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Abstract. The problem that underlies this research is the infections that occur in inpatient installations for the period 2020 - 2021
which illustrates the problem of the quality of nurse services in inpatient installations. The purpose of this study was to prove the
influence of attitudes and work environment on service quality with work motivation as an intervening variable. This type of research
is included in quantitative research with a causality approach. The population is 148 nurses who work in inpatient installations, and the
sample calculation uses the Slovin formula with an error rate of 5%, so that 110 samples are obtained as respondents using simple
random sampling technique. The results of the analysis prove that attitudes and work environment partially and simultaneously have a
positive and significant effect on service quality and work motivation, work motivation has a positive and significant effect on service
quality and provides positive intervention on the relationship between attitude and work environment on service quality, so that with
motivation work, attitude and work environment can improve service quality higher than without work motivation.
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I. INTRODUCTION

The realization of skilled and superior human
resources is an illustration of individual performance [1].
Performance is the work of individuals who can meet the
quality and quantity based on organizational demands [2], and
one form of performance is service quality, which is how far
the difference is between reality and customer expectations
for the service they get [3], which can be realized through
aspects of physical form, reliability, speed, assurance and
empathy [4]. Various factors that can affect the quality of
service as a form of performance is the attitude in looking at
his work [5]. Attitude is an individual reaction resulting from
an evaluation of objects or events that are pleasant or not, and
work attitude refers to an individual's readiness to act [6],
Attitudes are born from consistent evaluations, feelings and
tendencies for an individual's likes or dislikes for an object
which can be measured through cognitive, affective and
conative aspects [7]. A professional attitude in nursing care is
caring which is an ability to be dedicated to others, vigilant
supervision, showing concern, feelings of empathy for others
and feelings of love or affection which is the will of nursing
[8], and individuals who have a professional attitude in
viewing their work, will try to take over all the work that is
their responsibility to the organization [9].

As a support for quality services, a conducive work
environment is needed so that services can be delivered in an
excellent manner to patients [10]. The work environment is a
variety of forces that have the potential to affect individual
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and organizational performance [6], The work environment
greatly influences individual work results because it is a drive
that will shape individual dedication to involvement in the
work for which they are responsible, which consists of a
physical work environment as a supporting facility to be
delivered to customers, as well as a non-physical work
environment in the form of solid support and cooperation. and
smooth communication [11], and work environment greatly
affect the achievement of individual work results in the
organization [12]. The work environment is related to various
aspects, both the physical environment, the relationship
between co-workers, work systems and management which
carry out their functions to manage all the organizational
resources they have [13]. A comfortable work environment
will affect the concentration of employees at work, as well as
the level of employee productivity in helping the organization
achieve its goals [14].

Every member of the organization's behavior is
certainly motivated by a motivation, both from within himself
and from his work environment [15]. Work motivation is an
impulse that occurs within the individual resulting in an action
[16], work motivation is given by the organization to its
members with the aim of forming a common perception that
members must work optimally to help the organization
achieve its goals [17], and work motivation can present, direct
and maintain individual behavior related to the work
environment [18]. Work motivation becomes a driving force
for individuals in their involvement in supporting the
organization [19], The two factors put forward by Federick
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Irving Herzberg are intrinsic factors in the form of
responsibility, progress, the work itself, achievement and
recognition, as well as extrinsic factors related to company
policies, working conditions, compensation, interpersonal
relationships and quality of supervision will explain the
direction in which individuals react. in carrying out its
function. The importance of motivation is the direction that
determines the ability of nurses to implement quality services
[20], and with the existence of a form of work motivation in
the form of individual leadership attention, it makes nurses
more enthusiastic in realizing quality services in nursing care
[21]. The foundation that causes the importance of conducting
this research is the problem of infections which are
unexpected events in inpatient installations for patients at a
Type B Private Hospital in East Jakarta. The following data
can be it appears that there are problems regarding the quality
of nurse services in inpatient installations. It can be seen that
the most cases are in cases of phlebitis which is a problem of
inflammation of the blood vessels which can cause fever or
discharge of pus due to infection, where this relates to the
reliability and guarantee of service, which services should be
carried out properly and correctly as promised and focused on
patient safety in nursing care. Service should be carried out
properly as a form of nurse performance that is able to deliver
safe services for patients and support the organization in
achieving its goals, as well as answering patient expectations
for quality service. [22; 23; 24; 25]. Referring to these
problems, it can be seen that in 2021 the types of infections
occurred in inpatient installations, whereas in 2020 only two
cases occurred, this is a problem related to attitude, because
work attitude refers to individual readiness to act [6], and
nurses should be able to act carefully to prevent infection
problems, because with the work attitude shown by nurses in
providing care to patients, a value will be formed that
describes quality service in nursing care [26; 27; 28; 29], and
a professional attitude in viewing their work, will be work
motivation for nurses to be able to carry out their duties in
helping the organization achieve its goals [20; 9].

