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KEY WORD: SERVICE QUALITY/ EMPOWERMENT/ FEEDBACK/ REWARDS/ QUALITY CULTURE

NAREERAT ROOPNGAM : RELATIONSHIPS BETWEEN EMPOWERMENT , SERVICE

QUALITY FEEDBACK,SERVICE QUALITY REWARDS AND SERVICE QUALITY CULTURE 

WITH SERVICE QUALITY AS PERCEIVED BY PROFESSIONAL NURSES 1 
GOVERNMENTAL HOSPITALS PARTICIPATED IN HOSPITAL ACCREDITATION PROGRAM 

THESIS ADVISOR : ASST. PROF. PANIDA DAMAPONG, Ph.D. 127 pp. ISBN 974-334-855-7.

The purposes of this descriptive research were to explore empowerment, service quality feedback,

service quality rewards, service quality culture and service quality as perceived by professional nurses, governmental 

hospitals participated in Hospital Accreditation Program, to determine the relationships between these variables and 

to determine variables which could predict service quality. The sample of 360 professional nurses in inpatient 

departments were selected by multi-stage technique. The research instruments were a set of questionnaires to elicit 

empowerment, service quality feedback, service quality rewards, service quality culture and service quality. The 

reliability of the questionnaires tested by Cronbach Alpha Coefficient were .84, .80, .94 , .89 and .94 respectively. 

The data were analyzed to determine the mean, standard deviation, Pearson's Product Moment Correlation coefficient. 

Stepwise Multiple Regression Analysis was also calculated.

The major findings were as follows:

1. There were a high level of empowerment, service quality feedback, service quality rewards, service

quality culture and service quality as perceived by professional nurses.

2. There were significant positive relationships between empowerment, service quality feedback, service 

quality rewards and service quality culture with service quality as perceived by professional nurses at the .05 level 

(r=  .372,.464, .460 and .640 respectively).

3. Variables which could significantly predict service quality as perceived by professional nurses were

service quality culture, impact and service quality feedback at the .05 level. The predictors accounted for 46.9 
percent (R2 = .469) of the variances. The equation derived from the analysis was as follows :

Service quality =.533 service quality cuture+. 168 impact+.162 service quality feedback
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