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A
ke
?
©
\V
9
iv
o
=
jur)
3
K

N
N

o
S
>
tot

2

N
=
=

(0]
-0,

K

x

I
>,

N
ol
2,

A

Lo
S
>

FHAE 06832 =& AH(+) ABAdS Holy, 46.7%2 A¥EE 7K AATh
B4 AA, F7HAAA T AREA AA 89ls
EHHSE BA B4 Ay 82 (F=94.057, p<0.01)> FolHola, HAA

A A (t=5.990, p.<0.01), AHZA A A(t=1.983, p<0.01), H7}4 A=A (t=3.735,
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p<0.0D)= A ANA FefHolu, 284 AA= FofHolA ¥odth 53 o5

2l T AMA AA(B=0377)e] dFe] 7P ZA ey AFAE 0] #
Al M= vebskRe] =Rl YA SAIES ARSI A dAldA ALle E53

A aaxnng dAH 94 o
2ol oF AAZF ¥ A dAsta vk Aolth. wekA 7hd3el AT A
3L, H3-3& 717+E et

<]

b

<E IV-9> AF3| A Ax| o} B Ay ko] #)

o mEzse | S oo | BHA EAT
o EF ' 5E 3R
A4 | o1ms | 9270 | 000
.]
X‘iﬂf 377 | 063 | 377 | 590 | 000 | 661 | 1513
Chon 137 [ o700 h ez | tesd ] 080 | 454 | 1.834
A 8] A1 A
2 =
aa | 056 | 044 | 069 | 1251 | 212 | 410 | 2441
Bl 29 | el | 263 | 3wt | o001 | 251 | 3991
R=683, R%=.467, 749 R%=.462, F=94.057, df=4, p=.000,
Durbin-Watson = 1.860

#+3p<(0.001, **p<0.01, *p<0.05

(2) AHE A A A LAY Zhe] A

WA= AL A A A7 w18 GAIA FAR Y] a A g G ()] FATE 3
S Zolgte AS ATE7] 9 Aotk F, FARC i AE A A7) =S
A8 GAE FTAe] 1 AgH 5 Eold Zlojghe 7HdS B
<3 IV-10>ell vhER mpel o] AR A A 47 213 nAA G 7he] A
AA = 048= A =2 A(+) FHdS Holw, 235%9] AWES 7HA 1

AAT. B AARAA, AuAAA, A A7, FAAANA 5 AHA AR
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89S SHNUTFE A FA Ay 39 4(F=33410, p<0.01)= oA el
XA AA(=2552, p.<00D), BEA  AA(t=3981, p<0.0D), =AA AA
(t=3.223, p<O.0D= |4l fFrejHoluh, W7H4 A= frol4 oA okt
53] ol &l & ARA AA(p=0360)2 FFol 7 AA e Follvt
7 lthal A EAY qataTs & ow MR @Al i ddE st
g st A9 ddeltn VA EE s ARA AX7t uA g wl
F o dvet @ & A mEby hdae) 3
TAT, HA-1, H4-2 2 H4-39 77bde D9 m, HA-4% 71259

[

T 2= = E%Q‘ L S| 2k
- H]_U_T':Q‘Z”T 74]_/]: _%_94 o}x\j}‘o %7:”0
a5 T t :5_:!,% 1;_{]_
B 3 B S VIF
& T 2.827 276 10.228 .000
2 A B
OX] x]ﬁ 232 .091 192 2.552 011 .661 1.513
A E_X’] Hokok
o 404 102 .360 3.981 .000 454 1.834
a1 74 A A
Lé 0 207 064 212 | 3223 001 410 | 2441
7714
) ) 115 .089 110 1.303 193 251 3.991
R=.485, R*=.235, =49 R*=.228, F=83.410, df=4, p=.000,
Durbin-Watson = 1.559

