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Development of educational program to enhance public health nurses®™ management
skills using complaints from residents
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Our_aim was to develop a training program for public health nurse managers
utilizing complaints from citizens. Complaints are defined as “ claims made with negative emotions
by residents who are not satisfied with the service provided.” A training program informed by prior

research was planned, implemented, and finalized following modifications based on interim
evaluations. The program consists of 1) lecture on how public health nurses can effectively respond
to such complaints, 2) role-play exercises, 3) case method exercise to improve individual skills as
well as organizational practice. Pre and post data were compared to assess the effectiveness of the
training program. Participants’ levels of self efficacy in responding to complaints were measured
before and after the training gthree and six months following the implementation of the program). In
many survey items, higher self efficacy was observed after the completion of the program.
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