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Introduction

Health is one of the priorities in Oman Vision 2040. The Ministry of Health has placed significant
attention to achieving the strategic goals of the health priority, with the aim of advancing

healthcare at all levels in the Sultanate of Oman.

One of the key indicators reflecting community satisfaction with healthcare services is part of
the Vision Oman 2040 framework, following the health priority and the strategic direction of
“A Leading Health System with Global Standards “. This indicator is a composite measure that

evaluates the quality of healthcare services provided across healthcare institutions in Oman.

This report aims to present the main results of the opinion poll conducted in the last quarter of

2023 about the community satisfaction with healthcare services.

2 Health Care Services






B

Key indicators of overall satisfaction with health care services
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Overall satisfaction with health care services
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Satisfaction with the Health Institution Condition

According to Nationality According to Institution Type
omani I (54 v Government I 63.2 %
Expatriate [ /3 5 ¢ Private IS [/
Muscat Dhofar  AShSharaah Al Batinah North
General Institution Condition % /5.8 12.9 687 /4]
Good reception and treatment % 18 718 14.3 112
Service Provider Initiative % 16.2 713 132 16.3
Cleanliness of bathroom/toilets % 757 137 103 12.8
Access Speed % 168 Tal 10.5 129
Treatment costs % ol 96.2 0/8 0.0
Follow-up appointments % 6/8 66.9 63.3 644
Speed of appointment % 06.0 0.6 0l.a 03.0
Waiting period % B3l 62.3 06.9 bl
faciineson TP B4 B T 722
Overall satisfaction % 10 68.7 65.2 684
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Satisfaction with Doctors

Omani [ 7].4 o Government NN 75_8 &
Expatriate [ 775 % Private [ 722 %

Ash Shargiyah A Batinah North
North

Muscat Dhofar

Waiting period % ‘ 66.2 66 64.3 65.3

/5.6 13 16.5

Doctor treatment %

139 121 a4

Doctor examination %

Treatment plan explanation % 14 - 148
Privacy maintenance % w5 |
Treatment by the same doctor % | 897 - 116
Time spent with the doctor % 161 132 10.7 Tal
Overall satisfaction % | 75.] 7129 695 13.8
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Satisfaction with Nurses

According to Nationality According to Institution Type
Omani [N 734 o Government [N 77.] %
Expatriate [ /93 % Private I /3 /1,
Muscat Dhofar Ash Sharqiyah Al Batinah North

North

Waiting period % N5 108 729 69.3
Nurse treatment 56 184 18] 80 182
e enyoation of 147 751 129 752
Patient care % 163 76 715 107
Privacy in the treatment room % 719 739 73.8 144
Trust in nurse % 187 1856 161 8

Overall satisfaction % 154 155 155 15
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Satisfaction with Pharmacists

Omani 73.3 %
Expatriate 80,7%

Government NG 78.6 %
Private [ 75.2%

Waiting period %

Pharmacists treatment %

Explain %

Explanation of the side effects
of the drug %

Overall satisfaction %
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Methodology

First: The target population of the sample size:

The target population for this study was identified as the Omani population in the age of 18 and
above, residing in Oman. A representative sample was selected according to the simple random
sampling method, as the sample included both genders in all governorates of the Sultanate, and

from different educational levels and age groups.

The sample size was 2500 Omanis and Expatriates. This sample size allows to obtain
estimates for most of the indicators to be obtained from the poll survey at the overall level of
the Sultanate of Oman within a margin error of no more than 5% and providing results at 95%
confidence level. The sample was merged in the governorates of Musandam, Al-Buraimi and

Al-Wusta due to the small size of the respondents sample in each of them.

