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ABSTRACT

Objective: to describe the opinion of the Nursing leaders about the contribution of the satisfaction survey of
the user in relation to care. Method: qualitative, exploratory, descriptive study, with 28 leaders from the
hospitalization units of a public hospital. The information was collected through a semi-structured interview
and analyzed according to the Content Analysis, in the Thematic Analysis modality. Results: the analyzes
indicated the categories "work vision of the Nursing team”, "provision of a humanized care” and "perception of
the user about the offered service". It is evidenced that the result of the satisfaction survey provides
important subsidies to be worked with the team and with the institution. Conclusion: it is concluded that
satisfaction research brings great contributions both to the responding user and to the team that uses the
results to improve the quality of health care. Descriptors: Patient Satisfaction; Nursing, Team; Nursing Care;
Evaluacion en Salud; Health Services Research; Quality of Health Care.

RESUMO

Objetivo: descrever a opiniao das liderancas de Enfermagem acerca da contribuicdo da pesquisa de satisfacao
do usuario em relacdo ao atendimento. Método: estudo qualitativo, exploratério, descritivo, com 28
liderancas das unidades de internacdo de um hospital publico. As informacoes foram coletadas por meio de
entrevista semiestruturada e analisadas segundo a Analise de Conteldo, na modalidade Analise Tematica.
Resultados: as analises apontaram as categorias “visdao do trabalho da equipe de Enfermagem”, “prestacao
de um cuidado humanizado” e a “percepcao do usuario acerca do servico ofertado”. Evidencia-se que o
resultado da pesquisa de satisfacdo fornece subsidios importantes para serem trabalhados com a equipe e em
conjunto com a instituicao. Conclusao: conclui-se que a pesquisa de satisfacao traz grandes contribuicoes
tanto para o usuario que responde, quanto para a equipe que utiliza os resultados para melhorar a qualidade
da assisténcia em salde. Descritores: Satisfacdo do Paciente; Equipe de Enfermagem; Cuidados de
Enfermagem; Avaliacdo em Salde; Pesquisa sobre Servicos de Salde; Qualidade da Assisténcia a Saude.

RESUMEN

Objetivo: describir la opinion de los liderazgos de Enfermeria acerca de la contribucion de la investigacion de
satisfaccion del usuario en relacion a la atencion. Método: estudio cualitativo, exploratorio, descriptivo, con
28 lideres de las unidades de internacion de un hospital plblico. Las informaciones fueron recolectadas por
medio de entrevistas semiestructuradas y analizadas segin el Analisis de Contenido, en la modalidad Analisis
Tematico. Resultados: los analisis apuntaron las categorias: “vision del trabajo del equipo de
Enfermeria”,“prestacion de un cuidado humanizado” y a ”percepcion del usuario acerca del servicio
ofertado”. Se evidencia, que el resultado de la investigacion de satisfaccion proporciona subsidios
importantes para ser trabajados con el equipo y en conjunto con la institucion. Conclusién: se concluye que
la investigacion de satisfaccion trae grandes contribuciones tanto para el usuario que responde, cuanto para
el equipo que utiliza los resultados para mejorar la calidad de la asistencia en salud. Descriptores:
Satisfaccion del Paciente; Grupo de Enfermeira; Atencion de Enfermeria; Health Evaluation; Investigacion
sobre Servicios de Salud; Calidad de la Atencion de Salud.
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INTRODUTION

In Brazil, the first studies on user
satisfaction were developed in the 1990s from
the strengthening of social control, the search
for humanization of health services within the
Unified Health System (UHS), and through
participation of the community in the
planning and evaluation processes.’

In this context, in health institutions, a
favorable field has been created for the
development of evaluation research based on
the perceptions of the users that become the
fundamental sources of information for
decision-making  in the  management.
Satisfaction surveys began to be carried out
by means of direct collections of information
with the respondents.

