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4. LQIRY7| &9 MH[A A
1) Aul& A9 Ad

MU gk wZ o] Hejoly S5 $53)
TEE A st Y Aol VEAoR B Aol o] FHo| AfFE
= AAHA 9 vE AR ol9s Slal Awete A S48 ot
sto] U AMEE S19E AR AR AL
AP Sz ARl 4, 7HA, 784, T F
I olsk SmlE g F4
ol ¢l EL=rojtiAkd, 2020.5.29).

AMu2 Aol oo tigh ofe] shakEo] ArE B AB|A A A9 i
state} & 4 Q)+ Parasuraman, Zeithaml and Berry(1985)2 ‘AH] Ao tf
b Al el AAE V)l ofsliA AleE AMu|zol oid A4 Az; AL
o]9] zto]” B FAFFAIL(]LSF, 2012 AAE), Lewis and Booms(1983)
= AHlA Ae RIEE Au|A7E o] Y|tiel At dAsk=Tke] AR 2

2

rlr
it
12
o
l
&
=
1o
to
1
=
1o
%
>

Ho g o i i

jus

I gesta AulAae] AL uAe Vlge] dXHES Ad¥d A ME|AE A
Tote A= guidna shdA ol g T4 e stk (el2, 2006
ARAEL).

$HH, Masterson(1991) 2 AH| A o] G2k} Algat Frol| & Ads =t

AA AqH Ao A2 o] gake] M, A A, HAA AdEel Muja AT A
A, =94 34, Vs ol dojus Azl ol AYHntal A o]
SAe] WSy Mulas ATAe] deAgo] Fasital FASITH(O]=9,
2006 A1-E).

9 MEse AdsiEy Muls A2 o] gxpe 4Rl Yed Ex A
Ay FEAE SHeR s Vel AR e =77
A& o Vs A BVIQSMN AT o] SAlA AlwEH= AREARl dEe
2 oJgATE A =9 &4, FAARY R, AtaEe wek Ved

=94
Aoll= A4 49 A, FARRLY] @A So] xaE ] AEA Q) AFAF ¢
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oMol Ag ougittal & & (e &Rk, 2008).

aHPE w77 A Muls A2 FARRRel ofel AlyE = MRl
o] A ol FE3t Ak oA Q1A Aol o3 AREE Jow
A AUIAE dEshs FARS] Aol Wiy Festta & ¢ AT (dEE,

2009).

THYE3, 2009). =177 oA QFRST ARlA AL QYR TANHSO]
AFsts AuAEo]l Y& vl wHE F48H7] A% dAHd 530
& F E=d(AES, 2017) AulA Ao o

Juran(1986)+= A8~ A& o] digh a3 9 ] S /et
Aed 2 eSS 1A A, aAA Holx ok YA FA, B4, 179
o Bol: t=do] EA, AA, oA o] Hol: AZED EZA YA,
AIZESl A UiA A&, oA AEA Fd sox BRIt &3
2007 AAL).

Parasuraman, Zeithaml and Berry(1991)+= o] €47} Au]| A5 AI3A H

T Ugs SACE Anlad digk W2, Ak, o9, 58, Ag, v, Wb
S, ekd, 7874, nAe digt ol 5 1071 2k 347 &S AFEER AL o
T AAEL F5 AT AEH BAE Fato] ®u JusA iohEol
B4, A=A, 8N, BeA, 3189 oAl 7R Aula 224 E A ste] A
7 2o AFEe] we A48
o oA 7HA ke dErdie 22709 @5 A EE A B A (SERVQUAL) ol 2t
By 5 Aol oAl THA Ao Aol Al T Hel wep of e
ATAEe] A7 FH ARE ARESIUTHAIEA, 2006 AJE). AEE
(SERVQUAL) & thAl 7F4] k9] o= <& 5>9F 2Tt
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5. MHAS nH

Ab8EA) geleln ] Auls Aol it AFES ole Fopelx AFwol g
WA A AR Aol Aula Aol mAe Jgel de HAATE 2
7,

AR EAND FA ASARMESL Aul Aol v el dat AT
WSO WY o B AelM BAGAAG Aol Y= TR
A, wmAFTABAL, FlABAL, AUAFH, AGABAY 5 217 7]

o)

