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ABSTRACT

Health care is a fundamental component of the health system
that directly affects people’s quality of life (Feoh & Barimbing,
2022). Hospitals play a crucial role in delivering high-quality
medical and nursing services (Nasution, 2020). Nurses are
central to this process, as their performance in implementing
nursing care influences service quality and patient satisfaction.
This study aimed to analyse the relationship between nurses’
performance in providing nursing care and the quality of
nursing services in hospitals. A cross-sectional research design
was used, involving 62 nurses. The results showed that 27
nurses (43.5%) had poor performance, while 35 nurses (56.5%)
demonstrated good performance. Regarding service quality, 29
respondents (46.8%) were dissatisfied, and 33 respondents
(563.2%) were satisfied. Among patients treated by nurses with
poor performance, 17 patients (27.4%) reported dissatisfaction,
while 10 patients (16.1%) were satisfied. Conversely, among
nurses with good performance, 12 patients (19.4%) were
dissatisfied and 23 patients (37.1%) were satisfied. These
findings indicate that better nurse performance is associated
with higher nursing service quality. Continuous training and
regular performance evaluation are recommended to improve
nursing care quality.
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INTRODUCTION

Health care is a fundamental aspect of the health system that directly affects people's quality
of life (Feoh & Barimbing, 2022). Hospitals as one of the main health care facilities have a crucial role
in providing high-quality medical and nursing care (Nasution, 2020). The quality of nursing services
provided in hospitals is highly dependent on the performance of nurses who are health workers
who are at the forefront of providing nursing care.

Nurse performance includes various aspects, such as technical skills, clinical knowledge,
communication skills, and professional attitudes in carrying out nursing care (Angraini, 2023).
Assessment of nurse performance can be done through various indicators, including patient
satisfaction, clinical outcomes, and effectiveness of care management. Optimal performance from
nurses not only improves patient health outcomes but also contributes to the overall quality of
nursing services (Asmawati & Oktizulvia, 2024).

Quality of work life is also an important factor in determining nurses' performance. Nurses
who have a good quality of work life, such as a supportive work environment and effective stress
management, are better able to perform their duties optimally (Apriani & Sureskiarti, 2020; Putri,
2020). Therefore, it is important for hospitals to improve nurses' knowledge, attitudes, and quality
of work life to improve the quality of nursing services.

However, in practice, there are challenges that can affect nurses' performance, such as high
workload, lack of resource support, and non-conducive work environment factors. These challenges
can negatively impact the quality of nursing care received by patients. Therefore, it is important to
understand the relationship between nurse performance and the quality of nursing care so that
corrective measures can be taken appropriately.

Several previous studies have shown that there is a significant relationship between nurse
performance and the quality of nursing care. Good nurse performance tends to increase patient
satisfaction, improve health outcomes, and reduce the incidence of medical errors. However, many
hospitals still face problems in measuring and managing nurses' performance effectively to improve
the quality of nursing services.

In this context, this study aims to identify and analyse the relationship between nurses'
performance in implementing nursing care and the quality of nursing services in hospitals. This
study is expected to provide greater insight into the factors that influence nurses' performance and
how this performance contributes to the quality of nursing services. Thus, the results of this study
are expected to provide recommendations for improving nurse performance as well as strategies to

improve the quality of nursing services in hospitals.

METHODS

This study uses a cross-sectional research design, which aims to evaluate the relationship
between nurses' performance in carrying out nursing care and the quality of nursing services in
hospitals at one specific point in time. This design allows researchers to collect data simultaneously
on nurses' performance and the quality of nursing care and analyse the relationship between the
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two. This study was conducted in selected hospitals in Padang city, data collection was scheduled
to take place from January to June 2024 during a period that allowed for relevant and representative
information. The population in this study is all nurses working in the nursing units in the selected
hospitals. The samples will be taken purposively, selecting hospitals and nurses who fulfil the
inclusion criteria. The inclusion criteria for nurses were:

a. Have a minimum working period of 6 months in the hospital concerned.

b. Directly involved in providing nursing care.

c. Willing to participate in the study.

The sample size was determined using statistical sample calculation techniques to ensure
that the sample was representative and sufficient for analysis. Sampling techniques may include
stratified random sampling if there are differences in nursing units in the hospital. Data on nurse
performance will be collected using a questionnaire that has been validated and tested for reliability.
This questionnaire will cover aspects such as clinical skills, nursing knowledge, professional
attitudes, and communication skills. Data on the quality of nursing services will be collected using
patient satisfaction surveys, clinical outcome assessments, and service quality reports from the
hospital. The patient satisfaction questionnaire will include indicators such as level of satisfaction
with the service, feeling valued, and communication effectiveness. This study will adhere to the
principles of research ethics, including obtaining approval from the hospital's research ethics
committee or relevant institutions. Respondents will be informed about the purpose of the study

and their rights, and asked to provide written consent before participating.

