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ABSTRACT

This research examined the difference of staff’s work satisfaction scores
before and after the Continuous quality improvement process( CQI) implementation
process, the learning about the CQI and the study of the staff’s perceptions towards
work satisfaction after the CQI implementation process in the Service Quality

Development Section(SQDS), Thammasat University Hospital(TUH),

This study was considered as a explanatory design research. The qualitative
data was collected through a focus group to explore how the staff perceive about
the CQI process and describe the self-satisfaction of the staff in their quality
improvement efforts of working. The quantitative data was collected from the
questionnaire to study effect of the CQI towards the staff’s work satisfaction. The

participant group contained twelve people in the staff at the SQDS, TUH.

There were the difference of staff’s work satisfaction scores in specific aspects
of working: knowledge management, key performance management, and all aspects
of working before and after CQI. It was found that there was a statistically significant
difference at p<0.05. There was not the difference of staff’s work satisfaction scores
in specific aspects of working: quality management, risk management, and human
resources development before and after CQI . It was found that there was a
statistically significant difference at p>0.05.When analyzing the control chart on
staff’s work satisfaction with the CQI process’s responses to the staff needs, there
was showed that CQI increased staff’s work satisfaction with the CQIl process’s
responses to the staff needs after CQIl. There was sufficient supported data as
showed in qualitative study that the CQI process caused the staff’s work satisfaction.
The key success factors for quality team consisted of 1) time and space for reflection
2) support the setting goals and timescales 3) sharing of ideas and 4) support from
others, especially to try out actions. Benefits of CQI process included higher staff
morale, more efficient processes, improved quality of services, and increased staff
satisfaction. In conclusion, the CQI process affected major positive impact on the

staff’s work satisfaction and the staff’s perceptions towards work satisfaction.

Keywords : Continuous quality improvement process ; CQl ,Work satisfaction
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