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Abstract The purpose of the study is to investigate the impact on service quality of caregivers. 200
caregivers in 6 elderly care facilities located in J city were instructed to answer structure
questionnaires, and the collected data was analyzed by T—test, ANOVA, Pearson correlation, and
regression analysis. The results of the study show significant differences in service quality depending
on their religion, education level, form of employment, employment period, health status, and access
to staff lounge. Work environment shows positive correlation to service quality, whereas job stress
shows negative correlation.

Variables shown to affect service quality are, from the most powerful to the least, human environment,
physical environment, form of employment, employment period, and education level with explanatory
power of 42.6%. The results of the study suggest the need for putting in individual effort and improving
work environment specifically to unique characteristics of each institution and looking into various

ways to intervene in financial support policies in order to promote service quality of caregivers.
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3.1 igAte] dutd 54
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o]} 1879(93.5%) .= Bk S ToRE
- 1287(64.0%) IR 5178(25.5%) Bt Bkc) A
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(Table 1 #a1)
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Table 2. Differences of Work environment, Job stress and Service quality by General Characteristics

Table 1. General characteristics of respondes.

(N=200)
Variables Categories n %
Male 10 5.0
Gender Female 190 95.0
< 49 20 10.0
Age 50~59 118 59.0
= 60 62 31.0
Religion Yes 128 64.0
No 72 36.0
Education = High school graduate 157 78.5
level = College graduate 43 21.5
. No 7 3.5
marriage Yes 193 96.5
<1 51 25.5
1~3 54 27.0
Career(yr) 35 38 190
=5 57 28.5
Monthly <1,500,000 25 12.5
income(won) |[= 1,500,000 175 87.5
<7 23 11.5
pNa“t‘l‘;?ir of 1775 48 24.0
=9 129 64.5
Working 7~10 187 93.5
hours = 10 13 6.5
Permanent worker 51 25.5
f‘y‘ggloymem Contract worker(full) 128 64.0
Others(part—time temporary) 21 10.5
Good 108 54.0
Health status Average 02 16.0
Employee rest |No 77 38.5
facilities Yes 123 61.5

Work environment Job stress Service quality
Variables Categories n(%) . tF (p) 1 tF (p) " HF (p)
MSD Scheffe MSD Scheffe MESD Scheffe
< 49 20(10.0) 3.38+0.84 2.61+0.57 3.94+0.57
. 046 1.358 . 546
50~ ; 3.40%0.7 2.58+ 3.89+
Age 50~59 118(59.0) 3.4040.72 (959) 2.58+0.54 (259) 3.89+0.56 (230)
> 60 62(31.0) 3.42+40.56 2.54+0.52 3.81+0.51
Religi Yes 128(64.0) 3.46%0.71 1.444 2.51£0.55 —1.081 3.93%£0.50 2.083
eligion N
No 72(36.0) 3.3140.64 (.150) 2.6040.47 (.281) 3.76£0.60 (.039)
Education < High school graduate | 157(78.5) 3.39+0.68 39 2.5340.51 _ 792 3.8140.55 —3.065
level > College graduate 43(21.5) 3.43+0.73 (.741) 2.600.59 (.429) 4.09+0.45 (.002)”
< 1(a) 51(25.5) 3.46+0.73 2.44+0.50 4.07+0.56
Career 1~3(b) 54(27.0) 3.35£074 501 2.57+0.58 854 3.76%0.50 (?25335)’“
(yr) 3~5(c) 38(19.0) 3.4840.72 (.682) 2.56%0.57 (.466) 3.9240.55 db<a
= 5(d) 57(28.5) 3.35+0.57 2.59+0.46 3.76£0.2
Permanent worker(a) 51(25.5) 3.56+0.68 2.48+0.53 4.00£0.48
Employment |Contract worker ful)(b) | 128(64.0) 3.35+0.69 1.913 2.56+0.52 504 3.86£0.52 (4(')51%&;
type Others(part—ti (.150) (.605) 'C<a
ersipart ~iime 21(10.5) 3.33+0.65 2.60+0.57 3.59+0.71
temporary) (¢)
Health status 1990 108(54.0) 3.45+0.74 964 2.46£055 —2.448 3.94+0.53 2115
eal Status s — *
Average 92(46.0) 3.35+0.61 (.336) 2.64+0.47 (.015) 3.78+0.55 (.036)
Employee rest|No 77(38.5) 3.16+0.66 —4.044 261044 [ oo o] 3708052 -3.620
facilities Yes 123(61.5) 3.55+0.66 (.000)™ 2.50%0.57 ’ ' 3.98+0.53 (.000)”

