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The Service Quality of the Elderly Welfare Center and the
Analysis of the Satisfaction Factors
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Abstract
Taeyoung Kim / YoungMi Sim
The purpose of this study is to analyze the effect of service quality of elderly welfare
centers on use satisfaction and to present policy alternatives to improve elderly
satisfaction. As a result of the analysis, it was found that the relevance and
responsiveness, which are the quality of service use, are the main variables that have a
positive (+) effect on the use satisfaction. In addition, the mediating effect of family
support and economic level was also confirmed in the relationship between service
quality and satisfaction of use. Based on these results, the following policy proposal was
made. First, the elderly who use the elderly welfare center should be able to propose or
directly participate in the development of programs they want. Second, the elderly
welfare center operator should develop various programs that take into account the
economic and social needs of users. Third, various human resources from internal and

external communities should be involved.

Keywords: elderly welfare center, quality of service, satisfaction, family support
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A 210 | 100.0 TA2H 30 14.3
B 16 7.6 INFL 104 49.5
=z 40 | 19.0 3AIzt 47 22.4
kS 88 | 41.9 s AN|ZH 17 8.1
) CHZ=O|AH 0|gA|2t bAIZt 6 2.9
=4 (a—léetﬁo lﬁ@) N N RGN N 3 14
A 207 98.6
A 210 | 100.0 PEEAY 3 1.4
A 210 | 100.0




Q1= A3 Au| A% Do] o] 87} WS X E 9F 91

iSRSl 0 0 14 60 28.6

5lorst o 26 | 124 21 51 24.3

. HE 89 | 424 | =xmolR 3 29 13.8
oc HzE W 85 | 405 TH gz 414 16 7.6
e 74 10 | 48 EPS; 54 25.7

A 210 | 100.0 A 210 | 100.0

50apdO|at 21 | 100 = 91 433
50-1002H402t | 42 | 20.0 250f 1 5
100-1509t402t | 45 | 21.4 XA 11 5.2

mz | 150-2009t40/8t | 76 | 362 | =xmog | HEDES 96 45.7
= | 200-300%2tgOiet | 12 | 5.7 WEH xre 8 3.8

SRR
3002H0l4 14 6.7
7|E} 3 1.4
A 210 | 100.0 A 210 | 100.0

2. A9 AF: 3 g

Au| Aol 8FH, 7HEAA] E BAY &, o] SRS Ee] tigh B gRlEA F gl
AEXS AA AL 814 QQlEAL LXIAA A AHSeL JAMSE TR 1
3T 9 B8-S AR HAshe Wl Bl alEAA o g
9] A= pgho] 0.050148L o et Aoz wopsolA o1 gt x*o] AR XL
A710] 435 e AoE WAL AokCEsA - 2717, 2011 228).

QAR LeRIEA T Au|Aol8EAL2 HA, A4, HeHoRE A=, 334
< x’=30.578, p=.000, CMIM/DF=6.116, RMR=.024, CFI=.945, RMSEA=.156%, H&XYL
x*=185.502, p=.000, CMIM/DF=37.100, RMR=.012, CFI=.920, RMSEA=.222%, o34
x*=239.875, p=.000, CMIM/DF=3.937, RMR=.013, GFI=.983, RMSFA=.119& Uergtt. wj7i
Q1 =919 AR & 7HEA A, BAH £ FAPHEY, 7HEAAE x*=17.751, p=.000,
CMIM/DF=3.180, RMR=.003, CFI=.990, RMSEA=.194%, ZAA|&d 43 x*=29.170, p=.000,
CMIM/DF=29.170, RMR=.013, GFI=.955, RMSEA=3672 WEFgth A9l AujAol-gvt
ZL = x*=2.538, p=.000, CMIM/DF=1.269, RMR=.007, CFI=.999, RMSEA=.0362.& HA 3}
ot BeE9] 918 QRIEAAT:= v (E 39 2t

oft mE o
oX,

1o
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29l e X2 o | CMIM/DF | RMR | CFl | RMSEA
=7 | &5
gua | B28 | 5 5 | 30578 | 000 | 6.116 | .024 | .945 | .156
og | ¥ | 5 5 | 185502 | .000 | 37.100 | .012 | 920 | .222
=2 | oSy | 4 4 | 239875 | 000 | 3937 | .013 | 983 | .119
x| 2EBERE] 4[4 [ 17751 [ 000 | 3180 | 003 | 990 | .194
ZMax | 4 | 4 | 20170 | 000 | 29170 | 013 | 955 | 367
012UEL 7 4 | 28538 | 000 1269 | .007 | 999 | 036

3418 & (composite reliability: CR= A2 WIS S435H Ao 2 A N4
(construct reliability)2tlE St} AlF7F 22 A= YA ATA 0] o= AL 9u|siy,
iAo $87keRt AFE S 0.70140H.

