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An Effect of Psychological Empowerment on Employees'
Voluntary Service Attitude in the Elderly Care Hospital:
Moderating Effect of LMX
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ABSTRACT

Purpose: This research intended to explore a causal relationship among empowerment, job satisfaction, organ—
izational citizen behavior, and customer orientation of employees working at the elderly care hospital, and
we intended to explore mediating role of job satisfaction and organizational citizen behavior(OCB) and moder—
ating role in the relationship of them.

Methods: A survey tool was questionnaire that had obtained validity and reliability through literature survey
and pretest survey, and sample 388 was analyzed through SEM using SPSS21.0 and AMOSZ21.0.

Results: All theoretical relationships on research model were turned out except one between empowerment
and customer orientation. Job satisfaction and organizational citizen behavior play an important mediating
role in the research model. LMX plays a moderating role in the research model.

Conclusion: In order to delegate the duties of the elderly nursing facility and to manage and operate the
efficient human resources, the quality of the LMX should be raised so that the empowerment, job satisfaction
and organizational citizenship behavior of the employees ultimately strengthen the customer orientation of
them.
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4.1 AL 2244

7|EATE 7122 3099709 WA o] & S FEE9a, AT Y S S Sl Abdx
AHE XS S E RS s B AR o] &5, AP SPSS21.09F AMOS 21.00] AR&E 91tk
AEUSS diF-A5ed §A8 wolady el s STARER s19on, ZAPEAS WAL §19lth
ZAE 20161 79 15U5H 89 15974 F 42085 U o R S19lal 11 oA B HA9E A
388%(92.3%)E wAlel| ]-8313drh

o

&ta H=

1.2 24Y5B A

2.1, Fd-74Y wIA(LMX)
%XéE:rL Graen and Uhl-Bien(1995)¢] 7|4tét 35S 7|22 slo] 2 A
WHEZE AR Aol &te] Y3t o3, S FHgEte R
%

& JAE 53 HLEE AESIItHTable.1).

_IéL'r_{

=7

Table 1. Measure item of LMX

construct Ttem Application of previous study

DMy boss is satisfied with what I do. @My boss is aware
of my job related issues and needs. @My boss knows my
possibilities. @My boss has the same idea as me about
LMX the job performance. ®My boss trusts me to defend my Graen and Uhl-Bien(1995)
decision. ®My boss defends my business mistakes. @My
boss wants to help me if I have a business problem. @My
boss helps me when I am in a difficult job

4.2.2, HIY
AgHeI o] 794 Spreitzer(1995)¢] AT AT YHEA] 4709] Q10w Fdste] RE 7]EAT o) AREHE A
REE ofutt. 5El FAA Y] Bl ouAd, AV1ARH, fredhe] 37 8Qlo® Y| E hal(FEE
2005). et TS Bl MEE A5 2 Ao Aol Ak, gl ok A Ax, AFAke] AR
AEE o] 83| E s 2H35, 2008).
AN = T|EAT o AP RARE BEl Rl L] Aol A, AgksE, frede] 37 Ak
g 2).

e}
o= T4E 4 ee Sy, TAAELE IAE 57 JES AFEETH Table

o
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Table 2. Measure item of empowerment

construct Ltem Applicatig?ugi previous
(DSignificance of job activity in personal aspect,
Meani @Significant degree of job activity in personal aspect,
caning (@Significance of job activity in company aspect,
@Significant degree of job activity in company aspect
D0wning skills and knowledge required for job activities, S%{ﬁii;fr
Competition | @Confidence in job performance, 3Confidence in achieving i & Jung(2005)
job goals, @Competitive Advantage of job Performance Tﬁggis & sgfthouse
(DImpact on business decision making, @Impact on Lg;%ggg%)
organization's performance goals, @Influence on
Authorized |organizational work, @Control over incidents during work,
Power (®Decision right on how to carry out business job,
®Independent authority on business processing, @Discretion
on business job, ®Self-determination of business goal

g AFE, fe d8AE, Al dig 7]
5%, AR B SAE, AWA AREe] 57 GRS AEEL, Sl UAE 57 HEE AL§E
tHTable 3).
Table 3. Measure item of job satisfaction
construct Item Application of previous study
(DAchievement of work performance, @Passion on work 'Steers(1984)
Job . ; . Kim and Cho(2008)
Satisfaction performance, @Affection for my job, @Not regretting on Lee(2005)
the choice of job, ®O0verall Satisfaction with work
Jun et al.(2006)

4.2.4 ZAANNHE

B Aol E 2AANNHT(0CB)E =gy dols FAlatEo]
=2 Ao, 71E Aol AMEH SHEEE B o] w9l a Y
YAE 53 HEE AME-SIItHTable 4).

