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Abstract As we enter an aging society, long-term care services for the elderly are becoming increasingly
important. In particular, problems associated with the treatment of caregivers are cited as a major cause
of poor service quality. Therefore, this study was undertaken to determine whether transformational
leadership by facility heads and nursing caregiver job satisfaction (compensatory and psychological
satisfaction) impact service quality. The study was conducted using the data of 304 caregivers working
at long-term care institutions for the elderly in Chuncheon City, collected by survey from December 5,
2023, to January 31, 2024. Data were analyzed using descriptive statistics and subjected to reliability and
validity analysis. Correlation analysis was used to confirm the directionality of variables, and validation
according to the research model was performed using hierarchical regression analysis and process
macros to verify mediating effects. The results showed that transformational leadership has a positive
impact on compensatory satisfaction (t=11.22, p<{.001), psychological satisfaction (t=6.121, p<.001), and
service quality (t=3.714, p<.001). Furthermore, psychological satisfaction positively impacted service
quality (t=5.669, p<.001), whereas compensatory satisfaction did not. In addition, psychological
satisfaction had a partial mediating effect on the relationship between transformational leadership and
service quality. These findings highlight the importance of transformational leadership and efforts to
improve caregiver job satisfaction in long-term care facilities. The implication of this study is that
service quality should be improved by organizational changes and employee engagement.
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Table 1. Definition and Questionnaire

Factors N Definition Ref.
Transformatio-nal Leadership that motivates
eadershi 9 | people to go beyond basic | [22,41]
b behavior
Compensatory 4 Perceived recognition and (42.43]
Satisfaction reward in the organization ’
svcholoaical An emotional response as
ps;/tisfactgizon 4| assessed by an individual [42,43]
through self-observation.
Caregivers' perceived
Service quality | 11| attitudes toward various [30,44]
services
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Table 2. Demographic Characteristics (n=304)

Spec. Respondents | Percentage
Male 26 8.6
Gender

Female 278 91.4
Under) 40s 32 10.5
Age 50s 135 44.4
Over 60s 137 45.1
High school(less) 268 88.2

Education
Bachelor's degree 36 11.8
1~2Y 91 29.9
Work | 3~4Y 91 29.9
experience | 5~gY 58 19.1
7Y(Over) 64 21.1
Within 10H 89 29.3
Hours 10~20H 54 17.8
worked per| 20~30H 27 8.9
ek ['30~4oH 120 395
More than 40H 14 4.6
Within 10P 196 64.5
Mgmt | 10~20P 35 115

Number of
seniors | 20~30P 58 19.1
More than 30P 15 4.9
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Table 3. Results Normality and Reliability Test

SQ TL CS PS
M 3.88 3.38 3.35 3.62
SD 451 .548 .547 .480
Skewness -.157 -.363 -.258 -.026
Kurtosis 165 .290 171 -.025
Cronbach's « 923 928 .894 811

SQ: Service quality, TL: Transformational leadership, CS:
Compensatory Satisfaction, PS: psychological satisfaction
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Table 4. Results of Validity(EFA)

s 2
o 4]

1 2 3 4
sQl 692 | 057 | o1 | 12
sQ2 723 | 101 | 123 | .03
Q3 68 | 023 | 218 | 082
Q4 770 | 157 | 006 | .067
Q5 815 | 104 | 069 | 132
Q6 719 | 058 | 046 | .16l
sQ7 710 | 111 | 088 | -0%6
SQ8 771 | 0535 | 078 | 094
Q9 743 | o028 | 189 | .178
Q10 703 | 116 | 77 | 1%3
QI 662 | 107 | 092 | .131
L1 o074 | 777 | 032 | 123
T2 ~005 | 780 | 089 | .086
TI3 107 | 775 | 141 | 013
TL4 o7 | 780 | 150 | 134
TLS 152 | 778 | 166 | 099
TLG 08 | 750 | 255 | 044
L7 149 | 751 | 040 | 136
TL8 08 | 80z | 104 | 107
TLO 04 | 791 | 231 | 114
cs1 168 | 202 | 793 | 100
cs2 81 | 262 | 795 | 195
Cs3 262 | 181 | 772 | 258
Cs4 239 | 277 | 767 | 160
psl 198 | 197 | 115 | 781
Ps2 17 | 142 | 223 | 749
PS3 150 | o082 | .82 | .69
PS4 11 | 173 | 054 | 774
Eigenvalue 6.223 5.874 2.918 2.644
Variance(®) 22225 | 20979 | 10422 | 9.442
gjﬁiz(e " 22225 | 43204 | 53.626 | 63.069