A Eo] & SHYAZE YgEAEFEo] . FHFEASEE(average variance extracted:
AVE)Z 7ol s A&7t AT 4= Q= 249 3718 yehd Zolth AVEE 0.50140]
slojof A2 &7t Sl Aoz EoiEi¥d, 2017: 205-200).

A F ot YFEASE S AESH AYL B5E CREES 0.7014), AVEZES 0.5014 o2 Al
FL7t e AR wasilrh v (R H+= "?—J*é”ﬂiﬂ BEAREEE YERd Aol

VIE! CR AVE
24 0.864 0.560
MH| A PSESPY| 0.979 0.903

OlQ_HII
ed 0.913 0.729
VIEININ 0.979 0.920

XIX|

HHez 0.970 0.891
Ol 8U=E 0.818 0.529

3. 7VEA%

D7 1, 19 ABF

(1) QJE’%
E2 o] g L5 AfoZ AU AELT} o] G Alo]9] IHHA ASS 5l
ol tigt BAS A ATRF O BAL A3 ZF S, YA Q17



Q1= A3 AB| A% o] o] 87} WS vlX: 9F 93

42 AAstel FBL AASG HxHS F ol SUSE 37 §2o] A7 = et
£9el AYE BIL BT §o150) OSEE} 2 3he foszo
73

TPHRASE
s
Ao & Rt & 5 ATk AL, 2007; %‘X]-f— 2010: 524—325).
BEAAY, F22g9 FATE x’=1793.183(df=261), p=.000°1%1.2.H, RMR=.041, CFI=.817,
RMSEA=.168% UrE}Ur T2 FPEE UEidthy & = glh ol 8AHlAEE 5 A8
= A4 J+ -84
o] l.-.—_,_a o]_Q.U]—_;_Eﬂ- o Aog 117@]7(4 347} 0104];} Ao o] R
2 fofulstA] okt E3F H2A, AEAAL 7IEAA, 2T e 4 ﬂ’ﬂ T*Oﬂ
FFUA SR 7FEAA = o] 8 HF ol FAF R FoulstA| ghgton, BAAA &
2 o] 8UFEo] FuIgt FFEATE FRJAHAT o2 (I 2= & A7 42 P2 Uehd
Zloltt.

2 4523

A7Ego] et BAAT, BPo] YT The WA,
ARt Wb 23o] ARES Anshs FUoq 2P
AYEE A7 HES 377 Ak 3R, $HASE



dS S5 uY Ex AR AAslo] RdS A5 i Al ARE 27)5ke] nY
& F4sHs Wl ATHEAIE, 2010; 410).

2 A= FHAFE o] ARS A 8}04 DY 2xete wal Aze A
Astel 28& ok 4 A3, 29452
ol-gsto] FEANSE AAste] HdS At AAEE Asth SAERFY A9

f
DL HT
e oo 4

x2=589.644(df=115), p=.000, RMR=.043, CFI=.928, RMSFA=.0502.& Ut} Y FHc}
=7} AR QT 187 AR AL 1E Y AAHEo] &7 gE ngog Yuy
oly7] Hzo] ©<=3] 7lolAlF] Mg 7SR F BPS vl 5 Qlrk. o
2FO| CFl, RMR, RMSEAR Be3IthHEA13], 2000).

wtebA o] Al £HEPL 7LolAlFRH(x2), RMR, CFI, RMSFA B% HYE 7]%o] £
st= ZAo=E yehyth o2 (0¥ 3)E o] 479 £3EFS Hehd Aol

KT
=
oY, oflt
do 2

(13 3) 23=Y

B 7M1, 19 #A A3

ERIEA T o] §AHIAE AT} o] 8TEELY] Ao T CHE )Y AFAT, FHAI
-2 FARFPAA FEA AZ7E AAEC] ZAEAE. FHI1-2)+ Aol 228,
CR=69122, BAAHOZ Foloto] AHEH} (M 1-3)2 Al=gko] 475, C.R=10.413°]
™, 95% AlZEolA fofsitt. 7ML AEE Gt &, FE37) 84S o] 8RSkl &
(D] FFHAE AT APA-E grsllct. webs G 1-2)9 FH1-3)+ d+7F
o] A= o, FH1-1)E 7Hdo] 71Z4=



