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Research Proposal Summary
Background: Globally, more than half a million women die annually complications of
pregnancy and childbirth. A woman*s satisfaction with the delivery service may have immediate
and long-term effects on her health and successive utilization of the services. The studies
conducted on mothers’ satisfaction with delivery services and associated factors were very
limited in wolaita zone. This study finding will provide clear information about mothers’

satisfaction with delivery services and associated factors in wolaita zone

Objective: Mothers’ satisfactions with institutional delivery services and associated factors
among mothers attending wolaita zone Hospitals , southern Ethiopia, 2020 .

Methods: A facility based cross - sectional study will be conducted in wolaita zone hospitals,
southern Ethiopia. Mothers who attend selected health facilities for delivery service during study
period will be respondents of the study. Data will be collected by using structured questionnaire,
and checked, coded and entered the data to Epi-Info version 7 and finally, exported to (SPSS)
version 20.0 statistical software for analysis. Bivariate and multivariate logistic regression will
be used to identify predictor of maternal satisfaction. P-value of less than 0.05will be considered

as statistically significances.
Facility- based cross-sectional study will be conducted from January —Feb 2012
Budget 23165Ethiopian Birr.

Key Words:Mothers’ satisfaction, Delivery service, Hospital.
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1. Introduction

1.1 Background
Client satisfaction plays a significant role in increasing utilization of women for institution-
based delivery. It is also essential to improve quality of health care in reducing maternal
morbidity and mortality (1). Mothers’ satisfaction with institutional delivery services is sub-
optimal (2). Childbirth satisfaction is multidimensional, with various dimensions of service and
care contributing to the experience: accessibility, interpersonal aspects of care, medical facilities

on the ward, the physical environment, and care outcomes (3) .

Maternal mortality is unacceptably high (4). Globally, maternal mortality ratio is expresses
100,000 live births in order to stress the obstetric risk of pregnancy and childbearing.The estimate
of the maternal mortality ratio for the 2016 Ethiopian Demographic and Health Survey (EDHS)
is 412 deaths per 100,000 live births. There are about 4 maternal deaths occur for every 1,000
births in Ethiopia (5).

Care givers attitude was seen as the strongest factor in determining maternal satisfaction with
care from patients perspective (6) and it contributes to mothers’ satisfaction with institutional
delivery services. Physical, interpersonal, and technical aspects of care influence client

satisfaction with delivery care services. .

1.2 Statement of the problem

Pregnancy and childbirth cause a risk to the life of the woman (7). Globally, approximately 830

women die every day from preventable causes related to pregnancy and childbirth in 2015.

Maternal deaths might still occur in even the best conditions, every effort should be made aiming
that to get rid of avoidable maternal deaths. The sustainable development goal (SDG) of
reducing global maternal mortality to less than 70 deaths per 100 000 live births by 2030 works

towards this aim (8).



There is low utilization of institutional delivery services and low antenatal care visit in mothers’
last pregnancy (9) ; which contributes to risk of maternal mortality related to maternal delivery

service.

The provision of high quality of essential health care for women and children needs a continues
effort to improve process, output and outcome by addressing the challenges and bottleneck

across the components of the health system (10).

Delay in receiving care can happen due to inadequate skilled personnel in emergency obstetric
care, inadequate supplies and equipment and poor quality of services. Mothers are not getting
emergency obstetric care services in timely. Mother’s literacy status, monthly in-come, decision
making and employment status also are the main predictors for maternal delays in utilization of

Emergency Obstetric care service (11).

The assessment of mothers’ satisfaction with institutional delivery services and associated
factors are central to inform health practices for health care providers. It also contributes the

women to decide the place of delivery.

The aim of this study is to assess women’s satisfaction and associated factors in Wolaita Zone

Hospitals to help and understand the low rates of health service utilization during pregnancy.

1.3 Significance of the study
Client satisfaction is the crucial indicator of service quality at any level of health care services. It
is also a dynamic indicator of quality of delivery care services. As a result, it has high value and
common to understand the need of the clients. Now a day, assessing mothers’ satisfaction with
delivery services is considered as an essential component of health care provider quality

assurance series.

There is limited information on institutional delivery service and mothers’ satisfaction on
delivery care services, especially South Ethiopia. Therefore, this study will be conduct to know
the level of mothers’ satisfaction and associated factors with institutional delivery services

among women attending Hospitals in Wolaita Zone administration, SNNPR, Ethiopia .



