4 a 2 a
UszaumssinigniesisounganIsuLINMIVOINGILIITITN

HUNAIYBUI T UAIMND

a a c{dy I 1 d! = [ o a
NS A UaIuni WeIMIANY UK ngasUTyymeamansun ume
AVNIHIMTUIHITMTNOILIA
AMZNOIIAMAAT PHNAINTANUIINGA Y

= =
1MsAnyT 2554

o
UAND "U@Q‘"Q‘I/\T1aﬂﬂiﬂi’il1’ﬂ’]‘1/]fﬂﬁ g

unAntiauazuindaysatiufnaednednusaustinisfne 2554 Nl lwAdloyny191+ (CUIR)
Wuuilndieyaestidninvednednusndameindiaameas
The abstract and full text of theses from the academic year 2011 in Chulalongkorn University Intellectual Repository(CUIR)

are the thesis authors' files submitted through the Graduate School.



EXPERIENCES OF HAVING PATIENT COMPLAINTS ON SERVICE BEHAVIORS

OF PROFESSIONAL NURSES

Miss. Busaba Chandatong

A Thesis Submitted in Partial Fulfillment of the Requirements
for the Degree of Master of Nursing Science Program in Nursing Administration
Faculty of Nursing
Chulalongkorn University
Acedemic Year 2011

Copyright of Chulalongkorn University



v a a S 4 a a a

W21 0N UNUT Uszaunsain1sgn3 oS eungAns suUTMIVINeIIAINTY
Tay UNAYBY TUAIMNDS

RRRRLS MIUTHITMTNYILIA

r{d’ a a L4 [ Y 4 [y
919138 ml?ﬂynmnuwu‘ﬁwa r HYIWATAATI015Y AL FVIA TYYN A

4 J a (% va v Aa a J @ z I J
AMZNOIIANAAS JNAINTANMINE 0 oYl A I Anetinusatuilifuain

WHIUOIMIANEIN KA NATUS Yy WKL Uha

.................................................... AMLARMZNNLIam AR

4 o a a v
(309M18A319150 F006 152010MQ9 AT, gy 59 15919

AUZNITUMIADVINGHNUT

................................................... 1J5L51UNTTUNIT

A a a 4 [
................................................... 919138 ml?ﬂynmnuwu‘ﬁwa N

] 4 [
({ $20M1AAT19156 AT FIA1 5¥YNA)

................................................... ATTUNITAGUDNUNIINGD @

(WuTnual asnau Wewand



YBU1 SuAImes : UszaumssinisgniesSoungAnssuuinisveane1uia
J%1%W. (EXPERIENCES OF HAVING PATIENT COMPLAINTS ON SERVICE
BEHAVIORS OF PROFESSIONAL NURSES) ®. M1f3nu1ine1fiwuswan :

HA. 9593191 SN 8, 169 M.

4 v
[

= I aw A a s N o s A
NITANHING U !flJ‘LlﬂTJi]EJI,“N?;Imﬂ1WGl'lmlu’.lﬂﬂ‘ﬂﬁ'lﬂ;]ﬂ'lim’wm'l ll’J@li]‘ﬂizﬁﬂﬂLWE]Uiﬁﬂ1ﬂ

s a A a ' § o 9
ﬂﬁ$ﬁ“lJﬂﬁmﬂﬁgﬂ%}ﬁlﬂfﬁﬂqutﬂﬂﬁﬁhﬂﬁﬂﬁﬂlﬁ]QWEJTU163%1%W1HI§QW81MWa!LWQﬂﬁﬂulﬂlﬁﬂﬂ“ﬁ’)ﬂ

A v A Yq ¥ Y I a A A Y ) a a
MWHUD AAaDNN 6],14"1]?Jllm“lJ“]J!,ﬂ‘W1$!ﬁ]1$ﬁNIG’IEJL°IJ‘LlWEJT]JKi’JGmG]fWT'ILﬂUQﬂﬁﬁ]ﬂ!iﬂuW’q@ﬂiilﬁJiﬂ'ﬁ

