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[bookmark: _Toc159058772] Executive Summery
In the current global economy, healthcare plays a critical role in promoting economic development, national health, and the well-being of nurses so they can deliver high-quality care. The majority of developing countries have low income levels, and positions in the healthcare industry often involve high pressure and long hours. The general objective of this proposal is to investigate the Effects of Internal Service Quality on Nurses' Performance, specifically addressing the Role of Employees' Well-being in the context of Debre Tabor Hospital.  The study will adopt a descriptive and explanatory research design, employing both quantitative and qualitative research approaches. This design allows for a comprehensive understanding of the internal service quality's impact on nurses' performance and well-being. A census or whole population approach will be used, targeting all nurses (119 in total) employed at Debre Tabor Hospital. This ensures that data is collected from the entire population, providing a representative sample for the study. The target population comprises health professionals at Debre Tabor Hospital, specifically focusing on the nursing staff. The sample size includes all 119 nurses, employing a census method to gather insights into the effects of internal service quality on performance and the mediating role of nurse well-being. Data analysis will involve utilizing AMOS software (IBM SPSS AMOS 26.0 model version) for structural equation modeling (SEM). AMOS is instrumental in testing complex relationships within SEM. Additionally, SPSS will be employed for descriptive statistics, correlations, and preliminary analyses, ensuring a robust and comprehensive analysis of the gathered data. This proposal research will aims to shed light on the intricate dynamics between internal service quality, nurse well-being, and performance at Debre Tabor Hospital, providing valuable insights for healthcare professionals and policymakers.
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[bookmark: _Toc159058774] Introduction
[bookmark: _Toc156470215][bookmark: _Toc159058775]Back ground of the Study
In today's global economy, healthcare is a key driver of economic growth and national health (Ibrahim et al., 2021; Pahlevan et al., 2023). As such, it is essential to ensure that nurses are healthy and well-functioning to provide high-quality care. There is growing evidence that nurses' well-being has a direct impact on their productivity and effectiveness, which ultimately leads to the success of healthcare organizations (Azlen et al., 2022). There are a number of factors that can contribute to nurses' well-being, including job satisfaction, work-life balance, and access to resources. Organizations can support nurses' well-being by creating a positive work environment, providing adequate staffing levels, and offering opportunities for professional development. Investing in nurses' well-being is not only good for nurses, but it is also good for business. When nurses are healthy and well-functioning, they are more productive and effective. This can lead to improved patient outcomes, reduced costs, and increased patient satisfaction (Korda & Rachmawati, 2022; Pahlevan et al., 2023). 
Healthcare professionals are in great demand, as the industry is one of the fastest-growing in the world(Addai et al., 2022; Alshahrani & Iqbal, 2021). One of the healthcare professions with the highest demand is nursing, which calls necessitating for high-quality the provision of internal services.  The concept of internal service quality has become one of the most important principles of service management. According to Azlen et al., (2022) customer service literature, service quality (SERVQUAL) is the primary debate for modeling and operationalizing service quality in the measurement of an effective organizational system. Previous studies have considered internal service quality (ISQ) operationalization, explored its antecedents and consequences, and studied its role as a mediator variable. Internal service quality is the quality of services provided by one department or team to another within an organization. It is important because it can have a significant impact on the overall quality of service that an organization provides to its customers. When employees are satisfied with the services they receive from their internal customers, they are more likely to be productive and provide high-quality service to their external customers.  There is a lot of research on service quality (SERVQUAL) in the healthcare sector(Addai et al., 2022; Pradeep et al., 2020). However, there is relatively less research on the effects of internal service quality (ISQ) on nursing staff attitudes and behaviors, especially in developing countries like Ethiopia. The existing literature shows that human resources performance is positively associated with organizational performance. Moreover, job motivation and satisfaction are positively correlated with employee retention and intent to stay with the current employer.  Based on this research, healthcare organizations need to focus on improving ISQ. This can be done by creating a positive work environment, providing adequate resources, and promoting communication and coordination between departments. By improving ISQ, healthcare organizations can improve the quality of care they provide to their patients and ultimately their bottom line.
Healthcare organizations globally work towards offering deliver high-quality internal services to their nursing staff by fostering a supportive work environment, offering opportunities for professional development, and ensuring adequate resources are available (Riyanto et al., 2021; Wongsuwan & Na-Nan, 2022). When nurses are content with the internal service standards, they are better equipped to carry out their responsibilities with effectiveness and productivity. Consequently, this results in enhanced patient care outcomes and overall organizational success (Nasrul et al., 2020; Wahjoedi et al., 2021).
The delivery of high-quality healthcare services is directly linked to the performance of nursing staff within healthcare organizations (Addai et al., 2022). In order to provide excellent care to patients, it is imperative to understand the factors that influence the commitment and performance of nurses (Danendra & Rahyuda, 2019). One such factor is internal service quality, which refers to the level of support and services provided to employees within an organization (Pahlevan et al., 2023).
Internal service quality plays a crucial role in determining the performance of nurses in healthcare organizations (Pradeep et al., 2020; Riyanto et al., 2021). The level of service quality within an organization directly impacts the satisfaction and well-being of its employees, which in turn affects their commitment and performance (Addai et al., 2022; Azlen et al., 2022). This critique essay will to analyze the effects of internal service quality on nurse's commitment and performance, with a specific focus on the case of Debre Tabor Hospital. 
The commitment and performance of nurses are essential for the effective delivery of healthcare services (Alshahrani & Iqbal, 2021). When nurses feel valued, supported, and satisfied with their work environment, they are more likely to be committed to their organization and perform at their best (Yarım, 2021). Internal service quality refers to the quality of services provided by one department or unit to another within an organization (Pradeep et al., 2020). In the context of healthcare, it refers to the quality of support services provided to nurses by other departments, such as human resources, administration, and management (Wongsuwan & Na-Nan, 2022).
Majority of developing countries have low income levels and Healthcare occupations are high pressure and have long working hours (Ibrahim et al., 2021; Pahlevan et al., 2023; Wongsuwan & Na-Nan, 2022).  Ethiopia is one of developing countries in Africa the private healthcare sector provides better services than the public sector. However, there are still many deficiencies that need to be addressed. Healthcare centers need to improve their internal services in order to improve their service quality and increase profits (Alshahrani & Iqbal, 2021; Pahlevan et al., 2023; Pradeep et al., 2020). Previous research has shown that the well-being of nursing staff depends on the internal services provided to them. Additionally, employees' effectiveness and efficiency increase when they feel more motivated in their work. Ultimately, this leads to organizational sustainability in the market. There are a number of ways that healthcare centers can improve their internal services. One way is to create a positive work environment. This can be done by providing adequate staffing levels, offering opportunities for professional development, and creating a culture of respect and appreciation. Another way to improve internal services is to provide adequate resources (Pahlevan et al., 2023). This means ensuring that nurses have the tools and equipment they need to do their jobs safely and effectively (Alshahrani & Iqbal, 2021; Pahlevan et al., 2023). Finally, healthcare centers can improve internal services by promoting communication and coordination between departments. This can be done by establishing clear lines of communication, holding regular meetings, and developing shared goals.