Hence, this study finding will provide clear information about status of mothers’ satisfaction
regards to institutional delivery services and associated factors for health planners, care providers
working at study area, researchers. It will be also helpful to fill research knowledge gaps with
institutional delivery services. It will have valuable contribution to increase quality of maternal
delivery services in the health institutions and also to reduce maternal morbidity and mortality

rate in Ethiopia

2 Review of Literature

2.1 Maternal Satisfaction with Delivery Services.

The study conducted in Xiengkhuang province of Japan and debre markos town showed that
level of satisfaction with delivery service ranging from(57%-98%) of the respondents were
satisfied with different parameters such as politeness of health professionals, waiting time,

accessibility of infrastructures and assurance of privacy with social norms

The study in Iraq Teaching Hospital, the findings shows over all mothers satisfaction rate mostly
depend on educational level of mothers, number of nurses, and the quality of nursing care during

labor and delivery

Other study carried out in Jimma Town Health Centers shows greater percentage of satisfaction
was demonstrated on interpersonal skill aspect which accounts for 314(80.7%) and organization

of health care accounts to 242 ( 62%) (13).

The study conducted in Assela Hospital also depicted that, all satisfaction levels depend on
privacy during delivery , followed by politeness and respect of the staffs , confidentiality and
trust in care provider were among the first three common factors that delivering mothers were
more satisfied. whereas, access and cleanliness of toilet, cost paid to service and waiting area

cleanliness and comfort were the first three major factors that makes mothers dissatisfied (14).

The study conducted at Maternity Referral Hospital in Ethiopia, the result showed the proportion
of complete satisfaction waiting time to see care giver , provider listens to doubts , respect by

care giver , respect by nurse and amount of autonomy in the ward . The mean satisfaction score



for health care related items was at a higher scale except for pain control (2.33). The mean

satisfaction score for health worker attitude variables ranged from 3.85 to 4.24 respectively (15).

Another study finding in Felege Hiwot Referral Hospital revealed that, the proportion of delivery
mothers’ who satisfied with childbirth care . Overall satisfaction rate were client privacy related
satisfaction , availability of bed related satisfaction , encouragement and support during labor

and health advice and information given to the client related satisfaction (16).

The study done in Jimma Zone Public Health Facilities of Omo Nada District showed that,
distances to reach the Health Center and the availability of water during delivery were most
important factor of dissatisfaction; while providers communication and conduct were the main

sources of satisfaction (17).

The study conducted in Amhara Region demonstrated, the proportion of mothers who were
satisfied with delivery care was 61.9%. Whereas, Client privacy related satisfaction (46.7%),
health facility distance related satisfaction (51.4%), and amount of cost paid related satisfaction

(52.7%) were the first three least values of overall satisfaction levels (2).

The study conducted in Wolita Sodo University Teaching Hospita( WSUTH) concluded that,
perceived compassion, confidentiality during consultation, accessibility of prescribed drugs,
hygiene of waiting area, cleanliness of consultation room, and advice given on how to prevent
the re-occurrence of disease were positively associated with patient satisfaction. The
respondent’s awareness of the providers compassion was the key importance in patient

satisfaction (18) .

Another study also conducted in Wolita Zone was concluded that, childbirth satisfaction is
multidimensional, with various dimensions of service and care contributing to the experience
emphasis on accessibility, interpersonal aspects of care, and medical facilities on the ward, the

physical environment, and care outcomes



2.2 Associated Factors of Maternal Satisfaction with Delivery Services.

The study have done in Kenya concluded that, clients in four slums in Embu, Nyeri and Thika,
Kenya were satisfied with friendly and professional manner of respect on health services and

quality of care (19).

The review of determinants of maternal satisfaction has to be identified a wide range of factors
that are decisive to improve utilization and provisions of maternal health services in developing
countries. The determinants from the studies covered all dimensions of care. The major
determinants include interpersonal aspects of care, cleanliness, availability of drugs and
equipment, promptness, privacy and confidentiality, perceived provider competence, access and

cost of care

Other study conducted in Jimma Zone Public Health Facilities the result depicted that,
availability of drugs and supplies, health workers’ communication, type of health care provided,
and attitude of health workers were significantly associated with overall client’s satisfaction with
emergency obstetric nursing care service . Other study in Jimma Zone, Omo Nada District
Public Health Facilities findings demonstrated, age of the mother, wanted status of the
pregnancy, cleanliness of the toilet, ANC utilization, estimated walking distance and time of

delivery were significant factors associated with mothers’ overall satisfaction (17).

