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ABSTRACT

Aims: The aim of this study was to determine patient satisfaction with nursing care provided in selected
wards of two hospitals of Moravian-Silesian region, to determine whether there is a connection between
demographic and clinical characteristics of patients and their satisfaction and to compare patient satisfaction
according to health facility and department, where they were hospitalized.

Methods: The sample of descriptive correlation study consisted of 507 patients hospitalized in the period from
February to March 2011 on 13 inpatient wards in hospitals Karvina-Raj and Orlova. Data were collected using
a standardized questionnaire Patient Satisfaction Scale (PSS), which measures patient satisfaction in eleven
items of three areas — technical/rational aspects, provision of information and area of interaction and support.
Results: Patients were most satisfied with the technical aspects of nursing care and least with provision of
information. Demographic characteristics of the patients did not have a major impact on their satisfaction.
Only in one hospital (NsP Karvina) were men in all factors happier than women and on the contrary the
smallest satisfaction reported patients who described their health status as satisfactory. In NsP Orlova they
reported higher satisfaction with the support and interaction patients hospitalized longer period of time.
Conclusion: The results of the study did not show statistically significant differences in evaluation of patient

satisfaction between hospitals or between departments surveyed.
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INTRODUCTION

Patient satisfaction with nursing care is one of the im-
portant indicators of quality of nursing care provided
in all health facilities. The results of research in this
area are getting more and more attention from laic and
professional public. Patient satisfaction increases the
prestige and competitiveness of the facility and satis-
faction survey results and then provide feedback about
what is the difference between the expectations of the
patient and the nursing care provided. (Dozier et al.
2001; Gladkij 2003, p. 191) There are no explicit criteria
of quality of nursing care, because it often varies accor-
ding to by whom the care is evaluated (nurse, doctor,
care payer, patient). (Farkasova et al. 2006; Madar et al.
2004) Health care quality assessment usually has two
dimensions: objective, which represents monitoring of
certain measurable evaluation criteria or performan-
ce of medical facility and subjective concerning only
personal satisfaction of the patient. (Exner et al. 2005;
Madar et al. 2004) The level of satisfaction is generally
the result of comparison of expectations of the evalua-
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tor and his perception of reality. (Exner et al. 2005) The
patient usually assesses the quality of nursing care with
regard to satisfying his needs and expectations. (Masti-
liakova 2002; Farkasova 2006)

Patients usually do not have enough information
to enable them to adequately evaluate all aspects of
health care (eg. medical, technical), but they can as-
sess whether nursing staff listens to them, whether
they are given sufficient attention, if they are, to the
extent needed, informed, educated and respected at
the same time, which is closely connected with the
ethics of the nursing profession.

OBJECTIVE

The aim of the study was to assess patient satisfacti-
on with nursing care in selected inpatient wards of
two hospitals. To compare patient satisfaction ac-
cording to a medical facility and the department in
which they were hospitalized. To determine whether
demographic and clinical factors influence patients'
satisfaction with nursing care.
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SUBJECTS AND METHODS

The research sample consisted of 507 patients hospi-
talized at 13 wards of two hospitals, which are part of
the Polyclinic Hospital in Karvina-Raj. Input criteria
were age over 19 years, hospitalization of at least 48
hours and agreement with completing and submit-
ting the questionnaire. Questionnaires were distri-
buted to all patients (n = 703), who were at the time
of data collection hospitalized in monitored wards.
The return of the questionnaires was 72% (n = 515),
eight questionnaires were excluded due to incomple-
te information. The final set amounted to 507 pati-
ents, namely 323 women (64%) and 184 men (36%).
The average age of respondents was 56.5 years (SD
= 16.1) with an age range of 19-96 years. The largest
group of patients were those with secondary (54%),
education. The distribution of respondents in the set,
according to planned or acute admission to hospital,
was equal. Most of them had previous experience
with hospitalization (82%), 38% of patients passed
operative intervention. The period of hospitalization
ranged from two to ninety days (average 11 days).
Patients rated their subjective state of health as very
good or good (49%) or satisfactory (38%).

Data were collected using a standardized ques-
tionnaire Patient Satisfaction Scale (PSS), whose
original version was created by S. Kim (1991). Last
Finnish modified version was evaluated as a valid
and reliable tool with good psychometric parame-
ters designed to evaluate patient satisfaction with
nursing care. (Suhonen et al. 2007) In the Czech
Republic this questionnaire was used for the first
time within an international comparative study of
satisfaction measurements of surgical patients in
four hospitals Moravian-Silesian region. (Jarosova
et al. 2011) The questionnaire contains 11 items with
multiple choice questions on a Likert scale (1 - very

dissatisfied, 2 - dissatisfied, 3 - satisfied, 4 — very sa-
tisfied) and individual items are grouped into three
factors according to the areas concerned: technical /
rational aspects, providing information and the area
of interaction and support.