Based on the problem of service quality above,
interviews were conducted with 10 nurses who served in
inpatient installations, the explanation obtained regarding the
increase in the incidence of infection in 2021 occurred due to
ineffective communication with interprofessionals, resulting
in errors in reading patient medical records in forming actions.
nurses according to the patient's condition, which will impact
on the quality of service in delivering safe services for patients,
this illustrates the existence of service quality problems that
are supported by a non-physical work environment that
should establish effective communication with each other
interprofessionals, so that patient safety can be realized
through quality service, because the work environment both
physical and non-physical is conducive, able to form quality
service [30; 31; 32; 33]. The information obtained from the
10 nurses illustrates problems regarding the work
environment related to work motivation, as well as well-
established inter-professional communication relationships,
which will encourage nurses to be able to provide more
effective care, because basically a conducive work
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environment can increase work motivation [34; 35].

The next problem raised by 10 nurses, is that in 2021
with the dense activity due to the corona virus case reaching
its peak, they do not get enough attention and assistance from
the head of the room in particular and sometimes the head of
the room as someone who has more knowledge and skills is
difficult to contacted, resulting in inaccuracies in controlling
the potential for infection in patients in inpatient installations,
which results in an increase in infection cases in 2021. This
condition illustrates a problem of work motivation, because
the attention and assistance of the head of the room, is a form
of support that helps nurses to master field of work and avoid
mistakes in providing nursing care, and work motivation will
be a driving force to improve the quality of service [36; 19;
37; 38]. Based on the descriptions above, it appears that no
previous studies have combined in a study the variables of
attitude, environment and work motivation on service quality,
so this research is a novelty that combines these four variables
in one study. Based on infection problems that occur in
inpatient installations for the period 2020 — 2021, it becomes
an idea to conduct research that causes these problems, so that
research seeks to empirically reveal the effect of attitudes and
work environment on service quality with work motivation as
an intervening variable.

The Effect of Attitudes, Work Environment and Work
Motivation on Service Quality

One form of performance is service quality, which is
how far the difference is between reality and customer
expectations for the service they get [3], which can be realized
through aspects of physical form, reliability, speed, assurance
and empathy [7]. One of the factors that can affect the quality
of service is the attitude of individuals in viewing their work
[5]. As a support for quality services, a conducive work
environment is needed so that services can be delivered in an
excellent manner to patients [10], and the work environment
greatly influences individual work results because it is a
stimulus that will shape individual dedication to involvement
in the work for which they are responsible [11], and work
motivation can present, direct and maintain individual
behavior related to the work environment [18]. The
description describes a flow, where reliability, speed and
empathy are the result of individual attitudes in view of the
importance of realizing quality services, as well as physical
forms related to the physical environment, will lead to a
comfortable behavior in delivering these services to service
recipients, and an urge to prove service guarantees, bringing
individuals to a work behavior where quality service must be
delivered to service recipients. Several relevant studies have
concluded that the attitude shown by nurses in providing care
to patients will form a value that describes quality service in
nursing care [26; 27; 28; 29], a conducive physical and non-
physical work environment, capable of forming quality
services [30; 31; 32; 33], and work motivation will be a
driving force to improve service quality [36; 19; 37; 38], then
the research hypothesis can be formulated:
Hai: Simultaneously attitude, work environment and work
motivation have a significant effect on the quality of nurse
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services in inpatient installations.