The study conducted in Benchi Maji Zone also showed, age of the mother, religion, maternal
education, maternal occupation, availability of TV/radio, income quartiles, residence, knowledge
of problems that may occur during labor, ANC follow up were found to be significantly

associated with maternal satisfaction

On the same study in Referral Hospital in Amhara Region showed, the health facility related
factors and health providers’ characteristics were important predicators of overall maternal

satisfaction (2).

The study have been done in Maternity Referral Hospital in Ethiopia showed that, the major
factor of overall satisfaction rate depend on the doctor communication 88.6% and the nurse

communication 91% respectively



The study conducted in Arba Minch town and surrounding district of Gamo Gofa Zone showed,
the overall proportion of women’s satisfaction was 90.2 %. Place of delivery (56.6%) and care
providers (71.1%) were the major factor for mothers’ satisfaction. Independently, the main
contributing factors for mothers’ satisfaction were educational status specially who has no formal
education (96.70%), four and more ANC visit (94.40%), waiting time within 15 minutes
(93.30%) and free of payment for drugs and supplies (97.30%) respectively (11). Other study
also conducted in the same Zone showed that, educational, occupational, and institutional related

factors were the major factor associated with overall satisfaction (1).

The study conducted at Southern Ethiopia in Wolaita Zone; the result shows that, 67.9% of
mothers were satisfied with delivery care services. The general quality of delivery service care

described 51(13.9%) as poor, 177(48.1%) fair, and 140(38%) good respectively (3).



Figure 1: Conceptual framework of maternal satisfaction



3. Objectives

3.1 General Objectives

» Mothers’ satisfaction with institutional delivery services and associated factors
among women attending Hospitals in Wolaita Zone Administration, SNNPR,

Ethiopia.

3.2 Specific Objectives

» To determine the level of satisfaction of mothers’ with institutional delivery services.
» To identify factors associated with satisfaction of mothers’ with institutional delivery

services.

4. Methodology

4.1 Study Setting

The study will conduct in Wolaita zone Governmental and Faith based Hospitals, SNNPR,
Ethiopia. Four randomly selected hospitals: Wolaita Sodo University Teaching Referral Hospital,
Christian General Hospital, Dubbo St. Mary Primary Hospital and Bombe Primary Hospital in
Wolaita Zone. Health centers of Wolaita zone are not included due to focusing of delivery

services in the hospitals.

Wolayita Zone is bordered on the south by Gamo Gofa, on the west by the Omo River which
separates it from Dawro, on the northwest by Kembata Tembaro, on the north by Hadiya, on the
northeast by the Oromia Region, on the east by the Bilate River which separates it from Sidama,
and on the south east by the Lake Abaya which separates it from Oromia Region. Based on the
2007 Census conducted by the Central Statistical Agency of Ethiopia (CSA), this Zone has a
total population of 1,501,112, of whom 739,533 are men and 761,579 women; with an area of
4,208.64 square kilometers, Wolayita has a population density of 356.67 (24).



Wolayta is one of the 13 Zonal Administrations of the Southern Region in Ethiopia, Located 300
kilometers south of Addis Ababa. It is limited north west by Tambaro, eastward by Bilate river
which divides it from Arsi-Oromo, Southward by Lake Abaya and Kucha, westward by Omo
River (24).

Fig. 2: Map of the study area.
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4.2 Study Design and Period

Facility based cross sectional study will be carried out on Jan 2020 using Mixed Method

(quantitative and qualitative method).

4.3 Source Population
All reproductive age group women who will visit three selected Hospitals for the delivery service

are the source population.

4.4 Study Population
All mothers who will give birth in four selected Hospitals of Wolaita Zone administration and

full fill the selection criteria will be the study population.

4.5 Inclusion and Exclusion Criteria

4.5.1 Inclusion criteria:

Mothers’ who attends delivery services in selected study Hospitals and who are willing to

participate in the study with minor and major complications will be included in study.

4.5.2 Exclusion criteria:

Mothers’ who will critically ill and not enthusiastic to take part in the study will be excluded.

4.6 Sample Size Determination

The sample size for this study is determined using single population proportion formula
considering the assumptions: Proportion of delivering mothers satisfied with hospital delivery
care service.