Second: Conducting the survey:
The survey data was collected during the period from 19 September 2023 to 09 October 2023

through telephone interviews, according to an electronic survey using Computer Assisted

Telephone Interviewing (CATI)

Third:Methodology of Calculating the Satisfaction on Healthcare Services Index

Based on the opinion survey data on satisfaction with healthcare services, the overallsatisfaction

index for healthcare services was measured through four main pillars:

J Satisfaction with the condition of the healthcare institution
J Satisfaction with doctors

J Satisfaction with nurses

. Satisfaction with pharmacists

The mean of the sub-indicators in each pillar was calculated by converting the descriptive
evaluation (e.g., “Very satisfied,” “Satisfied,” etc.) into a quantitative rating ranging from 0 to 10.
Subsequently, the mean for each pillar was determined, leading to the calculation of the overall

satisfaction index for healthcare services as the arithmetic mean of the four pillars.
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Satisfaction rate with Health Institutions

Satisfaction rate with Nurs

Satisfaction rate with Phar

Satisfaction rate with Doctors

Satisfaction rate with the general condition of the institution

Satisfaction rate with the good reception and politeness in dealing with employees

Satisfaction rate with the initiative of service providers

Satisfaction rate with the cleanliness of the bathrooms/toilets in the building

Satisfaction rate with the access speed to the health care center

(Satisfaction rate with the costs of treatment (for private sector

Satisfaction rate with follow-up appointments in the institution itself

Satisfaction rate with the speed of obtaining an appointment at the reception desk
in another health institution

Satisfaction rate with the waiting period in the health institution

Satisfaction rate with availability of facilities for people with special needs

Satisfaction rate with waiting period to see the doctor

Satisfaction rate with the doctons treatment and attention

Satisfaction rate with the doctorys examination

Satisfaction rate with the doctors explanation of the treatment plan

Satisfaction rate with the doctors preservation of the patientss privacy

Satisfaction rate with treatment with the same doctor

Satisfaction rate with the length of time spent with the doctor

es

Satisfaction rate with waiting time for admission by the nurse

Satisfaction rate with the nurse’s treatment

Satisfaction rate with the nurse’s explanation of the procedure that he will perform

Satisfaction rate with the nurse’s attention to the case

Satisfaction rate with privacy in the treatment/ examination room

Confidence rate in the nurse who provided the service

macists

Satisfaction rate with waiting period to get medication

Satisfaction rate with pharmacist treatment

Satisfaction rate with pharmacist explanation of how to use medication

Satisfaction rate with pharmacist explanation of medication side effects
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Form No:

Survey Course No:

Target Group: All Omanis and Expatriates Residing in the Sultanate
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Community Satisfaction Survey on Healthcare Services

First Round

Personal data is confidential under the Statistics and Information Law

issued by Royal Decree 2019/55 and shall only be used for scientific

.research purposes
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Researcher Introduction

Peace be upon you, with you ... from the National Center for Statistics and Information, we are
conducting a public survey with the entire community about satisfaction with health care services,
we kindly ask you to participate in the survey and answer some simple questions, and we assure
you of the absolute confidentiality of the data, knowing that you have been selected in the survey
sample randomly, and the call will be recorded for quality control purposes and take about 10
minutes. Do you agree to participate in the survey with us?

Respondent's Identification Data
Tel No: Encounter Date:
....................................... / /2023
Tel Type: Interview start time:
Land Line ... 1 Mobile: ...... 2
Call Called I | Encounte | Done 1
Result | ..., rResult: | ...
Wrong number 2 Partially Done 2
Unable to connect 3 Refused 3
No response 4 No qualified person 4
Busy number 5 Postponed (record recall | 5
.............................. time)
Call disconnected 6
No contact 7

Health Care Services
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101

Name of the respondent
(optional)

102

Nationality?

Omani/ Non-resident n
Sultanate

2

Non-Omani/ Resident n
Sultanate

Finished
the
intervie
W

103

How old are you (in years)?

Finished
the
intervie
W

104

Gender?

105

What province does he/she
reside in?

2. Dhofar
3.Musandam ......................

.AlBuraimi .................
. Ad Dakhiliyah ............
. Al Batinah South ..........
. Al Batinah North .........
. Ash Sharqgiyah North .....
. Ash Sharqiyah South .....
10. Al Dhahirah ..............
11. AlWusta .................

O 00 O O D B~
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dall dole i Olods e Loy
Satisfaction with healthcare services

tlghlyp Caod Wl dasmall dw§all Jg> el o OYI P giiw
We will now ask you about the healthcare facility you visited

dovall Gladall $a=] @ el ol (glall pamall el 31,81 usT of il canas Jo oobll ei 12 JI I
:aJudl

Ll oo AT 7o)

During the past 12 months, have you or any members of your family undergone a medical
examination or treatment in one of the following healthcare facilities?

