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Patient have the right to fully participate in the planning and implementation of their
healthcare. In health policy, patient feedback is often used to better the policies that hospitals,
clinics, and other healthcare organizations use to improve or change their health delivery
methods. Thus, it is important that providers know what patients expect for the care they receive,
so that they can address them and increase patient satisfaction.
Relatively few studies have looked into the expectations and satisfaction levels of free clinic
patients who are low-income and a part of underserved communities. Socioeconomic factors
play a large role as to what expectations—both idealistic and realistic—patients may have of
their treatment. Realistic expectations are ones shaped by a patient's economic, social, and
cultural background. Patients who utilize free clinics for example, would be prone to having
realistic expectations relative to their understanding of the health care system (Bowling et al.,
2013). This study examines the relationship between patient expectation and satisfaction.
Sharing these results with free clinics will enable them to understand and improve their health
care delivery methods.
Methods:
Self-administered paper surveys were given to patients 18 years of age and older at the Maliheh
Free Clinic in Salt Lake City, Utah. This mainly volunteer-run free clinic provides health care
services for uninsured people 150% below the poverty line. Patients were given non-monetary
compensation for their participation in the study.
•

Patients sampled:
• 370 total participants
• 73 U.S. born English speakers
• 82 non-U.S. born English speakers
• 215 Spanish speakers

Results:

Patients with higher educational attainment and a history of being treated at the clinic were more
likely to expect better treatment results. Patients with lower levels of satisfaction with their
previous consultation or treatment were less likely to expect better treatment results.
Conclusions:
Country of origin, language spoken, education level, and previous treatment are factors in
determining the satisfaction of care among free clinic patients. This study is cognizant with
previous research on health clinics, in which doctors’ skills, staff care, and education are the
most important factors in patient satisfaction (Tung & Chang, 2009) .Future studies should focus
on a wider scope of free clinic patients (e.g. offering surveys in Portuguese or Tongan).
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