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Abstract

Introduction: Job satisfaction is a crucial factor that affects the productivity of human resources. While the
health service organizations have the primary goal of providing the best quality health services for patients.
Therefore, it is important to review the published articles about the effect of job satisfaction on health service
organizations to understand how job satisfaction determines the quality of health services.

Method: This study is a literature review. Articles were collected from Proquest, Google Scholar, PUBMED,
Emarldsight, and Science Direct and other relevant journal portals. Inclusion criteria in the selection of
articles are 1) articles written in English or Indonesian, 2) articles are the research or systematic review
relevant to the keywords, 3) articles were published in the year 2000 to 2019.

Result: Of the 16 articles reviewed, 15 studies prove that job satisfaction has a significant effect on patient
satisfaction, performance, patient safety, quality of service, and the motivation to quit the job. On the other
hand, one study shows that job satisfaction is not significantly related to patient satisfaction.

Conclusion: Employee job satisfaction is an important variable that must be considered by health service
organizations to achieve competitive & high-quality performance in providing health services for the
patients.

Keywords: Job satisfaction, Health services, Quality.

Introduction

Job satisfaction is defined as the degree to which
people like or dislike their work(1). It is a crucial factor
that affects the productivity of human resources. In any
organization, human resources are considered as one of
the most important assets that serve as an engine within
the organization to provide a sustainable source of
energy and service delivery®). There are several things
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related to the importance of job satisfaction. First, that
all people deserve to be treated fairly and with respect.
Satisfaction is a reflection of good treatment, so it is
considered as an indicator of emotional well-being or
physiological health. Second, that job satisfaction can
cause employee behavior that affects organizational
functions. Furthermore, job satisfaction can be an
indicator of the functioning of the organization®

The goal of a health service organization is to
Providing a high quality of health services is required a
committed and high-quality workforce. The presence of
highly qualified and motivated staff is a key aspect of the
healthsystemperformance. Manyorganizationsrecognize
the importance of a potential relationship between job
satisfaction and several expected organizational outputs,
such as performance, absenteeism, staff turnover, and
employee productivity ©).
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The quality of health services is associated with
satisfaction, loyalty, and productivity and the profitability
of the patients®. The quality and continuity of the
relationship between the patient and the doctor affect the
quality of the medical services provided. The quality of
interaction between doctor and patient depends on the
attitude and personality of the doctor towards empathy,
compassion and honesty and technical expertise to gain
the patients’ trust(?),

It is important for health service organizations to
understand the relationship between job satisfaction
and customer satisfaction and the overall customer
experience®. Therefore, this literature review’s aim is

to collect and analyze research articles about job
satisfaction in health service organization employees
to understand how job satisfaction can affect quality of
health services. This analysis is done by compressing,
collecting, and focusing on the impact of job satisfaction
on the quality of health services, both directly and
indirectly.

Method

Literature review were based on the Prisma method
which consists of 5 stages. The first stage was the
identification of articles based on inclusion and exclusion
criteria. The inclusion criteria for selected articles were
2000 — 2019 publication time, focus on the effect or
impact of job satisfaction. The exclusion categories are
articles related to the keywords but not studying the case
on health workers or health service organizations.

Asforthesearch of secondary data, initial exploration
was obtained in five publishers; Emeraldinsight,
Proquest, Pubmed, Google Scholar, and Science Direct.
The second stage was the screening by using specific
keywords; job satisfaction, healthcare, and service
quality. The total of literature found based on those
keywords was 879 articles. Furthermore, the data was
extracted using inclusion criteria, and 187 articles were
obtained. Meanwhile, 102 articles were eliminated since
they did not comply with the inclusion criteria.

The third stage was accessibility, of 60 articles that
have been extracted (and 35 articles are eliminated),
25 articles were selected based on the titles and
abstracts. These 25 articles were then extracted again by
considering the inclusion category until 16 articles were
determined to be reviewed. This is the included stage.
Those 16 articles were then selected for further study.
These are the articles:
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Healthcare workers’
satisfaction-where is the linkage? by Janicijevic 1
Et al. The Result is the effect of health care worker
satisfaction on patient satisfaction has a relatively

satisfaction and patient

low level of significance®.

