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Abstract 
Introduction 
In India, nurses form the backbone of the health care 

system. Their central role in health care delivery in 

terms of promotion, prevention, treatment, care and 

rehabilitation are highly significant. Nursing 

Administration is a broad term that encompasses 

nursing professionals who have knowledge of 

leadership practices. The Nurse Managers play a 

key role in coordination of patient care and ensuring 

its quality in addition to the ward management 

activities like maintenance of stocks, 

communication with clinicians, and human resource 

management at ward level. Efficient and effective 

nursing care is essential for smooth hospital 

functioning and delivery of safe patient care. Studies 

have shown that dissatisfied customers talk more 

than satisfied customers. Therefore, addressing the 

needs of the customer is critical since quality is 

usually measured from the customers’ perspective. 

However, measuring patient satisfaction within 

health care settings has been limited. This is mainly 

because, as in other organizations and sectors, 

surveys have tended to focus on managers’ and 

clinician’s agendas and not on questions meaningful 

to patients which can be translated into actions. 

Therefore addressing quality from a patient’s 

perspective is critical in the health care(3).  

Methods 
Study design: Observational 

A prospective study was conducted about patients 

perception regarding the administrative nurses at All 

India Institute of Medical Sciences, AIIMS New 

Delhi for a period of 6 months during 2018 -19 

period. The feedback from inpatients was evaluated 

using a “patient satisfaction questionnaire” 

comprising of with a total of 14questions. The 

questionnaire was designed to record feedback from 

those admitted patients of different patient care 

areas like general wards, private wards and ICUs. It 

has also some questions to seek socio demographic 

characteristics of patients. The questionnaire was 

validated by doing a pilot study and internal 

consistency was assessed using statistical test 

(Cronbach’s alpha).This self-administered 

questionnaire was distributed in hospital billing 

section of each center and respondents mainly the 

patient’s attendant was asked to fill up the 

questionnaire based on the perception of the nursing 

care received for their patient during the 

hospitalization 

Results 

Patient’s perception related to nursing care in 

different domain of the administrative nurses like 

patient care, store management, documentation, 

staff management and teaching etc. In the present 

study, nearly 66% of the patients were satisfied in 

patient care they received during hospitalization 

while in patient related activities of administrative 

nurses in the ward nearly 62% of the patients were 

satisfied and 74 % of the patients were satisfied in 

store/ medicine related activities. When examined 
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the overall satisfaction level related to patient care 

supervision and management skill of administrative 

nurses nearly 43% of the patients were highly 

satisfied while 26% of patients were satisfied.  

Conclusion   

Nurses are the backbone of any healthcare 

organization and it is thus imperative to evaluate 

their professional performance. In the present study, 

nearly 66% of the patients were satisfied in patient 

care they received during hospitalization while in 

patient related activities of administrative nurses in 

the ward nearly 62% of the patients were satisfied 

and 74 % of the patients were satisfied in store/ 

medicine related activities. 

Key words: Quality Improvement; Operational 

Research, Hospital; Hospital Administration; 

Nursing Administration; Activity sampling: Time 

utilization of nurses.  

 

I. Introduction 
In India, nurses form the backbone of the 

health care system. They constitute two-thirds of 

health workforce in India. Their central role in 

health care delivery in terms of promotion, 

prevention, treatment, care and rehabilitation are 

highly significant (1). Nursing can be described as 

both an art and a science; a heart and a mind. At its 

heart, lie fundamental respect for human dignity and 

an intuition for patient’s needs. They are highly 

valued for specialized knowledge, care, skill in 

improving the health status of the public and ad 

ensuring safe, effective and quality medical care to 

the sick and needy. 

