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o] 471 2.971%0] AFSHE Q) 24083 ASeIA A AHIAS AFTHE AFRIA 2008
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20089 LAV QY RIAE £ & FHE= T Axet F53 F13HA A1 2% H
B7He Sl A718gAH A9 A 7H/1‘15}°4 MPACE A=F HZA7| 1AL sttt
1 383 LAAV|QFEHAE ¢ 10¥0] A o] A|AA 9074 ES thAlRe] &
4 g, et G173 571 £S5 He 843 5 U7 8FEA Y At 34
Ao g el QtHAY £, 2016; o]&7 <, 2017).

Iy g 1xe} g FFA S AHlA F B F40] ' AR AL @Xﬂ 1
FABIAE o]-&oh= 19| et £51 Ao & Tofsto] AMH|IAE Al5ste o SHAE
At &, AF7HA 71 2 FAH| A FL 354 FAHLE IAEE Aol AR sHA
T A7 2 GFA R A A2 ThFet ol EAIRE Y WS BEGSHE U oFARIER S8
SHA| ABZste AH| A HO| FYo] tEHE AH| ALY HHS ‘T"T}ﬁ]'% SEA P A} A B[ A
U S A Z o] §Sh= o- A SHolA A5k AH| A 7FA
; 23], 2011). WebA] o] A7} AASh= AH|A AT o]of] FFS = ‘:}Oc}f?__ 2205
ofsto] 7129 354 T4 ArlA Aofl tigh #S Heskal A 3
AlZtE Zh= Z10] Z a5t

T o0l Ao E o] &A1) WA F7] 8 FAH| A0 Fg Q1A5HAL, o
A= 8R1E52 AESfoF & BR42 FEskal Ukel=7 2010; oA G -°lv]A, 2011: A
€3 2012; 97871, 2013). 13U 7|29 A5 F7 8 FA LAY A2 221} 9] AEo]
e AS AA A 53 A Afulx A 03@3?_% A5
2olA] @il k=Rl FHRIEAJ0] AH|A ol g oFstA U (Davis et al.,
1997; Krunzich et al., 1992; ]3], 2006), 48] Ao J&FS F= XA EA S 1ot
T ANAEY E8F EAY THE AR, 29717 295 A (Wagner et al., 2006; ] &%,
2010; X P-4, 201497 22 AA Q] HpSv AMESHL Qlof, S5, 2 &3 &
AZE, LR & ZAZAYE] AX5H= F=1A @ AE(March and Olsen, 1984; 4%
7, 2002; 943 €, 2009)9] ¥FH S 125HA] HBHAH.

A FAIEo] BESH= Rlo] AR|TH= AH|A A2 Aldoldhs 249 TS IA €
kA A 1Rl A @ FA o gk AAIAC] &3l Bg, Al 9] Qs B
A 3502 ALEE= A9 EAS F85HT AtHWagner et al., 2006; ©]&9%, 2010; Al

2k 2015). 85t ofy 2t A7 A FAH| A0 B AFEH A AR A O e lof| A AH| A
£ AlSst7] wizoll, AldoA SASHE A FEoARS] 7ol thet Bl 9 14| G FF=
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718G AH 2] Ao et g2 ShAbEol whet vkt AlZkollA A old o UL ARzt
A 7gof tiet iRt o7t EAHA = etk AE7HA SUl9] B2 A2 A718Y
AH) A Zof tjglo] Donabedian(1988)2] T2 (structure), ¥-d(process), AT outcome)2] 7
H4 52 E8sto] AR|art AgHE 72, I, AL 089 Fitr A oJsh= Ao ARt
Aol ATHeImA, 2011; 97871, 2013; foFut oF22A] 9], 2015). L2jut AH|A Z2 oA
AR Fa5H QlAlsh= SHol B27] o] o|FARE FHiEsto] AmE A vt it
AP Aol o5k FaAtet o)A A Ol Sh= AHIA 2 Zpol7) Qe AL R HIEIL 9]
o A SA9 AEA A2 ARE7H oA Fstes AR - 7ed AH|A Folgal
Sh, o]-8AF S419] ABIA AL Wejlo] A0 QIARE AH|A HRA, 7]54 - FE]
Au| A Ao|tGarvin, 1984; Gronroos, 1984; Dodds and Monroe, 1985; Holbrook and
Corman, 1985; Bopp, 1990; John, 1991; Babakus and Mangold, 1992; Arora and Stoner,
1996).
o]-8A} 49| My H(user-centered service)o| T F7] L FAH| A AlFof lofA o] A}
Q18] &5 fAdfof gttt Hohs HEGe /Nd o= A =2] ARRAH| A7} 554}
Ao & o]Fojx fof thigt B & thF= I tH(Kane and Kane, 1987; 727, 2008). ©|
ERF o5 SO AuA HITHthE k50 AHAE FITH 4] ES FRst= AA
=

