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Abstract

This independent study is an application of small group activity concept to improve
service quality at Saraphi hospital. This study is focusing on improvement technique in the
government hospital that has been conducted through small group activities in some units in the
Saraphi hospital. The hospital leader wants to improve the working quality in order to increase
customer satisfaction. This study started from investigating management structure related to
quality. This structure has been created to match the central management format requirement.
This organization is in process of HA (Hospital accreditation) which this certification will make
this hospital to be accepted by government and Saraphi people to ensure that there is no risk
associated with treatments from doctors or nurses in this hospital.

The research method is started from study and analysis of the management structure and
quality development system of hospital which found that can be applied the SGA technique into
the hospital organization because some members in the organization are not in the CQI

(Continuous quality improvement) group as normal system. This strategy can invite some



members that do not have an opportunity to participate the CQI group as normal process became
the energy group which cover all development area in the hospital. They formed the SGA team
within three units, total of 6 groups. The researcher provided the groups with the training of
knowledge about SGA processes, 7 tools of quality, brain storming techniques, SW1H techniques
etc. Each group will set their functions, consisting of leader, secretary, member by themselves,
delegation, and team will meet, collect data, and select the priority of quality issues they want to
improve according to Dr. Demming concept of PDCA. All members can learn, participate and use
the tools of quality for his/her activities. The result of each group is presented to the hospital
management.

The result of this research can be seen in the two aspects, positive and negative results.
This research presented the analysis of activities results to the leader of the hospital for
improvement in order to generate the new idea by combining between the existing system and
SGA techniques that was running according to continuous quality improvement concept, CQI.
The model helps people gain more understanding and drives them to service quality improvement
activities for both internal and external clients via SGA groups in the organization which covered
all area in the hospital. The activity topics or projects came from the main policy, ideas of
members of each group, suggestion from clients etc. This strategy leads to development of people
in the organization through one by one lesson from each group and lead to continuous
improvement on the health care services. The important of this technique are that both
management and operation must cooperate and be united like family. They need to adjust an
attitude and change the culture laid by leader. This research had resulted in specific model of
“SGA model” for the Saraphi hospital as vehicle for continuous improvement. This model has

been applied successfully.



