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Abstract: Background: Patients’ perceptions of nursing care quality are crucial for evaluating healthcare services. Positive
relationships with nursing staff and effective administration contribute to better perceptions. Understanding these insights can
guide improvements in nursing practices and enhance overall patient satisfaction during hospitalization. Objective: To assess the
patients views on the nursing services received. This includes understanding their needs, expectations, and satisfaction levels.
Materials and Methods: A cross sectional study was conducted in 2023, among 129 patients selected by simple random
technique, admitted in a tertiary care centre, Chennai. The data was collected using structured questionnaires with 23 items
answered by the patients related to nursing care received during their hospitalization through self-reporting method. The
collected data were analysed using descriptive and inferential statistics in SPSS 20. Results: The results showed highest patient
satisfaction in nurses’ comfort provision (3.64 £ 0.60) and care coordination (3.63 = 0.64). Prompt response and also scored
post-discharge care (3.62). The lowest scores were for information on tests/procedures (3.47) and patient/family explanations
(3.48). Overall, satisfaction averaged 3.53 £ 0.58, indicating positive perceptions of nursing care. Conclusion: Nursing leaders
and health-care administrators need set standards and develop strategies for sustaining the quality care.
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L. INTRODUCTION

Patient satisfaction refers to the feelings and perceptions of individuals based on their experiences during hospitalization, and it can
differ significantly from one person to another. It serves as a crucial indicator of hospital performance, assessed through feedback
mechanisms that evaluate the level of patient satisfaction regarding the quality of nursing care after discharge. Numerous studies
have examined the relationship between patient satisfaction and the quality of nursing care, indicating that factors such as education,
socioeconomic status, and patient expectations play significant roles in shaping the overall patient experience and their perception of
satisfaction.

Patient satisfaction is the important tool to assess the effectiveness of standardized nursing care and elevate the standards of the
Hospital in regards of its quality (1). It was observed that patient satisfaction towards nursing care in public hospital was lower
compared to the rivate hospital, though no statistical difference (p = 0.225) observed (2). The level of satisfaction expressed by
patients is significantly affected by various determinants, including the nature and gravity of their medical condition, the hygienic
conditions of the ward, the frequency of visits conducted by nursing staff, the availability of assistance when required, the
sufficiency of spatial accommodations within the ward, and the perceived competency of the nursing personnel. Patient satisfaction
refers to the feelings and perceptions of individuals based on their experiences during hospitalization, and it can differ significantly
from one person to another. It serves as a crucial indicator of hospital performance, assessed through feedback mechanisms that
evaluate the level of patient satisfaction regarding the quality of nursing care after discharge. Numerous studies have examined the
relationship between patient satisfaction and the quality of nursing care, indicating that factors such as education, socioeconomic
status, and patient expectations play significant roles in shaping the overall patient experience and their perception of satisfaction
and access to pharmacy services were positively associated with patient satisfaction. Continuous evaluation of nursing care is
important to assess patients satisfaction through key factors as waiting time, safety of services, comfortable and friendly
environment, and attentiveness demonstrates the high level of satisfaction(2). Perspectives regarding satisfaction from paediatric
patients hospitalized within the age range of 7 to 17 years, along with their caregivers, indicated that the nursing personnel provided
commendable care for the child and exhibited professionalism in their conduct (3)

©IJRASET: All Rights are Reserved | SJ Impact Factor 7.538 | ISRA Journal Impact Factor 7.894 |

538



International Journal for Research in Applied Science & Engineering Technology (IJRASET)
ISSN: 2321-9653; IC Value: 45.98; SJ Impact Factor: 7.538
Volume 12 Issue X11 Dec 2024- Available at www.ijraset.com

