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Impact of Work Environment and Job Satisfaction on Service Quality among Staff in
Elderly Facility
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Purpose: This study examined the effect of work environment and job satisfaction on service quality among staff
caring for the elderly. Methods: A convenient sample was 192 staff members from 95 elderly facilities. Data collec-
tion occurred from June to July, 2011 using a self-administered questionnaire. Data was analyzed using
SPSS/WIN 18.0. Results: Among the subscales of Work Environment Scale, the self-realization score was the
highest followed by workload, nervousness, and conflict. The mean score of job satisfaction was 71.43. Reliability
was the highest followed by assurance, empathy, responsiveness, and tangibles. Predictive factors of service
quality included self-realization work environment and job satisfaction. Conclusion: Exploration of strategies to
improve the recognition of self-realization work environment and job satisfaction will be necessary in order to in-
crease of service quality among staffs in elderly facility.
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M = ollA 20304 2.5%, 20503 7. 7%= 37| 71 Ao A

H}(Statistics Korea, 2013). o]&3F =21el2] F7le} &

1. g7o Zed &3 AL HshE AR A Q] e8] EAIE 2 efistal olvt. 2008
A 79478 27| QG E QA =7} Al HEA vt 7

Selvete] 654 o aEAl= HA| 1719 12.2%0] L, 719971 8E Y = QA Hl o o] wEt 71897
20308 9l= 24.3%, 20500l 37 4% = 54 S7tElE & AH|E ZS JiskaLA) sk =g Eo| o]ofA|aL gtk
FAlolH, 53], 854 o] Zar® I+ H]E-2 2013 0.9% (Cho, 2011). 7]89] AH]2 AL RIS T2l g
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< t|X] ™ (Zeithaml, Berry, & Parasuraman, 1996), 3174 0]
R FAE & A5k 8 8l o] grh(Zim-
merman, 2003).

dRtellAl FAe] Aul2=E AlFslr] YAl Al A
A =33} 538k QQlo|th(Babakus, Yavas, Kara-
tepe, & Avci, 2003). =18 YA FARES A ofX 9]
HogFo] zhe el vigjel B, 7, Al
A%, AeA 1] 35, h =150 AA1A ofEt Q1A
2 ZA|, Y= E] 715710 554 TR Qlske] Uyt
71gdolu 243 FHEE AR FeH(Choi, 2007). 2
7S AEAY S T AdY ATUES AL, &
At TS ASAIA AHA 02 HS S AsHAIFIct
(Rossberg & Friis, 2004), 1291 Q9kAAd o] 5373 oJA] &
Yol FEuEs) J3#AI7} )0 M (Harris-Kojetin, Lipson,
Fielding, Kiefer, & Stone, 2004; Kostiwa & Meeks, 2009),
A7\ 7ol B Agle] e ATTERLS e 3
270, e JASIRIE, e 270] A, 2L Aleld st
SE, 2 7 250 239, S AI0H 4 B
S, Al2s Aol 3747419) e w1 AIek(Kim & Kim, 2011;
Tourangeau, Cranley, Laschinger, & Pachis, 2010),

T} @) el a kAl el 89 407} 914 71
of] Zoll7} = WA (Cho, Jeong, McMillan, Conway,
Higgins, & Kwon, 2013) d4-& 118{3}H, Au]2 AR}
ZHollA Au]ze gt 7 ¢} AHHE H7str ol A7
Jom g AMulA AlFat FAle] AHlA 2L FAgshs Ao
g ¢3lt}, Kim, Kim, Han, & Sim (2012)-& Q%Y A}
o] ZHEFL ANl Y-S wA| AL, AF IS A
H| 2 Aol JoFe mX| B2 QFA A FARRES] APl
o)z A3 sl Aulx Hofl 9L vAlE 278
A RRE-S 91gk #e Hkto] B S Axsh it

