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ABSTRACT

The purposes of this research were: (1) to describe personal characteristics,
job empowerment , and performance in service quality improvement activities of staff
nurses; (2) to study the relationships between personal factors , job empowerment, and
performance in service quality improvement activities; and (3) to identify predictors of
performance in service quality improvement activities of staff nurses, Community
hospital in the Inspection Region 13.

This research was a descriptive one with study samples of 392 staff nurses
randomly selected by stratification sampling technique from community hospitals in
the Inspection Region 13. Study instrument a questionnaire, which was tested for its
reliability resulting in the alpha of coefficients of job empowerment and service
quality improvement activities of .82 and .92 respectively. There were 119
respondents, who returned the completed questionnaires with respond rate of 81.4%.
Data were analyzed using percentage, mean, standard deviation, Pearson’s product
moment correlation coefficient, Chi-square test, and Stepwise multiple regression
analysis.

Major findings were as follows: (1) the respondents were permanent staff
nurses were from community hospitals in the Inspection Region 13 with the average
age and working experience at 33.57 and 8.02 years respectively. Nearly all of them
were educated at bachelor’s degree and most of whom (86.8%) had been trained in
service quality improvement. Overall Job empowerment of staff nurses was at high
level while performance in service quality improvement activities was at high level;
(2) job empowerment was significantly and positively related to performance in
service quality improvement activities of staff nurses (< .001). According to each
subscale of job empowerment, power and opportunity were also correlated with
performance in service quality improvement activities (< .001, respectively); (3) Job
empowerment with aspects of power, opportunity and education of staff nurses were
predictors of performance in service quality improvement activities accounting for
38.8% of the variance. (R*= 0.388)

Keywords: Job empowerment, Quality service improvement activities, Staff nurses,
Community hospitals in the Inspection Region 13
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