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Abstract : Patient satisfaction with nursing care is an important indicator of the
guality of care provided in hospitals. A descriptive study was carried out in the
emergency outpatient department of a tertiary care hospital to assess the patient
satisfaction with nursing care. Patient satisfaction with nursing care was assessed
by using ‘Patient Satisfaction with Nursing Care Quality Questionnaire’ (PSNCQQ).
Patients who were admitted for more than 48 hours, stable and in the process of
getting discharge were included in the study. Atotal  subjects were taken up for
the study using purposive sampling technique. Results  the study revealed that
abouthalf (52%) of the subjects were highly satisfied with the nursing care received
during their hospital stay. Nurses’skill and competence was rated as most satisfactory
by 80% of the subjects. The subjects were dissatisfied (4% each) with the information
given by the nursesto them and theirfamilies, inter  oflack of instructions given
before a procedure. They were also dissatisfied with regards to the lack of privacy in

the emergency.

Keywords: Patient satisfaction, Nursing care, Emergency department

JMHHB 2010; 15(1) : 54-58

INTRODUCTION

The outcome of any disease is influenced by the
decisions to seek care, timely arrival at
appropriate diagnostic and treatment services and
the receipt of adequate care from service
providers.! Patient satisfaction has become an
established outcome indicator of the quality and
the efficiency of the healthcare systemand can
be an important tool to improve the quality of
services.

Professional excellence is associated with
the care provided by doctors and nurses who form
the major part of manpower in the field of health
care.? Patient satisfactionwith nursing care has
been identified as an important nursing quality
outcome indicator.®

Owing to the nature of nursing, patient may
judge the overall quality of hospital services on
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the basis of their perception of nursing care
received.* Patients who are more satisfied with
their care are more likely to follow medically
prescribed regimens and thus contributing to the
positive influence on health.! More satisfied
patients are more likely to recommend the
hospitalto family and friends.®

Research has also indicated that good
communication between patient and provider of
health care is a vital factor for patient satisfaction.®
Satisfactionis based on the overall hospitalization
experience which is extended in time, and may
involve cognitive as well as psychological
process, along with situational and cultural
factors.® A study on factors influencing patient
satisfaction with nursing care in an Air Force
Outpatient clinic was done. The data
demonstrated that the technical professional



area, the impact of higher education and the
trusting relationship were all positively correlated
with overall satisfaction.” Another qualitative
descriptive study which evaluated surgical patient
satisfaction with nursing care highlighted patient
satisfaction with the personal and professional
nature of nurses.®

It has been documented that the patients are
not always satisfied with the care received at
emergency departments. More attention needs
to be paidto the specific needs and expectations
of the non- urgent group of patients, who make
up the majority of patients at many emergency
departments. Nurses and physicians perception
about good quality care is not always in
synchronization with patient’s perception.®

The current study was undertaken with the
aim to find out the level of patient satisfaction
with regard to selected nursing care dimensions.

Methodology

The study was conducted at Emergency Medicine
Out Patient Department ofa tertiary care hospital.
The patients admitted for more than 48 hours,
who were stable, on the process of getting
discharge and were able to verbally communicate
were included in the study. Atotal of 25 patients
were selected through purposive sampling
technique. Information related to socio
demographic profile of the subjects was collected.
Patient satisfaction with nursing care was
assessed by using ‘Patient Satisfaction With
Nursing Care Quality Questionnaire’ (PSNCQQ)
5> developed by Laschingerin 2005. The PSNCQQ
has 19 items, plus 3 additional questions designed
totap overall satisfaction with the quality of care
during the hospital stay, overall quality of nursing
care and intentions to recommend the hospital
to family andfriends. Each item of the PSNCQQ
consists of a phrase to designate the content of
the question followed by a more detailed question
or descriptor. Afive point Likert scale ranging from
poor to excellent was used for each item.
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Satisfaction among the subjects was categorized
and scored as follows: Poor (d” <20), Fair (20-
38), good (39-57), very good (58-76), and excellent
(77-95).

