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ABSTRACT

Introduction: the quality of healthcare is a key factor in ensuring user satisfaction, especially in services 
targeting early childhood, such as the Growth and Development Monitoring area. However, few studies 
evaluate the care provided by nursing interns in this context. 
Method: a basic study was conducted with a quantitative approach, a non-experimental design, and a 
descriptive-correlational level. The population consisted of 850 mothers of children under five years of age 
cared for by interns in the CRED area. Simple random probability sampling was applied, obtaining a sample 
of 265 participants. Two validated questionnaires were used: one based on the Donabedian model to measure 
the quality of care and another adapted from SERVQUAL to assess satisfaction. Data were analyzed in SPSS 
v.26 using descriptive and inferential statistics. 
Results: 100 % of the users perceived a high level of quality in the human and environmental dimensions, 
while 89,8 % did so in the technical dimension. Regarding satisfaction, 100 % reported a high level of reliability 
and responsiveness, and 99,6 % reported a high level of empathy. A positive and significant correlation was 
identified between the quality of care and satisfaction (r = 0,211; p = 0,001). 
Conclusions: it was concluded that the quality of care provided by nursing interns was positively related to 
user satisfaction, demonstrating good training performance in real-life healthcare settings.
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RESUMEN

Introducción: la calidad de atención en salud es un factor clave para garantizar la satisfacción de los 
usuarios, especialmente en servicios dirigidos a la primera infancia como el área de Control de Crecimiento y 
Desarrollo. No obstante, son escasos los estudios que evalúan la atención brindada por internos de enfermería 
en este contexto. 
Método: se desarrolló un estudio de tipo básico, con enfoque cuantitativo, diseño no experimental y nivel 
descriptivo-correlacional. La población estuvo conformada por 850 madres de niños menores de cinco años 
atendidos por internos en el área CRED. Se aplicó un muestreo probabilístico aleatorio simple, obteniéndose 
una muestra de 265 participantes. Se utilizaron dos cuestionarios validados, uno basado en el modelo de 
Donabedian para medir la calidad de atención y otro adaptado del SERVQUAL para evaluar la satisfacción. 
Los datos fueron analizados en SPSS v.26 mediante estadística descriptiva e inferencial. 
Resultados: el 100 % de las usuarias percibió un nivel alto de calidad en las dimensiones humana y de 
entorno, mientras que el 89,8 % lo hizo en la dimensión técnica. Respecto a la satisfacción, el 100% reportó
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un nivel alto en fiabilidad y capacidad de respuesta, y el 99,6 % en empatía. Se identificó una correlación 
positiva y significativa entre la calidad de atención y la satisfacción (r = 0,211; p = 0,001). 
Conclusiones: se concluyó que la calidad de atención brindada por los internos de enfermería se relacionó 
positivamente con la satisfacción de las usuarias, evidenciando un buen desempeño formativo en entornos 
reales de atención en salud.

Palabras clave: Fiabilidad; Empatía; Capacidad de Respuesta; Evaluación de Servicios; Experiencia del 
Paciente; Atención Humanizada.

INTRODUCTION
Care in the health sector is a relevant indicator to determine whether the environment, communication, 

behaviour, and/or attitude of staff are adequate to provide services that meet patients’ expectations.(1,2,3) 
Thus, the World Health Organisation(4) states that in countries that are committed to providing comprehensive 
and integrated health services, it is imperative that quality of care ensures efficiency, safety, and people-
centred care to increase the likelihood of desired outcomes.

However, multiple investigations report cases where nurses provide inadequate care, leading to dissatisfaction 
among patients in different levels and areas of health care, such as the study by Lotfi et al.(5) in Iran, where 80 % 
of 295 patients did not know their nurse and only 60 % knew their doctor, reflecting weakness in care and poor 
communication and interaction; a fact that was also found in the study by Karaca A. et al.(1) in Turkey, reporting 
that patients were dissatisfied with the information provided by nurses during their hospitalisation.

On the other hand, in the ‘Dr. Antonio María Pineda’s Hospital in Barquisimeto, Venezuela, Gutiérrez et al.(6) 
reported that 31,25 % of 32 patients stated that nursing care was inadequate, 53 % expressed dissatisfaction 
with care, and 68,75 % disagreed with the nursing staff and supplies provided in the health service. Collantes 
et al.(7) reported that users were moderately satisfied with the care provided by nurses in the human (93,7 %), 
timely (91,3 %), and safe (63,7 %) dimensions, emphasising that 58,7 % stated that the care was regular.

This panorama is not alien to the CRED area, which, according to the Ministry of Health, seeks to monitor 
the growth and development of children periodically and systematically in order to detect risks, disorders or 
diseases that facilitate their diagnosis and early intervention;(8) research such as that of Sanchez(9) in Trujillo, 
found regular quality nursing care, since 33,09 % of 136 mothers indicated that the staff sometimes did not 
indicate their name and did not provide privacy of care, generating low satisfaction in 22,06 %.