Interrelating employee satisfaction and customer
satisfaction in the healthcare Industry Interrelating
Employee Satisfaction & Customer Satisfaction in
Healthcare Industry by Anand Shobhit Et al. The
result is a high correlation between employees and
customer satisfaction!?)

Effect of Job Satisfaction on the Turnover Intention
of Employees in Indonesia by Pawesti Ristia.
The result is job satisfaction has a significant and
negative effect on the turnover intentions of the
employee (1D

Job satisfaction and organizational commitment for
nurses by Al-Aameri Ahmed S. The result is a strong
and positive correlation between job satisfaction
and organizational commitment. (12)

Congruent Satisfaction: Is There Geographic
Correlation Between Patient and Physician
Satisfaction by Jennifer DeVoe et al. The result is
the job satisfaction of doctors is strongly correlated

with patient health satisfaction ('3

The effects of health worker motivation and job
satisfaction on turnover intention in Ghana: a cross-
sectional study by Marc Bonenberger et al. The
result is job satisfaction is significantly correlated to
the motivation of the employee to quit the job (!4

Is the job satisfaction of primary care team members
associated with patient satisfaction? By Joachim
Szecsenyi et al. The result is patient satisfaction is
positively correlated with general job satisfaction
from non-physicians but no significant correlation
was found for doctors’ job satisfaction and patients’
satisfaction. (19

Impact of Job Satisfaction on Quality of Care Among
Nurses on the Public Hospital of Lahore, Pakistan
by Asima farman et al. The result is job satisfaction
of the nurses and the quality of healthcare services
are positively correlated!®)

Relationship Between Job Satisfaction Among
Frontline Staff And Patient Satisfaction: Evidence
From Community Health Centers In South Carolina
by Ashley Lynn Barnes. The result is there is no
significant relationship between patient satisfaction
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and the job satisfaction of the Front Line Service
(FLS) staff.(1")

10. Job Satisfaction of Nursing Staff and Patients’
Perception of Quality care in a Tertiary Teaching
Hospital, Odisha by Dharitri Swain. The result
is patients’ perceptions about the overall quality
of healthcare are positively related to the job
satisfaction of the nursing staff.(!8)

11. A study of the relationship between job satisfaction,
organizational commitment and turnover intention
among hospital employees by Ali Mohammad
Mosadeghrad et al. The result is employee job
satisfaction and organizational commitment are
closely interrelated and correlated with turnover
intention.(!”)

12. The Relationship Between Nurse Job Satisfaction
and Patient Safety by Sherrie B. Lee. The result is a
strong and positive correlation was found between
nurse job satisfaction and patient safety.??)

13. Is the Professional Satisfaction of General Internists
Associated with Patient Satisfaction? By Jennifer S
Haasetal. Theresultis doctors whose job satisfaction
levels are higher can support the satisfaction of the
patients compared to patients of doctors whose job
satisfaction levels are lower.?!-

14. The relation between job satisfaction and job
performance in healthcare services by Ch. Platis et
al. The result is a strong correlation between nurse
job satisfaction with job performance.??

15. The relationship between nurses’ job satisfaction
and inpatient satisfaction: An exploratory study in
a Taiwan teaching hospital by Tzeng Huey Ming
et al. The result is the job satisfaction of nurses is
significantly correlated with the satisfaction of the
inpatients(23)

16. An investigation of job satisfaction, organizational
commitment and role conflict and ambiguity in a
sample of Chinese undergraduate nursing students
by Wu, L et al. The result is a positive relationship
between job satisfaction and organizational
commitment, and a negative relationship between
job satisfaction and role conflict and ambiguity.(24)

Results

Seven of the 16 articles investigated the effect
or relationship between job satisfaction and patient
satisfaction in health care organizations. In general, it
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has been proven that job satisfaction had a significant
effect on job satisfaction with a correlation coefficient
of 0.882(10) 0.62813) 0.732D, 0.765@3). However, three
of the seven articles stated an insignificant relationship
between job satisfaction and patient satisfaction!”) and
also had a low level of significance®(!%).

