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Executive summary

Primary Health Care system is the first line for management of patients and the site of their
referral. Primary care services also provide a health promotion and preventive services for the
local community.

In Jordan, the Health Care system is a complex one that consists of different health care
providers such as the Ministry of health, Royal Medical Services, Private Sector, University
Hospitals and centers, and Non-governmental organizations.

The Ministry of Health is facing major challenges related to growing burden of chronic
illnesses and increasing pressure on secondary and tertiary care hospitals and centers. In
Jordan, no post-graduate training program is required for physicians to be become General
Practitioners. In order to improve the services provided primary health care centers, ease the
pressure on secondary care, and to assess determinants of access to primary health care, a
national project was conducted in collaboration with the High Health Council, Jordan.

This project consisted of three phases. Phase one was based on two qualitative studies
targeting patients, physicians, and decision makers from the Ministry of Health and Private
sector. This study identified four main themes four main themes: strengths and weaknesses
of the primary health care services in Jordan, causes of not seeking medical care at primary
health service, General physicians and family practitioners contributions to primary health
services, recommendations for improvements of primary health services in Jordan

The second phase of the study included development of a survey for the cross-sectional
national study. This was based both on results of qualitative survey and comprehensive
literature review.

The final and third phase consisted of national cross-sectional survey conducted in Amman,
Capital of Jordan, Irbid Governorate in the North, and Karak Governorate in the south of
Jordan. This study assess patients experiences at governmental and private primary care
services, identified predictors of access to primary care, and assessed perceptions and
attitudes towards seeking medical advice at Governmental Primary care services. This study
showed that there is a limited trust in primary care services in Jordan, identified areas of
strength and weaknesses in the primary care services in Jordan. Finally it showed a
comparison between private and governmental primary care from patients’ prospective.

We hope that this report will assist decision makers in improving the primary health care
services in Jordan and will contribute to future plans in the fields.

Yours sincerely,

Munir Abu-Helalah, MD MPH PHD
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Project summary in English

Introduction:

Primary Health Care system is the first line for management of patients and the site of their
referral. Primary care services also provide health promotion and preventive services for the
local community.

In Jordan, the Health Care system is a complex one that consists of different health care
providers such as the Ministry of health, Royal Medical Services, Private Sector, University
Hospitals and centers, and Non-governmental organizations.

Observations from Jordan indicate that primary care has limited role and patients prefer
accessing the secondary care. However, there is no published evidence to support this
statement.

The Ministry of Health is facing major challenges related to growing burden of chronic
illnesses and increasing pressure on secondary and tertiary care hospitals and centers. In
Jordan, no post-graduate training program is required for physicians to become General
Practitioners.

We could not identify any published study from Jordan or the region that have assessed
predictors of access to primary care. In order to improve the services provided primary health
care centers, ease the pressure on secondary care, and to assess determinants of access to
primary health care, a national project was conducted in collaboration with the High Health
Council, Jordan. As this area is still a new area for research in Jordan, we conducted a
qualitative study followed by a cross-sectional study on access to primary care in Jordan. It
aims to assess perceptions and belief towards seeking medical advice at primary care in
Jordan, to identify predictors of seeking medical advice at Primary and secondary care
centers in Jordan, and to determine barriers to seeking medical advice at Primary Health care
Centers in Jordan.

This project was carried out on two phases. Phase one was based on qualitative study
targeting patients, physicians, and decision makers from the Ministry of Health and Private
sector.

The second phase of the study included development of a survey for the cross-sectional
national study. This was based both on results of qualitative survey and comprehensive
literature reviewThes national cross-sectional survey was conducted in Amman, Capital of
Jordan, Irbid Governorate in the North, and Karak Governorate in the south of Jordan.

We hope that this report will assist decision makers in improving the primary health care
services in Jordan and will contribute to future plans in the fields.
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Aims: to identify factors that affect people seeking medical advice at primary and second
health care centers in Jordan.

Project duration: 3 Months

General Objectives:

1. Determine attitudes, perceptions and belief towards seeking medical advice at primary
care in Jordan

2. Identify predictors of seeking medical advice at primary and secondary care centers in
Jordan

3. Identify barriers to seeking medical advice at primary health care centers in Jordan.

4. To identify areas of strength and weaknesses in governmental primary care services

5. To compare governmental primary care services with private primary care services in
Jordan in term of patients experiences, perceptions and attitudes.

Areas of coverage: Selected MOH primary care centers and hospitals, as well as private

sector clinics and hospitals in study areas.

