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Introduction
Hospitals are public dealing places with staff members 

in widely distributed roles from physicians to cleaners. Job 
satisfaction and work-related quality of life (WQL) has been 
an issue of concern and of thorough research during the past 
decades [1-8]. Work place facilities, attitude and leadership 
qualities of supervisors, operations, and general contextual  
factors of the setting, all reflect in viewpoint on job satisfaction 
and WQL of the staff members [9-11].

Studies have reported that work productivity is directly 
associated with the level of job satisfaction. Previous reports 
have also shown that job satisfaction of employees is a strong 
and consistent predictor of organizational success [12-14].

As the understanding is growing about the relations of 
employees’ job satisfaction and growth of the organizations, 
there is enhanced interest in public health researchers to study 
job satisfaction among health care providers. Hence in health 
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care sector, numerous studies have reported the job satisfaction 
and QWL of nurses and primary physicians [4,5,15-20].

The studies on job satisfaction have highlighted that the 
working environment involves a plethora of risks for the 
psychosomatic integrity of the employees [21,22]. Such studies 
have great impact on formulating a guiding mechanism for the 
organizations to provide safe and satisfying working conditions 
in order to enhance both quality and quantity of their employees’ 
performances.

Reception staff is an important first line position in any 
organization. Staff of medical record department manages 
this interaction among patients and receptionists. The offices 
of public dealing including hospital spend lot of financial and 
administrative potential for the management of receptionists. 
In hospitals, they are the first point of contact for the patients 
and their attendants. Greeting and directing patients will 
impress the image of the hospital on patients and attendants 
minds. Besides, managing the first interaction of clients with the 
receptionists, staff of medical record department of a hospital is 
also involved in the duties related with issuing of registrations 
in OPD, the birth and death certificate to the attendants. Both 
of these duties are an important integral part of the hospital in 
providing quality services to the clients. However, their role has 
not been widely researched.

A previous study has highlighted that helping patients is the 
primary role of the receptionist [23]. In the context of teamwork 
in hospitals little has been researched specifically about the role 
of receptionist and staff of medical record department.

A small number of research studies in the literature have 
examined the associations between job satisfaction and 
organizational commitment [24]. The literature is lacking about 
studies pertaining to the role of supporting staff in the hospitals. 
Majority of the studies, whatever little has been published, comes 
from the developed countries. The present study was planned 
as no study have reported from Indian subcontinent related 
to job satisfaction of receptionists and staff of medical record 
department to the best of our knowledge. With this background, 
in first of its kind study from a premier tertiary care hospital, 
the present study was designed to assess the job satisfaction and 
QWL of receptionists and staff of medical record department. 
The study also focused on analyzing the key determinants of Job 
satisfaction and QWL.

Material and Methods
This study was a descriptive cross sectional survey conducted 

on the receptionists and staff of medical record department of 
the Institute. Ethical permission was obtained from the author’s 
institute.

Sample
It this single centre study, the study population comprised 

receptionists and staff of medical record department. The 

subjects were recruited regardless of the employment contract, 
age, gender and total work experience. The staff members not 
willing to fill the questionnaire were excluded from the present 
study. The final sample comprised 127 participants.

Measurements
The data were recorded in a self-structured semi-close-

ended questionnaire. Besides demographical information 
related to age and gender, there were 20 structured questions 
with prefilled options related with the work environment, 
support from colleagues and interpersonal satisfaction level. In 
order to avoid the bias of data entry, the data collection and data 
entry was made by different individuals at one time. The study 
participants were not known to any of the researcher involved 
in the data collection and entry. The consent was obtained from 
all participants.

Data analysis
The variables are categorized into the scalar, nominal 

and ordinal. Categorical variables are expressed as absolute 
and relative frequencies. For the purpose of this study, Job 
satisfaction and QWL was operationally defined by the question 
«Overall, how satisfied are you with your job?» Employees 
rated job satisfaction from very dissatisfied to very satisfied 
using a five point Likert scale (1-Very satisfied, 2-Satisfied, 
3-Moderately satisfied, 4-Dissatisfied and 5-Very dissatisfied). 
Influencing factors on job satisfaction were analyzed using the 
Mann-Whitney Test or the Kruskall Wallis Test. The associations 
among nominal variables with Job satisfaction and quality of 
work related life was assessed by cross tabulation followed by 
the chi square test of significance. The correlations between 
ordinal variables and job satisfaction were calculated by using 
Spearman’s correlation coefficient. A two-sided p value of less 
than 0.05 was considered statistically significant. The Statistical 
Package for Social Sciences (SPSS) program, version 16.0 
(Chicago, IL, USA) was used for statistical analysis.

