
1111J. res.: fundam. care. online 2019. Oct./Dec. 11(5): 1111-1116

RESEARCH

DOI: 10.9789/2175-5361.2019.v11i5.1111-1116  | Coutinho AFP, Lopes JL, Carneiro CS, et al. | The Satisfaction of Patients...

DOI: 10.9789/2175-5361.2019.v11i5.1111-1116

The Satisfaction of Patients Assisted by a Health Education 
Ambulatory

Satisfação dos Pacientes Atendidos no Ambulatório de Educação em Saúde

Satisfacción  de los Pacientes Tratados en un Ambulatorio de Educación en 
Salud

Ana Flávia Pereira Coutinho; Juliana de Lima Lopes2; Camila de Souza Carneiro3; Vinícius Batista Santos4; Alba 
Lucia Bottura Leite de Barros5* 

How to quote this article:
Coutinho AFP, Lopes JL, Carneiro CS, et al. The Satisfaction of Patients Assisted by a Health Education 
Ambulatory. Rev Fund Care Online.2019. Oct./Dec.; 11(5):1111-1116. DOI: http://dx.doi.org/10.9789/2175-
5361.2019.v11i5.1111-1116

ABSTRACT
Objective: The study’s aim has been to identify the satisfaction of patients assisted by a Health Education 
Ambulatory, and also to assess the effect of antecedent variables regarding the patients’ satisfaction level.  
Methods: It is a cross-sectional study conducted in a Health Education Ambulatory. The sample consisted 
of all cardiac patients at the ambulatory (17 patients). Patient satisfaction was assessed through the Patient 
Satisfaction Instrument (PSI). Results: All patients reported high level of satisfaction. The domains with the 
highest and lowest scores were the professional and the educational, respectively. There was no significant 
correlation between the levels of satisfaction with any of the antecedent variables. Conclusion: Patients 
reported high level of satisfaction and there was no significant correlation between variables and satisfaction. 

Descriptors: Patient satisfaction, Hospital ambulatory, Nursing.
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RESUMO
Objetivo: Identificar a satisfação dos pacientes acompanhados em 
um Ambulatório de Educação em Saúde e avaliar o efeito das variáveis 
antecedentes com o grau de satisfação dos pacientes. Método: Trata-se de 
um estudo de corte transversal, realizado em um Ambulatório de Educação 
em Saúde. A amostra foi composta por todos os pacientes cardiopatas 
atendidos neste ambulatório (17 pacientes). A satisfação dos pacientes foi 
avaliada por meio do instrumento Satisfação do Paciente (ISP). Resultados: 
Observou-se que todos os pacientes relataram um alto nível de satisfação e os 
domínios que obtiveram maiores e menores pontuações foram o profissional 
e o educacional, respectivamente. Não houve correlação significativa do 
nível de satisfação com nenhuma das variáveis antecedentes. Conclusão: 
Os pacientes apresentaram alto nível de satisfação e nenhuma variável se 
relacionou com a satisfação.    

Descritores: Satisfação do paciente, Ambulatório hospitalar, Enfermagem.

RESUMEN
Objetivo: Identificar la satisfacción de los pacientes seguidos en un 
ambulatorio de Educación para la Salud y evaluar el efecto de las variables 
antecedentes sobre el nivel de satisfacción de los pacientes. Método: : Se 
trata de un estudio transversal realizado en un ambulatorio la Educación 
para la Salud. La muestra estuvo constituida por todos los pacientes cardíacos 
en el ambulatorio (17 pacientes). La satisfacción del paciente se evaluó a 
través del Instrumento de Satisfacción del Paciente (ISP). Resultados: Todos 
los pacientes informaron un alto nivel de satisfacción. Los dominios con 
los puntajes más altos y más bajos fueron el profesional y el educacional, 
respectivamente. No hubo correlación significativa entre los niveles de 
satisfacción con cualquiera de las variables antecedentes. Conclusión: 

Pacientes informaron un alto nivel de satisfacción y no hubo correlación 
significativa entre variables y los niveles de satisfacción.
Descriptores: Satisfacción del paciente, Servicio ambulatorio en hospital, 
Enfermería.

INTRODUCTION
Cardiovascular diseases are currently the leading causes 

of morbidity and mortality worldwide. The World Health 
Organization (WHO) stated that in 2012, 17,327,000 people 
worldwide died from heart disease, accounting for 30.5% of 
all deaths.1 This high incidence of morbidity and mortality is 
due to the fact of the high number of risk factors associated 
with this disease.2 Many of these factors can be modified 
when the patient receives adequate guidance,3 and the 
nurse plays an important role in this context, since it is 
the professional who most guides these patients.