The communication skills and explaining information to patients are the predictors of patients' satisfaction with the quality of
nursing care(4) so nurses had to focus on these areas. Nursing care components like nurses’ ability, attitudes and patient-centred
care contributes to safety and wellbeing of the patient (5). Also certain factors like age, type of hospital, number of children,
qualification, residence, monthly income of the family and type of Health Insurance are found to be the associated factors in
determining the patient satisfaction (6). The patient satisfaction varies with the socio economic and demographic factors of the
patient( 7). Periodical and continuous examination of the nursing care services can improve the patients' experience during their
hospitalization (8). Contrarily a study revealed that there is no significant relation between patient satisfaction and quality of nursing
care (9). The patients’ expectations are less during Pandemic time, the patient satisfaction level is found to be high with differring
nurses’ role (10) and the information that was provided. Also noted significant differences in the patients satisfaction in relation to
age, educational level, locality and patients preference to select the hospitals. (11). Research on patient satisfaction with nursing care
, has experienced a steep growth over the last decade; was mainly published by scholars from a limited number of countries; has
limited cross-country collaboration and limited author collaboration, has addressed research topics concerning the quality of care,
instrument validation, emergency department and hospital care and has shown the highest readability for topics related to nurses'
burnout and patient satisfaction. Holistic nursing care approach and patients’ satisfaction has become a major health service
performance indicator globally, with the efforts to improve patient satisfaction with nursing care, the practice is still insufficient to
meet the required standard in the developing world to identify the gaps in adult patient satisfaction with inpatient nursing care
practice (12).

Evaluating patient satisfaction with the care provided has become increasingly significant, and nursing satisfaction is no exception.
A robust assessment instrument that accurately quantifies the elements influencing patient satisfaction must be formulated to
enhance the quality of nursing services. Consequently, the results derived from nursing management research ought to be employed
as a benchmark for evaluating the contributions of nursing to the patient care continuum, which may facilitate the progression of the
profession towards a more scientific framework (13). The role of nurses is quintessential within the healthcare framework, given
that they engage extensively with patients and deliver approximately 80% of primary care services within hospital settings (14).
Consequently, the assessment of patient satisfaction concerning the care received is imperative for evaluating the overall quality of
hospital services and discerning whether the needs and expectations of patients are adequately fulfilled (15). This study endeavors to
examine the satisfaction levels of patients regarding the quality of nursing care that is administered. By evaluating these perceptions,
the study aims to identify areas for improvement in nursing care, ultimately enhancing patient outcomes and experiences in
healthcare settings. The findings will provide insights into the effectiveness of nursing practices and inform strategies for delivering
higher quality care

1. METHODS AND MATERIALS

This cross sectional study was done in a tertiary care Hospital, sample consisted 129 patients, selected by simple random technique
of lottery method, those who were discharged from medical and surgical wards in the hospital between January 2023 to June 2023.
Data was collected from the patients on the day of discharge using Patient Satisfaction with Nursing Care Quality Questionnaire
developed by Laschinger et al., (2005)(16). The questionnaire comprises two sections: demographic information and inquiries
regarding patient satisfaction with nursing care that includes 23 items and provides five response options: excellent, very good,
good, fair, and poor with the scores ranging from 0 -5. The instrument was translated and back translated into Tamil language and
validated by the language, nursing and medical experts. Written permission was obtained from the author Prof. Heather K. Spence
Laschinger. Reliability was established by Cronbach's alpha test which was 0.98. The sample size was determined based on the
study results using the equation (17); N = (Za * o/e)>. N represents the minimum sample size, Z is the constant (1.96), and o
standard deviation of 1.33, and with the margin error of 20%. The calculated sample size was 96 to achieve a confidence level of 95
%. Considering the attrition and better generalization a sample size of 100 was taken for this study. Approval for the conduct of the
study was obtained from the institutional ethics committee and concerned authorities of the health care facility. Data collection was
done through online Google forms with the assistance of Nursing supervisors and Guest relation staff. The data was gathered
systematically with patients undertaking the questionnaires before their discharge from the medical facility. Individuals who
consented to engage in the research were provided with a comprehensive elucidation of the study's objectives and subsequently
endorsed an informed consent document. Participation in the study was entirely voluntary. Furthermore, considerations regarding
confidentiality and anonymity were thoroughly articulated within the document. The collected data were grouped and analyzed by
SPSS software 20.
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1. RESULTS
The percentage distribution of patient characteristics reveal that the mean age of the patients was 51.35 (14.11) years and 45% of the
participants were aged between 36 — 56 years. Most of the patients were female (52%), married (64%), hospitalized for more than 3
times ( 59%), perceived good health prior to admission (56%)and admitted to the ward directly (57%). (table.1).
Table.1. Frequency and Percentage Distribution of the Patients’ Demographic Characteristics

N=100
Demographic Variables f &%
Age in years 14
18 -30 46
31-55 40
>56
Gender
Male 48
Female 52
Marital Status
Single 10
Married/Cohabiting 64
Separated/Divorced 12
Widowed 14