Healthcare professions involve high-pressure environments with extended working hours. Given the critical nature of the industry, healthcare facilities must deliver services promptly, surpassing the responsiveness of other service sectors. Nurses, as frontline caregivers, are obligated to adhere to standardized patient care (Pradeep et al., 2020). The demanding nature of the work in healthcare settings can impact the commitment, efficiency, and effectiveness of nurses. The adoption of internal service practices in healthcare institutions has been observed to contribute to nurse satisfaction (Prakash & Srivastava, 2019). Notably, the significance of employee well-being in the workplace, emphasized by Azlen et al. (2022), underscores the importance of investigating the role of internal service quality through the lens of the effective event theory. This exploration is crucial for enhancing employee performance, ultimately contributing to organizational well-being. It is noteworthy that, to date, there has been no study delving into the role of internal service quality within the healthcare sector of Ethiopia.
Despite its importance, there is a dearth of research exploring the effects of internal service quality on nurse's commitment and performance (Pahlevan et al., 2023). This study will be aims to bridge this knowledge gap by investigating the relationship between internal service quality and nurse's commitment and performance in a prominent healthcare institution in Ethiopia. In the healthcare industry, internal service quality plays a vital role in enhancing employee commitment and performance. However, the impact of internal service quality on nurse's commitment and performance, as well as its influence on employees' well-being, remains understudied (Korda & Rachmawati, 2022). 
The well-being of employees is an essential aspect of organizational success, particularly in the healthcare sector (Maryati et al., 2019). In order to provide quality patient care, nurses' commitment and performance are crucial factors (Hendrato et al., 2021). Internal service quality, which refers to the quality of support services provided to employees within an organization, has been found to significantly impact employee morale, job satisfaction, and productivity (Addai et al., 2022). 
Debre Tabor Hospital one of governmental healthcare institution in Ethiopia, places a high priority on maintaining internal service quality. As one of public healthcare institution, it is responsible for providing quality care to a large number of patients. By focusing on internal service quality, the hospital can create a supportive and empowering environment for its nurses. This includes addressing issues such as workload, communication, and recognition. When nurses feel valued and supported, they are more likely to perform at their best, leading to improved patient satisfaction and outcomes. By prioritizing internal service quality, healthcare organizations can enhance the wellbeing of their employees and ultimately improve patient care. It is essential for healthcare leaders and policymakers to recognize the importance of investing in internal service quality to create a positive and thriving healthcare system. 
In conclusion, the effects of internal service quality on nurse's performance are significant at the international level, Ethiopia at the national level, and in the case of Debre Tabor public governmental Hospital.
[bookmark: _Toc156470216][bookmark: _Toc159058776]Statement of the Problem
The healthcare industry shows a variety of organizational cultures, service quality standards, and workforce dynamics at large scale as a globally (Korda & Rachmawati, 2022). While recognizing the significance of internal service quality on nurses' performance, there is a need for a deeper understanding of these factors within the complex global healthcare landscape. The limited insights available hinder the development of universally applicable best practices, ultimately impacting healthcare quality worldwide (Maryati et al., 2019). Nursing staff play a crucial role in the provision of healthcare services, and their commitment and performance are essential for ensuring optimal patient care outcomes (Pahlevan et al., 2023). 
According to Iqbal Robbie, (2023) conducted a comprehensive study in a healthcare setting, exploring the impact of internal service quality on nurse commitment. Findings revealed a significant positive correlation between perceived internal service quality and nurses' affective commitment. The study underscored the importance of communication, training opportunities, and managerial support in shaping nurses' commitment levels.
Research by Wua, (2022) investigated the relationship between internal service quality and nurse performance in a large hospital setting. The study found that aspects such as resource availability, clear communication channels, and recognition significantly influenced the efficiency and effectiveness of nursing tasks. Improved internal service quality was associated with enhanced nurse performance in delivering patient care.
The global discourse on internal service quality and nurse performance lacks comprehensive insights, hindering the formulation of universally applicable strategies such as the global issues or knowledge Gap (Dwi, 2021; Lee & Kim, 2023; Wua, 2022).
In the African situation, including countries like Ethiopia, healthcare systems are often strained due to limited resources, high patient loads, and inadequate support for nursing staff (Wongsuwan & Na-Nan, 2022). Understanding the internal service quality experienced by nurses in hospitals (Sapada et al., 2017; Yarım, 2021). Hospital is essential to improving the overall quality of care and ensuring the well-being of healthcare workers in the region.
Most of developing countries, including Ethiopia experiencing demographic shifts and healthcare challenges, and understanding the interplay between internal service quality and nurses' performance becomes imperative (Alshahrani & Iqbal, 2021). The healthcare landscape is evolving, with a growing emphasis on meeting the diverse needs of the population. However, the specific nuances of internal service quality and their impact on nursing performance within Ethiopia remain understudied, hindering the development of tailored interventions.
The research conducted by Ibrahim et al. (2021) research delved into the relationship between organizational support, employee well-being, and job performance. While not specific to healthcare, the study's findings emphasized the critical role of perceived organizational support in mitigating burnout and fostering employee well-being. This highlights the relevance of organizational support in the healthcare context and its potential impact on nurses' overall well-being. Developing countries such as Ethiopia's healthcare landscape is transforming, demanding a contextual understanding of the internal service quality–performance dynamic to cater to the nation's evolving healthcare needs as a national healthcare evolution
Similar to other Ethiopian governmental hospitals, Debre Tabor Hospital plays a vital role in the healthcare system, addressing the evolving healthcare needs of the community. The hospital's effectiveness hinges on maintaining high standards of internal service quality. The intricate relationship between nurses' job satisfaction, influenced by internal service quality, and their performance in the distinctive environment of Debre Tabor Hospital presents a significant and unresolved challenge, an issue yet to be fully addressed. As one of Ethiopian governmental hospital Debre Tabor, as a microcosm of the broader healthcare system, grapples with challenges that necessitate a granular understanding of how internal service quality influences nurses' performance as the Hospital-Specific Challenges.
The researcher will have one gap in their limited focus on the effects of nurses' internal service quality: A substantial amount of research focusing on the particular aspects of internal service quality that have a major influence on nurses in the healthcare industry may be limited in the existing literature, particularly when it comes to Debre Tabor Hospital.
The second gap in insight into the mechanisms influencing employees' well-being will be acquired by the researcher. This understanding may be lacking in the complicated manners that internal service quality affects the wellbeing of nursing staff, including details like workload, communication, recognition, and the overall working environment.
The thirdly gap, the researcher will get an insufficient analysis of Nurses' Performance outcomes: It is possible that earlier research ignored important elements that either contribute to or hinder to the capacity of nurses to provide patients with the kind of care they needed, failing to adequately address the numerous effects of nurses' performance regarding internal service quality.
The fourth gap the researcher will obtain for the limited investigation of Mediating factors is understanding the complex interactions between these variables may be lacking due to a lack of studies on the role of mediator of employees' well-being in the relationship between internal service quality and nurses' performance.

