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Patients’ satisfaction is an important indicator of the quality of care provided to recipients of health 

services. It is imperative to evaluate patients’ satisfaction to physiotherapy services, so that 

patients’ needs are better catered for, as well as to improve the services. This study assessed 

satisfaction of physiotherapy services among patients with Low Back Pain (LBP) in an outpatient 

physiotherapy unit in kano, Nigeria. The study was a cross sectional survey involving 202 LBP 

patients receiving physiotherapy treatment. MedRisk Patient Satisfaction Questionnaire was used 

to assess their satisfaction. Descriptive statistics was used to summarize the participants’ 

characteristics. Chi-square test analyzed the association between participants’ characteristics and 

satisfaction, statistical level of significance was defined as p≤0.05. A total of 186 participants 

completed the questionnaires, a response rate of 92%. Among all the participants; hundred (53.8%) 

were females, most of them fall within the age ranges of 30-39years (30.1%) and 40-49 (28.5%), 

83% are married and 48% have attained a tertiary education level. Majority (86.0%) of the 

participants are Muslims and Hausa by tribe. Satisfaction level was reported to be high in 167 of 

the participants (90%). Demographic data of; age (40-49), female gender, married status, 4 visits, 

tertiary education, Islam and Hausa have the highest satisfaction. However, only number of visits 

(p=0.01) and educational level (p=0.04) have significant association with satisfaction. 

Conclusively, satisfaction was high among LBP patients attending an out-patient physiotherapy 

unit in Kano, Nigeria. Education level and number of visits are associated with patients’ level of 

satisfaction.  

Keywords:  Patient Satisfaction, Physiotherapy Services, Low Back Pain, Outpatient 

Physiotherapy  
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Introduction  

Low back pain (LBP) is the fifth most common reason for physician visits, it affects nearly 

60-80% of people throughout their lifetime (Maher et al., 2017). Pain in the region between the 

lower margin of the 12th rib and the gluteal folds with or without distal radiation to the lower 

extremity is referred to as LBP (Biyani & Andersson, 2004). The pooled lifetime, annual and point 

prevalence of LBP in Africa was 47%, 57% and 39% respectively (Morris et al, 2018). Point 

prevalence of LBP in Nigeria of LBP ranged from 14.7% to 59.7% (Bello & Adebayo, 2017). 

Chronic LBP is a painful condition which may limit individuals from performing their activities of 

daily living effectively. The disability from LBP was reported to be 11-12% (Maher et al., 2017). 

Physiotherapists play important roles in the treatment of LBP. Physical treatments encompasses 

improving functions and preventing disabilities from getting worse (Foster et al., 2018). A number 

of non-pharmacological means are used by physiotherapists in the treatment of LBP patients. They 

include hands-on interventions like manual therapy, massage, etc.; hands-off techniques like 

aerobic exercises, educational interventions, etc. (Girbés et al., 2015; Mukhtar et al., 2022). These 

physiotherapy interventions maybe administered to patients while they on hospital admission 

(inpatients) or visit physiotherapy units to receive treatments and return home (out-patients) based 

on the recommendation of healthcare personnel and or patient’s preference.    

Patient satisfaction is a measure of the extent to which a patient is content with the health 

care they received from their health care provider. It is one of the most significant factors which 

help to estimate the success of a health care facility (Manzoor et al, 2019). Patients’ satisfaction 

has remained very important and an essential focus point for all health providers (Hills & Kitchen, 

2007a). It has been proposed as a simple measure of the quality of care (Jackson & Kroenke, 1997). 

This measurement is also a vital estimate to assess the quality of healthcare received. It can help 

to give information on the provider’s success at meeting clients’/consumers’ expectations. It is a 

key factor of how services have been able to meet the needs of patients thereby influencing their 

perspective (Xesfingi & Vozikis, 2016).  

