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Validity and Reliability of a Service Orientation Scale
for Health Care Organization

Lee, Myung Ha' - Park, Sook Kyoung' - Lee, Ok Joo

!College of Nursing, Chonbuk National University
2Department of Nursing, Kunjang University

Purpose: The purpose of this research was to develop and test the validity and reliability of the Service Orientation
Scale for Health Care Organization. Methods: The Service Orientation Scale for Health Care Organization, SERV*OR,
was developed through forward-backward translation methods. Internal consistency and reliability, construct and cri-
terion validity were calculated using SPSS Statistics WIN 17.0. Survey data were collected from 283 clinical nurses
in a general hospital in J province. Results: The Service Orientation Scale for Health Care Organization showed reliable
internal consistency with Cronbach's a's for the total scale ranging from .85~.91. Factor loading of the 30 items on
four sub-scales ranged from .67~.83. The sub scales were named service leadership, service system, customer focus,
and service control. ltem convergent and discriminant validity were also established for the Service Orientation Scale
for Health Care Organization. Criterion validity showed a significant correlation with customer orientation. Conclusion:
The findings of the study demonstrate that the Service Orientation Scale for Health Care Organization has satisfactory
construct and criterion validity, and reliability and can be used to measure service orientation.
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1) ABE AFHY SH=T

SERV*OR =7+ Lytle S{1]0] AH|2 FEL M| &3}
So) ek Fel2 Qol o] & Aul2ATA) S A
2 o 2 Aelate] et = 22 o] TS 95 ¢
S Mg AFsRet] Qopt A1l E 28, ©
T A 0] ETE AHIAAGAHESERVVOR) 2
5t 9ial F2 93¢l SERVFORE ARE-Har glct.
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|22t (service leadership)e #EAte] ZZATAAAF}
7L Sl A, Agle] o 3} @ A, Al o
gk B4l 5o W8-S v AHE 2t (servant leader-
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e A3019,201eF AMu|2=A3del digt =] MY A5
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Aol vlaE §-ol3HA| 17| $late] & AFolM= 53 g
E AxZ 7433

AE A A =7 Feo] A, &7 B3] oA 18
o] AHgAE o] 9ol & A9 A AR
U =219 Y 7k3AL 3T BEIESAL 3 A ofH]
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5. XtzE4

39 A= SPSS/WIN 17.0 57 2132 ALg-3}0]
Ao FAA QL BAY L Tt 2t
o ATt dubd 542 N, MEg P, BEH
A= A5
s =9 7o Woo = QIgh o], 234 Apoje} thE
A2 2A7} 0|2 7|3 7] 24 EAJe] pol7t =9
A =o} P ol GFE FA stotslr] $lsto] B,
FEAUAL 23} 2 FBATE SAst] B S A

o)

i

B8 Q5] 17“743; J3}o] Pearson's correlation coef-
ficientE AF=3} it
. 2ol WA QB AFES A4s

bach's a AlE ARE3)IT)

1. g extel £4

o gAte] Uuks E4elx] Ee o4do] 98.6% AL, AE
Aol A Bl &L 56.4%, 7]1E-L 43.6% (k. AHL 20~294]
7} 42.6%011 30~39417} 31.1%%31, 88L 434 vt =
ol 54.4%2 714 wgkar, ARt Eo] 34.8%, ek
E%0] 10.8%2] =ol3itt. A ¢l YU EAP} 82.4%F A

AklaL 27 Rk 24 o) d~5d wlnko] 35.8%% 71 B
ek, SERAE 2Jel7] 18.2%, WA Bl 47.9%, <17}
Al #Eo] 33.9%ArH(Table 1).
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Table 1. Characteristics of Participants (N=283)
Characteristics Categories n (%)
Gender Male 4(1.4)

Female 279 (98.6)
Marital status Single 159 (56.4)
Married 124 (43.6)
Age (year) 20~29 121 (42.6)
30~39 88 (31.3)
40~49 55 (19.4)
>50 19 (6.7)
Educational Three years college 98 (34.8)
background University 154 (54.4)
Graduate 31 (10.8)
Staff nurse 233 (82.4)
Position Charge nurse 35 (12.4)
Head nurse 15 (5.2)
Working period >2~<5 14 (7.2)
(year) >5~<10 136 (70.1)
>10~<15 38 (12.8)
>15~<20 23 (7.8)
>20 56 (18.9)
Working OPD 51 (18.2)
department Medical unit 136 (47.9)
Surgical unit 96 (33.9)

OPD=O0ut patient department.

(2) aMEA

EAHEA ol X A 3470 o] Q1A ol A AgkA] &
@317] {3l WrE 1] ARa3AE ohE Wl o3 A
= ARE 9u]sh= Kaiser-Meyer-Olkin (KMO) 2] 3+
AHE3 It KMO ko] .90 odold B3 Ajer} 443s]
2 Aor Wishket], & A7l KMOE 962.= et
v Q1A 3ol A3etoit. wgtk Bartletto] 7843474
(Bartlett's test of sphericity) 2%} pto] 058t 2 &3

Sl Wlsh 4% E3 2717} ohd e ofnlakzu, & el

T2 AT

366 Journal of Korean Academy of Nursing Administration

FAOR RS Aol Sl A
#5292 a

?l‘__

el

- (eigen Value) 1.0 o]A}
E%H?*E} 7 #3EE 99l
W 11H, 14, 19H £3}o] g 017
A%l 40 o]s} 2lol 7]ofshe w7k Ziﬁ}i Betstol A1
AFEF 308 %S 22F 2T 3holnt. 23 aQlE 2,
i719) 99lo] EEEI9 o0 489 BF Tfgko]
Qo 3083} BT QoA o] 40 o]A o] _T_V%—
F2 63.3%3cHTable 2).
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Table 2. Results of factor analysis of SOS-HCO