In Brazil, in the same period, both public
and private organizations and in different
sectors, instruments and methodologies of
satisfaction surveys began to contribute to
qualify management processes and to monitor
the quality of customer service to the users.?
It can be considered that quality consists of
the characteristics of the product that meet
the clients’ needs and, thus, provide them
with self-satisfaction.® As a result of the
changes that have occurred in the paradigms
that guide management practices, be
considered the center of attention so that
companies value the opinion of the latter and
thus seek to offer services that meet the
needs and meet their expectations.*

In the area of health, tools and
methodologies were developed for the
evaluation of user satisfaction that aim to
formulate proposals for new management
models for public health organizations,
improve the quality of services and support
the decision-making process of managers and
professionals within this scope.?> With this,
health care began to be evaluated from the
perspective of the user, who considers their
expectations regarding the service and the
service received. Satisfaction surveys become,
then, a strategic resource in the approach of
the user with the health service. In this study,
user satisfaction is considered to occur when
the service meets users' expectations and
needs vis-a-vis the service.*’” Service
performance and its results, most of the time,
are focused on the needs of customers and in
their expectations and are sometimes
organized to meet the demand for care. Thus,
to evaluate the quality of the service, from
the perspective of the user, it is essential to
use an evaluation tool that truly reflects the
needs and expectations of the clients.

User satisfaction with care: the vision...

User satisfaction survey is, therefore, an
information  management  system  that
continually captures the voice of the customer
by assessing the company's performance. Such
an investigation thus verifies the institution's
performance in its activities indicating ways
for future decisions to organize its service.?
The incorporation of the wuser in the
evaluation has been valued because it is
potentially related to greater adequacy in the
use of services, reflecting the actions that
have been developed and also the possibility
of directing and planning the service.’'
Health professionals should recognize the
multiplicity of the role of the user in health
services and understand their importance to
the institution that serves them . Success
depends on the capacity for openness,
listening and relationship, both external and
internal, making the practice of
administrative management fundamental in
the hospital context."

OBJECTIVE

e To describe the opinion of nursing
leaders about the contribution of the survey
of user satisfaction regarding care.

METHOD

A qualitative, exploratory, descriptive
study, developed in a public hospital in Porto
Alegre, Rio Grande do Sul. Data was collected
in clinical, surgical, maternal-infant and
pediatric units, totaling 16 Nursing services,
with each department responsible for the
management of specific areas, totaling 42
health care sectors in the institution.'

The type of sampling was by lot, that is,
participants of this study were the Nursing
leaderships of the hospitalization units of the
hospital and all the nurses who held positions
of leadership in the adult / surgical / clinical
hospitalization units of the hospital. It was
adopted as inclusion criterion, to select the
nurses, to have minimum time of two years of
acting as leader unit nurse. Four nurses were
excluded because they were in the position
for a period inferior to that established. Also,
nurses from the intensive and outpatient areas
were not included in the study. Thus, the
study was conducted with 28 Nursing leaders.

The data was collected between February
and March of 2017, outside the work shift of
the interviewees, in a room of the unit, being
assured the privacy of the interview. Data
were collected through a semi-structured
interview in which the participant was asked
to express their opinion about the
contribution of the satisfaction survey to the
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service. The interviews were recorded in
audio and the consent of the participants was
obtained by signing the Term of Free and
Informed Consent (FICT). The interviews
ranged from thirty to forty minutes.

After the literal transcription of the
information, the testimonies were analyzed
and analyzed in search of the nuclei of
meaning for the conformation of the thematic
categorial analysis.13 From this process,
resulted the categories that allowed to
understand the  contribution of the
satisfaction survey to the service in health.
While observing the anonymity of the
information, in the presentation of the
results, the participants' speeches were coded
in Arabic numerals. To designate the
interviewed nurses, the letter "E" was used,
followed by the numbering, according to the
order of interviews.

The development of the study met the
national and international norms of research
ethics involving human beings and this was
done after the approval of the Ethics
Committee of the Research and Postgraduate
Group of the referred hospital. In the
development of the study, the norms
established by Resolution 466/12 of the
National Health Council were observed and
the study project was approved in 2016 under
the number of CAAE: 59472316.8.0000.5327.

https://doi.org/10.5205/1981-8963-v12i5a234855p1338-1345-2018

RESULTS

¢ Participant profiles

By the analysis of the sociodemographic
profile of the 28 interviewed, Nursing leaders,
it was evidenced that all were female, and in
the collection period, 12 were in the age
group between 30 and 40 years (43%); another
12, between 40 and 50 years old (43%) and
four nurses, between 50 and 60 years old
(14%). In relation to the years of study, ten
professionals were up to 15 years old (35%)
and eighteen (65%), over 15 years of study. As
for working time, seven interviewees (25%)
have less than ten years of work and the other
21 professionals (75%) have working time over
ten years. As for the time of service, in the
position of nurse in the hospital, twelve
nurses (43%) had up to three years and the
remaining (57%), over four years in the
function. In relation to previous experiences
related to Nursing, all the interviewees had
experiences in other institutions.

