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Abstract The purpose of this study was to define the quality of nursing services in relation to a nurse's psychosocial
factors (type A behavior pattern, self-esteem, locus of control, and anxiety), job stress, and fatigue. This study targeted
503 nurses currently working at one of six general hospitals in Daejeon city, the data were collected by a
self-administered questionnaire, which was surveyed from April 1 to June 30, 2014. According to multivariate logistic
regression analysis, the high self-esteem, locus of control, and strong support by supervisor and co-workers decrease
the risk of a low career quality. In contrast, high situational fatigue and overall fatigue increase the risk of a low
career quality. According to the results of hierarchical multiple regression analysis, the quality of nursing services
increased with age, the subjective health condition was satisfying, aptitude corresponded to the jobs, self-esteem was
high, anxiety was low, support by co-workers was strong, and the overall fatigue was low. Above results suggest that
the quality of nursing services of nurses who work at a general hospital has a strong correlation with the psychosocial
factors, job stress, and fatigue.
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Table 1. Mean score of quality of nursing services
(SERVQUAL) according to sociodemographic
characteristics and health related behavior factors

ol
on

SERVQUAL
Variables N%) ——— FE{t) p-value
Mean+SD
Age(years) 31.420  0.000
=24 69(13.7) 71.02+9.12
25-29 133(26.4) 73.15+9.16
30-34 134(26.6) 76.67+9.43
35=< 167(33.2) 81.92+7.46
Marital status 50.967  0.000
Married 238(47.3) 80.0149.68
Unmarried 265(52.7) 73.75+£9.93
BMI(kg/m’) 273 0.043
<18.5 97(19.3) 74.31+9.70
18.5-22.9 344(68.4) 77.10£9.23
23.0-24.9 40(8.0) 79.22+8.53
>25.0 22(4.4) 76.63+9.26
Egg;“;v;us 6613 0.001
Healthy 85(169)  79.7749.99
Fair 341(67.8) 76.56+8.19
Unhealthy 77(153)  74.0049.34
Alcohol drinking 0.592 0442
Yes 393(78.1)  76.5249.04
No 110(21.9) 77.38+9.18
Regular exercise 1.705  0.192
Yes 141(28.0) 77.67+9.06
No 362(72.0) 76.33£9.97
Coffee drinking 1.120  0.290
Yes 430(85.5) 76.91+9.17
No 73(14.5) 75.53+9.97
Good 178(35.4) 76.62+9.12
Poor 325(64.6) 76.76+9.40
Leisure time 0.110  0.740
With 209(41.6) 76.89+9.46
Without 294(58.4) 76.58+9.19
Total 503(100.0) 76.71+£9.29
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Table 2. Mean score of quality of nursing services
(SERVQUAL) according to job related factors

SERVQUAL
Variables N(%) —— X F@) p-value
Mean+SD
Job position 27.348  0.000
Staff 410(81.5) 75.37+9.96
Charge 58(11.5) 79.75+9.13
Head 35(7.0) 87.37+8.82
Job career(year) 26.687  0.000
<1 57(11.3) 71.78+9.79
2-3 89(17.7) 72.28+9.23
4-9 172(34.2) 75.624+9.34
10=< 185(36.8) 81.37+8.58
Work station 1416 0.235
Ward 191(38.0) 76.01+9.62
Others 312(62.0) 77.1449.08
Shift work 8.370 0.004
With 327(65.0) 75.7449.35
Without 176(35.0) 78.51+9.97
z?y;‘::‘kl burden 1648 0.200
Adequate 192(38.2) 77.46+9.66
Hard 311(61.8) 76.25+9.05
Sense of
satisfaction in 21.485  0.000
work
Satisfaction 284(56.5) 78.54+9.27
Dissatisfaction ~ 219(43.5) 74.33£9.85
Fit to the job 39.781  0.000
Fit 375(74.6) 78.34+9.73
Unfit 128(25.4) 71.9349.44
Consider 19052 0.000
quitting the job
With 277(55.1) 74.93+9.79
Without 226(44.9) 78.89+9.50
Total 503(100.0) 76.71£9.29

obs7] fldl SHEWad AY A5HY, AETy 4
BANEY AFe 429 (quartile)E 7102 QI
(52 1), QIHFT ), Bi(ES ) 2 WS-
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A QI (40~497) B Eh(50% ol o' e
[e)

W, FEWSQ AsAuse] A A 429le
(quartile)s 7]Fo= 3 WAl 7HE w2 JHQh)E
3 o=, YA Al FeHQ2,

Q3, W& FrEAN| 20 o] &2 7 o7 PG}l
[

ol BEAAE ST EA S AASHA T Table 3].