8 =l ARA, A%, FHe

24
o 4 2 AT G SRYEE

Table 4. Measure item of organizational citizen behavior

Application of previous

construct [tem study

(DEnthusiasm for company development, @Voluntary
contribution to company development, @Efforts to raise
corporate image, @Effort to achieve high performance, .

®Efforts to understand the situation of the company, Smith et al.(1983)
®Efforts to improve how to perform tasks, (@Proposal for
improvement of task performance

Organizationa
1 Citizenship
Behavior (OCB)
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Saxe & Weitz(1982)2] SOCOZ E(selling orientation

4.2.5 1A A
1 AFellM = AR SAd = de] AFEHAL =
and customer—orientation scale)& & Aol AgstA| A8t Fxek AL, Ee Q12 G A] FAAES] A
& Fhatste] B ATt Al g Al AdElth S8R

=2317] ¢138l] Saura et al.(2005)2] AT+

H2A RS &
ZAE 54 H®E AR tH(Table 5).
Table 5. Measure item of customer orientation
construct Ltem Application of previous
study
(DInterest in customer behavior, @Service delivery on
Customer time, @Consideration of.customer problem as important Saxe & Weitz(1982)
@Focus on customer requirement, (®Prompt response to
" s Saura et al. 2005)
®Pre-recognition of what the

Orientation .
customer requirement
customer wants
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5. A= 2 4y

5.1 A=+3

42057} 7 A,
o}/dolH, 40th7} &

B34 % 385

gorom, AFe o

= A9)ah 388(92.3%) 57} HAle] AFLEQIT STAEe] EAS um g
QGRIAP} 71 wgkeh A9 59 ol walth(Table 6).

Table 6. Demographic characteristic of respondents

Variable Characteristic Frequency % Variable Characteristic Frequency %
Male 70 18.0
Female 318 82.0
Gender <1 million 10 2.6
Total 388 100 1 millions 211 54.3
Monthly 2 millions 139 35.8
=<20s 101 26.0 | Income 3 millions 19 5.0
30s 86 22.2 | (won) >4 millions 9 2.3
Age 40s 114 29.5
>50s 87 22.4
Total 388 100 Total 388 100
<High school
graduate 12286 372 '25 Executive Director 9 2.2
. College student : Office job 31 8.1
Educnat 10 Col lege graduate 21168 546 12 Social worker 34 8.8
>(Graduate school : Care worker 114 29.5
Doctor 8 2.0
Total 388 100 Job Nurse 105 27.2
Physical therapist 38 10.0
= Dbyear 238 61.4 %Nutritionist 12 3.1
6-10year 89 23.0 Cook 17 4.6
11-15year 33 8.5 Othets 20 4.5
Career > 16year 28 7.1
Total 388 100 Total 388 100
5.2 B B
B od7myd xgE adse] gAAdde F9s) TEYAARGE olgF FHRIRY
(measurement model analysis)& AAeHA T ZF dAEE &4 o] HAXAAEHE =617 93 A =S Hr)s)
| 913 A3t=X]4= GF1(=0.9), AGFI(=0.9), x2, x2°l tdt pak(=0.05), RMR(<0.05), NFI(=0.9)& o] &3} th=x
A3, 2015)
Q) AR BT AL Fush) sla) FALARANL WAL, AFE 1EE Adls

2|5} tHTable 7).
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Table 7. Analysis result of measurement model of empowerment

Construct Item fszgfgé St?éaé?g;or t D CR AVE
apd 1.000 0.837 - -
ap3 0.961 0.926 29.088 | 0.000
Authorized ap2 0.937 0.910 98.247 | 0.000 0.954 0.808
apl 0.940 0.887 27.004 | 0.000
ap5 0.884 0.740 20.280 | 0.000
4 1.000 0.735 - -
Meaning m2 1.299 0.940 21.310 | 0.000 0.946 0.855
ml 1.169 0.887 20.854 | 0.000
cd 1.000 0.805 - -
o 3 1.006 0.871 21.668 | 0.000
Competition 0.936 0.788
2 0.826 0.801 19.998 | 0.000
c1 0.649 0.637 15.214 | 0.000