The sampling size (n) for the first objective is required for this study will be calculated by using

single population proportion (p) formula as follows:

2
(za/Z)dzzo(l P) a6,

The assumptions considered is
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p= Proportions of mothers’ satisfied in delivery service provided.

d= Margin of error or maximum allowable error.

n= Sample size

z= Standard normal distribution (1.96) in 95% confidence interval.

With the assumption of level of significance to be 5% (a =0.05), Z a/2 =1.96 and margin of error
to be 5% (d = 0.05), and adding non responses rate of 10%. The Proportion of mothers’ satisfied
with delivery care in a study conducted was 61.9% (0.62) in hospitals in North Ethiopia
Based on the assumption the formula mentioned above, the sample size is estimated to be 362 for

first objective. When adding 10% of non response rate that sum up 362+36=398.

Table 1: Sample determination variable from other studies presented in the table below. .

Variables Satisfied Unsatisfied | AOR (95% CI)

Perceived presence of waiting area 53% 12% 6.3

Waiting time before seeing a doctor or a

nurse < 1 hour 59% 32% 29

Presence of attendant throughout labor

and delivery 79% 21% 2.18

Care providers measures taken to assure

privacy during examinations 76% 24% 3.07

Above predictors of client satisfaction with delivery care services among women attending
delivery at public health facilities in South Ethiopia and in referral hospitals of Amhara

Region

The sample size for the second objective calculated using Open Epi version 3. Based on the
satisfied percentage of other studies, it calculated as sample size 446. Design effect assumed to
be 1.5. The sample size taken for this study will be 669. Adding non respondent rate 10%, the
maximum sample size for this study will be 736 (i.e. 669+67=736).

11



4.7 Sampling Procedures

Multiple sampling techniques will be used to get the required study subjects. The hospitals will

select using simple random sampling by lottery method.

There are seven hospitals (five public hospitals, Two Faith based hospital) in Wolaita Zone
Administration. The study will conduct on four randomly selected hospitals: Wolaita Sodo
University Teaching Referral Hospital, Bale Hospital, Dubbo St. Mary Primary Hospital and

Bombe Primary Hospital in Wolaita Zone.

The number of study subjects in each Hospital will determine by Proportion to population size
from reviewing deliveries attended in the fourth quarter HMIS report of 2011 EFY from four
Hospitals monthly delivery services. The average of fourth quarter delivery service was taken for
the number of delivery service given to mothers for one month in four selected Hospitals as show
in fig. 3. The data will collect from every other postnatal woman who received delivery care in

the four hospitals.

12



Fig. 3: Schematic Diagram of sampling framework
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4.9 Variables of the Study
4.9.1 Dependent Variable: Maternal satisfaction.

4.9.2 Independent variables:
a) Structure: Physical environment, Cleanliness, Human resources, Medicines and supplies
b) Process: Promptness, Interpersonal behavior, Privacy/confidentiality, Perceived good care,
Cognitive support, Emotional support, and Female providers
¢) Access and Cost
d) Outcome: Delivery outcome
e) Other Demographic and Socio-Economic Characteristics: Age structure, religion,

educational levels, occupation, income, marital status.

4.10 Operational Definitions

Maternal Satisfaction: It is the satisfaction of mothers achieved their expectations during
and after delivery service.

Maternal satisfaction Level: Level of maternal satisfaction all five measurements items in the
scale to measure satisfaction together yields a maximum score of twenty five and a minimum
score five. The satisfaction level of mothers’ will be measured by the responses for each five
items The score will sum and transformed to give an individual level of satisfaction score from

0- 100% for each item, which will used as percentage mean score.

Overall satisfaction level 75% and above the response rate of the five satisfaction measuring
item will be categorized as “satisfied” and those who will have less than 75% the response rate

categorized as “unsatisfied”

4.11 Data Quality Management

To assure data quality, data collectors and supervisor will be trained for two days by principal
researcher. The recruited nurses who will fluent in Amharic and wolaita language will engaged

for data collection. One day for theoretical and one day for practical training will give before real

14



data collection. The total required day for training will be two days. Pre-test will be done on 20
selected mothers’ before actual data collection to identify potential problems that will arise

during the actual data collection period.

Trained collectors will collect the data after methodically explaining the objective of the study to
each study subject and informed consent will be obtained. The principal investigator and the
supervisor will make day to day on site supervision during the whole period of data collection.
Data will be cleaned, edited and coded before data entry. Data quality control during data entry
will be done by double entry to Epi-info 7 computer software. The data will be checked and

cleaned for completeness and accuracy.

