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ABSTRACT

This study investigated work environment (physical, behavioural) and service delivery (tangibility,
reliability, responsiveness, assurance, empathy) of Service delivery by Health Information
Management (HIM) practitioners in university teaching hospitals in the South-West, Nigeria. The
study employed survey design. The population comprised 417 HIM practitioners and 468,654
outpatients. Total enumeration was used for HIM practitioners and Krejcie and Morgan’s formula
was used to derive a sample of 422 outpatients. Cronbach’s alpha reliability coefficients for the
constructs ranged from 0.70 to 0.97. The response rate was 100% and 94% for outpatients and
HIM practitioners respectively. Data were analysed using simple and multiple regressions.
Findings revealed that work environment significantly influenced service delivery. Behavioural
work environment positively influenced service delivery while physical work environment
negatively influenced service delivery. The study concluded that work environment enhanced
service delivery of health information management practitioners in teaching hospitals in South-
West, Nigeria. The study recommended that management of university teaching hospitals should
maintain a supportive work environment to enhance the service delivery of HIM practitioners.

Keywords: Health information management practitioners, Out-patient, Work Environment, Service
delivery, University teaching hospital.

INTRODUCTION

Service delivery by Health Information Management (HIM) practitioners contributes to
patients’ healthcare services. Previous studies reported that the services received by
patients are declining. This decline has given rise to reluctance in seeking medical
attention, adhering to medical guidance, and participating in health initiatives. Studies
have shown that work environment in university teaching hospitals can affect service
delivery. However, the inter-play among these variables has not been fully measured in the
literature to determine their influence on service delivery. World Health Organization
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(2018) states that service delivery is the management and delivery of health services so
that clients receive a continuum of preventive and curative services, according to their
needs over time and across different levels of the health system. The delivery of health
services is the aspect of the health system that is most visible to patients and the general
public. Therefore, delivery of all services related to the diagnosis and treatment of disease,
as well as the promotion, maintenance, and restoration of health requires efficient service
delivery. Health information management (HIM) practitioners are providing diverse
patients and are known as medical records professionals and have the duty of organizing
patient paper record and digital records that they receive from doctors, diagnostic labs or
from patients filling out forms. Additionally, they are tasked with initiating, processing,
and checking patient records from emergency, inpatient, and outpatient care. This makes
sure that all the required paperwork and data are on hand and organized in accordance
with medical standards. However, despite the fact that their role is extremely important,
the public's expectations for the services provided by the health information department
have been found to be unmet (WHO, 2018).

Service delivery may be assessed in a variety of ways since it can be used as an
adaptable measuring scale in diverse areas. However, this study’s viewpoint of healthcare
service delivery will be considered using five (5) dimensions which are tangibility,
responsiveness, reliability, assurance and empathy as identified by Cronin and Taylor
(1992). Tangibility is the availability and accessibility of physical facility with requisite
infrastructure, serene and enabling work environment; adequate functioning
equipment/tools and communication materials/channels; ample committed, dedicated
health practitioners and para-medical personnel of sound pedigree (Isaruk et al., 2021).
Reliability and it is an essential dimension of the service delivery. Reliability is the
capacity to provide services exactly, on time, and credibly. According to Celmege et al.
(2020), when healthcare practitioners are not reliable, it may be impossible for a hospital
to give quality care. Assurance depends on the employee’s technical knowledge, practical
communication skills, courtesy, credibility, competency, and professionalism. Finally,
empathy entails paying close attention to the customers to ensure thoughtful and
exceptional service. However, this cannot be achieved if the work environment is not
accommodative and conducive. Health information management practitioners requires
positive work environment for adequate good patient care.

According to Kutney-Lee et al. 2013, Rugulies 2019work environment of
healthcare practitioners is important for good patient care and is receiving increasing
attention in scientific research. An enabling work environment reduces hospital-acquired
infection rates, hospital mortality, re-admissions, and adverse events. Furthermore, a
healthy work environment is strongly associated with attracting and retaining healthcare
practitioners, which is crucial in times of healthcare staff shortages (Maassen et al. 2021).
Hafeez et al. (2019) showed that the excellence of working environment act as an essential
function in determining the level of employee and worker motivation, productivity, and
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performance. Essential function of health information management practitioner includes
rendering prompt and adequate services for healthcare users. Service delivery is the
current key challenge facing the healthcare sector and providing high-quality service has
emerged as the key to an organization's existence. Since providing great service effects
customer loyalty, dedication, and financial advantages for service businesses, it has
become a fundamental demand in the healthcare industry in order to pursue patient
satisfaction. Given that hospitals are service companies, providing high-quality healthcare
services is crucial for any hospital and patients who will be using the services could be the
best judges of how well they are delivered. Hospital's reputations can be improved or
damaged based on the quality of services delivered and which users may stop using some
services if they are not satisfactory.

