International Journal of Caring Sciences September-December 2017 Volume 10 | Issue 3| Page 1276

_Original Article

Determining Patients’ Satisfaction with the NursingServices Provided in
an Oncology Clinic of Eastern Turkey

Gonul Akbulut
Lecturer, Askale Vocational College, Ataturk University, Erzurum, Turkey

Elif Kant
Lecturer, Health Services Vocational College, Ataturk Univesity, Erzurum, Turkey

Serpil Ozmen
Lecturer, Narman Vocational College, Ataturk University, Erzurum, Turkey

Reva Balci Akpinar
Prof. Dr. Faculty of Nursing, Ataturk University, Erzurum, Turkey

CorespondenceGonul Akbulut, Lecturer, Askale Vocational Collegaaturk University, Erzurum,
Turkey E-mail : gonulakbulut@atauni.edu.tr

Abstract

Purpose : This study has been conducted with a view to deteng the level of satisfaction of patients
hospitalized at the oncology clinic of Ataturk Uargity Research Hospital with nursing services joied.

Method : Research population consisted of 90 patients wive ha&en hospitalized at the oncology clinic of
Erzurum Ataturk University Research Hospital. Thelg has covered 60 patients who agreed to takerptre
research. Data collection has been realized byiBersonal Information Sheets and the Newcastisf&etion
with Nursing Scales (NSNS). Data collected has tselysed by means of SPSS software. Necessatgnvrit
permission for the research has been receivedtherhealth institution concerned.

Findings : It has been determined that the level of patiemwgrall satisfaction with nursing services received
was 58.67. The patients have stated that the Hidlvesl of satisfaction (3.36 points) involved “thespect
shown by the nurses for privacy of the patientsérelas the lowest level of satisfaction (2.88 pdipestained

to “the way that the nurses comforted the relataves friends of the patients”. It has been founttbat factors
such as age, gender, educational background, msidas, level of income, hospitalization duratisocial
security status, area of residence, availabilitharfi-patient companion, etc. of the patients ditaifect their
satisfaction in terms of nursing care.

Conclusion : As a result of the research conducted, it has lbeégrmined that the patients’ satisfaction with
nursing services received was at a medium level that factors such as age, gender, education&bband,
marital status, level of income, hospitalizatiorration, social security status, area of resideauaijlability of
non-patient companion, etc. of the patients didaff&ct their satisfaction in terms of nursing care

Keywords : Nursing care, patient satisfaction

Introduction perception of the care that has been specifically
Satisfaction is a complex and complicategftlins?ggti;ﬁ i(se“rrgmz;fe dh'ih; I'% r&gﬁ?ﬁ&,fpi‘; r:1tt
concept which is associated with numerou g P

factors that involve lifestyle, past experiencesCare quality and an important component of

: c . Patient care in many countries of the world (Ozer
future expectations, and individual and soma‘?a . :
values. (Ozer et al. 2009; Akgoz 2009; Yilmazet al. 2009; Lochoro 2004). According to the

2001 Acaroalu et al. 2007 Karaman Ozlu 2006definition given by American Nurses Association
Nesa'mr& Diﬁc 2008" Chati’et al. 2016) (ANA), “patient satisfaction” means assessment

made on the basis of the patient's view with
Patient satisfaction, on the other hand, igegard to activities involving the provision of
expressed as a consequence of the patierttest possible nursing care to the patient
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beginning from his/her hospitalization (Akgoz eNursing care quality is measured by employment
al. 2017; Ovayolu & Bahar 2006; Soliman et alof methods that are same as those used in other
2015). American Nurses Association has algprofessional areas. Mainly, two approaches apply
identified patient satisfaction among sevemo the assessment of care quality. The first
indicators that have been determined for healdpproach involves the determination of care
care organizations. (Ozer et al. 2009; Demir et adtandards and the evaluation and control of
(2011). Determination of satisfaction levels is ofelevant practices on the basis of such standards.
major importance in terms of planning andrhe second approach, on the other hand, involves
assessing health care and providing mottte monitoring of patient satisfaction (Akgoz et
qgualified services in line with respectiveal. 2017; Yilmaz 2001). Assessment by the
expectations(Ozer et al. 2009; Schmidt 2003ndividuals of the health care given as well as
Ercan et al. 2004). improvement and measurement of service quality
are mostly undertaken by means of patient