4.12 Data Processing and Analysis

Data will be entered to Epi-Info version 7 and then the data will be exported and analyzed using
SPSS version 20. Bi-variate and multi-variate analysis model will apply and variables with p-
value 0.2 included in multiple logistic regression to control confounder.

The satisfaction of mothers’ will measured with delivery service with the respondents rate of
five-point Likert Scale ( 1- Strongly dissatisfied, 2- Dissatisfied, 3- Neutral, 4- Satisfied, and 5-
Strongly satisfied). During analysis, the responses of ‘very satisfied’ and °‘satisfied’ will
classified as satisfied and responses ‘very dissatisfied’, ‘dissatisfied’ and ‘neutral’ will classified
as unsatisfied. Neutral responses will classified as ‘dissatisfied’ considering that they may
represent a frightened way of conveying dissatisfaction. This is the possibilities of the

respondents in the Hospital.

Variables will be calculated through summation of scores. Overall satisfaction level of mother’
with delivery service also will be calculated and individuals have to be scored from 0 to 100%
for each items based on the categorized patients satisfaction questionnaire under ‘satisfied’ and

‘unsatisfied’.

Overall satisfaction level assumes, those who will satisfied with the score greater or equals to
75% of the items will categorized under ‘satisfied’ and those who will satisfied in less than 75%
of the items will categorized as ‘unsatisfied’. Descriptive statistics has to be used for

computation of variables. Frequency distribution tables will used to describe most of the findings

15



and graphs will also plotted for some findings.

4.13 Ethical Considerations

The study proposal will be approved by PAHRMA, College of Health Science and School of Public
Health. Informed oral consent will attained from each study Participant. Confidentiality will

secured by making the questionnaire without giving the individual name.

4.14 Dissemination of Results

The findings from this study will increase our understanding how women are satisfied during
childbirth and with overall delivery service in the Health facilities. The result of the study will
submitted to the relevant stakeholders: WSU, Wolaita Zonal Administration Department and
Wolaita Zonal Health Department (WZHD) to inform the finding of the study which will have
important contribution for the improvement of delivery service in Wolaita Zone Administration.
Findings of the study will be presented in different seminars and possibly published in a pear

reviewed journals.
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T able: 2 Work plan

5, Work Plan
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PI

Proposal defense

PI

Ethical clearance &
securing fund

PI

Data collection

Data
processing,analysis

First draft thesis
submission to advisor

10

Second draft thesis
submission to advisor

11

Final edited thesis
submission to advisors

12

MOC defense

13

Incorporating comment
after MOC defense

14

Submitting completed
thesis to be sent for
external examiners

15

Sending final thesis for
examiners

16

Final thesis defense

17

Submitt edited thesis to
coordinating office

18

Graduation
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6. Budget Plan

6.1 Personnel Cost Breakdown

Table 3: Personnel Cost Breakdown

Task/ Working | Per | Total
Personnel responsibility Qualification | N° Days diem | Cost
Data
collectors Training Diploma 6 2 150 | 4000
Data
collectors Data collection Diploma 6 20 150 | 6000
Data Coding and
Data clerk entry 2 5 200 | 2,000
Follow up of data
Supervisor collection 1 15 70 1,050
Duplicator Duplicating 2 1 100 | 200
Principal
Investigator Investigating 1 15 100 | 1,500
Sub total 770 | 15250
Contingency 10% 0 1525
Total Cost 16775
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6.2 Cost of Supplies & Equipment.

Table 4: Cost of Supplies & Equipment.

S.N° | Item Unit Quantity | Unit price Total price
1 Duplicating paper Rim 4 100 400.00
3 Ball point pen Each 15 5 75.00
4 Pencil Each 15 4 60.00
6 Toner for printer Each 1 2000 2,000.00
9 Brief case/ bag Each 4 300 1,200.00
10 File/ classer Each 20 1 20.00
11 Note book Each 15 10 150.00
12 Clip board Each 15 20 300.00
13 Binding and photo copy | Each 3 15 45.00
14 Sharpener/ Eraser Each 20 30 600.00
Total 4,850.00
6.3 Transportation and Communication cost
Table 5: Transportation and Communication cost

Descriptions Trip Birr/travel | Total Cost

Transport for the Principal WSUTH, Wolaita Zone 1,000.00 | 1,000.00

investigator using local transportation | Health Department,

(Motor vehicle) Hospitals,

Communication 540.00 540.00

Total 1,540.00
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6.4 Project Cost Summary

Table 6: Project Cost Summary

S/No. | Description of the Cost Total

1 Personnel Cost 16775
2 Stationery & equipment 4,850
3 Transport and communication. 1,540
Total 23165
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8Appendix

Annex A: Consent form and Questionnaires in English Version
a) Consent Form:

Name of COLLAGE : PAHRMA, College of Health Science, School of Public Health.
The Research Title: - Maternal satisfaction regarding delivery services and associated factors among

mothers on Obstetrics unit in Governmental and Faith based hospitals of Wolaita Zone Administration.