2590 AFAF FA1A ol (Resident-oriented care), Q17+5417A9](person-centered care)2]
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A A dEE o] o (Bliesmer and Earle, 1993; Berlowitz et al., 1995; Brownie,
S., & Nancarrow, S. 2013; 9714, 2011; 59 - 0] A, 2012), o847} AU A A& B}
=8 @44 4TS T 5 USTE SRS 5Y0| Uthe = ATYHE o|ETE #Eo]
AHCarson et al., 1988; Davis and Ware, 1988; ©]H1]| %1, 2011).
HAATES o] 87 F49] A|2 B 9lo] AR AulA A, %, eele] ko] o
Z5}= AH|A F 2 A B8k ItHGronroos, 1984; Parasuraman et al., 1985; Cronin and
Taylor, 1992). =Q10] QUAIRE AH|A AL AB|AQ A|lFaHA T} 1 ATE 323sto] A/EoA
A& A AT Al S She AGA A A 2ol g Q9] F32IR1 QIA| f=Eolth. WA
AH| A EO] g2 kRlo] AR|AE AlE e A o] 24 2 EE Mdelst & 4= 3l
I, AHlA He &4 AA] kQlo] AH|AE o] ESHHA QAR AH|A Hof| it 1A SES
S5t BFol AUt
O]-&A}7} QIAISH= AH| A Zof tiel i1
2 AZF 9 Gronroos(1984)= A¥|A 2

A Hd>

4 A% 2
2 o] g A7} FHA 7 QAX|3hs FolehL 34
ol 2

SHHA], o]-&A+2] 7|t 2} A A o] &AL A A| AE| A Hof| tigt X 2+e] Zpol= A H Tk
5ttt o]%F 19 FAZ 78O & Parasuraman et al(1985)2 o]-8A}7} QAA|gF AH| A9 2
< 78 A SH getelqint. o] 2 o] Ao A A B AE A|Fot= S5 1 AA|EA] o]
|2 FAAR EEolH, o]-8xF] Al vhgo] 2 QIZHHolar QIXH ] Jidol=ta
Zx5Ih o] 52 o8&} QIAGE AH|A A& EA5H| Y5t |EA, AFA, e, B

T4, 3R80lEe 7MY AH|A d FAAREE ARbSH=Hl, ©Fl Cronin and
Talyor(1994)= ©-8A7t 71t} Q1A 9] /dS A5 &850 549 L77F A= A=
AL, FURE AH| A A YRR 0] 8A12] 7| E A 2J_t o]-§AFe] NS &7
o A AQtslint. ol 5ol AQket AMH|A A Sl o] A A Q1 W82 tha 3 Z

G (Tangibility)lgt E2]Z Q0 AlA, 1], AU=9] IS Qulsty, A1=/d(Reliability)
< B2 & AL okESE AH|AE FEs] A o Q= 5EolH, H-&/(Responsiveness)}>
I AFoR= AP, B3 (Assurance)> FAFAFS] A4, Al
ﬂg} Q}L-% SAAZ = = 58, 39 (Empathy)> AH|A & o] o]-§}ol| A A|-Fsh=
v 2]} 7]Q14 #4oltH(Cronin and Talyor, 1994; Brady and Cronin, 2001: 36). S%otH <1
A|gE A A H O] AU o] FATE AlFE AHIAE FsHEA A He S84 QA
TRE o] 3lom o] 82T} ABIAE Al SO HA FAdE FHE L o] gAY Hi=hal &
= St
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(Kimberly and Evanisko, 1981), Y4 Fo] 2 QFALFTE QFAH|A

ﬁ RN A=
Z0]5 1L AH|A Zo] Fozltt= At A¥NHarrington et al., 2000)7F At} B %71 Q 9FA]

e PO G Y AT AL AR oA L FHH BAVL Y A0 BT
3 ik, AEFEI 23 $AR o] S74A4E MulAe) Hol EE Ant A9l