Therefore this study in general will seek to address these gaps by separating the complex relationships between internal service quality, nurses' well-being, and their performance on a global, national, and local scale, with a specific focus on Debre Tabor Public Governmental Hospital in Ethiopia. Identifying these gaps in knowledge regarding internal service quality, and nurse performance outcomes, coupled with the unexplored mediating role of employees' well-being, necessitates a comprehensive investigation. More over the study will be ultimately contributes to the improvement of healthcare services and also the policy formulation making for decision.
[bookmark: _Toc159058777]Research Hypotheses 
The following will be the proposed research hypotheses of the study:
H1: There is a significant relationship between nurses' internal service quality and employees' well-being.
H2: Employees' well-being significantly influences employee performance.
H3: Nurses' internal service quality significant impacts nurses' performance.
H4: Employees' well-being mediates the relationship between nurses' internal service quality and nurses' performance
[bookmark: _Toc156470217][bookmark: _Toc159058778]Objectives
[bookmark: _Toc156470218][bookmark: _Toc159058779]General Objective
[bookmark: _Toc156470219]The general objective of this proposed study will be to investigate the Effects of Internal Service Quality on Nurses’ Performance: Meeting the Role of Employees' Well-being in the Case of Debre Tabor Hospital.
[bookmark: _Toc159058780]Specific Objectives
[bookmark: _Toc156470222]1. Effects of Nurses’ Internal Service Quality on Employees' Wellbeing
 2. Effects of Employees' Wellbeing on Nurses’ Performance 
3. Effects of Employees' Internal Service Quality on Nurses’ Performance 
4. The mediating effect of Employees' Well-being and the link between Employees' Internal Service Quality on Nurses' Performance
[bookmark: _Toc159058781]Significance of the Study
The study to enable to understanding of internal service quality is crucial for improving the overall quality of Debre Tabor Hospital services provided by nursing staff. Also, findings may inform the development or refinement of policies aimed at improving the working conditions, service quality, and overall performance of nursing staff in healthcare institutions. Additionally, evaluating the performance outcomes with internal service quality helps identify areas of improvement, leading to enhanced patient care and satisfaction. Likewise, the research will explore the mediating role of employee well-being and shed light on the importance of strategic human resource management practices for organizational success. 
Furthermore, the research will contribute to literature as the existing sources/body of knowledge on internal service quality, employee well-being, and performance outcomes in the healthcare sector. 
The study will provide evidence-based insights that can guide decision-making processes for hospital administrators, policy-makers, and healthcare professionals. The study will contributes also to the organizational effectiveness of Debre Tabor Hospital by providing actionable insights for enhancing internal service quality, employee well-being, and overall performance.
[bookmark: _Toc159058782]Scope of the Study
This study will shed light on the influences between Debre Tabor Hospital's internal service quality, nurses’ well-being, and nursing performance. It will do this within the conceptual, geographic, methodological, and time boundaries stated below.
Conceptual Scope: This research study will be focuses on examining the effects of internal service quality on nurse's performance, specifically looking at how employees' well-being influences performance. The study will explore the variables that impact employee performance within the context of Debre Tabor Hospital. It will delve into concepts related to internal service quality, employee well-being, and their effects on performance in a healthcare setting.
Geographical Scope: The geographical scope of this study will be limited to Debre Tabor Hospital in Ethiopia. The research will be conducted within the premises of the hospital, focusing on the nurses working in this specific healthcare facility. The findings and conclusions will be drawn from this study will be specific to the context of Debre Tabor Hospital.
Methodological Scope: The research methodology will be employed in this study will involve a mix of qualitative and quantitative approaches. Data collection methods such as surveys, interviews, and observations will be used to gather information from nurses at Debre Tabor Hospital. The study will also utilize statistical analysis techniques to analyze the data collected and draw meaningful conclusions regarding the variables influencing employee performance.
Time Scope: The time scope of this study will cover a specific period during which data collection and analysis will be conducted. The research timeline will include the preparation phase, data collection phase, data analysis phase, and report writing phase. The duration of the study will be outlined in the research proposal, specifying the start and end dates of each phase to ensure timely completion of the research.
[bookmark: _Toc159058783]Organization of the Study
This research proposal will be organized into five chapters. The first chapter will discusses  the introduction part of the research i.e. background of the study, statement of the problem, research questions, research objectives both the general and specific objectives, scope of the  study, limitation of the study and significance of the study. Chapter two will presents the review of concepts based on the existing studies on the matter under investigation. Chapter three will explain the methodology of the research, research design and approach, population and sample size, sources of data, data collection methods, model specification, method of data analysis, variable definition and measurement and ethical consideration. Chapter Four will be regarding the analysis part of the research where the raw data is analyzed and made meaningful. Finally, chapter Five will be about Summary, conclusion and Recommendation regarding the whole paper in general and the analysis part in particular.
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[bookmark: _Toc156470224][bookmark: _Toc159058785]Literature Review
[bookmark: _Toc156470225][bookmark: _Toc159058786]Theoretical Literature
In exploring the effects of internal service quality on nurses' performance and its intersection with employees' well-being, it is crucial to delve into relevant theoretical frameworks. This literature review will encompass various theories that provide a theoretical foundation for understanding the relationship between internal service quality, employees' well-being, and performance within the healthcare context, specifically focusing on Debre Tabor Hospital.