Results
Table 1: Demographical details of the study participants. 

N Percentage p Value

Age

<40 Years 111 87.4

40-50 Years 12 9.4 <0.01

>50 Years 4 3.1

Gender

Male 42 33.1 <0.01

Female 85 66.9

Type of Job

Regular 14 11 <0.01

Contractual 113 89
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The responders were mainly women (66.9%). 87.4% of 
the responders were less than 40 years of age. Majority of 
the responders were on contractual (89%) agreement. The 
demographical details of the responders are presented in Table 
1.

Table 2: Frequency of job satisfaction among study participants.
N p Value

Very Satisfied 27

Satisfied 33

Moderately Satisfied 39 <0.01

Dissatisfied 23

Very Dissatisfied 5

The subscales of the job satisfaction and work-related quality 
of life are measured in a scale from 1 to 5 (Table 2). Grades that 
tend toward 1 imply better health-related quality of life on the 
total scale. From the findings shown in Table 2, it is evident that 
78% of the responders scored moderate to very satisfy on job 
satisfaction (Figure 1).

Figure 1: Job satisfaction among responders (Percentages).

It is observed from the data 50.4% of the staff members were 
working for less than 5 years at the time of assessment. Shifts of 
8 hours duration was favorable (75.6%) over 6 hours (22.0%). 
Majority of the staff members have inhibition on working in the 
night shifts (38.65) on account of safety. This attitude may be 

due to more number of female responders. However, 30.6% of 
the responders scored maximum on the overall safety in the 
hospital. 42.6% of the subjects scored highest on the utilization 
of skill and ability on the job. This is an important aspect and 
has long been associated with QWL in previous studies. 70.4% 
responded negatively when asked about the additional benefits 
provided by the hospital. 86.6% have to arrange their own 
accommodation. The additional hospital benefits are biased to 
the regular employs and as the present study have majority of 
the contractual staff, the response is obvious.

The cross tabulation output of nominal variables with 
job satisfaction is presented in Table 3. The chi-square value 
associated with p<0.05. A significant association was observed 
between Job satisfaction with gender, whether the colleagues 
were helpful, hospital provides staff health, demand of work 
interfere with the family life, need of support groups, and 
availability of food and water at work place. It is important 
to note that the level of job satisfaction was not associated 
significantly with being on regular or contractual employment 
and duration of shifts.

Figure 2: Job satisfaction among responders (Percentages).

The spearman’s correlation coefficients of ordinal variables 
with job satisfaction are presented in Table 4. Figure 2 helps 
in understanding the strength of correlation of job satisfaction 
with different independent variables of the questionnaire.

Table 3: Results of cross tabulation of overall job satisfaction and other nominal variables.

Variables
Overall How Much You are Satisfied with Your Job? Pearson 

Chi-square (p 
value)

Very Satisfied Satisfied Moderately 
Satisfied Dissatisfied Very 

Dissatisfied

Gender
Male (n=42) 9(21.4%) 12 (28.6%) 19(45.2%) 2(4.8%) 0

13.12 (0.11)
Female (n=85) 18 (21.2%) 21 (24.7%) 20(23.5) 21(24.7) 5(5.9%P

Type of Job
Regular(n=14) 5(35.7%) 5(35.70%) 3(21.4%) 1(7.10%) 0

4.225(0.376)
Contractual 

(n=113) 22(19.50%) 28(24.80%) 36(31.90%) 22(19.5%) 5(4.4)

Which duty you consider 
more comfortable?

