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ABSTRACT:

This study investigates the role of outpatient feedback systems in enhancing healthcare delivery at
Multispeciality Hospital. Feedback from patients is essential for understanding service quality, satisfaction
levels, and areas requiring improvement. Using a structured feedback approach, responses were analysed
across various departments to identify gaps and assess departmental performance. The results affirm that
patient feedback, when utilized effectively, can be a powerful tool for fostering patient centered care and
continuous quality improvement.
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1. INTRODUCTION

Patient feedback is critical to the evolution of healthcare services, especially in outpatient departments
(OPDs), where patient flow is high, and interactions are brief. This paper explores how structured feedback
from outpatients can inform hospital operations, optimize service delivery, and enhance patient satisfaction.

2. OBJECTIVES OF THE STUDY

e To study on implementation of outpatient feedback system
e Analyse the key areas for service improvement.

e Measure the Effectiveness of Feedback Implementation

e Understand Patient Engagement in Feedback Systems

e To Analyse Hospital’s Response to Feedback

3.REVIEVW OF LITERATURE

According to study the integration of outpatient feedback systems (OFS) in healthcare settings, particularly
hospitals, has become a significant focus for improving patient care and operational efficiency. Outpatient
feedback, which captures patient satisfaction and experience, has been shown to directly influence the quality
of care delivered in outpatient clinics and treatment facilities. As healthcare systems evolve, hospitals have
increasingly recognized the value of these feedback systems in enhancing service delivery, fostering patient
loyalty, and improving clinical outcomes.

In a study conducted by Martin et al. (2024), the integration of electronic feedback systems within hospital
outpatient departments was found to streamline communication between patients and providers. These
systems, often integrated with patient portals, allow patients to provide immediate feedback on their visit
experience. The use of digital platforms has facilitated the collection of real-time patient feedback, enabling
hospitals to quickly address complaints and identify areas for improvement. The authors emphasized that
digital feedback not only makes the process more efficient but also helps hospitals in delivering more
personalized care.
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According to Lee and Zhang (2023) highlighted the rise of mobile applications in outpatient feed-back
systems. These apps allow patients to submit feedback through simple interfaces, creating an easy and
accessible platform for expressing concerns or satisfaction. The integration of these mobile applications with
hospital management systems enables real-time monitoring of patient feedback and allows for quick
responses. This responsiveness has been linked to higher patient satisfaction rates, with patients appreciating
the prompt attention given to their concerns.

4.METHODOLOGY

A descriptive and exploratory research design was employed at Multispeciality Hospital in Coimbatore. The
data collected over 50 days using structured questionnaires distributed to patient post-consultation. Both
quantitative (Likert scale) and qualitative (open-ended responses) data were gathered and analysed using
percentage-based interpretations.

Percentage of respondents = Number of respondents *100 = _10980 * 100 =19.29%

Total respondent 56894
S.RESULTS AND ANALYSIS
5.1. Response Volume Over Time

A total of 10,980 feedback responses were collected. Initial days saw lower participation, with a significant
increase from Day 20 onward, peaking at Day 30 (500 responses).

Table No: 01 Total Days and Count

DAYS COUNT DAYS COUNT DAYS COUNT
1 5 18 115 35 231
2 7 1% 130 36 391
3 4 20 130 37 392
4 2 21 188 38 302
5 4 22 168 39 375
6 17 23 275 40 287
7 22 24 321 41 227
81 25 314 42 343
9 40 26 335 43 398
10 20 27 370 44 337
11 42 28 205 45 348
12 22 29 368 46 310
13 58 30 500 47 281
14 82 31 463 48 320
15 50 32 337 49 315
16 120 33 407 50 400
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Chart No:01 Shows That Various Range of Data Collection

5.2. Department-Wise Feedback

¢ Floor I: Pulmonology received 47% of responses; other departments received limited input, indicating

uneven engagement.

¢ Floor II: Cardiology dominated with 87% of responses, reflecting higher patient volume or interest.
% Floor III: General Medicine (33%) and Diabetology (13%) led feedback counts.

¢ Floor IV: Obstetrics and Gynaecology (41%) and Paediatrics (22%) were the top performers.
¢ Floor V: Alternative Medicine received the highest count (83%) among the least represented floors.

These insights reveal patient interaction trends and identify departments needing better feedback engagement.

6.FINDINDS

X/
°

*0

On Floor I, pulmonology and "Others" got the most comments.

On Floor II, cardiology received the most responses.

On Floor IV, obstetrics and gynaecology received the most responses.

On Floor V, Alternative Medicine received the most feedback,

The radiology and emergency departments received relatively little feedback; they need to raise
awareness or improve their methods of gathering it.

Using mobile forms and QR codes made it easier for more patients to provide feedback.

7. SUGGESTION

o o E W N

Provide QR codes and feedback links more visibly at reception and billing area.

Conduct awareness in departments like emergency care, dental and nuclear medicine.

Assign guest relations staff to assist patient to provide feedback immediately after consultants.
Introduce digital kiosks or staffs in waiting areas for instant feedback.

Enable SMS based feedback immediately after the billing from the patient not using smart phone.
Provide monthly feedback reports to individual departments to encourage staffs and continuous
improvement.

Inform patients about action taken based on their feedback through SMS or during their follow-up

visit to the hospital.
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8. CONCLUSION

Implementing outpatient feedback systems to faster continuous improvement in the quality of care we provide.
Gathering insights directly from our patients enables us to understand their experiences, identify areas where
we can enhance our services, and ensure that we are meeting their needs effectively. By listening to patient
feedback, we not only strengthen our commitment to patient-centered care but also promote a culture of
transparency and accountability. This feedback will be integral in guiding our decisions, refining our
processes, and ensuring that every patient’s experience is safe, comfortable, and of the highest possible

standard.
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