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Background and Objective: Customer satisfaction is an

indicator for quality assurance of department of Anesthesiology,
Srinagarind hospital. Ward nurses are internal customers of
whom satisfaction has not been assessed for long time. The
objective of this study was to assess satisfaction of ward
nurses regarding anesthetic service during perioperative
period. We also identified the subjects that need
continuous quality improvement.

Methods: This was a prospective, descriptive study
performed during May and July 2016. Inclusion criterion
were ward nurses whose job were related to anesthesia
personnel for at least 1 year. The exclusion criterion were
visiting ward nurses from other hospitals. We distributed
questionnaire, 10 per ward, to 45 wards (total 450
questionnaires). The questionnaire comprised 2 parts; part
1 covered demographic data, while part 2 contained levels
of satisfaction with score 1 to 4, as well as open-ended
comments on subjects that needed improvement. The
questionnaire was validated by 3 senior anesthesiologists
and distributed by informed research assistance and
was collected 2 weeks later. The data was analyzed for
number, percentage, mean and standard deviation using
SPSS 16 program.

Results: We received 390 responses. The satisfaction
scores for preoperative, immediate postoperative/
post-anesthetic care unit (PACU), and postoperative
service were all high (2.95 +0.75t0 3.28 + 0.57, 3.06 +0.60
t03.12 +0.56, and 3.28 + 0.55 t0 3.28 £ 0.62, respectively).
The overall highly satisfied subjects were personality and
dressing of anesthesia personnel. The subjects that need
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improvement were introduction of anesthesia personnel
to patients and ward staff, and forwarding plan of patient
treatment to ward nurses by phone as well as by
document.

Conclusion: The satisfaction scores of ward nurses for
anesthesia service in every step were high. The overall
highly satisfied subjects were personality and dressing of
anesthesia personnel. The subjects that need improvement
were introduction of anesthesia personnel to patients and
ward staff, and forwarding plan of patient treatment to ward
nurses by phone as well as by document.

Keywords: Satisfaction, ward nurse, anesthesia, quality
improvement
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