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Abstract

This research examines whether employees’ perceptions of service climate are re-
lated to organizational performance oriented toward improving the quality of life
(QoL) of people with intellectual disability (ID) through the mediation of service
quality perceived by family members. The research was conducted in 252 centers
for people with ID in Spain. Employees (N=2.021) reported on service climate.
Family members (N=2.267) reported on service quality and organizational per-
formance oriented toward improving QoL. We used an overall measure of service
climate. Service quality was composed of two dimensions: functional (efficiency
in the delivery of the core service) and relational (quality of the social interaction
between employees and service users beyond the core service) service quality. Or-
ganizational performance oriented toward QoL was composed of four dimensions:
overall QoL; self-determination; social inclusion; and defense of rights of people
with ID. Results supported full mediation, with functional and relational service
quality mediating the relationship between service climate and performance ori-
ented toward improving QoL. Implications for research and organizations are also
discussed.

What this Paper Adds?

This research study adds value in three main ways. First, this research contributes
to the existing knowledge by suggesting that an internal facet of the organization,
service climate, is related to the perception that family members have of functional
and relational service quality, which eventually is related to the perception of or-
ganizational performance oriented toward the quality of life of their relatives with
intellectual disability. Functional and relational service quality are parallel media-
tors in the relationship between service climate and dimensions of organizational
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performance oriented toward the quality of life of persons with intellectual dis-
ability. This makes a significant contribution because conducting parallel mediation
provides a complex explanation of the relationship among the variables that is not
captured in simpler relationships of a dyadic nature. Second, considering a multi-
informant method (employees and family members) allows us to capture the actual
performance as perceived by family members. This is an important aspect because
research has shown that the perception of service quality held by employees vs.
family members does not completely match. Third, the current research found that
relational service quality tends to have greater power in predicting the different
facets of organizational performance oriented toward the quality of life of persons
with intellectual disability than functional service quality. Prolonged, frequent, and
proximal relationship between employees and persons with intellectual disability
increases the importance of interpersonal bonds and socio-emotional benefits (re-
lational service quality) and reduces the predictive power of efficiency underlying
functional service quality.

Keywords Service climate - Service quality - Organizational performance oriented
toward improving quality of life - People with intellectual disabilities

Introduction

Although people with intellectual disability (ID) have significant restrictions on their
social participation, which negatively impacts their QoL, institutions and experts
have examined how societies can become more inclusive. This has led organizations
for people with ID (organizations delivering health, leisure, therapeutic, and other
services) to increase their efforts to help service users improve their QoL and play a
more active role as members of society. These organizations have a ‘social’ goal —to
improve the QoL of people with ID— rather than pursuing monetary profits. Under-
standing the mechanisms through which organizational initiatives and employee
efforts enhance the QoL of people with ID can contribute to increasing knowledge
and designing better organizations.

In the services sector in general, a crucial way for an organization to achieve its
goals is by implementing guidelines and procedures so that employees can develop
a shared understanding of the desired behaviors in encounters with customers (Hong
et al., 2013; Schneider & Barbera, 2014). The shared understanding of the expected
behaviors encouraged by the organization is called service climate. It is defined as
“employee perceptions of the practices, procedures, and behaviors that get rewarded,
supported, and expected with regard to customer service and customer service qual-
ity” (Schneider et al., 1998; p. 151). Service climate is also meaningful in specific
organizations for people with ID because it helps to place the service user at the cen-
ter of organizational and employee efforts (Patras et al., 2018).

Previous research has also investigated a consequence of service climate: per-
ceived service quality (e.g., Poto¢nik et al., 2011; Schneider et al., 2002). Service
quality refers to users’ perceptions of the excellence of the service provided (Gracia
et al., 2010; Mokhtaran et al., 2015). It has been observed that the way employ-
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ees behave during the service encounter impacts users’ perceptions of service qual-
ity (Chang et al., 2013; Reinders & Schalock, 2014). Knowing that this interaction
between employees and service users is crucial, researchers have differentiated
between two dimensions of service quality, namely, ‘functional’ quality, which is
related to efficiency and accuracy in the delivery of the core service, and ‘relational’
quality, which has to do with the quality of the social interaction between employees
and service users, beyond the core service (Martinez-Tur et al., 2023; Yavas et al.,
2007). Thus, these two aspects of service quality are key factors in comprehending
performance.

The research question in this study is to examine the link from these two con-
structs (service climate and service quality) to organizational performance oriented
toward improving the QoL of service users in organizations for people with ID. More
specifically, we aim to test whether service climate perceived by employees is related
to organizational performance oriented toward improving QoL through the mediation
of service quality. That is, we propose that service climate is related to service qual-
ity, and that service quality in turn leads to organizational performance. Employees
report on the existing service climate in the organization, whereas family members
report on the service quality delivered to their relatives with ID and improvements
in their QoL due to the organizational performance. This study makes significant
contributions to the literature. First, we extend the understanding of organizational
performance by considering the particular characteristics of organizations for people
with ID. Generally, studies that examine the relationships between service climate,
service quality, and organizational performance have considered profit-oriented sec-
tors where organizational performance is associated with financial outcomes and
the encounters between employees and service users are short-lived and require low
involvement (Ehrhart et al., 2011; Mendoza-Sierra at al., 2014). By contrast, in orga-
nizations where social factors predominate, as in those for people with ID, service
encounters between employees and service users are extended over time, interactions
with employees are important in the lives of the service users, and organizational
performance is associated with achieving non-monetary goals, such as improving
QoL (Martinez-Tur et al., 2017).

Second, our study focuses on the mechanisms through which an internal organi-
zational facet (service climate) is related to external evaluations by family members
(service quality and organizational performance). This is an important challenge for
researchers who investigate services because it is assumed that what happens within
the organization can influence the evaluations made by the service users, given that
they are usually physically present in the facilities, interacting with employees (Jiang
et al., 2016; Martinez-Tur et al., 2005; Schneider & Bowen, 1985). This argument
could be transferred to organizations for individuals with ID, describing a process
that goes from internal organizational life to external evaluations carried out by
significant social actors (i.c., families). Creating a positive internal service climate
where employees perceive that people with ID are at the center of their daily work
(service climate) can lead to better service quality in supporting people with ID, as
reported by family members. This service quality, in turn, can improve organizational
performance in terms of enhancing the QoL of people with ID.
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Third, we provide a richer view of organizational performance oriented toward
QoL than what has been considered in other studies. Past research has either focused
on overall QoL or a composite score of QoL as an organizational outcome (Molina et
al., 2015; Pétras et al., 2018). By contrast, this research considers four dimensions of
QoL, namely, overall QoL, self-determination, social inclusion, and defense of rights
of people with ID (Moliner et al., 2013), thus broadening the focus on this outcome.
In addition to overall improvements in QoL, organizations can contribute to specific
QoL facets. Therefore, the aim of our study is to elucidate which areas of organiza-
tional performance oriented toward enhancing the QoL of people with ID improve by
means of the service climate and the resulting service quality.

Concepts
Service Climate

Organizational climate refers to employees’ perceptions of the practices, procedures,
and behaviors that are encouraged and rewarded by the organization (Schneider et
al., 2012). Since Schneider (1975) emphasized that specific climates should be tied
to specific organizational outcomes, attention to service climate has greatly increased
(e.g., Carrasco et al., 2012; Dietz et al., 2004; Ehrhart et al., 2011; Gracia et al., 2010;
Hong et al., 2013; Lin et al., 2021; Martinez-Tur et al., 2011; Poto¢nik et al., 2011;
Schneider & Bowen, 1985; Schneider et al. 1998; 2002). Accordingly, as in other
specific climates, the service climate addresses a crucial goal (delivering excellent
service to customers) that can be promoted in the internal environment of the organi-
zation by encouraging and rewarding it in employees. In addition, most of the studies
consider that service climate is a collective perception. That is, it is shared among
members of teams or branches because employees are subjected to similar organiza-
tional practices, thus increasing its pervasiveness and influence.