Hello! My name is .........cocvviviinnnnn.. and I am going to conduct an interview with you on
behalf of BIZUNEH DARCHO, a post graduate student at PAHRMA, College of Health Science
the field of public health. she is now conducting a research entitled: ‘To assess maternal
satisfaction regarding delivery services and associated factors among mothers on Obstetrics unit
in hospitals of Wolita Zone Administration as a partial fulfillment of the program of master of

public health. These hospitals have been selected as one of the areas for her study.

I would like to ask you some questions about your satisfaction on delivery care service in
obstetrics and gynecology unit in this health facility. I have received permission from PAHRMA,
College of Health Science and Wolaita Zone administration health department authorities to
conduct this study. The interview will just take a few minutes. Your responses will help program
implementers to better understand of your needs on this regard. Your answers will be completely
confidential, and if at any time during the interview you want to stop answering questions, you
are free to do so.

Would you be willing to be interviewed? YES , NO stop

Location;
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Kebele Village/got

Name of data collector sign
Date of the questionnaire was filled------------- time started............ time completed.........
Name of supervisor sign

For more information you can contact the primary investigator Bizunesh Darcho mobile phone

number: 0916079573 or email: tadesse.tekle3@gmail.com,

b) Questionnaire:

Part One: Socio — Demographic Characteristic

S/No | Item Response skip

101 | Age (in years)

102 | Marital Status 1.Single
2.Married
3.Divorced
4. Widowed

103 | Religion 1. Orthodox

2. Muslim

3. Protestant
4.Catholic

5. Other (specify)

. No formal education
.Grade 1-10
. Grade 11-12

. Diploma and above

104 | Educational Status

105 | Occupation . Governmental employee
. Merchant

. Farmer

. House wife

. Student
. Other (specify)

. From 100.00 - 150.00
. 151.00 - 1,500.00

. 1,501.00 -2,500.00

. 2,501 - 3,500.00

. 3,501& above

106 | Economic status (monthly income )

g A W N RIOUL A, WN R WDN -
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107 | Residence 1. Urban
2. Rural
Part Two: Obstetric History
S/
No. Questions Response Skip
201 | Number of children
202 | Source of referral 1. Self
2. From another institutions
203 | Status of pregnancy 1. Wanted
2. Unwanted
1. Spontaneous vaginal Delivery
204 | Mode of delivery (SVD)
2. Assisted delivery
3. Caesarian section(CS)
205 | Maternal outcome 1. Normal
2. Minor complication
3. Major complication
206 | Fetal outcome 1. Alive
2. Died
207 | Do you have ANC follow up? | 1. Yes
2. No
208 | Do you have previous health 1. Yes
facility delivery use
experience? 2. No
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Part — Three: Questions on respondents’ satisfaction with delivery service

(A) Health Facility related :

S.No | Item Response skip
How much KMs distance you traveled for
301 | service?
302 | Mode of transportation used ? 1. Car
2. On foot, animal or
Human shoulder
303 | How much you satisfied with the facility 1. Very satisfied
distance? 2. Satisfied.
3. Neutral
4. Dissatisfied
5. Very dissatisfied
304 | How much are you satisfied with the 1. Very satisfied
Information of the service of the hospital? 2. Satisfied.
(e.g., In locating the rooms for 3. Neutral
registration, exam., rooms and drug
dispensing). 4. Dissatisfied
5. Very dissatisfied
305 | Are you referred from other health 1. Yes If no skip to
institution? 2. No question 307
306 | If you referred, how much are you 1. Very satisfied
satisfied with the referral link? I.e. how 2. Satisfied
much ready are they to receive referrals? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
307 | How much are you satisfied with the 1. Very satisfied
Cleanliness of the Hospital? 2. Satisfied
3. Neutral
4. Dissatisfied
5. Very dissatisfied
308 | How much are you satisfied by the 1. Very satisfied
waiting time to get the delivery service? 2. Satisfied
3. Neutral
4. Dissatisfied
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5. Very dissatisfied

