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الخلاصة
تصوراتتوضیحفيمھمعاملیعتبرالتمریضیةالعنایةعنالمریضرضا، العنایةنوعیةتوقعفيالحقالمرضىیمتلك:الخلفیة

المستھلكرأيالىیستجیبالصحیةالرعایةوتقدیم، سة الصحیةالمؤسلوجودصحیحجوھريوسبب، العنایةنوعیةعنالمرضى
.)الزبون(

.مدینة الموصلالتعلیمیة العامة في مستشفیات الفي العنایة التمریضیة عنرضا المرضى البالغین ھو تقییم راسة الدف ھد: فالاھدا
في أربعة 2013لغایة الأول من شھر نیسان2012الأول من تشرین الثانيلقد تم تنفیذ الدراسة لوصفیة للفترة من : المنھجیة

مستشفى ابن سینا التعلیمي، مستشفى الجمھوري التعلیمي، مستشفى السلام التعلیمي، مستشفى (مستشفیات في مدینة الموصل وھي
بانة البحثیة  صححت الاست.أنثى ) 258(وذكر ) 160(مشارك وتألفت من ) 418(، أخذت عینة عشوائیة لاختیار)الخنساء التعلیمي

البیانات التي جمعت في ،)0.88= ر(الخبراء، واستخدم معامل الارتباط للكشف عن ثبات فقرات الاستبانة الذي كان من)8(بواسطة 
)تحلیل التباین(الاستنتاجي الاحصاء تطبیق و) التكرار والنسبة المئویة(البحث تم تفسیرھا من خلال استخدام الاحصاء الوصفي 

تعدم الرضا كانونسبة، ،من اعمار المرضىمثلت النسبة الاعلى )سنة30- 21(العمریة اشارت نتائج الدراسة ان الفئة:النتائج
علاقة معنویة مؤثرة بین رضا وجدتو,الخنساء بالتتابع، السلام، الجمھوري، في مستشفى ابن سینا%) 51، 58%،% 53، 60%(

).المستشفى، والدخول السابق إلى المستشفى، عدد أیام البقاء في العمر( والمرضى 
وكان رضا المرضى متأثراً ، استنتجت الدراسة بأن اغلب المرضى غیر راضین عن العنایة التمریضیة في المستشفیات: الاستنتاجات

سابق إلى المستشفىاذا كان لدیھ دخول بعمر المریض وعدد ایام بقائھ في المستشفى و
الحالیة تطویر مھارات الاتصال بین الممرضین والمرضى لتقدیم مستوى عالي بنوعیة العنایة التمریضیة أوصت الدراسة: التوصیات

.تحسین العنایة التمریضیة باستخدام التعلیمات في المستشفیات لقیاس رضا المرضىوورضا المرضى بشكل كامل، 
العنایة التمریضیة، المرضى البالغین،تقییم الرضا :مفردات البحث 

Abstract
Background: Patients have the right to expect quality of care. Patient satisfaction with nursing care is
considered an important factor in explaining patients' perceptions of service quality, and a sound
rationale for making the organization and delivery of health care responsive to consumer (client)
opinion.
Objectives: The objectives of the study were to assess the adult patients satisfaction about the nursing
care in the public teaching hospitals of Mosul city.
Methodology: A descriptive designed was carried-out from 1st of  November 2012 through the 1st

April 2013, and  conduct in four hospitals in the Mosul  city (Ibn-Sina , Al-Jamhory , Al-Salam , and
Al-Kanssa teaching hospitals). A random sample was used for selecting (418) participation, and
consisted of (160) male and (258) female. The questionnaire research which correct by the (8) experts,
and used the Coefficient Correlation for questionnaire items showed that the reliability of the
questionnaire which was (r = 0.88), the data were analyzed through the application of descriptive
statistical analysis that include (frequency, and percentage), and application of inferential statistical
analysis that include (Analysis of variance).
Results: The study had revealed that an age group (21-30 years) represent the greater percentage of the
sample which constitutes (30.9%) of the patients, and the percentage of dissatisfaction was (60%, 53%,
58%, 51%) in Ibn-Sina, Al-Jamhory, Al-Salam, and Al-Kanssa teaching hospitals respectively, and
found a significant association between patient satisfaction and (age, number of days stay in hospital,
and previous admission to hospital).
Conclusions: The study concluded that most of the patients are dissatisfied with the nursing care in
hospitals, and patient satisfaction was influenced by the age of the patient and days of stay in the
hospital, also if patient has a previous admission to the hospital)
Recommendation: The present study recommended the development the communication skills
between nurses and patient to providing high quality of nursing care and completely patient
satisfaction. Working to improve nursing care services by using guidelines in hospitals to measuring
patient satisfaction
Keywords: Assessment Satisfaction, Adult Patient, Nursing Care
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INTRODUCTION