Lo 2AbE A3 ARUES s A 98 mAE 2ow v A%
gEo] ow Be5E A Ae goldnks A AwWsigih @H, EAM

T VIR0l Mula Hell FAQ dTFE vAe AR YEEeH 25

2ol 5 Wkl AL RAA A FARRT 5 ol4ke] ARSI EAN L EAAT}

=

= -

Ae FARIGAF(HEE, 2019). T3 "Rl AE AEF] AHE
A<

Aol PAE G o] Bk Aol LA Ao
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A AAelE A7 el QRAART B Uehkom Aula A a8
AN A7b7IEro] QA AR 7] ek QT S dde] Bg
% Aus Aol BA UERT B9 of2ile] Ae4E Aus Aol %A U
btk AR gk 54929l F QoRA el A9 ARQel (FFAA, o],
AFE) A Ao Mula Aol geluld Jee wHT, ARA B 2499
(R Aol Fon@ FTS VA= A Oow Heprh(e]d Sy, 2012).

AR EAEEHETE Aujs defl vA= Gl i dYATE Advrd

)
o
=
b
)

ol&78(2012) 9] AelM= mlRA o] FARSh: ARBIRAARE ] AH|A
Aol FEe 378063 R FURG 25 A vegon, ez Ab

S8 784, A, A4, B, 3 o= Al 7B A o

il
o

Bt wbd, 3ol TR WA dERgth 18 al I EA e FARSkE Rl
et B - X2 - Aol TE A MHlA Aol mAl= dFel e 8
= wmlel wie A 8 A FY FvE MRl Ay AadaArt e Al

QAURIALE OGO R 3 FAF(2016) 9 ATl L Anjx AL HA

o,

4018 ANbAo® HE oo & FFEoE Uewow, AlRaEd
T Aol 7 Fa FAdel 7 WA dERRth ol A Anas
Fepghe] Qlo] oF&St AH|AE 2&EHA AlFstaal st wEolgta &
o]Z Ao PR A7) FF A A

3 el diek Blmel Au)s Azke] #HA
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3 L SFE Ml A AL Folx|al, wolof gt
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2. A+4Y

2 A= AFEEARE 24t A= Q%A 6704 A7 3A
oA Ui xAEA AHAHORE AMu|AES AFd= 330W QUYRIAES

B Ba s Qb ATREN wASRHE 23 Auz Dol o

97 A7) 7194 M oR 2AL AAH AT £A7)HE 20209 59 1
AFE 20209 59 24U7A FAHGROH A WE PALS AFAT AA
7\eg skl Aol tiE AEy @A HEAS wren P71z ok
stal ARkl g4ttt 33052 HH-ste] 310%7t 5 Ha &5
b

AL AL BYAA ST

—

=2 e WY
ZA7]ZF 2020. 5. 11. ~ 2020. 5. 24.(1447H)
A7 QRN 64, A7 3 A

& 330 #iF-ske] 2055 Al€]gk 290% &4

R
(S9N 1923, A7) 8 98%)
ENEIR A7) A\ QA (EAA} B 8 8 %)
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2 Ao AFEH FSA S5+ Smith, Kendoll and Hulin(1969) ] 23] 7H
el JDIUJob Descriptive Index) ¢} #+%5(1982)¢ HEE AHE3 Aes

(2017) 2] AFoA wolg7]) Q7| ERAS o] £ FES A3}
shelHiclQl A%, A5, A, TEA, 713, ol 67] Wl 347 &&= A

= = 7t =2 AoR A, <& 7> ol
FHEE Ad¥ A AEL(2017)9 dF9A Cronbach's « 2 3Ftol
B Ao %= Cronbach's ¢ 32 .756~.9400.% &= Al

AN
f
-
A\
N
-
rﬂ
||
1o
_0|L
do,
(i
o
e
2t
i)
k

Cronbach's a

T steldel  REMs 2
Mol 4L =+
1,2,3,4,5,%6,
2] 5 8 846 756
*7,*8
10,11,12,
PR 210, 7 923 .940
13,14,15
16,17,18.19,
A= LGRS 5 .828 801
20,
21,22.23,24,
2 HRES TR o5 5 878 887
26,27,28,29,
7|2 6 5 878 .898
30
1,%32,%33,
oym 3L A 845 837
%34
2 A 34 925 .948
« Ay +F
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SETHEE WA mdEFH R tall o8 B FAAoR vk