The Nurse Managers play a key role in 

coordination of patient care and ensuring its quality 

in addition to the ward management activities like 

maintenance of stocks, communication with 

clinicians, and human resource management at ward 

level. Efficient and effective nursing care is 

essential for smooth hospital functioning and 

delivery of safe patient care. One of the most critical 

quality management concepts is the customer 

satisfaction and therefore its importance in the quest 

of quality cannot be underestimated. Studies have 

shown that dissatisfied customers talk more than 

satisfied customers. Therefore, addressing the needs 

of the customer is critical since quality is usually 

measured from the customers’ perspective. 

However, measuring patient satisfaction within 

health care settings has been limited. This is mainly 

because, as in other organizations and sectors, 

surveys have tended to focus on managers’ and 

clinician’s agendas and not on questions meaningful 

to patients which can be translated into actions. 

Therefore addressing quality from a patient’s 

perspective is critical in the health care(3).  

 

II. Methodology 
Study design: Observational 

A prospective study was conducted about 

patients perception regarding the administrative 

nurses at All India Institute of Medical Sciences, 

AIIMS New Delhi for a period of 6 months during 

2018 -19 period. Data regarding organization 

structure and job deployment of nurses working in 

All India Institute of Medical Sciences was gathered 

from CNO and NS and DNS office of various 

centers. The feedback from inpatients was evaluated 

using a “patient satisfaction questionnaire”. The 

sample size for the study was estimated using the 

formula, N= 4pq/d² and the sample were composed 

of 284 patients discharged from different centers of 

AIIMS hospital during the period of the research. 

Data were collected using “Patient Satisfaction 

Questionnaire” with a total of 14questions. The 

questionnaire was made up of incorporating key 

performance objectives of job descriptions of senior 

nurses. The questionnaire was designed to record 

feedback from those admitted patients of different 

patient care areas like general wards, private wards 

and ICUs. It has also some questions to seek socio 

demographic characteristics of patients. The 

questionnaire was validated by doing a pilot study 

and internal consistency was assessed using 

statistical test (Cronbach’s alpha).This self-

administered questionnaire was distributed in 

hospital billing section of each center and 

respondents mainly the patient’s attendant was 

asked to fill up the questionnaire based on the 

perception of the nursing care received for their 

patient during the hospitalization.  

 

III. RESULTS 
Out of 4449 total nurses working in AIIMS 

hospital, the major population was nursing officer 

i.e. around 82.66 %, next senior nursing officer 

4.61%; these two categories were looking after the 

bedside patient care. 7.62 % of nursing population 

was sister In-charges and they were mainly do store 

management along with patient care supervision, 

documentation and management of subordinate 

staff. Assistant nursing superintendent(ANS) were 

4.15 % of total strength and they were the head of 

patient care unit like ward or ICU. Chief nursing 

officer(CNO), Nursing superintendent(NS) and 

Deputy nursing superintendent (DNS) contributed to 

1% of total nursing manpower of AIIMS Hospital 

and they were responsible for human resource 

management, policy administration and research. 
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It was found that for every 13-bedside 

nurse one in-charge sister was deployed. When 

number of administrative nurses was correlated with 

number of beds, it was also found that for every 82 

beds there had one DNS, like that there was one 

ANS for every 14 beds while one In-charge nurse 

for every 8 beds. When compared the current 

available nursing manpower against the number of 

beds, it was found that AIIMS had 1.7 bed nurse for 

every bed, one sister in-charge for every 8 beds and 

one ANS for every 14 beds. 

 

Table 1 Overall proportion of different categories of nurses in AIIMS 

1  Bedside nurses  
 Nursing officer 

 Senior nursing officer 
3691 3691  

2. Administrative nurses 

 Sister in-charge 

 Assistant nursing superintendent 

 Deputy nursing superintendent 

 Nursing superintendent 

 Chief nursing officer 

478 478 

3. 
Clinical coordinator 

nurses 

 Heart failure nurses 

 Wound care nurse 

 Breast clinic coordinator 

 Stoma care nurse 

15 

172 

4.  Managerial nurses 
 Nursing informative system 

 Infection control nurse 

93 

 

5.  
Clinico-Managerial 

nurses 

 Trauma nurse coordinator 

 Transplant coordinator 
21 

6. Health education nurse 

 Diabetic educator  

 Nursing  educator 

 Eye bank nurse 

 

14 

7. Store management 
 Central linen facility nurse 

 OT store nurse 
18 

8. Diagnostic  service nurses  In EMG,CT, TMT rooms etc. 11 

 Total   
 

4341 

  

Results for Objective: 2 

 

The patient’s perception regarding the nursing care 

was evaluated using the self-administered 

questionnaire. 