A hospital is an institution that provides a broad range of nursing services to
sick, injured, or pregnant patients. It employs medical, nursing, and support staff to
provide inpatient care to people who require close nursing monitoring and an
outpatient care to people who need ambulatory care (1). Patient satisfaction is the
patient’s perception of care received compared with the care expected (2). During
hospitalization, patient satisfaction represents a balance between the patient’s
perception and expectation of their nursing care (3). On the other hand, patient’s
satisfaction has been associated with improved patient compliance with therapy that
presumably leads to better health outcomes. Nurses and other health-care
professionals play a key role in providing support and information (4). Eriksen defined
patients’ satisfaction as the patients’ subjective evaluation of the cognitive-emotional
response resulting from the interaction between the expectations of nursing care and
the perception of actual nurse behaviors /characteristic. In addition, patients’ opinions
are important because they are the best source that can tell the providers of what is
important, that is why this information can be used in health-care planning and
evaluation (5). Patients’ satisfaction is viewed as a mediator between patients’
perceptions of quality and their future intentions to reuse the service or recommend
the hospital to family and friends (6). The nursing staff occupies a prominent position
to influence on the patient satisfaction with the service provided, as they are
responsible to provide direct care to patients, to organize the care, and to coordinate
their function with other hospital services. In addition, they comprise the major part of
the health staff (7). Finally measuring patient satisfaction allows the identification of
possible problems and suggests ways of improving the quality of care or public health
interventions (8). Throughout the world patient satisfaction studies are widely used to
evaluate the quality of care as well as public health programs’ acceptability and
impact (9).

OBJECTIVES

1. To assess the association between adult patient satisfaction with some
demographic data (age, sex, occupation, level of education, name of the hospital,
and number of nurse in the ward).

2. To identify the association between adult patient satisfaction with hospital
information (name of the hospital, and number of nurse in the ward) and personal
history (number of daysstayin the hospital, previous admission, and other diseases).

METHODOLOGY

A descriptive study was designed to determine the adult patient satisfaction with
the nursing care in the hospitals of Mosul city. The study started in the 1st of
November 2012 to the 1st April 2013, and conduct public teaching hospitals in the
Mosul city, in the right side of the Tigris River found Ibn-Sina teaching hospital and
Al-Jamhory teaching hospital, while in the left side of the Tigris River found Al-
Salam teaching hospital and Al-Kanssa teaching hospital. A random sample was used
for selecting (418) participation, and consisted of (160) male and (258) female. The
data is collect from the adult patient participation in the four hospitals for period from
25th December 2012 to the 10th February 2013, by using a questionnaire constructed
depending of the previous study and related to the literature (10).
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The questionnaire divided to part one is related to the demographical data about
the sample (age, sex, occupation, and educational level), part two it is including
hospital information this part consisted two questions about (name of the hospital, and
number of the nurses in the ward), part three is related to the personal history of the
sample and include (number of days overnight in hospital, do you have previous
admission to the hospital, and do you have other diseases, in addition to the current
disease), and part four of the questionnaire consist of the (12) question about the
patient opinion about the nursing care. These items were measured by three scale
options were used in the rating scale: (1) not satisfied, (2) quite satisfied, and (3)
completely satisfied, the mean of score depended as a patients satisfaction was
(≥1.65), To ensure the validity of the questionnaire from instrument of the study was
established through penal of (8) experts chosen from University of Mosul / College of
Nursing to examine the questionnaire, and used the Coefficient Correlation for items
which showed that the reliability estimate for questionnaire was (r = 0.88). The data
were analyzed through the application of descriptive statistical analysis that include
(frequency, and percentage), and application of inferential statistical analysis that
include (Analysis of variance)

