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Abstract

Background : An important issue in health care today is in trying to center service
around the hospitalized patient. There is a “Kindness Movement™ developing now,
where in the focus of Health Care is being changed from simply treating the basic
physical needs of the patient with sophisticated technology, to keeping emotional well
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being healthy with more humane and attentive treatment. In our attempt to reach the
goal of a completely satisfied patient, we undertook a study of the common complaints

of patients, and the subsequent nature of the interventions.

Method : The study was carried out in two stages, first the patients made known
their complaints by filling out questionnaires, then we collected data on the attempts to
alleviate the complaints. The

9 ﬁlf‘fg”rent complaints, which were
then analysed for such varlables 6f -omplaint, persons treating the

1.

by the patlents themselw (7 3.4
3. The complaints were m‘tervened by 0), physicians alone(25.5%),
or by nurses and phy51c £(19. :
4. The method by which the ‘complairits W { included the utilization of
prescriptions(55.7%), 1
after treatment(13.2%).%
5. Most complaints were VO
the evening shift(36! )

22~OO~07~OO)

intervention, we can antICIpate roblems: nd&shorten reaction time, in order to provide

for a more satisfied patient. ™ ' o e
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Table 1-1. General characteristics of subjects(Stage 1}

St TSt SiaAi HE2 gt JImTAIe?

: . Categroy - - Surgery(N=40) -~ < _ Medicine(N=40) Total(N=80)
- Characteristic s Freq . ‘ (%) fons Freq = . . (%) ‘ .
Age 0-~9 4 (10.0) - - 4
10~19 - - - - -
20~29 3 1.5)
30~39 11 (27.5) 16
40~49 5 (12.5) 9
50~59 5 (12.5) - 17
60~69 3 (7.5) 10
70 7 9 (22.5) 18
Sex Male 27 (67.5) 51
" Eemale 13 (32.5) 29
Dia-  Cancer el ¥ 24
gnosis L/C - - 7
Infectious ds. 5 (12.5) 22
Ulcer - . 3
Rupture, Laceration 7 (17.5) - - 7
or Perforation
Hernia 1 (2.5) - - 1
Stone - - 3 (7.5) 3
Obstructive ds. 5 (12.5) 3 (7.5) 8
Abscess or Polyp. 2 (5.0) - - 2
Snake bite 1 2.5) - - i
Burn 2 (5.0) - - 2
¢ YAT(R 13 22), TANTS iAoz I BAE JFA(52.5%)% WA (47.5%) HEel 2
A 2T Az gotoy AsIEE FAYS A vEidd ‘
o, o - A3A 25 @Az 4 5201 o QY77 Fit 14.892 Yehou F3HAE 4
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WA B¢ E2F g SAAer ggen, 4 UI7ke B9 11192 Yeig o FERRE A9
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TOE 2T o ey
2) g 32U o S0l
2. BAUBYE AU EHQUH 87 7h 19019 37 34
197 475 F2 ANE 194 sauEd Foto
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29 A7 FAF 7} 23699 A, Y 2 UYES BE 34T ASE ) dE AR AP
BE, YT 23 UIE 2AK 23 ) S F A5 33370 ey, BAlE e} 8
BE @A 65.3% % AAH33.9%) B0 Bka, dEe A A% Aoz yEgd. 2y A4 gdA
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Table 1-2. Complaints and interventions

Acitivity intolerance Notify — Treatment in 2
patient s room '
Constipation Notify — Medication 2 3
: Enema
Coughing Notify — Medication i 1
Diarrhea MgOx, Dulcolax supp. 2 4
Diet Notify — Diet change 3
Discomfort Dressing 3
Ambulation BE
Dizziness Notify — Medication i
Dyspnea Notify — O, 5
Dysuria Notify — Nelation 5 1
Foley
Fatigue Notify — Medication 1
Fever Notify — Medication 8 1
{ce bag
Indigestion Notify — Medication 1 2
Infection Notify — [ & D i
Itching Notify — Medication 2 3
IV therapy Change 2 i
Mentat change Notify — Insulin 1
Nausea & Vomitting Hot bag
Notify — Medication 2 2
L-tube i
Pain Notify — Medication R ] 855
Unpleasantaess Hygiene 2 .
Others 3 5
Total 83 50
Table 1-3. Place of complaint N=83 U Jgd sAaEn
Lo Ward, . “Surgery - Medicine AnTd E7ol ANE 197 I @ 2o
Piate. | Freq (%) CFleq 8. 3 2uge q $%9 4% 4, 3% 5EED
Room % BOUE 40
Z b 2 A a‘} A ¢loio oA A
Nurse station 19 (22.9) 0 oo 03 AP 248 Bt ggedt, 2a/TE, 4
Others 2 @29 - - A, w2, el AE g g
Total 83 (100.0) 50 (1000)  HNE 24 328 A0E Y ofF P54
Al sA/RSASY EHE 349 g3 Ad3A W
Sa4A 2982 ¢ 4 gk
o7 Jedon 19 Fd LTS 348 Aoz g 39, g 545 ¥sjel Y8 32058 HE
SHHE 22 32). o 2 ul(E 2-3), 55l 339 F (230(36.9%) 0.2
M BRI, O ool BYFA &9 g 467
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Table 1-4. Frequency of complaint at each nursing shift