The contribution of user satisfaction
survey

The content analysis of the interviews
allowed identifying the presence of three
thematic axes that defined the categories

User satisfaction with care: the vision...

related to the contribution of the satisfaction
survey: work view of the Nursing team,
provision of a humanized care and the
perception of the user with the service
received.

The category nominated vision of the work
of the Nursing team addresses aspects related
to the perception of Nursing leaderships
regarding the work of their team with
inpatients. It is composed of speeches that
express how the research helps in the process
of verifying the work of the team, pointing
out the positives and those that still need
improvements in the team.

From the experience | have, | realize that
where we have a well-evaluated team we
have satisfied users. (E12)

| understand that both user assessment and
performance management must happen at
the hospital on a continuous basis, but we
need to use that information and develop a
plan of improvement with the team and we
are making it happen here in the unit
through our work ". (E13)

Stimulating the team, we take the data of
satisfaction survey, | put to the team that
our indexes are good, that we have to
maintain the same level, stimulates the
team to update, to take courses and to
verify these indicators and evaluate during
the vear the their performance. (E16)

The second category, called humanized
care delivery, gathers the statements that
mention that the result of the satisfaction
survey allows us to evaluate the care offered
at the unit, allows us to create new routines
at work and justifies, together with the
institution, the need for changes in the unit .
Such modifications can contribute to the
quality of care and ensure user satisfaction.

When talking about opinion polls, the
patient spoke there, usually when we talked
to the employee to be more attentive, then
improved, in the cordiality with the
patient, in the education part, and he
demonstrates more humanization in care.
(E14)

In the research there are complaints about
the attitude, behavior and attitude of the
employee, | always refer to him and call
attention, guiding to improve patient care.
(E21)

Always seeking improvement, seeking to
reflect, we have been adapting to change
the profile of patients and the quality
requirements of the institution, so it is a
continuous search for improvements. (E27)

Usually we call the employee to talk, when
it happens some criticism that this
generates the patient’s dissatisfaction, we
know until before coming, before happening
in the research, because they are specific
situations of the day to day. (E28)
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And the third category, perception of the
user with the service received, groups
excerpts of the interviews related to the
opinion of the nurses regarding the
instrument, satisfaction survey, being a tool
that captures the voice of the user and allows
to perceive his opinion with the offered
service during their stay in hospital.

As a manager, | think he gives feedback on
what he needs to improve, it's good that we
get the praise and criticism to know what he
has to improve; sometimes we are not there
to see, | think that is what the patients can
show, this evaluation of the patient in the
unit is more related to the care, does not
evaluate the technique very much. (E5)

So, in fact, with research, we can change
some things in the unit, talk to people and
give feedback, see if our attitude, our
action is not having an effect on our client,
then we can make the necessary changes
felt by the team. (E11)

My team understands that the result of the
satisfaction survey brings a vision of our
user, whether through criticism or praise.
(E25)

When it comes to compliment we always
leave it down for the employee, sometimes
it has some situation with some patient,
they are very friendly, technically they are
not so good, but in this part of affectivity
they are very quoted. (E26)

https://doi.org/10.5205/1981-8963-v12i5a234855p1338-1345-2018

DISCUSSION

In this study, it was possible to know the
opinion of Nursing leaders about the
contribution of the user satisfaction survey to
qualify care. Evaluating the perceptions of the
users about the service received becomes an
increasingly popular and used practice in the
health area, being an indicator of quality and
pointing out possibilities for improvements in
the service. When evaluating the service, the
user can provide important elements to guide
care and improve the routines of hospital
institutions.