RESULTS
1. Univariat Analysis
a. Distribution of Nurses Performance Frequency in Nursing Caregiving
Table 1. Distribution of Nurses Performance Frequency in Nursing Caregiving

Nurse Performance f Percentage (%)
Not Good 27 56,5
Good 35 43,5
Total 62 100

b. Distribution of Quality Frequency of Nursing Services in Caring for Nurses
Table 2. Distribution of Quality Frequency of Nursing Services in Caring for Nurses

Nursing Service f Persentase (%)
Dissatisfied 29 46,8
Satisfied 33 53,2
Total 62 100
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2. analysis Bivariat
a. Relationship of Nurses Performance in Implementing Nursing Advocacy versus Quality of
nursing service
Table. 3 Relationships Of Nurse Performance In Advocating Nurses Performance Versus
Quality Of Nurse Services

Nursing Service

Nurse Performance Dissatisfied Satisfied Total p-value
n % n % n %

Not Good 17 27,4 10 16,1 27 43,5

Good 12 19,4 23 37,1 35 56,5 0,047

Total 29 46,8 33 53,2 62 100

DISCUSSION
1. Nurse Performance

Table 1 shows the frequency distribution of nurses' performance in providing nursing care.
Of the total 62 nurses sampled, 27 nurses (43.5%) were categorised as having poor performance,
while 35 nurses (56.5%) were categorised as having good performance. This shows that the majority
of nurses in this study had good performance.

Nurse performance is one of the important aspects in health services, which includes
technical ability, knowledge, skills, and attitudes in providing nursing care (Widakdo et al., 2023).
Nurse competency theory emphasises that good performance involves the integration of theoretical
knowledge with practical skills, as well as the ability to communicate with patients effectively.
According to this theory, improving nurse performance can be achieved through continuing
education, training, and regular evaluation.

It is expected that the good performance of the majority of nurses in this study will improve
the quality of nursing care and patient satisfaction. This assumption is based on the fact that 56.5%
of the total sample of nurses were categorised as having good performance. With the majority of
nurses showing positive performance, this assumption implies that good nurse performance is likely

to have a positive impact on the quality of care provided and, in turn, improve patient satisfaction.

2. Quality of Nursing Services

Table 2 shows the frequency distribution of nursing service quality. Of the total 62
respondents, 29 (46.8%) were dissatisfied with the quality of care provided, while 33 (53.2%) were
satisfied. These results show that more than half of the respondents were satisfied with the quality
of nursing services received.

The quality of nursing services is measured based on how well the services provided meet
patient expectations. In this context, Servqual theory is often used to evaluate service quality, which

includes dimensions such as reliability, responsiveness, assurance, empathy, and physical evidence
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(Moniva, 2013). This study shows that better nurse performance tends to result in higher service
quality, which is in accordance with the principles of Servqual theory.

The majority of patients are satisfied with the quality of nursing care, and the level of
satisfaction is influenced by the quality of interaction and nurse performance. This assumption is
based on the fact that 53.2% of respondents were satisfied with the quality of nursing care received.
This suggests that more than half of the study population perceived the quality of care to be good.
This assumption also indicates that factors such as nurse interactions and performance may have an

important role in shaping patients' perceptions of quality of care.

3. The Relationship between Nursing Performance in Carrying Out Nursing Care and the
Quality of Nursing Services

Table 3 analyses the relationship between nurses' performance in carrying out nursing care
and the quality of nursing services received by patients. The results showed that out of 27 nurses
with poor performance, 17 patients (27.4%) were dissatisfied and 10 patients (16.1%) were satisfied
with the services provided. In contrast, out of 35 nurses with good performance, 12 patients (19.4%)
were dissatisfied and 23 patients (37.1%) were satisfied with the services received.

From the results of bivariate analysis, it was found that there was a significant relationship
between nurse performance and the quality of nursing services, with a p-value of 0.047. This
indicates that differences in nurse performance have a significant effect on the level of patient
satisfaction with the quality of care received.

Patient satisfaction is an important indicator in assessing the quality of health services
(Amrullah & Prapdhani, 2022). This satisfaction is influenced by patient perceptions of nurse
performance and the quality of service received. Customer satisfaction theory states that satisfaction
is the result of a comparison between expectations and actual perceptions. In this study, it was found
that good nurse performance correlated with higher levels of patient satisfaction, which supports
the theory.

Nurse performance has a significant influence on patient satisfaction, where nurses with
good performance tend to provide more satisfying services than nurses with poor performance. This
assumption is based on the observation that patients served by nurses with good performance tend
to be more satisfied than patients served by nurses with poor performance. This can be seen from
the distribution of patient satisfaction across the two nurse performance groups, which shows that
the proportion of satisfied patients is higher in the group of nurses with good performance.

Thus, this study assumes that there is a cause-and-effect relationship between nurse
performance and patient satisfaction, where improvements in nurse performance will contribute to

increased patient satisfaction with the quality of care received.
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CONCLUSIONS

Based on the results of univariate and bivariate analyses, it can be concluded that: (a) The
majority of nurses in this study had good performance. (b) Most patients are satisfied with the
quality of nursing services received. (c) There is a significant relationship between nurses'
performance and the quality of nursing care, where better performance correlates with higher levels
of patient satisfaction.

These findings emphasise the importance of improving nurses' performance in delivering
nursing care to improve service quality and patient satisfaction. The implementation of continuous

training and regular evaluation of nurses' performance can be a strategic step to achieve this goal.
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