6 hours(n=28) 5(17.90%) 6(21.40%) 8(28.60%) 9(32.10%) 0

14.521(0.6908 hours(n=96) 22(22.90%) 26(27.10%) 31(32.30%) 13(13.50%) 4(4.20%)

24 hours(n=3) 0 1(33.30%) 0 1(33.30%) 1(33.30%)
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Your working colleagues 
are helpful to you (a-e: 
maximum to minimum 

response?

a(n=63) 24(38.10%) 13(20.60%) 9(14.30%) 15(23.80%) 2(3.20%)

41.006(0.00)

b(n=34) 3(8.805) 11(32.40%) 16(47.10%) 4(11.80%) 0

c(n=22) 0 7(31.80%) 9(40.90%) 3(13.60%) 3(13.60%)

d(n=4) 0 1(25%) 2(50%) 1(25%) 0

e(n=4) 0 1(25%) 3(75%) 0 0

Doe hospital provides 
additional benefits?

Yes(n=18) 8(44.4%) 5(27.8%) 4(22.2%) 1(5.6%) 0

22.53(0.032)
No(n=95) 17(17.9%) 20(21.1%) 32(33.7%) 22(23.2%) 4(4.2%)

Might be(n=7) 2(28.6%) 4(57.1%) 1(14.3%) 0 0

Don’t know(n=7) 0 4(57.1%) 2(28.6%) 0 1(14.3%)

Does hospital provide 
accommodation?

Yes(n=11) 3(27.3%) 4(36.4%) 2(18.2%) 1(9.1%) 1(9.1%)

9.668(0.645)
No(n=110) 24(21.8%) 25(22.7%) 36(32.7%) 21(19.1%) 4(3.6%)

Might be(n=1) 0 1(100%) 0 0 0

Don’t know(n=5) 0 3(60%) 1(20%) 1(20%) 0

Does demand of work 
interfere with your family 

life?

Often(n=2) 0 0 2(100%) 0 0

48.1(0)

Always(n=5) 0 1-20% 2(40%) 0 2(40%)

Sometimes(n=44) 3(6.8%) 17(68.6%) 18(40.9%) 6(13.6%) 0

Rarely(n=18) 3-16.7% 7-38.9% 4-22.2% 4-22.2% 0

Never(n=58) 21(36.2%) 8(13.8%) 13(22.4%) 13(22.4%) 3(5.2%)

Do you agree about the 
need of any support group/

union for better working 
condition?

Strongly agree 
(n=14) 1(7.1%) 5(35.7%) 6(42.9%) 0 2(14.3%)

72.3 (0.00)

Agree(n=50) 7(14%) 16(32%) 17(34%) 8(16%) 2(4%)

Disagree(n=23) 2(8.7%) 4(17.4%) 3(13%) 14(60.9%) 0

Strongly Disagree 
(n=6) 0 0 6(100%) 0 0

Can’t Say(n=34) 17(50%) 8(23.5%) 7(20.6%) 1(2.9%) 1(2.9%)

Does your work place you 
have availability of food and 

water?

Yes(n=89) 23(25.8%) 21(23.6%) 33(37.1%) 10(11.2%) 2(2.2%)
17.441(0.002)

No(n=38) 4(10.5%) 12(31.6%) 6(5.8%) 13(34.2%) 3(7.9%)

Table 4: Spearman’s correlation coefficient of ordinal variables with 
job satisfaction.

Variable Job 
Satisfaction

Age of the staff Members 0.028

Since how many years have you been working with 
this hospital? 0.043

Does working in PGIMER offer you a sense of job 
security? 0.163

Do you consider working in night shift is safe? 0.338**

Are your seniors/supervisors are concerned about 
your welfare? 0.343**

How would you classify your relations with your 
juniors? 0.365**

How do you judge your salary and payment as 
compared to the same post pay in other institutions? 0.375**

Are you able to fully use your skill and ability in 
current job? 0.508**

How would you classify your relations with your 
seniors? 0.587**

How would you classify your working 
conditions environment in the hospital?

0.592**

Amongst ordinal variables, safety and working conditions 
in the hospital, relation with seniors and juniors, similar pay 
structures on same post in other organizations, utilization of 
skills and ability and the concern of the supervisors about the 
welfare of staff members were significantly positively correlated 
with the job satisfaction. Age, duration of Job and sense of job 
security were not correlated with job satisfaction. Importantly, 
the responders with more work related stress episodes scored 
less in work related quality of life. When the work related stress 
was assessed in relation to gender as independent variable, 
females reported significantly more episodes of work related 
stress as compared to males.

