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ABSTRACT

The purposes of this descriptive study were to 1) describe clients’ voices,

2) identify the channels for listening to clients’ voices and3) identify the management of clients’
voices. One hundred and twenty head nurses of thirty - bed community hospitals, Southern
Thailand, were selected by stratified random sampling. The research instrument was an interview
questionnaire which was developed by the researcher based on literature review. The research
instrument consisted of 4 parts: 1) the demographic data, 2) the clients’ voices, 3) the channels for
listening to clients’ voices and4) the management of clients’ voices. It was tested for content
validity by three experts and was tested for data collection by pilot study with two head nurses.
The data in parts 1, 2 and3 were analyzed using frequency, percentage, mean, and standard
deviation and the data in part 4 was analyzed using content analysis.

The results revealed that positive clients’ voices about officers were at a
moderate level, with officers’ courtesy was at the highest level (M=1.86, SD=0.55). Positive
clients’ voices about the service system were at a moderate level, with convenience of service use
was at the highest level (M=1.42, SD=0.81). Negative clients’ voices about officers perceived by
head nurses in community hospitals were at a low level, with readiness to provide service was at
the highest level (M=1.16, SD=0.69). Negative clients’ voices about the service system were at a
low level, with convenience of service was at the highest level (M=1.02, SD=0.64). The channel

for positive clients’ voices by face to face conversation with head nurses was at the highest level

®)



(M=2.03, SD=1.01). The channel of negative clients’ voices by evaluation form was at the
highest level (M=2.05, SD=1.04).

For the management of the positive clients’ voices about officers, the method
with the highest frequency was giving compliment/reward directly to staff. For management of
the negative clients’ voices about officers, the method with the highest frequency was
conciliation/explanation. For management of the positive clients’ voices about the service system,
the method with the highest frequency was collecting as quality information. For the management
of the negative clients’ voices about the service system, the method with the highest frequency
was conciliation/explanation.

These results suggest that nurse administration should develop the listening to

clients’ voices management system, which will enhance the quality of nursing care.
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