St FAS 9ustH o]& F43t7] 913 Sanders, Montgomery, Pittman

!
e
o
10
=
™

and Balkwell(1984)°] 7§ ¥ 2 & (Aging Semantic Differential
Scaling) 9} Maxwell and Sullivan(1980)°] 7§23t Empathy and Attitudes
Toward Caring for the Elderly =75 7|8t %2 7142(2009)0] A s},
A9 2010 F7F 4 Bedt =9l =5 HE =7E ARSI 54 A

T HE7E AR AT, <E 8>3 o] AFE
Az A5 FeG (20119 Ao+ Cronbach's a @ #to] .924%11 2
ATl A% Cronbach's @ #to] .958% #2 AlF% ke R

rir

<E 8> ERIEFHES v 9 AFEs
L ) Cronbach's «a
T= =HE =&

MSHT =

1,2,3,4,5,6,7,8,9,10,11,
Rl EEH 17 924 958
12,13,14,15,16,17

(3) Mux 2

A~ A& S4357] $184, Parasuraman, Zeithaml and Berry (1988) 7}
ATt "SERVQUAL"H =S 743te] AE-3 Cronin and Taylor (1992) ¢
"SERVPERF" 22%33 AMs]EHA] @ade] oA siAs &#9d (201D HEE
ARESFR AL S531(2013) 9] ATFeME ARERE AW 228 %= ARESEITE A
T7F FeTs AMHlA "ol e ZlS ulstal, <FE 9> Zo] AFEE A
g Al #F534(2013) ¢ AFNA Cronbach's a2 %ke] .840~.8870]% L
2 ATl A% Cronbach's a #o] .837~.918% =2 AlF % S Hlth
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3) B4

-
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149 Wy ow

Aeletgon T

tod &7

S

°o]-&

S
=

25 A2 SPSS 23.0

sk,

S

o A

1

] Cronbach's alpha

3]

<]

X2 THA(t—test), ¢

oluy] 98 =9

bl 24

S

o)
=

=
=

o A% 7+ Aol

Ptk

S

°]-&

S
=

(ANOVA)

Pearson?]
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FAlo] 23%(7.9%), oJAo] 267 (92.1%) 0% ojAio] A&
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<GE 13> ZAF uidAbe] Awky B (2% #4454
(n=290)
4 7= Hl = (H) H| & (%)
- A 7471 2 98 33.8
QoFAA 192 66.2
19 3t 169 58.3
19 23ty 7 2.4
< H A A 1 3
Al THA] 100 34.5
71t 13 4.5
2wt 57 19.7
2 ~4d v nk 43 14.8
e e 4 d~6dm Rk 50 17.2
61d~8d w7k 47 16.2
8o 93 32.1
174~2 70 24.1
Serelal 38 ~474 84 29.0
58 ~67 69 23.8
7017 67 23.1
0-9-4-78 4] 3 1.0
A4 A 27 9.3
g_ool:

WAl ol RS 106 36.6
= R R 127 43.8
o -9-5- 74 2] 27 9.3
| E55 FokiA 78 26.9
A LAt 65 22.4
o 7FAIZE Yl ALS| S 30 10.3

L5
u] g ] 48 16.6
7] A 39 13.4
71t 30 10.3
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i

<GE 13>8 ZAF thdAbe] Adnkd SA T 25 A SA O dish R4
oty FHAIEL A7F71H 987 (33.8%), LUA 1927 (66.2%) &2 LFEFRL
a, 25 19 3ud 1694 (58.3%), AZFAl 1004 (34.5%), 718k 134
(4.5%), 1¥ 21t 79(2.4%), ALA 1%9(0.3%) o2 dFF 19 3t
ook AAl 25 e Ze® yEhhth SR AEe 8do]ido] 939
(321%) 07 7bg @& s v 2dvnt 579 (19.7%), 4d~6dnut
50 (17.2%), 6 d~8duqk 479 (16.2%), 2d~4du]dk 434 (14.8%) +0 =
Uebgth QR AL g (FAloD) A9 19¥~24o] 709 (24.1%), 38~4

o] 847 (29.0%), 5 ~6%°] 697 (23.8%), 7THeldo] 67 (23.1%) 0& 1=
A St 2R FAF ol thet A4S v g Aol 1277 (43.8%),