Table 3. Odds ratios and 95% confidence intervals for
quality of nursing services(SERVQUAL) and
psychosocial factors

Crude Adjusted”
Variables
ORs (95% CI) ORs (95% CI)

Type A behavior
pattern
Low(Ql) 1.000 1.000
Middle(Q2) 1006 (0.545-1.858)  1.013 (0.488-2.100)
High(Q3) 0914 (0.498-1.675) 0763 (0.364-1.602)
Very high(Q4)  0.849  (0.460-1.566)  0.766 (0.363-1.613)
Self-esteem
Low(Ql) 1.000 1.000
Middle(Q2) 0.730  (0.371-1.438)  0.687 (0.387-1.222)
High(Q3) 0597 (0.347-1.027) 0454 (0.454-1.696)
Very high(Q4) 0264 (0.125-0.557) 0217 (0.113-0.416)
Locus of
control
Low(Ql1) 1.000 1.000
Middle(Q2) 1.148  (0.591-2.230) 0.970 (0.441-2.134)
High(Q3) 1105 (0.576-2.120)  0.938 (0.432-2.034)
Very high(Q4)  0.937 (0.490-1.790)  0.920 (0.425-1.991)
Anxiety(SAS)
Normal group
(<39) 1.000 1.000
Borderline growp g0y (04532.126)  0.955 (0.388-2.350)
(40~49)
Anxiety group
(50) 2596 (1.253-5.381) 1712 (0.707-4.142)

* Adjusted for age, marital status, BMI, subjective health status, job
position, job career, shift work, sense of satisfaction in work, fit
to the job, consider quitting the job, job demand, decision
latitude, supervisor support, coworker support, global fatigue,
situational fatigue.
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Table 4. Odds ratios and 95% confidence intervals for
quality of nursing services(SERVQUAL) and

job stress factors
Variables Crude Adjusted”
ORs  (95% CI) ORs  (95% CI)
Total score of job
stress
Low(Ql1) 1.000 1.000
Middle(Q2) 0.808  (0.439-1.489) 0.602 (0.292-1.238)
High(Q3) 0787 (0.433-1430)  0.633 (0.311-1.288)
Very high(Q4) 0773  (0.422-1.415) 0549 (0.268-1.128)
Job demand
Low(Ql) 1.000 1.000
Middle(Q2) 1.763  (0.721-4.310) 1.322  (0.626-2.832)
High(Q3) 1.838  (0.847-3.991) 1.598  (0.845-3.020)
Very high(Q4) 2273 (1.192-4.336) 2.166 (0.988-4.749)
Decision latitude
Low(Ql) 1.000 1.000
Middle(Q2) 0.798  (0.415-1.533) 0.629 (0.363-1.091)
High(Q3) 0.489  (0.290-0.823) 0.607 (0.327-1.129)
Very high(Q4) 0.278  (0.131-0.587) 0.343  (0.138-0.852)
Supervisor support
Low(Ql) 1.000 1.000
Middle(Q2) 0.628  (0.334-1.181) 0.794  (0.371-1.696)
High(Q3) 0486 (0.232-1.020)  0.793 (0.326-1.933)
Very high(Q4) 0.327  (0.168-0.638) 0.429  (0.190-0.966)
Co-worker support
Low(Ql) 1.000 1.000
Middle(Q2) 0432 (0.220-0.849) 0.584 (0.336-1.015)
High(Q3) 0239 (0.114-0.503)  0.309 (0.169-0.564)
Very high(Q4)  0.121  (0.050-0.294)  0.163 (0.080-0.333)

* Adjusted for age, marital status, BMI, subjective health status, job
position, job career, shift work, sense of satisfaction in work, fit
to the job, consider quitting the job, self-esteem, anxiety, global
fatigue, situational fatigue.
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Table 5. Odds ratios and 95% confidence intervals for
quality of nursing services(SERVQUAL) and
fatigue symptom factors

Variables Crude Adjusted”
ORs (95% CI) ORs (95% CI)

Total score of

fatigue symptoms

Low(Q1) 1.000 1.000

Middle(Q2) 1.162  (0.654-2.064) 1.331  (0.722-2.932)
High(Q3) 1.615 (0.754-4.512) 1.358  (0.655-3.882)
Very high(Q4) 2.817 (1.896-4.901) 1.542 (0.745-4.020)
Global fatigue