Data were collected simultaneously in all 13 moni-
tored hospital departments in Karvina-Raj (internal
medicine, surgery, gynecology, obstetric, pulmonary,
ENT, ophthalmology) and hospital in Orlova (internal
medicine, surgery, neurological, orthopedic, rehabili-
tation and palliative care) in the period from 1 Febru-
ary 2011 to 10 March 2011. Patients receiving questi-
onnaires before leaving the hospital and threw them
completed into survey boxes located on each ward.

Data from the completed questionnaires were
coded and tabulated in MS Excel. Data were ana-
lyzed by statistical program STATA v. 10. Using
descriptive statistics (absolute frequency, relative
frequency, average) demographics, items and scales
were processed. Non-parametric statistical hypothe-
sis test Wilcoxon rank-sum (Mann-Whitney) was
used to determine relationships between the studied
items and demographic and clinical characteristics
of patients and Kruskal-Wallis one-way analysis of
variance for comparing three or more groups. Sta-
tistical tests were evaluated at the level of statistical
significance a = 0.05.

RESULTS

Patients rated each item of the questionnaire with
average score between 3.51 to 3.68 (Table 1). At least
they were satisfied with , The way nurses prepared
my family for my release from the hospital® (average
= 3.51; SD = 0.64) and, the most satisfied with ,,The
way to the nursing staff treated me when I was sick®
(average = 3.68; SD = 0.61) and ,,with the professio-
nalism of nursing staft (average = 3.67; SD = 0.60).

Table 1 Evaluation of patient satisfaction — average values

Satisfaction: PH Karvina PH Orlova File
mean SD mean SD mean SD
with the level of care (quality) in this hospital 3.57 0.59 3.56 0.63 3.55 0.61
with the degree of care (ample) that I was provided 3.61 0.57 3.59 0.65 3.59 0.61
with the professionalism of the nursing staff 3.69 0.56 3.65 0.65 3.67 0.60
with information that I was provided in the hospital 3.55 0.61 3.54 0.65 3.55 0.63
the way the nursing staff approached me and treated me 3.70 0.57 3.67 0.64 3.68 0.61
with time (hours), which the nursing staff devoted to me 3.55 0.59 3.56 0.68 3.55 0.63
with the way nursing staft explained things to me 3.59 0.57 3.54 0.65 3.57 0.61
with the options of care that I was offered 3.57 0.58 3.53 0.71 3.55 0.64
the way nursing staff prepare me for a hospital stay 3.57 0.60 3.55 0.64 3.56 0.62
the way nursing staff prepared me for release 3.57 0.61 3.58 0.63 3.57 0.62
the way nursing staff prepared my family for my release 3.49 0.62 3.53 0.66 3.51 0.64

SD - standard deviation, mean - average scores
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Table 2 Satisfaction mean score factors of the questionnaire

Factors (items of the questionnaire) PH Karvind PH Orlovd Set
number | mean SD | number | mean SD | number | mean SD
F1 technical / rational (3, 5, 6) 255 3.65 0.51 252 3.63 0.61 507 3.64 0.56
F2 information (4,7,9, 10, 11) 254 3.55 0.52 252 3.54 0.59 506 3.55 0.56
F3 interaction and support (1, 2, 8) 255 3.58 0.52 252 3.56 0.61 507 3.57 0.57
PSS (all items) 255 3.59 0.50 252 3.57 0.58 507 3.58 0.54
SD - standard deviation, mean - average scores
Table 3 Demographic and clinical variables and patient satisfaction with nursing care
PH Karvina PH Orlova
PSS F1 F2 F3 PSS F1 F2 F3
Variables p p p p p p p p
Gender 0.0354 0.0345 0.0472 0.0455 0.558 0.5331 0.9241 0.4014
Age 0.4445 0.412 0.485 0.6944 0.5417 0.5925 0.6785 0.5062
Education 0.4492 0.7477 0.421 0.2166 0.8881 0.6763 0.7739 0.8323
Length of hospital stay 0.2145 0.2388 0.2121 0.4696 0.5417 0.0648 0.2221 0.0114
Operation 0.5118 0.6079 0.1765 0.673 0.8388 0.7503 0.5459 0.8963
Previous experience 0.7274 0.9171 0.6423 0.9478 0.7676 0.9506 0.7768 0.7712
Reason for admission 0.4849 0.27 0.5565 0.941 0.7897 0.403 0.9878 0.7037
Health status 0.0057 0.0074 0.0266 0.0116 0.9983 0.8444 0.9461 0.8516

p - statistical significance of Mann-Whitney test (« = 0.05), F1 - technical / rational, F2 - information, F3 - interaction and support

Comparison of satisfaction according to three
regions / factors showed that the patients were most
satisfied with the technical aspects of care (diame-
ter = 3.64; SD = 0.56), less satisfied in interaction and
support (diameter = 3.57; SD = 0.56) and the least
satisfied with the provision of information during
hospitalization (diameter = 3.55; SD = 0.56). Factors
of satisfaction and individual items of the question-
naire were evaluated by patients in the two compa-
red hospitals in the same order (Table 2).

