Assessment of Adult Patients Satisfaction with the Nursing
Carein the Public Teaching Hospitals of M osul City
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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 aobjectives of the study were to assess the adult patients satisfaction about the nursing
care in the public teaching hospitals of Mosul city.
M ethodology: A descriptive designed was carried-out from 1% of November 2012 through the 1%
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
guestionnaire 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
analysisthat 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
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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 - Patient satisfaction is the
patient’s perception of care received compared with the care expected . During
hospitalization, patient satisfaction represents a balance between the patient’s
perception and expectation of their nursing care . 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 . 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 ©. 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 . 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 (- Finally measuring patient satisfaction allows the identification of
possible problems and suggests ways of improving the quality of care or public health
interventions ®- Throughout the world patient satisfaction studies are widely used to
evaluate the quality of care as well as public health programs’ acceptability and
impact ©"

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 1% of
November 2012 to the 1% 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
datais collect from the adult patient participation in the four hospitals for period from
25" December 2012 to the 10" February 2013, by using a questionnaire constructed
depending of the previous study and related to the literature ®°.
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The questionnaire divided to part oneis related to the demographical data about
the sample (age, sex, occupation, and educationa 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 inferentia statistical anaysis that
include (Analysis of variance)

RESULTS
Table (1) Distribution of the demographic characteristics of the study
Demographic Characteristics Frequency Per centage
21-30 years 129 30.9
31-40 years 96 23.0
41-50 years 57 13.6
Age
51-60 years 46 11.0
61-70 years 48 115
71-above years 42 10.0
Total 418 100.0
Sex Male 160 38.3
Female 258 61.7
Total 418 100.0
[literate 23 55
Read and Write 10 24
Primary School 29 6.9
Educational level Intermediary School 49 11.7
Secondary School 134 321
Ingtitute 54 12.9
College and above 119 28.5
Total 418 100.0
Employer 23 5.5
Ocaupation Unemployed 45 10.8
Student 107 25.6
Housewife 243 58.1
Total 418 100.0




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 hospitalsinformation and personal history of the
study

Variables Frequen Per centage
1. Hospital information equency d
Ibn-Sina 107 25.6
Al-Jamhory 102 24.4
Name of hospital
Al-Salam 106 254
Al-Kansaa 103 24.6
Total 418 100.0
1-3 Nurses 14 3.3
ward 7-9 Nurses 83 19.9
10- and more nurses 34 8.1
Total 418 100.0
2. Personal History Frequency Per centage
1-5 days 344 82.3
Number of day in 6-10 days 49 11.7
hospital 11-15 days 9 2.2
16- and more days 16 3.8
Total 418 100.0
. o Yes 252 60.3
Previous admission
No 166 39.7
Total 418 100.0
Other diseasesin Yes 133 31.8
addition to the
current disease 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 hospita 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.




Table (3) Analysis of variance for the difference between mean score of patient's
satisfaction with nursing care and their demographic characteristics

Variables

SOV

SS

D.F

M.S F Sig.
Between Groups 1.083 5 0.217 2.555 S
Age Within Groups | 34.946 | 412 F P. value
Total 26.009 | 417 0.085 | critical=2.21 | 0.027
Between Groups | 0.023 2 | oom | 0.130 NS
Sex Within Groups 36.007 415 0,087 critical=3.00 P(-)\gi;ge
Total 36.029 | 417 ' '
Between Groups | 0.408 4 0.102 1181 NS
Occupation | \ithin Groups | 35.622 | 413 0oss | F P. value
Tota 36.029 417 ' critical=2.37 | 0.318
Between Groups 0.747 6 0.124
Educational P 1.450 N.S
level Within Groups | 35.282 | 411 F P. value
0.086 | critical=2.10 | 0.194
Total 36.029 | 417

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
Variables SYOAY S.S D.F M.S F Sig.
Between Groups 0.207 3 0.217 0.799 N.S
N?]rgsp?{aﬁhe Within Groups | 35.822 | 414 0085 | F 5 vl
} . value
Totdl 36.029 417 critical=2 60 0 495
Between Groups | 0.033 3 0.011 0.128 N.S
Number of nurse | within Groups | 35.996 | 414 F P. value
Total 36.029 | 417 | 9987 | critical=2.60 0.944
Between Groups | 0.669 3 0.223 2.61 S
Number of days Within Groups | 35.361 | 414 P. value
Totdl 0.085 | F 0.050
36.029 | 417 critical=2.60 '
Between Groups 0.461 1 0.461 5.392 S
Previous admission Within Groups 35568 | 416 F P. value
Total 36020 | 417 | 0080 |citicad=384 | " g0p
Other diseasesin Between Groups | 0.095 1 0.095 1.096 NS
addition to the Within Groups | 35.934 | 416 F P value
current disease Tota 36.029 | 417 0.086 | critica=3.84 0.29




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.

B % Completely Satisfaction ~ ® % Not Satisfaction

oo F ¥ ¥

Figure (1) distribution percentage of the patient completely satisfaction
and not satisfied with the nursing carein 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 maor components of Health Care Services. Thus,
patients have the right to expect quality of nursing care. Nursing staff, which
comprise the vast mgjority of hospital staff, have the greatest contact with patients.
Nurses, rather than physicians, are seen as responsible for the day-to-day activities on
aunit. 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 Y. 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%) 2.



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 ™. 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 *¥. 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 . Magsood,
Owels, 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®®. 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 nursesin 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 " 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, especialy those concerning procedures and
routines ™®. 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 . Magsood, 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 .

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.



RECOMMENDATIONS

1.

2.

3.

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

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

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