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An Analysis of Internal Service Quality and Occupational
Commitment on Employee Satisfaction: A Case Study of
the Funeral Service Industry

Guo-Hong Wu'*  Bo-Jia Yan?

The funeral service industry is characterized by high-intensity contact, involving
close interactions with both family members and the deceased. Employees in this field
often face significant time demands (being on call 24/7) and psychological pressure,
which can lead to a tendency to resign. This study primarily explores the relationships
among internal service quality, occupational commitment, and job satisfaction among
funeral service employees. Data for analysis were collected through an online survey,
yielding a total of 223 valid responses. Statistical methods including descriptive
statistics, factor analysis, difference analysis, correlation analysis, and regression
analysis were applied.

The results indicate that younger employees have higher perceptions of internal
service quality, occupational commitment, and job satisfaction compared to middle-
aged employees. Additionally, employees with a vocational college education
perceived higher satisfaction with equipment, tools, and policy procedures compared
to those with a high school education. Most research variables and factors showed low
to moderate correlations (correlation coefficients ranging from .212 to .799), with
only two aspects—goal identification and achievement satisfaction within low
occupational commitment—achieving significant correlations. Internal service
quality accounted for 65.4% of the variance in job satisfaction and 60% of the variance
in occupational commitment, while occupational commitment explained 48.8% of the
variance in job satisfaction.

Based on these findings, this study offers two recommendations for enterprises:
enhance the internal service quality within the organization and foster a sense of job
identification to increase employees' enthusiasm and commitment to their work.

Keywords : Funeral Services, Internal Service Quality, Occupational Commitment,
Job Satisfaction
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