It has also been described as a process of evaluation of health care interventions for the 

delivery of quality service (Hardy et al., 1996). Patients are  likely to follow treatment instructions 

and medical advice if they are satisfied with treatment with the hope that it will be effective (Hardy 

et al., 1996). Level of satisfaction varies with disease condition, satisfaction is generally higher in 

patients with acute conditions than in those with chronic conditions (Hills & Kitchen, 2007b), 

possibly because those with acute conditions are more optimistic about their outcome. Systematic 

process of getting patients feedback in Physiotherapy and utilizing that feedback to make some 

necessary changes accordingly is understudied in physiotherapy care setting (Stiller & Wiles, 

2008).  Therefore, assessing patient’s satisfaction with physiotherapy service could help to gather 

information that can utilized for improving or maintaining quality service such as process and 

outcome of care, patient behaviour prediction and ways to improve health care (Guadie et al. 2022).  

Researches have documented the role of different demographic factors in determining client 

satisfaction with health care services. The nature of these demographic variables influencing 

satisfaction differ widely across clients (Adhikari et al, 2021) and often difficult to interpret (Houts 
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et al., 1986). It is reported that satisfaction with health care may be related to variables such age, 

gender, education level, waiting time, doctors' communication behavior (Chandra et al, 2019). 

Djordievic & Vasilievic (2019) reported age, gender, marital status, employment.   

In Nigeria, services provided at public health facilities are mostly assumed to be poor by 

members of the public (Afolabi et al., 2013).  Nigeria as a country has the largest population, with 

estimate of more than 211 million population in 2021 (https://worldpopulationreview.com/), 

however healthcare personnel to patient ratio is very poor. The physiotherapist patient ratio is 

below the standard in many hospitals in Nigeria and is reported to be as low as 1 physiotherapist 

per 42,000 Nigerians (Olaleye & Lawal, 2017). Balogun, 2020 also reported poor therapist- patient 

ratio as 1.7 per 100,000 when compared to other countries worldwide. Although many variables 

have been reported to be associated with treatment satisfaction, in Nigeria, such variables are 

seldom investigated among patients receiving physiotherapy treatment in environments that vary 

in culture, literacy and religious practice like Nigeria. Hence, couple with other cultural and 

environmental factors, may affect the satisfaction level of patients receiving physiotherapy care in 

Nigeria and may make the satisfaction level different from what is obtainable in other parts of the 

world.   

Strategies to improve services rendered to patients in public hospitals such as ‘service 

compact’ (SERVICOM) are in place, but routine patients’ satisfaction checks are not usually 

practiced in many hospitals. Moreover, satisfaction checks by independent bodies maybe more 

objective when compared to checks done by employees of the same organization. Therefore, the 

objectives of this study was to independently assess the satisfaction of patients with LBP about the 

physiotherapy management they received from the physiotherapy out-patient clinic in National 

Orthopedic Hospital Dala, Kano (NOHD-Kano).  

Objectives of the Study  

1. To determine the satisfaction level of individuals with LBP attending out-patient Physiotherapy 

Clinic in National Orthopedic Hospital, Dala, Kano.  

2. To determine the association between socio-demographics (Age, Gender, Marital status, 

educational level, Religion, Tribe and Number of visits) and patients’ satisfaction among 

individuals with LBP attending out patients’ physiotherapy unit of National Orthopedic 

Hospital, Dala, Kano.  

Research Questions   

1. What is the level of patients’ satisfaction among individuals with LBP attending out-patient 

Physiotherapy clinic in National Orthopedic Hospital, Dala, Kano?  

2. What is the association between Socio-demographic variables (Age, gender, marital status, 

education level, religion, tribe and number of visits) and patients’ satisfaction among 

individuals with LBP in out-patient Physiotherapy services in National Orthopedic Hospital, 

Dala?   

https://worldpopulationreview.com/countries/nigeria-population
https://worldpopulationreview.com/countries/nigeria-population
https://worldpopulationreview.com/
https://worldpopulationreview.com/
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Hypothesis  

Satisfaction will not be influenced by socio-demographic factors among individuals with LBP in 

National Orthopaedic Hospital Dala, Kano.  