Since the beginning of 2010, some patients with cardiac 
conditions attended at Hospital São Paulo, where they were 
invited to be followed up after the hospital discharge at 
the Health Education Ambulatory. The Health Education 
Ambulatory from the Escola Paulista de Enfermagem at 
Universidade Federal de São Paulo (UNIFESP) promotes 
the follow-up of patients and their relatives, through 
orientations in relation to the disease, therapeutics and 
modification of the lifestyle.

Nevertheless, in order for the patient to be motivated to 
remain with this follow-up, it is necessary for the patient to 

have a positive evaluation from the health service and, in 
order to do so, the multiprofessional team must be qualified 
and with a broad knowledge about the disease and the 
state of patient’s health, in addition to establishing good 
communication with the patient.4

In this sense, it is important to evaluate the satisfaction of 
the patients followed in this ambulatory, in order to improve 
the quality of care provided. Satisfaction is defined as the 
customer’s reaction to the experience of using a service or 
purchasing a product according to their expectation. It is 
the feeling of pleasure or disappointment by comparing 
the expected performance against the expectations of the 
individual.5

It should be emphasized that studies aimed at user 
satisfaction are a fundamental task for the management 
of nursing services, since their understanding can provide 
users with a performance evaluation that will indicate both 
strategic and operational decisions that can be influenced 
The quality of the services provided by the organizations 
and even the patients’ adherence to the treatment.6 Given 
the aforementioned, the following questions came along: 
Are the patients assisted by a Health Education Ambulatory 
satisfied with the service provided? Is there any factor that 
interferes with the satisfaction of these patients?

 The study’s goal is to identify the satisfaction of the 
patients assisted by the Health Education Ambulatory from 
the Escola Paulista de Enfermagem at Universidade Federal 
de São Paulo (UNIFESP).

To evaluate the effect of the antecedent variables (sex, age, 
residency, companion relationship, number of consultations 
attended, year of first consultation and hospital readmission 
during follow-up) with the satisfaction level of the patients 
assisted by the ambulatory.

METHODS
It is a cross-sectional study that was carried out at 

the Health Education Ambulatory from the Escola Pau-
lista de Enfermagem at Universidade Federal de São Paulo 
(UNIFESP), over the time period from December 2012 to 
July 2013. This ambulatory attends patients with coronary 
artery disease and/or cardiac insufficiency regardless the 
disease etiology.

The sample consisted of all the patients attended by this 
ambulatory. The inclusion criteria were the patients who 
agreed to participate in the study, signing the informed 
consent form, who had at least four years of study, because 
the evaluation of satisfaction was performed through the 
application of a self-applicable instrument and, patients that 
participated in at least two consultations in the ambulatory, 
since in order to evaluate satisfaction it is necessary that 
the patient has previous contact with the service.7 Patients 
with visual deficit were excluded from the study because 
they could not fill the evaluation instrument used; those 
with decompensating disease even after health care, in 
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order to avoid greater energy expenditure, and patients 
that were only cared through telephone contact.

The instrument used to assess satisfaction was the 
Patient Satisfaction Instrument (PSI). This instrument 
was translated and validated8 for the Portuguese version, 
which was originally developed by Hinshaw and Atwood.9 

This instrument targets to measure patient satisfaction 
in relation to nursing care and contains 25 items, grou-
ped into three domains: professional (P), educational (E) 
and confidence (C). Because it is an instrument used to 
evaluate patient satisfaction in the hospital settings, it was 
necessary to exclude two questions that did not correspond 
to outpatient care: “The nurse is very busy at the clinic 
to waste time talking to me” and “The nurse is skilled in 
assisting the physician during the procedures.