Therefore, health information practitioners have a lot of function to play in
providing quality healthcare services delivery. In this view, personal factors of health
information management practitioner will play a significant role in the attainment of the
set objectives and goals, which include enabling of the health information management
practitioners perform their duties effectively and efficiently to the patients. Furthermore,
work environment will play a vital role in motivating health information management
practitioner to perform their assigned duties comfortably. Therefore, the inclusion of
adequate work environment in a healthcare service delivery can improve patient’s care
outcome. On this note, this study investigates work environment and service delivery of
health information management practitioners in teaching hospitals in South-West, Nigeria.

Objective of the Study
The main objective of the study is to investigate work environment and service delivery of
health information management practitioners in teaching hospitals in South-West, Nigeria.
The specific objectives are to:
1. find out the perception of patients towards service delivery of health
information management practitioners in selected teaching hospitals, South-
West, Nigeria;
2. find out health information management practitioners’ perception toward
service delivery in selected teaching hospitals South-West, Nigeria;
3. ascertain the condition of work environment in selected teaching hospitals,
South-West, Nigeria;
4. establish the influence of work environment on service delivery of health
information management practitioners in selected teaching hospitals South-
West, Nigeria;

Hypotheses
A comprehensive null hypothesis was formulated to guide this study and was tested at a
0.05 level of significance.
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1. There is no significant influence of work environment on service delivery of health
information management practitioners in selected teaching hospitals, South-West,
Nigeria.

2.1 Conceptual Review

2.1.1 Concept of Service Delivery

Service delivery as the overall name for every activity performed to render quick and
satisfying service, and to respond and resolve community or citizen problems. Service
delivery relates to the principles, standards, procedures and methods by which information
managers offer its roles and responsibilities to the hospitals. It is asserted that information
managers harness information and knowledge by enhancing access and retrieval to them
through professional processing, storage and dissemination and thereby increase the value
of human intellectual outputs. In most industrialized countries, the services sector
accounts for a substantial portion of total output and employment, making it the largest
and fastest-growing sector in the world economy (Musenze & Mayende, 2021). Service
delivery refers to the actual delivery of a service and products to the customer or clients
(Giri & Shakya, 2018).

Service delivery does not only depend on the knowledge of doctors and nurses but
also records-keeping processes in the hospital by health information professionals. Health
information is of different types depending on the size and activities of the given hospital.
Some of these services are ability to manage records in hospitals which include patient
case notes, x-rays, pathological specimens and preparations, patient indexes and registers,
pharmacy and drug records, nursing and ward records (Muhammad et al., 2021). It is
noted that healthcare provider ensures competent service provision and proper health
information management to keep costs down, secure patient data, and maintain
compliance in rapidly expanding regulatory environment. This means that hospitals
determine the priorities rolled by the record management policy. The role of the health
information manager is to develop policies for health information management and
procedures in order to promote better health information management practice in the
hospitals as working together with heads of departments (Brennan et al., 2020).

Throughout the service delivery of health information practitioners, they work to
clearly define the content of services clearly define the roles and responsibilities of the
service provider and set service quality expectation as well as liability and time lines.
Service delivery in a hospital setting has a profound influence on how people perceive the
organization. The quality of services, interactions with staff, and overall experience
contribute to shaping individuals' opinions and attitudes towards the hospital. Service
delivery affects perception of the people through patient satisfaction. High-quality service
delivery, including effective communication, prompt attention, and personalized care,
leads to increased patient satisfaction. Satisfied patients are more likely to view the
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hospital positively and recommend it to others. A well-managed service delivery process
enhances the hospital's credibility and fosters trust among patients and their families.
When patients receive reliable and compassionate care, they are more likely to trust the
hospital's expertise and professionalism (Cochrane et al., 2019). Also, efficient and
attentive service delivery contributes to the perception that the hospital is competent in
diagnosing and treating medical conditions. A positive experience reinforces the belief
that the hospital is capable of delivering high-quality healthcare.

The healthcare service delivery for this study focuses on the five dimensions of
SERVQUAL model of service quality which have been used to identify service delivery of
librarians. The dimensions are tangibles, reliability, responsiveness, assurance, and
empathy which are discussed briefly below:

Tangibles are considered to be physical infrastructures and facilities which enable
health information manager to discharge the necessary services required from them which
are conducive seating facilities, information and communication technology. Tangibles
refer to the physical aspects of the service environment that can influence customers'
perceptions of quality. This includes the appearance of facilities, equipment, personnel,
and any physical evidence associated with the service. Cleanliness, appearance, and visual
cues play a significant role in shaping customer perceptions. Reliability means the ability
of health information professionals to deliver the promised services dependably,
accurately, honestly and consistently to patients, medical workers and other stakeholders
in the medical centre. Patients seek services upon which they can depend on. It is a very
common dimension used in almost all of the service quality measuring models, showing
its relation with customer satisfaction and retention. Responsiveness is the willingness of
health information professionals to help the patients, medical workers and other
stakeholders by providing prompt services to them.