National Health Insurance Cooperation (2011)¢]] 2J5}
w2010 A7) 271 @olA FRshs A8 267,0575L
2, 3% QYR IAPL 250,465 0 2 71 Bal, AEAET
A ZAAC] AR R A|A} 5,806, SJAHEEFESH 1,107,
DSAN S ZFALESD 8,152, XA L 177, 2] (R
DA AL 1,42078 0] Tk, =Rl 2 FAE A F-E g A3
(Park, Chae, & Kim, 2009), =21 QA oA 4 T LA}
AL DS FL T2 QGH T A o3l o]F A AR =21
o A YU, daA, daAd T T YR FE
AP, ARBIEAAY, IS AL ol SJ3l o] FolAH, it A
A D AR, A2 B A, A, Bt 5o 4 E=gk 5

i
ut
ox
i)
ot

FOE0| MH|A Eof 0]X]= B

2 23R} ARSI EAAL ERIXEAE Fell o3 o] Foizint,
ololl :=Ql QYA Mu| A AL A=t T2 9T sl
ol W3] = AT &A] FAAL] oF B vt 54
o] Au]|2 Hoj uX|= JFFS Ielsh= 7 B asitt

e H29 A7 G A9 =l QA o] 2578t
T QYEITAL B ARSI EA RS g0 R AR 2EY|
227} Mu) 2 Hojl u] 2= G (Lee, 2006), ZQAAAA (Im,
Jung, & Chae, 2009) == 9373}(Cho, 2011)7F AH]2
Aol v x|z kel #gh A7} o] Fol S Wolt}, 22t =
N8 FAP o] YWRILAR] ZHEA] FARARE AA7E Au] = Ao
J3FS w|X| B2 (Cho et al,, 2013; Kim, Kim, Han, & Sim,
2012) G AFo] ohd AA| =Rl 2 FAI FARA] A,
52}, ARBIEARL B X BAL, APAIEAL G t e R
ol5o] QIAIBHE F-37, AFREE, v 2 Ao tigh 7
7t B asht ool Agt A= F38] v KIgh Aot}

olo]] £ AFolxE =1 QYA FARIESAL, A,
ARSI EAAL, A sAL AQAIEAL TEETFADZE QA
= QT AR, ARls Ag eletar g5 A
FarEo] =Rl Q YA FARRPL IASHE A2 Hof| WA
=92 E=R18 A A 4788 D H
A2 A FE A5 S =26 Hadt 7|xARE

Ao BAL ol agpald BAY TBT, AT
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3ol S5 5lo] 1eelg7] 2.
A G =912 eRAH 957) Z1ekell FAkSHaL gl
F QPH A AT B, AV, AR AR, B
A EA, AYAEAL, DEETALE tho 2 19298 A9
FE3H9Ir}. w71 SR A 31200 w2 B8
EERCEEREE B ER PR BRI

1

\l

DAL B DS 2TARE 188l s Holglong Tt x
FALE Aol ZAIZA
B oo g} & G*Power 3.1.2 T2 IS o] g3}

of, % 37 H-Ajol Wagh HB 2 AXseict 3714
ol Bag o= 87l felE 05, EA=7] F7Hme-
dium) £°=0.15, 24 90& $5317] 913 BEFE &
Az} 9070l gt olel] & Aol ALg-H 1921 thdAt
e ol% $FoHs Ao setEglr).

3. H7EY
1) 4783

ARl TS Fashs 24 wi= W] Be)72
A o] ZAAAZ §ASH WA, SIA1AA Folsh A&
R FAE 57 713 A, PT5 BAF N 7

328 ol sl ARl £4& 2vlshs AL g (Moos,
1993), B AFrol|A]= Friis (1981)7} 731l Rosseberg,
Eiring#} Friis (2004)7} 8+ 9& W3t WES-10 (Work-
ing Environment Scale-10)-& Kwon(2009) 0] ¥gks}a] AL
83} £ Z2A319ct B 7= 2o 3 (self-realization)
4538} Fek(workload), ZH5(conflict), 21733 (nervous-
ness) 27} 2% 5 471 81919 Y, F 102F 2= o] Foxl
5-point Likert Scale®, 47} 2245 7} o] & ¢
T3S ofngitt.

B A7 ET9] AFEE Rosseberg 5(2004) 2] ¢3tolA]
Cronbach's & coefficient .61~.8593L, B ¢370l|A¢] Cron-
bach's a coefficient= 65901, JIHEZE 66~77%

ERtTE

A Rnkzo|gt 7lQlo] AR5 FrFstAY AE-E FailA A
Al = AEE Hrlslke] wrle 3l golu T2 HAAME 2]
3= A2 Z(Lock, 1970), ¥ Aol vy AE} 2F3EA|
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A0l 7EFslaL Lee@) Park (1996)0] ¥H 938k Minnesota
Satisfaction Questionnaire g ARE-5le] A5} H =
= F 20880 2 o]Fo|F 5-point Likert Scale2, A7l =
55 AFNEo] 255 ujgitt B A7 e AEEE
Lee9} Park (1996)¢] ¢37-oll4] Cronbach's @ coefficient
880]lom B AFrofA= 93030t

