Volume 2, Issue 1, April 2025, p. 15-27 E-ISSN 3062-7117

INTERNATIONAL JOURNAL OF
PATIENT SAFETY AND QUALITY

https://e-journal.unair.ac.id/IJPSQ

Original Research

NURSING CARE QUALITY WITH PATIENT SATISFACTION

Dwi Yunita Haryanti ©°, Dian Ratna Elmaghfuroh
Faculty of Health Science, University of Muhammadiyah Jember, Jember, East Java, Indonesia
*E-mail: dwiyunita@unmuhjember.ac.id

Abstract

Background

The community satisfaction index has decreased compared to the previous year, along with a decline in
patient satisfaction. This reflects a growing public dissatisfaction with the services provided. The purpose
of this study was to prove the effect of nursing care quality on patient satisfaction.

Methods

This study employed an analytic observational design with a cross-sectional approach. The research was
conducted in February 2024 and involved all inpatients at four health clinics as the study population. A total
of 125 respondents were selected using a cluster sampling technique. The majority of respondents were
adults, predominantly female, and undergoing their first visit to the clinic. The primary variables in this
study were the quality of nursing care and patient satisfaction. The Perceptions of the Quality Nursing Care
Scale was used to assess nursing care quality, while the Patient Satisfaction with Nursing Care Quality
Questionnaire was employed to measure patient satisfaction. The instruments demonstrated significant
validity (p <0.05), and reliability testing using Cronbach's Alpha yielded a value of 0.89. Data were analyzed
using multiple linear regression.

Results

The results of the regression analysis showed that the calculated F-value was 666.4, with a significance
value of 0.000. This indicates a statistically significant effect of nursing care quality variables on patient
satisfaction when considered simultaneously. The coefficient of determination (R2) was 0.901, indicating
that 90% of the variation in patient satisfaction can be explained by the combined influence of the variables:
interpersonal care, efficiency, comfort, information, environment, and competence. The remaining 10% is
attributed to other factors not examined in this study.

Conclusion

The findings indicate that nursing care quality significantly influences patient satisfaction. Among the
variables assessed, nurse competence emerged as the most dominant factor. This includes indicators such
as cognitive abilities, clinical skills, and the capacity to communicate effectively and assertively. Enhancing
patient satisfaction can be more readily achieved when the quality of nursing services is consistently
maintained and patient safety is prioritized as a fundamental aspect of care delivery.
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INTRODUCTION

Patient satisfaction during hospitalization encompasses various aspects of healthcare,
including the professionalism of healthcare providers, the technology utilized, the overall
quality of services, and the standard of nursing care received (Padma & Bhattacharjee, 2021).
Patient satisfaction during hospitalization encompasses various aspects of healthcare, including
the professionalism of healthcare providers, the technology utilized, the overall quality of
services, and the standard of nursing care received (Aiken et al., 2021). Patient satisfaction
with nursing care is essential for maintaining trust, particularly in relation to healthcare costs.
A lack of satisfaction may lead to a decline in the patient’s health condition, prolonged hospital
stays, and consequently, increased hospitalization expenses (Brooks et al., 2021).

The balance between patient satisfaction and the quality of nursing care provided is an
important thing to consider because it has an impact on the patient's health status, safety and
health in the long term (Liu et al., 2021). Increasing competition within the healthcare industry,
along with rising living standards, has positively influenced the improvement of healthcare
service quality. The provision of high-quality care has become a primary consideration for
patients when selecting healthcare facilities (Chen et al., 2022). The most important
competitive advantage for health service providers is to provide quality services (Hannawa et
al., 2022). Quality of care is receiving increased attention at the international level in the
context of achieving the Sustainable Development Goals (SDGs) which include universal
health, including financial risk protection, access to quality essential health services, and access
to quality and affordable essential medicines andvaccines for all (World Health Organization,
2018).

The patient satisfaction target based on national indicators of clinical health service
quality is >76.61 (Regulation of Indonesian Ministry of Health No. 30, 2022). Based on data
from the Jember District Health Office's Health Center Performance Assessment Report in
2022, there was a 2% decrease in the community satisfaction index from the previous year as
well as a 1% decrease in the patient satisfaction index. This requires further evaluation and
assessment of the causes of the decline.

