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Proceso de trabajo del enfermero en la gestion de servicios hospitalarios: Una revision integradora

RESUMO

Objetivo: evidenciar na literatura os processos de trabalho desenvolvidos pelos enfermeiros que atuam na geréncia dos servicos de enfermagem
no ambito hospitalar. Método: Trata-se de uma revisao integrativa, com levantamento bibliografico realizado entre fevereiro e marco de 2022, nas
seguintes bases de dados: PubMed, CINAHL, Embase, LILACS, SciELO e Web of Science. A amostra final foi constituida por 10 artigos. Resultados:
foram apresentados e discutidos a partir de duas categorias tematicas: Procedimentos de Trabalho Gerenciais, trazendo organizagao do processo de
trabalho assistencial, administracao da estrutura fisica, ambiente de trabalho e recursos materiais e gestao de pessoas; e Instrumentos Gerenciais
abordando planejamento, governanca compartilhada, lideranca, trabalho em equipe e capacitacao. Conclusao: A producao cientifica analisada pos-
sibilitou identificar os procedimentos gerenciais e instrumentos gerenciais, essenciais ao trabalho do enfermeiro. E necessario o aperfeicoamento
no processo de gestao em enfermagem de forma a acompanhar a evolucao do cenario epidemioldgico, organizacional e tecnologico.
DESCRITORES: Fluxo de trabalho. Gerenciamento de Enfermagem. Gestao de recursos humanos. Servico de enfermagem hospitalar. Trabalho.

ABSTRACT

Objective: to highlight in the literature the work processes developed by nurses who work in the management of nursing services in the hospital
environment. Method: This is an integrative review, with a bibliographic survey carried out between February and March 2022, in the following
databases: PubMed, CINAHL, Embase, LILACS, SciELO and Web of Science. The final sample consisted of 10 articles. Results: they were presented
and discussed from two thematic categories: Management Work Procedures, bringing organization of the care work process, administration of
the physical structure, work environment and material resources and people management; and Management Tools addressing planning, shared
governance, leadership, teamwork and training. Conclusion: The analyzed scientific production made it possible to identify the managerial proce-
dures and managerial instruments, essential to the nurse's work. It is necessary to improve the nursing management process in order to follow the
evolution of the epidemiological, organizational and technological scenario.

DESCRIPTORS: Workflow. Nursing Management. Human resource Management. Hospital nursing service. Work.

RESUMEN

Objetivo: destacar en la literatura los procesos de trabajo desarrollados por enfermeros que actGan en la gestion de los servicios de enfermeria en el
ambito hospitalario. Método: Se trata de una revision integradora, con levantamiento bibliografico realizado entre febrero y marzo de 2022, en las si-
guientes bases de datos: PubMed, CINAHL, Embase, LILACS, SciELO y Web of Science. La muestra final estuvo compuesta por 10 articulos. Resultados:
fueron presentados v discutidos a partir de dos categorias tematicas: Procedimientos de Trabajo de Gestion, trayendo organizacion del proceso de
trabajo de cuidado, administracion de la estructura fisica, ambiente de trabajo y recursos materiales y gestion de personas; y Herramientas de Gestion
que abordan la planificacién, la gobernanza compartida, el liderazgo, el trabajo en equipo vy la formacion. Conclusion: La produccion cientifica analizada
permitio identificar los procedimientos e instrumentos gerenciales esenciales para el trabajo del enfermero. Es necesario perfeccionar el proceso de
gestion de enfermeria para acompanar la evolucion del escenario epidemiologico, organizacional y tecnologico.

DESCRIPTORES: Flujo de trabajo. La gestion de enfermeria. Gestion de recursos humanos. Servicio de enfermeria hospitalaria. Trabaja.
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INTRODUCCION

he work process is defined as a

set of procedures performed by

man on an object, using instru-
ments, with the aim of transforming it
into a certain product; it is something
that human beings do intentionally
and consciously, with the purpose of
producing some product or service.
Critical and continuous reflection on
the work process and its transforma-
tion is an important aspect of building
human development'.

In this way, we can understand work
as a human activity, which involves
subject and object in a mutual transfor-
mation with the purpose of satisfying
their needs. As for process, which in
Latin means proceeding, a verb that in-
dicates the action of moving forward,
going forward (pro +cedere), we can
understand it as a way of executing
something or, even, a sequential set of
actions that aim to carry out a certain
operation , achieving a specific result.
It can be seen that the work process
encompasses the existing relationships
between man and his context, modi-
fying it and at the same time modifying
the scenario around him?

The concept of work process in he-

12352 saidecoletiva = 2023; (13) N.84

alth addressed in this research concer-
ns the definitions and constructions
brought by Mendes-Gongalves, who
understands the work process as a set
of knowledge, instruments and means,
having as subjects the professionals
who organize themselves to produce
health care services. in order to provi-
de individual and collective assistance
to obtain products and results arising
from their practice’. Applying the con-
cept in the field of nursing, it is clear
that the work process in health has the
purpose of enabling means to provide
efficient and effective assistance, ena-
bling the satisfaction of the health ne-
eds of aclientele®. So the product of the
health work process is always related to
quality care offered to the patient.

Still according to the theoretical
conception constructed by Mendes-
-Gongalves, it is understood that, in
terms of the specific field of nursing,
nursing care and care management are
considered as objects of work®.

