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Abstract

Nurses are very imperative people in the field of medicine and help the patients by giving them the attention they warrant. One of priorities of HCAHPS is to improve the patients’ experiences in hospitals. HCAHPS is focusing on satisfying patients but this would be impossible without the nurses’ involvement. Nurses spend most of their time with the patients, so their work had to be evaluated, and the views they had concerning the time they spend with patients (Small, 2011). The qualitative research seeks to determine whether nursing bedside shift can help increase HCAHPS. The research tried to determine how patient care and HCAHPS and are related, what patients understand by quality nursing care and the significance of nursing bedside change report to a patient. Several nurses were consulted during this exercise as well as the patients. The data collection methods that were used included interviews, questionnaires and observation. The data collection methods were effective and brought out the desired effect.

Nurses who were interviewed said that they knew they spent ore tie with patients than doctors and they would be important in promoting patient satisfaction (Small, 2011). The nurses revealed that they are always ready to establish relationships with patients and make the feel at home. Patients revealed that they felt really motivated and happy when nurses gave the attention, treated them right and assured them that they were going to feel better (Tevis, 2015). This research shows that for patient satisfaction to be achieved nurses have to be involved, because they almost do everything for the patients except treating them.

Research topic 
Can nursing bedside shift change report help to increase HCAHPS?
Research questions 
i. How do patient centered care and HCAHPS score relate to each other.

ii. What do patients look for in "quality nursing care"?

iii. What is the importance of the nursing bedside shift change report to a patient?
Literature review
In the recent years, patient satisfaction has become a concern for most health care providers. The data released by the Hospital Consumer Assessment of Healthcare Providers and system (HCAHPS) from the surveys conducted has led to increased attention to the satisfaction of the healthcare consumer. Healthcare providers have increasingly focused on improving the patient’s satisfaction with the quality of healthcare provided by formulating changes in their healthcare services. Various research has established a relationship between nursing and the consumer satisfaction, healthcare institutions have shifted their focus to consumer satisfaction by monitoring the patient experiences. The data released by HCAHPS is essential to the healthcare providers because it is used in the evaluation of the quality of services provided. Nurses play a significant role in enhancing healthcare consumer satisfaction; healthcare institutions are employing strategies that would increase the productivity of the nurses. Such strategies include the bedside nursing and improved environment; nurses play a vital role in the patient’ experience on the quality of care provided. 

HCAHPS is essential in providing the data on the various perspectives of the patient on the type and the quality of healthcare provided by healthcare institutions. Although over the past years, hospitals collected data, it was purely for their internal use, and the formation of HCAHPS has improved healthcare provision because data can be compared across hospitals. HCAHPS helps provide data that is important to the consumer of healthcare services. Moreover, the information collected by this national agency is imperative in making meaningful comparisons of hospitals in regards to the provision of quality care. HCAHPS was primarily instituted to help provide accountability, especially in the health care industry. Moreover, it enhances transparency on the quality of services provided by the healthcare institutions. Surveys conducted by HCAHPS have provided concrete evidence of the relationship that exists between nurses and patient satisfaction.

According to Renate et al. (2014), nurses are influential in enhancing the satisfaction of healthcare institutions. Nurses have an influence on a patient’s experience in the provision of healthcare because of the increased interaction time during service delivery. Their study on Dutch nurses provided evidence on the role of nurses in healthcare provision. Renate et al. study emphasize on how the working environment of the nurses consequently improves the patient’ experiences in regards to the quality of the clinical nursing or overall health care services offered. Renate et al. outlines nurses as essential elements in enhancing patient’s experience, although the improvement of the patient’ satisfaction is dependent on various factors, nurses are the center focus. Nurses work in agreement with the policies and cost efficiency guidelines that undermine their desire of the quality of the healthcare services they offer. An increase in the report of HCAHPS would require the integration of various factors such as the patient’ needs and preferences during provision of health services
. Renate et al. further state that some elements facilitate patient’s satisfaction, in their study, Renate et al. discovered that some personalities in the nurses had positive impacts on the satisfaction of the employees. Renate et al. outlines that social skills play a significant role in establishing a trustful care relationship especially in a healthcare setup. These social skills include making time for the patient, moreover, listening and showing empathy constitute the major and essential nursing competencies, Renate et al. points out that these social skills play a key role in meeting the patient’ expectations and consequently leading to improved patient experience. Moreover, these social skills are essential because they exhibit the commitment to the patient’s well-being. Renate et al. also point out priority setting as an essential virtue in enhancing the patient’ satisfaction, according to the study, nurses that assess the need of patient received great appreciation. Priority setting plays a significant role in the organization of the provision of nursing care; nurses are expected to make choices on preferences based on the level of care a patient needs, this includes making time for the patient that require extensive care. The choices on priority contribute to a patient’s experience concerning the quality of care provided; nurses have to tireless coordinate their daily care activities by incorporating prioritization. According to the research by Renate et al. most nurses focus on the provision of the patient-centered care. This nursing practice involves focusing on the needs and preferences of the patient with an aim of increasing patient recovery and improving health. Nurses are most important elements in the review of the patient’ satisfaction with the quality of care because they are the first contact with the patient. Nurses in the study had similar opinions on creating more and direct contact with the patient, feedbacks regarding satisfaction of the quality of care collected by HCAHPS are influenced by the patient’ feelings on the quality of nursing care provided. Nurses believe that the patient-centered care plays a significant role in influencing satisfaction because they feel they are in safe hands when they interact with nurses. Moreover, positive patient experiences are affected by their emotional feelings and close relationship with the nurses.