Methodology  

A cross sectional descriptive survey design was used. The target population were LBP 

patients attending the outpatient clinic of Physiotherapy Department of NOHD-Kano available at 

the time of data collection. NOHD-Kano is the only public tertiary hospital referral center for 

orthopedic conditions in the Northern part of Nigeria and its services extends to the neighboring 

countries. A sample size estimation for a population of less than 10,000 (Spencer et al., 2011) was 

used and a total of 203 participants was considered sufficient taking into consideration 5% attrition 

rate (Nwankwo et al., 2019). Prior to the commencement of the study, an ethical approval was 

obtained from the research ethics committee of the same hospital (NOHD-Kano). Only individuals 

with chronic LBP (≥ 3 months), of ≥ 18 years and are receiving physiotherapy interventions on an 

outpatient basis for at least six weeks were considered for inclusion. Patients’ informed consents 

were obtained before recruitment. A researcher developed pro forma was used to collect the 

demographic characteristics of the included participants.   

MedRisk patient satisfaction questionnaire (Beattie et al., 2005) was used to collect the 

satisfaction data. The questionnaire was translated to Hausa language and backward to English 

language at department of linguistics Bayero University Kano. The translated Hausa version of the 

MedRisk questionnaire were administered to those participants who cannot read or understand 

English language but can understand Hausa. The non-Hausa speaking participants completed the 

English version of the questionnaire. The mean score of each participant was calculated and all 

scores were analyzed. The minimum score in this questionnaire is 13 and the maximum score is 

65. For the purpose of this study, participants having an overall score within the range of 13-29 

were considered to have low level of satisfaction, those participants having an overall score within 

the range of 30-47 were said to have moderate level of satisfaction, while participants having an 

overall score within the range of 48-65 were said to have high level of satisfaction. The 

questionnaires were retrieved back from the patient’s same day after filling. Total number of 203 

questionnaires was administered; however, only 186 questionnaires were returned.  

Descriptive statistics of mean and standard deviation, frequency and percentage was used 

to summarize the demographic information and different domains of patient satisfaction. Chisquare 

was used to analyze the association between patient satisfaction and participants characteristics at 

≤ 0.5 level of significance. Data analysis was carried out by Statistical Package for the Social 

Sciences (SPSS) version 20.  

Results   

A total of 186 patients out of 202 completed and returned the study questionnaires, giving 

a 92% response rate. The participants’ socio-demographic information are presented in Table 1. 
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The study showed that 86 (46.2%) of the participants are males, while 100 (53.8%) are females. 

Most of the participants are within the age ranges of 30-39 and 40-49 years with 56 (30%) and 53  

(29%) participants respectively. Furthermore, up to 83.3% of the participants are married and  

48.4% of all the participants have attained tertiary level of education while 28.5% of the 

participants acquired non-formal education. Majority (86.0%) of the participants are Muslims 

while 14.0% are Christians. Most of the participants are Hausa by tribe (59.7%).   

Table 1: Socio-demographic information of the study participants  

Variables  Frequency (N)  Percentage (%)  

Age (in Years)  

20-29  

30-39  

40-49  

50-59  

≥60  

Gender  

Male  

Female  

Marital status  

Single  

Married  

Divorced  

Widow(er)  

Education level  

Non formal  

Primary  

Secondary  

Tertiary  

Religion  

Islam  

Christian  

Tribe  

Hausa  

Fulani  

Hausa/Fulani  

Igbo  

Yoruba  

Others  

  

18  

56  

53  

32  

27  

  

86  

100  

  

21  

155  

1  

9  

  

53  

11  

32  

90  

  

160  

26  

  

111  

21  

21  

15  

11  

7  

  

9.7  

30.1  

28.5  

17.2  

14.5  

  

46.2  

53.8  

  

11.3  

83.3  

0.5  

4.8  

  

28.5  

5.9  

17.2  

48.4  

  

86.0  

14.0  

  

59.7  

11.3  

11.3  

8.1  

5.9  

3.8  
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The findings showed that 41.9% of the participants went to the clinics four times in a month, 38.7% 

visit the clinics twice in a month, 10.8% visit the clinic eight times in a month and 8.6% of the 

participants attends clinic only once in a month (Figure 1).    