X 2=227.132, p=0.000, RMR=0.029, GFI=0.935 AGFI=0.901, NFI=0.953, IFI=0.963, CFI=0.963

AR LA 242 94 327 (item parcelling)Z 2 A8l (Bogozzi & Heartheon, 1994) o] & SR & Ao
A8t Mathieu & Farr, 1991; Moorman & Niehoff, 1998). 3-%-&7]= Ask9| el o] s Qo (@dsd, on)A,
feehel g

Table 8. Analysis result of measurement model

Construct Item Féctpr Std. f;ctor t p CR AVE
loading loading
Competition 1.000 0.530 - -
Empoverment Meaning 1.698 0.802 11.893 0.000 0.832 0.632
Author ized 1.374 0.551 9.711 | 0.000
Power
Im8 1.000 0.902 - -
Im7 0.918 0.866 28.658 0.000
LMX 0.936 0.788
Im6 1.007 0.898 30.689 0.000
Im2 0.636 0.638 17.155 0.000
jsb 1.000 0.789 - -
Job js4 0.950 0.784 18.876 0.000
Satisfaction ; 0.914 0.729
s js3 0.941 0.793 19.252 0.000
jsl 0.714 0.700 16.591 0.000
. . och6 1.000 0.809 - -
Organizational
Citi;enship ochb 1251 0.833 20.073 0.000 0.927 0.809
Behavior (OCB) och3 1.136 0.709 16.937 | 0.000
cob 1.000 0.737 - -
o4 1.064 0.863 19.059 0.000
Customer ° 0.941 | 0.802
Orientation co3 0.914 0.819 18.307 0.000
co2 0.718 0.601 13.408 0.000

X 2=563.589, df=125, p=0.000, RMR=0.029, GFI=0.902, AGFI=0.866, NFI=0.902, IFI=0.922, CFI=0.921
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& Al9l% GFL, 1L, CFL, RSMR o] Aol Fafakglar 2t SAZo] a4 = 57

=]
=71 i
SJ3pl et AR TS TGRS AEEe YFEHYYS /A A E construct reli-
ability) ¢ B EATEgHAVE) S AFeE A3, 7182] 0.73% 0.58 3]st AR5 Aol dig g s
7r=
R~

Table 9. Correlation Matrix analysis of factors

, Job Customer

Construct Empowerment Satisfaction 0CB Orientat ion LMX Mean SD
Empowerment [0.795] 3.601 | 0.492
Job Satisfaction 0.584x* [0.854] 3.818 | 0.615
0CB 0.523%x 0.578*x [0.899] 3.807 | 0.519
Oc.usmme.r 0.380%x 0.494x 0.593#x [0.896] 3.014 | 0.477

rientation

LMX 0.564%x* 0.338%x* 0,471 0.242%x [0.888] | 3.393 | 0.697

##p<0.01,*p<0.05, [ 1= Root of AVE
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5.3 A7 AT} 7 AA

#9157 0,054 570 7hdo] AHATHTable 5). AVEAFE W7t 715 F53) 43 AR 4703
o] A3 P:P(Joreskog and Sorbom, 1993). BsL A& AXukEd]| §-o)at J3FS mX]= Ao 2 Yehgth 18y
IAAGH = ol FFS A 2Pk AN DS 2AADYF oI JFS VX E 02 et B
@9lele] 2@ iwwﬂﬁg% AN AL Bel o fold GBL M)A Aoz
UER AgkelQlo] AW 2AARIYFE AAE AA G Fold FEFS vAE
Ao e} A% BERsE aAXPE 5o DAAGH FAF 9%
e Ao e 2AA g 1A

/!
0. 796w 0 190+
Empowerment - 0048 e gﬁzﬁgiﬁrﬂ
0.595#= 0.492{'
Crganizational
Citizenship
Behavior
Chi-square= 208.906, df=71, p=0.000,
GFI=0.928, AGFI=0,884, BMSR=0.020, NF=0.922, IFI=0.939 ,CFI=0.939
Note) Std. coefficient, ##p<0.01, #¥p<0.05
Figure 2. Model for causal relationship
Table 10. Result of hypothesis test
i Path oot t D Result

