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Zeynep Karaman Ozlu1, Nadiye Ozer2,
Sevban Arslan3, Isin Cantekin4

ABSTRACT
Objectives: To examine day surgery patients’ satisfaction levels with nursing services using
Scale of Patient Perception of Hospital Experience with Nursing (PPHEN).
Methodology: The study design was descriptive. Data were collected by the researcher in the
Day Surgery clinic of a university hospital in Turkey. Participants with literacy were 18 years old
and older. The sample included 148 patients agreeing to participate in the study. Data were
collected using a questionnaire including socio-demographic questions for patients and PPHEN
Scale, Turkish Version adapted to Turkish by Coban. The data were assessed through descriptive
statistics, t-test, Man-Whitney U Test and Kruskal Wallis variance analysis.
Results: When PPHEN point averages according to age were compared, the point average for
the age group of 66 years and above was 72.78 (SD= 8.28), for the age group of 19 to 40, 68.26
(SD= 11.6); and the difference between these points was found statistically significant
(P= 0.041). For PPHEN point averages according to patients’ educational backgrounds, it was
70.50 (SD= 10.19) for primary school graduates, 64.57 (SD=15.97) for university graduates; and
the difference was found statistically significant (P= 0.000).
Conclusions: In this study, it was, in general, found out that the patients were satisfied with
the nursing services.
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INTRODUCTION

Patient satisfaction is a multidimensional
concept including the presentation of the
service, the interactions between the patient and
the people providing service, the existence of
the service, the continuity of the service, the
proficiency of people providing the service and
communication features. Hence, patient satis-
faction is a result of health services as well as
an indicator of the quality of healthcare.1 In ad-
dition; patient satisfaction provides a feed-back
for the evaluation of nursing care and determi-
nation of the quality.2

The satisfaction of patients with the nursing
care is the most important factor influencing



   Pak J Med Sci   2010   Vol. 26   No. 2      www.pjms.com.pk   439

 Satisfaction of Patients

their satisfaction with the whole hospital
services. Studies suggest that the nursing ser-
vice is a very important factor in patients’ satis-
faction or dissatisfaction with their experiences
in hospital, and nurses’ attitudes towards and
communication with patients are the essential
determinants of the patient satisfaction.3

There are four essential factors influencing
patients’ expectations about services:
* Patients’ medical needs
* Experiences they have in different medical

establishments
* Their socio-cultural status and mood
* Their perception of quality.4

A nurse is the one spending the whole time
with patient and closely observes how the
patient is affected from diagnosis and treatment
processes.5 Thus, the nurse is responsible for
increasing patient satisfaction from reception till
discharge.

Providing and assessing the quality of care is
important in today’s rapidly changing
healthcare environments. Meeting the patient’s
expectations has gained priority with increased
importance of patient-oriented care and relation
between patient and nurse. Today, individuals
have more information about healthcare ser-
vices and question the given service more. Thus,
their expectations have increased. The need to
redefine their practices emerged for health
professionals. Nurses should know patients’
expectation to meet the expectations. Literature
indicates the more coherent patients’ and
nurses’ perception of satisfaction is, the more
patients benefit from the healthcare and the
easier they adapt to the treatment after
dischargement.6

The aim of the research on patient satisfac-
tion is to learn how patients consider the qual-
ity of healthcare, to define the order of prece-
dence of factors affecting their satisfaction, the
reasons for their preference of medical estab-
lishment, their expectations, problems occurring
during their stay and to redesign the manner of
service in line with these expectations.7

Studies on patient satisfaction giving
information about the quality of nursing

services should also be conducted in day
surgery clinics, where the relationship between
patients and nurses develop in a very short time.
These studies are important because they con-
tribute to make plans to realize the nursing care
of the patients in day surgery clinic for a very
short time under the best conditions and quali-
tatively. It is also important to use a measure-
ment tool to reliably measure patient’s satisfac-
tion levels with the nursing services in the day
surgery clinic. The Satisfaction scale with the
Newcastle Nursing is the condition of at least
two-day- hospital-stay.8 Patient satisfaction
scale evaluates patients’ satisfaction levels with
the nursing services with visual analogue scale.9
Servqual Scale measures quality of service in
different service fields.10 On the other hand,
PPHEN Scale is a measurement tool to be used
after short-term care, which can be applied
reliably to day surgery patients.2

The aim of this study was to examine day
surgery patients’ satisfaction levels with nurs-
ing services using PPHEN Scale.

METHODOLOGY

This study utilized a descriptive design and
was conducted in the Day Surgery clinic of a
university hospital in Turkey between April and
July 2009. The patients were selected through
convenience sampling. The participants con-
sisted of 148 patients. To be included, patients
had to be: (1) aged 18 years or above; (2) able to
read and understand the Turkish language; (3)
at least primary school graduates; (4) able to
communicate and (5) willing to participate in
this study.

