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A joyful heart is like a springtime breeze;
it is refreshing to the people around us.

~ Master Cheng Yen ~
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Project to Improve Nursing Guidance
Satisfaction: Using Line@ Integrated Nursing
Guidance Tools and Process Reengineering as

an Example

Hsin-Ling Chen', Hsiao-Ning Chen’?

ABSTRACT

This project aims to improve patient and nurse satisfaction with nursing guidance by
integrating nursing guidance tools and process reengineering. We are a surgical ward of
a northern medical center. Looking back in 2019, the average patient satisfaction with
individualized nursing guidance was 72.5%, which was far lower than the goal of the
Nursing Department. The value of nursing guidance was 94%, and the satisfaction of
nurses with nursing guidance was only 30.4%, which aroused motivation for improvement.
The main reason identified was the lack of auxiliary nursing guidance tools and the lack
of integration of a large number of nursing guidance leaflets. The solution proposed
included: combining the nursing guidance leaflets into a video, building an exclusive audio
and video channel and using the platform to manage electronic leaflets, and use LINE@
instant software to intervene, integrate, and change the nursing guidance workflow. After
implementation, patients' satisfaction with individual nursing guidance increased to 94%, and
nurses' satisfaction increased to 97%. During the implementation period it received support
and affirmation from hospital supervisors and patients and has been promoted to the entire
hospital in parallel, with the hope of promoting it to other medical institutions. (Tzu Chi

Nursing Journal, 2024; 23:4, 76-90)

Keywords: LINE@, nursing guidance, nursing guidance tools,
nursing guidance satisfaction, health education
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