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A STUDY OF NURSING SERVICE MANAGEMENT
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Abstract

Out-Patient Department is one section of the hospital that render the most service. The
hospital always get a complaint for the dissatisfaction service, unsuitable service behavior,
insufficient illness information. Eventhough, the hospital’s management always keep in mind to
improve working system. Bspecially in 1995, they developed a working concept to
reengineering in the out-patient department as a first priority. However, the result still came out
with dissatisfaction. So the researcher was interested in studying Nursing Service Management
in the out-patient Saint Louis Hospital. The evaluation technique was CIPP Model,

16 professtional nurse, 200 out-patient were included in this study.

Four instruments were used to collect data which were the use of evaluated the objective
of nursing service management in the out-patient department, input evaluation, nursing activities
and patients’ satisfaction. Data were analysed by using percentage, arithematic mean, mode,

range, and standard deviation.

The results were as follows:
1. The majority of nurses accepted that the out - patient objective was concurrent to the

hospital policy. The minority of them belived that the objective were impractical.




2. Input such as staffing, budget, management were moderated acceptable, location of
the out - patient, material, epuipment were greatly acceptable.

3. As to nursing activities, most of nurses performed their jobs well, expect
psychological support, preperation of equipment, patient advicing as pre - examination procedure
and fallow up protocal, medication advicing, complication prevention, health promotion and
discharge planning.

4, Regard to patient satisfaction as reception activities, technical professional behavior,
convenience were in highly acceptable, educatinal - relationship was a moderate acceptable, and

health care service charge at a low acceptaple.

Recommendations:

1. Nurses should be accepted to participate in establishing the hospital objectice and
contain that objective can be properly implemented.

2. Staffing should be properly selected, well trained, and evalnated. Budget should be
in accurate with the needs of Nursing Service Development. Management should be improved
and selected new model of orientation, supervision and evaluation.

3. As to nursing activities, the new concept of nursing service should be developed
according to nursing activities skill in relation to the quality of nursing service which composes

of efficiency and effectiveness.