Q= A AB| A% o] o] 87} WS nlX: 9F 95

AR 2 AR £ 25T ol §HSro] A MDY AR AR, M-
LS A$Zko] .066, C.R.=1.944, p=.0500.2 EAH o7 Sou|slct. HAI-2)S ASZkol
158, CR=3.8530. 2 EAFC & {Fou|siiltt. & 7MEAA E AAA 52 Q54 o]
|UZLo] A+ JFHATE IRIEUL. F, 7HEAA] 2 AAH $22 =QIE5R T o]&ut
Zo (19 FFEATE SR Tt FHE I-D3F CHEI-2)+= 7Hdo] AHE
o o (E 52 7H HAAZATLE YErd Aol

57141, ne A™z
7t a2 Az S.E CR Zut
7 -1 Had — 018UFE - - - 7|2t
M| -2 MEA — 0|05 L 228¥%x* .033 6.912 e
74 1 -3 3d — 0|8REL AT75%** 046 10.413 XHEH
Iha ) M- | 7EBXIX] — 0|80HEE .066* .034 1.944 N
H-2 | BHaE —0I8UFE | .1568%** 041 3.853 e

*p¢.05, *** pC.001.
2) 7Hd e A%

a7 SAFCR |YEE EASH] fll Sobel testg ©]85tc] EASHATH
Sobel(1982)2 EPWFet FEHHS AtoloflA] w7l aTE #A5H7] 913t Sobel's
Z-ScoreE AT 4= A= FAHAZ AASHAT tha (E 6)olA B Hiel Zo] wkQlEX| %

AEA F AEAY 4 Y344 o] &L AtojollA] ZHEAIR et AAA 4230 wlzh
= Ao® YUetHth A2 FHEYNA A= 7]1Z4E AT
%S| Wur o] &utE L Abo] FFER| A= Wi/ &7}/ Vet TtHSobel-Z Score=1.82, p{.05). T}
A= AEAT o8 oto] WAA wAl &7t 7] ol ZHEII-2-1)2
XHE—HH%E}.

A4} o]-§HrE Aol FAA 4
webA FAE 52 JE447) o8
-2-2)= A9 =AUt

-8/ o]-§HE Aol ZFE A A= wi 7] 237 W TH(Sobel-Z Score=1.83, p<.05). ot
A ZHEA A = t-33 7 o] 8-S ete] A oA wiAi &Rt 17| w2l HEII-3-1)=
e = A

-8/ o-TrE Aol BAA 2 Wi/l A7 YeFtH(Sobel-Z Score=1.59, p<.05).
oA BAE e AT o] ERtEEete] BANA wiZjazrt 7] wWEel HEI
-3-2)= A=At

2 w7 YERGTH(Sobel-Z Score=1.89, p<.05).
NS0k TAONA Wi art Q7] W&o ZFEI
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(E6)7Id e Ad¥zan

HZ=5) - Sobel -7 +8
7 HE
H H|EFZt 2 Score o=
[ mEssErm : - ]
BT simrin-oigess - - 7
o mmseamez - - i
T2 | ez —oigoise - - 1
HMEMI}EX|X| .305 .058 1.82*% -
A I =2— =0 EH
REI=21 1 = xxj—0jgoizg 066 034 (0.03) A=
HEY- AR E 109 050 1.89* ;
T =-2- EH
REI-272 | g ojgoize 158 041 0.02) A
TERECTES Y 316 053 1.83* ]
T | -3—- EH
RIS iz xix—oigetzs 066 034 0.03) A
EYRRETe 569 158 1.59* :
T =-3- EH
RI=8-2 | spaz_ogoizg 052 041 (0.05) A
* p¢.05
V. Z2E 4 AA
E A7 AEA A RREXTS FAOF oG AH|A FZo] o]F TEL o u|X&=
S HASoI A Ak AFAT} AMH|A EEZL o] 8HE Lo ()] JIFHA V) = Aoz
eto s, 484 9 thedol Rt R vIAT UL & 4 AU AYHL o8
Ald 9 A3 o] AASH LS Hols oy, o] QlEX|H o] 82 o] A7, A
BAF (o] &), AldHE], Y D SAR #2Q A|HEF A SHA o857 HETHA],
HA3A], 72 FEA] & Qu|sith S LolEA|T T2 O] o] 821 =R
A Autd o Jgo] £2%|, 0|83 & 9L ma JHMo] thfdHA|, LE 4Fo] wX],
£40] O 1B ATo] Hl3) A, Qo] et HALo] 2 HEA 5L Jojshe W
52 BB AiHdel TRTY ol AT 2L Belo] Yk W
o3t Z¥-E HIF O 7 A dstdA th3 2ot AH, LJEX TS o]&olE k52 AN
27t Yots T2 IS Aot = o A FofstE o] " Qs o]E YA E =
QRAT 21 LA HeArhele] AT WAL wol] BHL F2| WA > 9
= xR0 AE U A st A2l st iR EA = I Hlsof sttt ESE o] 3t
IAFA S YT AFFEX TS 82 7|Hof gtk AFE &9 o] EWUEL A0 7]
of gk Zojt}
=4, LJAEXT SFGAE= o] &R HA|AS| Y 85 1S thoFst T2 o] Jpdt
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93 BFEEE ejstelof gk o]F AeAL ol8iqle] AALset BAE 740
g z13olo} Gt