The predominance of women in the posts
surveyed stems from the socio-historical
aspects of the profession. In this sense,
women's presence is highlighted as a positive
factor, since women are considered to be
understanding, they engage in participative
leadership practices and tend to encourage
their team more.™ In the case of the nurses
who held the leadership position of the unit,
most were between 30 and 50 years old, with
a general professional experience of more
than ten years in the hospital. As for the years
of studies, the participants had, in most of
the interviewed, more than 15 years of study.
These findings allow us to design a scenario
formed by a mature group with a solid

User satisfaction with care: the vision...

background and strong
experience.

e Vision of the work of the Nursing team

When mentioning that the result of the
satisfaction survey allows to obtain a view of
the work of the Nursing team, the
interviewees refer that the satisfaction survey
also provides subsidies for the evaluation
process of the employee in their work with
the user, and not just as a instrument of
evaluation of the service, providing a vision of
the events that unfold inside the unit. The
satisfaction survey provides indicators to work
on the management of the team, that is, the
results from the research sometimes point to
facts related to the professional performance
of the people who make up the team. The
way in which these results will be worked out
by the team will depend directly on the
management style of each  Nursing
leadership.”™ Thus, it is possible to verify how
the users feel about the care provided by the
Nursing team and, when there are difficulties
with the care or problems of relationship with
the patient, the results of the satisfaction
survey can support the decision making for the
development of actions of permanent
education with the Nursing team. The nurses
mention that they use information from the
satisfaction survey to evaluate the
performance of the professional highlighting
their positive points and, if there is a need for
changes in relation to the care provided,
these are also suggested.

Studies corroborate the findings described
here highlighting the interpersonal
relationship as an important indicator of
quality, since the users consider the way in
which they were attended and informed
during their contact with the institution when
evaluating the quality of care.'®"” This
information can be used as a strategic tool to
improve the process of managing the activities
performed by the nurse and those delegated
to his team.' It should be remembered that
the satisfaction survey evaluates the quality
of service including user satisfaction with
Nursing care.

¢ Providing humanized care

The research, for the interviewees, assists
the team in providing a humanized care as the
institution uses the results to verify the needs
punctuated by the users and to make use of
these as important elements in the process of
building an environment focused on
humanized care. In this perspective, the
quality assessment permeates structural
elements of the service, as well as the
technical competence of those who carry out

professional
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the care actions, becoming a significant item
for the adequacy of services, especially those
considered as triggers for change.

User satisfaction survey is a valuable
management tool for the institution.
Satisfaction measurement is an important tool
for administration and planning, as well as
playing a key role between the service
provider and the user, as it reflects in the
judgment of the quality of care.”’ The
interviewees understand the need for
research of satisfaction in the unit, as well as
its importance to the social context, since it is
a tool for managing and reorganizing the
services, providing support to current
decisions and prospecting new directions in
the field of health. In nursing care, with a
view to a humanized care, it is essential the
involvement of the team to obtain the
perception of the other. The achievement of
greater success in Nursing actions depends on
whether it can meet the needs of the one
being served.”’ The findings found in the
interviewees' statements indicate that, in
addition to providing an overview of user
satisfaction with the service, research it
signals the faults to be corrected and the
needs that the users have in relation to the
service. In this way, the information obtained
from the results of a satisfaction survey can
be used to identify the areas that need
greater  consideration by  establishing
strategies that will improve the performance
of these areas. The team, knowing the needs
punctuated by the users of the service, can
set goals that can enable the execution of
individualized, humanized and systematized
care that meet the real needs of the patient
and the family. It should be noted that, in the
knowledge of the needs punctuated by the
users, the hospital institution may intervene
in the assistance process and, thus, promote
changes in practice, adjusting the service
provided to the needs and expectations of the
user.

The Humanization of UHS can be
understood as valuing the different subjects
involved in the health production process,
increasing the degree of co-responsibility in
health production, establishing solidarity
bonds and collective participation in the
management process, mapping and
interaction with the social, collective and
subjective demands of health and the
commitment to the qualification of the
ambience improving the conditions of work
and attendance.”? Attending the patient in
order to provide a humanized care is based
not only to apply the technical procedures,
but also to provide a service that establishes

https://doi.org/10.5205/1981-8963-v12i5a234855p1338-1345-2018
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links and expresses the trust or empathy of
the professional when the professional
promotes the assistance. HumanizaSus brings
humanization to the attention of qualified
listening, that is to say: for the user to be
treated in the perspective of care as an
integral action while maintaining respect for
diversity and uniqueness in the encounter
between those who care and who receives the
care.?