  

 

Figure 1: A bar chart showing number of clinics visit by the participants Research Question 

1  

What is the level of patients’ satisfaction among individuals with LBP attending out-patient 

Physiotherapy clinic in National Orthopedic Hospital, Dala, Kano?  

Table 2: Patients’ Satisfaction with Physiotherapy Services  

Variable  N  %  

Low level of satisfaction  0  0  

Moderate level of satisfaction  19  10.2%  

High level of satisfaction  167  89.8%  

Table 2 showed that majority of the participants had high level of satisfaction of the physiotherapy 

service received (89.8%) and few have moderate satisfaction 19 (10.2%). None of the participants 

have low satisfaction level.   

Research Question 2  

What is the association between Socio-demographic variables (Age, gender, marital status, 

education level, religion, tribe and number of visits) and patients’ satisfaction among individuals 

with LBP in out-patient Physiotherapy services in National Orthopedic Hospital, Dala?  
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Table 3: Association between Participants’ Characteristics and level of satisfaction  

Variables   
Moderate  

Satisfaction  

High  

Satisfaction   
X2  p-value  

  Age (Years) 20-29    

3  

  

15  

  

3.95  

  

0.40  

30-39  4  52      

40-49  4  49      

50-59  3  29      

60 and above  5  22      

Sex  

Male  

  

11  

  

25  

  

1.16  

  

0.34  

Female  8  92      

Marital status Single    

2  

  

19  

  

2.62  

  

0.48  

Married  15  140      

Divorced  0  1      

Widow  2  7      

Number of visit per month 

Eight visit per month  

  

0  

  

20  

  

10.3  

  

0.01*  

Four visit per month  10  68      

Two visit per month  4  68      

One visit per month  5  11      

Education level 

Non formal  

  

10  

  

43  

  

7.53  

  

0.04*  

Primary  2  9      

Secondary  2  30      

Tertiary   5  85      

Religion  

Islam  

  

16  

  

144  

  

  

  

0.73  

Christian  3  23      

Tribe  

Hausa  

  

10  

  

101  

  

4.51  

  

0.41  

Fulani  4  17      

Hausa/Fulani  3  18      

Igbo  0  15      

Yoruba  1  10      

Others  1  6      
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X2= Chi square value, *= Significant P-value  

Table 3 shows statistically significant association was only seen between the number of visits and 

patients’ satisfaction (p= 0.01), and between education level and patients’ satisfaction (p= 0.04), 

this is shown in Table 3.  

Discussion of Findings  

Majority of the participants have high level of satisfaction with physiotherapy services. 

This is similar to another Nigerian study that was conducted in the Southern part of the country 

where satisfaction of physiotherapy services were surveyed for both private and public clinics  and 

the satisfaction levels were high in both public and private centers (Odebiyi et al., 2009). The 

finding of this study is interesting as there is a big difference in culture and literacy level between 

the Southern part of Nigeria and the North, but satisfaction to physiotherapy services in both 

regions is found to be high. This may indicate professionalism among physiotherapists across 

Nigeria. Also, in support of our findings, Chetty et al (Chetty et al., 2015), a South African study 

reported that majority of amputee patients who received physiotherapy interventions were satisfied 

with the services. Similarly, the finding of this study is in accordance with a Malaysian study 

(Mahdzir & Ismail, 2012) where patients receiving physiotherapy services were moderately 

satisfied. Physiotherapy services are new and emerging in Malaysia and that may be an explanation 

to the moderate level satisfaction reported while high level satisfactions are reported in Nigeria 

and South Africa where physiotherapy services have been available for over half a century. 