RESULTS

Sociodemographic profile of the subjects

Majority of the subjects (60%) were in the age
group between 41-60 years of age. Mean age was
49.2(yrs)x16.2 with the range of 14 to 82 years.
Maximum (16%) numbers of patients were
admitted with diagnosis of hypertension; other
diagnostic categories were G.I. bleed (12%),
diabetes (12%), Liver cirrhosis (12%), and Ac
nephritic syndrome, Angina Pectoris,
Pneumothorax, COPD, RHD 8% each. There were
more male (56%) patients. 68% were
undergraduates, around 20% were illiterate and
only 4% were postgraduates. 12% were
professionals , around one thirdwere unemployed
while 4% were housewives. 80% subjects
belonged to low income group (Rs <5000/ month).
Around two third were married. Maximum (64%)
belonged to Hindureligion. Rural dwellers (64%)
exceededthe urban (36%) ones.

Patient satisfaction with nursing care

Nearly half of the patients were fairly satisfied
with ‘information given to them by nurses’
regarding their treatment. A majority of the
subjects reported satisfaction with ‘information
given by nurse to patients, families and doctors’
(40%), ‘nurses informing family about patients
condition’(40%), ‘care and concern shown by
nurses towards patients’ (40%) and ‘recognition
of patients need by nurses’ as good on the
satisfaction scale. A majority (80%) of the
subjects considered ‘nurses to be highly
competent’. Subjects were somewhat dissatisfied
as was noted in items of nursing care such as
consideration of their needs and provision for their
privacy. More than half (65%) of the subjects
were satisfied with the ‘discharge instructions
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given by the nurses’. Nearly half of the patients majority (56%) of the subjects ratedtheir health
(56%) also reported overall satisfaction with  to be in a good state and even 12% rated
‘hospital services as very good’ on the themselves havingexcellent health after getting
satisfaction scale. At the time of discharge  treatment fromthe hospital. (Table 1)

Table 1
Patient Satisfaction with Nursing Care Quality Questionnaire N=25
Nursing care variables Poor(1) Fair(2) Good(3) Very Exce-
good(4) llent(5)
Information given to patients by nurses - 14(56%) 09(36%) 02(08%) -
Instruction given by nurses to patients
before procedure 01(04%) 04(16%) 11(44%) 09(36%) -
3. Ease of getting information from nurses
by the patient - 04(08%) 14(56%) 07(28%) -
4. Information given by nurse to patients,
families and doctors 01(04%) 03(12%) 10(40%) 11(44%) -
Nurse informing family about patient's condition 01(04%) 03(12%) 10(40%) 11(44%) -
Involvement of family in patient care - 03(12%) 12(48%) 10(40%) -
7. Care and concern shown by nurse
towards patient - 05(20%) 10(40%) 10(40%) -
8. Attention by nurse towards patients’ condition - 04(16%) 08(32%) 13(52%) -
Recognition given to patient's need by nurse - 11(44%) 11(44%) 3(12%) -
10. Consideration of patient's need by nurse - 14(56%) 08(32%) 3(12%) -
11. Adjustment of nurse daily routine to patient's
need - 01(04%) 09(36%) 15(60%) -
12. Helpful attitude of nurse towards patient - 02(08%) 15(60%) 8(32%) -
13. Nursing staff's response to patient's call - 03(12%) 11(44%) 10(40%) 01(04%)
14. Skill and competence of nursing staff - - 01(04%) 4(16%) 20(80%)
15. Co-ordination of care between nurse and
other hospital staff - 01(04%) 03(12%) 20(80%) 01(04%)
16. Provision of restful environment by nurse - 04(16%) 09(36%) 12(48%) -
17. Provision for privacy by nurses 01(04%) 08(32%) 09(36%) 07(28%) -
18. Discharge instructions given by nurses to
the patient - 01(04%) 19(76%) 05(20%) -
19. Nurses’ efforts to provide for the needs of the
patient after leaving the hospital - 09(36%) 15(60%) 01(04%) -
20. Overall quality of hospital care and services - - 10(40%) 14(56%) 01(04%)
21. Overall quality of nursing care - 01(04%) 12(48%) 11(44%) 01(04%)
22. Intention to recommend hospital to
family and friends. - 04(16%) 14(56%) 04(16%) 03(12%)
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Table 2