The results from the satisfaction survey
provide important indicators that can be
worked together with the institution's
multiprofessional team and serve as a
management tool. There is a consensus that
user satisfaction is an integral part of the
quality of health services and that its
measurement contributes to a better use of
resources and an improvement in the
performance of the various sectors involved in
the research.?® In this regard, increasing
awareness of the right to health, coupled with
an increase in user expectations and demands,
in order to ensure that their health needs are
met promptly.

¢ Perception of the user with the
service received

The results indicate that the participants
understand that the satisfaction survey makes
it possible to verify the user's perception with
the offered service. The user who has already
used the service can contribute to the quality
assessment regardless of whether or not they
need to use the service again. This voice given
to the subject that uses the service is in line
with the national policy of humanization,
which seeks to render services of quality and
resolution, making the health needs of users
responsible for all social actors involved in the
work  process.”  Humanization it s
operationalized through the identification of
the needs, desires and interests of the
different subjects in the field of health.?
Thus, humanization becomes understood as a
way of care centered on the voice of the
individual, respecting his autonomy and,
therefore, use of light technologies that
permeate listening, apprehension and
satisfaction of needs. User-centered care
configures a work routine that permanently
considers the other, revealing that managers,
professionals and users weave a practice that
favors shared actions and the differentiation
in care provided.?

Studies indicate that user satisfaction is a
multidimensional concept, however, it is not
described what dimensions of care should be
evaluated to measure user satisfaction, only if
it is known that it can vary depending on the
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type of service.” However, the dimensions of
satisfaction can be verified through the
determinants of quality in health services,
since satisfaction is related to one of the
components of quality: perceived quality.

The main scientific advances of this study
provide subsidies and emphasize that the
evaluation by the user of the quality of the
service represents an important aspect of the
decision making process in the management of
hospital institutions. Most users use their
experiences to evaluate the service and some
criteria are taken into account such as: the
technical quality of their care; interpersonal
skills of the caregiver; continuity of care;
waiting times; availability; guidance given and
the physical environment of the institution.?®
77 In this regard, it is known that the person
who has used a service may indicate this to
family and friends. Thus, it is confirmed that
satisfied users, in addition to establishing links
with the service, also recruit new users
through the positive information they provide
about the service received.

Currently, users have a lot of information
about their health and about the services that
cover their stay in the hospital environment.
The Ministry of Health has emphasized the
importance of informing the user and he / she
is aware of his / her right to know and know
about all the stages of the assistance offered
to him in order to seek the quality of health
care in the services provided.”’ These
measures aim at to reduce adverse events
that occur in patients, in addition to providing
an assessment of the quality of services
provided to the community.?®

Some limitations can be pointed out for
this investigation such as the evaluation of
only one public hospital institution.
Therefore, further studies with an expanded
sample are still necessary to evaluate other
hospital realities. In addition, it is suggested
that new research may address professionals
from other areas that are also part of the
hospital context and are considered by the
user when evaluating hospital care.

https://doi.org/10.5205/1981-8963-v12i5a234855p1338-1345-2018

CONCLUSION

The study made possible the reflection on
the subject in question. Regarding the
contribution of the user satisfaction survey to
health care, the nurses reported that the
satisfaction survey is a way to allow the user a
moment of listening in which he can express
their opinion regarding the service received.
Another contribution mentioned by the nurses
is that it can help to identify the user's
opinion of the service offered by the hospital,
which enables the institution to set goals to

User satisfaction with care: the vision...

improve the results or even maintain the
satisfaction of the service. In addition, the
satisfaction survey provides an overview of
the service, since it allows to obtain scores
relative to each attribute searched, as well as
to provide the user with a space to express, in
a written form, their needs and expectations
regarding the service.

The main contributions of this study are
that it helps to identify satisfaction survey as
an important instrument to measure the
quality of health services, being a
management tool and reorganization of
services, providing support to current
decisions and prospecting new directions in
the field of Cheers. It is worth noting that the
use of an evaluation system for the monitoring
of user satisfaction is a great challenge to be
faced by managers and professionals who seek
to adapt their work processes to excellence in
service.
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