Research conducted at Sina Hospital states that 80% of patients are dissatisfied with the
nursing care provided. This dissatisfaction stems from poor communication between nurses
and the patients receiving treatment (Lotfi et al., 2019). In a global context, where science,
technology and information are within the reach of many people, professions, and especially

nursing, are faced with the need to improve their work with the aim of guaranteeing quality
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care. Ever-evolving health technologies are certain to increase the costs of the health sector and
people's expectations of the services offered. Nevertheless, research shows that there are
deficiencies in the quality of care and patient safety, which involve adverse events and greatly
affect the image of healthcare organizations (Yan et al., 2022).

Despite the quality deficit, the level of patient satisfaction with the nursing care received
was high. These results suggest that the institution needs to focus its objectives on a system of
continuous evaluation of the quality of care, aiming to meet patient expectations (Freitas et al.,
2014). Patients expressed high levels of satisfaction with the attention and care provided by
nurses, with 63.9% describing the nursing care they received as 'very good' (Karaca & Durna,
2019). This presents a challenge for nurses to improve the quality of care in order to enhance
patient satisfaction. Although the overall satisfaction level among hospitalized patients is
relatively high, satisfaction specifically with nursing care remains comparatively low. This
disparity is influenced by patients' sociodemographic factors and an inadequate nurse-to-
patient ratio in healthcare facilities (Yan et al., 2022).

Increased competition in every field today also affects the healthcare industry. The most
important competitive advantage of healthcare providers is to provide quality healthcare
services. The need to improve quality of healthcare services has been identified through health-
related information and technological developments, changing expectations and opinions about
healthcare, increased involvement of individuals in their healthcare and increasing costs and
competitiveness in the healthcare sector (Zhang et al., 2020).

Exploring data on patient perceptions of nursing care quality is a key approach to
assessing patient satisfaction. This process enables healthcare facilities to evaluate the quality
of services provided, understand patient expectations, and measure satisfaction levels. To
support this, a well-designed assessment instrument that accurately captures the factors
influencing patient satisfaction is essential for enhancing the quality of nursing services
(Saputra, 2021).

Based on the background of the issues outlined above and findings from previous
research, this study aims to examine the influence of various components of nursing care
quality on patient satisfaction among hospitalized patients at Pratama Clinics in Jember
Regency.

RESEARCH METHOD
Research design

The type of research used was analytic observational research with cross sectional
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design quantitative survey.
Samples

The population was all inpatients with a sample taken as many as 125 patients from 4
private clinics in Sumbersari sub-district, Jember district with cluster sampling technique.
Instruments

The variables in this study include nursing care quality as the independent variable—
comprising six components: interpersonal care, efficiency, comfort, information, environment,
and competence—and patient satisfaction as the dependent variable. The instrument used to
measure nursing care quality is the Perceptions of the Quality Nursing Care Scale (PQNCS),
while patient satisfaction is assessed using the Patient Satisfaction with Nursing Care Quality
Questionnaire (PSNCQQ). In this study, scores for each questionnaire were obtained by
summing the Likert scale responses for all items, then converting the total into percentage-
based categories. The PQNCS consists of 20 items rated on a 5-point Likert scale (1 = Strongly
Disagree to 5 = Strongly Agree), yielding a possible score range of 20—100, categorized as
follows: 81-100 = Very Good Perception, 61-80 = Good Perception, 41-60 = Moderate
Perception, and <40 = Poor Perception. The PSNCQQ includes 15 items, also rated on a 5-
point Likert scale (1 = Very Dissatisfied to 5 = Very Satisfied), with a total score range of 15—
75, categorized as follows: 61-75 = Very Satisfied, 46—60 = Satisfied, 31-45 = Fair, and <30
= Dissatisfied.

