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Effects of Comprehensive Nursing Service on the Nursing
Performance, Job Satisfaction and Customer Orientation among Nurses
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Abstract This study examined the effects of the Ministry-of-Health-and-Welfare-initiated comprehensive nursing
service on the nursing performance, job satisfaction, and customer orientation among nurses. The participants were
nurses working in a running hospital without a patient-sitter in S city (Experimental group=57, Control group=55).
The data was collected at 1 and 6 months following a pilot program and analyzed by SPSS using a Chi-squire test,
t-test, Kolmogorov-Smirnov test and ANCOVA. The experimental group showed significantly better nursing
performance, job satisfaction, and customer orientation than the control group. This finding can be used to establish
the criteria for systematizing comprehensive nursing service.
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[Table 1] Homogeneity for general characteristics between groups

. . . . Total(n=112) Exp.(n=57) Cont.(n=55) 2
Characteristics Categories NCO) NCo) NCY) X p

<30 70(62.5) 35(61.4) 35(63.6)

Agel(year) 30-39 27(24.1) 13(22.8) 14(255) 0.82 345
=40 15(13.4) 9(15.8) 6(10.9)
Single 94(83.9) 45(78.9) 49(89.1)

Marriage status 2.13 144
Married 18(16.1) 12(21.1) 6(10.9)

.. Yes 70(62.5) 37(64.9) 33(60.8) -

Religion No 2(375) 205D 21(400) L .
College 72(64.3) 29(684) 33(60.0)

Education level Bachelor 37(33.0) 16(28.1) 21(33.2) 147 A9
>Master 3(2.7) 2(35) 1(1.8)
. Nurse 98(87.5) 52(91.2) 46(83.6)

Position >Charge nurse 14(126) 5(33) 916.4) 116 A4

. . Medical 43(384) 23(40.4) 20(36.4) _ N

Worldng unit Surgical 69(61.6) 34(596) 35(636) 050 1
1-12 33(33.9) 24(42.1) 14(255)

Career of work(month) 13-36 30(26.8) 13(22.8) 17(30.9) 5.40 145
>37 44(389) 20(35.1) 24(43.6)
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[Table 2] Homogeneity for dependent variables

between groups

) Exp.(n=57) Cont.(n=55)
Variables T(p)
M+SD M+SD
Nursing
3.23+0.32 3.35+0.53 -0.14(.890)
performance
Job satisfaction | 331+0.60 348+0.57 -0.86(.339)
Customer
. . 3.04+0.82 3.01+0.83 0.01(0989)
orlentation
Exp.= Experimental group; Cont.= Control group.
3.2 AlFo| W2 § Fote| MRNEs, 72t

RN U IAXEAO| blm

32
)

(F=33.12, p=000). 2%

3. g7 o
T AR E el A 33-ellA 37H R STkl o,
3.1 CHARXIO| QUHEM EM g9l E&IM AN Aubsol A= Wt §lo] 7 o kel ol gk Aolrt
AT AL Ak Bgow Aw, AeAY, Fu,  DATHEDE0, p=020). 2AXFEE AN 30
Hzety 29 onHE WY 2% J 22 maleigle HolA 34doR FleRl o, dutgel s HMEh
o EAX AA Az T oA gho] g3k zpolsh glo] el 7 el ol Zpelrt IATHF=4.91, p=.029)
T Al ghel 4] dalsginh gainje) e 20 (Table 3)
o ool 71 wokow, ApARE A 61.4%, YHEE
AA 636%C]I T AEH = tite] 71Eeen,
Aol A 789%, ARk Bl A 89.1%0] Atk FaLrt 4, =29|
UE Abgto] Waksdl AAREOlA 64.9%, sl
A 608%0]th U oukA Exo] et Axl= 2 ATE ARANY FEEA tEAE e E
Table 19] EABFIT 119 Aol 248 ener RS A S Uit 608 Aol sl dotor
#9@ Aol7k o] $AE AR viehdthTable 2) AT R AR WSk sfeyetaA Al
A S Fast Aday ditsdy-g s
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[Table 3] Comparison of Nursing Performance, Job Satisfaction and Customer Orientation between Groups
Pretest Posttest Adjusted Posttest
Variables Groups Fx(p)
M=+SD M=+SD LSM+SE
Exp. 3.2+0.32 3.8+047 3.9+0.48
Nursing performance 33.12(.000)
Cont. 332053 34+0.45 34+0.45
Exp. 3.3+0.60 3.7+053 3.7+052
Job satisfaction 5.60(.020)
Cont. 34+057 34+0.60 3.4+0.60
Exp. 3.0+0.82 34075 34+0.75
Customer orientation 491(.029)
Cont. 3.0+0.83 3.0+0.79 3.1+0.78

+F score were from analysis of ANCOVA with the pretest scores as a covariate; Exp.= Experimental group; Cont.= Control group.
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