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52920206: MAJOR: NURSING ADMINISTRATION; M.N.S. (NURSING ADMINISTRATION)
KEYWORD: PERCEIVED NURSING SERVICE BEHAVIORS/ PROFESSIONAL NURSES
NUCHIJIRA SRIKAJORNKEID: PROFESSIONAL NURSES’ SERVICE BEHAVIORS
AT AN OUTPATIENT DEPARTMENT PERCEIVED BY JAPANESE CLIENTS. ADVISORY
COMMITTEE: SAHATTAYA RATTANAJARANA, Ph.D., AREERUT KHUMYU, D.S.N., 80 P.

2016.

Behaviors of outpatient nurses is essential to ensure that clients receive a good service. Also,
it gives clients confident and trusted to the service leading them have positive image to the hospital.
Purposes of this descriptive research were to study professional nurses’ service behaviors at an
outpatient department perceived by Japanese clients and to examine relationship between these
behaviors and clients’ personal factors. Participants were 302 Japanese receiving medical service at an
outpatient department of Samitivej Sriracha Hospital. They were recruited purposive sampling. Data
were collected by the questionnaire of professional nurses’ service behaviors at an outpatient department
perceived by Japanese clients. It was validated by 5 experts and had content validity index and
Cronbach’s alpha coefficient as 0.95 and 0.93, respectively. Data were analysed by frequency,
percentage, mean, standard deviation, point biserial correlation coefficient, and Kendall’s Tau
correlation coefficient.

Results showed that majority of Japanese clientswere male (75.16%) with an average age of
44.75 years (SD = 11.08). Their education level was bachelor degree (40.72%). Average number of their
visits was 7.27 (SD = 11.69). They perceived professional nurses’ service behaviors at a moderate level
(M =2.92, SD = .49). Item with highest score was ‘Request of interpreter to translate on medical
inquiries or suggestions’ (M = 3.11, SD = .66) whereas item with lowest score was ‘Concern of punctual
appointments” (M = 2.65, SD = .49). Number of visits had significanlty negative correlation with
professional nurses’ service behaviors (r = - 0.14, p = .01). However, age, gender, and education level
did not significantly correlate with service behaviors.

Findings suggested that nurse administrators would develop a standard of service behaviors
for professional nurses, then, encourage and support professional nurses to practice along with the

standard. This might help outpatient nurses have good and effective nursing service behaviors.
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