255 4719FA 9] B BIPISTH B2 202 ALY 9, 2013),

3 A7 A3 Agbole S o) HgATE o
713k AH| 2 0] PAE Aol AT ATE ESFL 9rh 31 o4 &
e 39 ujgkel Ao Hste] AH|A AT 420] AHOE B Ao

A 3T L A—
UBEPF (2L 9], 2007), Aol #jEE o] &7} Q1X] T AU A9l =3} Tk
, 2010). gutx o2 A]H9] -4 7|7t

% ok
N

to] ZojxH 9
o], o] 5 v o g7 ATt R FAE utdsHA Eof A|A AL
SEEE o] gA50] AHA d F7HE w4 4 ATHEXI A, 2009).
(HF A A AL Aol giths A AT SR 3H(C]5-3], 2000).

FA Lt AR A AL BAl= A Al 7HA = FEE o =T, AA, HF YA
| AR A& 02 oFA 9] Au|AE AF3th= A (Majone, 1984; Cancian, 2000;
Harrington et al., 2001, Hillmer et al., 2005: Amirkhanyan et al, 2008), 4, H| 9 A A &
U= FYAdo] H-§AZo| A axtAo|1 APGHAY o 2 RE QAIE B} 2Hgsto] AujA &
o &g v R th= A-+(Jensen and Ruback, 1983; Rice, 1988), AA|, Z+Z+2] Z2Z]o] At =]
Aol e g A 7He] AH|A A 2pol & Hred o gtk A7 (Wan et al., 2000)°1th. =
W AP Aol A= v G Aol Hlsh FEAIES] AH|A Fo] B BA H7E s A0 R YE
W, 35 R HFYAEY SAAF o]FEo] Wil AH|A Hol Erhe AT AIHARAA,
2014; 8<%, 2016)7F HarH Aol i, A&pA|et HAF o] Al H| A o &2 A2 A
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BAgolch Wiel QIR EAY 2ol that WFEIt stobA] Busle] e 8- ATl

Ho|o}, AAESE FRok= 229 —’] E4-2 A (maintenance)°] tHKimberly and
Quinn, 1984). QAMEARS XA LS B5F Hojsto] JAH O R o]FolX|=H], = 4
Y52 A Aot P &8oto] 444 Z_}%iz}dq'g A6k, 2294 FAE g
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2012; %o*-‘ﬂ%nl, 2013; ¥HA35] - 284, 2014; H& Y- %1%* A, 2014, 335} "hA)s] - o]

-
Y, 2017). Z, PRE) ABEA 2 FAREL A BA RS YRR A4 9
e, ol ABjEA 20| QZhe PO Au|AS AT FHAA 2HORA 2
N4 719 HEPE, A=, JelHo] TAste] LI 7] Holek. o] QAL
2 2ATHAY AL DAFS BRI FURIEA B2, 1 I S
A, W, SR, Welal, gk vjE o8 EAH I Yk

A A9 IAE o A7 BA] SA T A0] AFEoA =& A2
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ol AL, FLLARE /1 AMET AL DY $EL ¥ BT Uk =A%
71854 43 FARE FEhQl AR A YA A ABEAAE RPOE T A B30 B
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G2t 2AAWS SAATI= 9P| e MR Eiﬂi’ ATHEA4E, 2003; ‘*11‘5‘41 9],
E %

2000; 754 HH), 2013 T3} 9, 2015). ALBAG 2A B3} B4 AET 2L 27
B9V 2ATHUE 2] A Feolth A FAo) P Fol FHUS AWH
224 WS} EolA] 7] o]t

2 QA70] ZAS A HFIE AT Uk AV AW BEA)T A AT o] S5t

P& QIFHDolL}. 27 $59] AFARL 2013 129 7I&, ALEEA] 257 AA|E9
Z 609719] A7 2 ¥71 S BHDGVOR stof, 457 A S HF Ao = AAstala
4574 9] A&} o] FLof| A FAJSH= 200 Q) QYR TALE Ao 2 AR E S5t 3
A $20] AFHAR 457 Alof P4 F<1 24098 9] rlo|c}, AFtiAo] tiet EYu&
2 APALEoNA AT Y Fofl ZATEA, 457]9] 229 Z}7}o] tiste] 5~108 9 P4

oz Aottt Krefto]l 5 (1996), AAIAF 42 AT A4 A= 41 £ =
30(24) : 30CHDeIA Rt AFH o= g FHIL o Hol= JleE Bohe 235