U

[ ) ejl a wva A oj’ 1 -ﬁy o < Y
DYINUDY 1 AT I ‘]J;]UGINiﬂMTNWEJWWﬁVIﬁﬂEW [ININES ‘]JGU ullﬂﬁl'lu'.]u 15918 !,ﬂ‘]Ji’J‘Ui’m"llnyaTﬂfJ
o ¢ = a ¢y a a 4
NITTUMNHULVULIRIZAN LA UATIEHU ayaTﬂﬂﬂ’]i@]ﬂ’]’]ullagjlﬂiqgwlu@1’n

k4

= A v A
HAM3ANYINA 91
ANUHINGNYANTTUUTMIAWMITUFVOINENAINTNNIAeYNTBIEoUNYANTTUUTMT

~ o A& an ' A a < v ' A
n“lu 2 ANy A9 !‘ﬂLlﬂﬁI,L’C’fﬂﬂf]fJﬂ’i/'I'lx?ﬂifJ'l’Vl'l’i/‘lNVl!,ﬂuiJﬁi!,Lﬁ$ mﬁﬁu“lmmzmn%i‘wmmmamaa

~

'\ 9Yq ¥ a o o A ] a A a & 9
ﬂﬂ@iﬂf‘ﬂﬁﬂ'ﬁ ﬁ'lT‘iﬁ‘]Jﬁ'lﬂ’iCil LLﬁ%N@u'Jl"U"UfNﬂ'ﬁQﬂﬁﬂﬂl JUNHANTINUINITINAY u"l@“lu6 ‘1J§$ﬂ'l§

' Y o

" a Yo o Aa y ad R a ]
IﬂﬂW‘]J'J'llﬂﬂi]'lﬂﬂ'liclﬁlfﬂ mﬂuazu m’fﬂwawmmawmagﬂaﬂuammvmﬂwgﬂaﬂmﬂmm"luwa

]
~

9y as ) a ' A Yo a
Wf]sli] Q‘]J’Jﬂl,mgﬂg'lﬁhﬂ’.]'mﬂl'lclﬂwﬂ@'lﬂﬂ’ﬂll‘lf’lﬂlﬂﬁﬂﬂblﬂﬁ‘UiﬂﬂWfJ'l“U'lﬁ AISAITUVBDINYTUIAUNIN

m3lasumsusmsligeand ot uanumanis msgnyeedudiuliiesGousinynnasondives

' Y
A A

A 19 Usm3stazmyaziasaem sl iaauanas gIumssnymea aaunnuianinad uainnsgn

Y A a A ' =~ Y A a Y=t & o o 9 A o
IOUTYUNHANTITNUINIG WU'J1Wﬂ11J1ﬁﬂgﬂﬁﬂﬂlﬁﬂuﬂglﬂﬂﬂﬁ'lﬂgﬁﬂlﬂunﬂﬂlllﬁgﬂ°U"U ﬂ\ﬂ,ﬂ!ll@iﬂcﬂi']‘ﬂ
4 = a 9= = 1= o a a = Y= A
ﬂ’lﬁgﬂi@\iﬁﬂu lﬂﬂﬂ'J'HJgﬁﬂlﬂﬁﬂﬂllﬁgvlllllﬂﬂ'lllqmﬂ]mzgﬂﬂ TUUNITNITTUN Llﬁguﬂ'(nllgﬁﬂﬂslﬁ]llﬁg

k4
1 @ a ) v A, [ [ J 1 o a a
Taslameona mﬁ’ﬂaﬂmmuqﬂm ﬁﬁ’iﬁU'J%ﬂ'lﬁi]ﬂﬂ'liﬂ’Uﬂ'J'liJ'Vqlﬂ"UigW'J'Nﬂ'ligﬂﬂ TUUNITNITU

= Y

b4 1
W u wennaigniesiseuliitnisnainualene MsueNE1STUIBANUNNDMUINDUT IV N3

EY

v
a =

' & v A v < = v Y a

ﬂmﬂmnmmwmﬂummgau mﬂ%ﬁmuazﬁmunﬂuww \WI'NGl% ﬂ1§ﬂ§ﬂ‘]ﬁl'lﬂ1j@ﬂﬁ1’i'li’ﬂ']\iﬂ']i
o o o ' < { o a

wm‘mmm‘uqﬂ Lm%ﬂ'lﬁ‘lﬁﬂ‘kl'lﬂ‘ﬂﬂiﬂﬂﬂi’.l f]fJ'lﬂﬁﬂGl'liJNﬁﬁ@l'llJlJ'lﬂ'lUﬁﬁ \‘lﬂ'lﬁgﬂ%}ﬁ]\i!%fJuWﬂﬂﬂiiiJ

