
 

Journal of medical & pharmaceutical Sciences (JMPS) • Vol 7, Issue 2 (2023) • P: 62 - 54 

https://journals.ajsrp.com/index.php/jmps 

ISSN: 2522-333X (Online) • ISSN: 2522-333X (Print) 

 

 

54 

Assessment of Hospitalised Patient Satisfaction with Nursing Care in the Gynaecology  

and Obstetrics Department of Benghazi Medical Center, Libya 
 

Lecturer / Fatma Abdalla Atitalla Omar*1 , Lecturer / Fathi Saad Mustafa1 , Dr. Randa Mahmoud Gadalla Elamrony1 
1
 Faculty of Public Health | Benghazi University | Libya 

Received:  

06/04/2023 
 

Revised: 

16/04/2023 
 

Accepted:  

03/05/2023 
 

Published:  

30/06/2023 

 

Abstract: Satisfaction with nursing care is believed to be an indicator of the quality of the health setting, for this reason, 

many stakeholders and managers focus on measuring patients’ satisfaction to gather crucial information that could 

improve nursing service quality. The purpose of this study was to assess patients’ satisfaction with nursing care in the 

gynaecology and obstetrics department at Benghazi Medical Center (BMC) in Libya. Method: This study utilized a cross-

sectional survey design. The survey was conducted from April to May 2022.  

 Participants: - The population of the study consisted of adult patients who agreed to participate in the research and met the 

inclusion criteria, A convenient sampling method was applied in this study (n=300). Instrument: The data were collected 

through patient satisfaction with the nursing care quality questionnaire (PSNCQQ). The first section collected general 

information and demographic data; the second section consisted of a questionnaire related to patient satisfaction with 

nursing care. The scale included additional questions designed to assess satisfaction with the overall quality of care and 

treatment received during hospitalization, the overall quality of nursing care, and the likelihood that the patient would 

recommend the hospital to relatives and friends. The findings:  The patients rated their satisfaction with nursing care as 

being at a low level of satisfaction. Moreover, patients reported less satisfaction with the overall quality of care and services 

received during their hospital stay and reported that they would not recommend this hospital to their families and friends. 

Recommendation: Periodic assessments to measure patients’ satisfaction levels with nursing care in different units and 

locations, and with a larger sample, could help healthcare facilities to guarantee the provision of high-quality patient care. - 

The results of the evaluation should be used to develop potential new strategies to improve the level of nursing services in 

the hospital. 
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تقييم رضا المريضات عن الرعاية التمريضية في قسم أمراض النساء والتوليد بمركز بنغازي 

 الطبي، ليبيا
 

الدكتورة / رندة محمود ، 1ىفتحي سعد مصطفالمحاضر / ،  1*المحاضرة / فاطمة عبد الله عطيت الله عمر

 1جادالله العمروني
1
 ليبيا |جامعة بنغازي  |كلية الصحة العامة  

الرضا عن الرعاية التمريضية يعتبر بانه مؤشر على جودة المرفق الصحي، لذلك يركز العديد من أصحاب المصلحة  المستخلص:

ريضية لذلك عن طريق جمع المعلومات المهمة التي يمكن من خلالها تحسين جودة والمديرين على قياس رضا المرض ى اتجاه خدمات التم

خدمة التمريضية. الغرض من هذه الدراسة: هو تقييم رضا المرض ى عن الرعاية التمريضية في قسم أمراض النساء والتوليد في مركز 

م جمع البيانات في الفترة ممتدة من أبريل إلى مايو ت بنغازي الطبي في ليبيا. منهجية الدراسة: تم استخدام تصميم مسح مستعرض.

. المشاركون: يتألف مجتمع الدراسة من المرض ى البالغين الذين وافقوا على المشاركة في البحث واستوفوا معايير التضمين، تم 2022

يانات من خلال استبيان عن رضا (. الأداة البحث: تم جمع الب300تطبيق طريقة أخذ عينات ملائمة في هذه الدراسة )حجم العينة = 

معلومات عامة وبيانات ديموغرافية ، القسم من الاستبانة تتعلق بجمع القسم الأول  (PSNCQQ) .المرض ى عن جودة الرعاية التمريضية