Fo| AR £8 F20] BEEES Ausky Yo,

E 3= B0 )23 HYE ARG o] AR (9o Astetyth. FUAGE ST 7] 2%
T A1dFo] AFHD ZE(2013)F AHESte] HHIKZAAA) A& 4&stoll, 1 232 EUE 4R+
Fo] ARt F2E, FATE, FHEE, T, BT, FET, 9T, 293, Sk 97 AR A7)
[F7HE TS A Fe g A 0}04, o7l X Fol A Al S g B SFATE

2) 2 92, 5078 22 We] 2089 7H1E E-sk= o] viEAskA|gt, 18 4= glohd 1007) 23] <kl 1078
9] 71918 EZ5H= A o] 3|t Bliese(1988)= XA HEE 4 59 oJAle] A7 SR Hrhd 544 #
9 (biases)°] T4 HIL &S st A AR ARETVFsoT A BAskgit 2 Ao A% QIA7F 7}
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gl 2A4o] AAS PEstel LoSelA] WES AAsks YAlow Agstert
B 19 20 Q7] AN AL BRI, AT TR

30~5020] 9tk AA] RAHE ofu2ARR BRAR TSR] 295t5ch ofu] 2AH: 20144
39 242014 49 24 OF T & 3 SAH A ALEEA 10749 ATl B7] 297120
A FAFSHE A% 1093, BFREA 459, 2] 5 A0 Y F91 191 8

A% Azol At BFES Bt £ 24 A% WAt AFEL HERAL. ofF
ozl EAATe] AT YREFS B QEEINS
201449 59 1958 109 31970 oF 6/1Lo] 24 5Bk 7 A Mo] Wz Fx

Y R ARAS BEHAT BHRA FY 7 A WA Pl ALY B} 5
PPAS 4B £ 4TS 99 £AY 2AUS0] 4Y AfY ARAE St
AL F SYOR ATAE mFPste] ABA, YT A vAtnge] $85 et
B2 FASAT APRATHNA Au, 2do]- 2 Fo) Fo2 olataEo] ol FAL S
gof Al 4ol ol A0 BerE hgAre] 9ol AP A2stect
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gk 4=olck. A|H|2 WL Cronin & Taylor(1992)9) A HH I H(F
LA, BEA, 2] 2ASI, et sholt AR A (7184 9,
L3t Al Ao Bl 57e] 519) Y A A A4, Al

4, e, BEH, BH) A2l BE B2 BAAt. 272 57 Holn, 47t

ofll
ox
[
i

L8548 1910 XM= AH|AL A $£EE 232 ou|git SEHWHH0] Mol Wl =HOo
(E1)T} 2t
59 ke Ql& dEskEY Agto] JRorng AAm B4 HS FHEsIIA 1559 AR = 2505
of Al ABE 45 B2l A ARG Nk 4~5 S skt A4 og-*wg AH831o] 24
3 2o AFATEM B2 2005 A4, 2006 AL, 2006 019@, 2010)2] A% 14~47(%A): 8

~200719)) 59 EH ¥ 7o) 7} gk,

3) 7184 21(2009) W gholdt HBHI HELRohy Aol Hastely] Hato] 57 A9 2074 2L
W o A A, APARAL AAE T T E, HHEG T 2R1F] QRlEA AA] HA|ske]
Etg3} 342 AF Hrolt.
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[E 1] Ba#sel Yol ¥ 5%

S E S WO 250 =5
osy | SS9 SR g, Qumsasel ot el |,
TES | @ M| Y oY X2l |
pgp | AEUIA NBIAS B2 4 9Um o Azl [
o St MISE =+ U= SH Cronin and Taylor
onst | on | OCIUTUN OB IR S HIAYA |, (1992),
Mbaoy x| oo | B AHIAS FBBIIA SHe KREQ! KA 284 of
—=—— =
Lxay | SOOI NEIA HBRO] B2, oot B | (2009)
S| g, AR 3 HAS & Qs 5
S | APEOIA 0I0f CHSH Ofstet teolol J1g0ls |
ST | S0l haset 2l
() SE#

WSt AAS A (evel DSt 2HEA MR (evel 22 T AASFHFE o
A Qlo] ATASISHY WA 910 A, A, WRSE, ASSE, HUR 98, 2T A4
HE A5, SR AA7]E, AA7|5, 84 A3 HE L6ith 235
et 9SS} AU ESSE TR, ANEdESE A4, £9712
SGFAZ A5t RSk A U A4 A E FERote TAATFHA 24E

