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ABSTRACT 

Introduction: Waiting time is an important indicator in determining the quality of care 

offered in health facilities. The average waiting time is 1 to 2 hours in Malaysia, Nigeria 

and Atlanta, and about 4 hours in developing countries. High number of patients, seasonal 

illnesses, limited resources and unnecessary visits to medical facilities contribute to lengthy 

waiting. There is an inverse relationship between waiting time and patient satisfaction. The 

lengthy waiting affects utilization of health services and continuity of care. 

Objectives: To determine the waiting time, identify determinants of waiting time, assess 

the effect of waiting time on patient satisfaction with the quality of care and identify other 

factors affecting patient satisfaction with care. 

Methods: This was a cross-sectional study with both quantitative and qualitative methods 

carried out in the Outpatient Departments of Namatala Health Center IV and Kolonyi 

Hospital in Mbale district, Eastern Uganda. A total of 352 patients and caretakers of children 

obtained using systemic random sampling at the health facilities were interviewed using an 

online interviewer-administered questionnaire. Quantitative data was entered into Microsoft 

excel sheets software and exported to STATA software version 15.0 for statistical analysis. 

Descriptive statistics, chi-square test and logistic regression were conducted. 

Results: The mean age was 30.22±12.34 years. The participants were mostly females, 18-

24 years old, unemployed, married and with secondary education. Overall, the mean waiting 

time and consultation time was 60.15±39.82 minutes and 3.71±3.70 minutes respectively 

with the mean waiting time longer in the public health facility (68.46 minutes) than the 

private health facility (29.99 minutes). Only 98(27.8%) met the Institute of Medicine 

recommendation of having at least 90% of the patients seen within 30 minutes. Participants 

at Namatala HCIV were 9 times more likely to experience prolonged waiting time as 

compared to those at Kolonyi Hospital Majority (98.30%) of the participants were satisfied 

with care. 

Conclusion: Overall, waiting time was prolonged and the consultation time was short. 

Waiting time differed among participants according to the health facility they visited with 

longer waiting time at Namatala HCIV, a public health facility compared to Kolonyi 

Hospital, a private health facility. If the recommendation of the Institute of Medicine is to 

be realized, there is an urgent need for the government to increase the number of health 

workers in public health facilities to reduce the waiting time and therefore increase patient 

satisfaction with waiting time and the satisfaction with the quality of care as a result. 

 

Key words: waiting time, satisfaction, quality of care  

 



ii 
 

DECLARATION 

I, Naminya Isaac, a fourth year Nursing student of Busitema University Faculty of Health 

Science declare to the best of my knowledge that this is my own original work and has never 

been submitted elsewhere for any kind of purpose. 

I therefore submit it for the award of the degree of Bachelor of Science in Nursing of 

Busitema University. 

Author  

Signature: ……………………………….  Date: 13th January 2022 

NAMINYA ISAAC 

BU/UP/2017/1770 

+256 786 986 819/ 701 522 790 

isaacnaminya@gmail.com 

  

mailto:isaacnaminya@gmail.com


iii 
 

APPROVAL 

This dissertation has been submitted with approval of my research supervisor.  

Dr. Rose Chalo Nabirye, PhD, MPH, RNM 

+256 772 592 923 

rcnabirye@gmail.com 

Research Supervisor/Course Coordinator 

Busitema University Faculty of Health Science 

Signature: ………………………………   Date: 13th January 2022 

  



iv 
 

ACKNOWLEDGEMENT 

I wish to appreciate the guidance, expert advice and encouragement rendered to me by my 

research supervisor, Dr. Rose Chalo Nabirye and the Head of Nursing Department, Sr. Lydia 

Ssenyonga during the process of writing this research proposal. Thanks to the administration 

of Namatala Health Center IV and Kolonyi Hospital for the support rendered to me. 

I am also very grateful to the staff of Namatala Health Center IV and Kolonyi Hospital and 

all the respondents who took part in this study. 

I also thank my classmates for the support and encouragement they accorded me during the 

proposal writing. 

Thanks to my research assistants Neumbe Irene Mildred and Naminya Francis for the great 

work done during the process of data collection. 

Finally, I thank my mother Ms. Monic Namatende for all the support she gave me during 

the whole process of proposal writing and data collection. 