 

Patient satisfaction feedback form with questions 

correlating the duties of ward administrative nurses 

was framed and same was administered to those 

hospitalized patients after discharge. Total 284 

responses were taken from across the hospital 

including Main hospital, CN center, RP center, 

Trauma center and IRCH. Total 14 questions were 

included from different domain of the administrative 

nurses like patient care, store management, 

documentation, staff management and teaching etc. 

The frequencies and proportion of the responses to 

each 14 questions were tabulated below. 

 

a. Patient care 

Table 5.1 shows the satisfaction related to patient 

care activities of administrative nurses in the ward. 

In the present study, nearly 7% of the patients were 

highly dissatisfied, another 7% of patients were 

dissatisfied, 17% of study population was “neither 

satisfied nor dissatisfied”, nearly 31% of the 

patients were satisfied, and while 35% were “highly 

satisfied” 
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b. Patient Related communication 

Table 5.1 shows the satisfaction related to patient related activities of administrative nurses in the ward by the 

perception of admitted patients in that particular ward/patient care area. In the present study, nearly 9% of the 

patients were highly dissatisfied, 5% of patients were dissatisfied, 15% of study population was “neither 

satisfied nor dissatisfied”, nearly 27% of the patients were satisfied, and while 35% were “highly satisfied” 

 

 
 

c. Store management 

Table 5.1 shows the satisfaction related to store related tasks of administrative nurses in the ward by the 

perception of admitted patients in that particular ward/patient care area. In the present study, nearly 10% of the 

patients were highly dissatisfied, 5% of patients were dissatisfied, 11% of study population was “neither 

satisfied nor dissatisfied”, nearly 26% of the patients were satisfied, and while 48% were “highly satisfied” 
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The overall satisfaction level of the patient was admitted in different centers of the AIIMS hospital was 

summarized as below 

 

 
 

Fig 5. 6 shows the overall satisfaction 

level related to patient care supervision and 

management skill of administrative nurses from the 

perception of those patients who were admitted in 

different centers of AIIMS Hospital. In the present 

study, nearly 43% of the patients were highly 

satisfied, 26% of patients were satisfied, and 14% 

of study population was “neither satisfied nor 

dissatisfied”. It was found that nearly 7% of the 

patients were dissatisfied, and while 10% were 

“highly dissatisfied” 

 

IV. Discussion 
Deployment of nurses in different patient 

care and administrative cadre were assessed.  

Nursing at AIIMS is a centralized professional 

cadre in terms of recruitment and other policies. 

During the study period, there were 4449 nurses 

employed in the institution to care for the patients 

reporting to this hospital and its specialty centres. 

Among them, 841 nurses were of cadre grade I and 

3438 of cadre grade II. In the present study, 478 

administrative nurses from five major centres of the 

institute were studied, which were Main Hospital, 

the Cardio-Nuero Centre, Dr. RP Centre for 

Ophthalmic Sciences, JPNA Trauma Centre and  

Dr.BRA Institute of Rotary Cancer Centre. When 

S.I.U recommends 1 staff nurse for every 6 beds, 

AIIMS had 1.7 nurses for every bed. But in the 

case of higher level administrative nurses, AIIMS 

had a shortage of Nursing Superintendent and 

Chief Nursing Officer against the standard norms. 

In the present study, nearly 61% of the study 

population was of In-charge sister (Sister grade 

1HR), 30% was of ANS, 6% was of DNS and NS 

was of 1.5 % of total population. 