#+3p<(0.001, **p<0.01, *p<0.05

3) AR Ed st 242 7o) B

WA= 0627T= =L F()A ZaAdS HolH, 36.7%2 AWES 7 AdATh
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V-12> et whe} o] AFAEY A} AMH] LA

<3t

A
=

B
o

R

frel Aol glan, Al 2wy

ke
T

2 FAg Ax 394(F=62.232, p<0.01)

w4

4r

oA

-5.785, p<0.01) 25 o5 0.01¢A]

=7.800, p.<0.01), LA A (t=

(t=

Aoltt. webs #3523, H6,

Je molFi

|

[e)¥e]
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S

A ¥ A

X

e
T

H79] AF7H4

E sk Au] A
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n-

NI

V-12> 2

<3

o
o

VIF

1.494
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0

Ho  |Moms!
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o
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2, p=.000,

000
000

10.712

=W i

oy
%W @,
2

094, F=62.232 df

-.281
H 252

MR
£ of

287
.096
073

Durbin-Watson = 1.858

W] 2 5 5

2.489
-.300
-.249

R=772, R>=59%, =4 % R®
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<0

A H] 2~
A %73 (H6)
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Ao THAASE RAAF= Aot webA HISZA 3, HIHS8-1, H8-2, HI-3),
HO(H9-1, H9-2, H9-3)2] A7} A& = St}

<E IV-13> 2AZA 3 Au| A=A, A3 7o) 7

’

. mEzaps | LS | ge | FOREAE
a- 5 J——J:J_-—,Z— Q% l;(]—
B © 3} B ‘3741 VIF
N 2.639 215 8.575 .000
AA A ‘
=9 208 .041 .240 5.031 .000 738 1.356
4] 2| 2= A ‘
2% %ﬁ%ﬁ 140 .050 156 2.782 .006 b37 1.863
A A
%‘jﬁﬁ 225 054 237 4197 .000 528 1.892
R=.524, R*=275, 49 R*=270, F=54.469, df=3, p=.000,
Durbin-Watson = 1.844
N 2.925 272 10.739 .000
22 A s
= o) 181 .052 173 3.447 .001 738 1.356
a7 =] &= 7
=) &F =0 .233 .064 215 3.662" .000 D37 1.863
3 THH A
E‘j%]ﬁ .169 .068 148 2.491* .013 528 1.892
R=.446, R>=.199, &4 ¥ R?=193, F=35.621, df=3, p=.000,
Durbin-Watson = 1.489

#4:p<(0.001, **p<0.01

5) AR sedse v AERet 242l w5

4410, A1, 12, R3S ARaEds, 242G A18E A A
MEAGE, RAAGY BANA MAEI QAT AFHE Qow Y
T AEE A, FEUSE As ARH, RAARY, WANsE HFsE

50,

G2, A 2ol o] % BAey] 9§ Axe thed 2
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ofof gt 7H6¥} 7T Ol M Hokol F W Fhel= o7 Gl ATk
ASEA, B FAE S ol&ste] AFEA A A

At AAAGA VA s JFS et ol GFAALN PP o

fo
iy
—d
[>
[
I
1>
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i
o
-
2
=

W

BAS] MRS gl fo@ GFRAL dojof it

A4, 297N EEE EEEE wekgto]l 3wl ATAEdse x4
Bqje] MulnAR, AN MR dFBRANA £E¥ EFHR e
ghuch Aok gk,

$0 wQl QA FALC]l Az AEH AXTE AH A G 1=

GRpANA AFiEUAE MAGEE & Fold A0S AT 9

3| AEA S AAEEAT B A= < IV-14>00 A4 AAE A 2o A

o AAH AN AuAAGH AL dguAA ARz )
Aelere A 4w 194 AAAFE 03002 F()o dFL w3

SHWETIE 0647, WA s7E 00919 @ YR AL Ao FYTEs heE
T AT t@F prt2 1WA, 294, 394 BF fog A
gk 2eAlel A o] ZRie EE Al Syve ZdEY A YEY
AT WlERE 0.651>39HA1 MlEgL 0.647). ¥ E S e E RS 19
Aol Al 34.1%, 29-AIl A 65.1%, 3TAA A 65.8%F AlAIsta vt S
AA, =244 AA, B7HE AA7E Au| Ao mA = GFRANA AR
Ef 2o mpyiEds FollA AAIG upel Zo] 3ol Edrh webd 7410
= A e = v