The nurse's work process is identi-
fied by the dimensions of assisting, ma-
naging, researching and teaching, each
with objects, means, instruments and
specific activities, coexisting tempo-
rally and institutionally, in an articu-
lated way and directly influencing the

quality of care provided to the patient’.

In Brazil, the professional prac-
tice of nursing is regulated by Law
7,498/1986, which contains the pri-
vate attributions of nurses, within the
scope of administration: direction and
leadership of bodies, units and nursing
services; organization and direction of
technical and auxiliary activities car-
ried out in companies providing nur-
sing services; planning, organization,
coordination, execution and evalua-
tion of nursing care services®. Law
7,498/1986 also highlights as a private
activity of the nurse, composing a mul-
tidisciplinary team of health profes-
sionals, the participation in the plan-
ning, execution and evaluation of the
health program®. Thus, the nurse is the
nursing professional with managerial
functions inherent to their professio-
nal activity.

Nursing service management is cal-
led in different ways within the hospi-
tal organizational structure: Division
of Nursing, Nursing Coordination,
Board of Nursing, Head of Nursing
and it is the centralizing body for issues
related to Nursing within the organi-
zation, directly responding to aspects
related to patient and team care’.

It is up to the nurse to manage pro-
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blems specific to the profession, those
that are due to their position in the
organizational hierarchy, those that
come from their functional responsibi-
lities and those that emanate from the
coordinators of the teams they lead®. In
this context, it is clear that the nurse's
work process encompasses manage-
ment and care, with an intense connec-
tion between both dimensions, in or-
der to configure themselves as defining
processes of direct assistance and care
production’. Thus, the nurse becomes
capable of providing conditions for
care to be carried out efficiently and
effectively, which is the product of the
“managing” dimension of the nursing
work process.

Santos et al."’ identified in their
study a set of actions related to care
management enabling the operatio-
nalization of nursing care, consisting
of diagnosis, planning, execution and
evaluation, passing through the dele-
gation of activities, supervision, di-
mensioning and team orientation. It is
then perceived that the managed work
process should not be understood as an
activity unrelated to nursing care, but
as an activity that provides the basis for
care®.

The “managing” dimension of the
nursing work process is an instrument
to achieve assistance, and can be used
to propose changes, implement them
and institute new actions'’. There is
a set of studies on the nursing work
process showing the predominance of
managerial activities, mainly with em-
phasis on service management.

These studies address, for the most
part, skills and instruments of the work
process to manage; however, there is a
scarcity of theoretical studies on the
management concept, management
models and description of constituent
elements of the current work process.

Recently, with the change in the
health scenario brought about by the
COVID-19 Pandemic and still with
the strong influence of globalization,
it was necessary to reorganize both
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the workforce and the nursing work
processes. It became evident the need
to adopt less bureaucratic management
models, which are able to understand
what happens inside the institution
and around it, making it possible to
claborate and implement new and fe-
asible solutions for the problem situa-
tions that arise. It is important to know
the practice of nurses in the “manage”
dimension and reach interpretations of
the reality of work that can contribute,
both with the necessary clarifications
for the new imposed scenarios and
with the composition of the theoreti-
cal body, providing subsidies to bro-
aden the discussions, strengthen the
foundations for nursing science and
enhance the applicability of the best
available practices.

Furthermore, this review aimed to
show in the literature constituent ele-
ments of the work processes developed
by nurses who work in the management
of nursing services in the hospital envi-
ronment. In this research, due to the
diversity of nomenclature attributed to
these professionals, we chose to iden-
tify them as leadership nurses. This
diversity is closely related to culcural
and organizational aspects, they even
fluctuate in institutional organization
charts, but there is clearly congruence
in the developed work processes.

It is expected, when analyzing the
“managing” dimension of the work
process of leadership nurses in the hos-
pital area, to contribute to the develop-
ment and construction of new ways of
managing in nursing and, at the same
time, to clarify the actions and mea-
nings that involve the constituent ele-
ments of this nursing practice.

METHOD

This is an integrative literature re-
view, a method used in evidence-based
research and its purpose is to make it
possible to obtain knowledge about
a delimited topic, phenomenon or
issue, through the systematic and or-
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dered analysis of previous research'.
This type of review aims to provide an
analysis and synthesis of the studied
phenomenon, generating knowledge
and evidence that can be incorporated
into clinical practice and identifying
gaps to be studied.

This study followed the integrative
review protocol, which includes six
stages: identification of the theme and
claboration of the research question;
definition of search criteria in electro-
nic databases, resulting in specific se-
arch strategies for each database; data
collect; exhaustive analysis of the ac-
quired material; careful interpretation
of the findings; and presentation by
categories of results".

The identification of the theme
and the research question was carried
out according to the PICo acromion,
being P: population — nurses in leader-
ship positions, I: phenomenon of inte-
rest — identification of the managerial
work process, C: context — hospital or-
ganization”. Based on these elements,
the research question was elaborated:
What are the work processes develo-
ped by nurses in leadership positions
in the hospital environment?