الجودة  تضمن المقياس أسئلة إضافية مصممة لتقييم الرضا عن التمريضية.جمع بيانات حول رضا المرض ى عن الرعاية  الثاني يتضمن

الشاملة للرعاية والعلاج الذي يتم تلقيه أثناء الاستشفاء، والجودة الشاملة للرعاية التمريضية، واحتمال أن يوص ي المريض بالمستشفى 

للأقارب والأصدقاء. وتوصلت الدراسة الي اهم النتائج وهي تصنيف المرض ى رضاهم عن خدمات الرعاية التمريضية بقسم النساء 

أنه مستوى منخفض نوعا ما علاوة على ذلك، صنف المرض ى الجودة الشاملة للرعاية والخدمات التي تلقوها أثناء إقامتهم  والولادة على

في المستشفى بمستوي منخفض وأفادوا بأنهم لن يوصون بهذا المستشفى لعائلاتهم. وأصدقائهم. لقد خلصت هذه الدراسة الي بعض 

ومواقع مختلفة بالمستشفى يمكن ان يساعد في قياس مستويات  الدورية على عينات أكبر وأقسام القيام بالتقييمات -التوصيات منها: 

التقييم يساهم في  استخدام نتائج هذا -رضا المرض ى عن الرعاية التمريضية ذلك لغرض تحسين وتوفير جودة رعاية عالية للمرض ى. 

 .ن مستوى خدمات التمريض في المستشفىلتطوير استراتيجيات جديدة محتملة بالمستشفى ذلك لغرض تحسي

 رضا المرض ى، الرعاية التمريضية، تقييم جودة الرعاية الصحية، قسم أمراض النساء والتوليد. الكلمات المفتاحية:
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1. Background 

Nurses play a vital role in health care for both the individual and the institution (1)
. When it comes 

to patient satisfaction, it is principally the role of nurses because they are directly involved in patient care, 

from admittance to discharge (ibid.). Satisfaction with nursing care is believed to be an indicator of the 

quality of the health setting (2, 3) ,for this reason, many stakeholders and managers focus on measuring 

patients’ satisfaction to gather crucial information that could improve nursing service quality (4)
. Measuring 

patient satisfaction is important not only to improve the quality of service, but also, as indicated in the 

literature, for nurses to identify areas of failure and planning so they can implement necessary training (4, 5, 

6)
. 

The service provided by the hospital can be assessed by the level of patients’ satisfaction with 

nursing care. Nursing staff spend the most time with patients compared to other health professionals; 

therefore, they have a significant impact on the overall level of patient satisfaction (7) .A number of studies 

in Western countries have found that patient satisfaction or dissatisfaction may be affected by various 

factors, including social status, age, educational level, cultural background, previous hospital experiences, 

type of department, level of care and respect from nurses,  and continuous availability of nurses, 
(5,8,9,10.11.12,13).  as well as patients’ physical and psychosocial well-being (5,8,9,10) . Consequently, evaluating 

patient satisfaction with nursing care is complicated, specifically in obstetrics and gynaecologic 

departments, because the job requires a lot of empathy and compassion; it is not just about giving patients 

the right medications or performing a procedure correctly (5) . Patient satisfaction with nursing care and 

satisfaction with hospital services are positively correlated; however, health policymakers in developing 

countries seem to ignore this important fact when making decisions about the availability of health 

services (14, 15) .Patient satisfaction with nurses in hospitals is well measured in developed countries; 

however, insufficient patient satisfaction studies have been conducted specifically in the medical wards in 

Libyan hospitals. Therefore, this study aimed to assess patients’ satisfaction with nursing care in the 

gynaecology and obstetrics department at Benghazi Medical Center (BMC) in Libya. 

2. Materials and methods 

2.1 Design of study :-this study utilised a cross-sectional survey design to examine patients’ satisfaction 

with nursing care in the gynaecology and obstetrics department at BMC, Libya. 

2.2 Participants:- A convenient sampling method was applied in this study. The population of the study 

consisted of adult patients who agreed to participate in the research and met the following inclusion 

criteria: had stayed in the gynaecology and obstetrics department for at least 12 hours; aged 18 and 

above; admitted to the gynaecology and obstetrics department; patients who were receiving nursing 

care; "able to speak either Arabic or English; and not experiencing severe pain. Exclusion criteria 

included patients who were: unconscious; did not respond to verbal stimuli; blind, deaf, or did not 

respond or communicate; or experiencing mental illness or providing unreliable responses. The study 
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sample of patients (n = 300) represented the sample of this study. The survey was conducted from 

April to May 2022.  