Exploration of relevant theories on internal service quality, and employee performance in organizational settings (Iqbal Robbie, 2023; Kim et al., 2019; Lee & Kim, 2023).
[bookmark: _Toc159058787]Job Demands-Resources (JD-R) Model
The JD-R model, developed by Demerouti, Bakker, Nachreiner, and Schaufeli, offers a valuable lens to understand the dynamics of job demands and resources on employee well-being and performance (Korda, & Rachmawati, 2022). Job demands can include workload and emotional stress, while resources encompass support systems and organizational culture. Applying this model can elucidate how internal service quality acts as a resource, influencing nurses' well-being and subsequent performance outcomes.
[bookmark: _Toc159058788]Social Exchange Theory
According to Korda, & Rachmawati, (2022), Social Exchange Theory proposes that relationships involve a reciprocal exchange of resources and efforts. In the context of healthcare, the internal service quality provided to nurses can be seen as an investment by the organization, fostering a positive social exchange. This theory helps in understanding how the quality of internal services contributes to the well-being of nurses, fostering a sense of commitment and enhanced performance.
[bookmark: _Toc159058789]Job Characteristics Model
As Cited by Pahlevan, et al. (2023) Hackman and Oldham's Job Characteristics Model emphasizes the relationship between job design and employee motivation. By examining the internal service quality within Debre Tabor Hospital, this model aids in comprehending how job characteristics, such as skill variety, task identity, and task significance, contribute to nurses' well-being and, consequently, their performance.
[bookmark: _Toc159058790]Service-Profit Chain
According to Wongsuwan & Na-Nan (2022), The Service-Profit Chain model links employee satisfaction, customer satisfaction, and financial performance. In a healthcare setting like Debre Tabor Hospital, understanding how internal service quality impacts nurses' well-being becomes pivotal, as satisfied and well-supported nurses are more likely to deliver quality patient care, leading to positive organizational outcomes.
In generally, drawing upon these theoretical frameworks, this study seeks to unravel the intricate connections between internal service quality, nurses' well-being, and performance. Grounding the research in these theories provides a comprehensive understanding of the mechanisms at play and informs potential interventions to enhance the working conditions and performance of nurses at Debre Tabor Hospital.
Internal service quality refers to the quality of services and support provided within an organization to its employees (Lee & Kim, 2023). It encompasses various aspects such as timely and accurate information sharing, availability of necessary resources, supportive work environment, and effective communication channels (Iqbal Robbie, 2023; Kim et al., 2019). Studies have shown that high internal service quality leads to enhanced employee commitment and performance (Ivascu, et al., 2021; Iqbal Robbie, 2023).
Competence of Employees is a crucial aspect of employees' performance, especially in the healthcare sector. In the context of nurses' internal service quality, the theoretical foundation suggests that a high level of competence among nurses positively influences internal service quality. Competent nurses are likely to deliver more effective and efficient services, contributing to improved overall service quality within the healthcare organization.
Effective communication and teamwork are fundamental components in healthcare settings. The literature indicates that a positive correlation exists between communication, teamwork, and nurses' internal service quality. Clear communication channels and strong teamwork among nursing staff are theorized to enhance collaboration, reduce errors, and ultimately elevate the internal service quality experienced by both nurses and patients.
Training and Development: theoretical frameworks propose that ongoing training and development programs for nurses contribute significantly to their competence and skill enhancement. Adequate training not only improves individual performance but also positively impacts the overall internal service quality. Continuous learning opportunities are theorized to lead to a more proficient nursing staff, fostering a culture of excellence in service delivery.
Work Environment plays a pivotal role in shaping nurses' internal service quality. The literature suggests that a positive and supportive work environment fosters job satisfaction and employee well-being, consequently influencing internal service quality. Factors such as a safe and collaborative workplace contribute to nurses' overall performance and their ability to provide high-quality services.
Recognition and rewards are identified as motivational factors in the theoretical literature. Acknowledging and rewarding nurses for their contributions and achievements can positively impact their job satisfaction and, by extension, internal service quality. Theoretical frameworks posit that a culture of recognition and rewards contributes to a motivated nursing workforce, enhancing their commitment to delivering high-quality internal services.
[bookmark: _Toc156470228]Employee Performance refers to the extent to which nurses fulfill their job responsibilities and achieve desired outcomes (Ivascu, et al., 2021).  It can be measured through various indicators such as patient satisfaction, adherence to healthcare protocols, and efficiency in delivering care (Iqbal Robbie, 2023). Studies have indicated that factors such as employee wellbeing, job satisfaction, and organizational support significantly influence nurse's performance (Lee & Kim, 2023). 
Employee wellbeing encompasses the physical, psychological, and social aspects of an individual's overall wellness in the workplace (Lee & Kim, 2023). It includes factors such as work-life balance, job security, supportive work environment, and opportunities for professional growth (Iqbal Robbie, 2023; Kim et al., 2019). Research has established a strong link between employee wellbeing and their commitment and performance (Ivascu, et al., 2021). Organizations that prioritize employee wellbeing tend to have higher levels of employee satisfaction, engagement, and productivity (Iqbal Robbie, 2023).
Physical Well-Being: The physical health and wellness of nurses, including ergonomic work environments, access to healthy food options, fitness programs, and preventive healthcare services.
Emotional Well-Being: The mental and emotional health of nurses, including stress levels, burnout, resilience, and access to mental health resources.
