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Abstract

Background: Health care system reform is a major issue in many countries and therefore how to evaluate the
effects of changes is incredibly important. This study measured residents’ satisfaction with community health care
service in Shanghai, China, and aimed to evaluate the effect of recent health care system reform.

Methods: Face-to-face interviews were performed with a stratified random sample of 2212 residents of the
Shanghai residents using structured questionnaires. In addition, 972 valid responses were retrieved from internet
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Table 1 Demographic characteristic of respondents in
Shanghai, 2011

Characteristic N (%)

Sex(missing=88)
men 1342 4335

Age group (missing=34)
<18 53 168
19-29 354 1124
30-39 347 11.02
40-49 463 1470
50-59 616 1956
>60 1317 4181
Place of Birth (missing=89)
Shanghai 2518 81.36
Suburban 318 10.27
Other cities 179 578
Rural 80 258
Employment status(missing=22)
Employed 1424 4504
Unemployed 271 8,57
Retired 1337 4228
Education (missing=34)
Elementary or less 1289 4091
Secondary 942 2991
Post-secondary or above 919 2918
Income(missing=34)
Bottom quarter 714 22.75
Second quarter 1744 55.58
Third quarter 586 18.67
Top quarter 94 3.00
Suffer ill in two weeks(missing =116)

Yes 1279 4169
No 1789 5831
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Table 2 Main areas covered by the satisfaction scale

Dimension [tem N Mean SD
Clinical services
Waiting time 2203 373 075
Medical environment 2193 386 069
Facility and equipment 2197 370 0.75
Staff attitude 2199 398 069
Communication 2197 390 070
Therapy effect 2193 381 070
Medical cost 2203 365 077
Public health
services
Community health education 2801 373 0.80
Community prevention 2798 374 077
knowledge
Free examination for the elder 2501 370 0.79
Free examination for the 2220 359 076
children
Free examination for the 2192 359 0.77
pregnant
Regular guidance to chronic ill 2597 374 0.79
Essential drug
system
Accessibility to medicine 1688 327 068
Medicine price 2680 321 094
Health insurance
Ratio of reimbursement 1668 330 0.80
Convenience to reimburse 1642 329 083
Overall satisfaction 2736 323 086

Note: To measure the satisfaction of different dimensions, a five-point scale
was used.

Services satisfaction by different residents
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Table 5 Satisfaction with the four dimensions of the health service system and with the overall evaluation, by

background variables (logistic regression)

Clinical Service Public Health Service

Medicine Delivery System Health Insurance Overall satisfaction

B Odds ratio B Odds ratio B Odds ratio B Odds ratio B Odds ratio
(95% Cl) (95% Cl) (95% Cl) (95% Cl) (95% Cl)

Male -0.03 0.82 -0.03 094 -0.05 091 -011 0.81** -0.10 082
(0.70-0.96) (0.81-1.10) (0.78-1.06) (0.69-0.94) (0.70-0.96)

Age>50 -119 0.96** -0.19 0.88** -0.15 0.87** -0.05 1.03** -0.07 0.95**
(0.70-1.30) (0.65-1.21) (0.64-1.18) (0.75-1.40) (0.70-1.30)

Alien peasants -0.08 0.97** -0.08 0.94**
(0.55-1.72) (0.53-1.66)
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