2.3 Data collection procedure:- 

2.3.1 Instrument: The data were collected through the patient satisfaction with nursing care quality 

questionnaire (PSNCQQ). This questionnaire was derived from the patient judgement of hospital 

quality (PJHQ) questionnaire designed to measure satisfaction with the overall quality of care 

during the hospital stay, overall quality of nursing care, and intention to recommend the hospital 

to family and friends (16).The questionnaire utilised a five-point rating scale—excellent, very 

good, good, fair, and poor. The structured questionnaire consisted of two sections. The first 

section collected general information and demographic data, including age, marital status, date of 

admission and number of previous admissions, admission path way , and diagnosis. The second 

section consisted of a questionnaire related to patient satisfaction with nursing care (ibid.). The 

scale included additional questions designed to assess satisfaction with the overall quality of care 

and treatment received during hospitalisation, the overall quality of nursing care, thoughts on 

overall health, and the likelihood that the patient would recommend the hospital to relatives and 

friends (16). A pilot study was conducted using 10 subjects (calculated based on 10 percent of the 

total number of subjects) to determine the reliability of the questionnaire. The Cronbach’s alpha 

reliability estimates for the PSNCQQ were excellent (.97). Total item correlations were high, 

ranging from 0.58 to 0.86. The translated and original versions of the PSNCQQ were compared 

and found to be highly similar in meaning.   

2.4 Methods of data analysis: Data were analysed using the statistical package for the social sciences 

program (SPSS, version 23(. The analyses were conducted on the basis of aim, and the data were 

presented using descriptive statistics. Data were summarised into tables and bar graphs percentages. 

2.5 Ethical considerations: The researcher sought approval for the study from the BMC. Information 

about the study was explained to the participants, including the procedures and potential benefits of 

the study. The patients were informed of their right to refuse or decline participation in the study at 

any time and that refusing to participate in the study would not negatively affect them. Participants’ 

confidentiality of information was assured by excluding names and identifiers from the questionnaire. 

Informed verbal consent was obtained from all respondents prior to the study, and privacy was 

respected for all patients. 

3. Results:- 

3.1 :- Demographic Characteristics:- 

Table (1) Participants’ characteristics (n=300) 

Variables frequency % 

Age groups in years   

Less than 19 2 0.7% 
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Variables frequency % 

19 – 28 142 47.3% 

29-38 135 45% 

39-48 21 7% 

Marital status 

Single 

Married 

Separated 

Widowed 

 

- 

300 

- 

- 

- 

100% 

- 

- 

Times were (the patient) hospitalized in the past two years   

Only once 79 26.3% 

Twice 81 27% 

3 Times 102 34% 

4 Times 25 8.3% 

Over 4 Times 13 4.3% 

Patient Admitted through   

Emergency 127 42.3% 

unit direct 121 40.3% 

After test 2 0.7% 

Transferred 50 16.7% 

Patient in hospital’s room   

One patient room 24 8% 

With 1 other person 101 33.7% 

With more than 1 other person 175 58.3% 

The majority of the respondents were between the ages of 19-28 and 29-38 years, 47.3% and 

45% respectively. Regarding times were the patient hospitalized in the past two years; 34% of the 

respondents had three times hospital admissions; followed by 27% and 26.3% of the respondents who 

were experiencing second and first-time admission to a hospital respectively. Approximately 42% of the 

respondents were admitted through the Emergency department; followed by 40.3% of them admitted 

through unit direct. The majority of the respondents (58.3%) stayed in the hospital’s room with more than 

one other patient; while 33.7% of them stayed in the hospital’s room with one other patient. 

3.2 Patient Satisfaction with Nursing Care:- 

Table (2) : Mean score of patients Satisfaction with nursing care quality questionnaire sorted by highest mean 

rating (n=300). 

Item 

No 
Factors contributing to patient satisfaction Mean 

Std. 

Deviation 

2 How well nurses and explained how to prepare for test and operations 3.2 1.6 

14 How well things  were done , like giving medicine and handling IVs 3.1 1.5 

3 Willingness of nurses to answer your questions 3.0 1.6 
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Item 

No 
Factors contributing to patient satisfaction Mean 

Std. 