Permission to conduct this study was obtained
from the Head of the Day Surgery Clinic
Department and informed consent was
obtained from each patient. The patients were
informed about the aim of the research. The
participants were assured of their right to refuse
to participate or to withdraw from the study at
any stage.

Admitted to the Day Surgery clinic, all
patients received nursing services. Nursing
services were individualized for each patient
and focused on observing vital signs, pain



440   Pak J Med Sci   2010   Vol. 26   No. 2      www.pjms.com.pk

Zeynep Karaman Ozlu et al.

management, postoperative nausea and
vomiting, wound care, and monitoring, and
nutrition. However, this nursing service was not
offered in parallel with any model. Nurses con-
tinuously provided information concerning the
day surgery process. Nursing care is provided
by first taking into consideration the patient-
centered and individual proprieties, not the
gender, age and type of operation. The data
collection questionnaire had two sections:
demographic data form and the Scale
PPHEN.

The PPHEN with 15 items was developed by
Dozier et al.11 and the validity and reliability of
the Turkish form was studied by Coban.2 It is a
scale reflecting the level of expected needs, as-
sessing patient satisfaction, providing a reliable
assessment after a short care and being mini-
mally affected by socio-demographic, indi-
vidual and other factors. Each item is scored
from 1 to 5 , totally agree=5, somewhat agree=4,
neutral=3, somewhat disagree=2 and totally
disagree=1. The total score was obtained add-
ing all items and could vary from 15 to 75. The
greater the total score is, the greater the patients’
satisfaction with the nursing services is. Dozier
et al.11 reported Cronbach’s alpha of scale was
0.94. Coban’s alpha of scale2 was 0, 92 and 0.96
in this study. The researchers visited the Day
Surgery clinic weekdays and collected data from
the patients. The researchers introduced the
questionnaire to the participants. Then, the
participants read the questionnaire and marked
their answers on the sheets. The questionnaire
took approximately 8-10 minutes to complete
and participants with minimal reading ability
could understand it. The questionnaire was
given to the patients in a separate quiet
room of the Day Surgery clinic following the
doctor’s decision to discharge patient from the
hospital.

The data were assessed through descriptive
statistics, t-test, Man-Whitney U Test and
Kruskal Wallis variance analysis.

RESULTS

Patients’ characteristics are shown in Table-I.
Majority of the sample were aged 19-40 years;

and mostly female (63.5%); 86.5% of them were
married, 50% secondary school graduates and
59.5% housewives. About 67.6% had incomes
equal to their expenditures, 67.6% had
previous hospital experiences and 91.9% had
companions with them.

Table-I: The demographic characteristics
of the patients (n=148)

Characteristics n %

Gender
Male 54 36.5
Female 94 63.5
Age
19-40 80 54.1
41-53 32 21.6
54-65 22 14.9
66 and above 14 9.5
Marital Status
Married 128 86.5
Single 20 13.5
Occupation
Housewife 88 59.5
Civil Servant-worker 26 17.6
Retired 8 5.4
Self employed 22 14.9
Student 4 2.7
Education
Primary School 28 18.9
Secondary School 74 50.0
High School 32 21.6
University 14 9.5
Income Status
Less income than 34 23.0
   expenditures
Equal income and 100 67.6
   expenditures
More income than 14 9.5
   expenditures
Previous hospital experience
Yes 100 67.6
No 48 32.4
Companion
Yes 136 91.9
No 12 8.1
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DISCUSSION

The patients’ point average from PPHEN,
with a maximum point of 75, was 70.10
(SS=9.90), and thus it is evident the patients
were satisfied with nursing services in general.
The finding of the current study was consistent
with Yurumezoglu12 and Ozlu’s13 results. In the
study by Yurumezoglu12 point average of pa-
tients’ satisfaction with nursing care is 108.76.
Considering that the highest point of the scale
is 135, this result means patients’ level of satis-
faction is high. In the study by Ozlu in the re-
gion where our study was carried out, which
investigated satisfaction levels of patients with
nursing services, staying at different hospi-
tals, 87.1% of the patients were evaluated the
nursing services as very good. About 87.1% of
the patients evaluated the nursing services as
very good. Also, in the literature it was stated
that the level of satisfaction patients whose level
of expectancy was low and whose maximum
expectancies were met was high.12 In this study
it was detected that the majority of the patients
(68.9%) did not receive high school and over
high school education (primary school 18.9%,
secondary school 50%).

The Comparison of the point averages of
PPHEN related to Characteristics of Patients is
given in Table-II. PPHEN point averages were
found 70.23 for female and 69.88 for male and
there was no statistically significant difference
between gender and point averages (p=0.804).
The finding of the current study was consistent
with Ozbasaran5 and Ozlu’s13 results.