B0l 1069 (36.6%) 0.2 -2 A0 thah ¥4, wl§- S A o] 7}
7k 279 (9.3%) 0.2 YEHY. 27 24 ZEe FobsiArt 784
(26.9%) 0.2 7} Wo] AAsRa k5o =2 g dxty] 6574 (22.4), 1
8] 4878 (16.6%), 7527 397 (13.4%), o17MX7F B Ars &5 3} 7|eb7) 7t
7} 307 (10.3%) =22 e
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=)

=9 A

g3447F 3.82(SD=.566) 7}%

3.72(SD=.721), °]¥ 3.66(SD=.839),

u
A 359(SD=.525), 71 3.55(SD=.696), ¢+ 3.05(SD=.651) o= 1}

s

I
A7

ot v =7 vERsT

18

S

Ar

Ho

> 3.57(SD=.522)°]%l 11,

Ry~
[e]

ﬁo

o|J
e

HH

T 3.98(SD=.494) 2 YE} THE FEEH

& 3.94(SD=.562) % =4 YEon

k)

[¢]

A A

Eis

Al vERtE Al el o

601), A=A 4.00

2 o84 4.02(SD=.699), B354 4.01(SD

(SD=.611), +

LFERSL T

|

a=A

TOo®

3.83(SD=.623)

3.84(SD=.630), &7

374

(n=290)

SD
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Min

<k

o
I

i3

522
025

4.82 3.97
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5.00
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1.38

A

—

NI

5.00 3.72 721
5.00 3.05 .651
5.00 3.82 566

1.29
1.20
2.20

Wr e W

A Nr
Collee

.696
.839
494
062
.630
611
.669
.601
623

3.95
3.66
3.98
3.94
3.84
4.00
4.02
4.01
3.83

5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00
5.00

1.20
1.00
2.49
2.18
1.50
2.00
2.00
2.00
2.00

o4

Muj s A A

0

¢

o

8] A~

0

olo

0

NJo
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3. &2 W&o CfEt FE 2+ Ao| 24
1) Adutd B0 BE Fo Wi A 7+ zo] B4

w Agtell Tt QR TAS dnbA B4 wE AR, RQEsEH L,
AMH| 2 Fol Aol & ot Y] fleto] HHEE THA (t—test), ALl FARE

4 (ANOVA) & 27k A5k,

Antd EAJo] w2 AR ol <HE 1553 gk WA, dukd 54
DAY AR foust S v ok &
opulgh ¥l AwRW, A7 LH A &S 3.96(SD=.593), £2¥ 3.67
(SD=.468), K% 3.44(SD=.488), ¥ 3.07(SD=.514) =2
A7 S5 AF05o] =4 U (F=14.848, p<.001), <F+FH
= AIZHAI7E 3.83(SD=.375) 2.2 149 3wt 3.44(SD=.516), 14 2md)] 2
(SD=.629) Bt} =A Yo AZAZFAZE oAl B A5 Rko] =
o % yEsthH(F=13.355, P<.001).

Q%R TA FF (Ao AL 1 ~2%0] 3.82(SD=.358)% 7}H& =gku o
SO0 5%~67 3.58(SD=.545), 3W~4 3.56(SD=.454), 7Ho]4 3.30
(SD=.593) o & yeh AFutse &= = Aoz YetH(F=12.855
, P<O0D). Q¥R SALS 5 Q1A g T A o] 3.71(SD=.432), & &
47 3.71(SD=.432), B% 3.36(SD=.498), thx ¥4 4 3.33(SD=.672), "l
- F474 3.33(SD=.230) w£o& QlAo] FHALYFE AF o] EA e
WTHEFE=13.769, p<.001).