Deviation 

4 How well nurses communicated with patients families and doctors 2.9 1.7 

6 How much they were allowed to help in your care 2.7 1.7 

8 
How often nurses checked on you and how well they kept track of how you were 

doing 
2.6 1.6 

15 The teamwork between nurses and other hospital staff who took care of you 2.6 1.6 

17 Provisions for your privacy by nurses 2.6 1.7 

1 
How clear and complete the nurses explanation were about tests ,treatments, 

and what to expect 
2.6 1.6 

13 How quick they were  to help 2.5 1.6 

7 Courtesy and respect you were given friendliness and kindness 2.5 1.4 

16 Amount of peace and quiet 2.5 1.6 

11 How well they adjusted their schedules to your needs 2.4 1.4 

12 Ability of the nurses to make you comfortable and reassure you 2.4 1.6 

10 Willingness of the nurses to be flexible in meeting your needs 2.4 1.3 

9 How much nurses ask you what you think is important and give you needs 2.3 1.6 

5 How well the nurses kept them informed about your condition and needs 2.1 1.5 

18 
How clearly and completely the nurses told you what to do and what to expect 

when you left the hospital 
1.8 1.2 

19 nurses efforts to provide for your needs after you left the hospital 1.6 1.0 

According to Table (2) above Patients' overall satisfaction with the nursing care in the 

gynaecology and obstetrics department at Benghazi medical center (BMC) was (Mean=2.5, SD =1.5). This 

indicates that the overall level of patient satisfaction was at a low level. However,  The respondents 

reported that the five highest mean ratings towards their satisfaction were ‘How well nurses and explained 

how to prepare for tests and operations’ (Mean=3.2; SD=1.6), followed by ‘How well things were done, 

like giving medicine and handling IVs’ (Mean=3.1; SD=1.5), then ‘Willingness of nurses to answer your 

questions’ (Mean=3.0; SD=1.6), ‘How well nurses communicated with patients families and doctors’ 

(Mean=2.9; SD=1.7), as well as ‘How much they were allowed to help in your care’ (Mean=2.7; SD=1.7). 

These ratings indicate that the level of patient satisfaction was at a moderate level. Whereas, items with 

the five lowest mean ratings were ‘Willingness of the nurses to be flexible in meeting your needs’ 

(Mean=2.4; SD=1.3); followed by ‘How much nurses ask you what you think is important and give you 

needs’ (Mean=2.3; SD=1.6), next ‘How well the nurses kept them informed about your condition and 

needs’ (Mean=2.1; SD=1.5), then ‘How clearly and completely the nurses told you what to do and what to 

expect when you left the hospital’ had (Mean=1.8; SD=1.2), and ‘nurses efforts to provide for your needs 

after you left the hospital’ (Mean=1.6; SD=1.0). Besides, these ratings indicate that the level of patient 

satisfaction was at a low level. 
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3.3 Mean Score of Overall patient satisfaction:- 
                   

 

 

 

 

 

 

 

                                  

 

 

Figure (1): Overall perceptions about patient satisfaction 

According to figure (1), findings from patients in the gynaecology and obstetrics department at 

Benghazi medical center (BMC) showed that the whole was dissatisfied with the quality of care and 

services (M=2.0; SD=1.1) while, the participants reported that the mean ratings towards their satisfaction 

were quality of nursing care in hospital (Mean=2.1; SD=1.0),followed by ‘recommend this hospital to my 

family and friends"  (M=2.4; SD=1.5).these results above indicate that the level of patient’s satisfaction 

was at a low level. Overall patient satisfaction means the score is in line with the earlier results of this 

study. 

4. Discussion:- 

 In general, the findings from this study indicated that patients in the gynaecology and obstetrics 

department at Benghazi Medical Center (BMC) were dissatisfied with the overall quality of nursing care. 

These results were like previous studies, such as one conducted in the medical and surgical inpatient 

departments of the Main University Hospital in Alexandria, where 55.3% of hospitalized patients were 

unsatisfied with nursing care(16). Furthermore, a study conducted in Saudi Arabia(17)  revealed that more 

than half of patients rated their satisfaction low. 

