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Abstract

Purpose: The study was conducted to assess day surgery
patients’ satisfaction levels with nursing care.

Materials and Methods: The study used a descriptive and
cross-sectional design and was carried out through face-to-
face interviews between January and March 2016 with 98
patients who were hospitalized in the day surgery unit of a
university hospital, who were 18 years or older, spoke
Turkish and were able to comprehend and answer the
questions, and volunteered to take part in the study. A
personal questionnaire containing questions about the
patients' descriptive characteristics, and the Newcastle
Satisfaction with Nursing Scales (NSNS), adapted into
Turkish by Uzun, were used to collect the data.

Results: The patients’ mean age in the study was
46.2114.5 and 56.1% of them were women.

The mean score of the Experience of Nursing Care Scale
(ENCS) applied to the patients was 84.4118.1 and the
Satisfaction with Nursing Care Scale’s (SNCS) mean score
was 82.4119.2. The satisfaction level in surgical clinic
patients was high in a statistically significant manner
(p<.001)._There was a positive statistically significant
correlation and between mean scores of the patients in
ENCS and SNCS (p<.001; r=.346). The scores of the
scales range from 0 to 100 points. A total score of 100
points indicate the highest satisfaction with all aspects of
nursing care.

Conclusion: It was determined that the patients' nursing
care experience and nursing care satisfaction scores were
high, and as the care experience total score increased, the
nursing care satisfaction score increased.

Keywords:. Patient satisfaction, nursing care, nursing care
quality

Oz
Amag: Calisma; giintibirlik cerrahi servis hastalarinin
hemsirelik ~ bakimindan ~ memnuniyet  diizeylerini

degerlendirmek amaciyla yapilmustir.

Gereg¢ ve Yontem: Tammlayici-kesitsel tipte yapilan
aragtirma, Ocak-Mart 2016 tarihleri arasinda, bir Gniversite
hastanesinin giiniibirlik cerrahi klinigine yatan, 18 yas ve
tizeri, Tirkce bilen, sorulart anlayip cevaplayabilen ve
calismaya katilmaya goniilli olan 98 hasta ile yiiz-ylize
gbriisme yontemi ile yapilmustir. Veriler, tanitict 6zellikler
ile ilgili sorular iceren kisisel anket formu ve Uzun
tarafindan Tirkge'ye uyarlanmis Newcastle Hemsirelikten
Memnuniyet Olgegi kullanilarak toplanmistir.

Bulgular: Hastalarin yag ortalamast 46,2114,5 olup
%56,1’1 kadindir. Hastalara uygulanan Hemsirelik Bakimi
ile Tlgili Yasananlar Olcegi (HBYO) puan ortalamast
84,4%18,1, Hemsirelik Bakimindan Memnuniyet Olgegi
(HBMO) puan ortalamast 82,4+19,2 bulunmustur. Cerrahi
klinik hastalarinda memnuniyet diizeyinin istatistiksel
olarak anlamli sekilde yiiksek oldugu saptanmustir (p<.001).
Hastalarin HBYO ile HBMO puan ortalamalart arasinda
poritif yonde anlaml iliski belitlenmistir (p<.001, 7=.346).
Olgeklerden alinan puanlar 0 ile 100 puan arasinda
degismektedir. Toplam 100 puan, hemsirelik bakiminin
tim yonlerinden en yiiksek memnuniyeti gosterir.

Sonug: Hastalarin  hemsirelik  bakim  deneyimi  ve
hemsirelik bakimi memnuniyet puanlarinin ytiksek oldugu,
bakim deneyimi toplam puant artttk¢a hemsirelik bakimi
memnuniyet puaninin arttig1 belirlendi.

Anahtar kelimeler: Hasta memnuniyeti, hemsirelik
bakimi, hemsgirelik bakim kalitesi.

