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An analysis on the importance and performance of home help
service through measuring service quality perceived by its users
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Abstract This dissertation is based on the evaluation of service by the home help service users and suggested
managing strategy through analyzing importance and performance. The subject is a person receiving the service
from the three home long term institutions in S city, Gangwon province, and SPSS 12.0 is used to analyze data
to conduct analysis of basic statistic, confidence level, and factors. The result came out that home help service’s
importance showed 4.55 out of 5, performance 4.26 out of 5. The most improvement needed factor was
‘providing quick service’ and ‘offer service at ease’. Also it seemed that the four categories in tangibles and
four categories in reliability and assurance, one category in responsiveness and empathy needs to be improved.
The three in reliability and assurance and five properties in responsiveness and empathy need to remain its
strength. In conclusion, in order to better the home help service first the progress result in focus improvement
area needs to be achieved.
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[Table 1] General characteristics and service characteristics

of the subjects (N=146)
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[Table 2] Reliability of tools and item-total correlation (N=146)
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VI c%HHPE i EE 885 882 896 884
Al 932 925
15 ; B3} 2]4] & 778 840 934 899
6 °  Aws 7}x]1 Au|A AT 832 825 93 902
17 5 Wk u}n & A & 800 831 881 961
18 oA %= 870 909 855 938
Fas 909 956
19 ; cHqu Qi—g— A 758 933 895 91 >
20 ° 879 YL = 759 903 895 940

251



grakely| &l slie A 147 A|1E, 2013

A= Thal] RIS 5h7] ol UAIE Relk
o] AREL Bartlett 78 el p<00012 Lie}
U a9lEso] A3e 2oz LekdthTable 3]
QLA AT MG} 10]42) 82l0] 37 FEH9)
ok R A fele theAa Bkl ok 44 47}
A 87 ST AR S3He S4 17HE Z)
A oEE o syos TR om WA B
62.13%% ARG, £ WAl a9le A=A 47l &
4T B 3] SAS ERHIN F TN AA BAk
o Mmele 9.19%7} F7kElo] 7132%0.2 ekt A
A 2Qle faAel S5t e SO AAEL
o e 626%S Aste] A HcloR gt
AEALS] Mrjele 77.58% LiEbEithTable 41. 33
Vel 20l F 3 WA 991e AT Bl %5

S45o] o] 9oz g FUHY oulE &

-

P

[T

r

1

o
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Kaiser-Meyer-Oikin Measure of sample adequacy .899
Approx. chi-sruare 3339.509
Bartlett’s test of sphericity df 171
sig .000
[Table 4] Analysis of factors of home help service quality measurement instrument (N=146)
ke &4 29l ERY Q23 Qol
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Initial eigenvalues 12.42 1.83 1.25
% of Variance 62.13 9.19 6.26
Cumulative 62.1 71.32 77.58
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[Table 5] The importance of visiting care service and its outcome (N=146)
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