T 1 #4259 Hp 5T
g8 [ ol sele) O[3+ (HA=0
oy | =0l JfeIo| Bt Lo Bl
s M
MESES=S (o) o|o| x|=s5tx ST
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ol | 58 =
HOFX] _
45 | ot ooy ot zh o4 O3 (SRt 2=0
T
ZEME | =01 4010| Hx 20l e 0l (7180
apls | O UIPES S QuMEsassoRsE & WA (B D)
o S | HE A0 2ABH =0l Holo] AF| |5 2F =0T e
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FUE | A U 20I0] B ZiAEf0] thet Xp7| Higui (55 HE)
UYL | Tt 4E - i
0|attHA4
NEShmi=} AlA LLO|o] A =
g | ERE | A elel (3091 O[A=0)
SH | 29717t | A0 SAE RE| 201471 ZIAZL Bl (HE)
RUFH | AH 2EFH S8 OfgttH4 (el1=0
XX
o SEYZZS 42 QIZHx0|0 70| it et
o KPS Ao B2 ASS SRSt
QH—E—Q o X AN L 5|0 =X = SEHA ~
. RS LA | B2 S MO Bl (63 AT
o
E|2lS 9| ZEFIAI0| Zsict
LEEROME A7 |7 SAIEC
ETE (oogqcl)
HIZ W2 ZHEH0) YANBEMO| AISE Y, AMTR, RIS Mt AT ALK S8 1}
O A0l TIOR TEBI0] ThA| 2A5H%S

«
HI
Jx

HiEH
od

& Ao A= SPSS 18.03 HLM 7.0 AR&3t] keRlo] QIAISh= Au]2o] Ao 9Fad
<= 2453 SPSS 18.02 E-85t0] ZAI/GALY] dHt 54, a9 E42 E451
11, o]F HIM 7.0& &-&35to] AL B T E4= AAISHITH & Aol elo] IA|gH
AH|A AL 19l 7Rl AjQlo] A5k Al 9] E4 BT JFS W=thal 7MY e
o, ol2fet AE AFH L2 E4517] HoiMs, AT 22 olzks M2 g $E0lA &
At HeES ohuthe] g Qholl ZFA|A EAStofof gt} /A4 %—E—/\ (HLM: Hierarchical

NRALZE HEe} XALFE HELE 519 2 QtofA

Linear Mode)& A2 thZ EXtt9Ql
= A7 o] At+Bryk and Raudenbush, 2002).

E3-oa BAT 4 9lA o &

(1) LOlo] UK EX

Q19| QITABIBHA] EAo] A9, HEL A 608(25%), o4 180%(75%.0.2 Lhehget.
Q19 A2 50t 49(1.7%), 60t 1078 (4.2%), 70tH 7778(32.1%), 80t 1258 (52.1%), 90tH
21000 RES AT, BRFEL o S6RGH0, 2F 104830, BE 273

J?,l',v
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(11.3%), 1= 1395(5.4%), 9= 1084 2% 2.2 A5t H|Fo] &2 Ao & FolHith 45
30| A%, AR} 1547 (64.4%), 3SR 428(17.5%), 71 25F A} 4

o]glom, KoFa}l GRoi o] Hatol= ¢l-20] 1807 (75.3%), -2°] 60 (24.7%°10eH, 2
e 71E 288(11.7%), W& 68 (2.5%), °1&- 27 578(2.1%F), AFE 2017(83.8%) 2= 1
ettt St AGEAH SR XAV 59 HHEg2 3,163, A7) 59 Hitgh2 2.827, RlE
o] A AZFA 9] Wt 3.83H R eIt

[ 3] ZAICHA2] 2t

12
am
0x
|.|-
re
1o

o
T
1
am

%

=TT (N=240%2| -0I)

HrH = () HIE(%)
. 4 60 25
014 180 75
50r 4 17
60k 10 12
E 704 77 321
80t 125 52.1
o0t 24 10
e 86 358
E 104 133
mEPE e 27 13
hE 13 54
e 10 12
URITHAIRE 154 644
AESE FapZlu DRoN; 42 17.5
T\ EA DU 44 183

e = Bz BEEA e Al
MRS 240 316 058 133 5.00
OIx|7 |5 240 282 0.83 100 500
7B LA 240 383 09 100 500