The second stage was carried out
between February and March 2022,
when the virtual bibliographic survey
took place in the following national
and international databases: PubMed,
Cummulative Index to Nursing and
Allied Health Literature (CINAHL),
Embase, Latin American Literature
and the Caribbean in Health Scien-
ces (LILACS), Scientific Electronic
Library Online (SciELO) and Web of
Science.

For the development of the search
strategy, the specific controlled voca-
bulary of each database and its rela-
ted terms were used (Descriptors in
Health Sciences [DeCS] for LILACS
and SciELO, Medical Subject Hea-
dings [MeSH] for PubMed and Web
of Science, MH for CINAHL and
EMTREE for Embase), using English

language variations of “workflow”,
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“process modeling”, “professional prac-
tice management’, “hospital adminis-
tration”, “nursing administration rese-
arch”, “nursing” and “hospital nursing
service”.

To systematize data collection, an
advanced search form was used, respec-
ting the peculiarities and distinct cha-
racteristics of each electronic database.
The descriptors were combined with
the Boolean expressions “AND” and
“OR’. The secarch strategy followed a
protocol, as shown in Chart 1.

In addition, a manual search was
carried out in the reference lists of
identified articles and relevant review
articles.

To be considered for inclusion, stu-
dies met the following criteria: articles
available in full versions in Portuguese,
English or Spanish and published be-
tween 2017 and 2022, which covered
the object of study. The temporal cut
is justified to allow access to recent
publications, with consequent descrip-
tion of knowledge in its current state.
Publications in the form of theses, dis-
sertations, monographs, books, edi-
torials, letters to the editor, abstracts,
expert opinion, correspondence, expe-
rience reports, reviews (narrative, sys-
tematic or integrative), reviews, book
chapters, duplicate articles in bases and
that were not related to the theme.

The publications found were ex-
ported to the Mendeley® bibliographic
management tool, where duplicated
texts were identified. Then, the re-
sulting articles were directed to the
Rayyan® application, developed by the
Qatar Computing Research Institute
(QCRI), and the publications were
selected. This application consists of
an algorithm to systematize the selec-
tion of articles, allowing two or more
evaluators to independently include,
exclude or remain undecided when
reading titles and abstracts". Two in-
dependent researchers carried out the
selection of articles, examining ecach
one of them by title, abstract and full
text. To ensure a broad search, the do-

12354 satdecoletiva = 2023; (13) N.84

Chart 1. Search strategies developed for the databases selected in this integrative review

and the respective number of publications found.

Data base Search strategy

Number of articles
found

(((workflow[Title/Abstract]) OR practice management[Ti-
tle/Abstract])) OR hospital administration[Title/Abstract]))

PubMed

OR health services administration[Title/Abstract])) AND

1268

((nursing[Title/Abstract]) OR nursing service hospital[Title/

Abstract]))

(workflow) OR (practice management) OR (hospital

LILACS

administration) OR (health services administration) AND 304

(nursing) OR (nursing service hospital)

((MH "Workflow") OR (MH "Health Services Adminis-

CINAHL

tration")) AND ((MH "Nursing Staff, Hospital") OR (MH 117

"Nursing Service") OR (MH "Nurse Administrators"))

(((((AB=(workflow)) OR AB=(practice management)) OR

Web of Science

AB=(hospital administration)) OR AB=(health services

1297

administration)) AND AB=(nursing service hospital))

(‘workflow":ab,ti OR 'hospital management“ab,ti OR 'health

Embase
trator':ab,ti

service:ab,ti) AND 'nursing staff':ab,ti OR 'nurse adminis- 770

(ti: (workflow)) OR (ti: (practice management)) OR (ti:

SciELO
(nursing service hospital)

Source: Own elaboration

cuments were accessed through the
journal portal of the Coordination for
the Improvement of Higher Education
Personnel (CAPES), recognized by the
Federal University of Rio Grande do
Norte.

The following data were extracted
and organized in a table: study cha-
racteristics (authors, year, country and
journal of publication, study design)
and results found related to the object
of study.

4158  publications found

through the electronic search, of whi-

were

ch 28 potentially relevant abstracts
were examined. Of these, 08 publica-
tions met the eligibility criteria, that is,
they met the inclusion criteria and did
not meet the exclusion criteria. Subse-
quently, the references of the studies
initially included and of literature re-
views already published on the subject

(health services administration)) AND (ti: (nursing) OR (ti: 402

were consulted, identifying 02 more
articles that met the eligibility criteria,
thus totaling 10 manuscripts included
in this integrative review. The included
studies were arranged using the PRIS-
MA- Preferred Reporting Items for
Systematic Reviews and Meta-Analy-
ses” model. Figure 1 shows the flow-
chart with the stages of identification
and selection of studies for the integra-
tive review.

Data analysis was carried out by
placing the extracted information in
summary tables and subsequent analy-
sis by similarity of content.

RESULTS

The final sample consisted of 10 ar-
ticles. Of the articles analyzed, it was
observed that 02 were published in
international journals, one of them in

DOI: https:/doi.org/10.36489/saudecoletiva. 2023v13i84p12340-12361
Todo o contetido desse periddico, exceto onde esta identificado, esta licenciado sob uma Licenca Creative Commons [



a specific magazine on Nursing Ma-
nagement, the Journal of Nursing Ma-
nagement. Among Brazilian journals,
the Revista Brasileira de Enfermagem
stood out, with five publications. The
largest number of studies was pu-
blished in 2018, a total of four and
in 2017 there were three studies pu-
blished. Table 1 presents the synthesis
of the articles selected for the integra-
tive literature review.

