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This study assessed the three To cover these three
dimensions of Quality of Care dimensions, data was
in health facilities: collected through the

following approaches:
Quality of the facility infrastructure
(structural attributes) At the health centre through a health
centre assessment tool;

Leposaviq

Quality of provider-patient interactions

(process attributes); and At the health care provider through

provider-client observations; and

i Patient satisfaction after consultation

Zvecan

e - (outcomes) Patients exiting a health facility
oduee reporting satisfaction through exit
interviews.
Results
— For details of the methodology and the
rishtine . .
country-wide comparative results, please refer to
the main report. °
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Dragash The line graph for MFMC Mitrovicé tracks three provision of care.

key metrics over a period from 2016 to 2023:
Infrastructure Score, Clinical Consultation Score,
and Exit Interview Score.

The Clinical Consultation Score sees a similar
gradual rise from 2016 to 2018 and then further
to 2023. The score remains significantly higher

Starting with the Infrastructure Score, there is a in 2023 compared to 2016, suggesting that the
gradual increase from 2016 to 2023, indicating a quality of clinical consultations has improved over
continued investment or enhancement in the facil- the time frame.

ity’s physical infrastructure toned for appropriate
The Exit Interview Score, which reflects patient

1 Rajkumar S, Knoblauch AM, Ramadani Q, Bytyci-Katanolli A, Fota N, Shehu M, Gerold J. Quality of Care Study 2023. Summary Report of AQH Phase |
Rajkumar S, Knoblauch AM, Ramadani Q, Bytyci-Katanolli A, Fota N, Shehu M, Gerold J. Quality of Care Study 2023. Summary Report of AQH Phase | and
Il Project Municipalities. Accessible Quality Healthcare Project, Basel: Swiss Centre for International Health, 2023. https://aghproject.org/publications-2/
for-health-providers/
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satisfaction, remains high throughout the period.
It reduces slightly in 2018 (compared to 2016)
before a further dip in 2023. Nevertheless the Exit
Interview score still maintains a high value, which
implies consistent patient satisfaction.

In concrete terms, MFMC Mitrovicé demonstrates

improvements in infrastructure and clinical consul-

tations over the seven-year period with collabora-

tive efforts between the MFMC leadership, munic-

1. Infrastructure assessment:
Status of general medical
equipment

The infrastructure available at key facilities in
Mitrovice has also shown a positive trend within

the project time frame with more and more needed

equipment being available and in functional

ipal directorates, health staff, and citizens, along
with support from the AQH project. The consis-
tently high Exit Interview Score indicates that
patients leave the facility with a favourable view of
their care, even as the Clinical Consultation Score
see a slight decline. The overall picture is one of

a healthcare facility that is moving forward in its
infrastructure, quality of clinical processes and
maintaining a high level of patient satisfaction.
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2. Clinical Observations
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The bar graphs for MFMC Mitrovica provide an
evaluation of healthcare service quality concerning
diabetes and hypertension from 2016 to 2023.
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| OTHER ILLNESSES |
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In analyzing the graphs for MFMC Mitrovica from
2016 to 2023, there’s a noticeable improvement
in managing diabetes, hypertension, and other
illnesses. The overall score for diabetes care has
risen over the years, suggesting a strengthened
approach to treatment and patient management.
This upward trend is also reflected in the increased
engagement with patients, as evidenced by the
higher scores in addressing patient questions and
providing advice. The exam scores for diabetes
have as well improved since 2016 but have the
lowest scores compared to the other areas of
assessment..

The management of hypertension tells a similar
story, with overall and Questions category showing
marked improvements. Notably, advice provided
to patients has seen considerable enhancement,
which may contribute to better disease
management and patient outcomes. The nhumber
of patients evaluated for hypertension has also
increased over the years, though still on the lower
side leading to limitations in the data interpretation.

12

Nevertheless Exams as with diabetes remains the
lowest scoring areas amongst all areas studied
across all the years.

For other illnesses, the upward trajectory across all
metrics signals a broad enhancement in healthcare
services offered by MFMC Mitrovica. Despite a
slight decrease in the number of patients assessed,
the sample size was considerably higher. The
consistent improvement across various categories
suggests that care quality has been maintained at
a high level and even gradually improved over the
years.

MFMC Mitrovica’s steady improvement across
multiple healthcare services from 2016 to 2023
demonstrates a commitment to better patient
outcomes and service quality. While the data
reflects positively on the facility’s efforts, it also
underscores the importance of continuing to refine
patient care strategies and maintaining a high
standard of service delivery.
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3. Exit Interviews
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In 2016, with a large number of respondents
(n=211), the majority of patients felt ‘Very Satisfied’
with their care, with a significant number also
reporting being ‘Satisfied.” A smaller fraction of
patients were ‘Unsatisfied’ or ‘Very unsatisfied.’

By 2018, the number of respondents dropped

to 36, and the proportion of ‘Satisfied’ patients
became the highest category, but there is a notable
increase in the ‘Very satisfied’ category and the
‘Unsatisfied’ category.

In 2023, with 97 respondents, the distribution
changes. The ‘Very satisfied’ group sees a
noticeable increase to the highest levels ever. The
second highest category is “Very Unsatisfied”,
followed closely by the “Satsified” category
indicated a more mixed progression of overall
perceived client satisfaction.

Concretely, this data indicates that from 2018

to 20283, there has been a divergence in patient
satisfaction at MFMC Mitrovicé. While a larger
share of patients is reporting a high level of
satisfaction (‘Very satisfied’), there’s also an
increasing share expressing dissatisfaction over the
years. This suggests that experiences at the facility
have become more polarized, with some patients
experiencing significant improvements, while others
may be encountering issues. MFMC Mitrovicé€ may
need to examine the underlying factors contributing
to this polarization to address disparities in patient
experiences.

Despite the overall improvement in self reported
patient satisfaction in Mitrovica, a variation in the
patient experience during the consultations were
observable, as shown below in more detail.
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Patient given the opportunity to explain the health problem

Medical doctor/nurse ensured privacy during the visit
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