RESULTS
Table (1) Distribution of the demographic characteristics of the study

Demographic Characteristics Frequency Percentage

Age

21-30 years 129 30.9

31-40 years 96 23.0

41-50 years 57 13.6

51-60 years 46 11.0

61-70 years 48 11.5

71-above years 42 10.0

Total 418 100.0

Sex
Male 160 38.3

Female 258 61.7

Total 418 100.0

Educational level

Illiterate 23 5.5

Read and Write 10 2.4

Primary School 29 6.9

Intermediary School 49 11.7

Secondary School 134 32.1

Institute 54 12.9

College and above 119 28.5

Total 418 100.0

Occupation

Employer 23 5.5

Unemployed 45 10.8

Student 107 25.6

Housewife 243 58.1

Total 418 100.0
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This table demonstrates demographic characteristics of the study sample
shows the highest percentage (30.9%) of the sample were from the age group (21-30)
years, but low percentage (10%) in age group (71-above years). With regard to the sex
the highest percentage (61.7%) are female. The educational level of the present study,
the highest percentage was (32.1%) who were the secondary school. While, the
occupation shows highest percentage (58.1%) of the sample were housewives.

Table (2) Distribution of the hospitals information and personal history of the
study

Variables
Frequency Percentage

1. Hospital information

Name of hospital

Ibn-Sina 107 25.6

Al-Jamhory 102 24.4

Al-Salam 106 25.4

Al-Kansaa 103 24.6

Total 418 100.0

Number of nurses in
ward

1-3 Nurses 14 3.3

4-6 Nurses 287 68.7

7-9 Nurses 83 19.9

10- and more nurses 34 8.1

Total 418 100.0

2. Personal History Frequency Percentage

Number of day in
hospital

1-5 days 344 82.3
6-10 days 49 11.7
11-15 days 9 2.2

16- and more days 16 3.8

Total 418 100.0

Previous admission
Yes 252 60.3

No 166 39.7

Total 418 100.0
Other diseases in
addition to the
current disease

Yes 133 31.8

No 285 68.2

Total 418 100.0

This table revealed that the highest percentage were (25.6%) for Ibn-Sina
teaching hospital, and (68.7%) for number of nurses between (4-6 nurses) who give
nursing care in the ward, and consisted majority percentage (82.3%) for the number of
day stay in hospital between (1-5 days), and highest percentage (60.3%) were
previous admission. While the higher percentage (68.2%) was patient not have other
diseases in addition to the current disease.
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Table (3) Analysis of variance for the difference between mean score of patient's
satisfaction with nursing care and their demographic characteristics

Sig.FM.SD.FS.SS.O.VVariables

S

P. value
0.027

2.555

F
critical=2.21

0.21751.083Between Groups

Age
0.085

41234.946Within Groups
41736.029Total

N.S
P. value
0.878

0.130
F
critical=3.00

0.01120.023Between Groups
Sex

0.087
41536.007Within Groups

41736.029Total

N.S
P. value
0.318

1.181

F
critical=2.37

0.10240.408Between Groups
Occupation

0.086
41335.622Within Groups

41736.029Total

N.S
P. value
0.194

1.450
F
critical=2.10

0.12460.747Between Groups
Educational

level
0.086

41135.282Within Groups

41736.029Total

This table indicates a significant  difference between mean score of patient satisfaction
with nursing care and their  age, while shows no significant  difference mean score of
patient satisfaction with nursing care and their  sex, occupation, and educational level
by using ANOVA.

Table (4) Analysis of variance for the difference between mean score of patients'
satisfaction with nursing care and their hospital information and personal
history

Sig.FM.SD.FS.SS.O.VVariables

N.S

P. value
0.495

0.799

F
critical=2.60

0.21730.207Between Groups
Name of the

hospital 0.085
41435.822Within Groups

41736.029Total

N.S
P. value
0.944

0.128
F
critical=2.60

0.01130.033Between Groups
Number of nurse

0.087
41435.996Within Groups
41736.029Total

S
P. value
0.050

2.61

F
critical=2.60

0.22330.669Between Groups
Number of days

0.085
41435.361Within Groups

41736.029Total

S
P. value
0.021

5.392
F
critical=3.84

0.46110.461Between Groups
Previous admission

0.086
41635.568Within Groups

41736.029Total

N.S
P. value
0.296

1.096
F
critical=3.84

0.09510.095Between GroupsOther diseases in
addition to the
current disease 0.086

41635.934Within Groups

41736.029Total
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This table indicates a significant difference between mean score patient
satisfaction with nursing care and their number of days staying in hospital, and patient
previous admission to the hospital, but shows no significant difference between mean
patient satisfaction with nursing care and their name of the hospital, number of the
nurses in the ward, and if patient have other diseases in addition to the current disease
by using analysis of variance.