Validity was tested using Pearson Product Moment Correlation between item score and
total score (item-total correlation). An item is considered valid if r > 0.30 and p <0.05. PQNCS:
All 20 items were valid with r values ranging from 0.421 to 0.782, all p-values < 0.001.
PSNCQQ: All 15 items were valid with r values ranging from 0.398 to 0.765, all p-values <
0.001.

Reliability was tested using Cronbach’s Alpha to assess internal consistency. A value >
0.70 indicates acceptable reliability. PQNCS: Cronbach’s Alpha = 0.894, indicating very high
reliability. PSNCQQ: Cronbach’s Alpha = 0.912, indicating excellent reliability.

Procedures

The procedures carried out in this study are preparing the instrument, taking care of
research permits from educational institutions and health care facilities (clinics), apply for and
obtain ethical approval from the Health Research Ethics Committee, prepare an informed
consent sheet and explain the purpose and rights of participants to respondents before filling

out the questionnaire, data collection, data processing and analysis.
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Statistics

Statistical analyses included descriptive analysis to determine the frequency
distribution of demographic data and multiple linear regression analysis to test the research
hypothesis.
Ethical considerations

This research has received ethical clearance through ethical review with number
0030/KEPK/FIKES/XI11/2024.

RESULT

The characteristics of respondents mostly came from the adult age group (26-35 years)
as many as 66 people (52.8%) and a small portion aged 5-11 years as many as 3 people (2.4%).
Gender characteristics were dominated by 86 women (68.8%) and 39 men (31.2%). The
number of visits showed that most of them were the first visit as many as 76 people (60.8%),
the second visit as many as 33 people (26.4%), the third visit as many as 9 people (7.2%) and
those who were >4 visits were 7 people (5.6%), as shown in the following table:

Table 1: Characteristics of Respondents

Characteristics Number Percentage (%)
Gender
Male 39 31.2
Female 86 68.8
Age
5-11 2.4 3
12-25 24 30
26-35 52.8 66
46-65 20.8 26
Occupation
Farm laborer 4 3.2
Teacher 1 0.8
House wife 68 54.4
Student 12 9.6
Civil servant 4 3.2
Retired 1 0.8
Self 28 22.4
employed
Nurse 2 1.6
Farmer 5 4
Visit to
1 76 60.8
2 33 26.4
3 9 7.2
4 2 1.6
5 2 1.6
7 1 0.8
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10 1 0.8
11 1 0.8
Table 2. Summary of Regression Analysis
Variables Coefisien t Sig Conclussion

Interpersonal care 0.393 17.96 0.000 Significant
Efficiency 0.136 4.71 0.003 Significant
Amenity 0.189 6.59 0.004 Significant
Information 0.208 9.95 0.001 Significant
Environment 0.168 8.22 0.002 Significant
Competence 0.153 7.51 0.000 Significant
F 666.4
Sig 0.000
R 97.1

The t test results show that the interpersonal care variable has a significance value of
less than 0.05 (0.000) and the calculated t value is greater than the t table 1.980 (17.96>1.980)
so it can be concluded that there is an influence of the interpersonal care variable on patient
satisfaction. The efficiency variable has a significance value of less than 0.05 (0.003) and the
calculated t value is greater than the t table 1.980 (4.71>1.980) so it can be concluded that there
is an effect of the efficiency variable on patient satisfaction. The Amenity variable has a
significance value of less than 0.05 (0.004) and the calculated t value is greater than the t table
1.980 (6.59>1.980) so it can be concluded that there is an influence of the comfort variable on
patient satisfaction. The information variable has a significance value of less than 0.05 (0.001)
and the calculated t value is greater than the t table 1.980 (9.95>1.980) so it can be concluded
that there is an influence of the information variable on patient satisfaction. The environmental
variable has a significance value of less than 0.05 (0.002) and the calculated t value is greater
than t table 1.980 (8.22>1.980) so it can be concluded that there is an effect of environmental
variables on patient satisfaction. The competency variable has a significance value of less than
0.05 (0.000) and the calculated t value is greater than t table 1.980 (7.51>1.980) so it can be
concluded that there is an effect of interpersonal care variables on patient satisfaction.