Relationship between education of the patient and information provided by nurses N=25

Education of the patient

Satisfaction with information provided by nurses

Excellent Very good good Fair Poor X2
lliterate - 04(16%) - 01(4%) - 39.6
Primary - 03(12%) 01(04%) - - p=.008
Middle - 01(04%) 03(12%) 01(4%) - df=21
Secondary - 03(12%) 03(12%) 01(4%) -
Senior secondary - - 01(4%) - -
Graduate - - 02(8%) - -
Master/Professional - - - - 01(4%)

Relationship between education of the
patient and information provided by nurses

There was insignificant relationship between all
the demographic variables and the patient
satisfaction. However, a significant relationship
between education of the patient and satisfaction
ofthe patient with information given by nurses to
his family and friends about patient’s condition
was found. Yates’s correction was applied.
(x?=39.6, p=.008, df =21)

Overall Patient satisfaction with nursing care

Almost half (44%) of the subjects rated nursing
care as very good and 48% rated itas good.

DISCUSSION

The present study was undertaken to assess the
level of patient satisfaction with nursing care in
the emergency outpatient department of a tertiary
care hospital. The level of patient satisfaction with
nursing care was studied on selected 19 nursing
care variables and an overallopinion of the patient
based on the nursing care received. Out of the
total 25 subjects majority of the subjects were in
the age group 41-60 years. More than halff of the
subjects (56%) were male. Maximum were
undergraduates. Only 12% were professionals.
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In a similar study which evaluated the patient
satisfaction with nursing care, 58% of the
subjects were male and 43% were female. The
age ranged from 20 to 88 yrs with mean age of
56.19yrs+16.58. Marital status showed that
70.5% were married. Only 13% were graduates.*

Patient satisfaction with selected nursing
care dimensions showed that the subjects were
highly satisfied with skilland competence of the
nurses (80%), co ordination between nurse and
other hospital staff (80%) and discharge
instruction given by nurses (76%). Subjects
reported to be satisfied (good) on the items such
as pre-procedural instructions given by nurses to
the patient, information given by nursesto families
and friends about patient’s condition, care and
concern shown by nurses towards patient,
recognition givento patient’s need by nurses and
nursing staff’'s response to patient’'s call. The
results of the study are comparable with a study
done on level of satisfaction of patients with
certain dimensions of nursing care. Majority of
the subjects (96.2%) were moderately satisfied
with nursing care. Patients reported to be highly
satisfied with the ‘respect shown by nurses’,
followed by ‘maintaining privacy of the subjects’.
However with some caring behaviours



Mohanan et al : Patient Satisfaction with Nursing Care

considerable amount of dissatisfaction was also
reported.?

More than half (56%) of the subjects in the
current study reported overall satisfaction with
hospital services as very goodwhere as 48% rated
overall nursing care received by them as very
good. At the time of discharge a majority (56%)
rated their health in a good state and even 12%
rated themselves having excellent health after
getting treatment from the hospital. This study
also depicts that 60% of the subjects strongly
agreed recommending this hospital to their family
and friends and only 8% were against it. Similar
results were found in a study done where 95% of
patients preferred to suggest that hospital to
friends and relatives and for future consultations.”

In the present study on the basis of total
score of satisfaction with nursing care it was found
that most of the patients were satisfied as 52%
expressed excellent satisfaction, 44% very good
and only 4% reported good satisfaction. Some
dissatisfaction may be expected as in the
emergency setting due to heavy workload nurses
may not be able to give individual attentionto the
patients. Moreover, satisfactionis a very abstract
concept having so much of subjectivity that even
with the most standardized tool one may face
difficulties in assessing level of satisfaction.
However, satisfaction with care is an area of great
concern that needs to be addressed when nursing
care is being provided because caring has been
recognized as being central to nursing practice.
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