mlm
Ji
N
=
pacs
i)
t

\:1

;g H A

&

<HE NV-14> A81E ARG AU A BANA AR aEd 2 )Y
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=
FH
iy
[
o
&
==
)
o
e

sd/m/EE | MiNas 24 — t R?
B "o*}i B
Tjr‘ 1) _ _ _ EEES
2077 4] - A 1EH) 340 048 341 7.033 627
PEPRY A2 7] 651 036 651 17.849™" | 651
:ﬂ:]:;] o | BEACERAS | 647 036 647 17848 |
TN L AswAmAEe) | -.091 035 -.095 -2617° |
S A1k A2 -212 056 - 209 —4534 | 597
;ﬂ ;E e A 28] 580 035 622 16542 | 622
21:];;] a; A3EA (S P 577 035 620 16.596™* 631
TS L AswAmIAES) | -.101 036 -.105 -2.819° |
2 4127 A1 ek A -129 063 - 154 -2.052" 425
= _
. :;E e 225 391 034 484 11.601°* | 480
21:;;] g | ABEACEHAS) | 387 034 480 | 1370™ |
T | AswAEI AR | -.132 040 -.137 -3.288"
711 2 4] A 1AL -115 087 -127 -1.325 627
e ;E e A 27 538 033 617 16.4747" | 621
A;];]’;;] o | ABEAGERAS) | 541 033 621 [ 16498 [
TN L AswAm AN | -.091 036 -.094 -2516" |
1) a, oAZ3k; (35 AAHAA], JF2EH 2, b, AH =X
2) a o=z ; (4F) ARAXA AR ez b Au| x| A
3) a =gk () BAAX R AFAEY s b A =X A
4) a, A&7 ; () HZHAAA, AFZEY 2 b, A8 224 A
#kxp<(0.001, **p<0.01, *p<0.05

=4, FAbdol Azt ARl A A X 7F AUl aA Gl A= A A

ZAEQe MAGTS & Rolght AANL AFS] 8l AALAL A
[ex]

o A+ FIFS AL Uk 2dAA = 0651, 3GACNE =

=
o
)

27l A 65.1%, 3TAlNA 70.7% 5 AAlstaL Ak EIE AR A XA =4 A

A A, A AATE AR ax gl A= GEFRANM A =de] vl E

’



= FolM AR mpel o] FgFH ol wkth wmEhA ZHA11S AE E AT

<FE IV-15> A3 A A A 9F My Aax e BACA 225 vi/fas
mEzse | LSS |
sH/mAN/FSE | MANad 34 7= t R?
B < 3} B
QA A A A 1AV .383 .040 418 9.579" 418
"Z;Eo]_ A 26 651 036 651 17.849"" | 651
oo A3HACEYWE) | 524 037 524 13.994"*
A H) =] 3F A 1 .707
AZHA AR | 331 041 303 8.098"
417 4] 7] - A 1A .378 .037 443 10.281° | .443
"Z;Eo] A 2%+ 580 035 622 16.542" | 622
e A3HA(EYw) | 453 037 486 12.365™*
] 2= 2] &4 .681
ASHA (AR | 335 043 307 7.812°
I A 1A 295 033 398 9.024 | .398
= _
;;Eo]_ A 257 391 034 484 116017 | 484
oo A3BA(EPws) | 261 034 323 7.696"
A8 22 2] g - 601
ASHA (A AEE) | 230 046 294 6.400"
- A 1A 388 034 486 11.566™ | .486
;;Em A 2et7) 533 033 617 16.474" | 617
oo A3HA =GR | 419 036 481 11,778
] 2= 2] A 671
ASHA (M) | 315 045 289 7.075
1) a, A5 5 () AAHAA, 2AEY, b, AJH] =34
2) a, d3%; (FF) BRAAA, 24=Y, b, AU A A
3) a, A58 () =EAAA, 2HEY, b, B A FA
4) a,;é](il%} ; (’2‘6’%)1 %72)45%]1, ZA &5, b, AU 23] g
***p . y **p . y *p .