Discussion
Human resources are the integral part of the any organization 

and are the most important factors for effectiveness and 
efficiency. Without the committed employees’ efforts, an 
organization cannot grow [25]. Job satisfaction, QWL, and 
commitment to their organizations have now been viewed 
as major determinants of the success of any organization. 
Moreover, job satisfaction and commitment are critical to retain 
and attract well-qualified employees [24]. There have been 
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different definitions of job satisfaction, but widely it is defined 
as ‘the extent to which people like or dislike their jobs’. It is an 
employee’s affective reaction to a job, based on a comparison 
between actual outcomes and desired outcomes.

Similar to various other sectors, health care systems are 
no different to believe the employees job satisfaction and 
organization commitment as critical parameters to their own 
growth. The present study is a unique one to report the job 
satisfaction and QWL of receptionists and staff of medical record 
department of a premiere tertiary care hospital of North India. 
For this, qualitative methods are the most suited and were 
chosen to understand receptionists’ perspectives [26].

Studies from India are scarce related to job satisfaction in 
health care system. Those studies are related to job satisfaction 
among nurses [27,28], physicians [5,22,29,30], medical teachers 
[31,32], medical interns [33], and pharmacists [34]. Since 
studies are lacking for the job satisfaction among receptionists 
and staff of medical record department, the results of the present 
study have inappropriately been compared with the studies on 
hospital nurses, physicians, physiotherapists etc. The findings 
of this study indicate that the type of job have no association 
with the job satisfaction. It had been reported earlier the being 
on permanent position is significantly correlated with higher 
job satisfaction [35]. Present finding is in contradiction to the 
common belief and published evidence. Commitments in duties 
of any staff, dealing with public can be assessed by counting 
the number of complaints received. In the present study, 78% 
responders were moderate to very satisfied, and no complaint 
lodged against them in the last two years speaks about their 
commitment level.

Also, in contrary to the previously published report where 
the salary structure was found to be associated with the job 
satisfaction [36,37], present data have shown no association 
between job satisfaction and salary structure. However, such 
comparisons are more appropriate with employees of similar 
cadre.

In physiotherapists and nursing staff job satisfaction have 
been reported to be correlated with age, gender, marital status, 
work experience years, type of employment, salaries received, 
number of children, educational level and work experience 
(years) [24]. However, the findings of the present study suggest 
that there is no correlation between job satisfaction and age, 
type of employment, and work experience.

Supervisory support has been associated significantly 
with job satisfaction and is reported in literature [8,11,38-
42]. Present study also found the similar correlations where 
supervisory support was associated with job satisfaction. This is 
an important observation which validates the previous findings 
that showed the importance of communication, empowerment, 
autonomy, and trust in the workplace. Also, a previous study on 
public health nurses highlighted that vertical communication 

and collaboration between supervisors and subordinates 
significantly increased job satisfaction [15].

Job stress is a critical parameter reported in literature. 
It significantly affects the QWL and organizational growth. 
Similar to the findings of a previous Indian study on nurses 
[27], present study also identify that job related stress episodes 
were negatively correlated with the job satisfaction and QWL. 
It is beyond the scope of this article to explore the complex 
personal and emotional factors related to stress. The influence 
of gender has been studied in literature. A previous study on 
job satisfaction among staff of medical record department 
highlighted that there is no association of gender with job 
satisfaction [43], similar results were reported in a recent study 
of urologists [1]. The present data on receptionists and staff of 
medical record department suggested no association of gender 
with job satisfaction. These findings are contractor to the result 
of a previous study on health care professionals [44] and dentists 
[45]. However, it is evident from the present study that stress 
association of job satisfaction is gender biased.

Conclusion
Although the importance of receptionists and staff of medical 

record department have been acknowledged globally, studies to 
understand their work related quality of life and job satisfaction 
are lacking. The support of administrators to the studies related 
to understand the issues related to the work related quality of 
life will lift the moral of the staff members. Present study gave 
evidence that job satisfaction is a multidimensional construct 
and is a product of the global evaluation of one’s work place 
and context. To our knowledge, this is the first report on the 
job satisfaction of receptionists and staff of medical record 
department from India. This report provides valuable from these 
staff members about how they view their work environment. 
The work related stress episodes have been the only significant 
hurdle in job satisfaction of the employees of the present study. 
The results of this survey will be used as baseline measures 
against which the findings of future job satisfaction surveys can 
be compared. Further studies may be planned at other sites to 
validate the indentified factors.
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