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Abstract
Objective: To analyze the use of the results of a user satisfaction survey by head nurses in inpatient units.
Methods: A descriptive exploratory study conducted at a university hospital. The research tool was a form 
administered to 14 nurses using interviews. Transcribed testimonies were submitted to content analysis.
Results: Four categories emerged: communication as a means of transmitting information to the nursing 
team; the contribution of the user satisfaction survey to health care; changes implemented in the units based 
on survey results; and the influence of the satisfaction survey on the evaluation of nursing team performance.
Conclusion: The information obtained through satisfaction surveys provided an overview of the performance 
of the nursing service and can assist managers in making decisions. It also serves as a source of information 
for the assessment of individual employee performance and quality of care indicators.

Resumo
Objetivo: Analisar a utilização de resultados da pesquisa de satisfação dos usuários pelas chefias de 
Enfermagem das unidades de internação.
Métodos: Pesquisa exploratória, descritiva, realizada em hospital universitário. O instrumento de pesquisa foi 
um formulário aplicado por entrevista com 14 enfermeiras. Os depoimentos transcritos foram submetidos à 
análise de conteúdo.
Resultados: Emergiram quatro categorias: a comunicação como forma de transmissão das informações para 
a equipe de Enfermagem; a contribuição da pesquisa de satisfação do usuário para o atendimento em saúde; 
mudanças implementadas nas unidades a partir dos resultados da pesquisa; e a influência da pesquisa de 
satisfação na avaliação de desempenho da equipe de Enfermagem.
Conclusão: As informações obtidas pela pesquisa de satisfação fornecem um panorama da performance do 
serviço e podem auxiliar gestores na tomada de decisões. Servem ainda como fonte de informação para a 
avaliação do desempenho individual dos funcionários e indicadores de qualidade da assistência.
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Introduction

With the advance of technology and computeriza-
tion of the means of communication, health service 
users have new channels of communication for ex-
pressing their ideas and needs to those who provide 
such assistance. Adding the user as a transforma-
tional and evaluative agent is a sensitive indicator 
of service quality, enabling appropriateness of care 
for user needs, and simultaneously providing real 
change in health services.(1)

In this context, the satisfaction survey is a tool 
to evaluate the health service by the user, who ana-
lyzes the care received in the institution considering 
his/her needs when seeking care. The user evaluates 
each attribute of the survey instrument, exposing 
his/her opinion regarding the care, thereby provid-
ing an important measure of health care quality. The 
evaluation of care is an essential tool in public poli-
cy, as a mechanism both to assess for the possibility 
of course correction, and to provide continuity of 
interventions, so that the results are always revised 
and modified according to the perceived needs and 
are grounded on the social demands.(2)

  
This way, 

there is the possibility of considering the subject 
in his/her specificity, respecting his/her history of 
life.(3) Hospitals enable the performance of nurses’ 
activities regarding quality of care when nurses un-
derstand the context of health services. Therefore, 
they care for the user more broadly, seeking to know 
him/her and to satisfy him/her in his/her expecta-
tions, with regard to the care and services available. 
Conceptually, the term “client”, “patient” or “user” 
is characterized as one who receives the care or the 
benefit of a particular work, i.e., to whom a ser-
vice has been offered or done, and his/her satisfac-
tion becomes a factor of success.(4) In this study, 
we chose the term “user satisfaction”, instead of “ 
patient/client satisfaction “ because, over the years, 
the term “user” has become more commonly used 
in research seeking to know the opinion of people 
who used health services.

The incorporation of the user in evaluation has 
been valued because it is possibly related to more 
appropriate use of services, design of actions that 
have been developed, and also the possibility of 

targeting and planning of care. This way, health 
evaluations have included the measurement of sat-
isfaction as an important measure of quality of care 
in relation to the care provided or received.(5) User 
participation stands out as a significant point of 
these processes, which aids in the transformation 
of practices of managers, workers and assessors, in 
the process of the production of health care.(6) This 
topic is highly relevant to nursing, because it  en-
ables one to check how the results of the satisfaction 
survey are being used by nurses occupying the lead 
positions, and also to check the real contribution 
that the satisfaction survey brings to care. Similarly, 
this topic is considered very important because it 
enables feedback on aspects that can be improved 
in the care delivery, and also the identification of 
those that are already underway, according to the 
users’ expectations.

The focus of the study was the applicability of 
the results of the satisfaction survey, and this article 
aims to analyze the use of the results of user satis-
faction survey by head nurses in inpatient units of a 
public hospital.

Methods

A descriptive exploratory study with a qualitative 
approach, conducted in a university hospital in the 
state of Rio Grande do Sul, in southern Brazil, a 
member of the network of hospitals of the Ministry 
of Education, with 795 beds. The study population 
was composed of the head nurses in clinical, surgi-
cal, pediatric hematology/oncology psychiatric, and 
maternal-child inpatient units. For the composition 
of the sample, the inclusion criterion was having 
been in the lead position for at least six months. 
Among the possible 18 participants, 14 nurses ful-
filled that criterion.