309 | Service payment status 1. Paid
2. Free
310 [ How much you paid for the direct cost
of service including card?
311 | How much are you satisfied with the 1. Very satisfied
direct cost you paid for service including 2. Satisfied
card? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
312 | Were drugs and supplies ordered to you? 1.Yes If not skip
2. No to question315
313 | How much are you satisfied with the 1. Very satisfied
availability of drugs and supplies? 2. Satisfied
3. Neutral
4. Dissatisfied
5. Very dissatisfied
314 | Is there waiting area for the patients 1. Yes
and relatives? 2. No
315 [ How much are you satisfied with the 1. Very satisfied
overall cleanliness and comfort of the 2. Satisfied
waiting area? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
316 | How much are you satisfied with the 1. Very satisfied
overall cleanliness and comfort of the 2. Satisfied
examination room? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
317 | How much are you satisfied with the 1. Very satisfied
overall cleanliness and comfort of the 2. Satisfied
hospital compound? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
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(B) Care provider related:

S.No Questions Response Skip
318 | How long did you wait before seeing a 1. Less than 1 hour
doctor or a midwife? 2. 1- 2 hours
3. More than 2 hours
319 | How much are you satisfied with the 1. Very satisfied
time spent waiting to be seen by the 2. Satisfied
health professional? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
320 | How much are you satisfied with the 1. Very satisfied
courtesy and respect of the Doctor or 2. Satisfied
Midwife during your visit? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
321 [ How much are you satisfied by the way | 1. Very satisfied
the health professional examining you? 2. Satisfied
3. Neutral
4. Dissatisfied
5. Very dissatisfied
1.Obstetrician
2.IESO
3.General Practitioners
4 Midwife
322 | What is the professional who attended 5.0thers specify __
your delivery?
323 | What was the sex of the professional 1. Male
who attended your delivery? 2. Female
324 | How much are you satisfied by the sex 1. Very satisfied
of the health professional examining 2. Satisfied
you? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
325 | Were there measures taken to assure 1. Yes If yes skip to
privacy during your examinations? 2. No Question 326
326 | How much are you satisfied 1. Very satisfied
with the measures taken to assure 2. Satisfied
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your privacy (as of Q325) ? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
327 | How much are you satisfied with the 1. Very satisfied
completeness of the 2. Satisfied
information given to you about your 3. Neutral
problem? (By the health providers) 4. Dissatisfied
5. Very dissatisfied
328 | Are you satisfied with the measures 1. Very satisfied
taken to assure confidentiality about 2. Satisfied
your health problem? 3. Neutral
4. Dissatisfied
5. Very dissatisfied
329 | From your current experience, would
you be give birth in this hospital ? 1. Yes
2. No
330 | From your current experience, would
you be recommending this 1. Yes
hospital to your family 2. No
And friends?
331 | How much are you rate your overall 1. Very satisfied
level of satisfaction regarding 2. Satisfied
the service you received? 3. Neutral
4. Dissatisfied
5. Very dissatisfied

Thank you. I have finished the interview and visiting. If you have any questions, you can ask;
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Annex B: Consent form and Questionnaires in Amharic Version
U) CATICE PA-ao B P PR V-G NI°I° 1 7140158, 2CI°

VPA 4C77 m.S AL70 hAS ¢77UNLN s AnON® H/0t+ 12012 9.9° nL&/0/N/JV/h/ao
N@AL J HY ADSEC &/ 2°C OAT UL AT AL COA. L AIANNT £1F AGH T AChI 8O0

TG A4 ¢1HIP ao S P 1.