You can choose more than one option

1 e Health Center gue 350 -
2 Health Complex gwe poxe  —

Government Hospital under the Ministry of d=all 8)ljg) 6 (295> (péduwe =
3 e, Health

Government Hospital under different 39 wlgall LU 298> (pddue  —
4o, authorities.

D ettt et Private Hospital o5 (fédue -
B ettt Private Clinic 4o 8obe -

201

ghli Cwd oo dudo y31 (2 Lo
What is the last healthcare facility you visited:

1 Health Centerg;u,aj'ffo -
2 e aea, Health Complex Suo pame —

Government Hospital under the Ministry of . d>wall §;lig) LU (255> (pbdwe  —
3 e, Health

Government Hospital under different 39 wlgall LU (298> (pddue  —
oo, authorities

Y Private Hospital o> (féduwe -
B ettt Private Clinic 4o 8obe -

202

Wl Lgoed (31 Aol Aol alablons 6T §
In which governorate is the healthcare
facility you are currently evaluating
located?

203

(GWBY! e (2 at ool i cyloxe ¢l i p2h) deutiall domsall Gilel Slods e ) Ay Lo

DAl Sleasdl e sy G b dghlp cwd @l douall duwiall e s Gguw Dl

What is your level of satisfaction with the healthcare services provided (very satisfied, satisfied,
neutral, dissatisfied, very dissatisfied)? To begin with, we will ask you about the healthcare
facility you visited, how satisfied are you with the following services:

204
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General condition of the Healthcare
facilities
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Good welcoming and tactful in
communication by staff
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2
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Service providers’ initiative

adb bl lygs ddlas
Cleanliness of the toilets of the
building

LW dall Bley)l 350 I o s)l s
Access speed to the healthcare center
in your residential area

(Lol gllaill) Ul CaJES
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Treatment expenses (for the private
sector)

el ddall (§ Anyliall sl go
Follow-up appointments at the same
facility.
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Gy Ao duwnln

Speed of obtaining an appointment
when referred to another healthcare
facility

Llaall Jio) domsall Lol (3 HUABYI 878
(&) .. Adacall e gl @Dl of
Waiting time at the healthcare facility
(such as for appointments or receiving
medications from the pharmacy, etc.)

7
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The institutions has equipment that support

patient with special needs
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Doctors
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Waiting time to see the doctor was
convenience
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the doctor's treatment and concern
for your condition

Cdall diglas

Doctor examination

Doctor's explanation of the
treatment plan

The doctor maintains your privacy
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If | get sick again, it's best for the
same doctor to treat me
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The duration of time | spent with the
doctor
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Waiting time to see the nurse
oyenll Aolas -2
nurse's behavior and action
@ podw G M poyeall 2 -3
The nurse explained to me the
procedure that he/she will perform
dlow oyl slesal -4
The nurse's care for your condition
Lolaal) 48,2 / 25l 8dy2 § Auguasl] -5
Feeling of privacy in the treatment
room/observation room
Loas) <l b (S (oyaall (§ 41 -6
Trust in the nurse who provided you
with the service
B
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very q q
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Waiting time to get the medications
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Pharmacist's treatment
Q959! plascil disylal (Yamall z 4 -3
Pharmacist's explanation of how to
use the medications
) elgald Aol (2hedl e (Yawall 74 -4
(a0l
Pharmacist's explanation of the side
effects of the medication (if any)
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What is your level of satisfaction with the healthcare services at the institution you
visited in general (Very satisfied, satisfied, neutral, dissatisfied, very dissatisfied)?

Slgoiy cod (@) duwwgall i) 92l g2 S0 [ 206
Do you recommend returning to the same institution you evaluated
1 yesru.} -
2 e raaaa noY -
. duogSl BL) ads U cdll )3 Y o)l D> 3 207
T o governmental § 4ol ‘ni dun ¢Sl Oolabead! 9 ol el
2 private due ! In the event of illness, God forbid, do you
prefer visiting public/government hospitals
or private clinics
......................... Please mention the reason §cuwd! S3I 208

(sys1 - Swe ol 3929 — Ugmo ol de o — dadsdl 8392
(Service quality - Speed of access - Health insurance availability - Other)

eMazea 1o (§ Lins &)Ll e 21,585 1aylaal g goeal S
We thank you for participating in this survey
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