H1 Empowerment — Job Satisfaction 0.796 10.592 0.000 Supported

H2 Empowerment — Customer Orientation 0.048 0.447 0.655 Rejected

H3 Empowerment — OCB 0.595 5.357 0.000 Supported

H4 Job Satisfaction — OCB 0.197 1.960 0.049 Suppor ted

H5 Job Satisfaction — Customer Orientation 0.227 2.630 0.009 Suppor ted

H6 0OCB — Customer Orientation 0.492 6.315 0.000 Supported

WAL DAAFA o] QAN AFkEat 2R YEo] vi/h2 9E-5 Baron and Kenny(1986)
7F AN 3 AR RN o8 e AN, 1 A, F ) 8919 v e FoIF Ao vehgi)

(Table 11, 12).
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Table 11. Mediator test of job satisfaction

Dependent valuable
Independent valuable

Stepl(IV->MV)
Job Satisfaction

Step2(IV->DV)
Customer Orientation

Step3(IV,MV->DV)
Customer Orientation

Gender 0. 1245 0.090%x 0.041
Age 0.076% 0.01x 0.050
Control Career -0.065 0.010 0.036
Variable
Education -0.052 =0, 118 =0.097::
Monthly Income 0.068 -0.091* =0. 119
Research Empowerment (IV) 0.616%:x* 0,467 0. 218
Variable Job Satisfaction(MV) 0.405%s:
Ve 0.376 0.226 0.329
Adj-R* 0.368 0.218 0.320
F 54, 378 26 . 494 37.915%:%%
Note) Std. coefficient, *p < 0.10 #*#p < 0.05 =*xxp < 0.01

Table 12. Mediator test of organizational citizen behavior

Dependent valuable Stepl(IV->MV) Step2(IV->DV) Step3(IV,MV->DV)
Independent valuable 0CB Customer Orientation |Customer Orientation
Gender 0.109x= 0.089=x 0.031
Age 0.028 0. 114 0. 100
Control Career 0.033 0.032 0.015
Variable
Education =0.130%x —0. 1283 -0.062
Monthly Income -0.018 -0.085% -0.076%
Research Empowerment (IV) 0.560% 0.432%%% 0. 151
Variable OCB(MV) 0.530%#x
7~ 0.313 0.212 0.385
Adj-#~ 0.305 0.203 0.377
F 41,1395 24, 29955 48 . 557
Note) Std. coefficient, *p < 0.10 ##p < 0.05 =#*xp < 0.01
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Table 13. Moderator test of LMX between job satisfaction and customer orientation

Model 2
Independent Variable Model1 Model2 F(AR?)
Gender 0.029 0.028
Age 0.084x 0.093xx
Control Career 0.069 0.055
Variable
Education =0.101=x -0.106%x
Monthly Income =0.101xx -0.079*
Job Satisfaction 0.450%xx -0.014 11.229%%x
Research LMX 0.119%s+ -0, 508+
Variable
Job Satisfaction*LMX 0.904xxx
Vs 0.287 0.302
Adj-#* 0.278 0.291
F 31. 168 29. 1915
Dependent Variable: Customer Orientation, Note) Std. coefficient, *p < 0.10 #xp < 0.05 =*xp < 0.01
Table 14. Moderator test of LMX between empowerment and customer orientation
Model 2
Independent Variable Model1 Model2 FCARD
Gender 0.092%x 0.088:*x
Age 0. 117 0.138%:x
Control Career 0.030 0.027
Variable
Education =0, 1283 =0, 1195
Monthly Income -0.083* -0.071*
Empowerment 0. 3943 -0.250 13.91 3%
Research LI 0.070 -0.858
Variable
Empowerment *LMX 1.4071 %%
Ve 0.215 0.235
Adj-#* 0.205 0.223
F 21,2015 20. 732

Dependent Variable: Customer Orientation, Note) Std. coefficient, *p < 0.10

#*%p < 0.05 #*xp < 0.01
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Table 15. Moderator test of LMX between organizational citizen behavior and customer orientation

Model )
Independent Variable Model1 Model2 F(ARY)
Gender 0.013 0.018
Age 0.098#x 0. 110
Control Career 0.025 0.018
Variable
Education -0.050 -0.050
Monthly Income -0.062 -0.051
0CB 0.57 1% 0.082 11.321%%x
Research LMX 0.026 =0.736%xx*
Variable
OCB=LMX 1.070%%x
Ve 0.371 0.384
Adj-#2 0.363 0.375
F 45.730%%* 42 19055

Dependent Variable: Customer Orientation, Note) Std. coefficient, *p < 0.10 #xp < 0.05 =xxp < 0.01
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