We based the analysis of the results
in the light of Mendes-Gongalves' the-
oretical framework on the health work
process. In the “manage” dimension,
within the nursing work process, we
chose to study its variable elements,
since the objects and objectives are
common. The object will always be
care, and management actions will be
related to the environment, teams and
the organization of work itself. The
objective will always be the therapeu-
tic action in health, the quality nursing
care offered. For better organization,
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Figure 1 - Flowchart for selection of primary studies based on the PRISMA

recommendation. Brazil, 2022.

Identification of studies through databases and records

Identification of studies
through other methods

=
kS
=1
8
e
=
S
E

Records identified in electronic
databases (n = 4158) PubMed (n =
1268) LILACS (n = 304) SCELO (n =

—

Records removed before screening:

Records identified in:

Duplicates (n=577) Search by citation (n = 2)

402) CINAHL (n = 117) Embase (n =

770) Web of Science (n = 1297)

{

—

Triage records (n = 3581)

Records excluded after reading the

Reports wanted for

abstracts (n = 3553) recovery (n = 2)

i

Screening

Reports wanted for
recovery (n = 28)

Unretrieved reports (n = 0)

{

Publications evaluated for
eligibility (n = 28)

{

Studies included via database
(n=8)
Studies included by other

Subjects were not exclusively nurses

Excluded publications: Publications evaluated for
eligibility (n = 2)

(n=1) .

Experience report (n = 3)

Letter to the editor (n = 4)

Literature review (n = 5)
Did not contemplate the object of

study (n=7)

methods (n=2)

TOTAL=10

Source: Own elaboration, 2022

Chart 1 - Description of the studies included in the integrative review. Brazil, 2022.

Country/
Authors Title Year of
publication
Copelli et Care management Brazil/2017
al.16 and nursing gover-
nance in a maternity
hospital: grounded
theory
Ducharme  Leader Influence, the  USA/2017
etal17 Professional Practice
Environment, and
Nurse Engagement
in Essential Nursing
Practice
Silvaetal.  Leadership practices  Brazil/2017
18 in hospital nursing:

a self of nurse ma-
nagers

Data base/
journal

SciELO/ Brazi-
lian Journal of
Nursing

PubMed/ The
Journal of
Nursing Admi-
nistration

SciELO/ Journal
of the USP
School of
Nursing

Objective

Understanding the care ma-
nagement strategies used by
nurses for the governance of
nursing practice in a maternity
hospital

Examine the relationships
between leaders and the per-
ception of influence on work
environments  professional
practice

Evaluate the frequency of le-
adership practices performed
by the nurse managers of
hospital institutions, as well as
its association with the varia-
bles of the socio-professional
profile
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Results

The care management strategies used by nurses in the
hospital were: planning of professional practice, leader-
ship of the nursing team, search for scientific knowledge
and training.

Nursing managers play a fundamental role in establishing
an adequate professional practice environment, aiming to
improve patient care in the hospital. Managers' access to
adequate resources is essential to provide nurses with the
tools to deliver essential care.

The most frequent behavioral leadership statements
among nursing managers in the hospital field are related
to the practice of empowering leadership, which is mainly
concerned with encouraging collaboration and empowe-
ring others. In this practice, the leader must increase
collaboration, awakening the confidence of workers and
helping in interpersonal relationships; it should also en-
courage the development of skills in the team and use
communication as an essential tool in the work process
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Cordeiro et
al.19

Santos et
al.20

Siqueira et
als

Moraes e
Spiri21

Pereira et
al.22

Martins et
al.23

Ofei e Paa-
rima24

Structural capital in
the management of
nurses in hospitals.

Nurse's work
environment in the
Maternal-Infant
Nursing Division of a
University Hospital

Knowledge of techni-
cally responsible nur-
ses about managerial
skills: a qualitative
study.

Development of a
book club on the ma-
nagement process in
nursing

Transformational
Leadership: A Book
Club for Urgent and
Emergency Nurse
Managers

Conflict management
strategies used by
Portuguese nurse
managers

Exploring the
governance practices
of nurse managers
in the Greater Accra
Region of Ghana

Source: Own elaboration

Brazil/2018

Brazil/2018

Brazil/2019

Brazil/2019

Brazil/2020

Brazil/2020

Ghana/2021
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SciELO/ Text
& Context —
Nursing

LILACS/ Journal
of Nursing
from the Mi-
dwest of Minas
Gerais

SciELO/ Brazi-
lian Journal of
Nursing

SciELO/ Brazi-
lian Journal of
Nursing

SciELO/ Brazi-
lian Journal of
Nursing

SciELO/ Brazi-
lian Journal of
Nursing

Web of Scien-
ce/ Journal
of Nursing
Management

Describe how structural ca-
pital components are used in
the management of nurses in
hospital organizations

To analyze the nurse's work
environment in the maternal-
-infant nursing division of a
university hospital

Identify the knowledge of te-
chnically responsible nurses
regarding the general and
managerial skills needed to
perform this function

Develop a book club on nur-
sing management topics

Understand the meaning of
transformational leadership
and develop an educational
intervention on leadership

