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This is a cross-sectional, quantitative and descriptive study carried out in 2016, aiming to verify the satisfaction of 
patients and physical therapists regarding physical therapy in a Public University Hospital. The non-probabilistic sample 
was composed of 40 individuals for convenience purposes, aged 43.1 ± 10.5 years; 15 females, aged between 26 and 59 
(43.1 ± 10.5 years), corresponding to the group of patients, with prescription and undergoing physical therapy. The 
group of professionals was composed by 12 female physical therapists. Two structured questionnaires were applied, the 
first of which presented 12 questions (four from the Interaction domain, four from the Resources domain and four from 
the Environment domain) and the second 20 questions (four from the Interaction domain, four from the Resources 
domain, four from the Environment domain, four from the Working Conditions domain – hours and payment, and four 
from Working Conditions domain – staff and training). The domain of greatest satisfaction for patients was the 
Environment (M = 11). Interaction was the domain of least satisfaction (8.3). For physical therapists, the Environment 
was the domain of least satisfaction (8.42) and the one with the greatest satisfaction was Interaction (13.5). It is 
important to start the discussion regarding the need for tools that assess satisfaction of users of physical therapy 
services, as well as of the professional physical therapist. 
Descriptors: Physical therapy speciality; Patient satisfaction; Job satisfaction; Hospital, Public. 
 

Trata-se de um estudo transversal, quantitativo e descritivo, realizado em 2016, com o objetivo de verificar a satisfação 
dos pacientes e fisioterapeutas em relação ao atendimento fisioterapêutico em um Hospital Universitário Público. A 
amostra não-probabilística por conveniência, foi composta por 40 indivíduos, com idade de 43,1±10,5 anos; 15 do sexo 
feminino, com faixa etária entre 26 e 59 (43,1 ± 10,5 anos), correspondente ao grupo de pacientes, com prescrição e 
realizando fisioterapia. O grupo de profissionais foram 12 fisioterapeutas, do sexo feminino. Foram aplicados dois 
questionários estruturados, sendo que o primeiro apresentou 12 questões (quatro do domínio Interação, quatro do 
Recursos e quatro do Ambiente) e o segundo 20 questões (quatro do domínio Interação, quatro do Recursos, quatro do 
Ambiente, quatro do Condições de trabalho-horário e remuneração, e quatro do Condições de trabalho – equipe e 
capacitação). O domínio de maior satisfação para os pacientes foi o Ambiente (M=11). A Interação foi o domínio de menor 
satisfação (8,3). Para os fisioterapeutas o Ambiente foi o domínio de menor satisfação (8,42) e o de maior satisfação foi 
a Interação (13,5). É salutar iniciar a discussão a respeito da necessidade de instrumentos que avaliem a satisfação dos 
usuários de serviços de fisioterapia, bem como, do profissional fisioterapeuta. 
Descritores: Fisioterapia; Satisfação do paciente; Satisfação no emprego, Hospitais públicos. 
 

Se trata de un estudio transversal, cuantitativo y descriptivo, realizado en 2016, con el objetivo de verificar la satisfacción 
de los pacientes y los fisioterapeutas en relación con la atención fisioterapéutica en un Hospital Universitario Público. 
La muestra no probabilística por conveniencia fue compuesta por 40 individuos, de 43,1 ± 10,5 años de edad; 15 mujeres, 
de 26 a 59 años (43,1 ± 10,5 años), que correspondían al grupo de pacientes, con prescripción y realizando fisioterapia. 
El grupo de profesionales fueron 12 mujeres fisioterapeutas. Se aplicaron dos cuestionarios estructurados, el primero 
con 12 preguntas (cuatro del ámbito de Interacción, cuatro de Recursos y cuatro de Ambiente) y el segundo con 20 
preguntas (cuatro del ámbito de Interacción, cuatro de Recursos, cuatro de Ambiente, cuatro de Condiciones de trabajo 
-horario y remuneración- y cuatro de Condiciones de trabajo -equipo y capacitación-). El ámbito de mayor satisfacción 
para los pacientes fue el Ambiente (M=11). La Interacción fue el ámbito de menor satisfacción (8.3). Para los 
fisioterapeutas el Ambiente fue el ámbito de menor satisfacción (8,42) y el de mayor satisfacción fue la Interacción 
(13,5). Es conveniente iniciar el debate sobre la necesidad de contar con instrumentos que evalúen la satisfacción de los 
usuarios de los servicios de fisioterapia, así como del fisioterapeuta profesional. 
Descriptores: Fisioterapia; Satisfacciòn del paciente; Satisfacciòn en el Trabajo; Hospitales públicos. 
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INTRODUCTION 
 

nsuring the quality of hospital care is essential for the people assisted and the workers in 
these places. For this, it is important to emphasize knowledge, technological updating, 
interpersonal relationships, reorganization of services, renewal of health practices, 

restructuring of environment, provision of professionals, necessary materials, interaction and 
consent of patient in their treatment1, 2. 