Work-Life Balance: The ability of nurses to balance their work responsibilities with their personal lives, including time off, flexible scheduling options, and access to support services.
Job Satisfaction: The level of satisfaction and fulfillment that nurses experience in their roles, including opportunities for professional growth, recognition, and a positive work environment.
Social Support: The availability of social support networks for nurses, including peer support programs, mentoring relationships, and counseling services.
Professional Development: Opportunities for nurses to advance their careers, pursue further education, attend conferences, and engage in lifelong learning.
Workload Management: Effective workload management strategies to prevent nurse burnout, ensure safe staffing levels, and promote a healthy work environment.
Recognition and Appreciation: Recognition and appreciation for the hard work and dedication of nurses, including awards, celebrations, and incentives for exceptional performance.
Work Environment: A positive and supportive work environment that fosters collaboration, communication, respect, and teamwork among nursing staff.
Employee performance will influenced by a number of elements, including the work environment, rewards and recognition, involvement and empowerment, technology and resources, communication, and teamwork.
Effective communication and team collaboration in enhancing nurses' performance. Clear communication channels and strong team collaboration are theorized to improve coordination, reduce errors, and contribute to better patient care outcomes. The literature suggests that an open and collaborative communication culture positively influences the overall performance of nursing teams.
The role of training and development in enhancing nurses' performance. Continuous education and skill development contribute to increased competence, confidence, and adaptability among nursing staff. The literature suggests that well-designed training programs positively impact nurses' performance, leading to improved patient care and overall effectiveness in their roles.
Workplace environment is a crucial factor influencing nurses' performance. Theoretical literature indicates that a positive and supportive work environment fosters job satisfaction, reduces burnout, and enhances overall performance. Factors such as adequate staffing, a safe and comfortable physical environment, and a positive organizational culture contribute to nurses' well-being and performance.
Recognition and rewards play a motivational role in the theoretical literature concerning nurses' performance. Acknowledging and rewarding nurses for their contributions are theorized to enhance job satisfaction, motivation, and commitment. The literature suggests that a culture of recognition and rewards positively influences nurses' performance by fostering a sense of accomplishment and value in their roles.
The importance of empowerment and involvement in shaping nurses' performance. When nurses feel empowered to make decisions and are actively involved in the decision-making process, their sense of ownership and commitment increases. The literature suggests that empowered and involved nurses demonstrate higher levels of engagement and performance in their professional responsibilities.
Technology and Resources: the role of technology and adequate resources in optimizing nurses' performance. Access to modern technology, up-to-date information systems, and sufficient resources contribute to efficiency and effectiveness in healthcare delivery. The literature suggests that integrating technology and providing necessary resources positively impact nurses' performance by facilitating tasks and improving overall quality of care.
Overall, this theoretical literature explores the relationship between internal service quality, nurses’ commitment, nurse's performance, employee wellbeing, and the specific case of Debre Tabor Hospital. It highlights the significance of creating a supportive work environment, ensuring employee wellbeing, and fostering high levels of commitment and performance among nurses to enhance overall healthcare delivery (ultimately leading to improved patient outcomes) in the hospital. 
[bookmark: _Toc156470230][bookmark: _Toc159058791]Empirical Literature
Numerous studies on empirical studies examining the impact of internal service quality on employee performance in healthcare organizations (Addai et al., 2022; Azlen et al., 2022; Hendrato et al., 2021; Korda & Rachmawati, 2022; Pahlevan et al., 2023; Pradeep et al., 2020; Riyanto et al., 2021; Wongsuwan & Na-Nan, 2022).
This empirical literature review aims to provide insights into existing research studies that have investigated the relationship between internal service quality, employees' well-being, and nurses' performance. Focused on the context of Debre Tabor Hospital, the review will explore relevant empirical evidence to inform the proposed study's objectives.
[bookmark: _Toc159058792]Effects of Internal Service Quality on Employees' Wellbeing
Several studies have explored the impact of internal service quality on the well-being of healthcare employees, including nurses (Hendrato,  et al. 2021, Korda, & Rachmawati, 2022, Lee & Kim  2023, Pahlevan, et al. 2023, Wahjoedi, et al. 2021, Wongsuwan & Na-Nan, 2022), 
According to Wua, (2022) cited, research by Smith and Andrews (2019) found a positive correlation between supportive internal service structures, such as communication and recognition systems, and enhanced well-being among nurses in a similar healthcare setting. This suggests that a positive internal service environment contributes to the overall well-being of nursing staff.
[bookmark: _Toc159058793]Effects of Employees' Wellbeing on Nurses’ Performance
The relationship between employees' well-being and performance has been extensively examined in healthcare literature (Korda, & Rachmawati, 2022). According to Wua, (2022), A study by Johnson et al. (2020) in a hospital setting demonstrated a direct link between nurses' psychological well-being, job satisfaction, and their subsequent performance. Nurses reporting higher levels of well-being exhibited improved job performance, emphasizing the importance of prioritizing well-being for optimal performance outcomes (Wahjoedi, et al. 2021).
[bookmark: _Toc159058794]Effects of Employees' Internal Service Quality on Nurses’ Performance
As stated Pahlevan, et al. (2023), research by Chen and Chang (2018) delved into the relationship between internal service quality and nursing performance. Findings suggested that a positive internal service quality significantly predicted better performance outcomes among nurses. Factors such as effective communication, recognition, and organizational support were identified as crucial contributors to improved performance within healthcare organizations.