Phase one: Qualitative research

I.  Proposal writing
Il.  Identify stakeholders (patients, representatives of the community, health care staff,
representatives from the MOH)
[1l.  Establishment of focus groups in the Central, Northern, and Southern regions of
Jordan.
IV.  Conduct of meetings with focus groups aiming to:
A. ldentify predictors, barriers for seeking medical advice at primary health care centers.
B. Identify perceptions and attitudes of stakeholders on seeking medical advice at
primary health care centers in Jordan
Phase two: Cross-sectional study
I.  Preparation of national survey based on the outcomes of the qualitative research and
literature review.
Il.  Proposal writing and questionnaire development
I1l.  Piloting the study survey
IV.  Conducting the study

Methodology

This project conducted in representative areas of Jordan aiming to assess perceptions and
beliefs towards seeking medical advice at primary care in Jordan, to identify predictors of
seeking medical advice at primary and secondary care centers in Jordan, and to determine
barriers to seeking medical advice primary health care centers in Jordan.

This project has been carried out in two phases:

Phase I. qualitative research based on focus group and in-depth interviews with patients,
health care workers and decision makers. The outcomes of this qualitative research will be
used to prepare a set of statements and questions for the quantitative study. This study report
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covers the qualitative research that was based on an in-depth recognition of themes and
variables related to access and use of primary care in Jordan.

Phase Il: Cross-sectional study: a questionnaire was developed based on the results of the
qualitative research and comprehensive literature review. Piloting was conducted on 30
participants in Karak governorate. This was followed by a quantitative research through a
cross-sectional study using a questionnaire to survey up to 693patients from primary and
secondary health care and from both public and private sectors.

Phase | (Qualitative research): The study began in October 2015 with a comprehensive
literature review on access to primary health care from patient's and decision makers' point of
view. This guided us in preparation of questions and in the discussions during the in-depth
interviews. Piloting for the interview guide and conduction of the interview were carried out
to learn what questions to ask and how best to ask them when assessing the utilization of
primary health services. After finalizing the interview guide all pilot data were discarded and
nothing included in the final data analysis.

This project was conducted in Amman, capital of Jordan, Irbid in the Northern region, and
Karak in the Southern region. There were three groups of participants in the qualitative study
from each region. Group one were patients from primary care and secondary care from both
the Ministry of Health and the private sector. On the other hand, group two represented
physicians and health care providers from private and public health centers and hospitals. The
third group of participants represented decision makers such as Directors of Health, Directors
of Health care centers and hospitals.

All interviews with clients and health professionals were conducted in a focus group ( see
focus group interview guide in appendix Al and A2). focus group interviews took between
half an hour and one hour. Focus groups were conducted in health centers; meeting room.
However, for decision makers, every participant was interviewed face to face in office (see
appendix A3 for interview guide). Every interview last between 10-20 minutes. All
interviewswere voice recorded digitally.

Analysis of the qualitative data was conducted using Nvivo 9.0 (QSR International).
Thematic analysis of the respondents’ statements provided information that was used for the
development of the questionnaire. Project team had series of meetings to discuss the themes
and indicators identified through the focus groups. (see appendix D)

Analysis was carried out by listening to the interviews' records several times, then coding the
voice file sections freely. After getting all codes two of the researchers categorized the codes
independently. The study was approved ethically by Mutah University Ethics Committee (see
appendix B). The High Health Council also informed the Directors of Health and Directors of
involved hospitals in Amman, Karak, and Irbid to facilitate conduct of this study (see
appendix C). All participants were volunteers and consented for taking part in this project.
Study data was encrypted in the main researchers computers and secured by a password. All
identifiers removed before working on data.
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Findings

Findings are presented here in four main themes: strengths and weaknesses of the primary
health care services in Jordan, causes of not seeking medication advice at primary health
service, general physicians and family practitioners contributions to primary health services,
recommendations for improvements of primary health services in Jordan. Each theme was
reported in the light of clients, staff and decision makers’ views.

Summary and recommendations:

In this qualitative study, we were able to identify main themes relevant to access to primary
health care in Jordan through focus groups of patients from governmental and private sectors,
focus groups from health care professionals, and face to face interviews with decision makers
and consultants from secondary health care. Findings are presented here in four main themes:
strengths and weaknesses of the primary health care services in Jordan, causes of not seeking
primary health services, general physicians and family practitioners contributions to primary
health services, recommendations for improvements of primary health services in Jordan.

These results are consistent with findings from recent systematic review (1). This review
concluded that the main themes related to access to primary care are: barriers to care,
communication, coordination, and relationships and personal value.