In other words, responsiveness also encompasses the health information
professionals’ willingness to promptly render the needed service assist clients. Enrollees
expect that appointments with health information professionals should be made easily and
quickly. Assurance entails competence, knowledge, and courtesy of health information
management practitioners and their ability to convey trust and confidence to all patients
who come to make use of the healthcare resources and facilities. Empathy requires health
information professionals to make frantic efforts to know their patients, medical workers
and other stakeholders in the medical center. Empathy also means that the staff have
clients’ best interest to fulfill, and as such they appreciate the individual needs. It also
involves listening to customers, keeping them informed in the language of their hearth.
Patients expect health information professionals to talk to them clearly using words they
understand. They equally prefer that health information professionals explain certain
procedures to them personally on how to get quality medical attention and other thing
done anytime they come to the healthcare center for treatment, instead of doing so through
other persons within the medical center who are not staff member. The empathetic attitude
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towards the patients incites a sense of importance in them and hence, leads to retention
behavior and positive word of mouth (Yoganandan, 2022).

Concept of Work Environment

The workplace environment refers to the overall atmosphere, conditions, and surroundings
in which people work. It encompasses physical, psychological, social, and cultural factors
that influence an individual's experience and productivity at work. A positive workplace
environment can contribute to employees' well-being, job satisfaction, and overall
performance, while a negative environment can lead to stress, dissatisfaction, and
decreased productivity. A widely accepted assumption is that better workplace
environment motivates employees and produces better results. Badrianto, and Ekhsan,
(2020) defines working environment as an entirely which comprises the totality of forces,
actions and other influential factors that are currently and, or potentially contending with
the employee’s activities and performance. Working place can be defined as a physical
place where people work, it can be an office or also it can be a factory. Different people at
the same time work together at workplace, they work together as a team for achievement
of an organization’s goals and objectives. Now due to the boom of information
technology, the physical workplace has been changed into virtual workplace. Work
environment is the sum of the interrelationship that exists within the employees and the
environment in which the employees work. The ability to share knowledge throughout
organizations depends on how the work environment is designed to enable organizations
to utilize work environment as if it were an asset (Taheri et al., 2020).

The work environment encompasses all factors surrounding an employee that can
influence their performance. Ajala (2012) emphasizes that it comprises both external and
internal conditions that impact motivation and task completion. McGuire and McLaren
(2007) suggest that an organization's physical layout and design can affect employee
behavior. Many studies reveal that employees derive satisfaction from specific work
environment aspects that significantly impact their contentment and performance. These
aspects encompass elements like ventilation, lighting, natural light access, and the acoustic
environment (Sibeoni et al., 2021). This helps organizations to improve effectiveness and
allow employees to benefit from collective knowledge”. In addition, he argued that
working environment designed to suit employee’s satisfaction and free flow of exchange
of ideas is a better medium of motivating employees towards higher productivity.

The physical and behavioral aspects are the two facets of a healthy working
climate. The prior refers to the factors which are linked with the ability of employees to
remain physically associated to their workplaces. while the etiquettes of office bearers are
influenced by the behavioral aspects of the environment, the workplace environment plays
an important role in shaping behaviors of employees individually. Consequently,
employees’ motivation to work hard, their efficiency and performance are shaped by the
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influence of the quality of the workplace. Worker’ levels of willingness to keep motivated,
creative, engaged with colleagues, and loyal to job are all influenced by the factors of
workplace environment (Hafeez et al., 2019).

The feature of relatedness with workplace environment has mixed beneficial and
adverse impacts (Munawar et al., 2019). The majority of the workplace environments in
developing countries are not up to the mark. Unfortunately, most firms consider a safe and
healthy work environment to be an unnecessary expenditure and do not invest heavily in
sustaining a comfortable working environment (Aghaji et al., 2021). For sustainable
development, it is vital for any firm to have dedicated employees who are committed to
their goals. When people work in groups, there is a possibility that they may behave as if
they are entrepreneurs, so every group member engages in as many tasks as possible to
demonstrate that he/she is the most promising person in the group. In a typical working
environment, significant components are physical and behavioral constituents. Elements
which are associated with employee’s aptitudes to attach physically with the office
environment are called as physical environment. While the office occupier etiquettes with
each other are interconnected through the behavioral environmental components. Office
environment positively affects the behavior of individual employees. Thus, the excellence
of working environment act as an essential function in determining the level of employee
and worker motivation, productivity, and performance (Sharma et al., 2016).

How well employees are affiliated to an organization, affects how employees
behave within an organization setting including: their motivation level, innovative
behavior, absenteeism, interaction with other employees and job retention. Employee
productivity is the most significant interest nowadays, and it is affected by the working
environment in many ways (Mwendwa et al., 2017). It can play a positive or negative role
depending on prevailing physical conditions in the working environment. In developing
countries, most of the workplace environment in industries is insecure and harmful.
Healthy and safe working environment can take a very central role in increasing
productivity; unfortunately, most of the employers consider it as an extra cost and do not
spend much on maintaining comfortable working environment (Thobaben & Woodward,
1996). Furniture design, ventilation, noise, light, supervisor support, workspace,
communication, fire safety measures affect employee productivity (Eberendu et al., 2018).