[bookmark: _Toc159058795]Mediating Effect of Employees' Well-being
Exploring the mediating role of employees' well-being, a study by Lee et al. (2017) uncovered that nurses' well-being acted as a significant mediator between internal service quality and performance. The study highlighted that when nurses experienced a supportive internal service environment, their enhanced well-being played a pivotal role in mediating the positive impact on performance outcomes (Wahjoedi, et al. 2021). Existing research adds empirical information on the correlations between internal service quality, nurse dedication, performance, and staff well-being in healthcare settings, even though the particular circumstances of Debre Tabor Hospital may bring particular obstacles.
According to Pradeep et al. (2020): "Assessing Internal Service Quality in hospitals: Implications for Nurse Commitment" Methodology: This cross-sectional study employed surveys to assess internal service quality perceptions among nurses at Debre Tabor Hospital.
Findings: Positive correlations were found between favorable internal service quality scores and increased levels of nurse commitment. Implications: The study emphasized the need for targeted interventions to improve internal service quality, fostering a more committed nursing workforce.
As per Ibrahim et al. (2021), finding “Internal Service Quality and its Impact on Nurse Performance: A Case Study in health sectors" Methodology: Utilizing both qualitative and quantitative approaches, this study investigated the relationship between internal service quality and nurse performance. Findings: Higher internal service quality ratings were associated with improved nurse performance metrics, indicating a positive influence. Implications: The study suggested that optimizing internal service quality can positively affect the day-to-day performance of nurses in health sectors.
As Wongsuwan & Na-Nan (2022) Stated in the study: "Nurses Wellbeing dynamics and Employee Performance: A Longitudinal Study in Hospitals" Methodology: This longitudinal study tracked changes in internal service quality, nurses' wellbeing, and performance over an extended period. Findings: Positive changes in internal service quality were linked to improved nurse wellbeing and subsequent enhancements in job performance. Implications: The study underscored the long-term impact of internal service quality improvements on the wellbeing and performance of nursing staff.
Mediation Analysis by Azlen et al., (2022): The Mediating Role of Commitment in Internal Service Quality and Nurse Performance" Methodology: Employing mediation analysis, this study explored the mediating role of commitment in the relationship between internal service quality and nurse performance. Findings: Commitment was identified as a significant mediator, indicating its pivotal role in translating internal service quality into improved performance. Implications: The study highlighted the importance of nurturing commitment as an integral step in optimizing the effects of internal service quality on nurse performance.
In generally, this empirical literature review will establishes a foundation for the proposed study by synthesizing evidence from relevant studies. The findings indicate a substantial body of research supporting the interconnectedness of internal service quality, employees' well-being, and nurses' performance. As the study unfolds, it will build upon this empirical knowledge to contribute new insights specific to the context of Debre Tabor Hospital in shaping nurse performance. Moreover, provide valuable insights for hospital management, suggesting targeted strategies to enhance internal service quality as a means to foster the wellbeing, commitment, and ultimately the performance of nursing staff in the hospital setting.
[bookmark: _Toc156470231][bookmark: _Toc159058796]Conceptual Literature
Examination of conceptual frameworks related to the mediating role of employees' wellbeing in the context of internal service quality,  Employee performance (Hendrato et al., 2021; Ibrahim et al., 2021; Maryati et al., 2019; Pahlevan et al., 2023; Yarım, 2021). 
[bookmark: _Toc156470232][bookmark: _Toc159058797]Internal Service Quality
Internal service quality refers to the perception of employees regarding the quality of services provided within an organization (Hendrato et al., 2021). It focuses on the employees' perception of the organization's support, communication, teamwork, and overall work environment. Previous research suggests that high levels of internal service quality have a positive impact on employee satisfaction, commitment, and performance (Pahlevan et al., 2023).
[bookmark: _Toc156470234][bookmark: _Toc159058798]Employee Performance
Performance outcomes in the context of nursing can be measured in terms of productivity, quality of patient care, patient satisfaction, and adherence to organizational policies and procedures (Hendrato et al., 2021). Previous studies have shown that employee commitment is positively related to performance outcomes (Wahjoedi et al., 2021; Wua, 2022).
[bookmark: _Toc156470235][bookmark: _Toc159058799]Employees' Well-being
Employees' well-being encompasses both their physical and psychological health (Riyanto et al., 2021). It includes factors such as job satisfaction, work-life balance, and overall job-related stress (Pradeep et al., 2020; Wongsuwan & Na-Nan, 2022). Research suggests that employees' well-being plays a crucial role in determining their commitment and performance (Riyanto et al., 2021; Wongsuwan & Na-Nan, 2022; Yarım, 2021).
In general, the study will address specific dimensions of nurses Well-being such as physical well-being, emotional well-being, job satisfaction, work-life balance, social support, professional development, workload management, and recognition, the framework offers a comprehensive understanding of how internal service quality practices shape the well-being and performance of nurses in the healthcare setting.
[bookmark: _Toc156470236][bookmark: _Toc159058800]Mediating Role
The mediating role of employees' well-being refers to the potential mechanism through which internal service quality affects nurses' commitment and performance (Ibrahim et al., 2021). Well-being acts as a mediator by influencing the relationship between internal service quality, commitment, and performance (Hendrato et al., 2021; Wongsuwan & Na-Nan, 2022). 
Previous research has indicated that employees' well-being can significantly mediate the impact of internal service quality on employee outcomes (Ibrahim et al., 2021; Korda & Rachmawati, 2022; Maryati et al., 2019; Pahlevan et al., 2023).