In addition, three of the 16 articles examined the
relationship between job satisfaction and employee
commitment to the organization! 21?24 _Job satisfaction
and organizational commitment were found to have a
positive correlation. Correlation coefficients of 0.59(12),
0.637"9, and 0.464?% showed a significant relationship
between these 2 variables.

Three of the 16 articles examined the relationship
between job satisfaction and the motivation to quit the
job(IDIHAI) - Job satisfaction and the motivation to quit
the job were found to have a negative correlation, with
high levels of coefficient of -0,832(!) and 0.561%. On
the other hand, a negative correlation was also found
with a low correlation coefficient of 0.45219),

Furthermore, two of the 16 articles investigated the
relationship between job satisfaction and health service
quality('®19) A positive and significant correlation was
found, with a correlation coefficient of 0.61209 and
0.46(18),

Finally, one study proved a positive and strong
correlation between job satisfaction and patient safety
with the correlation coefficient of 0.871(20). However,
one other study proved a positive and significant
correlation between job satisfaction with the productivity
and performance of the employee, with a correlation
coefficient of 0.76%).

Discussion

The findings of this literature review emphasized
that job satisfaction of the employees in health service
organizations is indeed strongly related to patient
satisfaction. The job satisfaction of nurses is significantly
and positively correlated with the inpatient satisfaction
with pain management, this is related to four indicators of
satisfaction with hospitalization, namely the explanation
of care, treatment method, pain management, and
direction on how to continue the self-care at home and
follow-up care(®.

One of the most influential aspects of patient
satisfaction is the job satisfaction of the employee
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with the time available to complete their works which
affect the duration the patients spend with the doctor.
It was explained that more satisfied doctors might be
better able to answer patients’ questions and problems.
Doctors who are more satisfied with their professional
lives can communicate better or empathize more with
their patients!,

The most important job satisfaction factors affecting
service quality are workload, staff scheduling, and
work pressure. Work pressure is the factor that most
determines the level of job satisfaction of nurses and
the provision of quality care!!®. Desired outcomes also
include attention to aspects of personal care, such as
complaints and patient expectations, the patient’s desire
to be respected, and patient participation in decision
making®®.

Job satisfaction also affects employee commitment
to the organization that is characterized by three factors,
including 1) acceptance of organizational values, 2)
willingness to work hard on behalf of the organization,
and 3) motivation to remain an employee of the
organization(12). The results of this study are consistent
with other studies'”, but in this study, organizational
commitment is seen from 3 aspects; affective,
sustainability, and normative commitment. Affective
commitment is defined as a psychological bond with
the organization, ongoing commitment as a cost
associated with leaving the organization, and normative
commitment as a perceived obligation to remain with
the organization!”). The organization will be strong
if its staff shows commitment and dedication to the
organization and acts for the benefit of the organization.
When employees fail to carry out the tasks assigned
voluntarily, the quality of the services provided by the
organization will be under the expectation®.

Job satisfaction has also been proven to have a
significant effect on the motivation to quit the job(!!)
(909 The factors that most influence the employees’
motivation to quit the job are low organizational
commitment (especially affective commitment),
lack of job satisfaction and dimensions (especially
organizational policy), lack of job security and
management, and supervision!).

Patient safety in this study was defined as a
condition where patients were not disadvantaged by
limited nursing resources, ineffective communication, or
lack of administrative support. The elements of patient
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safety reviewed are the area or work unit, supervision,
communication, frequency of adverse events reporting
and facilities?.

Conclusion

In the service sector, especially in the health service
organization, the service quality is strongly affected
by the employees’ behavior in serving the patients and
deals directly with customers. Job satisfaction has a
significant effect on the service quality of health service
organizations, both directly and indirectly. The direct
effect is related to customer satisfaction, patient safety,
performance, and customer perceptions of the quality of
service delivery. In addition, the indirect effect occurs
in the association with organizational commitment,
productivity, and the motivation to quit the job.
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