AA, =AeFAE FAFL o]l A Zsh= AR A X[ A7) A FA O A= o

A S AAEAT B4 Ade <3E V-16>004] AAlE A 2o -4 A
ow AMH AATE AAAFG vA = dFAANA HAFEH 2] wijrf
, 19A g AAIGE -03400.% F(-)o] FFS mAL UATH
2eAN = 0518% A(+)e] BAE, XA AA= LAXE A F(+)o] FF

= "RAY, 3GAAE SHHE2E 0514, wEE ST -0.0989] #Hs UhE
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.253
.249
-.128
-.115
419
416
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= 0518, 39AAE S-WETE 0355 AW SIF 04239 7S UEb L 9tk
frolass 7F 7 A& 3 pakS 194, 294, 394 257 Fo3 A3&
BolFal ek ek 2eAe A e KW ge] EHe e o]

wnoh ZA Yebvda Q@A #ERgk 0.518>39 A wlEREE 0.355). A
ERUl = R*RE2 1ebAlol A 41.8%, 22k Aol A 42.9%, 3TAIol A 51.9% 5 A|Al8aL
Atk T ARAH AAE A Gl n = FFHA A =X =] WAL
H7F Atk gy B2F A A= 2w 0253, 397 053602 29Aol A E |
W4 gyt flda, AEs Yl RS 39.8%, 256%, 45.3%°. 2 2%
Al Al srebd mif gt gle Aoz vebygch Ee FUhH AAE EFA 2

Ajop vz 7EA 2 wiEadrt §le Ae= yEhy 713 BE A8 A

1

AN

<E NV-17> A3 A AR e} A2 AAo A 2AEY w7 ay}

W) 78 5 J;T—f
SN/ FE A& HA — t R?
AL
B o3 B
4 A 4 2] A - A LA 383 040 118 9579 | 418
nma A 2% A 518 052 429 9836 | .429
N AZEAE GRS | 355 055 295 6508 1o
AAAFES qzaAE AR | 423 060 322 71077 |
2] 1A 2] %] - A1 378 037 443 102817 | .443
£ mol A2 A 510 048 454 10592 | 454
o A3AELRE) | 399 060 304 6.665" 00
AAAFES Q3aAE RS | 359 051 319 7008 |
18 A A - A1 295 033 398 9.024" | 398
e A2 A 253 045 260 56177 | .256
N AZHA (=GRS | 536 062 408 B8 |,
AAAFES TQzaAE AR | 091 046 094 2.008° ‘
78 A A - A1EHA 1388 034 486 11566 | .486
29 Eq- A2 A 432 063 329 6855 | .39
N AZHAEFRS) | 419 046 1399 0056 |
ABAFES [Q3aAE AR | 252 050 239 49957 | -
1) a 935 ) AMZA A, 22 =Y, b, 22X A
2) a, A&7 FF) ARFAA, 2459, b, LA FA
3) a, =7 (FF) ERHA A, 2FEQ, b, AR A
4) a, dS3; ) BHEAA, 225, b, LA Y
#kxp<(0.001, **p<0.01, *p<0.05

o] MaHTANE mE Ayt <& V-18>3
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<E NV-18> 714 A5 A%
I I B R B I S A
F p.