  



v 
 

Table of Contents 

ABSTRACT ........................................................................................................................... i 

DECLARATION .................................................................................................................. ii 

APPROVAL ........................................................................................................................ iii 

ACKNOWLEDGEMENT ................................................................................................... iv 

List of figures ...................................................................................................................... vii 

List of tables ...................................................................................................................... viii 

ACRONYMS ....................................................................................................................... ix 

CHAPTER ONE: INTRODUCTION ................................................................................... 1 

1.1 Background ................................................................................................................. 1 

1.2 Problem Statement ...................................................................................................... 3 

1.3 Objectives .................................................................................................................... 4 

1.3.1 General Objectives ................................................................................................ 4 

1.3.2 Specific Objectives ............................................................................................... 4 

1.4 Conceptual Framework ............................................................................................... 4 

1.5 Justification ................................................................................................................. 5 

1.6 Scope of the Study ....................................................................................................... 6 

CHAPTER TWO: LITERATURE REVIEW ....................................................................... 7 

2.1 Introduction ................................................................................................................. 7 

2.2 Waiting time in health facilities .................................................................................. 7 

2.3 Patient demographics, waiting time and satisfaction .................................................. 9 

2.4 Patients’ health condition and waiting time .............................................................. 10 

2.5 Health facility-related factors and satisfaction with care .......................................... 11 

2.6 Relationship between waiting time and the overall patients’ satisfaction with care . 11 

CHAPTER THREE: MATERIALS AND METHODS ...................................................... 13 

3.1 Study Design ............................................................................................................. 13 

3.2 Study area .................................................................................................................. 13 



vi 
 

3.3 Study population ........................................................................................................ 13 

3.4 Inclusion and Exclusion Criteria ............................................................................... 14 

3.4.1 Inclusion Criteria ................................................................................................ 14 

3.4.2 Exclusion Criteria ............................................................................................... 14 

3.5 Sample Size and Sampling Strategy .......................................................................... 14 

3.5.1 Sample size ......................................................................................................... 14 

3.5.2 Sampling strategy ............................................................................................... 14 

3.6 Data collection ........................................................................................................... 15 

3.7 Data Quality Control ................................................................................................. 15 

3.8 Data Analysis ............................................................................................................ 16 

3.9 Ethical Consideration ................................................................................................ 16 

CHAPTER FOUR: RESULTS ........................................................................................... 17 

4.1 Socio-demographic characteristics ............................................................................ 17 

4.2 Waiting Time and Consultation Time ....................................................................... 18 

4.3 Determinants of Waiting Time .................................................................................. 19 

4.4 Satisfaction with care ................................................................................................ 22 

CHAPTER FIVE: DISCUSSION OF RESULTS .............................................................. 24 

5.5 Limitations ................................................................................................................. 27 

5.6 Conclusions ............................................................................................................... 27 

5.7 Recommendations ..................................................................................................... 27 

References ........................................................................................................................... 28 

APPENDICES .................................................................................................................... 33 

Appendix I: Consent form ............................................................................................... 33 

Appendix II: Data collection tool (QUESTIONNAIRE) ................................................ 36 

Appendix III: REC/IRB Approval .................................................................................. 38 

Appendix IV: Administrative permission letter .............................................................. 40 

  



vii 
 

List of figures 

Figure 1: Conceptual Framework ......................................................................................... 5 

Figure 2: Perceived WT and Actual Mean WT .................................................................. 19 

Figure 3: Other factors affecting satisfaction with care ...................................................... 23 

 

 

  

file:///C:/Users/DSN/OneDrive/Desktop/Research/Report%20Writing/Report/DRAFT%202.docx%23_Toc93009308


viii 
 

List of tables 

Table 1: Socio-demographic characteristics ....................................................................... 17 

Table 2: Time related variables ........................................................................................... 18 

Table 3: Waiting time and Consultation time ..................................................................... 19 

Table 4: Association between WT and patient related characteristics ................................ 20 

Table 5: Relationship between WT and patient related characteristics .............................. 21 

Table 6: Factors affecting WT ............................................................................................ 22 

Table 7: Association between satisfaction with care and patient-related and time-related 

characteristics ...................................................................................................................... 22 

  



ix 
 

ACRONYMS 

BUFHS  Busitema University Faculty of Health Sciences 

NRH   National Referral Hospital 

RRH   Regional Referral Hospital 

WHO   World Health Organization 

OPD  Outpatient Department 

HC  Health Center 

WT  Waiting Time 

CT  Consultation Time  