Yazisma Adresi/Address for Correspondence: Dr. Derya Gezer, Cukurova University Faculty of Medicine, Department
of General Surgery, Adana, Turkey E-Mail: deryasahhin@hotmail.com
Gelig tarihi/Received: 13.03.2021 Kabul tarihi/Accepted: 15.04.2021 Cevrimici yayin/Published online: 20.05.2021



https://orcid.org/0000-0003-4576-2204
https://orcid.org/0000-0002-8893-9391

Gezer and Arslan

INTRODUCTION

Day surgery is an arising technique of ambulatory
surgical procedure that provides both high-quality
care and financial advantage. The practice of day
surgery is expanding and quickly rising internationally
as a result of developments in technology and new
treatment alternatives.

Today, patient satisfaction in nutrsing care is
becoming an increasingly significant aspect in the
evaluation of health services in the clinic. Immediate
consumption of health services as they are produced
makes it difficult to measure the quality of this
service’. The definition of patient satisfaction is "the
level at which individual values and needs of the
patient are met and the basic criteria that indicates the
quality of the catre given". As a measute of health care
quality, patient satisfaction has taken a significant role
in developed countries in recent years®. Data
obtained through assessment of patient satisfaction
are important in improving the quality of care and
service. Personality, perception, motivation, attitudes,
expectations,  social  class,  culture, family
relationships, age, degrees, social security, gender,
and levels of education are factors that affect
satisfaction®. In addition to these, service capacity
where patients were treated, primary nursing care,
diagnosis of disease, duration of hospitalization, and
the hospital’s physical resources, organizational
management and previous expetiences of patients are
other important elements®. Satisfaction with nursing
care given to patients during their hospitalization is
the most significant factor in assessing patient
satisfaction with health care services overall.
Satisfaction with nursing care was first defined by
Risser in 1975 as "harmony of ideal nursing care and
nursing care that the patient actually received"”S.

Today, the use of day surgery in various fields seems
to be widespread and applied at increasing rates. Day
surgery is defined as an approach based on the
surgical procedure applied to the patient, requiring no
hospitalization and recommending discharge on the
same day. Care needs of day surgery patients may
differ from the needs of other surgical patients who
are hospitalized®. Same-day discharge of patients
following a surgery has led to a change in the needs
of the patient as compared to patients who are longer
hospitalized; information, psychological preparation,
complication and sign management need to be
propetly managed for patients to fulfill the discharge
criteria!®. Preoperative assessment is frequently done
by the nursing staff; nonetheless, developments in
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day surgery have resulted in changes in nursing care
and in decreased contact between the nurse and the
patient during the acute phase!!l. Several of the recent
nursing roles commonly contain a variety of
responsibilities and skills to obtain effectivity!.

Therefore, the brief interaction between the nutse
and the patient integral in every phase of the surgical
process for its timely delivery and information
provision, is essential to the role of the modern
nurse?. The professional attitude of nurses is greatly
influencing the satisfaction and separation of patients
from the hospital. In this study, we aimed to evaluate
the level of satisfaction with nursing care of patients
undergoing day surgery.

MATERIALS AND METHODS

The descriptive and cross-sectional research design
was used in the study. The universe of the study
composed of patients who were admitted to the Day
Surgery Unit of Cukurova University Balcali Hospital
between January and March 2016 and study sample
was composed of 98 patients who were 18 years or
older, who spoke Turkish and were able to
comprehend and answer the questions, and who
volunteered to take part in the study. The study
received ethical approval by Balcali Hospital,
Cukurova University (Date: 27/11/2015, Number:
45868485-900 / 97360). To obtain verbal consent of
the patients, all participants were notified of the
purpose of the study, ensured that the information
collected would be used solely for scientific purposes,
and that the information would be confidential and
only shared with the researchers involved. The study
was conducted in accordance with the principles of
the Declaration of Helsinki.

Data collection

Personal information form and the NSNS
(Newcastle Satisfaction with Nursing Scale) were
used to collect the data. Day surgery units' are defined
as an approach based on the surgical procedure
applied to the patient, requiring no hospitalization
and recommending discharge on the same day. To
administer the questionnaires, the researcher
conducted face-to-face interviews in the patients’
rooms and the interviews lasted for approximately 15
minutes.