As for the comparison of PPHEN point
averages according to age, it is 72.78 for the age
group of 66 years and above and 68.26 for the
age group of 19-40 years. The difference be-
tween these values was statistically significant
(P = 0.041). Apparently, the PPHEN point av-
erage is higher for the group of 66 years and
above than the other age groups. Eroglu et al.14,
Uzun15 and Argan et al.16 and Yurumezoglu’s12

studies suggest that the level of satisfaction in-
creases as the age increases. The finding of the
current study that older patients are satisfied
more with nursing services than younger ones

Table-II: The Comparison of the point averages
of PPHEN related to Characteristics of Patients

Characteristics n Mean SD Significance

Gender
Male 54 69.88 9.84 t=0.203,
Female 94 70.23 9.98 p=0.804
Age
19-40 80 68.26 11.60 K-WX

2 = 8.279,
41-53 32 72.71 3.83  p= 0.041
54-65 22 71.31 9.29
66 and 14 72.78 8.28
  above
Marital Status
Married 128 70.31 9.63 MW-U=

1202.000,
Single 20 68.80 11.66 p=0.612
Occupation
Housewife 88 70.75 8.94 K-WX

2 = 9.571,
Civil 26 71.69 8.32 p=0.048
  servant-worker
Retired 8 64.50 19.44
Self employed 22 70.63 5.01
Student 4 54.00 19.6
Education
Primary School 28 70.50 10.19
Secondary 74 71.75 8.91 K-WX

2 = 21.406,
  School
High School 32 68.37 7.53 p= 0.000
University 14 64.57 15.97
Income Status
Less income 34 69.05 11.45 K-WX

2 = 3.910,
  than expenditures
Equal income 110 69.93 9.89 p= 0.142
  and expenditures
More income 4 73.92 3.24
  than expenditures
Previous hospital experience
Yes 100 69.98 10.67 t=-0.226
No 48 70.37 8.17 p= 0.121
Companion
Yes 136 17.55 6.52 MW-U= 604.000,
No 12 23.00 6.5211.45  p=0.069



might indicate that older patients have lower
expectations than younger patients.

The PPHEN point average was found 70.31
for the married patients and 68.80 for the single
patients; and the difference between marital sta-
tus and point averages was not statistically sig-
nificant (p= 0.612). The finding of the current
study was consistent with Coban’s result.2

As for the comparison of the patients’ PPHEN
point averages, it was found 71.69 for the group
of civil servants/workers, 70.75 for housewives
and 54.00 for students; and the difference be-
tween comparision and point averages was sta-
tistically significant ( P= 0.048). Similarly, Apay
and Arslan’s17 study has found the difference
statistically significant and indicated that the
group of housewives has the highest level of
satisfaction from nursing services. Apay and
Arslan17 attributed this finding to the fact that
women’s level of satisfaction is higher than
those of men. In our study, in terms of voca-
tional statues the group which makes a statisti-
cally significant difference among patients’
PPHEN point averages is the students. In this
study, average age of students group is lower
than the other vocational groups. In the litera-
ture, it was indicated that the satisfaction level
of the young is lower than the old-aged because
of the level of satisfaction, diversities of the
needs, the level of expectancies of the young.17

Therefore, the fact that level of satisfaction in
students group was detected as low is an
expected result and it is compatible with the
literature. However, because of the small
number of the student samples, this finding
should be carefully interpreted.

The PPHEN point average was found 71.75
for secondary school graduates, 70.50 for pri-
mary school graduates and 64.57 for university
graduates; and the difference was found statis-
tically significant (P= 0.000). It became evident
that the university graduates have less level of
satisfaction than that of the other groups. This
finding might confirm the idea that individu-
als become more knowledgeable, have more
expectations and thus their levels of satisfaction
from the services decrease as their education
level increases. Various studies confirmed this

result and have reported an inverse ratio
between the education level and the patient’s
satisfaction.12,13,15

The difference between the patients’ levels of
satisfaction according to their income levels was
not found statistically significant (P= 0.142).
Ozlu13 and Yurt10 studies have also found that
the income level is not a determinant of the sat-
isfaction from nursing care. Researchers think
that the nurses offer the patients equal services
whatever their income levels are given the find-
ings of the study. Everybody has got the right
of receiving the health services evenly.13,18

Therefore, no matter what the level of income
of patients is, they have got the right of receiv-
ing nursing services evenly and in high
standarts.19 The highness or lowness of the pa-
tients’ level of income does not or should not
be affect the quality of nursing services in the
institution where they receive services. Thus,
lack of a statistically significant difference
between patients’ level of income and satisfac-
tion is a satisfactory finding.

