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Abstract The purpose of this study is to identify the mediating effects of structural empowerment and
psychological capital in the impact of the organizational culture of workers at welfare centers for persons with
disabilities on customer orientation. For this, this study has conducted a survey on workers at welfare centers
for people with disabilities nationwide and has selectively adopted 830 copies for research analysis. The
analysis has produced a number of findings. First, the organizational culture of workers at welfare centers for
people the disabilities has been found to have a positive effect on customer orientation. Second, structural
empowerment has been found to have a partial mediating effect between organizational culture and customer
orientation. Third, psychological capital has also been found to have a partial mediating effect between
organizational culture and customer orientation. These research results have identified a need to prepare plans
to maximize social workers' structural empowerment and psychological capital by building an organizational
culture specifically suited to the characteristics of welfare centers for people with disabilities to be able to
enhance customer orientation.
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Table 1. Characteristics of survey subjects

Classification n %
female 527 | 635
gender

male 303 | 36.5
The 20s 271 32.7
The 30s 361 43.5
o0 The 40s 141 170

50 Over 57 6.9

marriage Yes 399 | 481
status No 431 51.9
Associate Degree 73 8.8
education Bachelor's Degree 614 | 74.0
status Master's Degree 140 | 16.9
Doctoral Degree 3 0.4
whether or not to Social Worker 779 93.8
be a social worker Non-Social Worker 51 6.1
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Table 2. Descriptive Statistics of key variables
Classification M SD [Skewness| Kurtosis

Innovation | 394 | 066 | -0.37 | 0.84
-oriented culture

Relationship

. 3371068 | -0.29 0.62
—oriented culture

Organizational Hi h
ruerarchy 341|068| -0.08 | 085

Culture —oriented culture
market _
—oriented Culture 3.44 | 0.67 0.16 0.64
total 3.36 | 0.41 0.15 1.00

Structural Empowerment 368|060 | -044 0.88
self-efficacy 3551053 0.09 0.23

hope 3511049 | -0.09 -0.05
optimism 3471051 -0.72 251

Psychological

Capital
elasticity 3531050 | -0.12 0.22
total 351|041 0.03 0.26
Customer Orientation 382|044 | 0.08 0.57

an

£ A7 8 2 A7}, 124 YWYIHE
A AR, AAAFY 7] JuaAE AR A9
Pearson?| R4 AAIGE ATb= Table 33+ 2t
£ 727 AW E(=.388, p¢.001), A
A2 (r=.282, p<.001), ARG/ (r=.260, p(.001)F}
ot AA(+) AAAAE B, 724 dYHE:
Aled AR (=346, p<.001), AR F(r=.321, p¢.001)
o ROt AAH(+) FHIAE EYoH, AA AR
DA G (=459, pC.00D)T F-OJet HA(+) AHTA
£ Hol: Zoz yehyit

2B

Table 3. Correlations among key variables
Classification a b © d

a. Organizational Culture 1 - - -
* Kk 1

b. Structural Empowerment | 3gg

Hokok Hokok

c. Psychological Capital 282 346 1 -

Hokok Hokok Hokok 1

d. Customer Orientation 260 321 459
***X.001

3.4 ZE|25I9t DS BAM XY QUmYH
EQt M2|X Xj29| i7iElt BE

3.4.1 F2A UMIHE| 7RSI}

ZAZ3L DARF GRS VA= BANA +
24 AuHES] Wil &aHE H5517] Y15 Hong et
al.[40]0] A <kst SPSS PROCESS macro 4.0% -85}
1, BAAT= Table 4% 2tk 7t A2 59 BAA &
N A5 27}, ATt 2A AutHE v X =
ol FmRt Aoz UETHB=.388, 1=12.100,

pCO0D). ol ZHES} £25E 724 YuRYHE
7} ol Atk AL oujgit) E3RAESF AT

Aol wAls FFol RAvIBHTH8=.260, t=7.733,
pC001). ol 2RV w25F LA P/l Eof
Ae AL ettt vt o R F22] JUHES &
Al Aol 2AF37E AP v|Ale Gl
FoJm|atd 0 (8=.159, t=4.502, p<.001), +27 Yu}
HHEE DAXFPAY vA= FFol FoustAHB8
=.260, =7.355, p.001). ol ZA LSt} 724 Jut
HHETL 2255 A0l wordth= 2& AT
gt
EQF, 2AEITE ARGl vA= TS 2
W HETHB=.260) +22 YTAUES AT
oA 2AZ37E TAX G vlAl= Gl & #A
Yef= A= SRIHIHB=.159). ol= 34 Azt
%P*Eﬂ Z2Eoet ARG 7re] BAE vihsh=
& Ut} 2AEee 24 AuUETT 17A]
°J=*é% Aot A 12.5%(R*=.125)01 3¢t

the BEAET
(bootstrapping) ARE3] AZ819 T, EESE 5000

N, A 95% = oFtgrat Aetgt AtololA 0&
ot o ATt ROt A 0R ¥ rao}am
& A5 A= thS Table 59 2.