& molsto] vbgsta WS this) Hed T2 Al AAE
A %%‘X}% Ei:ﬁﬂ*el Mgt APrgol A WelRe] ohefet X HAE] <l
HAPEo] Fofdt 4= 3l of gt} thdet A AALS] QJIAAUE9] Fojolf= ZETH
A1) AA @ 40tE dATE|o] QAN TEJAMS AF5t oA U] JeFolut AlFHFA]
9] FHo Yo e FFE 7] oot
YA, wQIER TS A GALS] FHAE L AA st A1 of 2o 2wt
=oto] A Yot AAE FEtojof Tt & e
%5 9ZAA F= Ar okt wRto] F £ & Aot
OHAA, 7FE A A9 TS| L QIEXR =
33t 9 BAA o] PEotA o] Fold 5 YL E THE éé%@ 2R 7H‘ﬂe*6 o olE
A= Algstofof girt. 53] 7% 1A
AR A, 12 st FE9] 7tEA 2
o SA, LRIEA T o829 Q1AHBIeL AL —?%ﬁot&; 2 st l:ﬂ%ﬂ Y& 93
St RAEXRE, FAGA 52 LJAEX T tigh A, 7t HAlS 28T a7t Stk
gt A PO R LB A o] 2= YA, ofHA kllofA ZFE AH|AE AT

5t
S13L QA F9lska olo] 7] zstel of® AU ¥ AAA Fol it HH FAnY

/d]zzﬁ 9] —“i‘—

m
Jf
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=

dflok & Ao Weltt
HaqT 494 Ase) 24T FE4 BAZ tha GAElo] AT AT BAY e
8 AL Hstel AE 8-S TAHoR AusyTh 1 A3t Wiyl opjshs FEA
EAE 4G R 99511, Y Wend 9% ¢ 5 Qe 2AET o, T e
2 AUAA Beselo] F 7o) e Zokt 4e Ao AUAY) tha RAY gL
A S RS AoE FHHY. F4 ATOIAE B ARsid Wt $88 Aolw, 7
Aoz ol a7s} LA Ldo] WaBAL F7h2 Wil Aoz s
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53, (2006). A GAS]EA|HO] Au|AREE JgEQ ol AT, BH=EALS] B A3 4 5}3] sh&t)
3] A7, 95-114.
BEL. (2012). e JAEAAH| A FF 0] Zo]-G-oJAto] | X = FoF: e QIER A H| A T O] v
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QB A2 HlAE o] o] 84 TS WXE 3

= w42, A ol ]I A4
4 & di&A4e] ol gkl F(H2 9T A F2 HeEhes Aol A Bt ol&
B 2E AT o] FHFE ﬁrﬂloﬂfﬂ AR 9 BAA o] izl ke SIS o]
2R 295 v o g th3 22 A shlth A i‘ﬂ%ﬂ%% ol-&3te A=A
A48 Yote RIS AR B o] A Fofd 5 A sfok oS4, kISR

SARE o 8Ae] AAAFEISHA 87E Teldt TR LIRS Austolof ek A,
el chopet XAk AAAUES FolA Aok Sk WA, ARAHEAE A
2R LT ol% A3 AT Bast Ach THIA, e AP A e

MELE AXTIL =ARATE AT AYste], A BPAAAS 25 Bast Ant.
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