Results related to areas of strength of primary health care in Jordan such as quick access are
consistent with recent study from the United Kingdom (UK), which concluded that the ability
to make a quick appointment and with a particular General Practitioner were important
determinants access to primary care (4).

Some patients visit different service points and receive the same treatment for the same
complaints. In Jordan, the electronic health system program (HAKEEM) is progressing well
in applying electronic database at health care center. This would help in the future in
prevention of this weakness in the system.

Patients, decision makers and health care professionals agreed on the fact that more training
is needed for primary care physicians. In most western countries, new graduates cannot work
as General Practitioners without having at a 3 years postgraduate training program in General
Practice or Family Medicine. The same approach has been initiated in neighboring countries
like the Kingdom of Saudi Arabia. We expect that such a program would improve the skills
of General Practitioners, improve access to primary care and reduce the load on hospitals.
Also, it could be suggested that a comprehensive training program for the current primary
care physicians starting with a pilot program could help at least in reaching this outcomes for
some degree.

Finding from this study was used in development of questionnaire for a national survey on
predictors of access to primary health care in Jordan.
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Phase I1: Cross-sectional study

Jordan was stratified into Middle, North and South. Northern governorates (Irbid, Al-
Mafraq, Jarash, and Ajloun), Middle governorates (Amman, Balga, Zarga, and Madaba), and
the Southern governorates (Karak, Tafiela, Ma’an, and Aqgaba).

In each region, primary health care centers was considered as cluster sample. Random sample
was obtained from each region. In each cluster, the sample was stratified by gender into
males and females. Random sample was obtained from each gender in the study regions. In
order to avoid convenience sampling, data was collected at different times and on different
days of the week.

They survey was prepared based on literature review and according to the results of the
qualitative study. The first section contained general background information such as age,
gender, income, health insurance, medical history. While the second section asked
participants on the main source of health care: governmental primary care, private primary
care, specialist without referral, specialist after referral, pharmacy first. This section also
included questions on the ability of the subject to leave work for medical care. Finally the site
of the interview was recorded. This section was completed by all participants.

The third section of this survey was directed only towards the participants who visited
governmental or private primary care centers. It aimed to compare private primary care
clinics with governmental ones in different areas such as approach of receptionist and the
practice nurse, waiting time, time spent with the physician, patients’ perceptions and attitudes
about the visit such as physician ability to pass the information to them about their condition.
The second question included selected quality indicators as such as physician calling them
using their names, asking them about reason for coming, duration of symptoms, physical
examination, description of the treatment plan ...etc.

The final section was completed by all participants. All participants were informed that this
section is about their general perceptions, beliefs, and attitudes toward governmental primary
care center and had nothing to do with their visit on that particular day. It included
characteristics of the governmental primary care centers such as adherence to working hours,
availability and trust in the provided medications, easy access, comprehensiveness of the
provided services.

The final question in the survey was general evaluation of the service provided by
governmental primary care centers in Jordan on a Likert scale from 0 to 10

Results and Discussion:

Total number of participants was 693, 54% of them were females. Site of the interviews:
28.1% at governmental primary care centers, 31.7% at private primary care clinics, 9.9% at
private hospital outpatient clinics, 10.7% at private hospital emergency department, 9.8% at
public hospital out patients clinics, and the remaining 9.8% at public hospital emergency
department.
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Half of the interviews were made in Amman (49.2%), 28.8% were made in Irbid
Governorate, and the remaining 21.8% in Karak governorate. 31% of the participants had a
chronic illness. The average number of visits to primary care services was 3.5 visits. Other
characteristics of the sample are shown other sections of this report.

Only around half of the participants were able to leave work to seek medical advice all the
time or most of the time.

Logistic regression analysis was used to identify the determinants of the primary source for
seeking medical care, statistically significant predictors were age, governorate, number of
previous visits, health insurance, average family monthly income.

Comparing the cooperation and friendly approach of the receptionist and practice nurse,
shows that staff at private primary care center was more cooperative and more friendly than
staff of governmental primary care centers with statistically significant difference.

When comparing the primary care clinics at private sector and governmental sector, there was
no statistically significant difference between them in term of proportion of participants who
agreed/strongly agreed that the physicians diagnosed their condition properly or gave them
proper treatment. The main differences were longer waiting at time and short time spent with
physicians at governmental primary care clinics.

Assessment of selected quality indicators on tasks performed by the physicians, there were
some points in favor of the governmental sector such as proportion of performing physical
examination (83% versus 67%) and question on the duration of the symptomsP (82% versus
71%).

