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Factors Affecting Staff Participation in Service Quality Improvement

at Maharaj Nakhon Si Thammarat Hospital
Arporn Chimmee B.N.S.  Amornrat Damrongkiatkul B.N.S.

Quality improvement Center, Maharaj Nakhon Si Thammarat Hospital.

Abstract
Background: Service quality improvement benefits the public by ensuring safe services,
protecting patient rights, and preserving human dignity, all within a holistic treatment approach
that cares for both physical and mental health. The role of hospital staff is essential in
providing quality care and continuously improving service quality. Continuous service quality
improvement is crucial in medical services and contributes to the advancement of the medical

and public health fields in Thailand.

Objectives: To study staff participation in service quality improvement and analyze factors
affecting staff participation in service quality improvement at Maharaj Nakhon Si Thammarat

Hospital.

Materials and Methods: This descriptive study was conducted to investigate the factors
affecting staff participation in service quality improvement at Maharaj Nakhon Si Thammarat
Hospital, from March 2021 to August 2024. Data was collected using a survey questionnaire
consisting of personal information and a service quality improvement knowledge assessment.

Data was analyzed using statistics, including percentages, means, and standard deviations.

Results: 120 participants were included in the sample. The majority were female (87.50%),
married (62.50%), with an average of 6 months to 10 years of service (35.80%), and a monthly
income range of 40,001 - 60,000 baht (35.80%). The staff had knowledge of service quality
improvement, with the top three areas being the 5S activities (99.2%), the understanding that
service quality is about responding to the necessary needs and expectations of service

recipients (95.00%), and risk surveillance (94.2%).

Conclusion: The factors influencing participation in service quality improvement at the
hospital in terms of support from organizations, attitude, and participation level were at a
moderate level. Therefore, there should be initiatives to promote and support staff in each

of these areas to increase their participation levels.

Keywords: Service quality improvement Participation
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