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ABSTRACT

This research is an exploratory research aims to measure the level and
comparing the difference of perception on quality management and team work among
nurses team leader and non leader, and examine the relationship between team work
and quality management in the intensive care unit. The sample was simple randomed
as a total of 130 nurses with at least one year of experience at a university hospital in
Bangkok. Data were collected using a five rating scale questionnaires during March to
April 2012. The statistical methods used in this research were descriptive statistic,
inferential statistic, independent t-test and Pearson’s product-moment correlation
efficient.

The results revealed that nurses’ perception of quality management in
intensive care unit, and nursing teamwork were at a high level (mean 3.96, mean 4.07,
respectively). Perception of quality management between nurses’ team leader of non
leader in intensive care unit were not different. Team work had a moderate level of
positive relationship with the quality management at a statically significant (p-value
.001).

KEY WORDS: QUALITY MANAGEMENT / TEAM WORK /
INTENSIVE CARE UNIT
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EXTENDED SUMMARY

Background and Rationale

The Ninth National Health Development Plan (2545 B.E. - 2549 B.E.) had
set up the vision for desirable Thai society as “The strong and well-balanced society”.
Among seven strategies to attain the goal of health development, two of them had
been focused upon the improvement of health service. (Office of Policy and Strategy
Ministry of Public Health, 2548) Later, during the Tenth National Health
Development Plan (2550 B.E.-2554 B.E.) there were extensive growth of health
services all over the country. However, the accessibility to medical care is still
difficult for many people, health care cost is still expensive, quality nursing service is
lacking. Medical care service in the intensive care unit need high technology medical
equipment to assess and monitor the ever-changing physical condition of the patients,
thus the management cost is very high. (Murabito, Rubulotta et al., 2008) The patients
in the intensive care unit also have high risk of undesirable medical error as well.
(Scrivens, 2005) Thus there have been many discussions about sustainable
management of intensive care unit and good team work is one of the most essential

factors which will affect quality of medical care in the intensive care unit. (Shortell,
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Zimmerman et al., 1994) Team working can increase the competency of the work and
acts as check and balance. It can also help reduce the error in critical care service
which is always rushing by nature as well. University Hospital is considered as the
tertiary health services institute and the number of patients seeking for service is
increasing every year, thus the nursing service do not have enough time to do quality
service, they have to keep up with the times and focuses with quantity only. (Parichart
Tunsuwan, 2545) Such situation limits the closeness and intimate relationship between
the nurses and the clients, and the holistic nursing care could not be fully
accomplished. The clients’ satisfaction had been only 76.8 %, thus the researcher had
interest in studying about quality management in the intensive care unit of university

hospital.

The Research Questions

1. To what the nurses perceive quality management in the intensive care
unit?

2. Is there a difference of perception about quality management among
nurse team leaders and non-leaders in the intensive care unit?

3. What is the level of team work nurses perform in the intensive care
unit?

4. Is there a relationship between nurses’ team working and quality

management in the intensive care unit?

Research Objectives

1. To measure the level of perception about quality management among
the nurses in the intensive care units.

2. To compare the level of perception about quality management among
nurse team leaders and non-leaders in the intensive care units.

3. To measure the level of the team working among the nurses in the

intensive care units.
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4. To examine the relationship between team working and quality

management of nurses in the intensive care units.

Research Hypothesis

1. The perception of quality management among nurse team leaders and
non-leaders in the intensive care unit are different.

2. The nurses’ team working has a relationship with quality management

in the intensive care units.

Literature Review

Quality management means the management for improving the quality of
products or services to reach the set standard. It also includes the evaluation of the
effectiveness of the institutes or the services rendered by the institute in order to be
able to appropriately respond to the need of the clients.

This research had applied the concept of the measurement of the
perception developed by Donabedian (1988) as the conceptual framework in
measuring the level of perception of quality management among the nurses in the
intensive care unit of a university hospital. The measurement had been focused upon
three major components; structure, process and outcome. The measurement
framework could be indicator for measuring the quality of services. Since the format
had been developed to evaluate the quality of clinical service thus it could be applied
as the tool for the evaluation of quality management in the intensive care unit as well.

Team working means the process which a group of more than two persons
come to work together with common target or objective; they have to be inter-
dependent to each other and have inter-action among the members in order to carry on
the mission to attain the common objective. Each member has to share the
responsibility and share the power of making decision.

Roming (1996) conceptual framework had been applied in measurement of
the level of team working among the nurses in the intensive care units of university

hospital. The conceptual framework could be applied appropriately with the concept of
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team working and the context of work in the intensive care unit of a university

hospital.

Research Methodology

This research was an exploratory research with cross-sectional study. The
studied population was the nurses in the intensive care unit of a university hospital in
Bangkok Metropolis who had at least one year of working experience in the intensive
care units. The sampled population had been selected by simple random sampling; the
total sample population was 130 nurses. Questionnaires were employed as the tool for
collecting data. The total number of 150 sets of questionnaires had been sent by hand
to the studied population. There were 130 sets of questionnaires which had been sent
back to the researcher (86.67%). The questionnaires were divided into three parts
which were personal characteristics, perception of quality management in the intensive
care unit and team working of the nursing personnel. Descriptive statistics was used
for data analysis; the statistics used were percentage, mean and standard deviation.
Inferential statistics was employed to test the difference between the mean of two
independent sample groups. (Independent t-test), Pearson’s product-moment

correlation efficient was employed to test the relationship of the variables.