Personal information form

After a literature search, the authors created the form
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which comprises of seven items, including age,
gender, marital status, educational level, previous
hospital experience, and impression of the hospital
and the attending clinic>%12,

Newcastle Satisfaction with Nursing Scale
(NSNS)

The Experiences of Nursing Care Scale (ENCS) and
Satisfaction with Nursing Care Scale (SNCS) are used
in combination to perform holistic evaluation of
overall nursing quality. The NSNS used to assess the
nursing care quality in the hospital was developed by
Thomas and his colleagues in 1995 to evaluate
perceptions of nursing care of 150 patients
hospitalized in surgery and internal medicine clinics
in a hospital in England, as good or bad, using
individual and group-based interview techniques!'3. In
2003, Uzun tested the scale for validity and reliability
in the Turkish population with 280 patients®. The
ENCS comprises 26 items rated on a Likert-type 7-
point scale. The scores of the scale range from 0 to
100 points. A total score of 100 points indicates the
highest satisfaction level with nursing care. SNCS
comprises 19 items rated on a Likert-type 5-point
scale. The scores of the scale range from 0 to 100
points. A total score of 100 points indicate
satisfaction with all aspects of nursing care®.

Statistical analysis

Data were collected and analyzed by SPSS version 16
(SPSS, Chicago, 1L, USA). Descriptive statistical
methods (mean, frequency, percent,) and to analyze
for two independent groups t-test and for more than
two independent groups analysis of variance
(ANOVA) were wused. Correlation between
parameters was tested by Pearson correlation test.
Kolmogorov-Smirnov test assessed normality of
quantitative data distribution.

For the determination of the difference, for multi-
group data, the Bonferroni corrected Dunn test was
used in the multiple comparison tests. In analyzing
the differences between groups, there are expressions
such as "[1-2,3]" in paired compatisons in variables
that show a significant difference for three or more
groups. [1-2,3] The meaning of this statement is that
there are significant differences between 1 and 2 and
between 1 and 3 seperately. The Cronbach’s alpha
coefficients of 0.75 for ENCS and 0.97 for SNCS
were used. In this study, p-value <0.05 was
considered significant.
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RESULTS

When the socio-demographic characteristics of the
patients' were examined, mean age was 460.2114.5
years (range 18-73). Of the study patients, 56.1 %
were females, 79.6% were married, 31.6% were
secondary school graduates, 83.7% had previous
hospital experience, 75.5% had good experiences,
and 70.4% were admitted to the internal medicine
ward (Table 1).

Table 1. Descriptive features of the patients (n = 229)

Variable
Mean age: years (SD) 46.2 (14.5)
Gender n %
Male 43 43.9
Female 55 56.1
Marital Status
Married 78 79.6
Single 20 20.4
Education
Illiterate 6 6.1
Literate 9 9.2
Primary 24 24.5
Secondary 31 31.6
University 28 28.6
History of hospitalization
Yes 82 83.7
No 16 16.3
Experience
No 11 11.2
Good 74 75.5
Middle 9 9.2
Bad 4 4.1
Ward
Medical 69 70.4
Surgical 15 15.3
Radiology 8 8.2
Dentistry 6 6.1

SD, standard deviation

Table 2. The mean scores in ENCS* and SNCS**

Scale Mean = SD
ENCS 84.4118.1
SNCS 82.4+19.2

SD, standard deviation; * Experience of Nursing Care Scale; **
Satisfaction with Nursing Care Scale

The mean score in ENCS was 84.4 £ 18.1 points and
the mean score in SNCS was 82.4£19.2 points (Table
2). There was no significant relationship between
gender, marital status, educational status, hospital
experience, impressions, and the mean scores in
ENCS and SNCS (p > .05). There was a significant
relationship between the attending clinic and the
mean scores in ENCS and SNCS (p <.001) (Table 3).
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When the differences were analyzed, it was
discovered that the surgical patients' mean ENCS and
SNCS scores were higher. Moreover, the mean
ENCS and SNCS scores of Radiology patients are

lower. There was a positive correlation between mean
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scores of the patients in ENCS and SNCS (p <.001;
r = .3406). The mean score in ENCS increased with
increasing mean score in SNCS. No significant
relationship between age and scores of satisfaction
with nursing care was found (Table 4).