N=83
) . E Surgery : Medicine
Shift - Hour Freq - (%) Freq {%)
Day shift . 7~15 35 42.2) 24 (48.0)
Evening shift 15~22 30 (36.1) 10 (20.0)
Night shift 22~07 18 (21.7) 16 (32.0)
Total 83 (100.0) 50 (100.0)
Table 2-1. General characteristics of study subject(Stage 2)
N=236
Characteristics Category Freq %
Sex Male : 154 (65.3)
Female - 80 (33.9)
No response 2 0.8)
Age 1~9 9 3.8)
10~19 3 (1.3)
Average 47.46+17.95 20~29 26 (11.0)
30~39 : 42 (17.8)
40~49 40 (16.9)
50~59 38 C(16.1)
60~69 43 (18.2)
70~79 24 (10.2)
80~84 2 (0.3)
No response 9 (3.8)
Ward Surgery 124 (52.5)
Medicine 112 (47.5)
Admission days 1~9 ‘ 83 - (35.2)
10~19 42 (17.8)
Average 14.83£16.62 20~29 . 17 7.2
30~39 11 %)
40~49 _ ‘ 4 a7
50~59 0 0.0
60~69 2 (0.8)
70~79 1 (0.4)
80~89 1 0.4)
90-~98 2 (0.8)
No response 73 (30.9)
Post op. date 1~9 52 . (22.0)
10~19 17 (7.2)
Average 11.07+14.50 20~29 9 3.8)
30-39 1 (0.4)
40~49 0 (0.0)
50~59 0 (0.0)
60~69 1 (0.4)
70~79 1 (0.4)
30~84 1 (0.4)
No response 154 (65.3)

( ) : Percentage except for no response
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Table 2-2. Freguency of complaint by same subject

N 236
{&NO._Of 1§ém3, ] F{'eq\&%% ) (%>,
1 143 60.6)
2 56 23.7)
"3 22 - ©.3)
4 9 3.8
5 3 1.3)
6 2 ©.8)
8 1 (0.4)
" Total 236 (100.0)

(13.8%), &< 2971(8.7%), LA/ &S} ¥in| 4 A
2 27 1TA6.1%) $02 By, dud W &
547 7= A8 gglon, 238 4yAE ofF

Yz, 9gd), Ao, 24T 53 BaY AT A
w29

Table 2-3. Frequency of complaints and interventions N=292

o s

SR/ EAY AL g D] d2EgE
A aRE 2A3S 0 3337 F 29274(87.7%)°] 82
g Aoz veifon siudigd gt AT A
o e §$5(93.5%), ¥H(94.1%), ¢4
(100.0%). 4101(100.0%), B=FAF FA(97.8%), L
$27H100.0%)5°] d3 2hE BY 280 v
4 e Ao Yt

gy wAAA 328 ) AFE(66.7%), 2

AH5T. M» IEER(58.3%), 7173 (60.0%). 444
B(0.0%), 2530(63.6%) S Wiy 9 H2¢
o] ‘471}‘1%5} FY ujgdl digh HEAY 5471 S

A& 4722 - o

93.5

Pain % .f

Nausea/Vomiting 17 (5.1 82.3
Indigestion 3 0.9 66.7
Diarthea 7 2.1 57.1
Constipation 17 5.1 941
Dysuria 15 4.5) 6.7
abd. discomfort 5 {1.5) 80.0
Fever : 29 8.7) 160.0
Jaching 8 24 6 Q.1 75.06
Dyspnea 12 (3.6) 7 Q24 58.3
Coughing ) 10 (3.0} 6 2.1) 60.0
Dizziness 4 (1.2) 3 (1.0) 75.0
Fatigue ' - - -

Mental stage 2 0.6) 0 ©0.0) 0.0
Diet 4 1.2 4 (1.4) 100.0
1V therapy B 20} 45 (154) 100.0
Education 3 ©0.9) 3 RO

Wd.care , 17 6.0 14 4.8) 82.3
Activity intolerance il (3.3) 7 24 63.6
Total 333 (100.0) 292 (100.9) 879
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Table 2-4. Source of complaint

