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Purpose: The purposes of this study were to identify the factors influencing service quality in nursing homes, and to develop
an evaluation instrument for service quality. Methods: A three-phase process was employed for the study. 1) The important
factors to evaluate the service quality in nursing homes were identified through a literature review, panel discussion and focus
group interview, 2) the evaluation instrument was developed, and 3) validity and reliability of the study instrument were tested
by factor analysis, Pearson correlation coefficient, Cronbach’s a and Cohen’s Kappa. Results: Factor analysis showed that
the factors influencing service quality in nursing homes were healthcare, diet/assistance, therapy, environment and staff. To
improve objectivity of the instrument, quantitative as well as qualitative evaluation approaches were adopted. The study in-
strument was developed with 30 items and showed acceptable construct validity. The criterion-related validity was a Pearson
correlation coefficient of .85 in 151 care facilities. The internal consistency was Cronbach’s a=.95 . Conclusion: The instru-
ment has acceptable validity and a high degree of reliability. Staff in nursing homes can continuously improve and manage
their services using the results of the evaluation instrument.
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Table 1. Different Perspectives of the Participants in Factors of Service Quality at Nursing Homes
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(N=40)

Groups of the participants

Factors of service quality in nursing homes

Nursing home experts (n=5)

Future nursing home residents (n=8)
Nursing home residents (n=9)
Families (n=9)

Staff (n=6)

Administrators (n=3)

Environment, health care, staffing
Health care, environment, cost
Health care, family relationship, cost
Comfort, health care, environment, cost, personal hygiene
Health care, safety, socialization
Environment, health care, quality of life

Table 2. General Characteristics of Nursing Homes (N=151)
Variables n % M SD Range
Number of beds 721 50.8 12-240
Years in operation 6.8 7.3 1-19
Location

Seoul and 67 44.4

metropolitan areas

Local areas 84 55.6
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Table 3. Factor Loadings on Items of the Instrument
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ltems Factor 1 loading

Factor 2 loading

Factor 3 loading Factor 4 loading Factor 5 loading

Health care 1 .956

Health care 2 .985

Health care 3 .948

Health care 4 .902

Health care 5 .803

Health care 6 .809

Health care 7 .768

Health care 8 747

Health care 9 534

Diet/Assistance 10 .538
Diet/Assistance 11 512
Diet/Assistance 12 616
Diet/Assistance 13 675
Therapy 14
Therapy 15
Therapy 16
Therapy 17
Environment 18
Environment 19
Environment 20
Environment 21
Environment 22
Environment 23
Environment 24
Environment 25
Staff 26

Staff 27

Staff 28

Staff 29

Staff 30

Eigen values
Variance explained

7.677 1.462
27.419 5.220

520
543
534
524
.539
548
497
542
.521
515
627
523
.888
562
.662
.528
476
1.256 4.596 1.991
4.484 16.415 7111
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Table 4. Scores on ltems of the Instrument (N=151)
Factors [tems M SD
Health Care 1. Weight loss 2.25 0.81
2. Urinary incontinence 2.09 0.78
3. Constipation 3.43 0.92
4. Skin condition (cuts, bruises, etc) 3.62 0.71
5. Pressure ulcer 3.87 1.25
6. Falls 2.56 1.35
7. Urinary tract infections 212 0.79
8. Medication 3.88 1.12
9. Treatment 3.32 1.52
Diet/assistance 10. Diet assistance 3.85 0.82
11. Intake 3.45 1.92
12. Grooming 413 1.89
13. Dressing 422 1.75
Therapy 14. Physical/occupational therapy 2.06 1.69
15. Recreation therapy 3.82 2.91
16. Indoor ambulation therapy 3.92 1.34
17. Outdoor activity therapy 2.01 117
Environment 18. Lighting-rooms 3.95 1.54
19. Lighting-hallways 4.04 1.12
20. Ventilation-rooms 3.31 1.76
21. Ventilation-hallways 3.41 1.53
22. Sanitation-rooms 4.02 0.96
23. Sanitation-hallways 411 1.21
24. Living things, plants, pets 3.49 1.52
25. Possession of individual furniture, products 3.24 1.20
Staff 26. Social worker 4.03 1.01
27. Nurses 3.04 2.09
28. Care Assistants 411 1.28
29. Frequency of visits by volunteers or family 3.25 1.89
30. Good relationship with staff 3.84 1.65
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