In Brazil, although the evaluation of quality in health is not yet carried out in a systematic 
and systematized way, most institutions already have instruments that make it possible to 
assess the degree of satisfaction of users of health services and other items that also make up 
the triad structure, process and result. Assessing the perception of professionals is no less 
important, since the satisfaction of their psychosocial needs in the work situation is directly 
linked to motivation, improvement of their productivity and quality of care1-3. 

The performance of physical therapy in the hospital environment has been increasing 
widely and studies have been focused on its benefits in hospitalized patients. Thus, it is 
important to assess patients' perception of the quality of this provided care. However, although 
studies have evaluated the satisfaction of attending physical therapy4-7, there is a small number 
of those that refer to the satisfaction of users of physical therapy services and physical 
therapists in a Public University Hospital - PUH (Hospital Universitário Público - HUP). 

Thus, an instrument for assessing patient satisfaction in relation to physical therapy care 
at a PUH is necessary and must be different from questionnaires on medical interventions5. 
Likewise, the physical therapist's assessment of the service and its performance deserves the 
same importance. Thus, the objective of this study was to verify the satisfaction of patients and 
physical therapists in relation to physical therapy care at a Public University Hospital. 
 
METHOD 
 

This is a cross-sectional, quantitative and descriptive study carried out in 2016, at a PUH, 
which offers high-complexity tertiary care to 27 municipalities that make up the macro-region 
of the Triângulo Sul region, on the state of Minas Gerais, also encompassing other macro-
regions of the state, as well as other states in the Brazilian federation8. Four sectors of this HUP 
participated in the study: Infectious Parasitic Diseases Unit (IPDU); Medical Clinic (MC); 
Surgical Clinic (SC) and Orthopedics (ORT). 

The sample was non-probabilistic, for convenience purposes, and its maximization was 
adopted for data collection, both for patients and physical therapists, over a period of three 
months. Patients were considered hospitalized in the described sectors, corresponding to the 
group of patients (GP). 

It was adopted as inclusion criteria for the GP: hospitalized in the previously mentioned 
sectors, with prescription and undergoing physical therapy, between 18 and 59 years of age, 
both genders, being all aware and able to speak, according to information obtained in the 
medical records, with different diagnoses and comorbidities. Patients who were unable to 
identify the physical therapy treatment as distinct from other treatments by the health team 
were excluded. 

The group of professional physical therapists (GPT) was composed of all those active in 
the surveyed sectors. The exclusion criteria for the GPT were: professionals not working in the 
mentioned sectors and those on leave at the time of data collection. 

Data collection took place in the hospital environment, with an approximate application 
time of 20 minutes. A single evaluator applied the two structured questionnaires (one for GP 
and one for GPT). These were prepared based on other studies9-13 and were preceded by 
questions related to sociodemographic aspects (gender, age and sector of 
hospitalization/work). 

E 
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The questionnaire, applied to the GP presented 12 questions, four from the Interaction 
domain (which is related to interaction between physical therapist and patient during the 
entire care and treatment process), four from the Resources domain (related to material and 
human resources of the surveyed locations) and four from the Environment domain (related to 
physical environment of the surveyed locations). 

The second questionnaire, applied to the GPT presented 20 questions, four from the 
Interaction domain, four from the Resources domain, four from the Environment domain, four 
from the Working Conditions - Hours and Remuneration (WC – HR) domain, related to the 
satisfaction of physical therapists regarding working hours, breaks, remuneration, four in the 
domain Working Conditions - Team and Training (WC-TT), which means the satisfaction of 
physical therapists regarding interactions with the team, and courses or training offered and 
carried out within the workplace. For each dimension, the evaluation criteria varied according 
to the Likert Scale of four points (from one to four)10, in increasing order, considering the 
categories from bad to excellent. 

For data analysis, an Excel® database was organized, entered by double typing and 
consistency was evaluated. In the identification of inconsistencies, the reading of the collection 
form was resumed and then the information was adjusted. The database was transferred to the 
Statistical Package for the Social Sciences (SPSS®) Statistics Base version 24.0. Numerical 
variables were analyzed using descriptive statistics using central and dispersion measures, and 
categorical variables were analyzed using descriptive statistics according to absolute and 
relative frequency. 

