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The purpose of this quasi-experimental research was to compare the client
satisfaction of nursing ‘servi‘ce between clients who received routine nursing service and
clients who received nursing service based on nursing service behavior training program.
Study subjects consisted of 54 clients admitted at Out Patient Unit, which were divided into
3 groups: 2 control groups and an experimental group. The subjects in each group were
matched by sex, age, and hospitalized experience. Study instruments were the nursing service
behavior training program, a manual of nursing service behavior, Nursing Service Behavior
Evaluation (NSBE), Nursing Service Behavior Observation (NSBO), and Client Satisfaction of
Nursing Service Questionnaire (CSNSQ). Those instruments were tested for content validity.
The NSBE, NSBO and CSNSQ tested for reliability were .80, .82, and .92 respectively.

According to the study program, patients of control groups provided care by nurses
performing routine nursing service were asked to complete the CSNSQ when they were
discharged. Patients of experimental group were took care by nurses performing nursing
service skills trained from the program. When patients were discharged, they were asked to
complete the questionnaire as well. All data were analyzed by mear, standard deviation and
t-test.

Maijor finding is as follow: Client Satisfaction of nursing service in experimental group
was significantly higher than that in control groups, at the .05 level.

This result indicates that the program is effective for increasing client satisfaction of

nursing service.



