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Nurses’ Perceptions of Medical Services in Acute Care Hospitals in the Post-COVID-19 Era

Yoko Nakano”, Tomoya Yokotani” and Hidemi Yoshii”
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Faculty of Wakayama Health Care Sciences Department of Nursing, Takarazuka University of Medical and Health Care
¥Kagawa University Hospital

Objective: This study aims to clarify the perceptions of medical services among nurses working in acute
care medical institutions.

Methods: A cross-sectional anonymous questionnaire survey was conducted using a web-based survey via
SurveyMonkey®. Participants were selected using a convenience sampling method. The survey items included
basic attributes and 22 items from the M-SERVQUAL (Modified multiple-item scale for measuring consumer
perceptions of medical service quality). To identify age-related differences in perceptions of medical services,
the Kruskal-Wallis test was performed, followed by multiple comparisons using the Bonferroni method. The
significance level was set at p < 0.01.

Results: A total of 1,549 nurses were invited to participate in the survey, and responses were obtained
from 566 nurses, resulting in a valid response rate of 36.7% and an effective response rate of 96.8%. The largest
age group was 4049 years, with 143 respondents (26.0%). Among nurses aged 50-59 years, 57.8% held manage-
rial positions. Age-group comparisons of M-SERVQUAL factors revealed significant differences in Factor 1:
Trust and Factor 2: Assurance and Responsiveness. However, no significant differences were observed for
Factor 3: Empathy and Factor 4: Structure. Multiple comparisons indicated significant differences in Trust and
Assurance and Responsiveness between nurses aged 20—29 and 30—39 years and those aged 50-59 years.

Conclusion: In the post-COVID-19 era, while the introduction of new medical services is required, the im-
portance of providing medical services based on trust between patients and healthcare providers remains un-
changed. To achieve this, it is essential to strengthen educational engagement and create an environment
where nurses across all age groups can provide optimal care.

(JJOMT, 73: 146—151, 2025)
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