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Introduction of “Five Practices of Nurses” to improve service quality
SONG Haiyan, YANG Guigin
(Donghua Hospital, Sun Y at—sen University, Dongguan 523110, China)
Abstract: Objective To reconstruct the image of “Angles in White” and provide the patients with quality service and to integrate
the fostering of nurses to the development of the hospital. Methods By introducing training VCD of “Looking, Listening, Smiling and
Acting” from “Five Practices of Nurses”, the authors carried out 3—month training for the nurses in the hospital, combined with typi-
cal cases in nursing services, by way of situation role-play, case study and lectures on theory. Examinations were conducted after
training. Results The comprehensive quality of the nurses was enhanced. The quality control of etiquette was raised from the score
of 91.00 to 97.10. Meanwhile, the awareness of nurse’s service was intensified and the comfort rate of patients was raised from a
score of 96.70 before training to a score of 98.99 after training. The cases of complaints about nurses dropped from the number of 84

before training to 34 after training. Conclusion The introduction of “Five Practices of Nurses” embodies the nursing service culture

“taking patients as the center” and raise the quality of nurses and even the reputation of hospital in the society.
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A model to improve emergency nursing — A study based on nursing management
PAN Chengbiao', ZHAO Lijun®

(1. Law School, Shaoxing College of Arts and Science, Shaoxing 312000, China; 2. Dept. of Emergency, Shanxing People’s Hospital,

Shaoxing 312000, China)

The fierce competition in medical market and the rising needs of people for quality medical service push emergency

nursing to a higher stage so that effective emergency nursing has been part of entire medical service of a hospital. Enlightened with

4P policy in marketing management, the authors put forward 4P model of emergency nursing, which includes placid — the good mental

quality with which they can handle the emergencies, prefigure — the speedy, accurate and determined prefiguring nursing, pivotal —

their ability to catch the nursing key and participator — their team spirit to participate in the rescue.
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