Table 4. The mediating effect of structural empowerment in the relationship between organizational culture

and customer orientation

Variabl

: el B SE 8 t R2 F

independent dependent
Organizational Culture  |— Structural Empowerment 570 047 .388 12_100*** 150 146_415***
Organizational Culture  |—~ Customer Orientation .280 .036 .260 7_733*** .067 59_799***
Organizational Culture 172 .038 159 o

9 Customer Orientation 4'502*** 125 58 862***
Structural Empowerment 191 026 .260 7.355 ’

o 001
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Table 5. Verification of the mediating effect (indirect effect) of structural empowerment in the relationship
between organizational culture and customer orientation(Bootstrapping)

95% confidence interval
Path Effect SE LLC U
Total Effect (organizational culture — customer orientation) .280 .036 .209 362
Direct Effect (organizational culture — customer orientation) 172 .038 .097 247
Indirect Effect | (organizational culture — structural empowerment — customer orientation) 109 020 .07 151

LLCI: Lower endpoint of 95% confidence interval
ULCI: Upper limit of 95% confidence interval

ZAE3NRL AAFYY] TARIA 722 JuhlH
£ W0 St o, 2AES} — 22 v}
HHE — IAAFYC R 7= P aato] Hiet 95%2)
Alglqzto] 0719014 (1512 Uehgow 05 X3
gong 7 ant §o3 A 0® Yehth o) 24
oot IAXEY BA NN F24 JHET} v
She S Al

Z2AES} — AAAFY R k= A AT 95%2
AZ|T7Eol A1 20900141 3522 YERF oM 0 X614
oot Folgt A0 & YERT whebA 2275}t 14X
Fg9 BANA F24 YPHEE F& ittt
& ZRlstglth ol2idt A AFE B9 2=t
LAAF] APHorE JFS HAAT 2HED
7t w5 E 2 Y YHUET} £oA L o] 5 B 1
AAFGo] S718HA "k 2g ZRlstt #2324 o
TYHES] uif &7} MP-2 Fig. 29 2Tt

structural
empowerment
388"+ : 2607
organizational customer
culture 260%*%(— 159%*¥) orientation

Fig. 2. The mediating effect of structural empowerment
in the relationship between organizational
culture and customer orientation
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Table 6. The mediating effect of psychological capital in the relationship between organizational culture and

customer orientation

Variable

- B SE t 2 F

independent dependent 5 R
Organizational Culture —| psychological capital .285 034 .282 8.471 o .080 71.751 o
Organizational Culture — | Customer Orientation .280 .036 .260 7_733*** .067 59_799***
Organizational Culture 162 034 A4 o

9 - - —| Customer Orientation 4.434 P 229 122081

psychological capital 450 034 419 13.179 )

4 001
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Table 7. Verification of the mediating effect (indirect effect) of psychological capital in the relationship between
organizational culture and customer orientation(Bootstrapping)

95% confidence interval
Path Effect SE
LLCI ULCI
Total Effect (organizational culture — customer orientation) .280 .036 .209 362
Direct Effect (organizational culture — customer orientation) 1562 .034 .085 220
Indirect Effect (organizational culture — psychological capital — customer orientation) 128 .022 .087 72

LLCI: Lower endpoint of 95% confidence interval
ULCI: Upper limit of 95% confidence interval

Ao FEAEIHFS AR
8 ZPOHL TE = 5 L0007H, A1 722 95%=
SR Aotk Afolofl A 02 ZoshA] ¢k 7Hda
W7E R o Wit S A5 Edke
Table 73} 2t}

FAEet AR P/ o] BACNA HH A2 Tl
Qo= SIS o, 22423 — A4 A2 - 14
AFPer 7he ZHade] digh 95%2) AlZH3tol
0870014 1722 Uetton 0& x3ebA] gfong 7t
HAaI} frolRt A o= Yehydtt. o]= 24|25t 17
A TACNA A=A Ao] wiAsh= ZZ ofnigitt.

FAZS} —~ IAAFG R Tk X‘Eﬂﬂrb 95%2]
AZ|T7Eol A1 20900141 3522 YERF oM 0 X614
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StA "oks AS gelstgitt. A9 A2 wiri et
T2 Fig. 33} Atk

psychological

capital
.282%** A19%x*
organizational customer
culture 260%%(— 1471%%%) orientation

Fig. 3. The mediating effect of psychological capital
in the relationship between organizational
culture and customer orientation
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