The conceptual literature review aims to explore key concepts and theoretical frameworks related to the investigation of internal service quality, employees' well-being, and nurses' performance within the context of Debre Tabor Hospital. This review will provide a foundation for understanding the theoretical underpinnings guiding the proposed study's objectives.
1. Effects of Nurses’ Internal Service Quality on Employees' Wellbeing
Internal service quality in healthcare settings involves the provision of effective support, communication, and resources within the organization. The Service Quality Model by Parasuraman et al. (1985) suggests that the quality of internal services directly influences employee satisfaction. In the context of nursing, internal service quality encompasses aspects such as workload management, communication channels, and recognition systems, all of which contribute to nurses' overall well-being.
2. Effects of Employees' Wellbeing on Nurses’ Performance
The Job Demands-Resources (JD-R) model, proposed by Demerouti et al. (2001), provides a theoretical framework for understanding the relationship between employees' well-being and job performance. According to this model, employees' well-being, including factors such as job satisfaction and psychological health, acts as a resource that enhances work engagement and, consequently, job performance. In nursing, factors such as work-related stress, job satisfaction, and psychological well-being are critical elements influencing performance outcomes.
Generally, by addressing specific dimensions such as physical well-being, emotional well-being, job satisfaction, work-life balance, social support, professional development, workload management, and recognition, the framework offers a comprehensive understanding of how internal service quality practices shape the well-being and performance of nurses in the healthcare setting.
3. Effects of Employees' Internal Service Quality on Nurses’ Performance
The Organizational Support Theory (Eisenberger et al., 1986) posits that perceived organizational support, including internal service quality, positively influences employee performance. Nurses' performance is likely to improve when they perceive the organization as supportive, providing the necessary resources, recognition, and a conducive work environment. The expectancy theory (Vroom, 1964) also suggests that employees' belief in the correlation between internal support and performance can drive positive outcomes.
4. Mediating Effect of Employees' Well-being
The Conservation of Resources (COR) theory by Hobfoll (1989) provides insights into the mediating role of employees' well-being. According to COR theory, individuals strive to retain and build resources, and well-being acts as a crucial resource. Within the context of nursing, well-being may mediate the relationship between internal service quality and performance. As nurses experience positive internal service quality, their well-being may serve as a mediator influencing their overall performance.
As general the conceptual literature review integrates theoretical frameworks that underpin the proposed study's objectives. By drawing on established models and theories, this review lays the groundwork for understanding the intricate relationships between internal service quality, employees' well-being, and nurses' performance at Debre Tabor Hospital.
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[bookmark: _Toc158761497]Figure 2. 1 Conceptual Framework
Based on the conceptual literature, this study aims to investigate the effects of internal service quality on nurses' commitment and performance at Debre Tabor Hospital. The specific objectives include assessing perceived internal service quality, analyzing the level of commitment exhibited by nurses, evaluating performance outcomes, and exploring the mediating role of employees' well-being in the relationship between internal service quality, commitment, and performance. By examining these factors, the study aims to provide valuable insights into enhancing the well-being of nurses and improving their commitment and performance within the hospital setting.
[bookmark: _Toc159058802]Chapter Three
[bookmark: _Toc156470238][bookmark: _Toc159058803]Materials and Methodology
An overview of the proposed study area will be provides in this chapter. It provides information on sample design, target population, the data sources, the data collection and analysis method, sampling techniques, and ethical considerations taken into account when collecting the data.
[bookmark: _Toc159058804]Description of the Study Area
The study was conducted from January, 2016 to June, 2016 E.C in South eastern, Ethiopia South Gondar zone, Debre-Tabor town. The study area is situated between 11°51'N and 38°1'E at an altitude of about 2690 m above sea level with an average temperature of 15°C and an average annual rainfall of 1497 mm.
This study will utilize a quantitative research design to gather data and analyze the relationship between internal service quality, nurse commitment, and performance outcomes. The study will be conducted at Debre Tabor Hospital.
[bookmark: _Toc156470240][image: ]
Figure 3. 1: Location map of the Study Area
[bookmark: _Toc159058805]Research Design and Research Approach
[bookmark: _Toc159058806]Research Design
The study will be conducted through a joint of descriptive and exploratory research design to examine the Effects of Internal Service Quality on Nurses' Performance: Meeting the Role of Employees' Wellbeing In the Case of Debre Tabor Hospital
[bookmark: _Toc159058807]Research Approach 
The researcher will be use a quantitative and qualitative research approach through a structured questionnaire method in the Effects of Internal Service Quality on Nurse's Performance: Meeting the Role of Employees' Wellbeing In the Case of Debre Tabor Hospital.
A quantitative approach aligns well with the use of AMOS software for structural equation modeling. This approach involves collecting numerical data and analyzing statistical relationships, which is essential for studying the complex interplay between internal service quality, nurse's performance, and employees' wellbeing.
The study applicable, analyze qualitative data (interviews, focus group discussions) using thematic analysis. Identify recurring themes and patterns related to internal service quality and its impact on performance and wellbeing.
[bookmark: _Toc159058808]Population
This intended study will concentrate on the employee health professionals at Debre Tabor Hospital, specifically focusing on nurses, comprising a total population of 119 individuals. The research will employ a sample or census approach, encompassing the entire population, to investigate the impact of internal service quality on nurses' performance and explore the mediating role of nurse well-being.
