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# # 5377843136 : MAJOR NURSING ADMINISTRATION

KEYWORDS: OUT PATIENT PROFESSIONAL NURSE / OUT PATIENT DEPARTMENT
URACHIMA JARIYANUWAT: EXPERIENCES OF PROFESSIONAL NURSES WORKING AT OUT
PATIENTS DEPARTMENT OF A PRIVATE HOSPITAL. ADVISOR: AREEWAN OUMTANEE, 204

PP-

The purpose of this qualitative study is to describe experiences of professional nurses
working at out patients department of a private hospital. Hermeneutic phenomenology of Martin
Heidegger was applied as research methodology. The 12 informants who experienced to work in
out patients department at a private hospital at least 3 years were selected by using purposive
sampling technique. Data were collected through in-depth interview with tape-record. The
interview ended after data saturation. All interviews were transcribed verbatim and analyzed by

using content analysis of van Manen’s method.
The results of research consisted of 4 major themes as follows:

1. Nursing characteristics of outpatient department Including 2 sub-themes : 1.1)
Nursing service of outpatient department and 1.2) First place patients visit affecting nurses

contacting diseases.

2. Providing excellent service Including 4 sub-themes : 2.1) Need anything just telling
your nurse 2.2) Solving any problem to meet patient’s need 2.3) Doing small thing but getting

the big impression and 2.4) Taking care of super VIP without any mistake.

3. Improving some skills to achieve service quality 3 sub-themes : 3.1) Being confident
to use English language 3.2) Using non-verbal communication is helpful while waiting for a

translator and 3.3) Providing appropriate care if understanding other cultures.

4. Several problems need to solve but some require acceptance Including 2 sub-
themes : 4.1) Service according to customers’ expectation and 4.2) Coordinating with

complicated processes .

The study findings provided to be a guideline to effective management in out-patients
department and improve potential performance of nurses in out-patients department at a

private hospital.

Field of Study: Nursing Administration Student's Signature

Academic Year: 2014 Advisor's Signature
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3.4.1 ANNNUIYVIIAIUTALES
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WIUW WNnzS (2542) nanad enedaudadumsiiyraaininuuaneisly
Afley mnuaula wwdda 38 Whvine dean@sdeiy yihaumeiurieeysiuiuludeay
a [y = 1 dyﬁa a a1 14 [y = 1% [ v v [ v 1 1 v v
Wy Fernuueanensiiidudnliaenndesiunselumenulala anudaudsdrulnglala
ANINNINTENUNTENINUMNTNNY wdniAnAuLANLenNIIALAniY Sutilugaany

YUADI AIUALALALFIY

N9 FuadesnIng wazany (2550) nateAuTaLdIduanIun1 sl
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Robbins (1998) na1vi Amnudandadunsuiunistausuudiod e niasuiin
anfhendainlmisnansenunliiansla SauanmAIeuANUAnsErI1g 2 fheduld 1aed

anANNtauds Weliesinisussaudivane

Johns and Saks (2005) na17d9AuTakEII T unTEUIUNISTLANTULID
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2) anudaudaneafuszuunisufjdfau (Professional -
bureaucratic conflict) WudadaudsiiRnturneufoinu fafumamnainainuaianieiiu
AsHILLAY M URnYe eI Inimaty v lingruradaiiududeddanaziinnig
Taueamnua e

3) ANUTALENTEUIINEIUIanune1uia (Nurse — nurse conflict)
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4) ANUTALIITEIMNNgiung1ua (Physician — nurse conflict)
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5) mm%’mé’ﬁzmwfjﬂwﬁ’uwmma (Patient — nurse conflict)
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3.4.3 3ULUUNITIANITANTALEY
andaudaduanunsaiiynesdnsliannsandnide aldiileaanynden
Fosliufduiusiu (Ramos, 2006) wasmnldanunsaunladgynilawaiaziinlinszuaunis
Sowmenualisidululuiiemsiignuag nduiinanuadiudgian Uszansainluns

