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Effect of Long-term Care Worker’s Person-Centered Care on Service

Quality of long term care facility
-Focusing on mediating effects of long term care worker's emotional labor and
job satisfaction-

Myeong-Seop Songl, Young-Sun Rhee”
Division of Social Work, Grauduate School of Chosun University
’Division of Administration & Social Welfare, Chosun University
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Abstract In this study, we analyze the relationships between long-term care workers' person-
centeredness and job satisfaction, emotional labor, and service quality. Self-administered questionnaires
were used to collect data from 460 long-term care workers in long-term care facilities. In the research
model, person-centered care was verified using independent variables, with emotional labor (surface
behavior, internal behavior) and job satisfaction applied as parameters, and service quality applied as
a dependent variable. The results of this study are as follows. First, the fit of the model is good. Second,
the implicit behavior of emotional labor is found to be an important factor affecting service quality.
Also, emotional labor is an important mediator, improving the value of person-centered care and service
quality. There is a positive correlation between internal behavior and service quality, and a negative
correlation between surface behavior and service quality. Third, emotional labor (surface behavior,
internal behavior) is the most influential variable in terms of service quality. The results of this study
demonstrate the necessity to pay clinical and academic attention to person-centered care in terms of
long-term care workers' emotional labor and service quality.

Keywords : Person-Centered Care, Job satisfaction, Service quality, Emotional labor, long-term care
workers.
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Table 1. General characteristics of subjects

Variables N %
~30 15 33
~39 25 5.4
Age ~49 89 19.3
~59 249 54.1
~69 82 17.8
Gender Male 41 89
Female 419 91.1
High school Graduation 254 55.2
Education College Graduation 99 215
university Graduation 107 23.3
~1Year 90 19.6
1Year ~3 Year 140 30.4
Year 3Year ~ 5Year 112 24.3
5Year ~ 10Year 96 209
11Year 22 4.8




aFRBAY AZFAACIE AHlA

2] 7 -agusite BHwBY RS ALY} F4-

al

23 #40| 7Y U
SJol gtgat uiol 2ol QI PASIka Mol
%, Seg ANEgD, ARy X9 W
= A7), THE, GRS, AHa

% shoick,

=3

S

e

o
il

Jl)" lO ox,

2.3.1 QZEEAAH O

ATEFAA ] 7HE S4517] A% A=l P-CATS
Edvardsson 5°] /I7FgAA T 23127 5379
AuiieQl, 71, =718 G A ES teR I
A A+, FEVH] £ A4S B9 AL A
5 AA 0] AFgEo|tH16]. P-CATS =371 8%
A9 hgo= o]F0] LFoIe ER1AFA
Aol IZtEAAle] AEE St T E, A &
=Y F8 Jldgo] 5 EFEo] QoA E 1idsto]
H]-8-2Ql ZHo vt AZHAQ ZHolA B&Hol, A&
517] golst mE Wk QrH16]. w9137 A
Aol AYPES o= AT B8 & A=E =
Aol= =72 Edvardsson &[151°0 93] 7fdt=]o] =+
WollA ggst 5 o] Aol ARgRE v 9lom, E it
ME o] HEF ARSI
P-CAT= W3k &8, 244 A7), S48 HA
T 3719 HFE UHoA o, & 138FeE 74
Fo] et =W Ao 419l Cronbach's Alphat .86
o|lEd|, B dAFoAE 8797 £L YHIAEE B
At

&

o]x= O
;gu‘i_ee

232 Z¥s

[SFEIAPL QFAHIA JEE ST o of2 4
L% P9 FoAE oE PFAE F8A| st=AE Yot
H7] 9ot AR s FHPYLL HHIPQR LR
Brotheridge &l171°] 73t SH =15 -85t
o] ZHE = UYL} WAl s ZH 3714
o] o= FAduo] glom, FfdX= AFhHAES
7H18] o] ERHETE MIEAFT SAAE IR
S s Aol 85 E Stk AT e
T T B4l et WA R Y 5 270
9] gRlog FESI, AF AFolA ] UL
Hh L] Cronbach's Alphas Z}2y 7973 8500131
=H[18], & AT oAM= 27 8692 8328 F H:
nE 22 39 AREE B

479

PaI=1=] =

2.3.3 HRO0E

[FEBALY] RS £74o= Bacharach 9J[19]
7t gt RS oA 4158 5(18]0] Hgkste] ARE
A AEREES] SHET 57 £ ARSI o &
AeTe AUY AEA 4 9 P eso] ARREE
HR= FFE S4617] flste] Agd ARl o] A&
THSolghs Mg QY 8 1) AP Ao &
s AolAE gol] 85 itk X3 o] FHE
T= B4 AR gt HEEE SHs| Bk 7i<lo]
Ql4Jek= HHEARI(general) A FUELEE S0kt
I 23E g Qi