Low(Q1) 1.000 1.000

Middle(Q2) 1.041  (0.574-1.887) 0.799  (0.384-1.662)
High(Q3) 2.024  (1.570-4.839) 1.423  (0.685-2.956)
Very high(Q4)  3.145 (1.643-5.972)  2.012 (1.641-4.227)
Daily
dysfunctioning

Low(Q1) 1.000 1.000

Middle(Q2) 1.110  (0.570-2.160) 1.095 (0.635-1.889)
High(Q3) 1.969  (0.964-4.022) 1.098  (0.617-1.957)
Very high(Q4) 1.267  (0.753-2.130) 1.069 (0.562-2.031)
Situational fatigue

Low(QlI) 1.000 1.000

Middle(Q2) 1.137  (0.653-1.982) 1.215  (0.622-2.374)
High(Q3) 1.337  (0.605-2.956) 1.311  (0.699-2.458)
Very high(Q4) 2.985 (1.842-6.654) 2.474 (1.948-6.097)

* Adjusted for age, marital status, BMI, subjective health status, job
position, job career, shift work, sense of satisfaction in work, fit
to the job, consider quitting the job, self-esteem, anxiety, job
demand, decision latitude, supervisor support, coworker support.
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Table 6. Hierarchial multiple regression of selected variables on quality of nursing services(SERVQUAL)

. Model 1 Model I Model MM Model IV Model V Model VI
Variables
B t B t B t B t B t B t
Age(year) 0.56 7.69%** 045 3.65%% 047 3.70%* 048 3.89%* 051 424** 050 421%*
Marital status 142 138 101 099 092 080 116 116 145 148 137 14l
(unmarried/married)
BMI(kg/m’) 001 -0.09  -004 -0.21 002  -0.10 051 027 003  0.19 001  0.10
Subjective health status 342 299% 207 -175 205 172 091 077  -0.65 057  -086 -0.76
(healthy/unhealthy)
Job position
(staff/head. charge) 179 142 1.60  1.26 1.19 096 143 1.19 138 115
Job career(year) 0.06 047 0.07  0.60 002 017 005 041 0.05 046
Work station 051 057 073 080 086 099 098 116 104 123
(ward/others)
Shift work(with/without) 2127 4127 -125 -125  -090 092  -0.19 -020  -021 -022
Physical burden of work 136 145 130 1.36 LI5S 122 113 122 071 077
(adequate/hard)
Sense of satisfaction in work 2136 -135  -146 -143  -121 122 038 -039  -052 -0.54
(satisfaction/dissatisfaction)
Fit to the job(fit/unfit) 3.82 347*x 361 -326%% 243 222% 211 -198*  -1.66 -145
Consider quitting the job 132 153 148 170 117 138 08 099 105 129
(with/without)
Alcohol drinking(yes/no) 171 1.64 150 148 146 149 145 149
Regular exercise(yes/no) -0.18  -0.18 024 -0.25 0.12 0.12 0.25 0.26
Coffee drinking(yes/no) 040 034 016 014 002 002  -001 -0.01
Subjective slecp 056 062 096 109 118 137 143 167
evaluation(good/poor)
Leisure(with/without) 0.09 -0.10 013 0.5 053 0.6l 065 074
Type A behavior pattern 0.13 1.36 0.01 0.16 0.01 0.18
Self-esteem 0.98 481" 092 4.63% 086 4.32%*
Locus of control 0.14 10.96 0.07 0.47 0.09 0.60
Anxiety(SAS) 0.14 -231* 014 -241* 015 -2.53*
Job demand 035 -1.69  -033 -1.64
Decision latitude -0.02 -0.16 -0.02  -0.01
Supervisor support 0.29 1.66 0.24 1.37
Co-worker support 0.70  3.28%* 0.71  3.32%*
Global fatigue -0.16  2.43*
Daily dysfunctioning -0.13 1.20
Situational fatigue -0.15 1.53
Constant 58.65 61.98 58.99 49.78 46.84 44.94
F 31.938%* 13.944%% 10.038%* 10.610%* 10.587%** 10.182%*
Adjusted R? 0.204 0.255 0.260 0.317 0.357 0.376
R? change 0.204 0.050 0.006 0.056 0.040 0.019
*: p<0.05, **: p<0.01
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