The scale of measurement of this instrument is Likert 
type, with five options ranging from “totally agree” to 
“totally disagree”. According to the study by Oliveira8 the 
score is given as follows: for the positive items (3, 4, 6, 
7, 9, 12, 14, 15, 16, 17, 21, 23, 24), the totally agreeable 
alternative will be worth 5 points and the totally disa-
greeable with 1 point. In contrast, for negative items (1, 
2, 5, 8, 11, 13, 18, 19, 20 and 22), “totally agree” with 1 
point and “totally disagree” with 5 points. The higher the 
PSI score, the greater the level of patient satisfaction with 
the care provided. It is an instrument of easy application 
and has a coefficient of reliability for the three subscales 
between 0.78 and 0.87.8

It should be noticed that the satisfaction assessment was 
obtained by the principal investigator, immediately after 
the consultation, as a study shows that satisfaction must be 
obtained after the patient has experienced the situation.10

Statistical analyzes were performed using Statistical 
Package for Social Sciences (SPSS), version 19. The qualita-
tive measures were described by means of absolute (n) and 
relative frequencies (%) and for the quantitative measures 
were the following: median (Med), standard deviation 
(SD), minimum (Min) and maximum (Max) values. The 
consistency of the items of the scores was assessed by 
the Cronbach’s Alpha coefficient, and those who obtained 
alpha values above 0.6 were considered a satisfactory scale.

Non-parametric Kruskal-Wallis or Mann-Whitney tests 
were used to compare the measures of the scores between 
the categories of the qualitative variables. The relationship 
between scores and quantitative measures was evaluated by 
Spearmann correlation. The level of significance adopted 
for the tests was 5%.

Preceding the data collection, the research project was 
submitted and approved by the Research Ethics Com-
mittee under the number 184,690. Patients who agreed 
participating in the study signed the Free and Informed 
Consent Term.
RESULTS AND DISCUSSION

The majority of these patients (n=12, 70.6%) were male 
and resided in São Paulo (n=12, 70.6%), predominantly 

in the Southern Zone (n=7, 47.1%). The age ranged from 
31 to 73 years old, with an average of 55 + 13.4 years old. 
Regarding the medical diagnosis, it was observed that 82.4% 
had heart failure.

The number of consultations attended at the ambulatory 
ranged from 4 to 14, with an average of eight visits, and 
during the follow-up period at the ambulatory, 12 (70.6%) 
of the patients did not have hospital admission. Ten patients 
evaluated, attended the consultations without companion.

Concerning the satisfaction level, it was observed that all 
the patients reported a high level of satisfaction regarding the 
ambulatory consultations, which average was 4.54. Regarding 
the domains of the scale, it was observed that the highest 
satisfaction was related to the professional domain (Table 1). 

Table 1 - Summary statistics for the total items and domains of the PSI. 

São Paulo, 2013.

When evaluating each item of the scale, it was veri-
fied (Table 2) that as averages ranged from 3.59 to 4.76 
points, being that situations that obtained greater satisfac-
tion in all technical-professional domain and confidence 
domain.	

Table 2 - Descriptive statistics of the PSI items. São Paulo, 2013.

Legend: SD = standard deviation; Med = median; Min = minimum and 

Max = maximum.

Considering the internal consistency of the PSI, evaluated 
by Cronbach’s Alpha coefficient, a satisfactory consistency 
was found for all PSI items, α=0.901 (23 items) and for the 
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domains: technical-professional, α=0.817 (6 items); confi-
dence, α=0.742 (10 items) and educational, α=0.719 (7 items).

Regarding the relation between the level of patient satis-
faction and the antecedent quantitative variables (age and 
number of consultations), it was observed that there was no 
significant correlation (Table 3). 

Table 3 - Correlation between PSI scores, age and number of attended 

consultations. São Paulo, 2013.

r: Correlation coefficient.

By analyzing the relationship between the patient’s satis-
faction levels to the qualitative dependent variables (sex, resi-
dency, companion relationship, year of first consultation and 
hospital readmission) no correlation was observed (Table 4). 

Table 4 - Association between the PSI scores between the sex categories, 

residency, the degree of the companion relationship, the year of the first 

consultation and hospital readmission. São Paulo, 2013.

Legend: SD = standard deviation; Med= median.

Presented Statistics: *Mann Whitney test; the others are the Kruskal-

-Wallis test.

Because it is a chronic and potentially irreversible con-
dition, patients with heart disease deal with their disease for 
a long period of time. Treatment includes not only a wide 
variety of medications but also significant changes in lifestyle. 