In the evaluation of domains, the sum of the scores for each component question was 
considered, with the maximum score being distributed respectively, with n = 16 for all domains. 
To analyze the scores achieved from the perspective of each domain in relation to the 
participants, univariate analysis was performed for the categorical variables frequency 
(absolute and relative) and for the numerical variables, the arithmetic mean (X) and the 
standard deviation (sd), with a 95% confidence interval (95% CI). 

This project was approved by the Research Ethics Committee of the Universidade 
Federal do Triângulo Mineiro under protocol 1,234,848. 
 
RESULTS 
 

The GP, composed by 42 patients, had two patients exclued, as they were unable to 
identify the physical therapeutic treatment as distinct from the other treatments of the health 
team, making up a total of 40 patients (10 from each sector of four sectors). Of these, 15 were 
female and 25 were male, aged between 26 and 59 years (43.1 ± 10.5 years). The GPT, 
composed by all physical therapists in the sectors studied, had a total of 12, two from IPDU, 
three from MC, three from SC and four from ORT, all female. 

For the GP, in relation to the interaction domain, most patients declare the answers to 
the four questions as ¨excellent '(feeling welcomed by physical therapy, confidence in attending 
physical therapy, physical therapy helping in improvements and feeling better after physical 
therapy). In the resources domain, it is noteworthy that 42.5% say they are excellently satisfied 
with the number of times that they are seen by physical therapy during a day, considering the 
week as Monday to Friday. In the environmental domain, 40% said the cleanliness of the place 
was excellent and 50% considered excellent the comfort of the place (Table 1). 
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Table 1. Patient satisfaction with physical therapeutic care at a Public University Hospital. 
Uberaba, Minas Gerais, 2016. 

Aspects 
Poor Good Great Excellent 

N % N % N % N % 
Interaction Area 

Do you feel welcomed by physical therapy? 0 0.0% 11 27.5% 7 17.5% 22 55.0% 
Do you have confidence in attending 
physical therapy? 

1 2.5% 10 25.0% 10 25.0% 19 47.5% 

Does physical therapy help you improve? 0 0.0% 6 15.0% 8 20.0% 26 65.0% 
Do you feel better after physical therapy? 0 0.0% 5 12.5% 14 35.0% 21 52.5% 

Resources Area 
Are there enough materials for physical 
therapy to work? 

3 7.5% 13 32.5% 11 27.5% 13 32.5% 

Do you think that the number of physical 
therapists is enough to attend all patients 
who need physical therapy? 

6 15.0% 14 35.0% 9 22.5% 11 27.5% 

Are you satisfied with the number of times 
you are treated by physical therapy during 
a day, considering a week as Monday to 
Friday? 

0 0.0% 7 17.5% 16 40.0% 17 42.5% 

Are you satisfied with the number of times 
you are treated by physical therapy on 
weekends? 

3 7.5% 14 35.0% 11 27.5% 12 30.0% 

Environment Area 
How is the noise of the place where you 
perform physical therapy? 

6 15.0% 12 30.0% 8 20.0% 14 35.0% 

How is the lighting of the place that 
performs physical therapy? 

3 7.5% 8 20.0% 14 35.0% 15 37.5% 

How do you consider cleaning the place you 
are in? 

1 2.5% 10 25.0% 16 40.0% 13 32.5% 

How is the comfort of the place you are in? 3 7.5% 5 12.5% 12 30.0% 20 50.0% 
N = number; % = percentage 
 

For the GPT, it is noteworthy, in relation to the interaction domain, that the majority 
chose the option ¨great¨ for all questions and for the other domains, the majority chose the 
option ¨good¨ for all questions (Table 2). 

 The domain of greatest satisfaction for the GPT was the Environment (M = 11). 
Interaction was the domain of least satisfaction (8.3). In contrast, for the GPT, the Environment 
was the domain of least satisfaction (8.42), with greater satisfaction for the Interaction domain 
(13.5) (Table 3). 
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Table 2. Physical therapists' satisfaction regarding physical therapy care at a Public University 
Hospital. Uberaba, Minas Gerais, 2016. 

Aspects 
Poor Good Great Excellent 

N % N % N % N % 
Interaction Area 

Does physical therapy welcome the patient? 0 0.0% 1 8.3% 7 58.3% 4 33.3% 
Do you have confidence in your service? 0 0.0% 1 8.3% 6 50.0% 5 41.7% 
Does physical therapy help to improve the 
patient? 

0 0.0% 0 0.0% 4 33.3% 8 66.7% 

Do you feel good after work? 0 0.0% 1 8.3% 7 58.3% 4 33.3% 
Resources Area 

Are there enough material resources for 
physical therapy to work? 