£ Ao e AFNES 5790 w2t
=891, daH=E89, AYUEll, RS2
ZREER21 5 oAl 7le] 8Qlo g FESISIT
o] AA A ol gt /iEETS AuA
= 746~.79301 0, BE H+)H ®WFE Holil 3]
o] 57 HF YT MMEE SHL IS 4+ A
ok 18y AERESRY] HA Hx Ak

ZA
Cronbach's Alpha 32 9072 &2 =+ St

'S‘EQ]

=

s

o]

2 o]

L=}

4

o

i
%

2.34 MHA H

QFHRIAR] AHIA S £S5k T2+ Cronin &
Taylor 5120]°] 7i&et SERVPERFO] +AsIo] 22
2119 A& HIRT oY AolA AR =S
ARESHRET, o] k= oln] S A7 8 FAAHA Y
[STEHEIALY] AHIA AS F7F5t=t AMEE 1 B
Jo] A5E vt itk & AollA o] A== FAAY, &
P4, 8 5 3 49 ZF 59T HdS A6
om, ol 999 & A%+ 7+ 832, 932, .848
2 5 2A Ueydth E3 A4 Hx9 AREE Ve
WY& A Cronbach's Alpha = 955% =& £&
Bk

o
3T =

24 X2 2A4
ZASHEAEY gvtd BT 24 weES B4, 1
21 1 HeE ERlstr] fisto] SPSS 23.0 A Z&71
AE E8olo] Tt T2 £4L otk &, Bk 24
I 71ed B st didAte] durEl &
9] 71241 BARRE ¥oH, Ho| =
BA2 93} Cronbach's alpha® E&3191, ok
A/ S Slote F8 ¥Rz AIAE Aokt
183 AFRFY 7S YA o R FE5H] 9

EH
=]

=

K
Q]
=2

Q.Y
ek Al

;

pze)
o=




el

R

2] A224 A3=, 2021

3 AMOS Version 22.0 ZZT#S o]85}0] 313
[RARAS AASIY L, Aot AFRFA} AF77ko] B

3 JrE netelr] sl CFI, NFI, TLI, RMSEA 3t&
Bolel AURE PASIL K J2WA G 2
S Sioh AT} VY] o AEL A

ZO Z

™ o

25 97D U JH
2 7o) 29 Z470] A7 QT
Ape] AH|20] Aol vl Jakat A wEe] )T}
£ AR, o] ATES Bajo] 47 AWAIE TN
AR BAe] A7HEAY] Al s v aTie
2aalo] Al Aol wlAE Jake shlskzd] 9t
2 dpolHE WA w4l ackRd AEsllA 8

HZO o]z

Rl RSN SR

2
oX,

2} QHAIZe] 0.1 Bt & Ao & Yeht
RE= Aoz sIEL}

[e]

3.1.2 29| Haik

AP AT A4= ¥, RMR, CH, NFL TLI RMSEA
Zre Aystgon, 1 A3 X7 243.647(df=95), TLI
7}.950, CFI7} .961, NFI7} .940, RMSEAZ} .0582 1
it 34 mYo] AYEE 8 M AYE 5L
Hgich EF oA AR nE BESE F=
A7} frolulg Ao teht S4usg0] s
2 Z Wdsta Qi Table 3, 4).
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Fig. 1. Direct effect of Abstinence efficacy to Recovery
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Table 5. Direct effect of Abstinence efficacy to

Recovery
Variables B SE CR P | Beta

a P-CAT — SVSQ | 0.88 | 0.091 | 9.73 | ™ | 0.82
b P-CAT — Inter 034 | 0.098 | 3.54 | ** | 0.21
¢ P-CAT — Surf -0.02 | 0.12 | -0.24 | 0.80 | -0.01
d P-CAT — JOBSA | 0.58 | 0.106 | 5.54 | *** | 0.35
b Inter — SVSQ | 0.06 | 0.036 | 1.92 [0.05| 0.10
c' Surf — SVSQ | -0.02] 0.028 | -1.01 | 0.31 | -0.05
e Inter — JOBSA | 0.13 | 0.061 | 2.20 [0.02| 0.13
f Surf — JOBSA | -0.11| 0.047 | -2.41 | 0.01| -0.13
g JOBSA — SVSQ | -0.00 | 0.035 | -0.15 | 0.87 | -0.00

P-CAT: Person-Centered Care, Surf: Surface Labor, Inter: Internal
Labor, JOBSA: Job Satisfaction, SVSQ: Service Quality.
*p<.001
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Table 6. Direct and Indirect effect of Abstinence
efficacy to Recovery

Direct effect lincfivzt Total effect
) effect
Variables
B P B P B P
P-CAT—Inter—SVSQ 096 .104 .832 .001 .927 .103
P-CAT—Surf—SVSQ -319 .052 .907 .001 .588 .051

P-CAT: Person-Centered Care, Surf: Surface Labor, Inter: Internal
Labor, SVSQ: Service Quality.
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