Table 3. Patient characteristics and satisfaction

Experience of Nursing Care Scale Satisfaction with Nursing Care Scale
Variable Mean Test P Difference | Mean £SD | Test p Difference
+SD statistics statistics
Gender
Male 85.2+21.0 | t=0.383 0.702 82.2%16.8 | t=0.846 0.400
Female 83.7+15.7 79.4+154
Marital Status
Married 84.4+19.5 | t=0.025 0.980 80.2£16.9 | t=-0.527 | 0.599
Single 84.3+11.6 82.3+12.2
Education
Tlliterate 83.8+124 | F=2.021 | 0.098 80.8£15.3 | F=0.576 0.681
Literate 99.5435.3 85.21+14.9
Primary 81.9+14.4 82.0+15.0
Secondary 85.1+19.9 77.3+17.9
University 80.9+8.7 81.6%15.6
History of hospitalization
Yes 85.8+18.6 | t=1.748 0.084 80.8+16.3 | 79.5£15.3 | 0.768
No 77.2%13.6 79.5+15.3
Experience
No 78.4%+13.5 | F=0.668 | 0.574 79.2+13.6 | F=1.053 0.373
Good 85.7+19.6 80.9+16.2
Middle 82.9+10.1 85.3£14.0
Bad 79.0£13.5 68.5122.9
Ward
Medical® 86.2+16.4 | F=3.265 | 0.025" 82.0+13.6 | F=14.182 | 0.001**
Surgical® 88.0+16.7 [2-1,3,4] 87.4+11.3 [2-1,3,4]
Radyology® | 88.0+16.7 [3-1,24] 51.5£16.0 [3-1,2,4]
Dentistry® 76.1+8.5 86.0+14.0

* Analyze for two independent groups with normal distribution “Independent Sample-t” test (t-table); and for more than two independent
groups analysis of variance (F-table) were used.
The meaning of the statements [2-1,3,4] and [3-1,2,4] is that there are significant difference between group 2 and groups 1,3 and 4, and
between group 3 and groups 1,2 and 4.
Significance levels: p< 0.05. ™ p < 0.001 SD, standard deviation.

Table 4. Comparison between individual variables and mean scores in ENCS and SNCS

Variable ENCS* SNCS**
Age

r 0.073 0.043

p 0.474 0.672
ENCS

r R 346

p -— 0.001*

*Correlation relation is significant at p< 0.001, r:Pearson correlation test * Experience of Nursing Care Scale ** Satisfaction with Nursing

Care Scale
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DISCUSSION

The research aimed to investigate the patients’
satisfaction with nursing care and their experiences of
the care. This study was conducted to assess patient
satisfaction based on the patients’ opinions and
perceptions regarding nursing care and quality of
nursing care in day surgery. The study found that
patient satisfaction with nursing care is above
average. In both the original version, and in the
Turkish version of the NSNS, the mean satisfaction
score was assessed between 0-100 points’!3.
Therefore, when the score was closer to 100 points,
the level of satisfaction was assessed as a higher score.
The findings of this study, as well as the findings of
other studies conducted in Turkey indicated that the
level of satisfaction was above moderate (0—100)!4+19,
Patients have also demonstrated high levels of
satisfaction with nursing care in the literature®14.20-28,
Patient satisfaction is an important indicator of the
quality in health care services. These results allow us
to suggest that the nursing care quality is high.

The study also investigated the effects of certain
socio-demographic factors on the assessment of
nursing care including age, gender, marital status,
education, previous hospital experiences, impression
of the hospital and the attending clinic.

The mean score of satisfaction with nursing care did
not change according to age. The studies have
reported variable results in terms of statistical
significance of the relationship between age and
satisfaction. Literature reporting findings parallel to
those in the current study also indicate that age did
not affect the satisfaction of patients?262%3%0, In
contrast to our findings, other studies reported more
satisfied in elderly patients!62331,

When satisfaction scores are evaluated by gender,
males seem to have a higher level of satisfaction than
females, although no significant difference was
observed between the groups. The studies in the
literature have reported variable results. Though
there are similar reports in literature!>3132, there atre
also studies that reported results contradicting our
findings®182328, For example, Wojnicka et al., Kol et
al,, and Findik et al. found a higher satisfaction level
among males®1>23 and the study by Alhusban et al.
reported higher level of satisfaction among females?®.
As can be seen, studies have reported different results
regarding the level of satisfaction by gender. An
explanation for this discrepancy may be due to the
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study groups' cultural, social, and characteristic
differences.