Results

From the study we found that the overall perception of quality
management among the nurses working in the intensive care unit was in the high level
(mean = 3.96). When considering quality management per aspects, it was found that
the aspect of management process had been perceived with the highest score (mean =
4.11), followed by the aspect of outcome (mean = 4.03) and the least score (mean =
3.74) was the perception about the organization structure in the intensive care unit.

The overall perception of team working among the nurses was also in the
high level (mean = 4.07). Upon considering per aspects it was found that the aspect of

cooperation received the highest score (mean = 4.23) followed by communication,
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coordination, continuous improvement of the work and having creativity with the
score 4.12, 4.09, 3.98 and 3.94 consecutively.

Testing of hypothesis had revealed the result as follows:

1% Hypothesis: The perception of quality management among nurse team
leaders and non-leader in the intensive care units are different.

The study found that the perception of quality management among nurse
team leaders and non-leader in the intensive care units are not different thus 1%
Hypothesis was rejected.

2" Hypothesis: Team working has relationship with quality management
of nurses in the intensive care unit.

The study found that team working had medially positive relationship with
quality management in the intensive care unit with statistical significance at p = 0.001

(r = 0.691) thus 2" Hypothesis was accepted.

Discussion

The perception of quality management in the intensive care unit among the
nurses was in high level. When considering per aspects it was found that the
perception of quality management in all aspects were also high, the finding was in
accord with the study by Prathibha Varkey (2010) which found that the organization
structure and process were related with the organization outcome. Thus if the structure
and process in the organization were acceptable and trustworthy by the member the
desirable outcome usually followed.

The perception of quality management in the intensive care unit among
nurse team leaders and non-leader were not different.The explanation could be that
both the nurse team leaders and non-leader were nurses who provided the nursing
service in the intensive care units using nursing process and procedures in accordance
with the standard set by the university hospital. The only difference was that the nurse
non-leaders did not have to play the administrative role, and the position of the job
was not causal factor affecting quality management. The finding was in accord with

the study by Kritsorn Mangkornkarnjana (2548) which found that personal characteristics
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(sex, age, duration of service in the organization) did not relate with total quality
management of the organization. The study by Pensupa Sukprasert (2550) found that
persons with different age, education level, work experience and job position did not
have different opinions about the success of total quality management of the
organization.

Naturally, most of the patients in the intensive care unit often had unstable
condition; their symptoms were subjected to ever changing all the time thus there were
the need for the responsible nursing personnel to cooperate with each other in the
provision of nursing care. They needed to keep up with communication network
among their team members so that the nursing care would be in accord with each
other. In case any undesirable event occurs, there would be the brainstorming among
the concerned personnel to tackle the problem. There was the need to have continuous
improvement or innovative techniques to improve the nursing care continually. These
were in accord with team working concept suggested by Roming (1996) that there
were five majors in team working which were: innovativeness or creativity of team,
inter-communication among team members, team meeting, problems solving and work
process improvement. Thus the nurse who worked in the intensive care unit often had
high level of team working.

Team working is closely related with quality management among nurses in
the intensive care unit because team working is an essential factor which affects the
quality of nursing service in the intensive care unit. (Shortell, Zimmerman et al., 1994)
Team working is essential foundation for organization success, getting organized as
working group helps increase the working capability of the organization which is in
accord with the study by Maneeratna Pakpien (2546), which found that team working
had positive relationship with total quality management with statistical significance at
p = 0.01 (r = 0.74). Wallapha Isarathanant (2545) had found that total quality
management and overall quality of hospital service according to the perception of
nurses in Kumpaengpetchra hospital had medially positive relationship with each other
(r = 0.52). Pensupa sukprasert (2550) had also found that team working had
relationship with the success of total quality management of the organization and the
directions were in the accordance with each others.
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Research Recommendations

Recommendations from the study

1. The nursing administration should realize the importance of quality
management in the intensive care unit by surveying the perception of nurses in the
hospital about quality management in the wards in order to get information for
planning to increase the level of quality management in the intensive care unit.

2. There should be the increase in number of nurse personnel in order to
balance with the increased workload in the in intensive care unit.

3. The nursing administration should suggest or advise the application of
quality management of JCI standard in some medical wards as their alternative to be
applied for quality improvement of the ward administration.

4. There should be some activities to strengthen the skill of team working
so that nurse could improve their team working process.

5. There should be the provision of facilitating accessories for the nursing
personnel to study and explore the researches for application in their work such as
computers, internet etc.

6. There should be the support in doing research from routine work to be
applied for work improvement in the ward (Routine to Research Program).

7. There should be the improvement in the aspect of communication in
team working so that the work in the intensive care unit is in accord with each other.

8. Improve team working in the aspect of cooperation by organizing
participative planning which team leaders and nursing team members set up
participative planning for nursing activities.

9. Improve team working in the aspect of coordination by facilitating
opportunity for members to create better understanding to prevent and resolve conflict.

10. Improve team working in the aspect of creativity by encouraging the
application of research finding to improve the services.

11. Improve team working in the aspect of continuous improvement of
work by encouraging nursing team members to diagnose the loopholes of work and

correct them.
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Recommendations for Further Research

1. This study had focused only on team working and perception of the
nurses about quality management in the intensive care unit, thus there should be
further research to identify other variables which might relate to the perception of the
nurses about quality management.

2. This study had focused only upon the perception about quality
management in the intensive care unit where the studied population was the nursing
personnel only. Thus there should be the study about the perception of the population
of other multidisciplinary personnel as well and extend the studied area to cover the
whole hospital.

3. This study had focused only upon the perception about quality
management in the intensive care unit where the studied population was the nursing
personnel in university hospital only. Thus there should be the similar study in the

hospitals belong to other organizations as well e.g. Ministry of Public Health etc.
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