Hospitalization in the past 2 years

Only once 9
Twice 32
3 Times 29
4 Times 8
Over 4 Times 22

Health Before Admission

Excellent 22
Good 56
Fair 22

Mode of Admission

Emergency Department 20
Admitted through Out patient 57
registration/to the unit directly 20
Admitted after day procedure or test 3

An analysis of the questionnaire results (table 2) revealed that the highest satisfaction levels were associated with the nurses' ability
to provide comfort and reassurance to patients (3.64+0.60) and coordination of care with the other hospital staff (3.63+0.64).
Additionally, the promptness of nurses in responding to call bells and assisting patients garnered a mean score of 3.62 (SD 0.63),
while the coordination of care post-discharge and the overall quality of care and services provided by the nurses also received a
mean score of 3.62 (SD 0.55). Conversely, the lowest satisfaction levels were noted in the information provided regarding tests and
procedures, as well as the explanations given to patients and their families or friends, with mean scores of 3.47 (SD 0.66) and 3.48
(SD 0.63), respectively. Overall, patient questionnaire scores ranged from 3.47 to 3.64, yielding an average score of (3.53 + 0.58),
indicating that the nursing care received was generally perceived positively.
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Table 2. Distribution of Patient Satisfaction towards Nursing Care Questionnaire

(N =100).

Item | Items Mean SD Mean %
no
1 Information you were given 3.47 0.66 69.46
2 Providing instructions 3.57 0.61 71.32
3 Ease of getting information 3.52 0.61 70.39
4 Information given by nurses 3.56 0.61 71.16
5 Informing family or friends 3.49 0.64 69.77
6 Involving family or friends in your care 3.57 0.63 71.47
7 Concern and caring by nurses 3.56 0.65 71.16
8 Attention of nurses to your condition 3.58 0.61 71.63
9 Recognition of your opinions 3.58 0.61 71.63
10 Consideration of needs 3.59 0.57 71.78
11 The daily routine of the nurses 3.56 0.59 71.16
12 Helpfulness 3.64 0.60 72.87
13 Nursing staff response to your calls 3.63 0.64 72.56
14 Skill and competence of nurses 3.55 0.59 71.01
15 Coordination of care 3.59 0.61 71.78
16 Restful atmosphere provided by nurses 3.58 0.62 71.63
17 Providing privacy 3.59 0.57 71.78
18 Discharge instructions 3.55 0.60 71.01
19 Coordination of care after discharge 3.62 0.55 72.40
20 Overall quality of care and services 3.55 0.57 71.01
21 Overall quality of nursing care 3.62 0.55 72.40
22 In general, would you say your health is: 3.53 0.63 70.70
23 Recommend this hospital to my family and 3.60 0.58 72.09

friends

Global Score 83.55 7.61 92.7

The mean patient satisfaction score among those who were hospitalized for 3 times (3.74 = 0.23) and reported rate of their health
status as excellent (3.79 + 0.15) were significantly higher as in table 3.

Table3. Comparison of Patient Satisfaction with their Background Characteristics

(N =100).
Demographic Variables N MxSD it P

Age in years

18 -30 14 3.60+0.34 0.512 0.601

31-55 46 3.67+0.35

>56 40 3.60+0.30
Gender
Male 48 3.58+0.35 1.49 0.14
Female 52 3.68£0.30
Marital Status

Single 10 3.58+0.31 1.55 0.20

Married/Cohabiting 64 3.63+0.32
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eparated/Divorced 12 3.79+0.24
Widowed 14 3.52+0.39

Hospitalization in the past 2 years

Only once 9 3.65+0.45 2.49 0.04
Twice 32 3.49+0.35
3 Times 29 3.74+£0.23
4 Times 8 3.71+£0.06
Over 4 Times 22 3.64 +0.35

Health Before Admission

Excellent 22 3.79+0.15 4.23 0.01
Good 56 3.56 +0.34
Fair 22 3.64 +0.36

Admission through

Emergency Department 20 3.65+0.32 0.655 0.58
Admitted through Out patient 57 3.64 +0.32
registration/to the unit directly 20 3.60+£0.39
Admitted after day procedure 3 3.39+0.01