Although service climate research has contributed to relevant advances in knowl-
edge, it has an obvious bias toward profit-oriented sectors (see Patras et al., 2018 for
an exception). This bias is evident when considering the effects of climate that have
traditionally been studied, such as customer satisfaction or retention (Davidson &
Manning, 2003; Kralj & Solnet, 2010; Salanova et al., 2005). The service climate is
conceived as a specific and strategic climate for the sustainability of the organiza-
tion in competitive environments with the intention of enhancing financial and mar-
ket performance (Schneider et al., 2009). The social sectors, however, can also take
advantage of the service climate. In fact, it is possible that viewing the relationship
with the service user as the primary concern is even more important in organiza-
tions that emphasize social goals. This is evident in organizations for people with 1D,
where users are an end in themselves and develop long-term and meaningful rela-
tionships with employees for life. Creating a service climate in these organizations
allows the person with ID to be at the center of the daily working life.
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Service Quality

Service quality refers to customers’ perceptions of service excellence (Parasuraman
et al., 1988). Research has found that service quality covers not only the technical or
functional aspects related to the efficiency with which the core service is provided
(e.g., reliability, responsiveness), but also the relational aspects associated with the
social interactions between employees and service users, beyond the core service
(e.g., authentic understanding, special recognition) (Martinez-Tur et al., 2023; Rod,
Ashil & Gibbs, 2016; Susskind, 2015). Previous empirical findings showed that func-
tional and relational facets are two different dimensions that cannot be captured by a
single service quality construct (Molan et al., 2018; Sanchez-Hernandez et al., 2010).
In organizations that pursue social goals, the employees’ role becomes crucial to
service users’ perceptions of quality, due to the need to build significant interpersonal
relationships. This role becomes even more relevant when employees form prolonged
relationships with service users such as people with ID (Molina et al., 2015). Service
encounters are extended over time, and the service quality provided by employees is
important in understanding the reactions of service users (Martinez-Tur et al., 2017).
In addition, and consistent with a tradition of studying customers’ perceptions
of service quality at the collective level (e.g., Ehrhart et al., 2011; Schneider et al.,
1998), it is reasonable to expect that shared service quality perceptions exist among
users (i.e., family members). Molan et al. (2018) argued that users of organizations
with social goals, as in centers for people with ID, develop a shared view of service
quality because they usually establish long-term relationships with the organization
and its employees. Therefore, they are capable of knowing the quality of the service
delivered, and they can interact with each other, developing consensual views about
service quality. Previous findings confirmed that there is agreement in service quality
perceptions among family members of people with ID (Molan et al., 2018).

Organizational Performance Oriented toward QoL

For most profit-oriented organizations, organizational performance mainly refers to
improved customer satisfaction, market share, annual return, and so on (Jahanshabhi,
2012). For organizations where social goals predominate, financial success may be an
aspect to consider (Sawhill & Williamson, 2001), but other aspects are especially rel-
evant. This is evident in organizations for people with ID, where the consideration of
the extent to which employees’ efforts contribute to improving service users’ QoL is
imperative in defining and assessing organizational performance (Patras et al., 2018).

With this in mind, Moliner et al. (2013) designed and tested a four-factor model of
organizational performance oriented toward the QoL of people with ID. As in other
constructs (e.g., Ambrose & Schminke, 2009), using an overall measure of organiza-
tional performance is highly recommended because individuals tend to make holistic
judgments when they evaluate the external reality (e.g., improvements in QoL). In
addition, individuals are able to distinguish between different dimensions. Accord-
ingly, Moliner et al. (2013) proposed and tested a model that, in addition to the over-
all evaluation (the degree to which the organization has generally improved the QoL
of people with ID), considers three specific areas of organizational performance ori-
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ented toward the QoL of people with ID: self-determination, social inclusion, and
defense of the rights of people with ID. Self-determination is a basic human need
defined as “volitional actions that enable one to act as the primary causal agent in
one’s life and to maintain or improve one’s quality of life” (Wehmeyer, 2005, p. 117),
whereas social inclusion requires “valued participation, with valued people in val-
ued activities that take place in valued settings” (Wolfensberger, 1998, p. 123). It is
appropriate to consider both self-determination and social inclusion because they are
the most relevant areas in organizations directed to improving the personal growth
and QoL of people with ID (Lachapelle et al., 2005; Wehmeyer & Shogren, 2016).
Additionally, defense of rights is also relevant because it is expected that organiza-
tions are able to promote the full citizenship of people with ID in societies that still
have negative and unrealistic prejudices about this topic. In sum, service users (i.c.,
family members of people with ID) can evaluate not only overall organizational per-
formance oriented toward improving the QoL of their relatives with ID, but also spe-
cific dimensions or facets. Again, a collective view is possible because the long-term
relationship with employees allows the family members to build a shared perception
of the degree to which the organization has achieved its main goal: the improvement
of the QoL of people with ID.

Theory and Hypotheses
Linking Service Climate to Service Quality

Service climate research suggests that when employees are aware that service behav-
iors are rewarded in an organization, they are motivated to be more customer-oriented
in their interactions, thus providing better service (e.g., Hong et al., 2013; Mokhtaran
et al., 2015; Schneider et al., 1998; Schneider et al., 2002). As in other organizations,
in those for people with ID, service quality —as a potential consequence of service
climate— not only refers to the delivery of the “core” service (functional service qual-
ity), but also to making the service user feel good and have a genuine and special
relationship with employees (relational service quality) (Molina et al., 2015). When
employees perceive that service is important to the organization, they are likely to
make effort to be more efficient in providing the core service when interacting with
service users (i.e., people with ID). In addition, providing good service also means
interacting positively and delivering relational benefits to people with ID, beyond the
core service. This is especially true in organizations for people with ID because ser-
vice users usually have a prolonged relationship with the employee, and the service
has great meaning in their lives (Martinez-Tur et al., 2017). Thus, service climate is
expected to be positively related to service quality:

HI: Service climate is positively related to functional service quality.
H2: Service climate is positively related to relational service quality.
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Linking Service Quality to Organizational Performance Oriented toward QoL

Organizational performance is defined as the extent to which employees contribute
to achieving organizational goals (Zhang et al., 2014). However, goals are not uni-
versal. They should be contextualized considering the specific characteristics of the
sector. Accordingly, improving QoL is crucial in understanding the performance of
organizations for people with ID (Martinez-Tur et al., 2020; Moliner et al., 2013),
and service quality is a significant precursor of this type of performance (Molina et
al., 2015). When employees are competent in terms of the service quality delivered
to people with ID, it can be assumed that there will be a positive impact on the four
aforementioned QoL dimensions: helping people with ID to enhance their overall
QoL, be more independent, increase their social inclusion, and defend their rights.
That is, service quality is a meaningful way to achieve both overall performance and
specific facets of QoL whose improvement would be expected due to the effort of
employees.

Both functional and relational service quality can contribute to organizational per-
formance oriented toward improving the QoL of people with ID. The role of func-
tional service quality seems obvious. After all, efficiency in the delivery of the core
service should make it possible to achieve the main organizational goals. However,
human beings also aspire to satisfy social needs (Singh Gaur, Quazi & Nandi, 2011).
It is reasonable to expect that social support and meaningful relationships underly-
ing relational service quality also help to improve the QoL of people with ID as
organizational performance. We hypothesize, therefore, that functional and relational
service quality evaluated by family members will be related to their evaluations of
organizational performance oriented toward QoL:

H3: Functional service quality is positively related to organizational perfor-
mance oriented toward (3a) overall QoL, (3b) self-determination, (3c) social
inclusion, and (3d) defense of rights of people with ID.

H4: Relational service quality is positively related to organizational perfor-
mance oriented toward (4a) overall QoL, (4b) self-determination, (4c) social
inclusion, and (4d) rights of people with ID.

