidhi Kaur K, Saeed S, Shannawaz M, Chandra A. Impact 
of COVID-19 on healthcare system in India: a systematic review. 
J Public Health Res. 2023;12(3):22799036231186349. https://doi.
org/10.1177/22799036231186349. PMID: 37461400; PMCID: PMC10345816.

Publisher’s Note
Springer Nature remains neutral with regard to jurisdictional claims in 
published maps and institutional affiliations.

https://doi.org/10.20529/IJME.2020.064
https://doi.org/10.1016/j.bpa.2020.11.009
https://doi.org/10.4103/ijcm.IJCM_194_18
https://www.newindianexpress.com/nation/2021/may/20/jk-reports-more-than-72000-covid-cases-963-deaths-in-18-days-this-month-2304933.html
https://www.newindianexpress.com/nation/2021/may/20/jk-reports-more-than-72000-covid-cases-963-deaths-in-18-days-this-month-2304933.html
https://www.newindianexpress.com/nation/2021/may/20/jk-reports-more-than-72000-covid-cases-963-deaths-in-18-days-this-month-2304933.html
https://doi.org/10.1093/heapro/daac069
https://doi.org/10.1093/heapro/daac069
https://doi.org/10.1007/s12553-022-00660-z
https://doi.org/10.1007/s12553-022-00660-z
https://en.wikipedia.org/wiki/Patient_satisfaction
https://en.wikipedia.org/wiki/Patient_satisfaction
https://www.ncbi.nlm.nih.gov/books/NBK525302/
https://doi.org/10.1016/j.puhe.2020.07.034
https://doi.org/10.3390/ijerph16183318
https://doi.org/10.3390/ijerph16183318
https://www.jkpi.org/healthcare-disparities-in-jammu-and-kashmir-challenges-and-systemic-inefficiencies/
https://www.jkpi.org/healthcare-disparities-in-jammu-and-kashmir-challenges-and-systemic-inefficiencies/
https://www.jkpi.org/healthcare-disparities-in-jammu-and-kashmir-challenges-and-systemic-inefficiencies/
https://doi.org/10.1177/22799036231186349
https://doi.org/10.1177/22799036231186349

	Assessing patient satisfaction and healthcare delivery amidst the COVID-19 pandemic: insights from Jammu and Kashmir, India
	Abstract
	Aims and objectives
	Introduction
	Methodology
	Method of data collection
	The patient satisfaction questionnaire-18 (PSQ‐18)


	Sample size calculation
	Statistical analysis
	Results
	Socio- demographic profile
	Factors affecting patient satisfaction
	Factors associated with patient satisfaction (Agreement reflecting satisfaction with medical care)
	Factors associated with patient satisfaction (agreement reflects dissatisfaction with medical care)
	Calculating the patient satisfaction level using patient satisfaction scale (PSQ-18)


	Association between socio demographic factors and different variables
	Disscussion
	Conclusion
	Limitations
	Recommendations

	References