Comparably, Tennakoon and de Zoysa (2014) reported 60% of patients to be moderately satisfied 

with physiotherapy services in Sri Lanka where physiotherapy services are also emerging. 

Therefore, satisfaction to outpatient physiotherapy services in our study is in agreement with the 

findings available from other Nigerian and non-Nigerian studies. It points to the fact that, 

physiotherapy services provided to patients is commended by patients despite other challenges that 

may affect the service delivery like physiotherapy to patients’ ratio, equipment, remuneration and 

other related factors.  

The age group of 30-39 have the highest satisfaction in this study. However, there is no 

significant association between the patient satisfaction scores and age categories, this implies that 

age, either young or old in this study do not determine the level of patient satisfaction. The lack of 

significant association maybe as a result of the participants majorly falling under the age of 60 

(>70%). Also, patients younger than 18 years of age were excluded in this study there by limiting 

comparison of satisfaction level with aged/younger populations.  

Also in this study, females have the highest level of satisfaction which is in line with the 

study conducted by (Hills & Kitchen, 2007b) who reported sex-related differences in satisfaction, 

with females reporting more satisfaction than males. However, association between gender and 

patient satisfaction was not significant in this study. Gender, either male or female plays little or 

no role in determining level of satisfaction from services rendered in this center despite the higher 

number of female participants reporting high satisfaction. Furthermore, the study also shows that 

majority of the married participants are satisfied with the treatment received, but no significant 
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association existed between marital status and patient satisfaction. Over 80% of the participants 

are married and therefore this is not surprising. For the number of visits, 4 visits and 2 visits per 

month appeared in the study to be favorable with patient satisfaction. There is also a significant 

association between number of visits and the patient satisfaction in this study. The implication of 

this is that if the frequency of visit is moderately spaced, patients are likely going to be satisfied 

than when the appointment is sparingly spaced like 1 visit per month or densely spaced like 8 visits 

per month as observed in this study. The satisfaction seen could also be explained by the fact that 

patients not having to come for clinic more than once per week have adequate time and opportunity 

to attend to other personal needs. This is supported by Mahdizir and Ismail (2012) who shows that 

frequency of visit has a strong influence on the overall satisfaction, they reported that patients with 

moderate physiotherapy visits of about three to four times per month are more satisfied than those 

with less number of visits.  

From the perspective of education level, those that have attained tertiary education 

appeared to be more satisfied than others in this study.  There is also statistically significant 

association between satisfaction scores and education level. This may be attributed to the fact that 

majority of them attended tertiary institution and hence are educated thereby putting them at the 

advantage of being more aware about health-related issues and more accessible to health care 

facilities and services. More so, literacy level in Northern part of Nigeria where this study was 

conducted is reported to be low (Iheonu & Urama, 2019) and as such educated patients may have 

upper hands in understanding concepts explained by their physiotherapists. Back care 

instructions/explanation during treatment and after treatment or even individual knowledge that 

could be acquired by this category is likely to be better understood than others. Different studies 

have reported higher education level to be associated with higher treatment satisfaction level 

among various ailments (Biderman et al., 2009).  

Both Muslims and Christians that participated in the study are highly satisfied and there is 

no statistically significant association between religion and patient satisfaction. Finally, the result 

also shows that majority who are Hausa speaking have the highest satisfaction, reasons could be 

associated with the fact that majority of the patients and the physiotherapists speak a common 

language, and hence, patients can effectively communicate with their physiotherapists. However, 

no statistically significant association between the ethnicity and the patient satisfaction in this 

study.  

Conclusion  

Satisfaction is high among LBP patients attending an out-patient physiotherapy unit in Kano, 

Nigeria. Education level and number of visits are associated with patients’ level of satisfaction  
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