Service Quality as the Underlying Mechanism: a Holistic view

In addition to the more analytic approach described in the aforementioned hypoth-
eses, it is also possible to propose a complementary view that is more holistic and
considers the process as a whole. Employees’ perceptions of which service behav-
iors are expected and rewarded in the organization (service climate) will guide their
behaviors with service users, thus shaping service users’ perceptions of the interac-
tion (service quality), which in turn impact the evaluation of organizational perfor-
mance in terms of improving the QoL of people with ID. Therefore, considering
all the previous hypotheses together, it can be proposed that service quality (func-
tional and relational) will mediate the relationship between service climate and
organizational performance oriented toward the QoL of people with ID. The parallel
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mediation model proposed here offers a nuanced explanation of the process where
employees report on service climate whereas family members assess service qual-
ity and organizational performance oriented toward the QoL of their relatives with
ID. Viewing the process as a whole is indicative of scientific maturity because we
are able to examine mechanisms instead of exploring a mere relationship between
two variables (see Hayes & Preacher, 2013). Thus, based on a mediation model, we
hypothesize the following:

HS: Service quality fully mediates the links from service climate to organizational
performance oriented toward (5a) overall QoL, (5b) self-determination, (5¢) social
inclusion, and (5d) defense of rights of people with ID.

Method
Participants

Our samples were extracted from two sources of data: employees and family mem-
bers. Participating organizations were small centers providing educational, therapeu-
tic, and social-leisure services that aim to improve the QoL of people with ID. People
with ID did not reside in the centers, and they went to them to take advantage of the
services. These centers were associated with “Plena inclusién”, a nongovernmental
association working for the representation of people with ID and the improvement of
their QoL. These services oriented to people with ID have specific characteristics that
other services do not have. This type of service has great importance for the family
members, with relevant implications for their meaning of life and that of their rela-
tives with ID. However, it is very rare for family members to directly engage in the
delivery of the service. In fact, some authors would like to see families more actively
participate in the services provided in the centers (Deslandes et al., 1999). Never-
theless, family members frequently visit the centers, interact with the employees,
establish long-term relationships, observe the progression of their relatives with ID,
and receive information from the centers. All of this allows them to assess the service
quality and performance of the center and its employees.

We initially contacted 274 centers, but 22 were excluded from the study for dif-
ferent reasons (unusable surveys, lack of participation of employees and/or family
members). Therefore, the final number of participating centers was 252. Data from
a total sample size of 2.021 employees (range of employees per center: 3—24) and
2.267 family members (range of family members per center: 3—35) were analyzed in
the present study. In the employees’ sample, the mean age of respondents was 37.4
years (SD+9.3 years), 74.7% were female, and mean tenure in the current position
was 7 years (SD16.4 years). The employees were social workers, psychologists,
occupational therapists, physiotherapists, and primary health care workers. In the
family members’ sample, the average age was 57.7 years (SD*11.3 years), 67%
were female, and they had been using the centers for 11.3 years on average (SD+9.1
years), which confirmed the existence of long-term relationships between the center
and the families.
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As in previous studies (Poto¢nik et al., 2011; Schneider & Bowen, 1985; Schnei-
der et al., 1998; 2002), employees reported on the service climate in their organiza-
tions. By contrast, family members reported on the service quality and organizational
performance oriented toward QoL. The suitability of the family member as a source
of data is based on three main considerations. First, they have knowledge about the
life experiences of their relatives with intellectual disabilities. Second, family mem-
bers have frequent and long-term interactions with the organization and its employ-
ees (e.g., Molina et al., 2015). Third, employees do not assess their own performance,
thus avoiding the biases that usually occur when there is self-assessment of perfor-
mance (e.g., Peird et al., 2005).

Procedure

The research project received the approval of the Ethics Committee of the corre-
sponding author’s University, and it was conducted in accordance with the Declara-
tion of Helsinki. Centers affiliated with “Plena inclusion” were contacted and invited
to participate. Employees’ and family members’ participation was voluntary and
confidential. Informed consent was signed by both employees and family members.
Participation of at least three employees and three family members in each center was
required in order to allow the calculation of aggregated measures at the center level
for service climate, service quality, and organizational performance oriented toward
the QoL of people with ID.

An employee in each center was trained to randomly select employees and families
(once the family had been selected, the member that most frequently interacted with
the center was invited to answer the questionnaire), obtain participants’ informed
consent, and collect the data. It is important to mention that these employees did not
fill out the questionnaire. With this procedure, the response rate was higher than 90%
for both employees and family members.

Measures
Service Climate

Service climate was measured using the Global Service Climate scale by Carrasco
and colleagues (2012). This scale was designed and validated using the work by
Schneider et al. (1998) as a starting point. The scale was adapted by substituting the
word ‘organization’ with the word ‘center’ to make it more coherent with the present
study. An example of an item is “Employees receive recognition and rewards for the
delivery of superior work and service”. The scale consists of 4 items, measured on
a 7-point Likert scale ranging from 1 (completely disagree) to 7 (completely agree).
The alpha coefficient was 0.78.

Service Quality

Family members assessed service quality using the 7-item Spanish scale validated
by Molina and colleagues (2015) in organizations for people with ID. The functional
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service quality facet referred to employee reliability, responsiveness, assurance, and
personalized attention (4-items). An example of an item is “Employees assist the peo-
ple with ID as quickly as required by each situation”. The relational service quality
facet reflected empathy, personalized extras, and authentic understanding (3-items).
An example of an item is “Employees do things to make people with ID feel impor-
tant and special”. All items were measured on a 7-point Likert scale, ranging from
1 (strongly disagree) to 7 (strongly agree). Alpha coefficients for the functional and
relational service quality scales were 0.73 and 0.80, respectively.

Organizational Performance Oriented toward the QoL of People with ID

Family members reported on performance oriented toward QoL using the scale
designed and validated by Moliner and colleagues (2013) in organizations for peo-
ple with ID. The 20-item scale has four dimensions. (1) Overall QoL: the overall
improvement in the QoL of people with ID (5 items); an example of an item is “The
quality of life of my relative with intellectual disabilities has been improved because
of this center”. (2) Self-determination: the active promotion of self-determination of
people with intellectual disabilities (5 items); an example of an item is “This center
provides training in the self-determination of my relative with disabilities, improv-
ing his/her quality of life”. (3) Social inclusion: the inclusion in society of people
with ID (6 items); an example of an item is “The social integration of my relative
with disabilities has improved, thanks to the actions carried out in this center”. (4)
Defense of rights: the defense and promotion of the rights of people with ID and their
families (4 items); an example of an item is “This center provides clear information
about the rights of people with intellectual disabilities . All items were measured on
a 7-point Likert scale ranging from 1 (strongly disagree) to 7 (strongly agree). Alpha
coefficients were 0.88 for overall QoL, 0.89 for self-determination, 0.92 for social
inclusion, and 0.86 for defense of rights.

Data Analysis Strategy

Statistical analyses were computed using SPSS 26.0. First, variables were aggregated
at the center level, and the extent to which the aggregation was empirically justified
was examined. Second, the PROCESS macro (Model 4) was used to test the media-
tion models with two parallel mediators, i.¢., functional and relational service quality.
The macro was run four times; each time service climate and the two mediators were
regressed on one of the four subdimensions of the organizational performance ori-
ented toward the QoL of people with ID scale. The mediating effects were estimated
using the 1000-sample bootstrap procedure at 95% confidence intervals (CI) of each
indirect effect. If the CI do not include zero, the indirect effect is statistically signifi-
cant (Hayes & Preacher, 2013).

Aggregation

Data from employees and family members were aggregated at the center level. To
do so, we used the recommended referent shift approach (Bashshur et al., 2004).
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Accordingly, as mentioned above, the measures considered the center (or employees)
as a whole as the referent in the evaluation. Therefore, the participants could be ran-
domly selected, and the data from employees and family members could be matched
at the center level (for each center, we have an aggregated score per variable). To
empirically justify the aggregation of individual-level data to the center level, we
used the average deviation index (ADy) to test within-unit agreement with the
recommended cut-off value of an ADy;, below 1.17 for 7-point scales (Dunlap et al.,
2003). One-way ANOVAs were also computed to test between-unit discrimination
(Chan, 1998).

