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Abstract

This research study was conducted to investigate and compare the ideal and
actual image of nurses as perceived by clients at the Outpatient Department, of a public
hospital in Bangkok. An accidental sampling technique was used to select 120 clients
and the data were collected using a 3-part questionnaire. Part 1 involved the
demographic data of the sample. Part 2 was used to ask the clients to rate the image of
nurses according to their expectations and actual perceptions. Part 3 was composed of
open-ended questions asking the clients’ opinions on things that nurses should improve.
Quantitative data were analyzed using frequency, percentage, mean, standard
deviation, and paired t-test. Qualitative data were analyzed by content analysis.

The results are summarized as follows:

1. Overall mean score on the ideal image of nurses was high with a mean of 4.33
(SD = 0.77). The ideal image of nurses on every item was high except on the ltem:
knowledge and competency in providing nursing care. The latter was rated very high
with a mean of 4.52 (SD = 0.77).

2. Overall actual image of nurses was rated at a minimum scale on the high level
with a mean of 3.57 (SD = 0.80). The perception on each item was rated as moderate
and high. The highest mean score was shown on the Item: Dressing nicely and neatly
(X = 3.97, SD = 0.66). The lowest mean score was rated on the Item: Plan to deliver
service promptly (X=3.15,SD = 0.84).

3. The mean score of ideal image of nurses was significantly higher than that of
the actual image of nurses (p< .001) regardless overall, category, or item.

4. The clients added more comments that nurses should improve their image
regarding personality and ethics including appropriate communication, being polite and
approachable, no expression of boredom, and being annoyed. Second to this was
related to provision of the service. The service should be organized to be more prompt
and caring.

The findings of this study reveal that the actual image of nurses did not met
clients’ expectations. Therefore, in order to establish a human or client-centered
approach, there is a need to develop the image of nurses to meet the client's

expectations.