(2) A|Ad2] UHX EM
ZAEA & AAFRED 109 o]t 6714(13.3%), 10~308 16714(35.6%), 31~70 11
7H4~(24.4%), 7021 o1AF 12701 4(26.7%) = SRI= At =G 7]17te] 5%, 713 Fof| tist o] 3|

4) =B AP5t] 7]20] oJste], 109 o3, 10~30 1gh, 3021 o]0 FEF AVt W40 B2,
AdO] ARk S ARA 0= mhetsty] fste], kQ7g7] 8 471 HB7H2011)Y] 71ES Farste] 302 ©f
A} A 9] WFE thA] 30~70%1 HlRt, 709 o]Afo.2 FESIT).
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£ 017] 15t 7122 F2stel S4E A3 1~24 7714(15.6%), 3~4d 8714x(17.8%),
~6 11702:(24.4%), 79 o1 197H4(42.2%) 2 Wb, A2 G541 9] 739, W IekA]of
o =Y 16714:(35.6%), Q1 2G> 20704(64.4%) = HeH T,

Lo

H 4] TAHHAL] QUHHs 4 Al AUty £ N
= 2~ =

1S = 2I=0H) HIE(%)
1091 gjgt 6 133
R 10~30¢! Djgt 16 36.6
30¢1~70Q! OJgt 11 24.4
702l Ol 12 26.7
1~24 7 15.6
p— 3~ad 8 17.8
5~6 11 24.4
74 01y 19 42.2
oo gl 16 35.6
2Hel 29 64.4

457N Aol FASHE 2009 9] RFEIAES s E
A3, Hatg> 3.233 01

&t
o
§

Mo
ot
1o
N
i
of
)
M
1

[E 5] EAIHAO] QbS] Saf: A|Ae| HEt23} )
(N=200F2 QYESAN
g B EE] BEHz Azt ALt
HHE3 200 3.23 0.48 1.60 4.72

M

(3) 20| QUX|BH MH|A Hof| et 7= =M

eQlo] AR Mu]| A Ao F b2 3.898 0l AT, SHAAFE AulA Al FF4, A=A,
5743, B34, 499 B 47| Bagtol 3.744, 3.924, 3.924, 3.984, 3915 o=
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[E 6] £210] AUX|3 MH|A & HHe
(N=240H2] -2I)

g RI= s BEHA E|Agk Z|Hgt
ANEHZ 240 3.89 0.58 2.14 5.0
7y 240 3.74 0.58 2.25 5.0
e 240 3.92 0.62 1.8 5.0
tsd 240 3.92 0.66 2.0 5.0
2354 240 3.98 0.60 2.0 5.0
S4d 240 3.91 0.63 2.0 5.0

2) LL210] QUX[SH MH|A HOf| LS ZX|EH9| HE

B oLo] AAYRE BAL 3o 2 ALt AA, 7] 22 & (unconditional model)
Z3} zx)220] HAlzro| 9.olu|st z}o]7} Q= 7&%0}‘:} o] Ao
ot & A 5 24WS0] Bato] sk ¥le9l ICCE FoH He
0.05 ol A% A a7t Aot wsto] AALAZZY S 75. |2 5 A
(Bliese, 2000). & A7-9] =Qlo] AR AH| A AE FEHAFE ¢ 7| 2K 9| P& offi et
2o,

A5E MAS5E) Yij= B0j +1ij, rij ~N(0, ¢°)
Q5FE Z2A4Z) B0j=y00 +ulj, ¢ 0j~N(0,  00)

71220 BAAIHRT), kQlo] AAIZE AB|A o] 24 7t Zo|7} Sl A& UEH
u07} Fe ot (X* = 219.6937, p{.001), 22|=%2] G317} Ql&0] A=A It W 4
AZ=(ICC: interclass correlation)02] ZF& % -0Jo] QIA|St AH]A Ao tjg] Z2]EAJ0]
A = e FHo B4 v &2 44.24%% AL 2 YRt meEbA] XA g4 kRI0o]

5) WS Yije j HA A 1 WA =919 AulA A ol goj A A AB|A F Hatol i, rij
+ =919 7S] WA A i m)lo] AlulA A HatollA] ol H)oltt. y00= A Al AHlA E
Hat, u0j= j A BAK Al Q] AE|A o] ZdA| oA Blojdt J&)E Sfu]’iet.