SHE7)E o 7pARE W AbE o] 3.72(SD=.482), o] 24l B8-S FolalA
} 3.70(SD=.524) 0.2 A Y tE IFE7lig AFurse] 344 o
2= Aow YEbETHE=4.176, p<01).

rlo
pH

N

odt
o
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A e R
2T =10 : M(SD) t/FEk p
= 23 3.45(6.124)
EE of 267 3.58(.513) Logs 273
30t} 7 3.47(.394)
40t} 45 3.49(.665)
d 500 158 3.53(.528) 1835 141
60Ty o] A 80 3.68(.408)
_ 7 88 3.57(.438)
o % 202 3.56(.555) 083 934
= ENE S 17 3.07(.514)
% HE 109 3.44(.488) -
Al zow 143 3.67(468) 14848 000
-9 5 21 3.96(.593)
19 3t 169 3.44(.516)
an 19 23t 7 2.99(.629) »
e 29 A 1 2.78(-) 13.355 .000
° A1 ZHA) 100 3.83(.375)
7)€} 13 3.58(.661)
213 n 1t 57 3.59(.558)
2 d~4 3w gk 43 3.57(.515)
ondd 4ad~edn g 50 3.60(.450) 365 833
613 ~8 ] gk 47 3.49(.450)
8ol At 93 3.57(.575)
14 ~29 70 3.82(.358)
3 3% ~473 84 3.56(.454) -
el 57~ 67 69 3.58(545) 12895 000
7 o) 67 3.30(.593)
-7 2] 3 3.33(.230)
Qo Cha g A 27 3.33(.672)
HEA} HE 106 3.36(.498) 13.769°  .000
914 | = R 127 3.71(.432)
-2 2] 27 3.95(.421)
A2 Eus 78 3.70(.524)
Folall A
Hd A A=t 65 3.53(.485)
]
A 30 872482 e o
ol g Fh| 48 3.58(.472)
7452l A 39 3.43(.562)
7)€} 30 3.29(.522)

" p<.05, ™ p<.01, ™ p<.001
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2 o[ =
=L 0] O ?_] ]'O] B
2 A=) skele 7| = M(SD) v
Adkd EA o wE & ggﬂ.ﬂﬂ/F M(SD) 14 38.%) ~.851
— = ¢ -
o e i MisD) (05 -915 368 (p=.395)
@ F M(©SD) %05 a3 356 (p=.631) (838)
A% E M(SD) v (27.22) -1.634 ('3682 (p=.966) (.686) 8
T " MED) 9D -1.256 307 (=109 382 &2 T 3.960
= - 615 -1008 372 (p=589) (639) Ci6%) 358 L e
2« / ' $27) : 3.6
o 3100 (=210 372 E23) 3,84 1336 (8 (=354 367,
267 (G76) 3.69 : (B3R 63) 349, 3.86
4 o o (599) S N 383 (om2 (89 386
7 (.387) 3.;%) .309 206 (p=.002) (.598) (36,22) 3'74) 999
30th T (5869 (p=819) 296 388 el 976 (806 (om 322
s = / 8 : 54) o 3.63
40t 357 (9=602) (.7;3%) (L28, B85 413 ('3656 (p=783) 363
A 500 158 (-3523 C560) 293 _1,750) 381 (p=.680) (715) RO
' ' =.082 ; 04 '
o)A} 80 (.525) (36’52) 741 3.09 (p=.08 (.601) (53736) 3,5;) 6.773
60t 17 558 129 370 (p=460) ((689) 36 4L (,774 (o=.000)
88 (7 B . 2 ) AL , e
7 359 (=897 370 28 6T 7 (v=.0000 374
02 (518) 3.29 . e CEOD 00) 3.65) 1
E A o 2 . o (.773) 2.%2) 8.772 393 (p=.0 (.617 Aed
B () Fin s (5516 (p=.000) 393, 495 559
(SENBA D 3.47) 11217 (.7§O (p=.000) 316 416 23 (869)
wE 109 (.3523 (p=.000) (%51) (38.%1) ('3 = (.668) (29.;8) 1.968"
A% - 143 (g6 422 95 (.586) 294, 17560 275 "o
o 1 (.663 2, 2) 563 ¢
B o 21 (35%4) 3.51 ('669 (.559) 2.646° 220 = 000) (37.21%;)
= ' ' 4 o G .
w95 3'49) (.37(1)8) (?474) 5 953 3.20 (p=.034) (348%) 3,63)
19 3md) 169 ('2552 (848) oo 240 = 000) 328, '3'71) (839
T &5D 9.684° 286 000) 25 5 86 (847
19 23t 1B T 11 \ s (818)
TE ey 351 o (836)
e PAL 100 (5 (658
3 Al ZF 3.59 .
e 13 (525)
7
- 01
<05, 7 p<0L, ™ p<O
© 5<.05.
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g o e i s Zs = SELA 7|2t o=
T —
M(SD) t/F M(SD) t/F M(SD) t/F M(SD) t/F M(SD) t/F M(SD) t/F
3.63 3.73 3.13 3.78 3.54 3.75
2Rt 57 (608 (724) (733) (607) (740) (794)
_ 3.62 3.70 3.09 3.81 3.53 3.65
2d~admwk 43 e (.697) (.633) (.528) (.676) (.853)
=5 3.67 777 3.77 161 994 1.360 4 .354 359 .040 3.82 919
4d~edn)w 50 9 3.8
FE = (501 (p=541) (602) (p=.958) (668) (p=.248) (483 (p=841) (7200 (p=.997) (658)  (p=.453)
3.50 3.65 2.90 3.76 3.56 3.54
6 d~8dmgk 47 h (.750) (541) (.525) (.628) (.763)
3.55 3.72 3.10 3.87 3.55 3.61
T
8 ol 9 (55D (783) (643) (624) (711) (971)
3.76 4.12 3.23 3.95 3.98 3.88
] ~9om
178 ~27% 0 (426 (518) (:566) (:456) (.502) (:591)
3m3 -4 " 3.57 3.73 3.07 3.83 3.55 3.57
=y e te (.434) 5.514" (.672)  16.410™  (591) 4.531" (.536) 3.787" (611)  18.172"  (.863) 4.509"
K] 5w g 69 3.61  (p=.001) 369  (p=.0000 305 (p=.004) 385 (p=.011) 349  (p=.0000 380  (p=.004)
°ve (.586) (.678) (.669) (.594) (.685) (.906)
3.40 3.32 2.83 3.64 3.18 3.42
haz] S .
78 ol 67 (603) (786) (733) (640) (750) (§90)
- A 5 3.63 3.43 2.73 3.73 3.20 3.25
e (.573) (1.000) (1.222) (.416) (.400) (.750)
3.39 3.48 2.73 3.70 3.27 3.42
B q :
Q¢ TARRAEH 27T (537) (.923) (.844) (.667) (.879) (1.090)
i3 . g 336 13.464 3.48 8.414 588 8.897 564 6.706 550 10815 450 4.154
A} © (545) (=.0000 (681) (p=.0000 (596) (p=.0000  (601) (p=.0000 (666) (p=.0000 (.834) (p=.003)
o1 A q 3.76 3.88 3.16 3.94 3.74 3.78
Todesdd 127 o)) (.614) (.584) (474) (.611) (.765)
3.89 4.13 3.52 4.12 3.97 4.07
o J
] -2 A 2 27 G60) (.729) (.527) (.506) (.537) (713)
* p<.05, ™ p<.01, ™ p<.001