To analyze the perception and
conflict management stra-
tegies used by nurses in the
management of people in Por-
tuguese health services

Examine the governance prac-
tices of nurse managers at the
unit level in the Accra region,
Ghana

Structural capital was used by nurse managers to produce
technology that represented innovation for the care pro-
cess: improvement of work processes; implementation
of programs; development, implementation and updating
of protocols; use of hard technology to speed up the care
process. As for administrative technology, the managers
used: decentralized management model, elaboration and
implementation of a strategic action plan; implementation
of various committees as forms of technical assistance

Nurse managers must direct actions for support, support
and guidance of clinical nurses, aiming at achieving institu-
tional goals and better quality of care. The strategies with
the greatest influence on controlling the environment are:
holding meetings to discuss and solve the unit's problems;
communication and teamwork and adoption of shared
management models

Nurse managers exercise, in hospital units, the coordina-
tion of groups, through leadership competence, and must
provide a favorable environment for the development of
activities, the promotion and stimulation of cooperation
between interdisciplinary and multidisciplinary teams, in
order to guarantee humanized care. It is expected to de-
crease conflicts, increase employee involvement in work
processes, improve resource utilization and decrease tur-
nover rates

Evidence-based management involves organizational as-
pects and team aspects. Within the organizational aspects,
planning is contemplated, brought as a care and manage-
ment tool for the nurse; the work process, addressing the
establishment of routines and the organization of the daily
work of the nursing team in the hospital institution; finally,
people management, including nursing staff management,
carrying out work schedules and managing absenteeism

Necessary care management actions performed by nurses
in the hospital environment were identified: dimensioning
the nursing team; exercise leadership in the work envi-
ronment; plan nursing care; educate and train the nursing
team; manage material resources; coordinate the care de-
livery process; evaluate the results of nursing actions; and
manage conflicts

Activities carried out in the management of people in
hospitals by manager nurses are described: staff dimen-
sioning; employee performance evaluation; manage work
environment; conflict mediation; promote commitment
and team motivation; create and maintain conditions for
cooperative work among team members

Practice of shared governance carried out by nurses in
hospitals as a management work process: it involves de-
centralization and participatory management, requiring
training and support from professionals responsible for
governance at the level of the care unit, in a decentralized
manner; and coordination of groups involved in the direct
provision of care. It results in an impact on the manage-
ment and resolution of conflicts and on the management
of absenteeism of nursing professionals
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we present the results in two thematic
categories: Managerial Work Procedu-
res and Managerial Instruments.

DISCUSSION
Management Work Procedures

In this first category, aspects brou-
ght by studies related to work proce-
dures in the “manage” dimension were
grouped, understood as an ordered set
of activities and work routines, perfor-
med in an interrelated way, oriented to
generate results”.

The organizational structure and
culture define the design of the work,
which involves the activities carried
out by employees, the hierarchical
relationships and the practice rela-
tionships present in a hospital institu-
tion'"**, When the nurse acts in the ma-
nage dimension, he develops actions
aimed at the organization of work and
human resources, whose purpose is to
enable the appropriate conditions both
for the provision of care to the patient
and for the performance of the nursing
team?2°.

The studies presented as a point
of congruence that the managing di-
mension of the Nursing Process has as
objects the organization of the work
process and the human resources of
Nursing. It involves aspects related
to the establishment of care routines
and flows, work organization, physical
structure, work environment and peo-
ple management.

From the analysis of the included
studies, it was possible to identify and
highlight work management procedu-
res, as service management actions car-
ried out by leadership nurses in their
daily work, namely: 1) Work organiza-
tion; 2) Management of material, phy-
sical and environmental resources; 3)
Dimensioning of the nursing team and
creation of scales; 4) Management of
absenteeism; 6) Conflict management;
7) Performance evaluation.

As for work organization, the esta-

artigo

Faustino, T. N, Silva, J. A, Batalha, E. M. S, S, Brandao, S. P. A, Calabrich, M. A. B. B., Lima, F. B. M. P,
Nurses' work process in the management of hospital services: An integrative review

blishment of routines, care flows and
the systematization of the daily work

192122 were addres-

of the nursing team
sed. Associated, the studies point out
as differentiated components in the
construction and reassessment of nur-
sing work processes: discussion and
claboration of institutional protocols,
of action plans directed to care and ma-
nagement obstacles, implementation
of service evaluation programs and sti-
mulus to research activities involving
the production of assistance’*"*.,

A Brazilian study carried out in Sal-
vador, with 12 managers from different
hospital institutions, described care te-
chnology as a component of structural
capital in the nursing management di-
mension, produced and conducted by
nurses, representing innovation for the
care process, namely: improvement of
care processes work, essential to keep
up with technological evolution and
changes in the organizational context;
implementation of programs to guide
actions to be performed as a technical
intervention to produce assistance;
development, implementation and
updating of care protocols as collecti-
ve constructions, involving the entire
team, since they are actions that syste-
matize, guide care and transform prac-
tice based on scientific evidence®.

There is then the intention to pro-
mote the development and innovation
of Nursing work, allowing the product
of its performance to result in signifi-
cant repercussions on the economic
and social values of the hospital organi-
zation. In this sense, nursing activity is
intense in knowledge and it permeates
most customer service systems, in all
their stages, being a permanent source
of innovation and differentiation and
generating a direct impact on the basis
of organizational productivity.

