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# # 4577574236: MARJOR NURSING ADMINISTRATION

Prior research studies had mainly investigated the variables that related to service
quality in accredited hospitals. The study of the variables effect on service quality and the
causal relationship among the variables had been scanty. Therefore, this study aimed to
examine the causal relationship model of service quality. The sample of this study was
composed of 392 professional nurses. The research instrument was a set of questionnaires,
consistead of service quality, leadership commitment, focus on customer satisfaction,
employee involvement, continuous p:ocess improvement, and performance measure. The
Cronbach Alpha Coefficient were .93, .84, .86, .85, .86 and .85 respectively. Path analysis
was used for testing statistically model and qualifying the causal relationship. The final model
fitted the data.

The results of this research study indicated that leadership commitment was direct
and indirect effects on service quality. Indirectly, it effected service quality, passing by focus
on customer satisfaction, employee involvement, and performance measure. Focus on
customer satisfaction was direct and indirect effects or service quality. Indirectly, it effected
service quality, passing by continuous process improvement. Employee involvement was
direct and indirect effects on service quality. Incirectly, it effected service quality, passing by
continuous process improvement and focus on customer satisfaction. Continuous process
improvement was only direct effect on service quality. Performance measure was only indirect
effect on service quality, passing by conrtinuous process improvement and employee
involvement. This research study indicated that the variables in this model accounted for 46%

of the variance.