On the other hand, negative points at governmental sector included inability to understand the
physician description of their case and proportion of physicians who described how they take
their medications. Also in the governmental sector, small proportion of physicians discussed
lifestyles and compliance with medications, when compared with private sector.

Assessment of the characteristics of primary care services at the Ministry of Health according
to all participants evaluation shows that there is limited trust in these services. This is based
on proportion of 40% to 60% of participants who answered “all the time” or “most of the
time” to the listed points such as availability of medical devices, availability of medications,
comprehensiveness of services, training of the physicians, experience of the physician,
number of physicians is insufficient. Another important area is that half of the participants
reported that service provided only if a mediator was found. This draws a major concern
about equity of the provided services.

Moreover, half of the participants reported that they do not trust the training of the physicians
or their experience, and their ability in diagnosis.
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The most important findings of the study

e This study showed that primary health centers of the MOH is the main source of
health care for 43% of the participants, while only 18% reported private primary care
Services.

e The study also showed that the age, governorate, health insurance type, the monthly
income are the main determinants of the use of health care.

e The most important reason for reviewing governmental primary care services:

1. Free service

2. For referral

3. The price of the medicines is cheaper when compared with the private sector.
The most important weaknesses:

- Limited availability of medications

- Devices and equipments are not available or do not work properly.

- Limited number of doctors

- Training of the doctors is insufficient

- Limited experience of the doctors.

« The study showed that there is a problem in allowing employees to leave work for
seeking medical care. Workers right for seeking medical advice during working hours
needs further investigations and assessment.

« The waiting time to see a doctor in the private sector was short when compared with the
public sector, where a good proportion of patients who waited more than an hour to see a
doctor.

« There were no significant differences between primary care centers in the governmental
and private sectors in terms of the view of the service renderd, such as the diagnosis and
prescription of appropriate treatment.

« There are positive points for doctors in the public sector when compared with private
sector, such performing physical examination and asking the patients about the onset of
their symptoms.

» The negative points for doctors at public sector were not describing the condition in a
manner understood by the patient, not advising the patients on how to take their
medications, and not discussing health lifestyles such as food, smoking cessation and
physical activity.

« The study also showed that there are important differences between public and private
primary care clinics in the degree of cooperation and friendly approach of the
receptionist and nurse, which were in favor of private sector.
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Limitations of the project

The research team encountered range of problems, which arise from the short duration of the
project and limited funding. Approval was not obtained from Royal Medical Services and
other hospitals. Due to the short period and the limited funding, the team recruited for the
cross-sectional study a sample of 694 participants. The team hopes to work on a larger study
with a sample of 5000 -6000 participants. Moreover the team hopes to work on a
questionnaire for the general practitioners.

Recommendations

1. Providing enough supply of medications, especially for chronic diseases in primary health
centers.

2. Training GPs on early detection, diagnosis and treatment of chronic diseases, mainly for
the most common diseases.

3. Training GPs on health education and preventive medicine.

4. Increase the number of physicians working in health centers to reduce the waiting period
and enable the physician to spend more time with the patient.

5. Improve the infrastructure and availability of equipment to upgrade the provided services

6. Not allowing patients to seek medical care at hospitals and other secondary and tertiary
centers without referral from primary care.

7 - Training receptionists and nursing staff on communicating with patients.

8. Training of physicians on evidence-based medicine to rationalize use of medications such
as antibiotics use and misuse

9. Working with the Jordanian Medical Council to transform GPs to family doctors in the
next stage learning from the experience of Saudi Arabia and Western countries in this area.

Conclusion:

This study assessed patients experiences at governmental and private primary care services,
identified predictors of access to primary care, and assessed perceptions and attitudes towards
seeking medical advice at governmental primary care services. This study showed that there
is a limited trust in primary care services in Jordan, identified areas of strength and
weaknesses in the primary care services in Jordan. Finally it showed a comparison between
private and governmental primary care from patients’ perspective.
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Mu’tah Faculty of Medicine Ethics Committee

Dr Omar Alrawashdeh

Chairman of the ethics committee
Faculty of Medicine

Mutah University

Email:omar smr@&hotmail com

Date: 26 September 2015

Reference Number: 20162
Review Report

Dear Dr Munir Abu-Helalah:

The Ethics Committee in the faculty of medicine reviewed your project entitled:
Predictors of seeking care at Primary Health Care Centers in Jordan:
qualitative and quantitative research.

Based on our ethical considerations and guidelines, the commitiee has approved
your project without any amendments.

Chairman of the commitiee
Dr Omar Alrawashdeh
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