3) Mul= 2

Al Aole B4 An|e] $2eish pes Aubael B
o 82 %= (Parasuraman, Zeithaml & Berry, 1988)% 2]
ashE Ao 2 B QoA E Parasuraman 5(1988) ol 2J3]]
et Mu|2 F SAHETE Lee (2006)7F 2221 2%kA]A 9
EAlo|| gt A4 - 13k SERVQUAL (Service Quality)Z
ARg3l St girt. B =7 78 (tangibles) 4323}, A1
A(reliability) 548, -84 (responsibility) 453, B34
(assurance) 4523}, F7(empathy) 553 5 571 31¢1%
Q, F 22730 2 o]F0J3l 5-point Likert ScaleZ F471 =
855 Al o] B AL olulaic,

@/ (tangibles) &2 A, 73], 2 4e] Bel of
gk |80l Al F A (reliability)-2 k& AH|AE A 8sia
e AW 5 e 5L SJula}sl, vhgAespon-
FA} sh= A e} A&l AHAE A
He 9]743, HZA(assurance) A o||7A| A} g

FAAS) A4} ool ejolele, B4
ol th A B B 5L slelek
(Parasuraman et al,, 1988).
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5. Xt2EAM

F3E AL SPSS/WIN 18,0 Z2 138 o] g35}o] B4
shict. tidAE e dvbd 542 MeEAR] W, 254
2k Wz, g 52 o] 83l BA8 AL, =l 2 A FAL
Ao) B, A, Al Ao B, Mg 5ol A
SEAZ oI83on, Aika B4 e A, AR
= Au] 2 A o] zlol= independent sample t-test, one-
way ANOVAS} Scheffé testZ o] &3l 415}, Anjx 2
o FFE vIAE Q2le gefslr] Sl FAIUH A (enter)
o] 3] HEA] (multiple regression)S o]g&3fo] £213}
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P AT 45.94A41%10.H, ofdo] 94.8%= T
Ak, A& el 71&0] 82.3%= %3kor,
WEFFEL ARUE 43.8%, etZ 30 2%}, A7 3¢
SAF40.6%% 7P Bokor, A1 21.9%, Zlel AR
At AR BAY, EE2TFAY 19.3%, ARBEAA} 18 2% &
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7V E9ktH(Table 1),

Table 1. Characteristics of the Participants (N=192)
. . n (%) or
Characteristics Categories M=SD
Age (year) 459411001
20~29 14 (7.3)
30~39 29(15.1)
40~49 77 (40.1)
>0 72(37.5)
Gender Male 10(5.2)
Female 182 (94.8)
Marital status Single 34 (17.7)
Married 158 (82.3)
Education level High school 15(7.8)
College 84 (43.8)
University 58 (30.2)
Graduate school 35(18.2)
Occupational Chief of the facility 42(21.9)
position Staff nurse 78 (40.6)
Social worker 35(18.2)
Others 37(19.3)
Job experience 2.39%0.74
(yean " (n=188) <1 30 (15.9)
>1~<2 54 (28.8)
>2~<3 104 (55.3)
Region Seoul 41 (21.4)
Gyeonggi-do 121 (63.0)
Others’® 30 (15.6)
Facility size <10 4(2.1)
(resident number)  >11~<30 29 (15.1)
>31~<50 37 (19.3)
>51~<99 58 (30.2)
>100 64 (33.3)

T Physical therapist (15), occupational therapist (6), nurse aid (16);
¥ It is the Work experience since August 2007; ¥ Busan (1), Incheon
(6), Dagjeon (1), Chuncheongnam-do (11), Gyeongsangnam-do
(11).