Patients' - satisfaction - with nursing SerVicesatisfaction guestionnaires (Akgoz et al. 2017,
provided during their hospitalization duration Sowling etal, 2012: Koc et al. 2012).

appears to be the most critical factor that affec
their overall satisfaction in respect of entirdPatient satisfaction is a function that is depehden
hospital services(Yilmaz 2001; Ozer etal. 2009n the extent of congruence with the benefits
Evans et al. 1998; Sitzia et al. 1998). Studieshich the patient expects to obtain from the
undertaken in that regard have emphasized trsgrvice he/she would receive, difficulties that the
nursing service plays a key role respecting theatient is relieved from suffering, level of
patients’ satisfaction or dissatisfaction in viefv operformance which the patient expects from the
their hospital experiences wherefore behaviouservice to be provided, and socio-cultural values
and interactions of nursing personnel witlof the patient in respect of the provision of the
patients stand out as major elements in achievisgrvice (the patient's individual and family
patient satisfaction (Yilmaz 2001; Evans et akulture, social class and status, personal
1998; Forbes & Brown 1995; Merkouris et alpleasures and habits, lifestyle, prejudices)
1999).Accordingly, all health institutions have(Erdem et al. 2008; Engiz 2017).
ggggnfa;%g?agt?orc]on.?(')dimglzfgorii tic; e&?gs‘fatient satisfaction is a condition that arisesa as
; . 0 sult of many variables. However, when
important to consider expectations, needs a

e . . fining the concept, the main point that the
priorities of the patients (Hekimoglu et al. 2015; . . :
Duberstein et al. 2007; Laine et al. 1996). authors - emphasize most is the difference

between the patient's expectations before
Patient satisfaction, apart from upgrading theeceiving the service and his/her perceptions
quality of nursing services, enables the patiemtfter receiving such service(Erdem et al. 2008;
get more involved in his/her own care therebyilmaz 2001; Agustin & Singh 2005). In other
contributing positively to the healing process awords, patient satisfaction may be regarded as a
specified in the literature (Ozer et al. 2009psychological satisfaction level with respect to
Acaroglu et al. 2007). “what the patient expected from the hospital” and

. : . : “what the patient got from the hospital”. (Erdem
Nursing care is a major determinant of successfu{ al. 2008). Patient satisfaction is considered a

health care all over the world. In the literatute, € ajor criterion of patient care quality (Erdem et
is stated that the patients’ perception of nursin 2008: Yilmaz 2001).

care must be the focal point of such care, and that
subject nursing care should be considered from order that hospitals and other establishments
the patient’'s perspective (Akgoz 2009; Algieoffering health services may provide a
2005).Literature data indicates that existence cbmpetitive advantage and maintain such
consistency between perceptions and objects pdsition, determination, measurement and
patients and nurses plays an important role assessment of patient satisfaction parameters are
ensuring that the individual patient obtains af major importance (Kidak & Aksarayli 2008;
higher benefit from the care given and adheres Ratwardhan & Patwardhan 2008).  Studies
the therapy following his/her discharge from theonducted have indicated that a positive relation
hospital (Akgoz 2009; Algier et al. 2005). exists between patient satisfaction respgcti
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nursing care and satisfaction with hospitahs follows: Points of all questionnaire items
services (Ozer et al. 2009; Jacox et al. 1997; Aéxisting in the scale are added and then
Mailam 2005).Reportedly, the most importantonverted to 100. Namely, final rating is effected
factor that affects the patients’ overallout of 0-100 points. In cases where the total
satisfaction in regard to the hospital services score is 100 points, such situation indicates
their level of satisfaction in terms of nursingearsatisfaction with all aspects of nursing care.
(Ozer et al. 2009; Tzeng et al. 2002). (Geckil et al. 2008).

In a research conducted in Manisa, it has bedpplication of Newcastle Satisfaction with
found out that contentment with hospitaNursing Scales (NSNS) Form:This form has
personnel was influential on overall satisfactiorbeen filled out by employment of face-to-face
It has also been determined that contentmeimterview technique after making necessary
with nurses in particular was more effective oexplanations to the patients.

overall patient satisfaction as compared t

contentment with other hospital ersonneﬁatal Evaluation: Data collected has been
P P éhnalysed by use of SPSS software.