Results showed that the mean values on the average deviation index ADy,;, were
satisfactory for every construct: service climate (0.72; SD=0.25); functional ser-
vice quality (0.60; SD=0.23); relational service quality (0.55; SD=0.23); overall
QoL (0.59; SD=0.27), self-determination (0.81; SD=0.27); social inclusion (0.70;
SD=0.26), and defense of rights (0.61; SD=0.27). The ANOVA showed significant
between-organization discrimination for service climate (F'(251,1769) = 3,87, p<0,01),
functional service quality (F'(251,2015) = 2.26, p<0.01), relational service quality
(F(251,2015) = 1.64, p<0.01), overall QoL (F'(2512015) = 2.07, p<0.01), self-deter-
mination (F'(251,2015) = 1.88, p<0.01), social inclusion (F' (2512015 = 1.78, p<0.01),
and defense of rights (F'(251,2015) = 2.18, p<0.01). These results provided support for
center-level aggregation of the variables.

Control Variables

We controlled for type of service and demographics. Regarding type of service, we
created and incorporated two dummy variables in the analyses to capture the differen-
tiation in our sample between day care centers, sheltered workshops, and others. With
respect to demographics, and because our analyses have been carried out at the center
level, we controlled for the average age in each center corresponding to employees
and family members separately. Finally, we also controlled for gender by computing
and incorporating Blau’s (1977) heterogeneity index to operationalize gender diver-
sity within each center (also considering employees and family members separately).

Results

Table 1 Shows the means, standard deviations, and correlation values. In general, we
found positive significant correlations among the study variables.

Figure 1 shows the results of the four parallel mediator models after controlling for
type of service, average age, and gender diversity. First, service climate had a posi-
tive significant relationship with functional (B=0,21, p<0,01) and relational service
quality (B=0,16, p<0,01), thus supporting hypotheses H1 and H2, respectively. The
effects of the two parallel mediators, i.c., functional and relational service quality,
on the four subdimensions of the organizational performance oriented toward the
QoL of people with ID scale were also positive and statistically significant. Specifi-
cally, functional service quality was positively related to organizational performance
oriented toward overall QoL (B=0,28, p<0,01; H3a), self-determination (B=0,31,
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Table 1 Descriptive statistics and correlations

Mean SD 1 2 3 4 5 6
Employees
1. Service climate 5.28 0.62
Family Members

2. Functional service quality ~ 6.11 0.39 0.35%*
3. Relational service quality  6.27  0.35 0.28**  (.74%*

4. Overall QoL 622 042 0.28** 0.69%* (.76**

5. Self-determination 5.75 0.51 0.19*%* 0.48** (0.53** (.71**

6. Social inclusion 598 044 0.28** 0.68*%* 0.70%* (0.86%* (.76%*

7. Defense of rights 6.17 044 027** 0.62%* 0.69** (0.82%* (.62** (.76%*

Note. SD: standard deviation; QoL: Quality of Life. All variables were aggregated to the center level.
N=252 centers. **p<0.01

Overall QoL

Functional
0.21%+ / service quality

Organizational
service climate

0.16%* \
Relational

service quality

Employees Family members

Fig. 1 Results of parallel mediation models. Note. QoL: Quality of life. *p<0.05; ** p<0.01

p<0,01; H3b), social inclusion (B=0,36, p<0,01; H3c), and defense of rights
(B=0,22, p<0,01; H3d), thus supporting all the hypotheses H3. Relational service
quality was also positively related to organizational performance oriented toward
overall QoL (B=0,67, p<0,01; H4a), self-determination (B=0,52, p<0,01; H4b),
social inclusion (B=0,57, p<0,01; H4c), and defense of rights (B=0,67, p<0,01;
H4d), thus supporting all the hypotheses H4.

Finally, the bootstrapping results showed that organizational service climate had
significant indirect effects with each of the organizational performance measures ori-
ented toward the QoL of people with ID through the two parallel mediators (functional
and relational service quality). This was confirmed for organizational performance
measures oriented toward the QoL of people with ID (B=0.059, 95% CI=0.028 to
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0.093; B=0.11, 95% CI=0.061 to 0.172; H5a), self-determination (B=0.06, 95%
CI=0.017t0 0.122; B=0.09, 95% CI=0.033 to 0.154; H5b), social inclusion of peo-
ple with ID (B=0.07, 95% CI=0.038 to 0.119; B=0.09, 95% CI=0.047 to 0.151;
H5c¢), and defense of rights of people with ID (B=0.05, 95% CI=0.011 to 0.086;
B=0.11, 95% CI=0.060 to 0.170; H5d), thus supporting all the hypotheses H5.

Furthermore, in all four parallel mediation models, organizational service climate
had no significant direct relationship with any subdimension of the organizational
performance oriented toward the QoL of people with ID scale (p>0.05), confirming
that service quality (functional and relational) fully mediates the relationship between
organizational service climate and organizational performance oriented toward the
QoL of people with ID.

Discussion

The goal of this research was to explore whether the relationship between perceived
service climate and organizational performance oriented toward the QoL of people
with ID is mediated by service quality. This research used a multi-informant method
by measuring service climate perceived by employees and service quality and orga-
nizational performance oriented toward the QoL of people with ID perceived by fam-
ily members. This research not only contributes to advancing the knowledge, but it
can also help organizations working with people with ID to understand the mecha-
nisms that promote the QoL of these service users and design programs and practices
accordingly. Mainly, the results support the idea that reactions to services provided,
namely service quality, fully mediate the aforementioned relationship. These results
have theoretical and practical implications that are discussed below.

Theoretical Implications

First, this research contributes to the existing knowledge by suggesting that an inter-
nal facet of the organization, service climate, is related to the perception that exter-
nal individuals, such as family members, have of functional and relational service
quality, which eventually is related to the perception of organizational performance
oriented toward the QoL of their relatives with ID. Our study, therefore, expands
the role of service climate as the link from the internal organizational life to exter-
nal reactions by service users. Beyond financial results (e.g., Ehrhart et al., 2011;
Mendoza-Sierra at al., 2014), we confirmed that service climate is also relevant in
explaining how the efforts of organizations are transferred to more social outcomes
such as the QoL of service users. The consideration of this type of performance can
serve as a metric for measurement and accountability in organizations for people with
ID. This is especially relevant because performance measurement is becoming a core
issue in organizations where social goals predominate (LeRoux & Wright, 2010). Our
result is also important because connecting (although indirectly) service climate to
organizational performance oriented toward the QoL of people with ID increases the
relevance of service climate and puts people with ID at the center of the daily work
within the organization.
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Second, considering a multi-informant method (employees and family members)
not only prevented the inflated correlation scores due to common method variance
that occur when there is a single informant (Podsakoff et al., 2003), but it also allowed
us to capture the actual performance as perceived by service users, in this case, the
family members. This is an important aspect because research has shown that the
perception of service quality held by employees vs. service users does not completely
match. For example, Peiré et al. (2005) observed that employees tend to overestimate
the service quality they provide to service users. Peir6 et al. (2005) suggested that
employees’ evaluation of service quality is biased (overestimated) because they try
to avoid any assessment that can communicate failures or inadequacies in the ser-
vice delivery. Accordingly, scholars usually recommend assessing service quality by
using the service user perspective (e.g., Ramseook-Munhurrun et al., 2010; Young et
al., 2009).