A7 QA 78732 Ao o] & we $740]
5.00% wHoll gt 3.3 0= 7P w3k, ol B
$73(3.21), ABIANA 373(2.72), 250 B (251
Tow St AT e 34 71.43 (BHEA 3.57)
2 yepdtt, tdAt Al Al 22 A1FAde] 5.00
A wboll et 4.067 0= 71 w3kon, BAAI(4.05), o
$74(3.93), 373(3.93), Fr84(3.92)9] wo = YElste
™ BB 4.00% o] Ak (Table 2).
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Table 2. Summary of Descriptive for the Study Variables (N=192)
Variables Subscale Nuglbers of M+SDT M+sD ' Rank
items

Work environment Self-realization 4 14.52+2.29 3.63+£0.57 1
Workload 2 6.42+1.23 3.21%+0.62 2
Conflict 2 5.01£1.08 2.51%0.54 4
Nervousness 2 5.44£1.40 2.72%+0.70 3

Job satisfaction 20 71431983 3.57+0.49

Service quality Tangibles 4 15.69+2 37 3.92£0.59 5
Reliability 5 20.31+2.81 4.06%0.56 1
Responsiveness 4 15.71+271 3.931+0.67 3
Assurance 4 16.19£3.22 4.05+0.57 2
Empathy 5 19.64+2.30 3.93£0.57 3
Total 22 88.03+10.51 4,00£0.47

TM=£SD is (summation of items); *M=£SD is (summation of items / numbers of items),

E A

=4 7etg
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of e &
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tdate] duba] EAdol| b2 537, AFE, A4
Ao] zpolE= BAg A= Table 33 Zth, gF374S Aw
B zloldd 372 AH(t=2.04, p=.042), AEH (=
2.00, p=.047), A{FF(F=8.59, p<.001), ZF(F=6.26,
p<.001), BE(F=3.82, p=.023), AY(F=5.11, p=.007)°l
wa} 23 2oz} ol Ao vehitt AV A3 A9
of/do] 3,818 HAd 3.28Kt}, 7]&o] W& 359K} frofat
7| g}, A} o]4fo] 3960 7 uFE RS = E9k
o AL 3960 % 7FE A} 3 49T} frofsHAl & A
o 2 Yehgtt, 49 2~3do] 350202 1~21d K}, 7]E}l A]
o] 3,808 7= Hrh= froletA =A vetdth. 47
WEFF(F=2.87, p=.038), AF(F=751, p<.001), A
H(F=3.27, p=.040) ] e} F-2] gk 2to]7} gl Ao 2 et
wSow, AL ST A AEAe] 35308 ARS|EAAL
29601} 7]eF 3,018} =] UEbstow, A5 A9 AL
AT A% g ko7t Jqet. 25 YA AR (F=
3.24, p=.023)°l wz} ztol7t = Ao = VO AR
AS A frofsiA gt A% AN g3 Y0
(F=4.2, p=.007)°l w2} -]k xpol7} o, ALE 5
A A7l 3,000 2 ALS|HAAL 2 46 KTt Frol3HA| =
HERsiTE

=4 == O
Z—]l"r‘?}‘ir—c

KB
T

O =

W-&FF(F=5.66, p=.001), FF(F=5.66, p=
.001), 7= (F=5.88, p=.003), A A(F=3.44, p=.034)0l u}
2}k frofgk ztol7t ol Ao =2 YT AR A5 AR Al
o] 75,928 75 AL 68,36 1T} frelahA| Egko ], 4 2

RS
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¢1zxK(Variance Inflation Factor, VIF)¥ 1.36~19302 &
F10.05 A e¥kom, SHHT 1k AHAAlE 07 o)

ol W ghs Ao ek} BEFAAl BAE g2

=
Flstoict. duba 54 F M)A Aol 32 vA= W
A WHFES A Hl8 28 s Agksto] 37
o] &7 Folsh et