Ha: Attitude has a significant effect on the quality of nurse
services in inpatient installations.

Hs: The work environment has a significant effect on the
quality of nurse services in inpatient installations.

Ha: Work motivation has a significant effect on the quality of
nurse services in inpatient installations.

The Effect of Attitudes on Work Motivation

Attitude is an individual reaction resulting from an
evaluation of objects or events that are pleasant or not, and
work attitude refers to an individual's readiness to act [6],
Attitudes are born from consistent evaluations, feelings and
tendencies for an individual's likes or dislikes for an object
which can be measured through cognitive, affective and
conative aspects [7], Individuals who have a professional
attitude in looking at their work will try to take over all the
work that is their responsibility to the organization [9]. This
opinion explains that, the individual's feelings stimulated by
the attitude object will determine the direction and encourage
him to react, the reaction arises because of encouragement in
the form of motivation. Several relevant studies have proven
that a professional attitude in viewing their work will be a
work motivation for nurses to be able to carry out their duties
in helping the organization achieve its goals [20; 9], then the
research hypothesis can be formulated:
Hs: Attitude has a significant effect on the work motivation of
nurses in inpatient installations.

The Effect of Work Environment on Work Motivation
The work environment is a variety of forces that have the
potential to affect individual and organizational performance
[6] work environment greatly affects the achievement of
individual work results in the organization [12], and a
comfortable work environment will have an impact on the
concentration of employees at work, as well as the level of
employee productivity in helping the organization achieve its
goals [14]. The description explains that the work
environment refers to a condition that brings individuals to
behavior in responding to the work for which they are
responsible, a conducive work environment will make
individuals more enthusiastic in carrying the workload
assigned to them responsibly. Several relevant studies have
concluded that a conducive work environment can increase
work motivation [34; 35], then the research hypothesis can be
formulated:
Hs: The work environment has a significant effect on the work
motivation of nurses in inpatient installations.

Il. RESEARCH METHODS

Research is included in quantitative research because it
uses statistical figures to answer all research hypotheses that
have been formulated, with a causality approach that seeks to
compare causal relationships that occur in more than one
situation. The research variable consists of two independent
variables, namely attitude (X3) with indicators adopted from
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[7] consists of cognitive, affective and conative. Work
environment (Xz) with indicators adopted from [11] consists
of a physical and non-physical work environment. One
intervening variable is work motivation (Z) with an indicator
adopted from two-factor motivation from Federick Irving
Herzberg which consists of intrinsic and extrinsic factors, and
one dependent variable, namely service quality (Y) with an
indicator adopted from [4] consisting of physical form,
reliability, speed, assurance and empathy.

This research was conducted at a private hospital type B
in East Jakarta. The data used is in the form of primary data
collected directly from respondents through self-compiled
and developed questionnaires based on adopted research
indicators and using a Likert scale of points 1-4 as a quality
value. The validity test of the data was carried out on 30
respondents as an introduction through validity testing using
the product moment correlation technique, and validity testing
using Cronbach's alpha. The population in this study were all
nurses working in inpatient installations totaling 148
personnel and the sample was determined using the slovin
formula with an error rate of 5% so that a total sample of 110
respondents was found. Analysis using SEM with the help of
the Lisrel program which consists of construct validity and
reliability tests, overall model fit tests and hypothesis testing
with a comparison of probability values <0.05 for
simultaneous relationships and comparing tcount > ttable
(1.96) then the hypothesis can be accepted . Descriptive
analysis of data using a three box menthod which refers to
opinions [39], by dividing the quality interval scale into three
boxes consisting of low, medium and high as follows:

Table 2. Quality Intervals

Index Category Code
27,5-55 Low L
>55-82,5 Midle M
>82,5 110 High H

As a research paradigm that will describe the
relationship between variables, and in accordance with the
research hypothesis that has been formulated, a research
constellation is formed as figure 1.