N=324
Source Freq %
Patient 197 (60.8)
Family 59 (18.2)
Patient + Family 57 (17.6)
Others 11 (3.4)
Total 324 (100.0)

Table 2-5. Persons treating the complaint N=318

SIS0 THet SHEAIZE HHEE 9B JIRTA
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uﬂ’;&%-“r 17“41(07 00~15:00)¢ 142@(42.6%)2?—_
7V BRI, AGF AZH(15:00~22:00)9) 120

(36.0%). < FAAH(22:00~07:00)¢ /17
(21.3%) wo= Jeh &4 342 A% gAs 2%
A 45 AR7IEA e £ Mt gl A

U 54 SBS 98 B4 2047

DA 20 g8 20) 228 A7 TR
oA AR, BEAE AR e g
A T A28, 1A B402 Y] B
AT 200S NERS W(F 27 22), I 52
7} 92N ALDAA A0H Az 288
BA0R), BRATH3E), LS TF10R)E A5
5 olZ 208 A0 Yehda 7131} dAb)

Table 2-6. Method used to solve the complaint N=32%5

Method Frequency (%)
Interventioner Freq % Implement by Dr’ s order 181 (35.7)
Physician 81 (25.5) Notify after treatment 44 {13.5)
Nurse 170 (53.5) Explain and Education 82 (25.2)
Physician + Nurse 61 (19.2) Dr s Order and Education 14 4.3)
Others 6 (1.9) Notify and Education 4 (1.2)
Total 318 (100.0) Total 325 (100.0)
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3334 2927

C N 3328 . 1177 . . ‘
| Complaint | — | Notify nurse | — | Notify doctor| — | Intenvention
L . - ' I
. tisd

Fig 2-1. Delivery process of complaint

Freguency

40 r
35 F
30
25 F
-op F
15
10 ®9
5 F

1 I} 1 i L 1 1 | 1.1 1 1 1 1 L i 1 i i i 1 i S N B |

0 07 08 09 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24 01 02 03 04 05 06
Time

Fig 2-2. Frequency of complaint by the times

Table 2-7. Length of time to solve the complaint {minute)

.. Intervat R Average spending time \ .
em - Complaint-Nofty nurse  Nurse~Doctornotify . Doclor~Intervention ~ Complaint~Intervention
Pain Ls 9.5 234 344
Nausea/Vomiting 19 50 9.1 16.0
Indigestion 40.0 - i - -
Diarrthea : 14 85.0 2.5 88.9
Constipation 40 20.8 429 67.7
Dysuria 1.5 7.2 8.1 16.8
abd. discomfort 320 13.0 84 534
Fever 0.6 5.2 55.4 71.2
Ttiching 2.5 23 132 18.0
Dyspnea 0.0 10.0 233 333
Coughing - 0.9 11.0 6.3 173 -
Dizziness 0.0 ‘ 50 5.0 10.0
Mental stage - 25 3.5 - -
Diet ) 2.5 0.0 300 32.5
TV therapy 2.1 450 10.0 57.1
Education 10.0 - - -
Wd.care 6.5 12.5 404 594
Activity 27 33 12,5 185
intolerance
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~Maximum
0~30
0~30
0~30
0~10
0~30
0~90

(minutes)

(%)

Freq

(%)

Freq

Freq
(%)

5.9
0.5)

~60min . ~120min ~180min- 180min over Minimum

Freq

(%)

~30mjn‘
Freq
{%)
1.0)
(6.3)
6.7)
2.6)
(1.9)

~20min
Freq
(%)

~10min
Freq
- (%)
(15.6)
(20.0)
(8.3)
. (15.8)
(23.5)
30
(14.6)

“Freq
(%)
80
(83.3)
15
(93.8)
11
(73.3)
22
91.7)
31
(81.6)
12
(70.6)
171
(83.0)

. Stat

Constipation(15)

Item(occurence) ‘
Pain(96)
Nausea(16)
/Vomiting
Fever(24)

AYV therapy(38)
Wound care(17)
Total(206)

Table 2-8. Average minute from client to nurse
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Table 2-9. Average minute that nurse notify doctor

at - 710min.  ~20miin . ~30min  ~60min ~120min ~180min 180mnover Minimum
. S - e e ~Maximum |
. - Freg Freq. “-Freq.. .Freq.  Freq Freq: . . -
= R %) (R (R %) (R (%) (minutes)}
Pain(57) 24 21 5 4 2 1 : 0~120
421) (368 (88 (70 (G35 (18
Nausea(11) 3 8 ' 0~10
/Vomiting 27.3) (727 :
Constipation(13) 9 3 i 0~130
(69.2) (23.1) 7.7
Fever(18) 5 7 1 3 2 0~60
(278) (389 (5.6 (167 (I1LD)
1V thérapy(4) i 1 1 1 0~90
(25.0) (250) (250) (25.0)
Wound care(12) 6 2 1 2 1 0~55
(50.0) (167) 83) (167} (8.3
Total(115) 48 38 10 10 6 2 1