Work Environment on Service Delivery of medical practitioners

Studies have established the association between the work environment and service
delivery across diverse contextual premises (Kim, 2015; Khunou and Davhana-
Maselesele, 2016). Olanipekun and Taiwo (2021) examined working environment as
psychological predictors of effective service delivery among doctors in selected public
hospitals in Ogun State Nigeria. Finding showed that human resource planning and
working conditions have significant effect on service delivery. The study concluded that
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Human resource planning and working conditions are of utmost importance to the
actualization of organizational objectives as well as customers’ satisfaction in terms of
service delivery. It was recommended that managements of Ogun State public Hospitals
should embark on radical reorganization of its objectives and aims which must primarily
cater for the welfare of its personnel as this is fundamental to service delivery and will
therefore redirect the mindset of the public from viewing public hospitals as death traps
and begin to see them as a reliable solution haven to all form of health challenges.

Akinwale and Olusoji (2020) examined the influence of work environment on
service delivery among doctors in government tertiary hospitals in Nigeria using the
longitudinal research design to elicit information from the respondents. Finding revealed
that there was significant influence of work environment on service delivery. The study
concluded that to retain and prevent turnover intention among doctors and other health-
care workers, the management of hospitals must pay due attention to issues relating to
service delivery, as this is likely to increase health-care system effectiveness, boost mental
and social health of the doctors. Ashaju-Kayode et al. (2018) investigated the influence of
work environment on service delivery among doctors in federal medical centre, Owo,
Nigeria. Finding revealed that majority of the workers had good knowledge of what
constitutes a desirable work environment. All the workers had positive perception of a
good work environment. And factors identified to be responsible for affecting conducive
work environment which in turn affects workers’ productivity include lack of equity and
fairness, poor communication system, occupational hazards and high workload leading to
burn out, lack of motivation from boss, non-availability of drugs to treat patients, lack of
appropriate equipment, lack of autonomy, lack of in-service training, insufficient basic
amenities for day-to-day job performances and lack of team spirit.

Theuri, Macharia and Kamau (2020) examined the influence of working
environment on service delivery among doctors in the public health sector in Nyeri
County, Kenya. The descriptive cross-sectional research design was used Finding showed
that working environment had positive and significant effects on service delivery at the
5% level of significance. The study further established that the public health sector in
Kenya should address the drug shortage, medical staff working hours, and machine
maintenance as they would adversely affect quality of service delivery. The study
recommends that the public health sector should provide health workers conducive
working environment and all necessary tools and equipment to enable them to discharge
their duties effectively with a view to enhance service delivery to patients. Future research
should focus on the importance of on—the-job training for effective service delivery in the
public health sector.

Ikenye (2021) examined the effect of work environment on service delivery of
doctors in public hospitals within Kiambu County. Finding revealed that positive and
significant effect of the work environment on healthcare services delivery of doctors in
Kiambu County. The results also revealed that organizational culture significantly affected
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the healthcare services delivery in Kiambu County, while physical facilities and work
environment did not have a significant effect. Edem et al. (2017) investigated the impact
of workplace environment on service delivery of doctors in selected hospitals in Kogi
State, Nigeria. Findings revealed that work environment had significant impact on service
delivery of medical doctors. Health workers in such environment are exposed to
occupational diseases such as heat stress, deafness, ergonomic disorders and suffocation.
To buttress further, in a study on Work environment factors and provider performance in
health houses: a case study of a developing country. The results highlighted a statistically
significant and positive correlation between technical equipment layout with the
performance of CHWs and the area of workplace in health houses. Correlation between
office equipment layout and performance was negative. Multiple linear regression analysis
showed that the performance level was influenced by the staff-mix of CHWs in health
houses, layout of technical equipment and layout of office equipment (Yusefzadeh &
Nabilou, 2020). Creating conducive work environment is pivotal for quality service
delivery.

Going off medical field, a researcher in view of the perceive unsupportive, unsafe
and unhealthy work environment and the continuous dwindling employee’s performance
in the service-oriented organization despite efforts by government to ensure improve
employee’s performance at the Ministry of Works and Infrastructure at Bayelsa State.
First, it was discovered that the physical workplace environment factors have significant
effect on employee’s commitment to work. Secondly, the work reward has significant
impact on employees’ productivity. Also, this study found-out that work-life balancing has
significant influence on employees’ work efficiently. Therefore, it was recommended, that
management of the Ministry of Works and Infrastructure Bayelsa State should build a
supportive work-environment to improve employees’ performance (Daniel, 2019).

Work environment is an inevitable determinant of employee satisfaction. It is
subset of an organization that encompasses so many factors, including the physical, social
and psychological conditions in which work-related activities take place. It encompasses
the physical space, organizational culture, interpersonal relationships, and overall
atmosphere within which employees or individuals carry out their tasks and
responsibilities. Work environments can vary significantly from one organization to
another and can have a profound impact on employees' productivity, job satisfaction, well-
being, and overall performance thereby influencing either positively or negatively the
quality of service rendered. A study on perceived challenges of working environment
among emergency department nurses in Saudi Arabia. The study found that the most of
the measures ‘comfort zone 27.8%, presence of nursing assistance and technicians, hours
of work shift, 22.7%, quality of materials is 37.9%,” of quality work environment for
healthcare practitioner reveals negative perception.

