





    
  Skip to main content
  




  

    

      
        
          
              
    

    
  
    
  
    
  
      
  
  
    


  



  


  
  



  



  



  

          

        

      


      
        
              

      
        
          
                       

         

      

     
    
      
        
          [image: BMJ Journals]

                  

      

      
                  
            
                
    

    
  
    	Subscribe
	Log In 
More
	

    
  
    
  
    
  
      
  
  
    Log in via Institution
Log in via OpenAthens
Log in via RCEM  


  
  



  
      
  
  
    Log in using your username and password

 For personal accounts OR managers of institutional accounts



  Username *
 



  Password *
 




Forgot your log in details?Register a new account?

Forgot your user name or password?




  


  
  



  



  






	Basket 
	Search 
More
	

    
  
    
  
    
  
      
  
  
    
  Search for this keyword 
 






  


  
  



  
      
  
  
    Advanced search  


  
  



  



  







  



  

            

          

                

    
        
      
                [image: Emergency Medicine Journal]
      

            
          
    

    
  
    	Latest content
	Current issue
	Archive
	Authors
	About

  





    
  
    
  
    
  
        

    
  
  
    
  
    
  
      
  
  
    
  Search for this keyword 
 






  


  
  



  
      
  
  
    Advanced search  


  
  



  



  


  
  


  
        

    
  
  
    	 Close
More
	

    
  
    
  
    
  
        Main menu

    
  
  
    
  	Latest content
	Current issue
	Archive
	Authors
	About



  


  
  



  



  






	Subscribe
	Log in 
More
	

    
  
    
  
    
  
      
  
  
    Log in via Institution
Log in via OpenAthens
Log in via RCEM  


  
  



  
      
  
  
    Log in using your username and password

 For personal accounts OR managers of institutional accounts



  Username *
 



  Password *
 




Forgot your log in details?Register a new account?

Forgot your user name or password?




  


  
  



  



  






	BMJ Journals

  


  
  




  



  



  

      

          

          
  
        
      
        
          You are here
	Home
	Archive
	Volume 28, Issue 9 
	Development and validation of a questionnaire to assess satisfaction with hospital emergency care


        

       
      
          
            Email alerts
          
        

      

          

            
          
        
          
            
                                                                                                  
    

    
  
    
    
    
    
      
        
  
      
  
  
    
    
  
    
    
      
        
  
      
  
  
    Article Text
  


  
  



      

    

    
    
      
        
  
      
  
  
    Article menu 
  


  
  



      

    

  
  
   
  
  


  


  
  



      

    

  
  
   
    
  
    
    
      
        
  
      
  
  
    	Article 
Text
	Article 
info
	Citation 
Tools
	Share
	Rapid Responses
	Article 
metrics
	Alerts


  


  
  



      

    

    
    
      
        
  
      
  
  
    [image: Download PDF]PDF  


  
  



  
      
  
  
    Original article


  


  
  



  
      
  
  
    
      Development and validation of a questionnaire to assess satisfaction with hospital emergency care
        
  

  


  
  



  
      
  
  
    [image: Loading]

  
    
  
      
  
  
    	Susana Granado de la Orden, 
	Ana Chacón García, 
	Lorena Flavia Rodríguez Gijón, 
	Cristina Rodríguez Rieiro, 
	Concepción Sanchidrian de Blas, 
	Paz Rodríguez Pérez

	[bookmark: aff-1]Department of Preventive Medicine and Quality Management, Hospital, General Universitario Gregorio Marañón, Madrid, Spain


	Correspondence to Dr Susana Granado de la Orden, Department of Preventive Medicine and Quality Management, Hospital General, Universitario Gregorio Marañón, Spain; susana.granado{at}salud.madrid.org




  


  
  



  
      
  
  
    Abstract
Objective To develop and validate a questionnaire to determine satisfaction with the hospital emergency department.

Design Cross-sectional study to validate a telephone questionnaire designed in Spanish by a panel of experts.

Setting The emergency department of Hospital Gregorio Marañón, a tertiary level hospital of the Spanish national health system.

Participants A sample of 651 emergency department patients completed the questionnaire.

Main Outcome Measures The psychometric properties of the questionnaire were evaluated; namely, construct, criterion validity, predictive validity and internal consistency.

Results Two dimensions—comfortable service and personalised service—were identified from the exploratory factor analysis, and these accounted for 63% of the variance. Both factors showed a positive correlation with the global assessment items ‘global satisfaction with the attention received in the emergency ward’ and ‘Would you recommend this emergency department?’ The predictive validity of the questionnaire was assessed by means of discriminant analysis, which showed that 66.7% of patients were correctly classified. Internal consistency measured by Cronbach's alpha resulted in a value greater than 0.80 for both dimensions.

Conclusions This questionnaire fulfils the necessary psychometric properties to be considered a useful and reliable tool for measuring patient satisfaction with hospital emergency services.
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