The aforementioned statistical tests compared
relations between demographic (gender, age, edu-
cation) and clinical (duration of hospitalization,
surgery, previous experience with hospitalization,
reason for admission and subjective health status)
characteristics of patients with three factors of the
questionnaire and a total average score.

Significant differences in expressed satisfacti-
on with nursing care were found only for three
demographic characteristics of hospitalized pati-
ents (Table 3). Gender - in Karvina hospital men
were generally happier than women (pF1 = 0.0345;
pF2 = 0.0472; pF3 = 0.0455; pPSS = 0.0354). State
of health - patients who defined their health status
as satisfactory, were in all factors (PSS, F1, F2, F3)
less satisfied than patients, that rated their health
status as good or bad (pF1 = 0.0074; pF2 = 0.0226;
pF3 = 0.0116; pPSS = 0.0057). The hospital in Orlo-
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va, a statistically significant difference was detected
in only one factor (area of interaction and support)
depending on the length of hospitalization, when
patients with stay in hospital longer than a week
reported higher satisfaction (pF3 = 0.0114).

DISCUSSION

To assess patients' satisfaction with nursing care
there was taken a methodology, including measu-
ring instrument PSS (Patient Satisfaction Scale), the
research carried out in 2009 on surgical wards of
four hospitals in Moravian-Silesian Region, which
was part of an international comparative study co-
ordinated by the Technical University of Cyprus.
(JaroSova et al. 2011)

Our results match the results of the study menti-
oned above, where patients were also most satisfied
with the technical aspects of nursing care and at least
with providing information related with hospitaliza-
tions, especially the preparation of themselves and
their families at hospital discharge. Also, the authors
of the Finnish study (Suhonen et al. 2007) indicate
that lack of awareness among patients is usually the
most frequent cause of discontent. Like researchers
abroad (Dozier et al. 2001) we also recorded a higher
incidence of missing answers (12%) to the question,
related to the provision of advice and information
to the patient’s family. Probably because this item is
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irrelevant for a group of autonomous and self-suffi-
cient or self-surviving patients (,,single“) - it is not
necessary provide advice to their family. Unlike pu-
blished researches (JaroSova et al. 2011, Suhonen et
al. 2012, Johansson et al. 2002) in our study there was
not confirmed a clear link between demographic
factors of patients and their expressed satisfaction
with nursing care. The hospital in Karvina thus was
shown only the effect of gender and health status,
when men were more satisfied, and patients eva-
luating their health as good or bad, on the contrary.
Even some foreign researches confirmed greater sa-
tisfaction for men (e.g. Johansson et al. 2002; Findik
et al. 2010), but at the same time demonstrated the
influence of education (educated patients were less
satisfied) and age (elderly people were more satis-
fied) on satisfaction with nursing care, which our
investigation did not confirm. In a study carried out
on the surgical wards of four hospitals in Moravi-
an-Silesian Region (Jarosova et al. 2011) there was
shown the affect of education and length of stay of
patients on their satisfaction with the care provided
— contrary to our research, the patients with higher
professional education expressed greater overall
satisfaction and satisfaction in the field of infor-
mation than patients with secondary education. In
accordance with our study the patients hospitalized
for more than seven days were significantly more
satisfied. Length of stay also influenced patients' sa-
tisfaction with hospital in Orlova, where the higher
satisfaction scores with nursing care were measured
in promoting and interaction in patients hospitali-
zed for more than seven days. In our research we did
not confirm statistically significant differences in the
satisfaction rating between hospitals or between the
particular departments.

CONCLUSION

The study was carried out in collaboration with the
management of the hospital in preparation for the
accreditation and based on a desire to improve the
quality of services provided. Overall patient satisfac-
tion with nursing care was relatively high (average
3.58 out of 4, which means reaching the level of
89.5%). Between hospitals or between departments
there were no statistically significant differences in
the evaluation of patient satisfaction. Processed re-
sults were presented to hospital management, chief
nurses and they are permanently available for all
staff on the hospital intranet. The biggest weakness
in providing nursing care on all monitored wards of
both hospitals was, according to the observations of

PRCFESE -

patients, providing information both during the stay
and prior to their release from hospital. It is appropri-
ate to evaluate repeatedly patient satisfaction with the
care provided at regular intervals, to make possible to
compare results and possible changes with the previ-
ous period. The outputs of the investigations should
be used for improving the quality of nursing care.

This post is patronized by project SGS OU_SGS4/
LF/2011.
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