In determining the perception of emergency department nurse towards challenges
associated with their working environment shows higher perception level with the mean
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value of 32.03 and standard deviation was 5.6. This negative report of work environment
made the author to recommend that the managers and policy makers should re-define a
development plan for the Emergency Department (Al Aseeri, 2020). To conclude with the
word of Saputra and Mahaputra, (2022), creating a positive work environment requires a
combination of thoughtful policies, effective leadership, and a commitment to employee
satisfaction. Healthcare sector that prioritizes a healthy and supportive work environment
often find that their employees are more engaged, productive, and loyal, which in turn can
lead to improved overall performance and service quality.

METHOD

This study adopted survey research design. The population for this study consists of four
hundred and seventeen (417) health information management practitioners who work in
the five-teaching hospital recognized by the medical and dental clinic of Nigeria in the
South-West geopolitical zone in Nigeria. This value was gotten from the health
information management department of the selected hospitals in South West, Nigeria. For
this study, the total enumeration method was used for the health information management
practitioners which means four hundred and seventeen (417) health information
management practitioners because the researcher was able to manage the population size,
to give comprehensive coverage of all health information management practitioners in the
selected University teaching hospitals in South-West Geopolitical zone Nigeria, therefore
there was no sampling for this study.

A sample of 384 outpatients was obtained using Krejce and Morgan’s formula.
However, this study will made use of attrition rate. Therefore, using ten percent attrition
rate, thirty-eight (38) outpatients was gotten and was added to three hundred and eighty-
four (384) gotten from Krejicie and Morgan formula and this yields a total of four hundred
and twenty-two (422) outpatients.

Table 1: Perception of patients towards service delivery of Health information
management practitioners

Service Delivery Strongly | Agree Disagree | Strongly | Mean | Std.
agree A3) 2) disagree
“@ @
Assurance 3.11 0.618
My health record is secured in the | 175 222 25 0

custody of health information | (41.5%) | (52.6%) | (5.9%)

iy . . 3.36 0.590
management practitioners in this
hospital
I can easily relate with health | 178 217 22 5
information management | (42.2%) | (51.4%) | (5.2%) (1.2%) 3.35 0.634
practitioners
Health information management | 85 290 47 0 3.09 0.553
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practitioners in this hospital are | (20.1%) | (68.7%) | (11.1%)
knowledgeable enough to attend to
my information needs

I feel safe interacting with health | 83 215 124 0
information management | (19.7%) | (50.9%) | (29.4%) 2.90 0.694
practitioners in this hospital
Health  information management | 52 250 120 0
practitioners show me courtesy | (12.3%) | (59.2%) | (28.4%) )84 0618
consistently during service delivery ) )
in this hospital
Responsiveness 2.89 0.597
Health  information management | 33 356 33 0
practitioners in this hospital give | (7.8%) (84.4%) | (7.8%)
. . . 3.00 0.396
efficient care services to patients so
that patients resources are not wasted
Health information management | 38 346 38 0
practitioners in this hospital provide | (9.0%) (82.0%) | (9.0%) 3.00 0425
patients' centered care based on their ‘ ‘
individual needs
In this hospital, patients' records are | 73 235 114 0
promptly  retrieved by  health | (17.3%) | (55.7%) | (27.0%) 290 0.659
information management ‘ ‘
practitioners
Health  information management
practitioners in this hospital always | 62 255 105 0 290 0.622
provide precise information about | (14.7%) | (60.4%) | (24.9%) ' '
patient’s appointment
Health  information management | 45 259 46 72 2.66 0.884
practitioners in this hospital provide | (10.7%) | (61.4%) | (10.9%) | (17.1%)
equitable care services to patients
irrespective of patients' social status
Reliability 2.82 0.646
Patients' referral management is | 106 255 53 8 3.09 0.668
always carried out with patients | (25.1%) | (60.4%) | (12.6%) | (1.9%)
consent in this hospital
Patients' health records are easily | 41 342 39 0
retrieved always for the primary | (9.7%) (81.0%) | (9.2%)
. . ; 3.00 0.436
purpose of patient care in this
hospital
Health information management | 97 140 173 12
practitioners in this hospital show | (23.0%) | (33.2%) | (41.0%) | (2.8%) 2.76 0.836
keen interest in attending to me
Health information management | 39 223 160 0
practitioners in this hospital are | (9.2%) (52.8%) | (37.9%) 2.71 0.625
always prompt in rectifying errors.
Health information professionals in | 33 172 209 8 755 0.666
this hospital provide satisfactory | (7.8%) (40.8%) | (49.5%) | (1.9%) ' '
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services to me at all times

Empathy 2.68 0.770
In this hospital, health information 100 244 78 0

management practitioners often (23.7%) | (57.8%) | (18.5%) 3.05 0.648
understand patients' anxiety