Attitude (X1) H2
HS
Service quality
‘Work motivation [ty
Z
@ 04
Work
environment HE
Xz) =E] H1

Figure 1. Research Constellation

I11. RESULTS AND DISCUSSION

Respondent Profile
In respondents based on gender, the number of male
respondents was 28% and 72% female. For respondents based
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on age, the number of respondents in the age range <25 was
15%, >25-35 was 22%, >35-45 was 34%, >45 years was 29%.
For respondents based on recent education, Diploma was 52%,
Bachelor was 41%, and Master was 7%. Respondents based
on years of service, 1-5 years by 15%, >5-10 years by
42%, >10-15 years by 24%, and > 15 years by 20%.

Description of Research Instruments

Table 3. Results of Analysis of Research Instruments

Variabel Score Information
Attitude 89.68 H
Work 55.87 M
environment
Work motivation 66.49 M
Service guality 73.23 M

Source: Processed primary data, 2022

Based on the table above, it is known that the attitude
variable is at a high level, which means the attitude of nurses
cares in realizing quality service in inpatient installations. The
environmental variable is at a moderate level, which means
that the work environment felt by nurses is enough to
encourage them to realize quality service in inpatient
installations. The variable of work motivation is at a moderate
level, which means that nurses care enough to provide quality
service in inpatient installations. The service quality variable
is at a moderate level, which means that nurses are quite alert
in realizing quality service in inpatient installations. Based on
the results of the analysis, all indicators of the variables
studied have a factor loading value greater than 0.5, so it can
be concluded that all of these indicators are valid. Then the
variables also show a CR value > 0.7 and a VVE value > 0.5 so
it is concluded that the variables studied are reliable.

Structural Model Fit Test

Table 5. Structural Model Fit Test Results

GOFI Standard Value  Results Conclusion

AGFI >0.90 0.83 Marginal fit
CFI >0.90 0.98 Good fit

GFI >0.90 0.86 Marginal fit
IFI >0.90 0.98 Good fit
RFI >0.90 0.94 Good fit
NNFI >0.90 0.97 Good fit
NFI >0.90 0.94 Good fit
Probability <0.05 0.000 Good fit
RMSEA <0.08 0.065 Good fit

Source: Processed by Researchers, 2022

Based on the table above, there are 7 indicators that
show good compatibility results, namely CFI, IFI, RFI, NNFI,
NFI, Probability and RMSEA, then 2 marginal matches,
namely AGFI and GFI. Because most of the indicators show
suitable results, the research model can be said to be Good Fit
to measure the relationship between latent variables and
observed variables.
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The results of testing the direct effect hypothesis can
be summarized as follows:

Table 6. Direct Effect

Hypothesis Coefficient Test Sig R? Conclusion
H; 0.21+0.19+0.62 0.000 Accepted
H, 0.21 3.24 Accepted
Hs 0.19 2.48 0.87 Accepted
Hy 0.61 6.20 ' Accepted
Hs 0.37 4.27 Accepted
Hs 0.53 5.72 Accepted