Data were collected through semi-structured 
interview, guided by a script with eight questions 
developed in order to meet the objective proposed 
in this study. The interview script was preliminari-
ly tested for understanding and its ability to gen-
erate the information sought. The interviews were 
audio recorded and later literal transcription was 
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performed by the researcher. The audio recordings 
totaled approximately eight hours. Data were col-
lected from May to July of 2012.

The data were submitted to thematic content 
analysis. After transcription, free-floating reading 
and analysis of the testimonies was performed 
in search of meaning units.(7) From this process, 
categories emerged that helped uncover the use 
of the user satisfaction survey results by the head 
nurses of the inpatient units. In order to ensure 
the anonymity of the information, the subjects’ 
testimonies were coded using numbers, following 
the order of the interviews for the presentation of 
results.

The development of the study met national and 
international standards of ethics in research involv-
ing human subjects.

Results

As for the characteristics of the participants, of the 
14 nurses interviewed, two were aged between 30 
- 40 years (14%), five were between 40 - 50 years 
(36%), and seven were between 50 - 60 years (50%). 
In relation to working time, only six respondents 
(43%) had worked for less than 15 years; the other 
eight subjects (57%) had been working for over 15 
years. As for the service time as the unit’s head nuse, 
eight subjects had up to three years; the remainder 
had more than four years. Regarding previous nurs-
ing experience, only three subjects had no experi-
ence in other institutions.

The content analysis of the interviews, based on 
the testimonies about using the results of the sat-
isfaction survey, enabled the identification of four 
thematic axes.

The first category, named “communication as a 
means of transmitting information to the nursing 
team”, gathered the testimonials that mentioned 
how information from the results of the satisfac-
tion survey is transmitted to the work team. Several 
communication strategies were used by the group, 
with communication as an essential tool for nurs-
ing, because it favors the exchange of information 
and dialogue within the nursing team.

The category named “the contribution of the 
user satisfaction survey to health care” addressed as-
pects related to the perception of nurses regarding 
the contribution that research brings to the unit for 
attending the user. The statements in this category 
indicated that the satisfaction survey was a way to 
provide the user with a moment of listening, when 
he/she can express his/her opinion about the care 
received.

In the third category “changes implemented in 
the units based on survey results”, excerpts of the 
interviews were grouped based upon the units in 
which the team worked within that hospital, such 
as improvements implemented in the unit consid-
ering users’ requests through satisfaction survey; 
changes in routine work; greater involvement with 
the satisfaction survey by the nursing team, due to 
incentives offered by the institution.

“The influence of the satisfaction survey in the 
evaluation of nursing team performance” was the 
emerging category, because it is a theoretical con-
tribution related to the satisfaction theme, in which 
aspects regarding the management of the work team 
are inserted through indicators from the user satis-
faction survey.

Discussion

The discussion about the use of the results of the sat-
isfaction survey by the head nurses reveals weight-
ing placed on the quality of nursing care from the 
user perspective. However, the qualitative design 
should be considered as a limitation of this study, 
because it allows for a deeper understanding of the 
phenomenon, but does not allow for comparisons 
and generalizations. Furthermore, although the 
study was developed in a single university hospital, 
the discussion can contribute to the understanding 
of similar situations experienced in other services in 
academic settings.

The nurses’ testimonies express, in practice, the 
concern for checking the satisfaction survey results 
in order to know user perception, and to enable tai-
loring of activities to staff needs in order to provide 
quality care. Aspects of the users’ perceptions were 
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also identified on how the nursing staff acts, and 
the contributions that the results of the satisfaction 
survey can bring to the job sector.

When mentioning the communication strate-
gies used as means of transmitting information to 
the nursing staff, nurses report that communica-
tion is an essential skill for professionals in this 
area, who must constantly pay attention to the 
content of the information and use it during their 
daily routine work, whether in the direct or indi-
rect care of the patient. Communication is some-
thing that can be used by people, that to which 
they can attribute sense. There are multiple ways 
to communicate, in the same way that communi-
cation can occur for various reasons and at differ-
ent levels of hierarchy.(8)

Regarding the communication strategies used 
by the nursing team, nurses report that they use 
more than one communication strategy, including 
verbal, on duty at the time of shift change and in 
meetings with the team, reporting directly to a per-
son or a group, being face to face at that moment. 
Shift change is an activity inherent to the nurse’s 
daily life, at which the transmission of information 
occurs between professionals who are ending and 
those who are beginning their work shift.(9) Meet-
ings are seen as a way to pass the results of the sat-
isfaction survey in more detail, pointing out pecu-
liarities, and also allowing room for discussion of 
managerial and bureaucratic issues.