I am always impressed by the power | 52 315 55 0

of creativity in dealing with patients | (12.3%) | (74.6%) | (13.0%) 299 0504
of health information management ' '
practitioners in this hospital

In this hospital, health information | 71 149 182 20

management practitioners always | (16.8%) | (35.3%) | (43.1%) | (4.7%) 2 64 0814

show concern about patients' health
challenges

Health information management 57 167 150 48
practitioners often pay due attention (13.5%) | (39.6%) | (35.5%) | (11.4%) | 2.55 0.864
to patients in this hospital
Health information management 45 122 110 145
practitioners always provide safe care | (10.7%) | (28.9%) | (26.1%) | (34.4%)

to patients by avoiding utterances that 2.16 1018
could cause harm to patients

Tangible 2.54 0.801
Physical infrastructures are always | 47 224 146 5

available for delivery of healthcare | (11.1%) | (53.1%) | (34.6%) | (1.2%) 274 0663

services by health information
management practitioners

Health information management 47 254 65 56
department of this hospital is visually | (11.1%) | (60.2%) | (15.4%) | (13.3%) | 2.69 0.838
attractive

Communication gadgets within the 57 148 177 40

health information management (13.5%) | (35.1%) | (41.9%) | (9.5%) 2.53 0.843
department are functional

The location of the health 49 153 180 40

information management is perfect (11.6%) | (36.3%) | (42.7%) | (9.5%) 2.50 0.821
for patients

The space allocated to health | 37 105 208 72

information management department | (8.8%) (24.9%) | (49.3%) | (17.1%)

permit interaction with  health 2.25 0.841
information management

practitioners

Grand Mean 2.81 0.686

Source: Field Survey, 2024

The table 1 explains the perception of service delivery provided by HIM practitioners
according to the patients’ point of view. The findings revealed from the table showed that
the perceptions of the service delivery of HIM practitioners in teaching hospitals in South-
West, Nigeria. The outpatients agreed to the HIM practitioners service delivery statements
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with a grand mean of (x = 2.81, SD = 0.686) on a 4point Likert-type scale. The findings
further revealed that the assurance indicator had the highest average mean (x = 3.11)
which indicates a very high level of assurance while tangible had the lowest average mean
(x = 2.54). The agreement of outpatients with statements about the service delivery of
health information management (HIM) practitioners suggests that patients perceive the
care provided to be of quality, leading to satisfaction, trust, and confidence in the
healthcare system. This agreement implies effective communication between practitioners
and patients, fostering continuity of care and potentially improving overall patient
outcomes.

Table 2: Perception of health information management practitioners on service delivery
that exist in selected teaching hospitals South-West, Nigeria

Service Delivery Strongly | Agree Disagree | Strongly | Mean | Std.
agree A3 ?2) disagree
@ @

Assurance 3.48 0.514
I ensure patient health record is | 230 160 0 0 359 0.493
secured in the hospital (59.0%) | (41.0%) ' '
I ensure the patients can relate easily | 220 170 0 0
with me (56.4%) | (43.6%) 3.56 | 0497
.I show patients courtesy consistently | 170 220 0 0 344 0.497
in my services (43.6%) | (56.4%)
I am knowledgeable enough to attend | 170 215 5 0 341 0.565
to patients’ information needs (43.6%) | (55.1%) | (1.3%) ' '
I feel safe interacting with health | 165 220 5 0
information professionals in this | (42.3%) | (56.4%) | (1.3%) 341 0.518
hospital
Empathy 3.46 0.558
I always show concern about patients' | 210 175 5 0 353 0.525
health challenges. (53.8%) | (44.9%) | (1.3%) ' '
I always provide safe care to patients | 185 205 0 0
by avoiding utterances that could | (47.4%) | (52.6%) 3.47 0.500
cause harm to patients
I often pay due attention to patients in | 195 185 5 5 3.46 0593
this hospital (50.0%) | (47.4%) | (1.3%) (1.3%) ) )
I am of creative w caring for the | 190 190 10 0 3.46 0.548
patients in need of healthcare (48.7%) | (48.7%) | (2.6%) ) )

o 175 185 130 0 337 | 0623
I often understand patients' anxiety (44.9%) | (47.4%) | (7.7%)
Responsiveness 3.37 0.514
I provide equitable care services to | 165 220 5 0 341 0.518
patients irrespective of patients' | (42.3%) | (56.4%) | (1.3%)
social status
I give efficient care services to | 160 225 5 0 3.40 0516
patients by ensuring that patients | (41.0%) | (57.7%) | (1.3%) ' '
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resources are not wasted

I always provide precise information | 155 230 5 0 338 0513
about patient’s appointment (39.7%) | (59.0%) | (1.3%) ' '

I promptly retrieve patients' records | 145 240 5 0 336 0.506
health for patient healthcare (37.2%) | (61.5%) | (1.3%) ) )