Snwmerunaanas (Servellen, 2009) msndanisiutdaniaudandsliiinainuduiad

U v
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lianudeatieniign (29gns nwanas, 2546)

McShane and Von Glinow (2008) land13fieguuuunisuntadgmiainy

Toudeld 5 JUnuumMNanIunITel il

1) wuunanides (Avoiding) gndndesdeymaziduginliaiiusuiie

¥

UouazIngAnIsUNALAAIDONAIAIEY
2) wuveauli (Yielding) Uugnfivuniiuazyuazdousaulug

deaazivelvifouanusisown Inginssdluanusiuliegs uasnginssulunisnaiuansasn

#in
3) wuudsAu (Forcing) Wunginssuiiudeniisesnisiludvusing

wiewe Winusaudlon wingAnssunduanteansd
4) wuuudlalgm (Problem-solving) LY udnwazvoanginssunis
oA 1Y ] | v & ¢ % & ad a
JudlouaMInduanioanad MaeaeaglaunaUseloguninuiedan1siluiznisnd
Uszansnmlunmsunlaanudands msgvsasshelaldanusiuliediuaziu

5) wuuUseiisyusu (Compromising) WwAsnAsnats 1uwgfnssy

nMsnauaneaniarNsTile Tuszduuiunans ansaissdidiuladiude
Filley (1980) nanafisnisunleanudaudeliinainsonuild 3 anvay Ao
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1) wuuwi-wue (Win-lose strategy) Wiagi18zneI810INNRE 1AL

Y an A DA Yo ¢ .«.:4' ] | A4 1 Ay v P v @ v
TgnnTmelithesulasulsslovdinniian uazieasiointguiasgvus Jougaziluy

Y

Tasulugaiauananis

2) WUULA-UW (Lose-lose strategy/compromise) waagd1enalanin
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3) WUUUE-BUE (Win-win strategy) iumsulatameanudaudaia
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(Problem resolution process) tielitAnAuTaLgUUTINED (collaboration)
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3.4.4 WEIUIATBITNAUNITIANIT AIUVALLES
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2. M3 luanIunsainudawde s1edredrsiidinaneingussaand

wanenaiy waedidnunaliviniy Jemasleiinswnreuaniiouiu

3. MINTEANYANUTUTIIU IUATIAINABINIT ATUVNAEULAL AL

bURNA

4. M3l AeAuaINTaluNTAIUANNEANTTUYRIAUDY FaRase Ty
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o
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3. Wasuwlas U5uUss szuusaneuuny Weafuayunisudedusadedu

4. aisgunuiesiegsaudliemvuauleue
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6. HNDUTUANUUINTEAUUSUIS MNEINUNITUALE

98171971 NYIVIBIWTNTALEIUNTAIANSAUANUTALEILADEN AU L AL
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anufenelavesfuuimailudaeriounnsgiuaeinisuinis anufianelaves
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Vngy TlvinnuvananefiuanuianelalugSuuinishiad
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Y
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Brow (1992) na371 anuiwelavesySuuinis fe Auidndud nela
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3.5.2 WuIAAAIUNINDTAVRIETUUTNIS

INMINUNIUITIUNTTUNULUIARTIIAE IR UA LT anela el SUUT NS
fasigludl

1) uwIRnALiianelaveeETuUINITVeN Risser (1975) lalauauuifindining

[

flanalaveeFuusnislunuanssaguagiu Tesrusznau fsll

(1) AUAINITANUNALAIBI1TN (Technical Professional Behavior)
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(2) anwagyAANAIN (Intra-interpersonal) 111889 N1TUEAIDONVBS

WYIUIALUMUYATNNINEIUYAAR kAENITHARIDRNNTALIY

(3) duiusnInAIuAIIULTeLU (Trusting Relationship) #u1889 N3
wanseanvaaneuiatumsenlaldderUis arulidenduidnvesguae sauien1ssuile

ymiinTuvesUae

(4) dnfusniminunsiseus (Educational Relationship) i188ie N3
wanseanvameUanluUasunginssuguaimveaiie Tnenenviaiduglidoya nisli