In the evaluated studies, actions
performed by leadership nurses were
described, in order to foresee and pro-
vide the necessary conditions for the
production of nursing work, resulting
in the provision of qualified assistan-
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ce to patients and service users. These
activities, developed by professionals
who are often specialized, are the result
of permanent innovations and adapta-
tions, based on the daily practice of
these individuals and generate a direct
impact on the productivity of hospi-
tal institutions, optimizing services
and contributing to the achievement
of institutional goals. It is important
to discuss different strategies used to
ensure the participation of the nursing
team, individually and collectively, in
the construction and reconstruction of
their work processes.

The manage dimension in the nur-
ses' work process also involves the
analysis of the physical structure and
the environment for the best reception
of patients and the team® . It is neces-
sary to ensure adequate working condi-
tions to meet both the needs of clients
and professionals, enabling the develo-
pment of care activities safely. Accor-
ding to Castilho and Baptista”, this
activity encompasses the management
of material, physical and environmen-
tal resources. It is essential to meet the
requirements established by municipal
and state laws, by the Ministry of Heal-
th and by inspection bodies, including
Health Surveillance.

A Brazilian study carried out at a
university hospital in Florianépolis
showed that the structural dimension
in the hospital context, covering te-
chnical, material and infrastructure
resources, is one of the main aspects
related to the development of strate-
gies to improve the quality of care®.
The management of material resour-
ces involves forecasting, acquiring,
transporting, receiving, storing, con-
serving, distributing and controlling”.
Nursing is a major customer of the
service of material resources in hospi-
tal institutions, being responsible for
forecasting, providing, organizing and
controlling inputs in the units, aiming
to guarantee continuity of care, with
adequate quality, and the best working
conditions for the team. . The leader-
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ship nurse also advises the administra-
tive area, responsible for material re-
sources, in technical aspects, due to the
diversity and complexity of the mate-
rials used in the hospital environment.
Likewise, the leadership nurses ensure
the adequacy of the physical environ-
ment, with regard to lighting, clea-
ning, conservation and the availability
of materials and equipment necessary
for the execution of care procedures by
the nursing team and other health pro-
fessionals.

The management of people and
the work environment are approached
in parallel by the studies, with a clear
perception of strong articulation be-
tween them. The work environment
has a direct influence on the quality
of nursing care offered in the hospital
environment™. As for people manage-
ment, studies identified aspects related
to staff dimensioning, making scales,
managing absenteeism and conflicts,
as well as evaluating the team's perfor-
manC619,21,23-24.

The dimensioning of nursing sta-
ff is an important and complex point
within management because it directly
interferes with the effectiveness, quali-
ty and cost of health care. Garcia, Tron-
chin and Fugulin® state that the di-
mensioning of nursing aims to predict
the number of employees per category
required to provide quality nursing
care free of harm to patients. It is una-
nimous among studies that adequate
sizing facilitates the establishment of a
favorable environment for the develop-
ment of activities, improves teamwork
and multidisciplinary work'>*"***

The sizing calculation must comply
with what is reccommended by the class
council of the category and specific
current legislation of the Ministry of
Health, but it is known that it is also
necessary to consider structural and or-
ganizational aspects of the institution,
in addition to the mission and values.
In the current literature, there are pro-
posals for instruments that allow a bet-
ter dimensioning of human resources
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in nursing. The leadership nurse needs
to equip himself, developing knowled-
ge, skills and competences that allow
better planning, allocation, distribu-
tion and control of the nursing team,
guaranteeing the implementation of
an adequate human resources policy in
health institutions.

Absenteeism management, which
is attendance and attendance control,
is considered a critical point in ensu-
ring the continuity of health care. Ab-
senteeism interferes with the quality
of care provided, as it results in work
overload and can culminate in a casca-
de of illness in workers®'. It is necessary
for management to establish strategies
for preventive actions to avoid the ab-
sence of these workers, including a wel-
coming environment, good working
conditions and better staffing ***. Ma-
naging in nursing involves negotiating
with the team and developing their
collaboration, encouraging the team
to carry out pleasant activities, foste-
ring fraternization, promoting positive
reinforcement through feedback and
thanking them for the work done. The-
se actions are brought by the literature
as a way to improve the work environ-
ment and minimize absenteeism.

Conflict management also directly
interferes in the work environment
and was discussed in four of the studies
included in this review. A study with
Portuguese leadership nurses identi-
fied that 60% of respondents mediate
conflicts on a daily basis”. Conflicts
are inevitable in spaces where there is
interaction between people, resulting
from differences in ideas, values, cul-
tures or feelings between two or more
individuals®. Strategies that should be
adopted by leadership nurses in order
to minimize and avoid conflict situa-
tions were mentioned in the studies:
they must create, maintain and develop
cohesion, team spirit and a welcoming
work environment; promote the com-
mitment and motivation of the team;
build and maintain conditions for coo-
perative work among its members; and

also ensure effective communication
mechanisms®?,

Conflict management should be ba-
sed on impartial attitudes and attentive
listening, characterizing it as a nurse's
competence and one of the pillars of
support for management®. The resear-
chers bring other strategies to improve
conflict management, such as: training
programs in conflict management, de-
velopment of emotional intelligence
and development of leadership poten-
tial; development and implementation
of integration programs to welcome
new team members, seeking to improve
the organizational climate; establish-
ment of positive working relationships
and enhancement of the collective ca-
pacity to face problems>**,

Ineffective conflict management is a
potential threat to teamwork, the orga-
nizational climate and the nursing care
offered. It is necessary to adopt asser-
tive and efficient strategies to resolve
conflicts and minimize the negative
consequences of their occurrence.