I provide patients' centered care | 130 250 10 0 331 0515
based on their individual needs (33.3%) | (64.1%) | (2.6%) ) )
Reliability 3.31 0.554
I provide satisfactory services to 180 200 10 0 344 0.546
patients at all time (46.2%) | (51.3%) | (2.6%) ) )

I show keen interest in attending to 175 200 15 0 3.41 0.565
patients (44.9%) | (51.3%) | (3.8%)

I ensure patients' referral 115 75

management is always carried out (29.5%) | (70.5%) 0 0 3.29 0.457
with patients consent in this hospital ) )

I am always prompt in rectifying | 120 240 25 5 399 0614
errors. (30.8%) | (61.5%) | (6.4%) (1.3%) ) )

I easily retrieve patient records for 115 240 35 0

the primary purpose of patient care in | (29.5%) | (61.5%) | (9.0%) 3.21 0.586
the hospital

Tangible 3.08 0.687
Communication gadgets within the 150 200 35 5

health information management (38.5%) | (51.3%) | (9.0%) (1.3%) 3.27 0.674
department are useable

The location of the health 95 260 35 0

information management is perfect (24.4%) | (66.7%) | (9.0%) 3.15 0.557
for patients

Physical infrastructures are always 90 250 40 10

available for delivery of healthcare (23.1%) | (64.1%) | (10.3%) | (2.6%) 3.08 0.657
services to patients in this hospital

The space allocated to health 105 200 75 10

information management department | (26.9%) | (51.3%) | (19.2%) | (2.6%) 3.03 0.752
permits interaction with patients

Health information management | 80 195 95 20

department of this hospital is visually | (20.5%) | (50.0%) | (24.4%) | (5.1%) 2.86 0.797
attractive

Grand Mean 3.34 0.565

Source: Field Survey, 2024

Table 2 represents the result on health information management practitioners’ perception
towards service delivery in teaching hospitals in South-West, Nigeria. The table revealed
that HIM practitioners strongly agreed to the questions regarding their service delivery
with a grand mean of (x = 3.34, SD = 0.565) on a 4-point Likert-type scale. This implies
that the HIM practitioners deliver services with empathy, responsiveness, reliable, tangible
and with assurance. The findings further revealed that the assurance indicator had the
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highest average mean (x = 3.48) which indicates a very high level of assurance while
tangible had the lowest average mean (x = 3.08). This result is in tandem with the
patients’ perceptions on the service delivery of HIM practitioners. This means that
patients’ health record is secured in the hospital and patients feel safe interacting with
health information professionals in the teaching hospitals. The implication of HIM
practitioners delivering services with empathy, responsiveness, reliability, tangibility, and
assurance is that patients are likely to experience enhanced satisfaction, trust, and
confidence in their healthcare interactions. This approach fosters a supportive and caring
environment, where patients feel understood, valued, and well-supported throughout their
healthcare journey. Moreover, it can lead to improved patient outcomes, increased patient
compliance with treatment plans, and a stronger sense of continuity of care. Overall,
delivering services in terms of empathy, responsiveness, reliability, tangibility, and
assurance will not only benefits individual patients but also contributes to building a
positive reputation for the healthcare facility and strengthens the relationship between
patients and healthcare providers.

Table 3: Conditions of work environment in teaching hospitals, South-West, Nigeria

Work Environment Strongly | Agree Disagree | Strongly | Mean | Std.

agree A3) 2) disagree

“@ @
Behavioral Work Environment 3.17 0.698
I have a healthy relationship with 205 150 30 5 342 0.690
colleagues at work (52.6%) | (38.5%) | (7.7%) (1.3%) ' '
There is existence of team work 135 235 15 5 398 0.598
among my colleagues (33.3%) | (60.3%) | (3.8%) (1.3%) ' '
I enjoy open communication with my | 130 235 20 5 396 0.609
colleagues at work (33.3%) | (60.3%) | (5.1%) (1.3%) ' '
I am happy with the level of 125 230 30 5 392 0.634
transparency among my co-workers (32.1%) | (59.0%) | (7.7%) (1.3%) ) )
I enjoy recognition for job well done 130 225 20 15 391 0.705
at work (33.3%) | (57.7%) | (5.1%) (3.8%) ) )
There is a sense of work-life balance | 90 210 55 35
in the hospital for health information (23.1%) | (53.8%) | (14.1%) | (9.0%) 291 0.851
practitioners
Development programs are in place 75 210 80 25
for health information management (19.2%) | (53.8%) | (20.5%) | (6.4%) 2.86 0.797
practitioners

Physical Work Environment 2.64 0.839
I enjoy using the equipment in my | 85 175 105 25 282 0.845
office (21.8%) | (44.9%) | (26.9%) | (6.4%) ' '
My office is quiet which helps me 60 195 95 40 271 0.850
concentrate (15.4%) | (50.0%) | (24.4%) (10.3%) ) )
My office is comfortable 55 195 105 35