Kutney et al. (2009) study focuses on the relationship between patient satisfaction and the nurse working environment and conditions. According to Kutney et al. the patient satisfaction is influenced by factors that facilitate nursing, the data collected by HCAHPS reveals that patient satisfaction is not only affected by the provisions outlined by healthcare institutions but also by the attributes of the nurses. According to Kutney et al. the data collected by HCAHPS reveals the preference of the patient to healthcare institutions that have a conducive environment for both the patient and the nurses. Nursing care constitutes the major factor of patient satisfaction, however, the patient preference shifts to the working conditions of the healthcare institution, patient look for factors such as the staffing level in a hospital
. Over the years, HCAHPS has been used by institutions to make improvements on the quality of care; most healthcare providers have focused on the nursing care to help improve the quality of care. However, Kutney t al. points out to the increasing patient concern over the quality of the nurse work environment, the patient satisfaction of healthcare institutions with poor nurse work environment is low. Because of the provision of care through patient-centered care and priority setting, hospitals with the poor working environment for the nurses have no significant impact on the satisfaction of the patient. Kutney et al. outlines that hospitals that have improved working environment for the nurses significantly influence the patient satisfaction because nurses can focus on patient-centered care and other nursing care methods that improve the quality of care. Hospitals with better-working conditions for the nurses have low nurse burnout allowing the nurses to care more for the patient that require more attention. Moreover, patient satisfaction is enhanced because nurses in such institutions have job satisfaction and collaboratively work together. Kutney et al. remarks that better working environment in healthcare institution is a significant concern for the patient because of increased nursing services because of low nurse burnout. Moreover, hospitals with better working conditions have low mortality rates because of increased patient-nurse contact; rescue rates are also high because nurses can prioritize their daily care activities to those who require quality care. 

Data on the patient perception of care according to HCAHPS has been used by healthcare providers to optimize service delivery regarding the quality of attention. Gregory Kennedy, Sarah Tevis and Craig Kent (2014) remark that quality of care is essential in the field of medicine, as surgeons, Gregory et al. are expected to deliver quality care that is safe and effective. According to their study, patient-centered care, especially between a surgeon and a patient, is not an effective method of delivering quality and effective care
. Gregory et al. believe that the patient experience is measured through patient satisfaction surveys that are regularly reviewed by healthcare providers. They outline the importance of patient-centered care as a priority in the healthcare industry. However, they propose that patient satisfaction is not related to the quality of care or patient safety. Gregory et al. try to establish a relationship between the data on patient satisfaction by HCAHPS and performance of the surgical outcomes, Gregory et al. provide evidence that patient-centered care contributes to patient satisfaction. Their study reveals the correlation that exists between patient satisfaction and the quality of care, patient-centered care and social skills helped establish meaningful trust care relationship between nurses and the patient. The quality of care offered greatly influences the satisfaction of the patient. Moreover, patient-centered care was associated with low mortality rates. The data from HCAHPS provides evidence of an association between low mortality rates, and the improved patient experience, the working conditions of hospitals have a great influence on patient satisfaction. According to Gregory et al. Patient experience is influenced by other elements, patient satisfaction was found not to be a surrogate of patient safety, the patient satisfaction according to the data by HCAHPS is attributable to other factors. Satisfaction of a patient according to HCAHPS data is on the help measures received cleanliness. However, patient safety remains the key component in reviewing the performance of any hospital.

Deborah Small and Robert small (2011) outline the importance of healthcare providers engaging the patient. With an aim to establish the essence of patient-centered care, they focus on Patient and family centered care revealing the role of nurses in the provision of quality care. Deborah and Robert remark the role of nurses in influencing the perception of the patient, the data on HCAHPS reveals that nursing care has a direct impact on the ratings of quality care
. Robert and Deborah point out on the necessity of individual caregivers in nursing care, this nursing care practice involves establishing relationships with the patient by involving a nurse to provide care and support. Patient-centered care involves the establishment of relationships with individual nurses to help in the provision of quality care and support. Deborah and Robert point out at the relationship that exists between the provision of quality care, and patient satisfaction, the patient experience based on personal caregiver nurse, is improved greatly because of the trustful relationship that exists between a caregiver and the patient. Patient-centered care is the major focus of many healthcare providers, patient experience has been attributed to patient-centered care, Luxford et al. (2011) point out at the improvements organizations are incorporating to help increase the satisfaction of the healthcare consumer
. Patient-centered care is the major focus for most healthcare providers, Luxford et al. outlines that focusing on the patient needs and preferences is the major basis of the patient-centered care. Patient-centered care involves providing emotional support to the patient. Moreover, the nurses providing care are expected to engage in physical support through comfort. The patient-centered care involves careful engagement of the people in the healthcare industry, the main components of the patient-centered care is the observation of the needs of the patient. The needs and preferences of the patient can be only accessed through establishing a relationship with the patient, nurses acting as caregivers have access to information on the need and preferences of the patient.

 In conclusion, the patient-centered care plays an important role in enhancing the satisfaction of the patient. Data on HCAHPS reveals an association between a focus on involving nurses in providing quality care that involves giving emotional support to the patient and the overall satisfaction of the patient. The quality of care involves the integration of various practices, social skills are imperative in establishing relationships with patients. Patient experience is enhanced through quality care. 
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