Our proposition that service climate perceived by employees is positively related
to functional and relational service quality perceptions of family members was sup-
ported. This finding is congruent with previous research (Dean, 2004; Hee Yoon
et al., 2001; Schneider et al., 1998) and coherent with the extended Service-Profit
Chain model, in which organizational factors (including service climate) are related
to mediators (e.g., service quality) and organizational outcomes (Hong et al., 2013).
When employees know which service behaviors are expected and rewarded (ser-
vice climate), it is easier for them to show the desired work behavior, which eventu-
ally leads to positive customer interactions (Salanova et al., 2005). Thus, the current
research confirms results found in previous literature, but expanding them to organi-
zations for people with ID.

This research also extends the literature on the process linking service climate to
the QoL dimensions. Functional and relational service quality are parallel mediators
in the relationship between service climate and dimensions of organizational perfor-
mance oriented toward the QoL of people with ID. This makes a significant contri-
bution to the literature because conducting parallel mediation provides a complex
explanation of the relationship among the variables that is not captured in simpler
relationships of a dyadic nature (Kane & Ashbaugh, 2017).

Regarding the differentiation between functional vs. relational service quality, the
current research found that relational service quality tends to have greater power
in predicting the different facets of organizational performance oriented toward the
QoL of people with ID than functional service quality. These findings raise the ques-
tion of why relational service quality is important when the outcomes are related to
QoL. It is possible that the prolonged, frequent, and proximal relationship between
employees and people with ID increases the importance of interpersonal bonds and
socio-emotional benefits (Gwinner et al., 1998) and reduces the predictive power
of efficiency underlying functional service quality. Unlike other more instrumental
interactions (e.g., in hotel reception), in the context of organizations for persons with
ID, relations with employees are especially relevant because they are meaningful in
the lives of service users, increasing the importance of relational service quality (see
Martinez-Tur, 2020).
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Practical Implications

Apart from the theoretical contributions, the results have practical implications for
organizations providing services to people with ID. The results confirming how the
internal efforts of the organizations are transferred to more social outcomes, such as
the QoL of service users, reinforce the idea that organizations, from time-to-time,
should audit whether they are promoting a service climate among their employees,
and whether the employees have shared perceptions. Additionally, the confirmed full
mediator role of functional and relational service quality suggests that organizations
with prolonged, frequent, and proximal relationships with their service users need to
ensure that their employees are equipped not only with the right knowledge, skills,
abilities, and resources to provide the best service, but also with relational compe-
tences. The greater power of relational service quality in organizational performance
oriented toward the QoL of people with ID highlights the need for employees to be
aware of and have the necessary interpersonal competencies to provide “personal”
service. This means that, when needed, employees should be empowered to make the
service user feel special and valued. Finally, for other social-oriented organizations
with similar objectives to those related to improving the QoL of people with ID, the
confirmation of the results for the four dimensions of QoL can serve as apt indica-
tors of business performance for tracking and accountability purposes and provide
a wider range of intervention routes that can be designed to improve the organiza-
tional performance. The monitoring of specific performance indicators adapted to the
context of these service organizations is crucial. This includes the evaluation of the
degree to which the organization is able to successfully implement actions in three
ways. The first is to enhance the self-determination of people with ID by creating
environments that stimulate their autonomy and independence. The second is to orga-
nize activities related to the social inclusion of people with ID in their communities.
The third involves defending the rights of people with ID as full citizens.

Limitations and Future Research

The current study has some limitations that could be considered in future research.
First, this research has a cross-sectional nature, which means that no definitive causal
relationships can be determined. Thus, future longitudinal designs are recommended
to track changes in organizational performance due to independent and mediator
variables. Second, this research has also been conducted with a very specific popula-
tion, thus reducing its generalizability across sectors. These relationships should be
tested and expanded in similar social-oriented organizations, such as hospitals or
long-term care facilities. Third, another limitation is that we exclusively assessed
QoL perceived by family members. Although the literature reports that proxy self-
report measures are appropriate for assessing the QoL of people with ID (Stancliffe,
1999), future research should incorporate more objective measures. Some examples
of objective indicators, considering the particular characteristics of services for peo-
ple with ID, would be the degree to which the organization has individualized pro-
grams for improving QoL, the number of inclusion community activities per month,
the duration of the interaction between employees and the person with ID dedicated
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to improving QoL, and the number of organizational actions devoted to defending
the rights of people with ID, among others. Fourth, in addition to family members,
people with ID can assess service quality and performance. Family members have
direct information about what happens to their relatives with intellectual disabilities
and how the organization and its employees’ function. Therefore, they are appro-
priate sources of data. However, in future studies, researchers could create more
inclusive research by adding the direct voice of persons with ID, given that they
can report on their own experiences. This approach, however, poses an additional
challenge for future research. That is, it is necessary to design appropriate methods
that allow the direct participation of people with intellectual disabilities. Their per-
spectives could be registered, for example, through objective observation or adapted
language measures, among other strategies (e.g., Estreder et al., 2023). Likewise,
the combination of subjective evaluations of QoL by family members and by their
relatives with ID could be addressed in at least two additional ways in future studies.
On the one hand, it is possible to investigate possible agreements and discrepancies
between them. This research strategy would provide specific information about their
experiences and where they agree and disagree. On the other hand, future studies
can explore whether the experiences of family members and their relatives with ID
are based on different precursors. For example, they can show differential sensitivity
to distinct service quality facets. Fifth, to further expand the model, researchers can
include other variables that influence employees’ service behavior, such as organiza-
tional commitment, job attitudes, or personality characteristics. Future research can
also explore the antecedents of service climate in this specific population, providing
organizations with more concrete answers about how to create a service climate.
Sixth, it is important to highlight the nature of services for people with ID and their
implications for differentiating between functional and relational service quality in
future studies. As mentioned above, the relationships of greater magnitude observed
in the case of relational service quality could reflect that, given the importance of the
interaction between employees and users in services for people with ID, this service
quality dimension (relational) can be interpreted as a core or functional aspect. This
might be a particular characteristic of this service sector and other sectors oriented to
persons in situations of vulnerability. Therefore, future studies can explore whether
service users attribute a core role to relational facets in these services, in addition
to testing possible interactions between functional and relational service quality.
Finally, the type of service provided to persons with ID at the service center could
be different depending on their support needs, impacting the role of functional vs.
relational service quality. For those with low needs, receiving support for community
integration (e.g., social inclusion, employment) might be sufficient. By contrast, for
individuals with higher needs, support could also include help with their basic daily
tasks. This differentiation in the support needs could affect the importance of func-
tional vs. relational service quality in understanding performance, a research question
that deserves consideration in future studies.
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Conclusion

This research makes important contributions to understanding how service climate
can improve the quality of life of people with ID through service quality. This mecha-
nism is important because employees’ interactions with service users influence the
QoL of people with ID. When employees know that optimum service for people with
ID is expected and rewarded, they provide the best service to their service users,
which eventually improves the positive perceptions of their quality of life.

Acknowledgements The authors would like to thank “Plena inclusion” and associated centers that par-
ticipated in the study. We would like to specially acknowledge all the families that participated in this
research study.

Funding Open Access funding provided thanks to the CRUE-CSIC agreement with Springer Nature. This
work was supported by the “Agencia Estatal de Investigacién en Espana” under Grant Agreement No
PSI2016-78158-R, and FEDER.

Data availability The datasets are available from the corresponding author upon reasonable request.

Declarations

Consent All participants were briefed about the objectives of the study and gave their written and informed
consent. Anonymity and confidentiality were guaranteed by the researchers. In addition, participants were
informed that they were free to leave the study at any time or prevent the use of the data they provided.

Competing Interests The authors report there are no competing interests to declare.

Open Access This article is licensed under a Creative Commons Attribution 4.0 International License,
which permits use, sharing, adaptation, distribution and reproduction in any medium or format, as long
as you give appropriate credit to the original author(s) and the source, provide a link to the Creative
Commons licence, and indicate if changes were made. The images or other third party material in this
article are included in the article’s Creative Commons licence, unless indicated otherwise in a credit line
to the material. If material is not included in the article’s Creative Commons licence and your intended use
is not permitted by statutory regulation or exceeds the permitted use, you will need to obtain permission
directly from the copyright holder. To view a copy of this licence, visit http://creativecommons.org/
licenses/by/4.0/.