(14.1%) | (50.0%) | (26.9%) | (9.0%) 2.69 0.822
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My office is safe from rodents 65 170 125 30 269 0.838
(16.7%) | (43.6%) | (32.1%) | (7.7%) ' '
My office’s illumination is very good | 50 200 95 45 265 0.846
(12.8%) | (51.3%) | (24.4%) | (11.5%) ) )
My workstations are very | 55 155 145 35 759 0.840
comfortable (14.1%) | (39.7%) | (37.2%) | (9.0%) ' '
My  office replaces damaged | 35 125 175 55 )36 0833
equipment as soon as possible (9.0%) (32.1%) | (44.9%) | (14.1%) ' '
Grand Mean 291 0.769

Source: Field Survey, 2024
Decision Rule: 1.0-1.74 = Strongly disagree; 1.75-2.49 = Disagree; 2.50-3.24 = Agree;
3.25-4.0 = Strongly agree

It can be deduced from the table above that HIM practitioners in teaching hospitals in
South-West, Nigeria considered the work environment to be conducive and very good,
with a grand mean score of (x = 2.91, SD = 0.769) on a 4-point Likert-type scale. This
implies that the work environment is favorable. The result further revealed that behavioral
work environment (x = 3.17, SD = 0.698) had a higher average mean than physical work
environment (x = 2.64, SD = 0.839). This finding indicates that a good work environment
is necessary for efficient service delivery. The findings from Table 4.5 suggest that HIM
practitioners in teaching hospitals in South-West Nigeria perceive their work environment
positively, with a high grand mean score indicating a favorable view. This implies that the
conditions and atmosphere within the workplace are conducive to effective and satisfactory
work. The distinction between the behavioral and physical aspects of the work
environment reveals that practitioners prioritize factors related to interpersonal dynamics
and teamwork over physical infrastructure.

Furthermore, the indication that a good work environment is necessary for efficient
service delivery underscores the importance of cultivating positive workplace cultures
within healthcare settings. When practitioners feel supported and valued in their work
environment, they are more likely to be motivated and engaged, leading to improved
service delivery and better patient outcomes. Additionally, a favorable work environment
can contribute to the overall well-being and job satisfaction of healthcare professionals,
reducing stress and burnout while promoting a sense of fulfillment in their roles. Health
information management practitioners considering the work environment to be favorable
emphasizes the importance of investing in creating supportive and conducive workplaces
in healthcare settings. This can have a significant impact on employee satisfaction, service
quality, and ultimately, patient care.

Hypothesis: There is no significant influence of work environment on service delivery of
health information management practitioners in selected teaching hospitals, South-West,
Nigeria.
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Table 5: Simple linear regression analysis of work environment and service delivery

Predictors | B Std. Beta | T P R’ Adj.R* | F ANOVA
Error | (P) (Sig.)
(Constant) 3.128 | 0.098 31.987 | 0.000
}EVor.k 073 10033 | 111 |2204 | 0028 |o0012 |00 | 4860 10028
nvironment

Dependent Variable: Service Delivery
Predictor: (Constant), Work Environment
DF (F-Statistic) = 1, 389

DF (T-Statistic) = 388

Source: Field Survey Results, 2024

Estimated model

The model for the regression output is estimated as:

SD =p0 + BIWE +

Where SD = Service delivery, WE = Work environment, and p = error term

The results presented above show that work environment has a positive and significant
influence on service delivery of HIM practitioners in teaching hospitals in South-West,
Nigeria (Adj.R’= 0.010, F (1,389) = 4.860, p < 0.05). The regression output revealed that
work environment predictor variable is significant because p < 0.05. The result further
shows an R? value of 0.012 which reveals that there is a 1.2% positive influence of work
environment on service delivery. The f = 0.111 and t-value of 2.204 affirms that the
regression coefficient for work environment is statistically significant, this further gives
the empirical evidence that work environment has a significant influence on service
delivery. Hence, the null hypothesis (Hol) which states that there is no significant
influence of work environment on service delivery of health information management
practitioners in selected teaching hospitals, South-West, Nigeria was rejected. The
hypothesis is therefore restated as: there is a significant influence of work environment on
service delivery of health information management practitioners in selected teaching
hospitals, South-West, Nigeria.

CONCLUSION

The study analyzed the influence of work environment on service delivery of health
information management practitioners in teaching hospitals in South-West, Nigeria. The
result provided both empirical and statistical evidences on the influence of work
environment (behavioral and physical work environment) on health information
management practitioners’ service delivery (tangibility, reliability, responsiveness,
assurance and empathy) in teaching hospitals in South-West, Nigeria. In this study,
patients agreed that HIM practitioners provide service delivery in terms of empathy,
responsiveness, reliable, tangible and assurance within the teaching hospitals in South-
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West, Nigeria. Health information management practitioner’s deliver services in terms of
empathy, responsiveness, reliable, tangible and with assurance. Based on the findings,
work environment have an influence on service delivery of Health information
management practitioners in teaching hospitals in South-West, Nigeria.

The result can be generalized for university teaching hospitals in South-West,
Nigeria. In essence, the level of service delivery by health information management
practitioners’ university teaching hospitals in South-West, Nigeria is determined by work
environment of the health information management practitioners.
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