HI-1 AAHEAA 70337 0.000 EE
H1-2 ARAAA 45347 0000 Ay

HI AR E g BAZ56 | 0.000 it
HI-3 24 %) 2052 0030 el
HI-4 7714 7 1325 0186 B
H2-1 PREES) 2069 | 0003 'E
H2-2 | AAHAA PEeEER 1658 | 009 | 3152 & 0000 | A7
H2-3 A =) 4232 1 0000 i e
H2-4 AAHEY | 3405™ | 0001 A )
H25  AnAAA PEE 2711 | 0007 | 35214 . 0000 | AY
H2-6 EANESERS 3420 | 0001 oAy

R AT EREER 2363 | 0019 A
H2-8 | 2AHAA X% 4 2] 3215% | 0001 | 27397 . 0000 | A&
H2-9 9 A 2] 2668 | 0.008 Ay
H2-10 AAHE 43147 0000 A
H2-11 /A4 PEE 3034" | 0003 | 44461 = 0000 @AY
H2-12 FwAEe 34837 . 0001 T
H3-1 AAAAA 5907 0000 L
H3-2 844 1988 Al 00 -y L i Ay

H3 Ay v 27 A 94057 | 0000 b
H3-3 24974 1251 — 0212 e
H3-4 74 4] 3735 ¢+ o001 i A
HA-1 P REEE 2552 | 0011 e
FA-2 AuAA | 39817 0000 T

H4 BRI v 83410 © 0000 b
F4-3 2AHA4 | 3203 | 0001 A )
H4-4 744 2] %) 133 0193 . i N2
H5-1 PREED 0652 | 0515 e

H5 | H5-2 @ A%zEdz | A%A=g | 33127 0003 | 7553 . 0000 | A"
H5-3 T 1 ) 2181 0030 i A

H6 . H6 | ARsEds o AmaAgd 780077 - 0000 - 62232 | 0.000 EE

H7 W7 AR~Eds . aAAgd | 57857 0000 | 62232 | 0.000 'L
H8-1 AAAEY | 50307 0000 A )

HS = H8-2  AuzAgy A%HE 2782 0006 | 54469 | 0000 | AE
H8-3 A 9] 4197 0000 i Ay
H9-1 BAAAEY 3.447 0.001 A=

HO | HO-2 - wAX A PESERS 36627 - 0000 35621 | 0000 | qe
H9-3 T 2] o401 | 0013 Aqe

o p<0.001, **p<0.01, *p<0.05
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4. AolHS

D AH8H A 9] 4 ol

SR GANE TARA O] A zsks ARSI A A A Q1A o] ARl whe} Apolrt Sle
Aoleh= 7HY Sl t-testE AAIRE A3, <E V-19>o 4 AAIE wpeh o] A
A A A= tgho] 1625, =44 A A= tgkol 1444, B7H4 A A= tgke] 1.273

oz gl Ael7k gl A

o

2 AT, AAE A% tgho] 23912 A
of whet AMH AN hEA Azes Ao dehdth TAHOoR YA o
g 7t A ARG BEgtel 5088, 5207 FAE Wol, ool BAH He

FF sl A o EA Az AT

<FE IV-19> Aol mE ARS A A A Q14 Ao

3 EEA
T & tak
3 A (n=74) o} 4 (n=361) Ee 4
2 24 2 #] #) 5.088 5.207 1.035 0.927 2.391"
1A A A 5.099 5.142 1.139 0.993 1.625
22 2 2] X 4.959 4957 1.710 1.034 1.444
7 7} 2 2] %) 5.159 5.018 1.102 1.086 1.273
#p<0.05

=4, AA e we} AL 2 xA] Q1A atel7b 9l Aol#h= 7HAY el one way
ANOVAE A3 A3}, <3 V-20>°llA AAEE nhep o] GM A Ao} &2
A AR ] frelgEo] 7+ 0.012, 00359 FAE Hol A wE A3 A A A <l
Aarol= AA A ARk =@ AAAAM QA AolE BT FAAHoR HW,
gMA Aol i 142

=
=
Ao 2R FALERT 3
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rio,
i
o,
v
it