The results found reinforce the
importance of building a concept of
nursing management that can guide
the actions developed by nurses in the
hospital context, both in service mana-
gement and in care management.

In care practice, it appears that the
nurse manages care when planning and
executing it, dimensioning the nursing
team assigned at that time, building
and implementing the Systematiza-
tion of Nursing Care for their patients,
delegating and supervising the team's
activities under its management and
training this team to fill gaps identified
during the day's activities. Associated,
it also acts in the forecast and provision
of resources necessary to guarantee the
continuity of care, providing direct as-
sistance to the client, interacting with
other professionals of the multidisci-
plinary team and occupying spaces of
articulation and negotiation in search
of improvements in care.

In view of what was exposed in this
thematic category, it is possible to un-
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derstand that the dimension of mana-
ging in nursing is articulated with the
purposes of the work process, with
procedures to aid in the planning, de-
velopment and coordination of nur-
sing activities.

Management Instruments

In this category, studies were grou-
ped that showed instruments or tools
used in the operationalization of mana-
ging in nursing. These tools are used in
order to create and implement suitable
conditions for the production of care
and the performance of the nursing
team, that is, they have a direct impact
on the product of the work process,
being developed and implemented to
improve it.

From the analysis of the included
studies, it was possible to identify and
disclose instruments or managerial
work tools, namely: 1) Planning; 2)
Training and %alification; 3) Shared
governance; 4) Leadership; 5) Effecti-
ve communication; 6) Teamwork and
7) Care management.

Within the organizational aspects,
planning is contemplated, brought as
a care and management tool by three
articles, two of which were developed
in Brazil and one in Portugal. Authors
Ciampone, Tronchin and Melleiro”
point out that planning comprises a set
of practical and theoretical knowled-
ge arranged in such a way as to enable
interaction with reality and program
the strategies and actions necessary to
achieve the desired and pre-established
objectives and goals. Two of the arti-
cles point out that planning is a process
present in the daily life of managerial
and care work, being a private activity

of nurses'®?!

. Daily planning is essen-
tial, as without it nurses find it diffi-
cult to start their tasks and start their
work by managing crises®.

Planning was discussed as an impor-
tant element in daily nursing manage-
ment, but the three articles bring the

lack of knowledge about this process

artigo

Faustino, T. N, Silva, J. A, Batalha, E. M. S, S, Brandao, S. P. A, Calabrich, M. A. B. B., Lima, F. B. M. P,
Nurses' work process in the management of hospital services: An integrative review

and the increased demand for work as
difficult points for its practical imple-
mentation ',

The leadership nurse is subjected,
on a daily basis, to demands that re-
quire planned actions. Planning, as a
working tool, is recognized as an essen-
tial tool for managing health services,
and it is necessary to invest in know-
ledge and training of professionals to
correctly use this tool. It is necessary to
exercise the process of elaboration of
the planning, including working on the
possibilities used in the face of the di-
fficulties for operationalizing the tool.
Sometimes, it is necessary to evaluate
and re-plan actions, as a way to main-
tain control in the face of adversities
and ensure the implementation of the
best available practice. Therefore, trai-
ning and daily practice can be the way
to institute planning in the routine of
nursing management.

The improvement of nursing ma-
nagement tools is essential to keep up
with technological evolution, changes
in the organizational context and en-
sure the quality of customer care. In
this scenario, five studies proposed the
adoption of a management model ba-
sed on the practice of shared governan-
ce, which concerns decentralization
and participatory management>'*'¥'>*,
This model is characterized by the co-
ordination of the groups involved in
the direct provision of care, in a de-
centralized manner, at the level of the
care unit, in the figure of a nurse, team
leader.

Researchers from Ghana discuss
shared management, including the
concept of decentralization, which
consists of distributing power to other
hierarchical levels, which enables faster
decision-making and is more appro-
priate to the reality experienced in
each specific sector and greater partici-
pation and commitment of employees.
nursing team members*. Complemen-
tarily, studies carried out with techni-
cally responsible nurses showed that
horizontal control, a result of decen-
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tralization, requires a combination of
cooperation, coordination and auto-
nomy, which encourages flexible and
fluent relationships throughout the
hospital, thus improving organizatio-
nal performance™*.

The tools needed to implement the
decentralized management model are
discussed in a Brazilian study, which
addresses the structural capital in a
hospital institution®”. The following
strategies were cited by this study:
claboration and implementation of a
strategic action plan; implementation
of various committees as a form of te-
chnical assistance to managers; use of
indicators in care and administrative
processes, which should guide the pe-
riodic analysis of actions for decision-
-making, continuous improvements
and the resolution of administrative
and care problems, also facilitating
the socialization of knowledge; and
communication process with formal
and face-to-face meetings for decision-
-making, valuing ideas and attitudes
coming from professionals during the
exercise of work in innovation and pro-
blem solving.

