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Abstract

Introduction: Investigating patients' satisfaction with the quality and quantity of nursing services can help
managers to improve the situation and provide feedback to nursing staff. The purpose of this study was to investigate
patient satisfaction with nursing services in Kashan hospitals of Kashan University of Medical Sciences in 2024.
Methods: This descriptive-analytical study was conducted in 2024 on patients hospitalized in hospitals affiliated
with Kashan University of Medical Sciences. The study included 470 patients and utilized the "Newcastle Nursing
Satisfaction Scale." The questionnaires distributed among the patients were collected manually after completion
and analyzed using descriptive and inferential statistical tests.

Result: 414 questionnaires were analyzed. The mean + standard deviation of the Experiences of nursing care
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1 scale was 61.89 £9.23 and the Satisfaction with nursing care scale was 70.30 £19.30 out of 100 points.
E The correlation between nursing care experiences and satisfaction with nursing care was 0.734, based on the
E Spearman test 0.734 (P-value <0.001). There were no significant differences in scores for nursing care experiences
E and Satisfaction with nursing care based on age, gender, marital status, or place of residence. However, scores on
1 both scales differed significantly across hospitals (P< 0.001), and post-hoc test results indicated that the differences
1

! between hospitals were significant.

E Conclusion: Satisfaction with nursing care was above average, and demographic variables did not significantly
E influence patients' satisfaction scores. Given the variations in Experiences of nursing care and satisfaction levels
1 across different hospitals, periodic assessments of patient satisfaction could provide more precise evidence
1

i regarding nursing staff performance and patient satisfaction levels.
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Extended Abstract

Introduction

Patient satisfaction (PS) is one of the most important
indicators of the quality of care, and is considered
an outcome of healthcare services (1). PS can be
defined as the service recipient's reaction to the
services provided, reflecting their overall perception
of service quality. The American Nurses Association
defines PS with nursing care as patients' perceptions
of the care they receive from nursing staff during their
hospital stay.

Nursing care is considered a key component of
healthcare services. Nurses play a vital role in
providing emotional and psychological support to
patients and their families across various settings
(10). Given that nurses deliver the majority of patient
care, they play a significant role in enhancing the
quality of services (11). Satisfaction with nursing
care is recognized as the most important predictor of
overall satisfaction with hospital services (10).

A review and meta-analysis of studies regarding
PS with nursing services in Iran indicate that,
although overall satisfaction levels were generally
reported as partial or complete, the rate of "complete
satisfaction"—considered the ultimate goal of nursing
care—stands at 38% (10). Studies conducted in other
countries also report moderate levels of patient
satisfaction with nursing services (12).
Assessments conducted by the Nursing Department
through individual interviews with hospitalized
patients at Kashan University of Medical Sciences
hospitals do not indicate a satisfactory level of
satisfaction with nursing services. Therefore, the
Nursing Department of the University of Medical
Sciences investigated this project to determine the
current situation and the distance from the desired
satisfaction level, to present the results to the hospital
officials for future improvements or corrections if
necessary.

Methods

This descriptive-analytical study was conducted
on patients hospitalized in hospitals affiliated with
Kashan University of Medical Sciences in 2024.
The study population consisted of patients aged 18
and older hospitalized in the internal medicine and
surgery wards of these hospitals who were literate,
had a hospital stay exceeding two days, and consented
to participate in the study.
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The data collection instrument was the Newcastle
Nursing Satisfaction Scale (19). This tool was
developed by Thomas et al. in 1996 and its
psychometric properties have been tested in other
studies. The Persian version of the instrument was
validated by Mohammadi Mohsen-Abad for use with
the Iranian population (20). The Cronbach's alpha for
the questionnaire was 0.85.

Stratified sampling was performed considering the
number of beds and wards in each hospital. The study
sample size was determined to be 470 using PASS15
software, based on the study by Abbasi Farajzadeh et
al., assuming a 95% confidence interval, a margin of
error of 1, and a standard deviation of 11 (3).

Patient selection at each hospital was conducted via
random sampling based on medical record numbers.
The completed questionnaires analyzed using using
descriptive and inferential statistical tests in Statistical
Package for the Social Sciences, version 22.

Results

Out of 470 distributed questionnaires; 56
questionnaires were excluded from the study due
to more than 70% incomplete data. A total of 414
questionnaires were analyzed (response rate to
questionnaires was 88.1%). The mean (standard
deviation) of the Experiences of nursing care scale
was 61.89+9.23 and the Satisfaction with nursing
care scale was 70.30+£19.30 out of 100 points. The
correlation between the Experiences of nursing
care scale and the Satisfaction with nursing care
scale using the Spearman test was 0.734 (P-value
<0.001). The correlation between number of nights
of hospital stay and the Experiences of nursing care
scale and the Satisfaction with nursing care Scale was
-0.224 and -0.232, respectively (P_value < 0.001).
According to the results of the Kolmogorov-Smirnov
normality test, the data distribution was not normal;
tests (Mann-Whitney
U and Kruskal-Wallis) were used to compare the

therefore, nonparametric
Experiences of nursing care scale and the Satisfaction
with nursing care scale scores based on demographic
and contextual variables. There were no significant
differences in the Experiences of nursing care scale
and the Satisfaction with nursing care scale scores
based on age (= P), gender (P = 0.552), marital
status (P = 0.741), or place of residence (P = 0.871).
However, the NSNS score differed significantly
among hospitals (P < 0.001), with the highest mean
observed in Samen Al-Hajj Hospital (71.72 + 4.82)
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(92.65 £ 10.61) and the lowest in Beheshti Hospital
(57.73 £ 8.29) (63.15 £ 17.50). Post hoc test results
showed that the difference between hospitals was
significant as well as education level also showed
a significant association with satisfaction score
(P=0.0261).

Discussion

The findings showed that patient satisfaction was
generally above average, but at the same time,
patient satisfaction with care provided in the largest
university hospital was lower than in other hospitals.
It should be noted that other factors such as the type
of specialized services provided in each center, the
variety of procedures performed, the availability
of medical consultations and specialized services
can affect the quality of nursing care provided
simultaneously with these services.

The results showed that the number of nights of patient
stay in the hospital is negatively correlated with the
scale of experiences and satisfaction with nursing
services scores; in such a way that patients who have
a longer stay in the hospital register lower scores of
satisfaction and experience of nursing care. Based on
the relationship between education level and scores,
it seems that people with higher education perceive
their nursing care experiences differently and more
positively than people with lower education.

Conclusions

Satisfaction with nursing services was above average,
and demographic variables did not significantly
influence patients' satisfaction scores. Given the
variations in satisfaction levels and care experiences
across different hospitals, periodic assessments
of patient satisfaction could provide more precise
evidence regarding nursing staff performance and
patient satisfaction levels.

Keywords
Nursing services, satisfaction, patient, Newcastle
Satisfaction with Nursing Scales (NSNS).
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