5 41.7% 7 58.3% 0 0.0% 0 0.0% 

Do you think that the number of physical 
therapists is enough to care for all patients who 
need physical therapy? 

6 50.0% 4 33.3% 2 16.7% 0 0.0% 

Do you use Personal Protective Equipment 
(PPE)? 

0 0.0% 2 16.7% 5 41.7% 5 41.7% 

Are there enough PPEs? 1 8.3% 6 50.0% 3 25.0% 2 16.7% 
Environment Area 

How is the noise of the place you work? 2 16.7% 9 75.0% 1 8.3% 0 0.0% 

How is the lighting of the place you work in? 0 0.0% 10 83.3% 1 8.3% 1 8.3% 

How do you consider cleaning the place you 
work? 

1 8.3% 7 58.3% 3 25.0% 1 8.3% 

How is the local comfort that works? 4 33.3% 6 50.0% 1 8.3% 1 8.3% 
Working Conditions Area - Hours and Remuneration (WC - HR) 

Are you satisfied with your work schedule? 0 0.0% 3 25.0% 7 58.3% 2 16.7% 
Do you have breaks in your work period (eating, 
going to the bathroom, drinking water)? 

2 16.7% 1 8.3% 7 58.3% 2 16.7% 

Do you think the remuneration matches your 
job? 

3 25.0% 4 33.3% 4 33.3% 1 8.3% 

Are you satisfied with the remuneration for 
your work? 

3 25.0% 3 25.0% 5 41.7% 1 8.3% 

Working Conditions Area - Team and Training (WC - TT) 
Is there interaction between all physical 
therapists in the service? 

1 8.3% 4 33.3% 4 33.3% 3 25.0% 

Is there interaction between the staff of the 
place that works? 

0 0.0% 0 0.0% 9 75.0% 3 25.0% 

Is there a multiprofessional job in the place that 
is? 

1 8.3% 6 50.0% 4 33.3% 1 8.3% 

Are there frequent courses or training in the 
physical therapy service? 

1 8.3% 3 25.0% 4 33.3% 4 33.3% 

         N = number; % = percentage 
 

 
Table 3. Measures of central tendency and variability of the assessment domains for patients 
and physical therapists. Uberaba, Minas Gerais, 2016. 

Domains Patient Physical Therapist 

 Min Max M sd CI 95% Min Max M sd CI 95% 
Interaction 8 16 8.3 1.8 7.2 9.4 10 16 13.5 1.9 12.3 14.7 
Resources 7 16 8.6 2.9 6.8 10.4 6 11 9 1.8 7.9 10.2 
Environment 4 16 11 2.1 9.2 11.8 6 15 8.42 2.5 6.8 10 
WC - HR - - - - - - 5 16 10.3 3 8.4 12.2 
WC - TT - - - - - - 8 16 11.3 2.3 9.9 12.8 

Min = minimum score; Max = maximum score; M= arithmetic mean; sd = standard deviation; CI 95% = confidence interval of 95%;. WC – HR = 
Working conditions - Hours and Remuneration; WC – TT = Working conditions - Team and Training 

 
 
 



REFACS (online) July/Sep 2020; 8(3)                                                                                                          Hospital Physical Therapy                                                                                                                                                                                                     
 

461            http://seer.uftm.edu.br/revistaeletronica/index.php/refacs/index                REFACS (online) July/Sep 2020; 8(3):456-463 

DISCUSSION 
 

The domain of greatest satisfaction for the GP was the Environment, followed by the 
domains of Resources and Integration. It can be inferred that, for patients, there is greater 
demand and criticism regarding services directly related to their care and resources made 
available to them than to the physical environment. 

It is known that the hospitalized patient, in addition to struggling to recover their health, 
is subjected to aggressions from the physical hospital environment, related to physical agents 
(noise, extreme temperatures and others). This can interfere with the patient's response to 
treatment, aggravating stress and negatively affecting their recovery14. 

In this context, the indication of good results from the patient's perception of this area 
can be very important, since the humanization of physical hospital environment contributes to 
their therapeutic process and the quality of health services provided by the professionals 
involved15 . 

In contrast, for the GPT, the Environment was the domain of least satisfaction, possibly 
due to the fact that the physical space has a very intense flow of people, including workers, 
patients, students, visits and companions; although the results of noise, lighting, cleanliness and 
comfort aspects were classified as “Good”. 