 

There are a total of around 478 nurses in 

different administrative cadres of nursing. At top 

level administration there is one Chief Nursing 

Officer, four Nursing Superintendent and 28 

Deputy Nursing Superintendent across the AIIMS 

hospital. At ward level, Assistant Nursing 

Superintendent (ANS) is the ward manager; she or 

he is responsible for overall supervision of the 

patient care, administrative tasks and staff 

management of the ward/ OT or ICU, in next level 

Sister In-charge; taking care of store indenting, 

storing and distribution of different store items like 

medicines, surgical items and general & stationary 

items. Total in-charge sisters are total 287 in 

number. 

In the present study, nearly 57.3% of the 

study population was male while 42.7% of the 

study population was female. According to their 

age more than 40% were of age 55 years or more 

while 32% were in the age group 35-44 years, and 

21% were in the age group of 45-54 years, while. 

Out of 284 responded patients nearly 31.5 % of the 

study population was from main hospital, 31 % of 

the study population was from CN Centre while 

12% of population from Dr. RPCOS 

Total 14 questions were included from 

different domain of the administrative nurses like 

patient care, store management, documentation, 

staff management and teaching etc. In the present 

study, nearly 66% of the patients were satisfied in 

patient care they received during hospitalization 
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while in patient related activities of administrative 

nurses in the ward nearly 62% of the patients were 

satisfied and 74 % of the patients were satisfied in 

store/ medicine related activities. When examined 

the overall satisfaction level related to patient care 

supervision and management skill of administrative 

nurses from the perception of those patients who 

were admitted in different centers of AIIMS 

Hospital. In the present study, nearly 43% of the 

patients were highly satisfied while 26% of 

patients were satisfied.  

In a study conducted in a public hospital 

of Kenya 71.8 % of study population was 

satisfied(3). Majority of the patients in this study 

were satisfied with the information received on 

admission, satisfied with orientation and with the 

overall quality of nursing care they received. Many 

researchers have found high satisfaction with the 

technical aspect of nursing care. Additionally, 

many articles appear patients to be less satisfied 

with the information provided both during their 

orientation to the department, as well as to their 

significant others. This however, comes in 

juxtaposition to the nurses’ belief, who think that 

patients are actually satisfied and do not wish to 

receive any more information(9). 

 

 In another Patient Satisfaction Study 

using SERVQUAL Model in College of Nursing, 

Kathmandu overall highest mean rating was 

identified in responsiveness dimension. Factors 

those contribute to highest patient satisfaction were 

nurse’s willingness to answer patient’s queries and 

help patient all the time, visiting at appropriate time 

to assess them and immediate response in case of 

inconvenience or pain(10). In a comparative study 

of Patient Satisfaction with Nursing Care in Public 

and Private Hospitals by Suresh K. Sharma & 

Pawan K. Kamra, it was stated that in government 

(91.8 percent) as well as private hospitals (99.3 

percent) patients reported high level of satisfaction 

with nursing care. This difference was found 

statistically significant (p<0.001). In general, 

studies of patients' satisfaction with nursing care 

have demonstrated high satisfaction as it was found 

in present study. In Indian literature, patients' 

satisfaction with nursing care was reported as high 

as greater than ninety percent by Poonam Joshi 

(2002), 9 Bhattacharya (2003),10 Kapzawni 

(2004),11 Shalini Kaushal (2005),12 Sushma 

Kumari (2005)13 and Achala (2007).14 Iyer A et al 

(1996)15 also found high level of satisfaction with 

care provided by doctors (88.6 percent) and nurses 

(91.9 percent)(2). 