(Onsuz et al. 2008; Pala et al. 2003).This resu
may be related to the fact that inpatients haveEthical Principles: Before commencement of
higher level of communication with the nursesthe study, necessary written permission for the
that they may have an easier access to the nurgesearch has been received from the health
and that they get higher support from the nursésstitution concerned. The study has been
within the hospital. (Onsuz et al. 2008conducted with the participation of inpatients
Chakraborty & Gaeth 1993; Reifel et al. 1997). who agreed to take part.

Our present study has been conducted withla has been determined that the majority of
view to determining the level of satisfaction ofinpatients who have taken part in the study were
patients hospitalized at the oncology clinic ofatisfied with nursing care services received, and
Ata“.”" Unl_versny _Research Hospital W'ththat the level of patients’ overall satisfactiorttwi
nursing services provided. . .

nursing services was 58.67.
Material and Method The patients have stated that the highest level of
Type of Research: This research has beensatisfaction (3.36 points) involved “the respect
undertaken on descriptive basis with a view tehown by the nurses for privacy of the patients”
determining the level of patients’ satisfactionyhereas the lowest level of satisfaction (2.88
with nursing services provided. points) pertained to “the way that the nurses
Research Population and SamplingResearch comforted the relatives and friends of the
population consisted of 90 patients who haVEatients”. It has been found out that factors such

léeen hOSApita"Zde at the %ncologyh ﬁlinic_ OI s age, gender, educational background, marital
rzurum Ataturk University Research Hospita status, level of income, hospitalization duration,

60 patients who volunteered to take part in the , ,
security status, area of residence,

study have been included in the researciPcial _ _
concerned. availability of non-patient companion, etc. of the

patients did not affect their satisfaction in terms

Data Collection Form: In gathering the data, .
%f nursing care.

Personal Information Sheets and Newcast

Satisfaction with Nursing Scales (NSNS) haveg taple 1 indicates, 53.3% of the patients who
been used. Inpatients define their satisfactionyye taken part in the study are female, 53.3%
with various aspects of nursing care by usingag-ekmg to the age group 41-65, 90.0% are
level Likert scale that consists of 19n5ried, 41.7% are illiterate, 60.0% have a
questionnaire items. Scoring that is used t@edium level of income, 96.7% have social
identify the level of satisfaction involves thesecurity, 50.0% reside in rural areas, 90.0% have

following wordings: 1- Not satisfied at all, 2-5 pon-patient companion, and 30.0% have been
Rarely satisfied, 3- Satisfied, 4- Highly satisfiedyqgpitalized for 8-15 days.

5- Fully satisfied. Points rating of scoring is don
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Table 1: Percentage Distribution of Patients’ Defining Cludesistics

Defining Characteristics Number Percentage (%)
Gender Female 32 53.3
Male 28 46.7
Between 18-25 3 5.0
Age Between 26-40 9 15.0
Between 41-65 32 53.3
65 or older 16 26.7
MaritalStatus Married 54 90.0
Single 6 10.0
llliterate 25 41.7
Elementary 23 38.3
Educational background Secondary (high-school) 11 18.3
Associate’s degree - -
Bachelor's degree 1 1.7
Postgraduate-Ph.D. - -
Low 18 30.0
Level of income Medium 36 60.0
High 6 10.0
1-7 days 17 28.3
Hospitalization duration| 8-15 days 18 30.0
16-29 days 12 20.0
1 month or longer 13 21.7
Social Security Available 58 96.7
Not available 2 3.3
Area of residence Urban 30 50.0
Rural 30 50.0
Non-patient companion| Available 54 90.0
Not available 6 10.0
Stay of companion with
inpatient (n=54) Stays all the time 48 88.8
Stays at certain hours 6 11.2
Total 60 100.0
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Table 2. Distribution of Level of Satisfaction withNursing

Level of Satisfaction

Nursing Care Parameters Not satisfied at | Rarely satisfied Satisfied Highly satisfied | Fully satisfied
all
n % N % N % n % %