_42_



A5 “?= A= Al =t
[l T n
M(SD) t/F M(SD) t/F M(SD) t/F t/F M(SD) t/F M(SD) t/F
o2 ZRrS 75 3.77 3.82 3.21 3.69 3.84
o} A (.483) (.760) (.622) (.622) (.813)
34 o] 3.55 3.68 3.00 3.49 3.73
HEA A= 65 (U7 (617) (.647) (724) (.795)
o] 7}A 7+ 9 30 3.73 3.80 3.07 3.82 3.96
=7] mg) 2w 48 3.58 (p=.000) 3.78 (p=.321) 318 (p=.004) (p=.021) 360 (p=.004) 353 (p=.004)
v (.467) (.685) (.653) (.594) (.722)
— 3.38 3.62 2.85 3.40 3.38
7R A 39 g (.855 (677) (714) (.923)
3.33 3.50 2.74 3.21 3.38
71t 30 (.483) (.643) (.646) (.756) (.935)

p<.05, ™ p<.01, ™ p<.001
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(SD=.662) o2 uveht} AFurEe] xfo] A Fo] AN EI E&55
ERJIEEEH e A YER T (F=9.748, p<.001).

e AZAZE 4.14(SD=.433)2 19 3wth 3.89(SD=.502), 19 2
o 3.71(SD=51D Rt 54 v} ARAIEFAZE Wt F AR mQlEmw
Tt & Ao® YEE T (FE=5.091, P<.01).