Source: Processed results of researchers, 2022

In the relationship between attitude, work environment
and work motivation to service quality, it shows the path
equation the path equation shows the function
0.21(X1)+0.19(X2)+0.62(Z), and the ratio of probability value
is 0.000 > 0.05 , these results indicate that simultaneously
attitude, work environment and work motivation have a
significant effect on service quality, so that for every increase
in attitude, work environment and work motivation by 1 unit,
the quality of nurse service in inpatient installations can
increase by 0.21 through attitude, 0.19 through the work
environment, and 0.62 through work motivation. The
determination coefficient value of 0.87 indicates that
simultaneously attitude, work environment and work
motivation contribute 87% in creating the quality of nurse
service in the inpatient installation and the remaining 13% is
influenced by other variables not examined. In the
relationship between work attitude and service quality, it
shows a path coefficient of 0.21 and the calculated t-value has
a ratio of 3.24 > 1.96. This result shows that attitude has a
positive and significant influence on service quality, so that
when attitude is increased by 1 unit, it will has an impact on
improving the quality of nurse services in inpatient
installations of 0.21. In the relationship between the work
environment and service quality, it shows a path coefficient
of 0.19 and the calculated t-value shows a ratio of 2.48 > 1.96.
These results indicate that the work environment has a
positive and significant effect on service quality, so that when
the work environment is increased by 1 unit, will have an
impact on improving the quality of nurse services in inpatient
installations of 0.19. In the relationship between work
motivation and service quality, it shows a path coefficient of
0.62 and the calculated t value has a ratio of 6.20 > 1.96. These
results indicate that work motivation has a positive and
significant influence on service quality, so that when work
motivation is increased by 1 unit, will have an impact on
improving the quality of nurse services in inpatient
installations of 0.62.

In the relationship between work attitude and work
motivation, it shows a path coefficient of 0.37 and the
calculated t value has a ratio of 4.27 > 1.96. These results
indicate that attitude has a positive and significant influence
on work motivation, so that when attitude is increased by 1
unit, will have an impact on increasing the work motivation
of nurses in inpatient installations of 0.37. In the relationship
between the work environment and work motivation, it shows
a path coefficient of 0.53 and the calculated t value has a ratio
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of 5.72 >1.96. This result indicates that the work environment
has a positive and significant influence on work motivation,
so that when the work environment is increased by 1 unit, will
have an impact on increasing the work motivation of nurses
in inpatient installations of 0.53. After conducting a direct
influence analysis, the following is an indirect influence
analysis which will answer the ability of work engagement to
intervene on the relationship of exogenous variables to
endogenous variables with the following results:

Indirect Effect
Table 7. Indirect Effect

Equality Coefficient
pzxy X pyz 0.23
pzx2 X pyz 0.33

Source: Processed results of researchers, 2022

Based on the table above, it can be concluded that
work motivation has a positive effect in mediating the
relationship between attitude and work environment on
service quality, where the intervention given to the
relationship between attitude and service quality is 0.23 and
0.33 in the relationship between work environment and
service quality. so that the total effect is obtained:

Tabel 8. Total Effect

Equality Coefficient
pyz + (pzx1 X 0.44
pyz)
pyz + (pzx2 X 0.52
pyz)

Source: Processed results of researchers, 2022

Based on the table, the total effect equation function is
0.44(X1)+0.52(X2), which means if first through work
motivation, the quality of service will increase by 0.44
through attitude and 0.52 through work environment. These
results conclude that work motivation results in an increase in
service quality when intervening on all the independent
variables studied, so that with work motivation, attitudes and
work environment will improve the quality of nurse service in
inpatient installations higher than without work motivation.

The Effect of Attitudes, Work Environment and Work
Motivation on Service Quality

The results of the analysis conclude that
simultaneously and partially attitudes, work environment and
work motivation have a positive and significant effect on
service quality, so that when these three variables experience
an increase, it will be followed by an increase in the quality
of nurse service at the inpatient installation in accordance with
the increase in the values of these three variables, and it is
proven through a determination test which shows a value of
0.87 which means that work attitude, work environment and
work motivation contribute 87% in creating quality nurse
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service in inpatient installations and the remaining 13% is
influenced by other variables not examined. These results
support previous research which proves that the work attitude
shown by nurses in providing care to patients will form a
value that describes quality service in nursing care [26; 27;
28; 29], a conducive physical and non-physical work
environment, capable of forming quality services [30; 31; 32;
33], and work motivation will be a driving force to improve
service quality [36; 19; 37; 38]. This result is in line with the
opinion which states that attitude is a statement of evaluation,
both favorable and unfavorable towards individual objects or
events [6], and an attitude in nursing care is caring which is
an ability to be dedicated to others, vigilant supervision,
showing concern, feelings of empathy for others and feelings
of love or affection which is the will of nursing [8]. This
means that when nurses are able to act professionally by
trying to provide in-depth attention to patients, this caring
attitude directs them to work professionals who seek to
provide quality services to patients in inpatient installations.