Amount of time spared for you by the 3 5.0 8 13.3 24 40.0 22 36.7 3 5.0
nurses
Handiness of the nurses in doing their wark 2 3.3 5 8.3 28 46.7 23 38.3 2 3.3
Availability of a nurse at all times in order| 4 6.7 7 11.7 24 40.0 22 36.7 3 5.0
to give care to you
Knowledgeability and cognizance of the 4 6.7 10 16.7 29 48.3 13 21.7 4 6.7
nurses in respect of giving care to you
Nurses appear right away when you call 5 8.3 11 18.3 18 30.0 20 33.3 6 10.0
them
Nurses make you feel at home 4 6.7 13 21.7 21 35.0 18 30.0 4 6.7
Nurses provide sufficient information about 7 11.7 11 18.3 23 38.3 14 23.3 5 8.3
your medical condition and treatment
Nurses frequently check whether you are 8 13.3 13 21.7 21 35.0 13 21.7 5 8.3
okay
Nurses help you adequately 3 5.0 9 15.0 22 36.7 22 36.7 4 6.7
The way that the nurses make explanations 6 10.0 11 18.3 23 38.3 16 26.7 4 6.7
to you
The way that the nurses comfort your 7 11.7 10 16.7 29 48.3 11 18.3 3 5.0
relatives and friends
The attitude of nurses in doing their work 7 11.7 4 6.7 30 50.0 14 23.3 5 8.3
The adequacy of information provided by
the nurses about your condition and therapy 2 3.3 13 21.7 29 48.3 11 18.3 5 8.3
Nurses treat you like an important person| 5 8.3 10 16.7 27 45.0 13 21.7 5 8.3
The way that the nurses listen to your 5 8.3 13 21.7 24 40.0 15 25.0 3 5.0
concerns and fears
Extent of liberty allowed to you in the 7 11.7 10 16.7 24 40.0 16 26.7 3 5.0
clinic
Nurses respond voluntarily/willingly to 6 10.0 9 15.0 24 40.0 16 26.7 5 8.3
your requests concerning your care and
treatment
Nurses show respect for your privacy 2 3.3 5 8.3 28 46.7 19 31.7 6 10.0
Nurses are aware of your needs in respe¢t 7 11.7 7 11.7 27 45.0 15 25.0 4 6.7
of your care and treatment
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Table 3. Distribution of Nursing Satisfaction Leves in Terms of Average Point

Nursing Satisfaction
Level
Nursing Care Parameters
Mean SD
Amount of time spared for you by the nurses 3.23 920.
Handiness of the nurses in doing their work 3.30 0.80
Availability of a nurse at all times in order tosgicare to you 3.21 0.95
Knowledgeability and cognizance of the nurses épeet of giving care 3.05 0.96
to you
Nurses appear right away when you call them 3.18 111
Nurses make you feel at home 3.08 1.02
Nurses provide sufficient information about yourdieal condition and 2.98 111
treatment
Nurses frequently check whether you are okay 2.90 1.14
Nurses help you adequately 3.25 0.96
The way that the nurses make explanations to you 3.01 1.06
The way that the nurses comfort your relativesfardds 2.88 1.00
The attitude of nurses in doing their work 3.10 1.05
The adequacy of information provided by the nuedssut your condition ~ 3.06 0.93
and therapy
Nurses treat you like an important person 3.05 1.03
The way that the nurses listen to your concernseans 2.96 1.00
Extent of liberty allowed to you in the clinic 2.96 1.05
Nurses respond voluntarily/willingly to your regteesoncerning your
care and treatment 3.08 1.07
Nurses show respect for your privacy 3.36 0.90
Nurses are aware of your needs in respect of yamerand treatment 3.03 1.05
Nursing Satisfaction Level Score (evaluated over @nhundred)
Discussion a wide spectrum based on the point of view of

: - individual patients is considered important in
A 0
s the foregoing table indicates, 53.3% of th erms of improving service quality and offering

patients who have taken part in the study a’gore qualified services in line with expectations

female, 53.3% belong to the age group 41-6 - ) :
41.7% are illiterate, 90.0% have a non-patie f the patients (Akgoz et al. 2017; Staniszewska

companion, and 30.0% have been hospitalizedAhmed 1999).
for 8-15 days. When the answers given by thiurses, as compared to professionals of any
patients to the Newcastle nursing satisfactioother medical discipline, spend a longer amount
scale were examinedt is seen that the patientsof time with hospitalized patients, wherefore
are satisfied with the nursing they receivehave a serious influence on the patients’
especially the "respect that the nurses show @iognizance as to their own hospital experiences
private". (Akgoz 2009; Karaman Ozlu 2006; Lange &
. . _ ellen 2008). This is undeniably true because
The most important Qet_er_mlnant O.f the quality 0gursing is a round-the-clock service (Akgoz
nursing care is the individual patient (Akgoz 65009; Karaman Ozlu 2006; Uyer 2000).For this