QYRIALY PF A4S w9 T A o] 4.35(SD=.447), A& T4 4.08
(SD=.441), % 3.80(SD=.513), ttx #4324 3.92(SD=.415), "¢ #4 4
3.64(SD=.190) o & Y5 Qo] FHALFE wAEHHE}F 24 ek
tH(F=9.986, p<.001).

DHET)E o2l B8-S Fold| A7t 4.14(SD=.438), oJ7FAIZF 9 ALE %
o] 4.04(SD=509)% #A Yeh v IFs7|EY lEsiHHEe 34

£ H

S X = Aow YERHTHEFE=3.289, p<01).
<E 17> dubd EAo pE wE=wHE o 7F xpo] FA
Lol EHE
[==PaS I:I|:|-|7: =0
=T T : M(SD) t/FZ D
k=3 23 3.91(4.91)
] -.776 439
o] 267 3.99(.495)
30TH 7 3.82(.371)
40M) 45 3.98(.556)
A .331 .803
50th 158 3.98(.522)
60t o]t 80 4.01(.408)
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S 88 3.96(.444)
=l — 463 664
& 202 3.99(.515)
SN BEL] 17 3.80(.662)
A% HE 109 3.86(.513) e
Ar — o 9.784 .000
) zod 143 4.04(.419)
) -5 21 4.41(.422)
13w 169 3.89(.502)
19270 7 3.71(511)
=T R ] 3.49(-) 5001 001
Al ZEA 100 4.14(.433)
7€} 13 4.12(.531)
2w vt 57 3.99(.459)
2 ~4dn) gk 43 3.95(.530)
onAE 4d~edn) 50 3.94(.467) 210 933
61 ~8du| gk 47 4.00(.450)
gyl o] At 93 4.00(.539)
15~2 70 4.03(.434)
™~ A4
S 3% ~4 84 4.03(.563) 036 -
54 ~674 69 3.94(.477)
7vg o)A 67 3.92(.478)
] §- -7 ] 3 3.64(.190)
gor B 27 3.92(.415)
BEA; HE 106 3.80(.513) 9.986 .000
]
A tha A A 127 4.08(.441)
j -2 A A 27 4.35(.447)
2 Eus
A 78 4.14(438)
kg A ezt 65 3.90(.498)
o1 7}~ 3F 8l
RS 30 4.04(.509)
axE ) ALs EE 3 989" 007
ul g FH 48 3.93(.447)
7}Ee] A 39 3.98(.485)
7)€} 30 3.78(.593)

" p<.05, ™ p<.01, ™ p<.001
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(3) gntza EAd wE AulA Fdg A 3t 2] £

FaEwrel qula Ao A S W Awk gk Aol < 18>¥ 2k
A4, Y, Fu, PRAEE fAE JFS vAA G FAUF WAL

H% 3.83(SD=.591), AU 3.61(SD=.693) w2 =& ElRth ol Aofst
T QYRITALY] UANETE 55 AMulA Ho] w85 AnethH(F=7.067,
= Wy mz7bA 2 F2ous zpo]7t 9=
ol AIZHAIZE 4.27(SD=.420), 1¥ 3xd] 3.78(SD=.541), 1 2md] 3.48
(SD=.636) 2 AIZHAl ZF-A7F wofFAl e Aus A FFo] A UE
tH(F=17.692, P<.001).

QAR FTA FFFHADIYS 1 ~2o] 4.22(SD=.469) % 7}F =g o}
S0 3W~49o]l 3.96(SD=.520), 5W~6°] 3.89(SD=.535), 7Yl
3.68(SD=.598) w2 = uEel} Hdste Qldo] ASFE Aujx Ao #F
A GEFETHE=12.252, PK.001D). Q4R 3A] 45 AT wQlEHEE
Qo] zpo] A ek AXEHA ek wlg- FAA 0] 4.28(SD=.507), Thh &
44 4.09(SD=.467), % 3.73(SD=.568), Ux ¥4 3.78(SD=.670), %
77874 3.64(SD=.388) wo=E el Higk A4o] sHAAsH Ana e
FE A JERSTHE=10.240, p<.001).