417 (@30 ®.7 ®.7 5.2) 1.7) 0.9

Table 2-10. Average minute for intervention after notification

. ©Stat " ~10min ~20min ~30min. " ~60min ~120min ~180min 180min over * Minimum:

otcurénce) - - —— e SMiaximum
s R ) , L8 -, B (minutesy
Pain(56) 19 18 6 5 4 2 i 1 0~300
(339) (32.1) (10.7) (8.9) .19 3.6} (1.8) 1.8y
Nausea(11) 2 5 4 0~20
/Vomiting (18.2) (4535) - (364)
Constipation(12} 2 3 4 1 2 0~170
6.7y (250 {33.3) (8.3) (16.7)
Fever(19) 6 6 1 2 1 3 0~245
(31.6) (GLE) 3:3) (10.5) (5.3) (15.8)
1V therapy(6) 2 1 3 . 0~20
‘ 333y (16.7) (50.0)
. Wound care(9) 2 i i 3 2 0~120
222y (1L (11.1) (333 (222
Total(113) 33 34 14 10 io 4 4 4

(29.2y (30.1) (12.4) (8.8) 8.8) 3.5 3.5) (3.5)
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Table 2-11. Average minute from complaint to intervention

: ) . . Stat ~~10min. - ~20min’ “~30min . ~60min - ~120min ~180min_180min over Minimum
ftem{occurence) ‘ = e B — ~Maximum
’ Freq- Freq Freq . " Freq: Freq -~ Freqg Freg Freq

L) %) %) ) %) (%) (%) . (%) (minutes)

Pain(54) 5 23 10 3 8 - 4 1 0~330
9.3) (42.6) (18.5) (5.6) (14.8) (7.4) 1.9

Nausea(i1) - 6 4 1 - - - - 5~30

/Vomiting (54.5) (36.4) 9.1)

Constipation(i2) 2 2 ] 1 4 - 1 1 0~200
(16.7) (16.7) (8.3) (8.3) (33.3) (8.3) (8.3)

Fever(17) 3 3 3 2 1 2 ] 2 0~250
(17.6) (17.6) 7.6y (11.8) (5.9) (11.8) 59 (1.8

LV therapy(3) - - - 1 - 2 - - 30~120
(33.9) (32.1) 107D ®9 -~ (7.1) (3.6) (1.8) (1.8)

Wound care(9) - 2 1 - 2 4 - - 5~120

222 (11.1) (22.2) (44.9)
Total(106) 10 36 19 8 15 8 6 4

(9.4) (34.0) (17.9) (71.5) (142)  (71.5) 5.7 (3.8)

Table 2-12. Length of time(surgical - medical part)

Minute) oAt Avtglel ZboA) A% 34 A4t
R O 7] =] =
¥ Ward. . Surgery Medicine 39.4%9 3, 223 Aol weToR AT
o y % 99y ARG} 25.2%2 et A5z 7
Pain 14.6 47.3 ol & 745 ALl Bl A =ml Hagads
Nausea/Vomiting 13.6 15.0 v o e FANE TS AT
Constipation 45.0 68.0 e doke e = 97} 9t I Bof HE
Fever 39.2 72.3 B ZE = 2414 2 AA 10 ks w
IV therapy 42.6 61.6 = 0o oi—l—LH 001 tﬂ"ﬂ °H AARS 7H EO}C’% °
Wound care 57.5 75.0 Aef| 178 ALY, 74 A AR T RAAS T
Zala, A5 heAl A AREARE B2l F
of TARNA FES A7,
AZHde] 2 FEIAYES BAst] ofd g b A ZA M E Y SZ go] Yo} v
A ¢ e woks njg e 2 34 7beAe) 21 ol ¥ EXEE 9Fd
th 32U4% N5 B8 JBL 57 oAl A4 4 9omz oT ZAd gt ouge) HAe
of 93] s2€ A dAZ HAD AF F zo|3 AA A vl AHE AFee] AL 9
55.7%% A AL A9 @ gtk 298 7 & =Eau gtk AHRL Aolz F g
AT o GAZ W) Zol AHuts £ 9ITE g 7] 274 ke et
$A9 B uAA7} HEojd 27t gloH, HY
we Zas vns) ke salsd ga gsn. [V, I &
2 el YAt 97 Aolg kAl AF
g ZA AT ¢ JA=E A A2 A lo] HeksH Comfort)o] w=2¢l 24
o A7t As S4E St AU A dE 2 oy, H4% dAFe R 18 52 ARNA
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