The complexity of disease management, associated with 
patients’ lack of knowledge about the subject, may impair 
understanding of treatment and, consequently, decrease 
adherence to treatment.11

Hence, a better understanding of these diseases, their 
educational plan and the medications used, they all together 
may facilitate adherence to pharmacological and non-phar-
macological treatment, thus reducing morbidity and mortality 
and improving the patient’s life quality.11

Ambulatory care allows patients to be monitored in order 
to demonstrate the long-term impact of the intervention 
on the assimilated knowledge and its consequences on the 
clinical evolution and quality of life of the patients.12

A study13 carried out with oncology patients under ambu-
latory care showed, through a tool by Sitza and Wood, pro-
posed by Donabedian that the elements that influenced the 
positive evaluation of quality of service were the technical 
capacity of the nursing professional and the appropriate 
interpersonal relationship, which were aspects evidenced 
in the present study.

From the obtained results it was possible to observe that 
the situations with higher averages were those related to the 
technical-professional domain and to the trust domain. These 
results show that the evaluation of the patient in relation to 
the care received is based not only on technical procedures 
but also on situations that demonstrate confidence, empathy 
and patience on the part of the caregiver.14

The nursing professional, by reconfiguring the user-direc-
ted view, shifting himself from the position of the individual 
to perceiving it as a subject, can increase care, in which the 
user’s desires are perceived beyond purely biological needs.14

Although the patients reported satisfaction with the recei-
ved orientations, it is verified that the items related to the 
educational domain resulted in the lower averages. Other 
studies confirm this finding and point out that patients that 
reported having received insufficient information about their 
treatment had lower levels of satisfaction.15 It is important 
to highlight that the information provided by nurses is one 
of the key factors for this evaluation.15

The nursing professional has the responsibility to gua-
rantee and establish a communication process favorable to 
the interaction and to share expectations, values and feelings 
between him and the clients.16 Moreover, the nurses act as a 
key element in quality care. As the nurse interacts with the 
patient, a communication channel is established and conse-
quently assists in meeting the needs, desires and decisions 
of the patient, facilitating and effectively promoting patient 
cooperation in relation to the prescribed observations. The 
dialogue between the provider and the client offers benefits 
to the Institution because it informs what is wrong and guides 
how to make the service better.17

In the patient’s viewpoint, the attributes he considers most 
important for a quality care are focused on interpersonal 
aspects of the relationship between the caregiver and the 
caregiver. These aspects are based on receiving attention from 
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nurses, friendship, as well as showing affection, competence, 
ability and teaching about care, respect for the needs, pleasant 
treatment and patient involvement in the care itself, aspects 
that Were evident in the present study.18-19 The quality of 
services depends on how much the same corresponds to the 
expectations of the clients.20 Nonetheless, such expectations 
can be influenced by several factors, so recognizing them 
is of fundamental importance for those who manage the 
provision of services.

CONCLUSIONS
It was concluded that the patients presented high levels 

of satisfaction in ambulatory care, especially regarding the 
professional performance and the confidence. Nonetheless, 
there was no correlation between the antecedent variables 
and patient satisfaction. Other studies of this nature should 
be performed to guide the quality of care provided in the 
health services, and then identify possible factors that may 
interfere in this assessment. 

REFERENCES
1.	 World Health Organization. Global Health Observatory Data 

Repository [Internet]. Acesso em : 15 de setembro de 2012. 
Disponível em: http://apps.who.int/ghodata/

2.	 Berry JD, Dyer A, Cai X, Garside DB, Ning H, Thomas A, et al. 
Lifetime risks of cardiovascular disease. N Engl J Med. 2012; 
3666(4): 321-9.https://doi.org/10.1056/NEJMoa1012848

3.	 Assis LS, Leite JL, Stipp MAC, Cunha NM. A atenção da enfermeira 
à saúde cardiovascular de mulheres hipertensas. Esc Anna Nery 
Rev Enferm. 2009;13(2):265-70.https://doi.org/10.1590/S1414-
81452009000200005

4.	 Bellucci Júnior JA, Matsuda LM. O enfermeiro no gerenciamento à 
qualidade em Serviço Hospitalar de Emergência: revisão integrativa 
da literatura. Rev Gaúcha Enferm, 2011;32(4):797-806.https://doi.
org/10.1590/S1983-14472011000400022

5.	 Pena MM, Melleiro MM. Grau de satisfação de usuários de um 
hospital privado. Acta Paul Enferm. 2012;25 (2):197-203.https://doi.
org/10.1590/S0103-21002012000200007

6.	 Vieira APM, Kurcgant P. Indicadores de qualidade no 
gerenciamento de recursos humanos em enfermagem: elementos 
constitutivos segundo percepção de enfermeiros. Acta Paul Enferm. 
2010;23(1):11-5.https://doi.org/10.1590/S0103-21002010000100002

7.	 Moura GMSS, Hilleshein EF, Schardosim JM, Delgado KS. 
Satisfação do paciente na unidade de coleta de exames laboratoriais. 
Rev Gaúcha Enferm. 2008;29(2):269-75.