Based on the results of regression analysis, it can be concluded that the calculated F
value is 666.4 and a significance value of 0.000. So it can be concluded that there is an effect
of nursing care quality variables on patient satisfaction simultaneously (together). The
coefficient of determination (R Square) of nursing care quality variables on patient satisfaction
is 0.901, which means that the influence of interpersonal care, efficiency, comfort, information,
environment and competence variables simultaneously on patient satisfaction variables is 90%,

the remaining 10% is influenced by other variables not examined in this study.
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DISCUSSION

The results prove that interpersonal care has a significant and positive effect on patient
satisfaction. This assessment or perception arises as feedback and patient response to the
nurse's attitude and behavior, including how the nurse first communicates with the patient.
Some things related to interpersonal care such as how nurses welcome patients and
communicate for the first time when entering hospitalization, provide complete information
before taking action, respect and maintain patient privacy, have good manners, show
willingness when asked for help, respect patients when patients express concerns related to
their health conditions and involve patients and families in carrying out nursing care.

This finding aligns with previous research indicating that patient satisfaction increases
in correlation with higher scores in nurses' caring behaviors. Therefore, nurses should
continuously seek strategies to assess and enhance patient satisfaction, while also
articulating the impact of their care on inpatients’ overall hospital experiences. Given the
growing emphasis on patient satisfaction as a key performance indicator in today’s
competitive healthcare environment, it is essential to recognize and reinforce the role of
compassionate, patient-centered nursing care (Kibret et al., 2022) . The formation of patient
satisfaction begins when the patient interacts with the nurse following the way the nurse
provides nursing care (Purwiningsih et al., 2023).

According to the author, interpersonal care serves as a fundamental component of
nursing services, encompassing not only technical skills but also emotional and humanistic
aspects. In clinical practice, the quality of the nurse—patient relationship is a key determinant
in building trust, ensuring a sense of security, and fostering patient acceptance of nursing
interventions. Therefore, strengthening nurses’ interpersonal competence should be
prioritized in both training and professional development programs to sustainably improve
patient satisfaction.

The study results indicate that nursing care efficiency has a significant effect on
patient satisfaction. This finding is based on patients’ perceptions of effective coordination
among nurses in delivering care, adherence to timeliness, prompt responses to patient
complaints, and the accuracy of documentation related to changes in the patient’s health
status. These elements contribute to the overall perception of efficient and reliable nursing
care, which in turn enhances patient satisfaction.

This is in line with research which states that the performance and way nurses work

together in a team increases patient satisfaction (Chen et al., 2022). A study conducted in a
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health care facility showed that patients' experience of nurse coordination in providing
nursing care, emotional support, continuity and patient safety was meaningful enough for
patients to provide care recommendations to others (Kannan et al., 2020).

In the author's view, efficiency in nursing care not only reflects technical aspects
such as speed and accuracy, but also demonstrates the professionalism and responsiveness
of the nursing team. Efficient care delivery creates a sense of trust, reduces patient anxiety,
and enhances the perception of safety and reliability in health services. Therefore, improving
workflow systems, strengthening teamwork, and enhancing clinical decision-making
processes among nurses are strategic efforts that should be continuously pursued to optimize
patient satisfaction.

The analysis results show that patient satisfaction is significantly influenced by the
comfort experienced during treatment. This comfort is reflected in several key aspects,
including the nurse’s attention to protecting patient privacy during procedures, the
cleanliness of the bed, room, and surrounding environment, as well as the overall sense of
calm felt by the patient throughout hospitalization. These findings are supported by previous
research indicating that the quality of the indoor environment contributes to fulfilling
patients’ psychological needs and expectations, thereby fostering a general sense of
satisfaction with the healing environment.

Findings from patient and medical staff surveys indicate three important factors in
creating a healing environment, namely (1) Interior appearance, (2) Privacy, and (3) Comfort
and control (Mahmood & Abdullah , 2020). The same thing is conveyed that the humanity
of care and the comfort of the environment where patients are treated have a significant
effect on patient satisfaction (Viotti et al., 2020). Comfortable facilities are one of the aspects
that support patient satisfaction, this can reduce patient anxiety while being treated and
waiting for information related to their health progress.

