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ABSTRACT

This study was a correlational comparative research with the purposes to
(1) compare the levels of excellent service behavior of professional nurses who were
in different social situations; (2) compare the levels of excellent service behavior of
professional nurses who had different psychological traits; and (3) study the prediction
of excellent service behavior of professional nurses using the social situation factors
and psychological factors as the combined predictors.

The research sample consisted of 248 randomly selected professional
nurses who were staff members of Suppasittiprasong Hospital. This study covered
seven variables. The employed research instruments were 6-scale summated rating
scale questionnaires to assess the severn variables with reliability coefficients ranging
from .84 to .92. Statistics employed for data analysis were the percentage, mean,
standard deviation, two-way and three-way analysis of variance, multiple regression
analysis, and Scheffe method for pair-wise comparison.

Research findings revealed that (1) when considered and classified by
social situation factors, professional nurses with high level of excellent service
behavior were those with high level of family supports, whose jobs were directly in
line with their habitual characters, and with good colleague relationship; (2) when
considered and classified by psychological factors, professional nurses with high of
excellent service behavior were those with good mental health, with high level of
moral reasoning, and with very good attitudes toward their profession; and (3) no
significant difference of predictability was found when the prediction of excellent
service behavior using the combination of social situation factors and psychological
factors as predictors was compared with the prediction using each individual group of
factors as predictors; while the main predictors of excellent service behavior of
professional nurses were found to be mental health, jobs directly in line with habitual
character, and attitude toward the profession, with the combined predictability of 42.1
percent.

Keywords: Excellent service behavior, Psycho-social factors, Professional nurse
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