References

Ambrose, M. L., & Schminke, M. (2009). The role of overall justice judgments in organizational jus-
tice research: A test of mediation. Journal of Applied Psychology, 94(2), 491-500. https://doi.
org/10.1037/a0013203

Bashshur, M., Rupp, D. E., & Christopher, J. (2004). Theoretically-based strategies for defining and mea-
suring justice climate: Implications for multilevel research in organizational justice. Paper presented
at the 64th conference Annual Meeting of the Academy of Management, New Orleans, L.A.

Blau, P. M. (1977). Inequality and heterogeneity: A primitive theory of social structure. Free.

Carrasco, H., Martinez-Tur, V., Peiro, J. M., & Moliner, C. (2012). Validation of a Measure of Service
Climate in Organizations. Revista de Psicologia del Trabajo y de las Organizaciones, 28(2), 2012,
69-80. Colegio Oficial de Psicologos de Madrid, Madrid, Espana.

@ Springer


http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
https://doi.org/10.1037/a0013203
https://doi.org/10.1037/a0013203

128 Y. Estreder et al.

Chan, D. (1998). Functional relations among constructs in the same content domain at different levels of
analysis: A typology of composition models. Journal of Applied Psychology, 83(2), 234-246. https://
doi.org/10.1037/0021-9010.83.2.234

Chang, C., Chen, S., & Lan, Y. (2013). Service quality, trust, and patient satisfaction in interper-
sonal-based medical service encounters. BMC Health Service Research, 13, 22. https://doi.
org/10.1186/1472-6963-13-22

Davidson, M. C. G., & Manning, M. L. (2003). Organizational climate of food and beverage employees:
Its impact upon customer satisfaction in hotels. International Journal of Hospitality and Tourism
Administration, 4(4), 85-100. https://doi.org/10.1300/J149v04n04 05

Dean, A. M. (2004). Links between organisational and customer variables in service delivery: Evidence,
contradictions and challenges. International Journal of Service Industry Management, 15(3/4), 332—
350. https://doi.org/10.1108/09564230410552031

Deslandes, R., Royer, E., Potvin, P., & Leclerc, D. (1999). Patterns of home and school partnership for
general and special education students at the secondary level. Exceptional Children, 65(4), 496-506.
https://doi.org/10.1177/001440299906500405

Dietz, J., Pugh, S. D., & Wiley, J. W. (2004). Service climate effects on customer attitudes: An exami-
nation of boundary conditions. Academy of Management Journal, 47(1), 81-92. https://doi.
org/10.2307/20159561

Dunlap, W. P., Burke, M. J., & Smith-Crowe, K. (2003). Accurate tests of statistical significance for -wWG
and average deviation interrater agreement. Journal of Applied Psychology, 88(2), 356-362. https://
doi.org/10.1037/0021-9010.88.2.356

Ehrhart, K. H., Witt, L. A., Schneider, B., & Perry, S. J. (2011). Service employees give as they get: Inter-
nal service as a moderator of the service climate—service outcomes link. Journal of Applied Psychol-
ogy, 96(2), 423-431. https://doi.org/10.1037/a0022071

Estreder, Y., Martinez-Tur, V., Moliner, C., Gracia, E., & Lira, E. (2023). The voice of persons with intel-
lectual disability: Why does autonomy support make them feel better? Applied Psychology: An Inter-
national Review Advance online publication.

Gracia, E., Cifre, E., & Grau, R. (2010). Service quality: The key role of service climate and service
behavior of boundary employee units. Group & Organization Management, 35(3), 276-298. https://
doi.org/10.1177/1059601110370783

Gwinner, K., Gremler, D. D., & Bitner, M. J. (1998). Relational benefits in services industries: The
consumer’s perspective. Journal of Academy of Marketing Science, 26, 101-114. https://doi.
org/10.1177/0092070398262002

Hayes, A. F., & Preacher, K. J. (2013). Conditional process modeling: Using structural equation modeling
to examine contingent causal processes. In G. R. Hancock, & R. O. Mueller (Eds.), Structural equa-
tion modeling: A second course (pp. 219-266). IAP Information Age Publishing.

Hee Yoon, M., Beatty, S. E., & Suh, J. (2001). The effect of work climate on critical employee and cus-
tomer outcomes: An employee-level analysis. International Journal of Service Industry Manage-
ment, 12(5), 500-521. https://doi.org/10.1108/EUMO0000000006095

Hong, Y., Liao, H., Hu, J., & Jiang, K. (2013). Missing link in the service profit chain: A meta-analytic
review of the antecedents, consequences, and moderators of service climate. Journal of Applied Psy-
chology, 98, 237-267. https://doi.org/10.1037/a0031666

https://doi.org/10.1111/apps.12487

Jahanshahi, A. A. (2012). Analyzing the effects of electronic commerce on organizational performance:
Evidence from small and medium enterprises. African Journal of Business Management, 6(22).
https://doi.org/10.5897/AJBM11.1768

Jiang, K., Hu, J., Hong, Y., Liao, H., & Liu, S. (2016). Do it well and do it right: The impact of service
climate and ethical climate on business performance and the boundary conditions. Journal of Applied
Psychology, 101(11), 1553—1568. https://doi.org/10.1037/apl0000138

Kane, L., & Ashbaugh, A. (2017). Simple and parallel mediation: A tutorial exploring anxiety sensitiv-
ity, sensation seeking, and gender. Quantitative Methods for Psychology, 13, 148—165. https://doi.
org/10.20982/tqmp.13.3

Kralj, A., & Solnet, D. (2010). Service climate and customer satisfaction in a casino hotel: An explor-
atory case study. International Journal of Hospitality Management, 29(4), 711-719. https://doi.
org/10.1016/1.ijhm.2010.01.005

@ Springer


https://doi.org/10.1037/0021-9010.83.2.234
https://doi.org/10.1037/0021-9010.83.2.234
https://doi.org/10.1186/1472-6963-13-22
https://doi.org/10.1186/1472-6963-13-22
https://doi.org/10.1300/J149v04n04_05
https://doi.org/10.1108/09564230410552031
https://doi.org/10.1177/001440299906500405
https://doi.org/10.2307/20159561
https://doi.org/10.2307/20159561
https://doi.org/10.1037/0021-9010.88.2.356
https://doi.org/10.1037/0021-9010.88.2.356
https://doi.org/10.1037/a0022071
https://doi.org/10.1177/1059601110370783
https://doi.org/10.1177/1059601110370783
https://doi.org/10.1177/0092070398262002
https://doi.org/10.1177/0092070398262002
https://doi.org/10.1108/EUM0000000006095
https://doi.org/10.1037/a0031666
https://doi.org/10.1111/apps.12487
https://doi.org/10.5897/AJBM11.1768
https://doi.org/10.1037/apl0000138
https://doi.org/10.20982/tqmp.13.3
https://doi.org/10.20982/tqmp.13.3
https://doi.org/10.1016/j.ijhm.2010.01.005
https://doi.org/10.1016/j.ijhm.2010.01.005

A Parallel Mediator Model to Explain the Organizational Performance... 129

Lachapelle, Y., Wehmeyer, M. L., Haelewyck, M. C., Courbois, Y., Keith, K. D., Schalock, R., Verdugo,
M. A., & Walsh, P. N. (2005). The relationship between quality of life and self-determination:
An international study. Journal of Intellectual Disability Research, 49(10), 740-744. https://doi.
org/10.1111/j.1365-2788.2005.00743.x

LeRoux, K., & Wright, N. S. (2010). Does performance measurement improve strategic decision making?
Findings from a national survey of nonprofit social service agencies. Nonprofit and Voluntary Sector
Quarterly, 39(4), 571-587. https://doi.org/10.1177/0899764009359942