According to the author, the comfort aspect of nursing care extends beyond the
physical condition of the environment and reflects the sensitivity and empathy of healthcare
providers toward the emotional needs of patients. When the care setting is designed to foster
a sense of security, calm, and protection, the healing process can occur more effectively.
Therefore, enhancing patient satisfaction requires not only the provision of a comfortable
physical environment and the maintenance of privacy but also nurse behaviors that respect

patients as individuals with unique physical and psychological needs.
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The results of the analysis of information conveyed by nurses proved to have a
significant effect on patient satisfaction. This finding is more specifically related to
information about the clarity of nurses when orienting the inpatient room, information about
the patient's health development status and information related to all actions taken. This
supports the results of research stating that providing optimal information can improve good
experiences and patient expectations. Knowing the type of information that patients want to
receive and the desired way of delivering preferred information is an important thing that
nurses must do (de Steenwinkel et al., 2022). Several methods can be used to modify the
way information is delivered to patients, either verbally, audio or through writing such as
leaflets and brochures. Effective communication ensures that the information is clearly
understood by both patients and healthcare providers. When patients receive optimal and
appropriate information, it fosters a sense of calm and reassurance, regardless of their health
condition. Consistent with the findings of this study, it was observed that effective
information delivery contributed to reductions in patient pain, anxiety, depression, and the
overall length of hospitalization.

According to the author, informative communication delivered by nurses represents
a form of care that is both educative and supportive. When patients feel understood and
receive clear explanations regarding their condition and treatment plan, their trust in nursing
services is strengthened. Therefore, it is essential for nurses to possess strong therapeutic
and educational communication skills, and to tailor their communication methods to align
with each patient's needs, health literacy level, and psychological state. This approach not
only enhances patient satisfaction but also contributes to a more effective and accelerated
recovery process.

The results indicate that the environmental dimension has a significant influence on
patient satisfaction, particularly in aspects such as room design, ventilation, lighting, and
security. These findings align with previous research by Jamshidi et al. (2020), which
suggests that environmental factors—including unit layout, architectural features, and
patient visibility—can reduce pain, anxiety, depression, and even the length of
hospitalization. The environment serves as a crucial support factor in the overall quality of
nursing care. Elements that are often overlooked, such as spatial arrangement, airflow, and
lighting, can have a substantial positive impact on patients’ health and their perception of

carc.
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The results of the analysis related to the competence of nurses on inpatient
satisfaction have a significant positive effect. This is supported by research which states that
the competence of nurses will result in better nursing care, also supported by the experience
they have and the opportunities for self-development provided by the (Warshawsky, 2022).
The main predictor of professional nursing practice is the competence possessed by nurses,
even more important is the experience possessed where this experience provides twice as
strong a force on competence compared to further education. Each nurse must have the
awareness that increasing this competence requires a process that must be undertaken, this
is solely so that nurses are increasingly competent in carrying out their duties and

obligations.
IMPLICATION

The results of this study indicate that the quality of nursing care significantly affects patient
satisfaction as recipients of health services. Therefore, nurses must continuously improve
their care delivery competencies, as their performance has a direct impact on patient

outcomes and the overall reputation of healthcare facilities.
STRENGTH AND LIMITATIONS

This study confirms that the quality of nursing care influences patient satisfaction. However,
one limitation is the potential for perfunctory responses, despite efforts to control for them.
Therefore, future research is recommended to analyze nursing care quality using a more
representative sample and improved measurement instruments to strengthen the validity and

generalizability of the findings.

CONCLUSION

Based on research that has been conducted on inpatients at the health clinics, it can be
concluded that: interpersonal care, efficiency, convenience, communication, environment and
competence affects inpatient satisfaction at the Jember Regency Primary Clinic. Suggestions
from this research that (1) The health office conducts satisfaction surveys and evaluates to
improves the quality of nursing care. (2) The duty nurse in the inpatient room always introduce
themselves and provide an explanation of the intervention that will be carried out. (3) Every
nurses always improves their competence through various tools available (education, training,

etc).
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