Other studies at the national level also reflect this problem, for example, Chávez et al.(10) in Huancayo, 
when surveying 50 mothers of children attended in the CRED clinic of a health centre, found that 48 % had a fair 
perception of the human dimension, as did 58 % of the environment dimension; Llanos(11) in the General Hospital 
of Jaén, found that of 218 mothers, 56,4 % had high, 19,3 % medium and 24,3 % low levels of satisfaction with 
the care provided by the nurses in the CRED area.

Although several cases of poor quality of care and satisfaction in the CRED area by nursing professionals 
have been reported;(12,13,14) however, there are no known studies that investigate the perception of these 
variables with respect to nursing interns who carry out professional practices in this area, and there is a gap of 
misinformation at regional and national level, which could show the level of professionalism in the care offered 
by interns during this professional stage, and determine whether the education received ensures the aspect of 
human and interpersonal relationships to ensure patient satisfaction.(15)

Thus, in this research it was identified that during the community internship of nursing students at the 
UNSM, the quality of care they provide in the CRED area is not evaluated, so it is not known whether their 
knowledge, skills, communication, interaction or other aspects applied in care are adequate and efficient to 
resolve the different situations they face during their internship and to verify whether they satisfy, as future 
health professionals, the needs of mothers who come with their children.

Therefore, we sought to determine the relationship between quality of care and satisfaction perceived by 
users attended by interns in the CRED area of the Morales Health Centre; this being a relevant research work 
to fill the gaps of misinformation that exist on these variables in a context of students doing their community 
internship.

METHOD
The study adopted a basic research design, aimed at generating new knowledge on quality of care and user 

satisfaction in a specific health care context. A quantitative approach was used, as statistical analysis of the 
data collected was used to answer the objectives and hypotheses. In terms of level, descriptive-correlational 
research was developed, given that it sought to describe the characteristics of the variables under study and 
to analyse the degree of relationship between them. A non-experimental cross-sectional design was also used, 
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since none of the variables were manipulated and the information was collected at a single point in time.(16)

The main variables analysed were quality of care and user-perceived satisfaction. The quality of care was 
structured in three dimensions: human, technical and environment, with a total of 19 items distributed in these 
dimensions. User satisfaction was assessed through three dimensions: reliability, responsiveness and empathy, 
covering 12 items. Overall, the study analysed a total of 31 indicators, distributed in six dimensions related to 
both variables.

The unit of analysis consisted of mothers of children under five years of age who were attended to in the 
area of Growth and Development Control (CRED) of the Morales Health Centre, who were specifically attended 
to by nursing interns from the National University of San Martín. The total population was 850 mothers, while 
the sample was 265 participants, selected by simple random probability sampling, considering a confidence 
level of 95 % and a margin of error of 5 %.

The survey technique was used for data collection, and two structured questionnaires were applied as 
instruments. The first assessed the variable ‘quality of care’ and was constructed based on Donabedian’s 
theoretical model.(17) The second instrument, corresponding to the variable ‘satisfaction’, was adapted from 
the SERVQUAL model, following the guidelines of the Peruvian Ministry of Health (RM N°527-2011).(9) Both 
questionnaires used a five-point Likert-type ordinal scale, with the options of Never (1), Almost never (2), 
Sometimes (3), Almost always (4), and Always (5). A pilot test was also conducted with 20 participants to assess 
the reliability of the satisfaction instrument, obtaining a Cronbach’s Alpha coefficient of 0,81, indicating good 
internal consistency.

The data collected were initially tabulated in Excel 2016 spreadsheets and subsequently imported into 
SPSS version 26 software for analysis. Descriptive statistical techniques were applied to characterise socio-
demographic variables and determine levels of quality of care and satisfaction. In addition, inferential statistics 
were used using Spearman’s correlation test, given the ordinal nature of the data, in order to assess the 
relationship between the main variables and between their respective dimensions. The results are presented in 
frequency tables and correlational analysis, with a level of statistical significance set at p < 0,05.

The ethical principles established for research involving human subjects were respected during the study’s 
development. Formal authorisation was obtained from the Morales Health Centre, and informed consent was 
requested from each of the participants, guaranteeing their voluntary participation and the right to withdraw 
at any time. Likewise, confidentiality and anonymity of the information provided were ensured, and the data 
were used only for academic purposes. The principles of respect for individuals, beneficence, justice, and 
scientific integrity were applied, and the researchers undertook to present the results truthfully, without 
manipulation, and to ensure that the findings contribute to the improvement of the quality of care provided in 
the CRED area.