 

Limitations 

Observation study over administrative 

nurses provides an overview of activities executed 

by administrative nurses but it may not reflect 

every activity undertaken, nor does it identify the 

proportion of time spent undertaking more than one 

activity at a time. Occasionally, when a nurse was 

undertaking two or more tasks at once it was 

difficult to distinguish the primary activity, and 

clarification was required. Secondly, the activity 

sampling technique used was direct observation; 

however, it was always possible those being 

observed changed their behavior because of the 

study. The same nurses were observed multiple 

times per observation period and were also 

observed multiple times during data collection, 

classic inferential statistics could not be used to 

rule out chance as a reason for the observed 

differences.  

 

V. Conclusion 
Conclusion & Recommendation 

Patient satisfaction related to nursing care 

in different domain of the administrative nurses like 

patient care, store management, documentation, 

staff management and teaching etc. In the present 

study, nearly 66% of the patients were satisfied in 

patient care they received during hospitalization 

while in patient related activities of administrative 

nurses in the ward nearly 62% of the patients were 

satisfied and 74 % of the patients were satisfied in 

store/ medicine related activities. When examined 

the overall satisfaction level related to patient care 

supervision and management skill of administrative 

nurses nearly 43% of the patients were highly 

satisfied while 26% of patients were satisfied.  

This study revealed that about 17 % of the 

patients were not satisfied with the nursing care 

provided in AIIMS. Even though the association 

was not statistically significant, patient satisfaction 

was influenced by patients’ history of admission, 

residence, availability of assigned nurse, and 

presence of co morbid diseases. This might also be 

very useful for healthcare policymakers to 

emphasize the quality of nursing care and to 

improve the overall quality of healthcare service at 

large. Given the multifactorial nature of factors 

influencing patient satisfaction with nursing care, 

further research is needed to identify additional 

factors especially from the patient’s perspective 

and explore context-specific strategies in order to 

increase the quality of nursing care. 
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Legends to figures 

 

PATIENT FEEDBACK FORM 

We thank you for choosing AIIMS hospital for your treatment. We would like to know how much we have been 

able to satisfy you, so that we can improve our services further. Please fill this feedback form and hand it in 

confidence to our staff. We urge you to provide the most honest feedback and assure you of full confidentiality 

of the data provided in this form. Thanks. 

In which department you were admitted  For how long you were hospitalized   

Gender of patient  Age of patient  State you belong to e.g. Delhi  

Please rate following questions on a scale of 1 to 5 where, (Check/tick the appropriate box) 

   5 -Highly Satisfied, 4-Satisfied, 3-Nether satisfied nor dissatisfied, 2- Dissatisfied,  1- Highly dissatisfied                  

 Questions 
 

1 
 

2 
 

3 
 

4 
 

5 

1 How satisfied are you with the involvement of senior nurses for care of your 

patient and answering your queries throughout your hospital stay? 

     

2 How satisfied are you with the advice and health education provided by the 
Senior nurses during the interaction with you? 

     

  3 How satisfied are you with the coordination between nurses and other 

hospital staff who took care of you? 

     

4 How satisfied are you with timely availability of the medicine and surgical 
items to your patient? 

     

5 How satisfied are you with cleanliness and tidiness of the Patient’s Bed 
sheet /linen? 

     

6 How satisfied are you with the housekeeping and cleanliness of the ward?      

7 How satisfied are you with the maintenance of facilities of the ward 

such as air-conditioning(AC), plumbing or any repair work? 

     

8 How satisfied are you with handling of your grievance by the senior nurse?       

9 How clearly did the nurse provide the discharge advice and future 

consultation information to you? 

     

10 Overall quality of Nursing care you received during your hospitalization      

Please check / tick the appropriate box for the following question 

       5 – Always,           4 – Regularly,             3 – Sometimes              2- Occasionally                 1 – Never                  

  1 2 3 4 5 

11 How frequently do senior nurses take rounds in ward and interact with you?      

12 Do you think the senior nurses spend adequate time for the patient care?      

13 Did you notice any interpersonal issues among nursing staff?      

14 To what extent are nurses involved in social activities like social talks, using 

mobile phones etc.? 
     

Please write if have any other comments/feedback: 

 

 

 