QYRIALY FHg 7oA = o7FARE 9 AbS|Eso] 4.17(SD=.537), o=
A EES FolslAzE 4.10(SD=.517), 7F52] AA 3.92(SD=.647), v &lF]
3.91(SD=.474), ¢t8 7 dxteg] 3.81(SD=.555), 7€} 3.65(SD=.550) A=
veER 2RE7I7 AA 9 R4 R o7 B A F BV A
2 Ao FAA FIFS nAE AR YETHE=4.975, p<001).

2~

flo

(R M

o

>
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CE 18> b SAe] wE Aus A Aw gk Afo] B
- MHE[A A
Eh R : M(SD) t/Fak o
o 23 3.91(.537)
EE o] 267 3.94(.565) 228 820
30t} 7 3.89(.629)
400 45 3.98(.594)
2 50t 158 3.92(.596) 239 872
60Ty o] A 80 3.97(.468)
- 7 88 3.95(.508)
o % 202 3.94(.584) —1oo 87T
ohAuHE 17 3.61(.693)
7% HE 109 3.83(.591) -
A zow 143 4.01(491) 7067 000
-5 21 4.28(.511)
19 3o 169 3.78(.541)
. 19 2t 7 3.48(.636) .
Ay Z A A 1 2.94(—-) 17.692 .000
° A ZHA 100 4.27(.420)
7] 13 3.83(.574)
213 |} 57 3.92(.605)
. 2 d~4dn) gk 43 4.00(.518)
Ech 4 d~6vu) gl 50 3.91(.532) 219 928
613 ~813m] vl 47 3.93(.568)
8y o] 93 3.95(.574)
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Q14) b A 127 4.09(.464)
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<Abstract>

The Effect of Job Satisfaction and
Elderly Care Attitude on Service Quality of

Care Worker in Jeju Area

Park, Yong Hyeon

Department of Social Welfare
Graduate School of Public Health and Welfare
Jeju National University

Supervised by professor Ko, Kwan Woo

This study was conducted to identify job satisfaction and care attitude
of care worker providers who provide care services for the elderly in
Jeju Island and to find out how this affects the quality of long—term
care services for the elderly, and to use it as basic data for improving
the quality of long—term care services for the elderly. The survey was
conducted by self—reportation method, and the survey period was
conducted from May 11 to May 24, 2020 and the method of distributing
the questionnaire was directly visited by the researchers to distribute
the questionnaire with explanation of the research, promised for a
certain period of time, revisited and retrieved. A total of 330 copies
were distributed, and 310 copies were recovered, and 290 copies were
used for data analysis, excluding 20 parts that were missing or
responded insincerely.

The data analysis was processed statistically using SPSS 23.0, and
reliability analysis, frequency, and technical statistical analysis were
performed by obtaining the Cronbach's alpha value, and independent

sample T—test and one—way distribution analysis (ANOVA) to identify
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differences between groups of major variables. Pearson's correlation
analysis was conducted to identify the correlation between variables, and
multiple regression analysis was conducted to determine the effects of
job satisfaction and senior care attitude on service quality.

According to the study, job satisfaction, senior care attitude, and
quality of service were generally above the normal level (3 points), and
the better the job satisfaction, the more significant the difference was in
working patterns in part—time and three shifts per day. In addition, the
fewer people in charge, the more positive the social perception of
caregivers, the more motivated they were to work for senior care, and
the more satisfied they were with their duties during leisure time and
social activities. Similar results were obtained in the elderly care
attitude, and the better the health condition, the more positive the
working pattern is, and the more the care worker's perception is, the
higher the elderly care attitude.

As a result of the wverification through multiple return analysis, job
satisfaction was found to affect the entire sub—factor of service quality,
especially the better the partnership relationship and the better the
relationship with the agency, the higher the quality of service. The
analysis of the impact of the elderly care attitude on the service quality
sub—factor showed that the better the elderly care attitude, the better
the service quality overall, and especially among the service quality
sub—factors, it was analyzed that the higher the service quality, the
more 1mpact the service quality, the more guarantee, reliability and

empathy.

According to the research results, the better the care worker's job
satisfaction, the better the elderly care attitude, the better the quality of
service. Therefore, in order to improve the quality of long—term care
services for senior citizens, measures are needed to provide a working
environment for caregivers to be satisfied with their duties and to
maintain good fellowships, and self—help efforts are required to maintain

a positive care attitude for senior citizens.

key words : Job Satisfaction, Elderly Care Attitude, Service Quality
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