RESULTS AND DISCUSSION
Socio-demographic characteristics

According to table 1, 78,5 % of the children who attended the CRED area of the Morales Health Centre during 
the study were aged 0 to 12 months, 17,0 % were aged 13 to 24 months, 2,3 % were aged 25 to 36 months, 1,9 
% were aged 37 to 48 months and 0,4 % were aged 49 to 60 months.

Table 1. Age of children seen in the CRED area
Age range Frequency Percentage

208 78,5 %
0 to 12 months 45 17,0 %
13 to 24 months 6 2,3 %
25 to 36 months 5 1,9 %
37 to 48 months 1 0,4 %
Total 265 100 %

As for the age of the mother seen in the CRED area, the mean (average) age was 26 years, with the minimum 
age being 15 years and the maximum 44 years, with a standard deviation of 5 years (table 2).

Table 2. Age of mothers seen in the CRED area

Mother’s age N Minimum Maximum Media Deviation

Age 265 15 44 26 5

On the other hand, according to table 3, 14,3 % of the mothers seen in the CRED area of the Morales Health 
Centre reported being single, 74,7 % reported being cohabiting and 19,9 % married. There was no evidence of 
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widowed mothers.

Table 3. Marital status of mothers seen in the CRED area
Marital status Frequency Percentage

38 14,3 %
Single 198 74,7 %
Cohabiting 29 10,9 %
Total 265 100 %

As shown in table 4, 77,0 % of the mothers assisted in the CRED area have the occupation of housewife, 16,6 
% reported working and 6,4 % reported being students.

Table 4. Occupation of the mothers attended to in the CRED area
Occupation Frequency Percentage

204 77,0 %
Housewife 17 6,4 %
Student 44 16,6 %
Worker 265 100 %

Likewise, when asked about educational level, 15,1 % of the mothers attended in the CRED area indicated 
that they had only primary education, 55,5 % had secondary education, 26,4 % had higher education and 3,0 % 
had no education at all (table 5).

Table 5. Level of education of the mothers attended to in the CRED area
Grade of education Frequency Percentage

40 15,1 %
Primary 147 55,5 %
Secondary 70 26,4 %
Higher 8 3,0 %
None 265 100 %

These findings are similar to the study by García(18) who evaluated the quality of care provided by nurses at 
the CRED clinic of the Max Arias Schreiber Health Centre (Lima) in a sample of 70 users, 59 % were between 20 
and 30 years of age, 70 % were cohabiting and 34 % had higher education. In the present study, the average age 
was 25 years, with 198 mothers living with a partner, but the occupation was centred on housewife, with 204 
mothers attending the CRED area of the Morales Health Centre.

Quality of care
Table 6 shows that the quality of care perceived by the users attended to by the CRED interns at the Morales 

Health Centre mainly was ‘high’ in the human and environmental dimensions, with 100 % of the users rating 
it as such in both dimensions, where qualities such as respect, patience and kindness stand out. However, 
in the technique dimension, although the majority of users (89,8 %) rated it as ‘high’, 9,8 % perceived it as 
‘medium’, suggesting that some mothers perceived deficiencies in the information or guidance provided by 
the nursing interns, a lack of confidence in the execution of procedures or a lack of care in their performance. 
This discrepancy suggests variability in the perception of the quality of the physical environment among the 
mothers who attended, which could point to specific areas for improvement in the health care environment of 
the health centre.

Table 6. Level of quality of care according to its human, technical and environmental dimensions
Level Dimensions

Quality of care Humana Technique Environment
FI % FI % FI % FI %

Low 0 0 % 0 0 % 1 0,4 % 0 0 %
Medium 0 0 % 0 0 % 26 9,8 % 0 0 %
High 265 100 % 265 100 % 238 89,8 % 265 100 %
Total 265 100 % 265 100 % 265 100 % 265 100 %
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Gutiérrez(6) reported opposite results, noting that 31,25 % of 32 patients in a Venezuelan hospital mentioned 
that the nursing staff’s care was inadequate, and 68,75 % disagreed with the staff and supplies provided in the 
health service. This contrasts with the nursing interns in the CRED area of the Morales Health Centre, where 
100 % of the users who attended said the quality of care was good.

The study also found differences with the research of Chávez(10) in Huancayo, who surveyed 50 mothers of 
children attended at the CRED clinic of the Justicia, Paz y Vida health centre, and found that 48 % had a fair 
perception of the human dimension, as did 58 % of the environment dimension; the opposite was true of the 
nursing interns in the CRED area of the Morales Health Centre, where 100 % of users attended reported a high 
level of satisfaction with the human and environment dimensions, respectively.

Satisfaction
According to table 7, the majority of users attended by nursing interns in the CRED area of the Morales 

Health Centre expressed a ‘high’ level of satisfaction in all the dimensions evaluated. Specifically, 100 % of 
users rated satisfaction as ‘high’ in the reliability and responsiveness dimensions, while 99,6 % rated it as ‘high’ 
in the empathy dimension. These findings suggest that, in general, users are satisfied with the care received by 
the interns in terms of reliability, responsiveness, and empathy; as they show respect for the order of arrival 
of children, good treatment of mothers, respect, charisma, among other characteristics of reasonable care.