al. 2017; Ovayolu & Bahar 2006; Kidak & : : :
’ . ' . > reason, the relationship between the patient and
Aksarayl 2008). Evaluation of health services iNhe nurse is a Iz)ngerlpand Vr\:wre natuprall one in
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comparison with the case of other healtlwith nursing services received was at a medium
personnel (Akgoz 2009; Karaman Ozlu 2006). level, and that factors such as age, gender,

It is oxressed tat many of e researdficatons ackground, martal tats, evel o
concerning educational background of the ' P : y

patients involved inconsistent results. Accordin%tatus’ area of residence, availability of non-

o some stcie,eveof edcaton was found g, OTPAEN lc. o e patents i o
to affect patient satisfaction, while som 9 '

between the level of educational background angos ! , . .
rovided in-service, in-house and on-the-job

patient satisfaction. Nevertheless, in conclusiorﬁ)

it is stated that patient satisfaction gets highét;ammgs in the fields of “patient satisfaction

commensurately with the level of education. oﬁ’lnodsefaczogiegg:fnngarr)é[r']er:mssr:';fadt')%n ' fr‘]r;%e
the other hand, statistically no significan y 9

difference has been observed (Onsuz et al. zoogfcordlngly.
In our study; it is seen that there was ng is expressed that many of the research

significant relationship between age, gendeponcernlng educational ‘background of —the

education, marital status, income status, Iengtha%?t'ents involved inconsistent results. According

a

stay, social security status, area of residence dszr;;:;tUd':tsiérlﬁveég;;:zgggon Vv\\,lﬁﬁefousnodmlm
attendance, and responses to Newcastle Nursn? P ’

Satisfaction Scale questions, patients do n§ gested that there was a positive correlation
affect their nursing satisfaction in such situagion etween the level of educational background and

patient satisfaction. Nevertheless, in conclusion,
The consept of patient satisfaction focuses on tliteis stated that patient satisfaction gets higher
assessment of the quality of the clinicatommensurately with the level of education. On
interaction between patient and healthcahe other hand, statistically no significant
processes in care facilities (Chari et al. 2016; Ddgifference has been observed (Onsuz et al. 2008).

Silva & Valentine 2000). Various studies have shown that informing the
Interest in measuring satisfaction with healtlpatient has a positive impact on patient
care has grown considerably in recent yearsatisfaction. This leads to the conclusion that
patient satisfaction has been used as an indicaguccess of the treatment would be higher in the
to measure the quality of health care provided lyase of patients with high satisfaction (Onsuz et
nurses, especially in attempts to demonstrate the 2008; Joos et al. 1993)
benefits of changes in nursing practice (Akin
Erdogan 2007; Walsh & Walsh 1999).

roglu, R., Sendir, M., Kaya, H., Sosyal, E.

Data obtained as a result of the asses_smeoncﬁzoon. The Effect of Individualized ~ Nursing
patient satisfaction may provide considerable care on the Patient Satisfaction and Quality of
evidence in terms of care orientation and |jfe. Istanbul University Florence
improvement of service quality (Yilmaz 2001; Nightingale Journal of Nursing. 15(59): 61-67.
Uzun 2003).Apart from that, patient satisfactiomgustin, C., Singh, J. (2005). Curvilinear Effects
measurements may be used for the purpose of Consumer Loyalty Determinants in Relational
evaluating performance of the nurses (Geckil et Exchanges. Journal of Marketing Research. XLII:

al. 2008; Akbayrak 1999; Varinli & Cakir 2004).  96-108 _ _
Akbayrak, N. (1999). Qality and nursing. Jourafl

Various studies have shown that informing the Anatolia Nursing and Health Sciences. 2(2): 34-
patient has a positive impact on patient 41.

satisfaction. This leads to the conclusion thatkgoz, N., Aslan, A, Ozyurek, P. (2017).
success of the treatment would be higher in the Investigation of the Neurosurgery Patients’
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