A o o A Y A A 9 A A N ' Y a ~
Uﬁﬂ'lﬁﬁ'lﬂﬁ‘U‘WﬂT]J'lﬁWgﬂﬁﬂﬂliﬂu W‘U’J'lllﬂ'lﬁ‘]Jﬁ‘UliJﬁﬂuuﬂﬁﬂﬂ1WlLa$ﬂiEJ'WI'WI'NG]JLlﬂ']iGlﬁﬂiﬂ1§ u

v 9 g < ] Yy o A Y Y

ﬂ'lﬁﬂf]‘]J’dquﬂ’J'liJﬂfNﬂ'li@‘]J’Jﬂ?]ﬂ'l\il@llli%“ﬁ&i’)ﬂli’) Mnafluﬂﬁ“lwmayauazﬂ 'I’E)‘ﬁ'iﬂfﬂ?i@‘ﬂ’m

Y
w3 u MWapatidausanlumswervia lildudamselilgnsonouTdnudironazgd naz 1

@

o o < o
AIUTIA mﬂumam uﬁﬂmﬁwmmmﬂuwa NYI1U

4
@

av A o Y 9 o a A A v a a a Y 1
msavens et 11l !"Uﬂﬂi%ﬁ“lJﬂﬁmﬂlﬁ]QWEJ1‘]J1E1’JG]ﬂG]fWVIQﬂﬁJ\HiEJuWiWIﬂSﬂJUiﬂ']i]lﬂE)EJN

A3

o < vy ¥ v o o /q ¥ ¢ A a4 g
P ALRUUINY uﬂ':]'lllgﬂmlﬂﬂ'lﬂﬂuWUﬂQﬂﬁ1')ﬁ1N1§ﬂu']UlﬂﬂigqﬂﬂGl(’]fclu@\?ﬂnjnv‘lﬂ'lll'lﬁ'\]%']%w lW@lﬂu

@

Y Y = a a a s 1
uwamalumsilesn uﬂﬁgﬂifNLiﬂ‘HWQﬁﬂiiuﬂiﬂﬁ"lJENWfJT]ﬂﬁ’JGmGUWGlﬂIl‘]J
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BUSABA CHANDATONG : EXPERIENCES OF HAVING PATIENT
COMPLAINTS ON SERVICE BEHAVIORS OF PROFESSIONAL NURSES.

ADVISOR : ASST. PROF. SUCHADA RATCHUKUL, Ed.D., 169 pp.

This study was based on the qualitative research method of phenomenology. The purpose of this study
was to describe the experience of having patients complaints on service behaviors of professional nurses in a
northern provincial hospital in Thailand. The participants comprised 15 patients who had filed at least one
complaints on the service provision behaviors of professional nurses who had worked at the hospital for 1 year or
more. In-depth interviews were applied as the data collection method and the data was analyzed by content analysis
and interpretation.

The research findings are as follows:

The meaning of service provision behaviors as perceived by professional nurses who had had patient
complaints on service behaviors included 2 aspects, i.e. friendly expression, attention and willingness to help service
customer. The causes and conditions of service provision behavior complaints consisted of 6 features by using words
and tone of voice expressions to patients or relatives resulting in dissatisfaction, misunderstandings for patients and
relatives about nursing assistance, nurses’ excessive workload obligations, services that were inconsistent with
expectations, service customer settings conducive to complaints and neglect of nursing care standards. The feelings
occurring as a result of complaints about service behaviors found nurses to be suffering and doubtful when informed
about the complaints. Moreover, they felt stress and discontent while in consideration of the complaints with good
feelings after the issues had been resolved. The solutions for handling troubles considered a number of methods for
nurses who had patient complaints about service provision behaviors, i.e. telling colleagues about the issues,
accusing others of misconduct, applying religious beliefs to their lives, consulting executive nurse administrators and
consulting family members. However, the findings after nurses who had had patient complaints about service
behaviors revealed changes in the nurses’ service provision behavior and manner of service, e.g. timely and willing
responses to patient needs, spending more time explaining information to patients, involving patients’ relatives as
participants in the services, avoiding arguments with patients and/or relatives and giving importance to recording
information as evidence.

The findings of this study are able to clearly expand the understanding of the experience of having patients
complaints on service behaviors of professional nurses. The knowledge gained from the investigation can be applied
to a nurse organization to prevent the problem of alleged service provision behavior of professional nurses in

the future.

Field of Study : Nursing Administration Student’s Signature

Academic Year : 2011 Advisor’s Signature
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