Figure (1) distribution percentage of the patient completely satisfaction
and not satisfied with the nursing care in the hospitals

This figure shows the level of patient satisfaction (40 %) of patients
completely satisfied, and (60 %) of patients not satisfied in Ibn-Sina teaching
hospital. Than Al-Jamhory teaching hospital was (47 %) of patients completely
satisfied, and (53 %) of patients not satisfied, while (42 %) of patients completely
satisfied, and (58 %) of patients not satisfied in Al-Salam teaching hospital. At the
end (49 %) of patients completely satisfied, and (51%) of patients not satisfied in
Al-Kansaa teaching hospital

DISCUSSION

Nursing care is one of the major components of Health Care Services. Thus,
patients have the right to expect quality of nursing care. Nursing staff, which
comprise the vast majority of hospital staff, have the greatest contact with patients.
Nurses, rather than physicians, are seen as responsible for the day-to-day activities on
a unit. Nurses provide the main connection with patients, act as patient advocate with
other care providers, give physical care to patients, and offer emotional support to
both patients and families. Patients' satisfaction has been used as an indicator to
measure the quality of health care provided by nurses (11). Table (1) in present study
shows age group among (21-30) years were (30.9%), but low percentage (10%) in age
group (71-above years). With regard to the sex the highest percentage (61.7%) are
female. The educational level of the present study, the highest percentage was
(32.1%) who were the secondary school. While, the occupation shows highest
percentage (58.1%) of the sample were housewives. Table (2) revealed that the
highest percentage were (25.6%) for Ibn-Sina teaching hospital, and (68.7%) for
number of nurses between (4-6 nurses) who give nursing care in the ward, and
consisted majority percentage (82.3%) for the number of day stay in hospital between
(1-5 days), and highest percentage (60.3%) were previous admission, while the
highest percentage (68.2%) for patient not have other diseases in addition to the
current disease. Table (3) in present study indicates a significant difference between
mean patient satisfaction with nursing care and their age of patient, while shows no
significant difference mean patient satisfaction with nursing care and their  sex,
occupation, and educational level by using ANOVA. Dorigan, and Guirardello study
founded which (57.1%) were female with an average age of 52 (±) years old, most
had completed primary school (61.9%) (12).

Completely Satisfaction%
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previous admission to the hospital, but shows no significant difference between mean
patient satisfaction with nursing care and their name of the hospital, number of the
nurses in the ward, and if patient have other diseases in addition to the current disease
by using analysis of variance.
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and not satisfied with the nursing care in the hospitals
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mean patient satisfaction with nursing care and their age of patient, while shows no
significant difference mean patient satisfaction with nursing care and their  sex,
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founded which (57.1%) were female with an average age of 52 (±) years old, most
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This table indicates a significant difference between mean score patient
satisfaction with nursing care and their number of days staying in hospital, and patient
previous admission to the hospital, but shows no significant difference between mean
patient satisfaction with nursing care and their name of the hospital, number of the
nurses in the ward, and if patient have other diseases in addition to the current disease
by using analysis of variance.

