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Abstract
PurposeThis study examined the effect of work environment and job satisfaction on service quality among staff caring for the elderly.

MethodsA convenient sample was 192 staff members from 95 elderly facilities. Data collection occurred from June to July, 2011 using a self-administered questionnaire. Data was analyzed using SPSS/WIN 18.0.

ResultsAmong the subscales of Work Environment Scale, the self-realization score was the highest followed by workload, nervousness, and conflict. The mean score of job satisfaction was 71.43. Reliability was the highest followed by assurance, empathy, responsiveness, and tangibles. Predictive factors of service quality included self-realization work environment and job satisfaction.

ConclusionExploration of strategies to improve the recognition of self-realization work environment and job satisfaction will be necessary in order to increase of service quality among staffs in elderly facility.
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[image: Table  ]Table 1

Characteristics of the Participants (N=192)†Physical therapist (15), occupational therapist (6), nurse aid (16); ‡ It is the Work experience since August 2007; §Busan (1), Incheon (6), Daejeon (1), Chuncheongnam-do (11), Gyeongsangnam-do (11).
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Summary of Descriptive for the Study Variables (N=192)†M±SD is (summation of items); ‡M±SD is (summation of items / numbers of items).
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The Work Environment, Job Satisfaction and Service Quality according to General Characteristics of the Participants (N=192)
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Impact Factors on Service Quality (N=192)
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