No significant change was observed in the patients'
satisfaction levels according to their marital status.
Parallel to our findings, no significant relationship
between satisfaction level and marital status was
observed in the studies!>2930,

A statistically significant relationship was not
observed between educational status and the
satisfaction level, which is consistent with the
findings in these studies'>152130. Other studies
reported educational status to affect the level of
satisfaction!416:31,

Previous hospital experiences of the patients did not
affect their satisfaction with nursing care. These
findings were consistent with  those in
literature!6183033 however; there is a study reporting
contrasting results’.

Patients left with good impressions in the past had
higher scores of satisfaction with nursing care and
patients left with poor impressions in the past
achieved modest scores of satisfaction with nursing
care; however, there was no statistically significant
relationship between hospital impressions in the past
and the level of satisfaction with nursing care. This
finding is similar to that reported in the study®. It can
be suggested that past positive hospital impressions
have favorable effects on hospital selection and level
of satisfaction.

The analysis of the relationship between the
satisfaction level and the clinic attended indicates a
statistically ~ significant  relationship. ~ Patients
hospitalized in surgical clinics gave higher scores of
satisfaction than patient hospitalized in the other
clinics, and the difference was statistically significant.
There are similar reports in literature?>2>3%34, Since
surgical interventions cause many physiological and
psychological changes in the human body, patients
need quality nursing care in this process. The quality
of nursing care is directly related to how the given
care service is perceived by the setvice recipients3.
The higher level of satisfaction in surgical clinics
could be due to more tangible treatment results
obtained. However, there are studies reporting a
higher level of satisfaction in branches of internal
medicine>%13, and gynaecological patients had higher
satisfaction levels than medical/surgical patients?'-25.

A positive correlation between the scores in ECNS
and SCNS was observed. Patient satisfaction with
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nursing care increased with increasing scores of
patients in the ENCS. Similarly, a validity study of the
NSNS conducted in some literature also found a
positive correlation between the scales®. It is
understood that patients have a holistic approach to
nursing care.

Six characteristics of patients and their satisfaction
with nursing care were evaluated in the study;
however, other characteristics affecting satisfaction
were not evaluated. This might be a limitation that
made it difficult to understand the effects of patient
characteristics on satisfaction. Even though the
sample size was large enough to run a statistical
analysis, the patients in this study were recruited from
only one university hospital. Generalizability may be
limited to similar characteristics of the study
population and may not extend to all patient
experiencing day surgery. The consecutive sampling
scheme which recruits all accessible patients during a
certain period of time does not constitute a random
unbiased sample. It is possible that some bias in
sampling occurred and affected study findings. There
may also be variations in patient’s reported needs and
satisfaction depending upon other factors such as
time of the year, relationship with the surgeon and
center. In addition, individual and disease-related
characteristics might differ based on type of hospital.
Thus, further studies from diverse centers or
hospitals might be helpful to see if differences
emerge. Finally, future studies using qualitative
methodologies are recommended to investigate in-
depth patient’s experiences and perspectives on day
surgery.

This study was conducted to assess the satisfaction
with nursing care of day surgery patients; health care
services provided, the patients’ relationship with
these services, and sufficiency and consistency of
these services were all considered in this evaluation.
This information is important in receiving feedback
and improving nursing care in these units. The results
of this research demonstrated that the patients in the
day surgery units had high satisfaction levels with the
nursing services. This study can be further enhanced
by pinpointing the causes of patient dissatisfaction
and then addressing these problems by increasing the
awareness of nurses via educational workshops,
which will increase the nursing care quality provided
in the day surgery units. Finally, the research might
contribute to other studies carried out in day surgery
unit, which offer nursing services in a brief period
and, thus, neglect the satisfaction of patients with
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nursing services.
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