In addition, there is an opinion which states that the
work environment greatly influences individual work results,
where the physical work environment is in the form of a
comfortable temperature, safe, fresh, clean, neatly arranged
and complete and good quality equipment, and the
psychological work environment is in the form of support and
work. team work that is compact and smooth communication,
will motivate and improve employee performance [11],
means that the conduciveness felt by nurses in their work
environment will encourage them to successfully realize
quality morning services in inpatient installations, because
they feel that their physical work environment makes patients
feel comfortable in receiving nursing services, while the non-
physical work environment is in the form of support from co-
workers and their leaders, help build the psychology of nurses
that in delivering nursing services, they are assisted when they
experience workload and are directed when they experience
difficulties in serving patients in inpatient installations. The
most dominant thing is the creation of alignment of several
opinions which state that work motivation is an impulse that
occurs within the individual resulting in an action [16], Work
motivation can be given by organizations to their employees
and this effort is a skill in directing employees and
organizations to want to work successfully [17], and service
quality is the total of service features and characters capable
of satisfying needs through real action [4]. This means that
when an energy is in the form of encouragement that is created
from the personal intentions of nurses and aspects of work that
force nurses to successfully deliver quality nursing services to
patients in inpatient installations, these drives shape
professionalism and effective ways of working nurses in
providing nursing care for patients, so that a value in the form
of quality service and effective nursing care can be generated
by nurses through their work behavior.

The effect of Attitudes on Work Motivation

The results of the analysis conclude that attitude has a
positive and significant direct effect on work motivation,
which means that every increase in attitude will have an
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impact on increasing the work motivation of nurses in
inpatient installations. The results support previous research
which has proven that a professional work attitude in viewing
their work will be work motivation for nurses to be able to
carry out their duties in helping the organization achieve its
goals [20; 9]. These results show agreement with the opinion
that attitude is a statement of evaluation, both favorable and
unfavorable towards individual objects or events [6], and
individuals who have a professional attitude in looking at their
work, will try to take over all the work that is the
responsibility of the organization [9]. This means that the
work attitude shown by nurses through a series of thoughts,
feelings and actions, will lead to an energy in the form of
encouragement that makes nurses able to provide maximum
nursing care to patients in inpatient installations.

The Effect of Work Environment on Work Motivation

The results of the analysis conclude that the work
environment has a positive and significant effect on work
motivation, which means that any improvement in the work
environment will have an impact on increasing the work
motivation of nurses in inpatient installations. The results
support previous research which has proven that a conducive
work environment can increase work motivation [34; 35].
This result is in line with the opinion which states that the
work environment is a condition related to the characteristics
of the place of work on the behavior and attitudes of
employees where this is related to the occurrence of
psychological changes due to things that are experienced at
work or in certain circumstances that must be kept in mind by
the organization [6], and work environment greatly affect the
achievement of individual work results in the organization
[12]. This means that a conducive work environment will
make nurses more calm at work and will encourage nurses to
maximize their abilities and skills in providing nursing care
for patients in inpatient installations

IV. CONCLUSION

Work motivation provides a positive intervention on
the relationship between attitudes and work environment on
service quality, so that with work motivation, work attitudes
and work environment are able to improve the quality of nurse
service in inpatient installations higher than without work
motivation. In an effort to improve service quality as a form
of nurse performance in nursing care, it is necessary to build
an encouragement that comes from within the nurse and
encouragement from the organization as an organizational
support that makes nurses feel passionate about always
improving the quality of their services, so that work attitudes
and work environment, will be able to achieve its
effectiveness in improving the quality of nurse services in
inpatient installations. Management can determine attractive
rewards and punishments so that nurses are encouraged to
provide quality services for patients as a professional form of
work by showing a professional work attitude and being able
to optimally utilize the work environment as a support for
creating quality services for patients in inpatient installations.
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