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## 4377835936 : MAJOR NURSING ADMINIVSTRATION

KEY WORD: IMPRESSIVE NURSING SERVICE BEHAVIOR DEVELOPMENT PROGRAM / PATIENT
SATISFACTION / ACCIDENTAL AND EMERGENCY UNIT
SOMSIR! SAIPATARANUSORN : THE EFFECT OF USING IMPRESSIVE NURSING SERVICE
BEHAVIOR DEVELOPMENT PROGRAM FOR PROFESSIONAL NURSES ON PATIENT
SATISFACTION IN AN ACCIDENTAL AND EMERGENCY UNIT. THESIS ADVISOR : ASSOC.
PROF. JINTANA YUNIBHAND, Ph.D.,119 pp. ISBN 974-17-9738-9.

The purposes of this one group pretest-posttest quasi experimentz! research was to
compare the patient satisfaction before and after using impressive nursing service behavior
development program in the first and the third week. Research subjects were 60 patients who
receiving care form the 20 professional nurses at the accidental and emergency unit, Bhumibol
adulyadej Hospital. The patients were equally divided into one experimental and one control group
using matched paired technique. Research instruments which were developed by the researcher
and tested for content validity by a panel of experts were an impressive nursing service behavior.
development program, a nursing service impressive behavior checklist, and a patient satisfaction
questionnaire. The reliability of the above mer ioned checklist was .94 and the Cronbach aipha
coefficient of the questionnaire was .91. Statis cal techniques used in data analysis were mean,

standard deviation and t-test.
Major research findings were as follows:

1. The satisfaction of patients receiving nursing care in the accidentai and emergency unitin
the first week after using the impressive nursing service behavior development program was

significantly higher than before using the above mentioned program, at the .05 level.

2. The satisfaction of patients receiving rursing care in the accidental and emergency unit in
the third week after using the ‘impressive nursing service behavior development programv was

significantly higher than before using the above mentioned program, at the .05 level.
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