The greatest satisfaction for the GPT was in the Interaction domain, which represents 
interaction between physical therapist and patient throughout the therapeutic process. It is 
possible that this fact is related to the creation of a bond between both parties in the entire 
therapeutic process, favoring that it be carried out in a pleasant way with respect and intimacy. 
In this sense, another study also analyzed the same relationship, identifying that 53.9% of 
physical therapists classified the relationship as “Good”3. 

However, this perception is not confirmed for the GP, since Interaction was the domain 
of least satisfaction (M = 8.3) for this one. These results disagree with what is said by other 
authors10,15, who found more positive perceptions in the physical therapist-patient 
relationship, although they were evaluating the outpatient physical therapy service. A study 
that evaluated the degree of satisfaction of users of the public physical therapy service found 
that the domains physical therapist-patient relationship and technical skill of the physical 
therapist were considered “Great/Excellent” by 70.8% of users10. 

In another study, satisfaction with the physical therapy service was noted and the issue 
with the highest score was the physical therapist's respect for the patient. However, 89% of 
patients received only one physical therapy service per day, 60% of them had only the basic 
level and 38% had a monthly income of a minimum wage15, implying that, because they are less 
educated and more in need of care, the that would lead them to feel satisfied, even receiving 
minimal treatment. 

The fact that patients in the present study indicate interaction with the physical 
therapist as the domain with the lowest score indicates the need for a better assessment of this 
aspect. A weakness of this study is that it does not have other patient data such as educational 
level, economic situation and other aspects, which could explain these perceptions of 
professionals and of them, in this aspect. Thus, it is indicated to carry out other studies within 
this PUH, which can more fully analyze this issue, valuing and understanding the reason for the 
dissatisfaction of these patients in this sense, in order to find ways to overcome these 
difficulties. 

The result referring to the second domain of greatest satisfaction for the GPT (Working 
Conditions - Team and Training), may be due to the PUH frequently providing training and 
knowledge updates and the sectors surveyed have a multiprofessional team with a variety of 
different professional areas. Thus, contact between them is necessary to provide quality 
service. 



REFACS (online) July/Sep 2020; 8(3)                                                                                                          Hospital Physical Therapy                                                                                                                                                                                                     
 

462            http://seer.uftm.edu.br/revistaeletronica/index.php/refacs/index                REFACS (online) July/Sep 2020; 8(3):456-463 

Along the same lines, a study that evaluated the importance of the relationship between 
the team, reports that the greatest satisfaction of a multidisciplinary team in a psychiatric 
hospital was in Relationships16. 

In the specific case of physical therapists, a study measured the level of satisfaction of 
physical therapists in Saudi Arabia and observed high levels of job satisfaction in the fields of 
professional development and teamwork12. In Brazil, a study that evaluated job satisfaction of 
physical therapists in the hospital area found that 50.6% rated the relationship with colleagues 
in the work environment as “Very Good”3. 

In the present study, it was identified that the Resources domain was the second of least 
satisfaction for GPT and they considered that the amount of materials used in therapy was not 
sufficient. This is possibly related to the fact that PUH is a public institution, where the financial 
resources for the acquisition of equipment may be insufficient or need more time to be 
acquired. Added to this is the fact that it serves 27 municipalities that make up the Triangulo 
Sul macro-region of the state of Minas Gerais, being the only hospital that offers entirely public 
high complexity care, accounting for 73% of all medium and high complexity macroregion and 
100% of high complexity in the same area8. 

The number of professionals to perform physical therapy procedures was also classified 
as “Poor” and “Good” (50% and 33.3%, respectively), by the GPT, and good by the GP (35%). 
This is possibly due to the complexity of the patient seen. According to the parameters of 
hospital physical therapeutic assistance, of Resolution 444 of COFFITO17, the number of 
patients treated by the physical therapist for six hours is eight to ten. As a suggestion, this 
resolution could be re-evaluated and further studies could be done to confirm this perception. 

This study reaffirms the need to assess satisfaction of users and professionals of this 
service. Future studies should be designed to verify the interaction between variables to be 
proposed, as well as the domains of this study and satisfaction, seeking to understand the 
interferences and causes that permeate the dynamics of physical therapy activity. 
 
CONCLUSION 
 

The domain of greatest satisfaction for patients was the Environment and, for physical 
therapists, it was Interaction. It is salutary to start the discussion regarding the need for 
instruments that assess the satisfaction of users of physical therapy services, as well as of the 
professional physical therapist. 

As limitations, the sample is considered for convenience and the questionnaire applied 
has not yet been validated. Therefore, the importance of validating an evaluation instrument to 
verify the semantics, balance of questions and punctuation is emphasized, so that the results 
can then be generalized to scenarios with similar characteristics. 
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