Table 7. Level of satisfaction according to dimensions of reliability, responsiveness and empathy

Level Dimensions

Satisfacción Reliability Responsiveness Empathy
Fi % Fi % Fi % Fi %

Low 0 0 % 0 0 % 0 0,0 % 0 0 %
Medium 0 0 % 0 0 % 1 0,4 % 0 0 %

High 265 100 % 265 100 % 264 99,6 % 265 100 %
Total 265 100 % 265 100 % 265 100 % 265 100 %

On the other hand, the absence of ‘low’ and ‘medium’ level ratings indicates a consistency in the positive 
perception of satisfaction with care in these dimensions. However, it is essential to note that there was only 
one ‘medium’ level rating (0,4 %) on the empathy dimension, acknowledging that a minority of users may have 
perceived certain deficiencies in this specific aspect of care, for example, the explanation provided by the 
UNSM nurse intern was not entirely clear or had hesitations in their responses.

In India, Kannan(19) reported an overall level of satisfaction of 78,88 % in the care provided by health 
professionals, which is lower than the high satisfaction perceived by the users of the CRED area of the Morales 
Health Centre, according to the care received by nursing interns. Similarly, in the research of Sanchez(9) who 
reported that 75 % of mothers attended to in the CRED area of an I-3 facility in Trujillo were high, but 44 % and 
46 % expressed dissatisfaction with the responsiveness and tangible aspects, which bears some resemblance 
to the findings of the present study, as 0,4 % of users reported a ‘medium’ level of responsiveness of the UNSM 
nursing interns.

Relationship between quality of care and satisfaction
According to table 8, the null hypothesis (H0) is rejected in response to the general objective of the 

research and the hypothesis proposed. The alternative hypothesis (H1) is accepted, that is, there is a significant 
relationship between quality of care and satisfaction perceived by users attended by interns of the CRED area, 
Centro Salud Morales, because the Spearman correlation coefficient was 0,211, which indicates a low, but 
significant, positive correlation. The bilateral significance value (p = 0,001) is less than 0,05, confirming the 
correlation is statistically significant.

Table 8. Correlation test between quality of care and satisfaction

Quality of care Satisfaction
Spearman correlation 0,211**

Sig. (bilateral) 0,001
N 265

Note: **. Correlation is significant at the 0,01 level (bilateral).

The results suggest that as the quality of care provided by interns in the CRED area improves, user satisfaction 
also increases, although the relationship is not very strong. However, the statistical significance validates 
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that the quality of care directly and positively impacts perceived satisfaction, reinforcing the importance of 
maintaining and improving quality standards in child health care in this context.

This finding is similar to Sanchez’s(9) research, which found a very good correlation of 0,810, according 
to Spearman’s coefficient, between quality of nursing care and satisfaction in mothers of children cared for 
in the CRED area. Likewise, in Tarapoto, Copia (20) found that quality of service has a direct and significant 
relationship with user satisfaction at Hospital II-2, according to Pearson’s coefficient, which yielded a value of 
0,906.

Although the literature indicates a positive correlation between quality of care and satisfaction with the 
care provided by the nursing staff, there is variation in the levels according to the different dimensions. For 
example, according to Tello(17) of the 40 users attended by nurses, 46,1 % perceived medium satisfaction and 
23,1 % low satisfaction, mainly in the technical dimension. However, the results of this study indicate that, in 
almost all dimensions, mothers attended by nursing interns in the CRED area experienced a high quality of care. 
This suggests high satisfaction, which leads to the inference that UNSM nursing interns contribute to health 
services by providing adequate care, which, in turn, will positively impact their job placement and professional 
training, highlighting both their knowledge and the soft skills acquired.

CONCLUSIONS
There is a positive and statistically significant relationship between the quality of care provided by the 

nursing interns and the satisfaction perceived by the mothers of children under five years of age attended 
to in the Growth and Development Control area of the Morales Health Centre. All users rated the human and 
environmental dimensions highly, while the technical dimension showed areas for improvement. Likewise, 
satisfaction was high in practically all the dimensions evaluated, which showed adequate performance by the 
interns in their care role.

The findings support the systematic incorporation of performance evaluations in internship training scenarios, 
allowing for feedback on the teaching-learning process in technical and communication skills. Furthermore, the 
study suggests that nursing interns can contribute effectively to child health care, provided they are adequately 
supervised and accompanied. Institutionally, the results can be used by academic coordinators and health 
managers to strengthen clinical training programmes, implement simulations, and prioritise interventions in 
specific dimensions, such as technical, thus promoting safer, more comprehensive, and user-centred care.
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