MBS UNYTIUAELDYATDINSIANITHEIUNA

2) wwfnmuienelaveaSuuinisues Eriksen (1988) lana1ifia A

v

WelaveITUUSNTVDIETUUINIS Usenaudme 6 au fall

(1) MuRauzmsgua (Art of care) nanefisnszuiunsguanUigves

neruaseaugeuley danuaulawenlaldderUisuas Susrnuidnvesae

(2) murunnlunamaianisgua (Technical quality of care) Mangis
VingazANiANaInse Tunsudianismeruiaegeiinnnsgiu 1Wun1sesulgtuneu

wazlivnnanaunIsusInis
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(3) MuUNFINAWINGOUNTINI8AIN (Physical environment) uad s
o a QI 6 o < Vo 2] v 1 [ = a %4 b4
NIRRT DIRUNTAlUALI T YD UNY Iuwaaﬂwlmamqmmz Weutseusesla

AUrglasuAuagmnauy

(4) mueusiaiiioslunisgua (Continuity of care) Mg NMIQUALAE
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H3UUSNSUsa e

(5) mumunsoulun1sliusnng (Availability) wunefis n1suseiiu
annsnanmedieiieanin saufuRnsne1uIamuan v Ui uiags 18 La g D UALBIAD

Anarsansveiglinaeniian

(6) MuHATNSYDIN1IPLA (Outcomes of care) MaNEEa AANTIUA) B
wadusenhaeuatugthelunulideya msliduuzdt wagnisaeu s1unINITase

d‘ Y Y ¥ %4
WeliEthedhlanazaninsoguanuiedla

3) wuafnA1ufianelave sl SuUIN15V09 Larson and Feretich (1993) g
na1ie AnuienelavesSuuInsdenisguavemeua ansaasunginssunsgua ba 3

AU Uszgneumiy
(1) M3trewmdanenyuy (Assistance)
(2) MIne1uIafimITaztIu (Benign neglect)

(3) Msvremaslugiuzyara (Enabling)
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anufenelavesFuuimaluddinenuiaiv@naslianud Ay Tnganiy
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% v
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1) muisnwelasumiudzanAlasuaInn1TusnIs (Convenience)
(1) msldnanseregluaniuuinig (Office waiting time)
(2) Mslasumssnwguatiiafini1ufedns (Availability or care when
need)

(3) AnugzaInauenlasuluan1uusnis (Base on getting to care)
2) anuianelasun1suszaIuusns (Coordination) @akuaiu

(1) mslasuuimmnuszinmluaniuivisuanudeanis (Getting all

needs at on place)

(2) Wenuawlaguaimmavaavestie laun dusiens uasdnlalinig

ARMNUNEaNI1SSNw (Concern of doctor for overall health)

3) anuianelasudsede wavanuaulavewliuins (Courtesy) ApNTS

' A& a < v Y a | (Al
wanavimenduling Wuiuewasiuins waznsuansmnuviasleserUas

4) auiianelamudeyailasuainn1susnis (Medication information)
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(1) mslideyaieiuavanisiiulae (information about what was

wrong)
2) mﬂﬁ%’a;&aﬁmﬁ’umﬁﬂmLLfiI;:\JIJ‘t'hFJ (Information about treatment)

5) AnuiianeladuauA InYesuINIg (Quality of care) laun AMAINYBS
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4. 113 WegnanmwuuUngnsaiven
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Husserl (cited in Holloway and Wheeler,1996) na1311 n1s@nwiusingnisal
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'
o 6 =%

A131150LENI19INN8LALINLIDDNAINAU(DUalism)  LHB9INNTNIFBIAIULANUAUNUSTINULAY
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Anduldiu FeUszneusiemsraurausswinsUszaunisalansuazaunsaasunense
Funpasiiiatulddy doslsynoudiensraunaussninsUsraumsalpuiuUssaunsing
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triangulation) #30N15MTIAADULUUNAUNATY (Multiple triangulation) (4) N15M5198U
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