KMO=.914, Bartletts's Test X*=5247.054(p<.001)

SQ: Service quality, TL: Transformational leadership, CS:
Compensatory Satisfaction, PS: psychological satisfaction

Table 5. Results of Correlation Between Factors

sQ TL cs PS
SQ 1

TL 255" 1

cs 2517 569" 1

PS 4027 347" 405" 1

*P<.05, *P<.01, ***P<.001
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Table 6. The impact of transformational leadership on Compensatory and psychological satisfaction

Varlable Modell Model2

B S.E Y4 t P B S.E YA t P VIF
(Constant) 3.333 314 10.607 | .000 | 1.443 | 313 4.613 | .000
Gender=Female -.210 116 -.108 -1.815 .071 -.125 .097 -.064 -1.286 .200 1.096
Edu= Bachelor's degree .080 102 047 .789 431 -.004 .086 -.002 -.041 967 1.133
Age .005 .005 .066 1.035 302 .002 .004 .027 .508 .612 1.267
Work experience .009 .011 .052 .883 378 .001 .009 .004 .086 932 1.071
Hours worked per week -.005 .002 -.148 -2.470 .014 .000 .002 .015 .280 .780 1.206
Number of seniors -.001 .002 -.019 -.304 761 -.001 .002 | -.037 =725 469 | 1.155
TL .563 .050 .564 11.220 | .000 | 1.115

R 043, wR* 024, F=2.246(P{.05) R% 1329, .R* 313, F=20.719(P<.001)
Dependent Variables: Compensatory satisfaction, Durbin watson: 1.513 (TL: Transformational leadership)
(Constant) 4.203 274 15.324 | .000 3.191 .307 10.389 | .000
Gender=Female -.163 101 -.095 -1.617 .107 -.118 .096 -.069 -1.233 219 1.096
Edu= Bachelor's degree .032 .089 .021 357 722 -.013 .084 -.009 -.157 .875 1.133
Age -.007 .004 =111 | -1.745 | .082 -.009 .004 | -135 | -2.239 | .026 | 1.267
Work experience .015 .009 .098 1.687 .093 .011 .009 .069 1.256 .210 1.071
Hours worked per week -.004 .002 -.135 -2.260 .025 -.001 .002 -.035 -.605 .545 1.206
Number of seniors .003 .002 .090 1.476 141 .002 .002 .078 1.366 173 1.155
TL .302 .049 .345 6.121 .000 1.115
R% .050, .aR2: .031, F=2.597(P{.05) R% .157, .R2: .137, F=7.852(P(.001)

Dependent Variables: Psychological satisfaction, Durbin watson: 1.894 (TL: Transformational leadership)

Table 7. The impact of transformational leadership, Compensatory and psychological satisfaction on service quality

Variable Modell Model2

B S.E V4 t P B S.E VA t P VIF
(Constant) 3.377 297 11360 | .000 | 2.301 | .329 7.005 | .000
Gender=Female .094 .093 .059 1.020 .309 138 .088 .086 1.575 116 1.105
Edu= Bachelor's degree .070 .081 .050 .861 .390 .074 .077 .053 .970 .333 1.133
Age -.004 .004 -.056 -.898 .370 -.001 .004 -.013 -.213 .832 1.295
Work experience .019 .008 126 2.219 .027 .015 .008 .103 1.914 .057 1.077
Hours worked per week -.004 .002 -.153 -2.533 .012 -.004 .002 -142 | -2.494 .013 1.208
Number of seniors .004 .002 137 2.329 .021 .003 .001 114 2.035 043 | 1.167
TL 177 .048 215 3.714 .000 .053 .054 .064 971 332 | 1.626
CS .053 .054 .065 .985 325 | 1.614
PS 313 .055 333 5.609 .000 1.285

R% .108, .4R* .087, F=5.107(P<.001) R% 213, .R% .189, F=8.831(P<.001)

Dependent Variables: Service Quality, Durbin watson: 1.513 (CS: Compensatory, PS: psychological satisfaction)
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