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ABSTRACT

This descriptive survey research aimed to examine the service behavior of nurses in the outpatient
department of Thasongyang Hospital, Tak Province. A convenience sampling method was used to select
441 patients aged 20 years and above who received services at the hospital. The research instruments
consisted of: 1) a nurses' service behavior questionnaire developed based on the World Health Organization
(WHO) health responsiveness framework, and 2) an interview guide for focus group discussions. Data on
nurses' service behavior were analyzed using descriptive statistics, including frequency distribution,
percentages, means, and standard deviations. Data from focus group discussions were analyzed through
data categorization.

The study findings revealed that: 1) the overall nurses' service behavior and all sub-dimensions were
at a good level, and 2) focus group discussions identified several behavioral issues that required
improvement, particularly those related to nurse-patient interactions, including inappropriate use of words,
tone of voice, and gestures, which reflected problems in respecting patient dignity; inadequate or delayed
care and attention that resulted in prolonged patient waiting times; and unclear communication.

Keywords: Nurse service behavior, Outpatient department, Problems and recommendations
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