6) At Ul AFAIS(ICC: interclass correlation)= £2]2] A @7 4 910] QI3 Ar|A Z-E ojr &
L At eA] LotEr] fsf /\}3Q g, l=qlo] AA T A A Aofl digt A B4t F 24 5 A

hde23} 22 e=2)0] AR ol H|&-E 9Jn|sitt.
i?ﬂ#% BA|&= 0.1509/0.1509+0.1902=44.24
Q1$FE BAMIE= 0.1902/0.1509+0.1902=55.76
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Q1A 7] RPATE] 2 o] £HEA o]

20 2 YEFHTHp(0.001). &3H

H 0 g A

i
|
oX

LGS $4e2 129

50| FYHAC e ;=00 ]l

A 270] wheh $9]ulgk 2|7 AKATHN =129.9748, p(0.001). ol
E A1y 353.1%—’?—%0] =Qlo] QUIA|SE Au|A A 0] 22| 7} A}o] & H2 507 Ay
£ % oUtie AL Qe
= 8] W EEF 0| EM AN (N 7421=240, Z=XI=45)
I o9 B DR
e S7AL | BROA | Ta | WAL | BEROR | T
Jerer 01735 | 00695 | -2008* | -0.1583 | 00867 | -1825*
o1y 00096 | 0.0047 1713 00009 | 00054 | 1696
M‘_}:iﬂ WeAZ | -00149 | 00346 | -0544 | -002451 | 00279 | -0.880
35t
4 *1 oy | AS4E | 01349 | 00729 | 2133 | 01248 | 00650 | 1920°
N SOXI9E | 01050 | 01010 | 2040 | 00426 | 0083 | 0512
~
= 25 ME | -02235 | 01072 | -2038* | -02001 | 01174 | -1.791
. | _AA7I5 [ -00066 | 00228 | -0294 | -00057 | 00862 | 1612
712
£ | ampis | 00202 | 00184 | 1574 | 00212 | 00128 | 1688
7T I z=mmAz | 00919 | 00463 1982 00890 | 00552 | 1612
[ ame 03429 | 01130 | -3.034*
A
z A oo 00061 | 00116 | -0.530
o7 | umed 01322 | 01244 | 1063
= pN|
= ‘J:.E 25} 0.4382 0.0858 | 5.109%**
FAZ(700) 41796 | 01520 | 31999 | 29144% | 02429 | 11.995
=] BRER | 2A | OEBOC) | BEEA | 2M | F0REC)
EE2Z(0) 03819 | 0.1459 02887 | 00833
222 6368+ 120.9748
THOIAE() 04213 | 01775 04211 | 01773
0(.05, **o( 01, ***p(.001
5. 22 9 AdA
E A= o] &Rt SHoA A7 QYA A9 A S Ao, A Al AFSH= =9
So] QUAIBkE 47| A4 L] S TAE RYEHES AANI LA S A

HEQI, ofo] tiet 8 A
A, 3091 vgke] A]Ad 2]

U ol T A= Al

=X
255

A4S QoFs et 2
wQlo] 3091 o4 A8 e
g9 a7t
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ATH(HAA, 1994), FE7t F AJH] AL HHFH o7 FrHHL7E A9 B 27t
4, 2015)2F FARt A 3ol

A, &F717H Qo] QIAFE AMH| A Aol FAH R {on|gt JFS v|A A= &5kl
= A9 9 7I7to] S7FEEE AujAd] tigt A okert 2 E7] gio] ¢
% 38 4 A Dok= AR(FHAAL 2009), A1 AL QI ESE, A
9| A2t} AB|A AGA| A7 AAH 2 FE5E o] AH|A Ao gt o] 8AE
9] F7p7t FgE = AHERE, 2009), Q8 FAAHY G717 o] AFE llo] 1A%
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2 Mul A Ao e UE Tt SR AR, 201002k tHE Aol A|H, A
T A2 o) FE o] Qiths A5 3], 2000)3= Hs:Rt A¥eltt. o]
Ao 29 717} Aul 2 Aol IA o] bt A8 fle Edite v Y] e

A

r

1o
z HO 4
of
N
)

A, A e] LYFAE 1=9l0] 4G AulA Fol AR Guld JFS vIXA %
L 0% ettt ol MelA A Ge)o] AN H(Q) ek =elo] Q1A Au| Hol
Erhe 9718, 2010), AR Wlo] LsHE A Aul2 A WAhELT FeaA