Lin, M., Ling, Q., Liu, Y., & Hu, R. (2021). The effects of service climate and internal service quality on
frontline hotel employees’ service-oriented behaviors. International Journal of Hospitality Manage-
ment, 97(Complete). https://doi.org/10.1016/j.ijhm.2021.102995

Martinez-Tur, V. (2020). The Service Encounter. In L. Yang, R. Cropanzano, C. Daus, & V. Martinez-Tur
(Eds.), The Cambridge Handbook of Workplace Affect (pp. 284-296). Cambridge University Press.
(Cambridge Handbooks in Psychology10.1017/9781108573887.022

Martinez-Tur, V., Peir6, J. M., & Ramos, J. (2005). Linking situational constraints to customer satisfaction
in a service environment. Applied Psychology: An International Review, 54(1), 25-36. https://doi.
org/10.1111/j.1464-0597.2005.00194..x

Martinez-Tur, V., Tordera, N., Peir6, J. M., & Potocnik, K. (2011). Linking service climate and discon-
firmation of expectations as predictors of customer satisfaction: A cross-level Studyl. Journal of
Applied Social Psychology, 41(5), 1189-1213. https://doi.org/10.1111/j.1559-1816.2011.00753.x

Martinez-Tur, V., Estreder, Y., Moliner, C., Garcia-Buades, E., Ramos, J., & Peiro, J. M. (2017). Linking
employees’ extra-role efforts to customer satisfaction: Presence versus absence of complaints. Social
Psychology, 48(2), 104-112. https://doi.org/10.1027/1864-9335/a000301

Martinez-Tur, V., Patrag, L., Gracia, E., & Jalili, S. (2020). Improving Service Performance in Orga-
nizations for individuals with intellectual disability: An intervention focused on participation of
families. Revista Psicologia: Organizagées E Trabalho, 20(4), 1221-1227. https://doi.org/10.17652/
pot/2020.4.06

Martinez-Tur, V., Estreder, Y., Tomas, 1., Ramos, J., & Luque, O. (2023). Interaction between functional
and relational service quality: Hierarchy vs. compensation. The Service Industries Journal, 43(1-2),
85-103. https://doi.org/10.1080/02642069.2018.1492562

Mendoza-Sierra, M. 1., Orgambidez-Ramos, A., Carrasco-Gonzalez, A. M., & Leodn-Jariego, J. C. (2014).
Service climate as a mediator of organizational empowerment in customer-service employees. The
Spanish Journal of Psychology, 17(4). https://doi.org/10.1017/sjp.2014.4

Mokhtaran, M., Fakharyan, M., Jalilvand, M. R., & Mohebi, M. (2015). The effect of service climate on
perceived service value and behavioral intentions: The mediating role of service quality. Asia Pacific
Journal of Tourism Research, 20(4), 472—486. https://doi.org/10.1080/10941665.2014.889029

Molan, I., Martinez-Tur, V., Pefiarroja, V., Moliner, C., & Gracia, E. (2018). Survey feedback improves
service quality perceptions among employees of an NGO: An organizational-level positive interven-
tion. European Journal of Work and Organizational Psychology, 27(2), 235-246. https://doi.org/10.
1080/1359432X.2017.1420645

Molina, A., Moliner, C., Martinez-Tur, V., Cropanzano, R., & Peir6, J. M. (2015). Unit-level fairness and
quality within the health care industry: A justice-quality model. European Journal of Work and Orga-
nizational Psychology, 24(4), 627-644. https://doi.org/10.1080/1359432X.2014.960401

Moliner, C., Lorente, L., Martinez-Tur, V., & Gracia, E. (2013). Structure and validation of a contextual
quality of life scale for people with intellectual disabilities in social services: An organization-ori-
ented measure from an external perspective. Perspectivas Em Gestao & Conhecimento, 3(3), 80-94.
Retrieved from http://dialnet.unirioja.es/servlet/oaiart?codigo=4801017

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). Servqual: A multiple-item scale for measur-
ing consumer perceptions of service quality. Journal of Retailing, 64(1), 12. Retrieved from https://
search.proquest.com/docview/228609374?accountid=9652

Patras, L., Martinez-Tur, V., Estreder, Y., Gracia, E., Moliner, C., & Peir6, J. M. (2018). Organizational
performance focused on users’ quality of life: The role of service climate and contribution-to-others
wellbeing beliefs. Research in Developmental Disabilities, 77, 114—123. https://doi.org/10.1016/j.
ridd.2018.04.016

Peird, J. M., Martinez-Tur, V., & Ramos, J. (2005). Employees’ overestimation of functional and rela-
tional service quality: A gap analysis. The Service Industries Journal, 25(6), 773-788. https://doi.
org/10.1080/02642060500103324

@ Springer


https://doi.org/10.1111/j.1365-2788.2005.00743.x
https://doi.org/10.1111/j.1365-2788.2005.00743.x
https://doi.org/10.1177/0899764009359942
https://doi.org/10.1016/j.ijhm.2021.102995
https://doi.org/10.1111/j.1464-0597.2005.00194.x
https://doi.org/10.1111/j.1464-0597.2005.00194.x
https://doi.org/10.1111/j.1559-1816.2011.00753.x
https://doi.org/10.1027/1864-9335/a000301
https://doi.org/10.17652/rpot/2020.4.06
https://doi.org/10.17652/rpot/2020.4.06
https://doi.org/10.1080/02642069.2018.1492562
https://doi.org/10.1017/sjp.2014.4
https://doi.org/10.1080/10941665.2014.889029
https://doi.org/10.1080/1359432X.2017.1420645
https://doi.org/10.1080/1359432X.2017.1420645
https://doi.org/10.1080/1359432X.2014.960401
http://dialnet.unirioja.es/servlet/oaiart?codigo=4801017
https://search.proquest.com/docview/228609374?accountid=9652
https://search.proquest.com/docview/228609374?accountid=9652
https://doi.org/10.1016/j.ridd.2018.04.016
https://doi.org/10.1016/j.ridd.2018.04.016
https://doi.org/10.1080/02642060500103324
https://doi.org/10.1080/02642060500103324

130 Y. Estreder et al.

Podsakoff, P. M., MacKenzie, S. B., Lee, J., & Podsakoff, N. P. (2003). Common method biases in behav-
ioral research: A critical review of the literature and recommended remedies. Journal of Applied
Psychology, 88(5), 879-903. https://doi.org/10.1037/0021-9010.88.5.879

Poto¢nik, K., Tordera, N., Martinez-Tur, V., Peird, J. M., & Ramos, J. (2011). Is service climate strength
beneficial or detrimental for service quality delivery? European Journal of Work and Organizational
Psychology, 20(5), 681-699. https://doi.org/10.1080/1359432X.2010.496649

Ramseook-Munhurrun, P., Lukea-Bhiwajee, S. D., & Naidoo, P. (2010). Service quality in the public ser-
vice. Rochester, NY: Retrieved from https:/papers.ssrn.com/abstract=1668833

Reinders, H. S., & Schalock, R. L. (2014). How organizations can enhance the quality of life of their
clients and assess their results: The concept of QOL enhancement. American Journal on Intellectual
and Developmental Disabilities; Washington, 119(4), 291-302. Retrieved from https://search.pro-
quest.com/docview/1586115448/abstract/2664CCA327BF4742PQ/1

Rod, M., Ashill, N. J., & Gibbs, T. (2016). Customer perceptions of frontline employee service delivery:
A study of Russian bank customer satisfaction and behavioural intentions. Journal of Retailing and
Consumer Services, 30, 212-221. https://doi.org/10.1016/j.jretconser.2016.02.005

Salanova, M., Agut, S., & Peir6, J. M. (2005). Linking organizational resources and work engagement to
employee performance and customer loyalty: The mediation of service climate. Journal of Applied
Psychology, 90(6), 1217-1227. https://doi.org/10.1037/0021-9010.90.6.1217

Sanchez-Hernandez, R. M., Martinez-Tur, V., Peiro, J. M., & Moliner, C. (2010). Linking functional and
relational service quality to customer satisfaction and loyalty: Differences between men and women.
Psychological Reports, 106(2), 598—610. https://doi.org/10.2466/pr0.106.2.598-610

Sawhill, J., & Williamson, D. (2001). Measuring what matters in nonprofits. Retrieved from https://www.
mckinsey.com/industries/social-sector/our-insights/measuring-what-matters-in-nonprofits#

Schneider, B. (1975). Organizational climates: An essay. Personnel Psychology, 28(4), 447-479. https://
doi.org/10.1111/1.1744-6570.1975.tb01386.x

Schneider, B., & Barbera, K. M. (2014). The oxford handbook of organizational climate and culture.
Oxford University Press.

