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Extended abstract

Introduction: The environment is a significant factor in understanding the hospital-user relationship
and evaluation of patient satisfaction. Nowadays, unpleasant experiences are not only due to how
medical services are provided in healthcare spaces, but also the poor quality of the environment and lack
of attention to users’ needs increases psychological pressure and dissatisfaction. Public spaces as
transitional and in-between spaces play an important role in patients' perceptional experiences in the
hospital environment. Considering the importance of developing user-centered spaces in healthcare
environments, suitable environmental quality in public spaces can help patients positively evaluate these
spaces and improve their satisfaction. The current research aims to explain the features of the
environmental quality of hospital public spaces that affect patients' general satisfaction. A conceptual
framework presents the importance and role of these indicators in enhancing patients' satisfaction.
Methodology: This descriptive-analytical research focused on the case study approach for the
quantitative data. In addition to reviewing the library resources, the semi-structured questionnaire was
used to collect the required data. The study was conducted at Imam-Khomeini Hospital and Shafa
Hospital in Sari City. Both medical centers provide various specialized medical services in Mazandaran
province. The case studies were selected based on the criteria of reputation and number of referring
patients, easy access to the hospital environment, presence of public spaces, and access to necessary
information. A total of 205 patients participated in this research. The Structural Equation Modelling
(SEM) with SmartPLS software was used for data analysis.

Results: Findings demonstrate that five main environmental components, including physical-
psychological comfort, visibility, accessibility, intelligibility, and relation ability as main factors of the
environmental quality of hospital public spaces have been effective in patients' satisfaction. Also,
accessibility, relation ability, and intelligibility in public spaces are the most significant factors in
increasing patients' satisfaction. Relation ability in the hospital environment by providing open space,
waiting rooms, and cafes can affect patients' experiences. Intelligibility and proper orientation by using
color lines, signages, direct access, familiarity, and mental maps significantly affect patients' choice to
prefer the hospital to other available healthcare centers among patients. Also, improving the visibility
and environmental comfort like proper temperature and ventilation, cleanness, natural light and desired
color, comfortable furniture, less noise, and security in public spaces can influence patients’ preference
and trust in the hospital, and recommend the hospital to others.

Conclusion: Improving the environmental quality of hospital public spaces can lead to patients' general
satisfaction, more trust in the hospital, recommendation of the hospital to others, and the desire to use
the hospital again for receiving healthcare services. This study can help architects, designers, and
healthcare managers improve the quality of existing or future public spaces to strengthen patients'
satisfaction by providing a useful framework in response to patients' needs and expectations.
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