Similarly, the patients’ previous hospital
experiences do not affect their levels of satis-
faction of nursing care (p=0.121). The finding
of the current study was consistent with
Arikan’s result.18

The PPHEN point average was found 23.00
for those patients who did not have compan-
ions and 17.55 for those who had; and differ-
ence was not found statistically significant (p =
0.069). Ozlu’s13 study also suggested that hav-
ing a companion does not influence the level of
satisfaction from nursing care.

Study Limitations: The results of this study may
be generalized to the sample group in the study.

CONCLUSION

It was generally found out that the patients have
been satisfied with the nursing services. On the
other hand, satisfaction level of the patients with
higher education level and of the young ones
were lower. These findings stress once more
how important it is to take into consideration
the individual proprieties in offering the nurs-
ing services. Finally, the study might have
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something to contribute to other studies to be
carried out in day surgery clinics, which offer
the nursing services in a short period and, thus,
neglect the state of satisfaction of patients with
nursing services.

ACKNOWLEDGEMENT

The authors are most grateful to Alper KARA
and Gokhan YUKSEL for  translation.

REFERENCES

1. Aksakal T, Bilgili N. The Assessment of satisfaction
with nursing services: The case of gynecology depart-
ment. Erciyes J Medicine 2008;30(4):242-249.

2. Coban GI. The study of validity and reliability of
PPHEN. Master’s Thesis. Department of Fundamen-
tals of Nursing, Institute of Health Sciences, 2006,
Erzurum.

3. Johansson P. Patient Satisfaction with Nursing Care
in The Context of Health Care: A Literature Study.
Scand J Caring Sci 2002;16:337–344.

4. Nesanir N, Dinç G. The levels of satisfaction of the
patients staying in hospitals in Manisa city center. TAF
Preventive Medicine Bulletin 2008;7(5):419-428.

5. Ozbasaran F. The assessment of satisfaction of grown-
up patients staying in hospitals with nursing services
I. Interational & VIII. National Nursing Congress 2001;
Congress Book p: 382-388.

6. Algier L, Abbasoglu A, Hakverdioglu G, Oktem S
Perceptions of patients and nurses related to the
importance of nursing. Cumhuriyet University J
School of Nursing 2005;9(1):33-40.

7. Yilmaz M. The criteria of healthcare quality: Patient
satisfaction. Cumhuriyet University J School of
Nursing 2001;5(2):69-74.

8. Uzun O. Patient satisfaction with nursing care at a
university hospital in Turkey. J Nursing Care Quality
2001;16(1):24-33.

9. Acaroglu R, Sendir M, Kaya H. The influence of indi-
vidualized nursing care to the quality of living related
to patient satisfaction and health. Istanbul University
Florence Nightingale School of Nursing J
2007;15(59):61-67.

10. Yurt S, Olgun N. Defining the satisfaction levels of
patients staying in a public hospital with nursing care.
I. International & VIII. National Nursing Congress,
Antalya, Turkey, 29 October-2 November 2000;
Congress Book. 2001;531-535.

11. Dozier A, Kitzman H, Ingersoll G, Holmberg S, Schultz
A. Development of an Instrument to Measure Patient
Perception of The Quality of Nursing Care. Research
in Nursing & Health 2001;24:506–517.

12. Yurumezoglu Arslan H. Job satisfactions of nurses
working in hospitals and their satisfactions with the
nursing service. Unpublished Master’s Thesis.
Institute of Health Sciences, Dokuz Eylul University
2007; Izmir.

13. Ozlu Karaman Z. Defining Satisfaction Levels of
patients stayed in surgery clinics of different
hospitals in Erzurum. Master’s Thesis. Department of
Surgical Nursing, Institute of Health Sciences 2006,
Erzurum.

14. Eroglu F, Ozmen S, Noyaner A, Aydin C. Can we
improve the patient health quality in intensive care?
Suleyman Demirel Hospital Faculty of Medicine J
2001;8(3):9-11.

15. Uzun O. Defining the validity and reliability of the
Turkish version of the Newcastle Scale of Satisfaction.
J Turkish Nurses 2003;54(2):16-24.

16. Argan M, Tokay Argan M. Quality in the marketing
of health services and a study on patients staying in
Osmangazi University Training Hospital. J Modern
Hospital Management 2002;6(2):10-17.

17. Apay S, Arslan S. Levels of Satisfaction of patients
staying in a training hospital. TAF Preventive
Medicine Bulletin 2009;8(3):239-244.

18. Arikan Yurt S. The impact of nursing services on
patient satisfaction. Master’s Thesis. Institute of Health
Sciences, Marmara University 1999. Istanbul.

19. Hastaoglu S. The patients, who stay in internal
science part, their satisfaction and announcing from
nursing services. Master’s Thesis. Department of
Fundamentals of Nursing, Institute of Health Sciences,
2007, Istanbul.