Figure (1) distribution percentage of the patient completely satisfaction
and not satisfied with the nursing care in the hospitals

This figure shows the level of patient satisfaction (40 %) of patients
completely satisfied, and (60 %) of patients not satisfied in Ibn-Sina teaching
hospital. Than Al-Jamhory teaching hospital was (47 %) of patients completely
satisfied, and (53 %) of patients not satisfied, while (42 %) of patients completely
satisfied, and (58 %) of patients not satisfied in Al-Salam teaching hospital. At the
end (49 %) of patients completely satisfied, and (51%) of patients not satisfied in
Al-Kansaa teaching hospital

DISCUSSION

Nursing care is one of the major components of Health Care Services. Thus,
patients have the right to expect quality of nursing care. Nursing staff, which
comprise the vast majority of hospital staff, have the greatest contact with patients.
Nurses, rather than physicians, are seen as responsible for the day-to-day activities on
a unit. Nurses provide the main connection with patients, act as patient advocate with
other care providers, give physical care to patients, and offer emotional support to
both patients and families. Patients' satisfaction has been used as an indicator to
measure the quality of health care provided by nurses (11). Table (1) in present study
shows age group among (21-30) years were (30.9%), but low percentage (10%) in age
group (71-above years). With regard to the sex the highest percentage (61.7%) are
female. The educational level of the present study, the highest percentage was
(32.1%) who were the secondary school. While, the occupation shows highest
percentage (58.1%) of the sample were housewives. Table (2) revealed that the
highest percentage were (25.6%) for Ibn-Sina teaching hospital, and (68.7%) for
number of nurses between (4-6 nurses) who give nursing care in the ward, and
consisted majority percentage (82.3%) for the number of day stay in hospital between
(1-5 days), and highest percentage (60.3%) were previous admission, while the
highest percentage (68.2%) for patient not have other diseases in addition to the
current disease. Table (3) in present study indicates a significant difference between
mean patient satisfaction with nursing care and their age of patient, while shows no
significant difference mean patient satisfaction with nursing care and their  sex,
occupation, and educational level by using ANOVA. Dorigan, and Guirardello study
founded which (57.1%) were female with an average age of 52 (±) years old, most
had completed primary school (61.9%) (12).
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Data from this study pointed out that the level of satisfaction is increased
according to patients’ educational level, due to the better understanding of patients
about the procedures to which they are subject. Such findings differ from those from
other studies (13). Sahin , Yilmaz , and Lee study shows the level of satisfaction is
inversely proportional to patients’ educational level, that is, the higher the schooling,
the lower is the level of patient satisfaction (14). Another study by Mohanan, Kaur,
Das, and Bhalla indicated to no significant relationship between all the demographic
variables and the patient satisfaction. However, a significant relationship between
education of the patient and satisfaction of the patient with information given by
nurses to his family and friends about patient’s condition was found (15). Maqsood,
Oweis, and Hasna in their results of study also indicated that there were no significant
relationships between patients’ socio-demographic characteristics and satisfaction
with nursing care (16). Table (4) in our study indicates a significant difference between
mean patient satisfaction with nursing care and their number of days staying in
hospital, and patient previous admission to the hospital, but shows no significant
difference between mean patient satisfaction with nursing care and their name of the
hospital, number of the nurses in the ward, and if patient have other diseases by using
ANOVA. Other study by Rahmqvist shows the length of stay is proved to be an
aspect that directly influence on the patient satisfaction regarding the Professional
domain. Those who were hospitalized for four to seven days reported a higher level of
satisfaction than those who stayed within the unit for less than three days (17). Also
Alhusban, and Abualrub in study showing that a long stay is related with a higher
level of satisfaction and, although the author does not mention the reasons for such
findings, this means that a longer time of hospitalization provides more opportunities
to experience the dynamics of the unit, especially those concerning procedures and
routines (18). Figure (1) shows the level of patient satisfaction (40 %) of patients
completely satisfied, and (60 %) of patients not satisfied in Ibn-Sina teaching
hospital. Than Al-Jamhory teaching hospital was (47 %) of patients completely
satisfied, and (53 %) of patients not Satisfied, while (42 %) of patients completely
satisfied, and (58 %) of patients not satisfied in Al-Salam teaching hospital. At the
end (49 %) of patients completely satisfied, while (51%) of patients not satisfied
in Al-Kansaa teaching hospital. Mohanan, Kaur, Das, and Bhalla founded the patients
were fairly satisfied with care and concern shown by nurses towards patients’ (40%).
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 (15). Maqsood, Oweis, and
Hasna findings of this study showed that in general the patients were highly satisfied
with overall quality of hospital care, nursing care and reported that they would
recommend this hospital to their families and friends (16).