8.	 Oliveira, AML. Satisfação do paciente com os cuidados de 
enfermagem: adaptação cultural e validação do Patient Satisfaction 
Instrument (dissertação). Campinas. Universidade Estadual de 
Campinas; 2004.

9.	 Hinshaw AS, Atwood JR. A patient satisfaction instrument: 
Precision by replication. Nurs Res.1982; 31: 170-91.https://doi.
org/10.1097/00006199-198205000-00011

10. Lopes JL, Cardoso MLA, Alves VLS, D’Innocenzo M. Satisfação de 
clientes sobre cuidados de enfermagem no contexto hospitalar. Acta 
Paul Enferma. 2009;22(2):136-41.https://doi.org/10.1590/S0103-
21002009000200004

11. Fernandes AMS, Souza VS, Borges IC, Andrade DC, Luedy 
FA, Martins RR, et al. Atividade educativa na sala de espera 
com pacientes com insuficiência cardíaca. Rev Bras Cardiol. 
2013;26(2):106-11.

12. Gonçalves JR, Veras FEL, Matos ACM, Lima ISA.Avaliação da 
satisfação dos pacientes submetidos à intervenção fisioterapêutica 
no município de Campo Maior, PI.Fisioter Mov. 2011;24(1):47-56.
https://doi.org/10.1590/S0103-51502011000100006

13. Fonseca SM, Guitérrez MGR, Adami NP. Avaliação da 
satisfação de pacientes oncológicos com atendimento recebido 
durante o tratamento antineoplásico ambulatorial. Rev Bras 

Enferm. 2006;59(5):656-60.https://doi.org/10.1590/S0034-
71672006000500012

14. Oliveira AML, Guirardello EB. Satisfação do paciente com os 
cuidados de enfermagem: comparação entre dois hospitais. Rev 
Esc Enferm USP. 2006;40(1):71-7.https://doi.org/10.1590/S0080-
62342006000100010

15. Wagner D, Bear M. Patient satisfaction with nursing care: a concept 
analysis within a nursing framework. J Adv Nurs.2009;65(3):692-
701.https://doi.org/10.1111/j.1365-2648.2008.04866.x

16. Otani K, Kurz RS, Harris LE. Managing primary care using patient 
satisfaction measures. J Healthc Manag.2005;50(5):311-24.https://
doi.org/10.1097/00115514-200509000-00007 

17. Fréz AR, Nobre MIRS. Satisfação dos usuários dos serviços 
ambulatoriais de fisioterapia da rede pública. Fisioter 
Mov. 2011;24(3):419-28.https://doi.org/10.1590/S0103-
51502011000300006

18. Silva Junior JF, Araújo JP, Nava AV, Dias RS. Serviço prestado em 
uma clínica escola: fatores influentes na satisfação dos pacientes. 
Revista Saúde e Pesquisa. 2014;7(1):129-34.

19. Schmidt SMS, Muller FM, Santos E, Ceretta PS, Garlet V, 
Schummitt S. Análise da satisfação dos usuários em um hospital 
universitário. Saúde Debate.2014;38(101):305-17.https://doi.
org/10.5935/0103-1104.20140028

20. Simões e Silva C, Gabriel CS, Bernardes A, Évora YDM. Opinião 
do enfermeiro sobre indicadores que avaliam a qualidade na 
assistência de enfermagem. Rev Gaúcha Enferm. 2009;30(2):263-71.



1116J. res.: fundam. care. online 2019. Oct./Dec. 11(5): 1111-1116

ISSN 2175-5361.
Coutinho AFP, Lopes JL, Carneiro CS, et al.

DOI: 10.9789/2175-5361.2019.v11i5.1111-1116
Satisfação dos Pacientes Atendidos...

1116

Received on: 03/28/2017
Required Reviews: None

Approved on: 04/19/2017
Published on: 10/05/2019

*Corresponding Author:
Alba Lucia Bottura Leite de Barros

Rua Napoleão de Barros, 754
Vila Clementino, São Paulo, São Paulo, Brasil

E-mail address: barros.alba@unifesp.br
Telephone number:  +55 11 5576-4430

Zip Code:  04024-002

The authors claim to have no conflict of interest. 