Shared management is closely asso-
ciated with strengthening leadership,
both as a competency and as an institu-
tional function®**, The leaders are the
figures that represent the capillarity of
management in the care units, called,
according to the specific organizational
structure of the hospital institution, as
unit heads, reference nurses, leadership
nurses, coordinators, among other no-
menclatures. These actors make it pos-
sible for management to identify and
assess the contexts of different hospital
units with the aim of implementing
good health practices aimed at specific
work processes. Associated, it becomes
possible to have a greater adaptive ca-
pacity, allowing the acquisition of new
skills that allow responding to unti-
mely demands, so common today. The
nomenclature is similar to that used in
this study to refer to the nurse mana-
ger, but it is possible to see that we are,
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at this moment, referring to the actors
who play team leadership roles and use
the managerial leadership instrument.

The Nurse Manager, who occupies a
leadership position, must promote te-
amwork, help create a climate of trust,
share power and value his/her subor-
dinates', contemplating autonomy as
a leadership capacity, implementing
the decentralization of management™.
It should be noted that this possibility
exists through leadership competence,
which provides a favorable environ-
ment for the development of activities,
the promotion and stimulation of coo-
peration between interdisciplinary and
multidisciplinary teams, in order to
guarantee humanized care.

With the adoption of this practice,
it is possible to reduce conflicts, incre-
ase the involvement of employees in
work processes, improve the use of re-
sources and reduce staff turnover rates’.
For the exercise of leadership, effective
communication is essential, making it
possible to influence people to achieve
common goals’. The communication
process with formal, dialogued and cri-
tical-reflective meetings, help in deci-
sion-making, and enable involvement
and appreciation of professionals, who
can expose their ideas for solving pro-
blems" bringing positive results. It is
necessary to adopt a more humanized,
open, flexible administrative posture
that values continuous learning.

Through the exercise of leadership,
it is possible to reconcile the organi-
zational objectives with those of nur-
sing, resulting in the improvement of
professional practice and adequate and
qualified nursing care™. Leadership is
closely related to effective communica-
tion and teamwork'. It brings in its es-
sence the need to establish a direction
and synchronize efforts, configuring
itself in strategic and instrumental re-
vitalization, providing skills and pers-
pectives to managers, thus enabling the
achievement of concrete results and
performance improvement.

It was also noticed, in this integra-
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tive review, the need to stimulate, im-
prove and monitor teamwork, as this
is a determining factor of quality of
care’and is also configured in a mana-
gement instrument. Nurses, managers
and leaders of the nursing team are ex-
pected to be able to integrate the team
in carrying out activities, favor a he-
althy work environment, establishing
trust and minimizing conflicts'.

The nurse's practice in managing
care and promoting teamwork results
in acting as a leader. Leadership must
be developed through training and up-
dating, in order to enhance skills and
abilities'®

Scientific knowledge equips nurses
with greater confidence for clinical and
managerial decision-making in the hos-
pital context and enhances the advan-
cement and practice of more qualified
care, that is, the domain of best prac-
tices. The conscious decision-making
process based on knowledge supports
nurses' governance of care practice.

Care management is configured as
one of the main fields of nurses' profes-
sional activity in hospital institutions,
as it comprises the articulation betwe-
en the care and management dimen-
sions in the execution of their practi-
ce. When managing nursing care, the
nurse promotes the provision of better
quality care.

The function of managing is an ins-
trument that enables the organization
of the work process with the aim of
making it more qualified and producti-
ve in offering universal, egalitarian and
comprehensive nursing care®. There is
no nursing care possible if there is no
coordination of the care work process,
which is configured in the purpose of
the management process.

FINAL CONSIDERATIONS

The analyzed scientific production
made it possible to identify activities
in the management dimension that
are essential for the nurse's work: the
organization of the care work process,

administration of the physical struc-
ture, work environment and material
resources, and people management. As
for management tools, planning, sha-
red governance, leadership, teamwork,
training, effective communication and
care management were identified.

It is necessary to improve the di-
mension of managing in nursing in
order to follow the evolution of the
epidemiological, organizational and
technological scenario. New practices
must be included in work processes
using the best available scientific evi-
dence. Managing has to go beyond the
act of directing so that the team can
reach the objectives, the manager must
create the conditions for the human
resources of the organization to res-
pond individually and creatively, to an
environment that requires permanent
adaptations.

There must be a management cultu-
re firmly based on scientific evidence
in order to help professionals develop
skills to apply instruments that enable
critical reflection and the transforma-
tion of their work process.

Evidencing the remodeling of ma-
nagerial and care work processes, new
leadership and supervision practi-
ces, practices with an impact on esta-
blishing teamwork and interdiscipli-
nary work, absenteeism and conflict
management, and quality management
should be prioritized as proposals for
new studies, in order to contribute to
the science of nursing and support the
necessary changes towards a practice
built collectively, aiming at improving
patient care.

The aim is to offer nurses the oppor-
tunity to effectively participate in dis-
cussions and constantly improve their
work process, with autonomy to deve-
lop projects and new work methods;
and to the nursing manager the possi-
bility of assembling and leading a team
with competent professionals, techni-
cally and scientifically, and capable of
managing care.
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