#p <05, #*xp <01
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Table 3. Score of Work environment, Job stress and

Service quality (N=210)
Variables Items Min/Max M=£SD
Work environment 9 1.67/5.00 3.40£0.69
Human environment 5 1.60/5.00 3.41£0.69
Physical environment 4 1.00/5.00 3.40£0.78
Job stress 14 1.00/4.14 2.5440.52
Role conflict 4 1.00/5.00 2.63£0.78
Role clarify 6 1.00/3.33 2.54+40.48
Role overload 4 1.00/5.00 2.45%0.79
Service quality 20 2.14/5.00 3.8710.54
34 A, AoEeles Al A 7o) A
AR AR, AFAEd s, Auls A

o] A= Table 49F 2o}, 2847} 2 EAEY
2(r=-.332, p<.001), AF~Eg 29} Auj~ A
(r=—.240, p<.01) fogt F-4(-) ZHABAE Hele
], 2782 Au] F(r=.595, p<.001) 2|3 4
A(+) AHpAS 1ok sk Au) 2 A} 27379
skl g el <1484 (r=.549, p<.001), &4 37
(r=.565, p<.001)> oIt A(+)e] FaaAE HeRl
o} Egh Au) 2 FAp A FAEd 0] 519)9g ] 95
5 (r=—193, p<.05), g3 E&(r=—296, p<.001)=
o3k A (+) S HeEbAH (Table 4 3Fa1)

e

x

Table 4. Correlations among Work environment, Job stress and Service quality

; - -
Variables _V\ork Human Physmal Job stress Role conflict | Role clarify Role Serx}ce
environment environment environment overload quality
r (p) r (p) r (p) r (p) r (p) r (p) r (p) r (p)
Work environment 1 1
Human environment 9427
Physical environment .928™ 750(.000)" 1
Job stress —.332(.000)™ | —.328(.000)™ | —.292(.000)™ 1
Role conflict —.311(.000)™ | —.286(.000)™ | —.296(.000)™ | .807(.000)" 1
Role clarify —.343(.000)™ | —.342(.000)™ | —.298(.000)™ | .708(.000)™ | .269(.000)™ 1
Role overload —.156(.027)" | —.712(.015)" | —.118(.096) | .891(.000)™ | .649(.000)™ | .480(.000)" 1
Service quality .595(.000)" .549(.000)™ .565(.000)™ | —=.240(.001)" | —.193(.006)" | —.296(.000)™ | —.102(.152) 1

* p<.01, *x p<.001
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Table 5. Factors affecting Service quality

Dependent variable

Division Service quality
B ﬂ SE t VIF
(constant)B 2.425 316 7.684
Religion
Yes .064 .057 .062 1.032 1.053
Education level
College graduate .204 154 .079 2.563" 1.258
Career
1~3 —.224 —.183 .082 —2.714™ 1.584
3~5 —.092 —-.067 .092 -1.004 1.527
Control =5 -.213 -.178 .083 -2.568" 1.659
variable
Employment type
Permanent worker .190 .153 115 1.657 2.952
Contract worker (full) .270 .239 .099 2.733" 2.661
Health status
Good .061 .056 .062 978 1.126
Employee rest facilities
Yes 124 111 .064 1.921 1.159
Work environment
Human environment .207 .265 .065 3.185™ 2.396
Physical environment 197 284 .059 3.339™ 2.506
Independent
Variabl Job stress
anable Role conflict —.005 -.007 053 ~.092 2.013
Role clarify —.104 —.091 077 —1.361 1.554
Role overload .028 .040 .057 481 2.410
R*= 466 adj R?= 426 Model F=11.554""
FAFTE Ur) ;Fstel B4 AN A 4, mo
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A EPolH(B=.154, p=.011), TF7]3F 31d o|3H B
—.183, p=.007), 7713t 7d o2H(B=-.178, p=.011),
FoRET FH(B=.239, p=.007), 143+ (B=.265,
p=.002), E2]% 34 (3=.284, p=.001) .2 AMH]~
Aol thek AA| Aee 42.6% % LERGTHEF=11.554,
p<.001).
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