Vol 26 No, 5, 2014 517

A28, H2BE0| AblA Hof 0]xl= 3

FOO0F66'¢  O>q  [86FCLCL CLOF6ST P 0F0S'T 6O0FTIFE  O2>9 (690F68¢ 81210
(0ZT) 8S0FSSE  (F£0)  O6L6F8E0L  (I0¥) 690FELT (9667 LSOFIST  (0F0) GSOFEL'E  (LOO) HSOFHSE OPIS8uny
YI'C 9S0FL0Y  FFEC  9T6FIFIL 160 890Fz8Z 100 IS0FIST  LZ¢ T190F¢EE T1I'S IS0FTLE MLCEN uoIsay
PH0FC0F o> ‘e 000IFHLEL 99'0F6LT 8% 0F ST CC0FTEE  O>q ¢SOFSLE £5~T<
91€) 6F0F86'E  (€00) 6S6FEE69  (081) 9L0F8ST (06T) $SOFLFT (LSO 890FS0E  (§20) LS OFOSE €>~1< ouamadx
OI'T 9S0FG68¢  88°SC  LT8FG8L9 CLT O0L0FSLT %1 €LO0F8ET 167 HO0FSI'E T8¢  950F9S°¢ IS qof
CCOFLOY 6L 0TF8ITL €L0FT9T 8V 0FCHT 0S'0FT10°¢ 8C'0F09°¢ S0
6V 0FC6C  q<e  [E8FL6TL O<® CO0FIT 9C0FCET PO<E 690F96C q<B ¢S0FE9E¢ Jo3Iom [e0S
(650) LFO0FT6E  (100)  8T6F9E'89  (L00) TO0FILT (BLO) €S0F8ST (I00°>) 9S0F9Z¢ (100 >) €SO0F6FE OSINU JJe1g uonsod
€T 9C0FITy  99C OV 6FT6SL 1% [LL0F00C  ¥ET 9C0F6ST  ISL  090FECE 9729  CSSO0FI6E AL JO JOID [euonednooQ
6¢°0F0CH ¢8'0TF0T 9L ZL0FE6T ZS0F0ST CCOFLYS CC0FI6¢ H[O0ds denprio
P> PHFOF66E P>q® 960F0TEL L90F99T 190F05C 090F0T¢ P>9‘® TS0FELE Ausioamun
(€20) 0S0FS6'E  (I00) 8R0FET6Y  (32€) 890F0LT (90L) ISOFGHT  (860) L9O0FHI'E (100 >) $SOFSHE 2821100 [2A9]
¥O'¢ ISOFSLE 99S  S8OFHIL9 OI'T ¥L0FL9C 90 SHOFLOT  [8T CSEO0FEOE 658 090FTEE L100yDs ySIH uonednpy
(9ST) SV OFLES  (O¥E) CTOOLFOL'LL  (8S9) TLOFVLT (9907 ¥SOFVST  (€S2) T90F6L'E  (LW0) LS OFG6SE PoLIEN
€01 FOFEIy S60  068F¥6TL 0- 190F89C ¥81- IS0FSET HI'T <SO0FCEE 007 FHSOFISE d[8urg SIIEIS [EINE]N
(L99) 9% 0FI0¥% (9LS) OLG6FHETL  (F0T) OLO0FHLT (208) ¥SOFIST (I0I) TI90FETE (THO) TLOFSOC S[EW
V0 6S0FE6E  9S0- SPTIFTTEL  LTT 890FSHT STO- SSOFSST 9T 190F06C  ¥0T 190F8CTE I[EIN Iopuen
[FO0FH0Y 1L6FHLTL ¢€C0F06C ¢C0F65T 190F8T'¢ 190F0L°¢ 0<
15 0F66°¢ ' 6FS80L C90F¢9T 0S'0F9¢'T 190F8T'¢ $S0FE9C 67~0F
(8/8) L90FS6E  (016) L6F¥I1L (TSO0) T190FSST  (£20) LSOFECT  (8€9) L9OFITS  (0TF) SSOFGHE 6¢~0¢
TT0 SCO0F86E  LT0 TSTIIFGOTZL 29T T190FSLT  $TE T90FICT 9S00 T190FL0¢C  ¥60 CSO0FIOE 62~02 (1824) 98y
@ ASFIN @ ASFIN @ ASFIN @ ASFIN @ ASFIN @ ASFIN
JJ01 = JJ01 P JJ01 * J301 = J301 T J3J01 P
SOLI08318D) S[qerreA
SSOUSNOATON PIFUOD PEORIOM UONEZI[EI J[9S

Airenb 2014198 uonoejsnes qof

JUSWUOJIAUD MIOA\

(z6L=N) sjuedioied ayj Jo solsuaoeIey) [Blauas) 0} Buipiodoe Ajjent) 90IAI8S puUB UONOBISIIES Ot JUSWIUOIIAUT YIOAA SYL "€ djqel



rx
oN
0
i=}

Table 4. Impact Factors on Service Quality (N=192)
Variables B B t P VIF
Education -0.22 -.02 -0.38 702 1.18
Self realization 1.66 .35 3.96 <.001 1.93
Workload 0.32 04 0.48 032 1.47
Conflict -0.95 -.09 -1.29 198 1.36
Nervousness 0.39 .05 0.64 523 1.45
Job satisfaction 0.33 .30 3.46 .001 1.83

R’=38, Adj. R’=36, F=15.22, p< 001, Durbin-Watson=197
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