(N=283)

Factor FEigen  Experied Cronbach's
Factor Items . ;
loading value variance (%) «

1 Manager shows that care about service by giving of themselves 77 14.80 495 91
(Service Manager provides resources, not just "lip service" 74
leadership) ~ Manager regularly spends time "in the field" .70

Managers give personal input and leadership 68

Celebrates excellent service 03

Manager provides incentives and rewards for service quality 61

Training to improve attitudes toward customers 61

Personal skills training to enhances ability of service .60

Spend much time and effort in simulated training activities .50
2 Technology is used to develop higher levels of service quality 75 1.76 5.9 91
(Service Enhance through the use of technology 74
system) Go out of our way to prevent customer problems 68

Use technology to support the efforts of employee .66

Establish problem-solving groups to resolve service breakdowns 65

Prevent customer problems rather than reacting to problems .60

Have an excellent customer complaint handling system .59

Actively listen to our customers .52
3 More friendly and courteous than our competitors .80 1.20 4.1 91
(Customer Go out of their way to reduce inconveniences for customers 74
focus) Go the "extra mile" for customers 03

Use internal standards to pinpoint service failures .58

Believed that organization exists to serve the needs of customers .57

Understands service standards that have been instituted 53

Customers are viewed as opportunities to serve 51

A true commitment to service, not just lip service .50
4 Manager is constantly measuring service quality .68 1.02 3.8 91
(Service Manager constantly communicates the importance of service .66
quality Service performance measures are communicated openly .66
control) Follow-up service calls to confirm our services .59

Developed chain of objectives linking together every branch .54
Total 63.3 96

SOS-HCO=Service Orientation Scale for Health Care Organization.

2 AFelx 7 =70 Dl SRS 42 ERel & SHA] @ Q03] ARl Z7)EY 39 sEEtaL 2
e SAL JeAE A Hol okl A= 7ol A QUvH23] 3 4ollx] 2 £33 3ol &gt 8]l oigh 4
Al vlEg 20l & A4 NFe AlFE v|aslitiTable  #3AIE 25 40 oo Fako] el o] Ax AF
3). 2 A7} 7} 518 A= ko] Al E 09~ 772 SRR £ (scaling success rate)-2 100G F35)o] FHeld = =
9] Cronbach's a Alg=21 85~ 91 HL} A el o] 71¢] 3} gk BE o] zPrlo] &35F Q 917t A o] AHAilo]
T AE BT i3 S48 SAgtta & 5 gloH22] &olA] 932 Q13 Al e =7 Vel SdErg

T FFELS 100%c}

(3) =& o 2 e E

THEE RS WHETEE AR S8 oA vhed 3, E7EIEE
HEYA BAS AAISHtHTable 4). w3] FHENS =+
7} 5ol &3k sh- Q19 3 1he] A ATt # A 40 ST thel SARREE A7g3}7] Slte] Au| 2R3k
ol W FHEIT =T FHEG L & 4 AL, EF wE 3 AR A o] A E A% A =04 (p<
Bl =E 2t F80] &3 9j1¥e] AT 1 F8el & 00D 2 Fo AAAAIE B Yol Mu|2xgkA] 471291 =5
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Table 3. Inter-Subscale Correlations and Reliability Coefficients of Each Subscale (N=283)
Variables SL SS QI3 SQC
Service leadership 91*
Service system 69 91
Customer focus 74 77 91%
Service quality control 72 75 .73 85*

*Cronbach's a

Table 4. Multitrait/Muti-item Matrix (Correlation Matrix Corrected for Overlap) for tem Convergent and Item Discriminant (N=283)

Item No, Service leadership Service system Customer focus Service quality control
28 776 536 595 624
29 811 552 602 540
26 782 465 487 537
30 811 .596 661 637
33 784 524 612 530
31 748 442 455 393
35 794 604 656 614
34 750 573 .539 .566
32 .700 519 .597 569
3 517 804 571 537
1 461 781 553 552
2 568 813 637 644
7 580 747 589 521
6 541 731 542 .590
5 521 779 577 584
4 .528 799 619 534
8 557 763 667 685
15 .504 530 776 462
16 .589 636 828 611
13 572 605 673 623
17 571 601 764 513
22 575 585 787 639
21 661 614 796 581
20 .600 634 825 657
18 655 .690 819 646
27 645 .569 552 809
25 553 561 612 805
24 535 568 522 799
9 514 659 .589 782
23 593 609 631 760
IR o AAAAS JER YT 72 Qo1 Ak Table 5. Correlations between SOS-HCO and Customer
Orientation (N=283)
Al Aa= Table 59 2t}
Customer Orientation
Scales
r(p)
E gl Service Orientation 64 (< .001)
Service leadership .54 (<.001)
P =gdeoe P = Service system 56 (<.001)
AHIZARY SAETE 24 ] AHlZ Sl 0fS 3 Customer focus 63 (<.001)
oA X']E]"S]'ﬂ 23t 22 9] GF-S A A Yol o2 ol Service quality control .59 (<.001)
25 =RE S5 =T 2A Lytle S{1]o] 7§48l SERV* SOS-HCO=Service Orientation Scale for Health Care Organization,
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