MG LATATIATEICT ALG/PA? N7D.iiiii . LOAX:D/C NHYTH SCe NUNA
VPA 4&C7 m.q A7 hAL AUNLTON ms CUO-ATE 914 19947 Navohd FA avmLP
ALCONT @AV OP T Tav TV o@ AGSHET COAL WIAIAT W1F A PAF@? AChd-
Aa SN NN MG PO-ATE 8°14 avandhf dU-4F@7 (lao(id-T AL TFE@-=NAHY LU
@ALI HY ANTSLC ATS ¢TSI Fo AMA/ANIN. VT taCm oo CAGHT POAL
AN THY UOLHAeT 9% AR avAS LTt PAF@-7 U132 17 7800k
TLRLT7 AMLSIAV:LUTY TG AThG@7 hoPA 4C77 m.S AL7N hAF hoAgd HY
ADTGL4 MG apI°C L 4. & W1 FAV: PA aoom@k NNI° TR LkP P T7 SONSACTLOMT
TPATII® TCl-am=7 ATLENE.bav- WAL (1 “17HL ATSTLTFD6 NN GAVELT A76.L%
COTATFPA: ¢7LOAM-T 975 @-9° I°AT NTLOATC C7LmNP 1@ avao Al $TILLATI° hu'y
AT LAaOM T a1+ CFmOd NAVYT (LAT LHI® PA aom@Eky QLTI STAN: UTI°
V7 ACOL 2TLOAMT I°AT ALl P L AT 1P A ap Bk ao-p (av-A ATRTLAT4 AI°1L 1=

FPr-ao MRy ATEPICC HNTTI°HPA ?

APTTOTIICT LAV ALT Aa-HN77770-9° .
h&8;- PO P
Can 8 (-NAN, NI°: &.CY:
a0 &8 @ e NN 7% 4B an OV (191 LAPOT %I
Ph A A& Lo NI°: 4.C9: +

ATenTDE avl¥ PTG A& Lo 1974 @/C NHY T SCe 1dh 0916079573
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@f AA
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201 | 7 A AAPH?
202 | A7& T @LHY PO LI A aom-? 1.0¢-0 Franer
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207 | #&av- @A L htTA 1. A2 A&C1LAD
ALCIPA? 2. h& hALL Mg
1.A2% ¢av AL AI°L
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huaTrh OHOAMmP T avlds I°7 PUA
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(AZ°AA. - PhC L hG AT ¢I°Cand. 2.4
NGAT o &2 hGA AG AdeT 3.h0-AkI° AV -
NGAe 7 AT ) 4.eceh
5.0mg° ecih
305 | ACO®2 hAA m.s +2I° t+Aha. 1. 1. A®= AL ABLAI° hix
@ 7% 307
Cao 1 ? 2. A8 ABLAIC: ehs
306 | hAA Mg T2 I° 1Aha. haom- 1.amg° ¢ch-
A A QVFT ATA AT I°7 PUA 2.2l
LhTPA? 2V TIAT U3 3.ho-A:I° AU -
AN VN7 AT NP @ HVE T 4.ecih
AT . 5.0m9° ecih-
307 | QUaTts-a 651 AMA AT 1.nmg° ¢sh-
I°% PUA LhlPA? 2.4
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308 | A1t AT NS0 LH. 1.amg° ¢ch-
o7 fha LhitPa? 2.¢4h
3.ho-AE9° LAV -
4.ecen-
5.0m9° ecin
309 | AATANA=E hGAPA? l. A2 =

2. eage:
310 | he:Aa hvry 9°7% PUA hGAPA?
311 [ AmPAL ANV ATTVT T 1.amg° ¢ch-

Nhé.AF 9°7 Cha LhtPa? 2.¢4h-
3.ho-AEI° LAV -
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wANP CAT° Uy
312 | v &30k FHHA=T 0C ? l.ae L Tk
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314 | eAGE T T8 L AMANAT 1. Ao=
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315 | QAGH T 94 .2 A1A° 1A= N 1.amg° ¢ch-

6% 9°7 Cha LhtPa? 2.¢4h
3.hu-AkEI° AV -
4.ecih
5.0m9° ecin

316 [ ng°Cave- hG A 851G o4t IJ°7 1.amg® ¢ch-

?ha chtPa? 2.¢4h
3.ho-AEI° AV -
4.ecen-
5.0m9° ecih
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| 5.0m9° ecen-

(B) Care provider related:

S.N
0 Questions Response Skip
318 | ¢m.G NAap-€ ATV IO 1. Less than 1 hour
Fha LH £ 81+PA? 2. 1- 2 hours
3. More than 2
hours
319 | A1AA=T ATTVTT NS RT 1l.amg° ¢ch-
0% 9°7% fhd LhtPa? 2.¢4h
3.ho-A-EI° LAV -
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AN N17LO M NG QA ao-2 o
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321 | Om.s QAao-22 T Q-kOmet 1.amg° ¢ch-
¢I°Canc. ANt I°7 £hd 2.¢4h
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1.¢77007 aTaan T
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3.ho-A-E9° LAV -
4.ecih
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