In this study, the lowest levels of satisfaction, represented by PSNCQQ scores, were reported for 

the following items:- 

 “Nurses efforts to provide for your needs after you left the hospital” 

 “How clearly and completely the nurses told you what to do and what to expect when you left the 

hospital” 

 “How well the nurses kept them informed about your condition and needs” 

 “How much nurses ask you what you think is important and give you needs” 
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The results indicated that the most frequently missed types of care were comforting and talking 

with patients and teaching patients and family members how to manage care after discharge. Also, the 

nurses were less interested in explanations about their interventions and communication with patients. In 

other words, nurses did not meet patients’ expectations.The level of satisfaction with nursing care was low 

compared with the findings of international studies (19, 20)
. 

regardless of whether the other studies were conducted in developed or developing countries 

with a similar culture (19)
. This difference could be the result of several factors, such as the nurse’s skills and 

manner of communication with patients and the patient’s education and age (19) . Additionally, according 

to the literature, there are several explanations for the low level of patient satisfaction with nursing care, 

such as 1. the shortage of nurses in comparison to their duties and responsibilities and high number of 

patients, 2. individual characteristics and attributes of patients, 3. the physical environment and specialist 

care, 4. interpersonal manners and sociocultural aspects of patients’ care, 5. the nurses’ competencies and 

skills, 6. financial shortages and 7. nurses’ satisfaction with their jobs( 21)
.
 Obstetric and gynaecologic 

nurses clearly provide care to vulnerable populations, and the most important concern when working with 

these groups is maintaining a positive attitude. The job requires a lot of empathy and compassion; it is not 

just about giving patients medications or performing a procedure correctly. Subsequently, the level of 

satisfaction among hospitalized patients in this unit is affected by the level of physical and psychological 

care of patients. 

The findings of this study show that patients reported less satisfaction with the overall quality of 

care and services received during their hospital stay and reported that they would not recommend 

this hospital to their families and friends. An explanation for this result might be that the patients were not 

satisfied with the overall quality of nursing care. This result is consistent with a study in Libya (2020) that 

revealed the low quality of health services provided by the Benghazi Medical Center and deficiencies in 

the nursing services provided to the patients(22)
. Similarly, this finding is consistent with a study in Brazil(23)

. 

which found a correlation between nursing care quality and patient satisfaction. 

5. Conclusion :- 

Nursing care is considered one of the crucial factors that affect patient satisfaction with their 

hospital stay. It has become a commonly used indicator of how satisfied patients are with healthcare 

services. The findings of this study revealed that the perceived satisfaction level regarding the quality of 

nursing care was generally low. The patient's satisfaction with the nursing care they receive has a direct 

influence on their perception of the hospital's overall quality. Finally, the findings of this study present a 

framework for both managers and policymakers to seriously think about continuous quality 

improvements as an urgent area. 
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6. Recommendations  

6.1 The first step toward improving patient satisfaction will be to identify where practices fall short of 

expectations. Therefore, the findings obtained from this evaluation should be taken into consideration 

when determining training requirements for nurses. 

6.2 Measuring patient satisfaction with nursing care is not straightforward. Satisfaction is a complex 

concept that is influenced by factors including socio-demographic characteristics, physical and 

psychological status, attitudes toward and expectations of medical care structure, process, and 

outcome of care. Therefore, more studies need to be conducted on the effects of these factors on 

patient satisfaction. 

6.3 Periodic assessments to measure patients’ satisfaction levels with nursing care in different units and 

locations, and with a larger sample, could help healthcare facilities to guarantee the provision of high-

quality patient care.  

6.4 In-service educational programs should be developed and implemented for all nurses who wish to 

raise their awareness of the attention to patient satisfaction. 

6.5 The results of the evaluation should be used to develop potential new strategies to improve the level 

of nursing services in the hospital. 

7. Limitations of the study: The findings of this study may not be generalisable due to the use of the 

convenience sampling method. The results may have been influenced by a potential non-response 

bias. Also the research is the cross-sectional design, which does not inform us about causation. 

Longitudinal analysis would better assess causality and identify potential unmeasured variables. The 

study is being conducted in a single public hospital in Benghazi therefore, future investigations should 

include more than one hospital in both the private and public sectors. 

Conflict of Interest: The authors declare that they have no conflict of interest. 
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