V. DISCUSSION
Patient satisfaction and their expectations regarding care are recognized as significant indicators of the quality of nursing services. A
plethora of researchers highlight the importance of healthcare organizations, including nursing associations, committees, leadership
frameworks, and financial entities, in the communication of findings relevant to patient satisfaction (18), in reference to this, the
present study assessed patient satisfaction concerning diverse aspects of nursing care. This cross sectional study was primarily
aimed to investigate the quality of nursing care from the patients' perspective
(19)Similar results were reported in a study that Patients expressed higher satisfaction regarding the "Concern and Caring by
Nurses™" while showing lower satisfaction with the "Information You Were Given." About 71.01% of patients rated the nursing care
received during their hospitalization as excellent. Additionally, patients who rated their health as excellent and those who had been
hospitalized either thrice or four times reported greater satisfaction with the nursing care provided. The findings of this study
indicate that nurses should enhance their engagement in the information-giving process. This necessitates that nursing faculties to
be strengthened through simulation based learning in the therapeutic communication process (20) and the success of the nurses
compliance with quality strategies depends on continuous educational activities (21,22)
This cross-sectional study sought to evaluate patient satisfaction with nursing care, revealing that the lowest levels of satisfaction
were associated with the information provided about tests and procedures, as well as the explanations offered to patients and their
families or friends. Conversely, a higher level of satisfaction was observed regarding nurses' ability to deliver comfort and care. This
result underscores the nurses’ comprehension of the significance of delivering comprehensive information to patients prior to
medical procedures, as well as their acknowledgment of patients' entitlement to be appraised of the specifics regarding medications
or treatments. This observation is consistent with a separate study that evaluated patient satisfaction in relation to the privacy
protocols enacted by nursing staff and their responsiveness to patient needs during and following hospitalization. It is crucial for
effective communication among hospital personnel to be maintained in order to enhance patient and family satisfaction with the care
provided. Insufficient communication may jeopardize the patient-nurse relationship by cultivating an atmosphere of distrust. (23)
In our study, the item pertaining to the completeness and clarity of nurse explanations of tests, treatments, and expectations received
the highest level of satisfaction. This finding demonstrates the nurses' awareness of patients' rights to information regarding
medication or treatment, as well as their comprehension of the significance of giving patients comprehensive information prior to
procedures through integrated teaching (24). However, some nurses might think that they don't have to educate patients before
starting treatment(25). Fortunately, there is evidence linking patient education to favorable clinical outcomes, including better
adherence to treatment plans, decreased anxiety, and improved symptom management.
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Hence it is essential to implement simulation based training programs focused on improving nurses' communication skills. (20) A
study by Anita in Turkey revealed similar findings, with the greatest degree of satisfaction being recorded for communication items
(19,26)

Our research indicates that patient satisfaction regarding the quality of nursing care was assessed positively, with an average score
of 3.50 + 0.55) These findings are consistent with the study by Gomez et al. (27), which surveyed 164 burn patients in a Spanish
burn unit, where participants reported a notable mean score of 3.7 out of 4, reflecting a very high level of overall satisfaction. This
aligns with the results from study by a study (2).which reported an overall satisfaction rate of 54.2% (95% CI: 52.9-59.3)
concerning the quality of nursing care

V. LIMITATIONS
This research is constrained by several limitations, particularly its dependence on a cross-sectional design, which restricts the
capacity to determine causal relationships between patient satisfaction and various covariates. While the random selection method
adequately represents the population, there remains a possibility of omitting relevant data that could inform the restructuring of
nursing practices aimed at improving nurse performance, as certain samples may be overlooked. Furthermore, there is a potential for
the current emotional state of patients to affect their feedback.

VI. CONCLUSIONS
The findings of this study suggest that patients' experiences with nursing care play a crucial role in determining their overall
satisfaction levels. It is imperative to conduct regular evaluations of patient experiences to facilitate the ongoing enhancement of
nursing care quality. Overall, patient satisfaction with nursing care was reported to be high across various dimensions, including the
nurses' skills and competencies, care coordination, and the respect afforded to patient opinions. However, satisfaction regarding the
information provided to patients and their families by nurses was notably lower. Consequently, it is advisable to establish and
implement training programs focused on improving nurses' communication skills. Hospital administrators are encouraged to create a
framework aimed at enhancing nurse performance and to closely monitor its execution to identify the most effective strategies for
improvement. Furthermore, it is essential to conduct regular surveys to assess patients' needs, expectations, and aspirations, thereby
allowing for the adaptation of nursing care practices within the hospital setting.
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