Another means that nurses use is a visual re-
source, e.g., a message board, to show the unit re-
sults and provide visibility for all shifts. They also 
use also the intranet of the institution as a means 
of spreading net information to all team members. 
When sending messages by this means of commu-
nication for the health team, information should be 
provided in an attractive way in the document, in 
order to increase the chances that the target audi-
ence will read such e-mails.(10)

Information is essential to the management of 
nursing activities and to support nurses in deci-
sion-making, especially with regard to resolution 
and to minimizing the problems inherent to the 
unit.(11) Studies show that developing teamwork 
and maintaining effective communication skills 

should be considered essential to health service 
managers.(12)

The interviewees reported the contribution of 
the user satisfaction survey to the health care team, 
because the institution can identify the perception 
of the service user and thus set goals to improve 
its results, as well as maintaining satisfaction with 
the care.

In addition to the general quality of the service, 
the satisfaction survey also evaluates user satisfac-
tion with nursing care. Thus, the quality of a health-
care service is directly related to the quality of the 
interpersonal relationship between users and pro-
fessionals responsible for health care. There is a con-
sensus that user satisfaction is an integral part of the 
health care quality, and that its measure contributes 
to better use of resources and improvement in the 
performance of various sectors involved in the sur-
vey.(13) Studies corroborate these findings by high-
lighting interpersonal relationships as an important 
indicator of quality, because users consider the way 
they were treated and informed during their contact 
with the institution to analyze the care and make an 
evaluation.(14)

In this sense, institutions should encourage 
practices and behaviors that lead to quality per-
formance through a commitment to care improve-
ment.(15)

 
The measurement of satisfaction is an im-

portant tool for management and planning. It also 
plays a fundamental role between the service pro-
vider and the user, because it reflects the judgment 
of the quality of care provided.(16)

 
Listening to the 

users’ opinions about the function and organiza-
tion of health services is an action that provides 
significant benefits to the quality of services of-
fered, since the incorporation of the client’s point 
of view makes health actions more targeted to the 
users’ needs.(17)

The category referring to the changes imple-
mented in the units based on the survey results 
brings reports of changes already made to the phys-
ical area of the unit, the environment, and others 
related to the routines of the work team, as well as 
changes in the involvement with the survey by the 
nursing team, which was encouraged in order to 
capture more user surveys.
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Satisfaction is not always only linked to the 
nursing care. It is known that users evaluate care 
considering the context in which they are inserted 
in health. The evaluation of care includes the hu-
man resources and the structure used for the service.

Studies show that the environment has a strong 
influence, by stimulating or inhibiting interaction 
between the individuals involved.(18)

 
Thus, the en-

vironment is not just about the physical space used 
by people, but also the furniture, the accommoda-
tions, the ventilation, temperature, noise and space 
conditions.

The results of these satisfaction surveys provid-
ed justifiable arguments to ensure the acquisition 
of additional resources in the units.(19)

 
Nursing has 

the peculiar feature of being a profession oriented 
by many rules and routines. The steady implemen-
tation of these standards in order to organize and 
standardize the work and human resources manage-
ment has been configured in a negative way in the 
evaluation of nurses’ satisfaction in their profession-
al practice, a fact pointed out by nurses who man-
age health services, who explain that they require 
more time during activities to meet all the rules and 
routines of the institution.(20)

 
The search for quality 

processes can bring changes in values and behav-
iors, requiring professionals involved to discontinue 
mechanized care and promote an organizational en-
vironment of excellence.(21)

With regard to the influence of the satisfaction 
survey on the evaluation of nursing team perfor-
mance, a theoretical contribution related to the 
satisfaction theme was found. The nurses used the 
user satisfaction survey as an indicator of team eval-
uation, i.e., if the provider was cited with praise or 
criticism, such situations were registered in a per-
formance evaluation form. After that, the negative 
points were discussed with professionals to encour-
age them to improve their posture during care. This 
measure gives the professional a chance to change, 
and can improve staff performance within the in-
stitution.

Performance evaluation is an ongoing process 
that is used and perceived differently by members 
of the same workgroup. Understanding how this is 
reflected in the group, and within the institution, as 

well as analyzing its real sense in the context of work, 
is an important point in the design of and true use 
of this process.(22)

 
The satisfaction survey provides 

important indicators regarding the management of 
the team. This fact was evidenced in the findings of 
this research. Studies point out that professionals 
feel more satisfied with their performance evaluation 
when they have the opportunity to discuss the re-
sults with their ca manager.(23) The performance eval-
uation can be a tool that favors the employee, the 
manager, and the care provided, by indicating adjust-
ments, training needs and improvements in working 
conditions.(22) Both in the national and internation-
al contexts, the performance evaluation is seen as a 
management tool that can motivate professionals to 
improve their performance, especially on issues relat-
ed to their behavior within the hospital.(23)

Conclusion

Head nurses used the satisfaction survey results to 
change the care provided to users in inpatient units, 
in order to adapt the care to the patients’ expecta-
tions. It was observed that the satisfaction survey 
results were used as an indicator of quality of care, 
guiding managerial decision making. In addition, 
they were used as source of information for the 
management of people, more specifically, for the 
assessment of individual performance.
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