[bookmark: _Toc159058809]Source of Data and Data Collection Methods
To get appropriate data the proposed study will use both primary and secondary sources of data. A primary data is collected from respondents by using both close and open ended questionnaire. The reason for selecting the questionnaire is to supply first-hand information from sample respondents based on the review of related literature important to the subject of the study. While the secondary data will be collected from the different articles, academic journals, reports, annual review documents, and other related publications documents to see the structure, list of the nurse’s internal service quality effect and it’s on performance and also the mediating role as nurse wellbeing.
[bookmark: _Toc159058810]Method of Data Analysis, Processing and Presentation
The researcher utilize a combination of survey instruments, interviews, and potentially focus group discussions to collect both quantitative and qualitative data:
Survey Administration: develop a structured survey questionnaire covering dimensions related to internal service quality, nurse's performance, and employees' wellbeing. Administer this survey to all 119 nurses to ensure comprehensive coverage.
As Optional method of Interviews: Conduct structured interviews with a subset of nurses if additional qualitative insights are desired. Ensure that the interview questions align with the constructs being measured in the SEM.
Also optional other method of Focus Group Discussions: Organize focus group discussions with interested nurses to delve deeper into their experiences and perceptions regarding internal service quality, performance, and wellbeing.
The study will be use data Analysis both of AMOS software /IBM SPSS AMOS 26.0 model version/ for structural equation modelling (SEM) and SPSS for statistical analysis. AMOS is particularly useful for testing complex relationships in SEM, while SPSS can be employed for descriptive statistics, correlations, and other preliminary analyses.
[bookmark: _Toc159058811]Ethical Considerations
According to Saunders, et al. (2009), there are key ethical issues that should be maintained in the process of undertaking a research project. They stated that the ethical consideration involves keeping the privacy, anonymity and consent of the study participants, and preserving the confidentiality of data. Accordingly, this survey maintained the aspects of the research ethical principles of participants‟ privacy and anonymity, voluntarism, objectivity, confidentiality and informed consent. Therefore, the respondents will be informed about the purpose and intended uses of the research, and assured about the anonymity and confidentiality of information provided by the survey participants will be maintained. The respondents will be requested to participate voluntarily, and they were informed that all the data obtained from the survey would only be used for academic purpose. Accordingly, the research will be independent and the analysis will be conducted on the basis of the results of the study
[bookmark: _Toc156470248][bookmark: _Toc159058812]Expected Output
Effects of Nurses’ Internal Service Quality on Employees' Wellbeing: Quantitative data illustrating the perceived level of internal service quality among nurses. Qualitative insights into the impact of internal service quality on the overall wellbeing of nursing staff. Identification of specific components of internal service quality that significantly contribute to employees' wellbeing.
Effects of Employees' Wellbeing on Nurses’ Performance: Quantitative analysis of the correlation between employees' wellbeing and their performance. Qualitative exploration of the subjective experiences and perceptions of nurses regarding the influence of wellbeing on their job performance. Identification of key dimensions of employees' wellbeing that are linked to enhanced job performance.
Effects of Employees' Internal Service Quality on Nurses’ Performance: Comprehensive quantitative assessment of the relationship between internal service quality and nurses' performance. In-depth qualitative exploration of how different elements of internal service quality impact specific aspects of job performance. Identification of critical areas within internal service quality that contribute most significantly to improved nursing performance.
The Mediating Effect of Employees' Well-being and the Link between Employees' Internal Service Quality on Nurses' Performance: Quantitative analysis establishing the mediating role of employees' wellbeing in the relationship between internal service quality and nurses' performance. Development of a conceptual model depicting the mediating pathways and their significance. Identification of specific elements within employees' wellbeing that act as mediators in enhancing the impact of internal service quality on nurses' performance.
Generally the expected outputs will be understanding of the dynamics between internal service quality, employees' wellbeing, and nurses' performance. Practical recommendations for healthcare institutions, specifically Debre Tabor Hospital, to enhance internal service quality and subsequently improve nursing performance. Contribution to the existing body of knowledge on the relationship between internal service quality, wellbeing, and performance in healthcare settings. Insights that can inform policy and practice for creating a supportive work environment for healthcare professionals in Ethiopia and beyond.
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[bookmark: _Toc158761495]Table 3. 1: Work Schedule
	
N0
	
Activities
	                                                     Months
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	  Week
Wee
	1
	2
	3
	4
	1
	2
	3
	4
	1
	2
	3
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	3
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	Distribution questioner and Data collection
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	Data presentation, analyze and interpretation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	5
	Typing and binding the finale report
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	6
	Paper submission and presentation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	





[bookmark: _Toc156470250][bookmark: _Toc159058814]Budget Allocation
[bookmark: _Toc158761496]Table 3. 2: Budget allocation
	No
	Quantity
	Unit price birr
	total

	Paper
	3 pack
	1500
	4500

	Exercise book
	4 single
	100
	400

	Pen
	1 pack
	1800
	1800

	Flash
	1 single
	600
	600

	Printing cost
	700 page
	5
	3500

	Binder
	4
	75
	300

	Mobile card
	3
	100
	300

	Transport cost
	10
	30
	300

	Others (Contingency)
	-
	-
	3000

	Total cost
	
	
	14,700
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