CONCLUSIONS

The study found that common problem for hospitals which requires urgent
attention to enhance patients’ satisfaction at the same time to insure quality of nursing
care. In addition the most of the patients are dissatisfied with the nursing care in
hospitals, and patient satisfaction was influenced by the age of the patient and the
days of stay in the hospital, also if patient has a previous admission to the hospital.
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RECOMMENDATIONS

1. The nurses should improve the way of conveying information to all patients
because that leads most patients to dissatisfaction.

2. Development the communication skills between nurses and patient to providing
high quality of care and completely patient satisfaction.

3. Working to improve nursing care services by using guidelines in hospitals to
measuring patient satisfaction.

REFERENCES
1. Cuevas,  J; Patient satisfaction of the health care services Provided by the

zamboanga city medical center Outpatient department, Ateneo De Zamboanga
University, The Faculty of the Graduate School, 2008, P:1

2. Aiello, A; Garman, A; and Morris, B. S; Patient satisfaction with nursing care: A
multilevel analysis, Journal of Quality Management in Health Care, Vol.12,
No. (3), (2003),p 187-191.

3. Han, C. H. ;Measuring patient satisfaction as an outcome of nursing care at a
teaching hospital of Southern Taiwan; Nursing Care Quality
Journal,Vol.18,No (2), (2003),p 143 -150.

4. Valentin, G; Lopez, P; and  Garrido, R; Patient satisfaction with nursing care in a
regional university hospital in southern Spain. Journal of Nursing Care
Quality,2005,PP. 1: 63–72.

5. Abdel Maqsood AS; Oweis AI, Hasna FS; Differences between patients’
expectations and satisfaction with nursing care in a private hospital in Jordan,
International Journal of Nursing Practice,Blackwell Publishing Asia Pty
Ltd, 2012, P:141

6. Peterson,W; Charles,C; DiCenso,A;andSword,W; The Newcastle satisfaction
with nursing scales: A valid measure of maternal satisfaction with inpatient
postpartum nursing care. Journal of Advanced Nursing, 2005; PP 672–681.

7. Dorigan, G; and Guirardello, E; Patient satisfaction in a gastroenterology unit ,
Acta Paul Enferm, 2010;Vol.23,No(4),p.500-501

8. Mpinga, E; Patient Satisfaction Studies and the Monitoring of the Right to
Health: Some Thoughts Based on a Review of the Literature, Global Journal of
Health Science,  Vol. 3, No. 1; April 2011, P.65-66 available at
http://www.ccsenet.org/gjhs.

9. Wilson,A; Hewitt,G et al; Development and testing of a questionnaire to measure
patient satisfaction with intermediate care. QualSaf Health Care, Vol.15,No.(5),
(2006),p.9-314.

10. Chaka, B; adult patient satisfaction with nursing care, addisababa university,
2005, PP: 50-54.

11. Avital, L; Gager, M; and Gibb, A; New Measures to Improve Patients’
Experiences of Care, Nursing Management-UK, Vol.19,No. (1), (2012),p.
22‐ 23.

12. Dorigan,  G., and Guirardello, E.,  Patient satisfaction in a gastroenterology unit,
Acta Paul Enferm, 2010;23(4):502-503.

13. Sahin B, Yilmaz F, Lee KH. Factors affecting inpatient satisfaction: structural
equation modeling, J Med Syst, 2007;31(1):9-16.

14. Alasad JA, Ahmad MM. Patients’ satisfaction with nursing care in Jordan, Int J
Health Care QualAssur, 2003;16(6):279-85.

15. Mohanan, K.,  Kaur, S., Das, K.,  and Bhalla , A., Patient satisfaction regarding
nursing care at Emergency Outpatient Department in a Tertiary care Hospital,
Journal of Mental Health & Human Behavior, 2010; 15(1), 54-58



9

16. Maqsood, A., Oweis, A., and  Hasna, F., Differences between patients’
expectations and satisfaction with nursing care in a private hospital in Jordan,
International Journal of Nursing Practice, Blackwell Publishing Asia Pty
Ltd, 2012; 18: 143n

17. Rahmqvist M. Patient satisfaction in relation to age, health status and other
background factors: a model for comparisons of care units, Int J Qual Health
Care, 2001;13(5):385-90.

18. Alhusban MA, Abualrub RF. Patient satisfaction with nursing care in Jordan, J
NursManag, 2009;17(6):749-58.