X,

gg

qao] FASE FAAERT AN Q6] B Aol F

vheb o
<E V-20> Ao we Abg A A A 912 Ao
TEHT ZA 3 Tt EFHA Fat/p Scheffe
AL8] B2 AH(a) 5.263 0.887
Q91 T AH(D) 5.232 0.935
2 2] A 3 /75 2 FAHe) 5571 1.098
24 &2 2] £AHd) 5.295 0.895 3.243%/0.012 df>abcge
o Az 2] Ake) 4928 0.985
AHE 2 () 5.398 0.839
7] EHg) 5.262 1.134
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ABSTRACT

An Influence of Perceived Social Support for
Long—-term Care Facility Employees on
Service Orientation and Customer Orientation

The Mediating Effect of Job Stress and Organizational

Commitment.

Sung-Duk Lee

Department of Business Administration
Graduate School

Jeju National University

Supervised by Professor Yong—-Cheol Hwang

The purpose of this study 1s to propose discriminative management
strategy to long-term care facility based on the empirical analysis after
reviewing the effect of social support, perceived by long-term care facility
employees, to service orientation and customer orientation. and the mediating
effect of job stress, organizational commitment.

For this study the social support has been consisted of emotional support,
informational support, tangible support and appraisal support. also
organizational commitment has been consisted of affective commitment,
continuance commitment, normative commitment. but job stress have been
consisted by single variable.

A survey questionnaire was distributed to 470 customers in long-term care
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facility in jeju and 453 responses were collected, 18 responses were deleted
lacking proper information fill in. A descriptive statistical analysis was applied
to the remaining 435 responses. The statistical techniques used for carrying
out hypothesis-testing are EFA(Exploratory Factor Analysis),

multiple-regression analysis, mediation effect in SPSS 18.0.

The empirical results are summarized as follows,
First, social support for long-term care facility employees has a negative(-)
effect to job stress. Test results, social support factors except of appraisal

support had a negative impact on job stress.

Second, social support has a positive(+) effect to organizational commitment.
Test results, informational support, tangible support and appraisal support
was significant effect organizational commitment. However, emotional support

had a positive impact on affective commitment, normative commitment.

Third, social support has a positive(+) effect to service orientation and

customer orientation. Test results, had a positive impact.

Fourth, job stress has a negative(-) effect to organizational commitment.
Test results, employee’s continuance commitment and normative commitment
was significant negative effect job stress. However, affective commitment

was no significant impact.

Fifth, job stress has a negative(-) effect to service orientation and

customer orientation. Test results, had a negative impact.

Sixth, organizational commitment has a positive(+) effect to service

orientation and customer orientation. Test results, had a positive impact.

Seventh, job stress and organizational commitment will be acts as an
intermediary the social support and service orientation, customer orientation of

long-term care facility employees. Test results, job stress and organizational

- 147 -



commitment was mediated effect of service orientation, customer orientation

of long—term care facility employees.

In the above results, We have the following marketing implications.

First, that it should be a change in the social perception of long—term care
facility. 'Long-Term Care Insurance for The Elderly’ was enacted to
emphasize social responsibility for the elderly problems as a new system.
Enactment of this Act was expected to improve the quality of life of the
people by stabilizing the elderly life and reducing the burden of families.
Therefore, long-term care facility system as efficiently as possible will have
to make a plan for systematic and organizational support.

Second, the efforts of facility managers in a way as to minimize job stress
of employees 1s necessary. Accordingly, so as to do perform spontaneous
work 1s required comfortable working environment and management.

Third, the systematic education and training to employee for service-oriented

and customer-oriented behavior of the facility will be required.

This study, however, reveals several limitations as followings,

First, this study is only for employees of long-term care facility because
there is a limit to generalize the findings are.

Second, selection of the sample of the survey in Jeju area of long-term care
facility and because the survey sample is representative some deficiencies

that will strip.
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