Schneider, B., & Bowen, D. (1985). Employee and customer perceptions of service in banks. Replication and
extension. Journal of Applied Psychology, 70, 423—-433. https://doi.org/10.1037/0021-9010.70.3.423

Schneider, B., White, S. S., & Paul, M. C. (1998). Linking service climate and customer perceptions of
service quality: Test of a causal model. Journal of Applied Psychology, 83(2), 150-163. https://doi.
org/10.1037/0021-9010.83.2.150

Schneider, B., Salvaggio, A. N., & Subirats, M. (2002). Climate strength. Journal of Applied Psychology,
87(2), 220-229. https://doi.org/10.1037/0021-9010.87.2.220

Schneider, B., Macey, W. H., Lee, W. C., & Young, S. A. (2009). Organizational service climate drivers of
the American customer satisfaction index (ACSI) and financial and market performance. Journal of
Service Research, 12(1), 3—14. https://doi.org/10.1177/1094670509336743

Schneider, B., Ehrhart, M. G., & William, M. (2012). Organizational climate and culture. Annual Review
of Psychology, 64(3), 631-634. https://doi.org/10.1146/annurev-psych-113011-143809

Singh Gaur, S., Xu, Y., Quazi, A., & Nandi, S. (2011). Relational impact of service providers’ interaction
behavior in healthcare. Managing Service Quality: An International Journal, 21(1), 67-87. https://
doi.org/10.1108/09604521111100252

Stancliffe, R. J. (1999). Proxy respondents and the reliability of the quality of life questionnaire
empowerment factor. Journal of Intellectual Disability Research, 43(3), 185-193. https://doi.
org/10.1046/j.1365-2788.1999.00194.x

Susskind, A. M. (2015). Communication richness: Why some guest complaints go right to the top—and others
do not. Cornell Hospitality Quarterly, 56(3), 320-331. https://doi.org/10.1177/1938965514560161

Wehmeyer, M. L. (2005). Self-determination and individuals with severe Disabilities: Re-examining
meanings and misinterpretations. Research and Practice for Persons with Severe Disabilities, 30(3),
113-120. https://doi.org/10.2511/rpsd30.3. 113.

Wehmeyer, M. L., & Shogren, K. A. (2016). Self-determination and choice. Handbook of evidence-based
practices in Intellectual and Developmental Disabilities (pp. 561-584). Springer International
Publishing.

Wolfensberger, W. (1998). A brief introduction to social role valorization: A high-order concept for
addressing the plight of societally devalued people, and for structuring human services (3rd, revised.).
Syracuse, NY: Syracuse University, Training Institute for Human Service Planning, Leadership and
Change Agency.

@ Springer


https://doi.org/10.1037/0021-9010.88.5.879
https://doi.org/10.1080/1359432X.2010.496649
https://papers.ssrn.com/abstract=1668833
https://search.proquest.com/docview/1586115448/abstract/2664CCA327BF4742PQ/1
https://search.proquest.com/docview/1586115448/abstract/2664CCA327BF4742PQ/1
https://doi.org/10.1016/j.jretconser.2016.02.005
https://doi.org/10.1037/0021-9010.90.6.1217
https://doi.org/10.2466/pr0.106.2.598-610
https://www.mckinsey.com/industries/social-sector/our-insights/measuring-what-matters-in-nonprofits#
https://www.mckinsey.com/industries/social-sector/our-insights/measuring-what-matters-in-nonprofits#
https://doi.org/10.1111/j.1744-6570.1975.tb01386.x
https://doi.org/10.1111/j.1744-6570.1975.tb01386.x
https://doi.org/10.1037/0021-9010.70.3.423
https://doi.org/10.1037/0021-9010.83.2.150
https://doi.org/10.1037/0021-9010.83.2.150
https://doi.org/10.1037/0021-9010.87.2.220
https://doi.org/10.1177/1094670509336743
https://doi.org/10.1146/annurev-psych-113011-143809
https://doi.org/10.1108/09604521111100252
https://doi.org/10.1108/09604521111100252
https://doi.org/10.1046/j.1365-2788.1999.00194.x
https://doi.org/10.1046/j.1365-2788.1999.00194.x
https://doi.org/10.1177/1938965514560161
https://doi.org/10.2511/rpsd

A Parallel Mediator Model to Explain the Organizational Performance... 131

Yavas, U., Babakus, E., & Ashill, N. J. (2007). Gender-based differences in customer perceptions of front-
line employee performance: A banking study in New Zealand. Services Marketing Quarterly, 28(3),
117-129. https://doi.org/10.1300/J396v28n03_07

Young, G. J., Meterko, M. M., Mohr, D., Shwartz, M., & Lin, H. (2009). Congruence in the assessment of
service quality between employees and customers: A study of a public health care delivery system.
Journal of Business Research, 62(11), 1127-1135. https://doi.org/10.1016/j.jbusres.2008.08.004

Zhang, Y., LePine, J. A., Buckman, B. R., & Wei, F. (2014). It’s not fair ... or is it? The role of Justice and
Leadership in explaining Work Stressor— Job Performance relationships. Academy of Management
Journal, 57(3), 675-697. https://doi.org/10.5465/amj.2011.1110

Publisher’s Note Springer Nature remains neutral with regard to jurisdictional claims in published maps
and institutional affiliations.

Authors and Affiliations

Yolanda Estreder’® - Maimoona Wasif Sadi'® - Vicente Martinez-Tur'® .
Salvatore Zappala?® . Carolina Moliner'

< Carolina Moliner
carolina.moliner@uv.es

Yolanda Estreder
Yolanda.estreder@uv.es

Maimoona Wasif Sadi
maimoonawasif@gmail.com

Vicente Martinez-Tur
vicente.martinez-tur@uv.es

Salvatore Zappala
salvatore.zappala@unibo.it

Research Institute in Personnel Psychology, Organizational Development and Quality of
Working Life (IDOCAL), University of Valencia, Valencia, Spain

Department of Psychology, University of Bologna, Bologna, Italy

@ Springer


https://doi.org/10.1300/J396v28n03_07
https://doi.org/10.1016/j.jbusres.2008.08.004
https://doi.org/10.5465/amj.2011.1110
http://orcid.org/0000-0003-4480-4724
http://orcid.org/0009-0004-0961-4102
http://orcid.org/0000-0002-6388-569X
http://orcid.org/0000-0002-8679-1063
http://orcid.org/0000-0002-2265-8028

	﻿A Parallel Mediator Model to Explain the Organizational Performance Oriented to the Quality of Life of People with Intellectual Disabilities: The Employees and Family Members Perspectives
	﻿Abstract
	﻿What this Paper Adds?
	﻿Introduction
	﻿Concepts
	﻿Service Climate
	﻿Service Quality
	﻿Organizational Performance Oriented toward QoL

	﻿Theory and Hypotheses
	﻿Linking Service Climate to Service Quality
	﻿Linking Service Quality to Organizational Performance Oriented toward QoL
	﻿Service Quality as the Underlying Mechanism: a Holistic view

	﻿Method
	﻿Participants
	﻿Procedure
	﻿Measures