Hoes Eoe d7HASE 9, 2013)9] APAT Aeke HEAR, =917

fo
)
Ho
ool
Y
HT

fB o
o $7HAAR BEAQ v18- AT QPN 20 A, A8 LGFA DA S4H
St AHIAE AT Aol (AL, 2008)TH= H|5et ATt R A -JFA|L}E AulA A

of 3t A7 A&H o2 Fasit

mRR|EE0 2 HeHEsh= kQlo] QIA|RE AH|A o]l FAH R {ougt JIFS w|A= A
0.2 YEH(p(0.001). LFEIARSO] AH4lo] FASHE A4 295 ATdEsh= 45k
FEO] 27T =AS0] AT AulA Ho] FgHS & 5 AT ol ATFEY= F
AAREC] 2AEE ATESIR A4TEF AHA A 222 w4 BrRive 2R
49, 2007)2} FARE Aol

o[/ AT-aFE BT LR o] FA} SR A AH|A
AlsHd T3 gt AA|, FF AR ThE AFE A
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A7) A3tol ofsid, 309 vlehe] AqFEAIER] A9 Rlo] AARE A A A WA Hrt
St A, FEuEre] A Al R wE A1, 1, WlE 71Ee] 24 HY] WE
of, &7t RAE S AHH o2 FRIFZ Aol B35 /1, A4, H]-go] gobd FHiz Y=
7| 22 Aoz AbmEr. ool figh fR o2 AfRAES 449 & 3l FFo] =Y
Fofok & Aolrt. T A= A2 FAE B U A EE, LqfRAEo] 7Hd A
Hl2 A T2 AHE 288 5 USRI S, Ji]l 3300 &, Id - &40 e i
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ol

23 AS71E A Y] vhd, ARl Ao e FH vty 5 AqtE AEe] FHe 1Y
EA

TFRAIE S48k YL oSk ACHET ol A, 2012; Q2B 2014 34 M4,

HIs] =91 H7Q1e) A A7} 7hs st Aol

°f
3091 mIREe] gt i AJESO] 3} o] WS, 7 RARRE 291719 Al = g
o]

otk
ke Lolo] A0 QAlske Au|A Ao] $EE Y 4 e Aot webd F
3 AR JAE AR 191 aPA Y] F)5 AU, A1) 7)ol Huke AulA
£ vhesie Aol Wag Aol @AY =471 aFnE Bel WPL 49| 7 271 4
H] 7)88 A1H9] 2ol whet Tt AAISEL it ol elo] A1A QX 7)%s A,
Agsd 9 AR5, AN AR 52 SPHow TejshA R Aol @A)
ATt T el et AdET Bast,

A, Aol 22 8] tet 44 weivt wasith d7An adn st &
Alo] FASHE A Ho] WREsletl AAASE alo] AT Aul20] A FHH Ao
2 WS Atk Aet AT go] AR 43 AL QPR IAY AzkEACH AAL

o] BEE| T, QFBTA 7H WAL, G, BRAo| FAT X AL F, ol B
RPRITAPL R B A ALGOAE QPR EAE] 4T 1 YR s
£ gUEsle) dgo] 48 2% 4 Yk A0 ol 2HESo|4 FASH: A%
SAE0] SRo] et BEEA £ S YTEAES, 2008 €188, 2014), o] o]

R2 ARED} 1mQ150] AT Au|A A 22 Folt o ARH
A Q7| LFA A FASHE LFHT
20| ¥, 28 WEE} 09 gon], Zxo] e AEHAE B4 et ekl g
99, 2014 ALA, 2015 AL 9, 2017; AW FAH, 2019). 71 & £8o] oJ5he 2.
A AL BN A BB ALeHE A9 olH R o RolAA o4 Eg
w}

7] HsiM = BAAFHRJ] 22 22FE A5 Zlo] v A st ($=- M =3}, 2015).
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A1 (1994). 4812 A2k 224 Gabiol] T A7, AMThtmefshel whAet ol
‘]

ARA. Q014). AH|A W] ZwolA DA 7| RPAHIA FFFR0 ek AGSHEA, A21%
2174, 41(1), 289-313.
5], 4@, (2018). Rl A PAA QPRI skl A FET} o2 olwe] WAk Gk B
2 40 WAL =QAEA AT, 733) 83-112.
o], 240, (2011). ABIE A 2H 9] 2o ATAF BA, FFABAGHL, 132) 55-90.

4%
484, 5{4]& 2738, A9A, A-AL (2009). AHIA E HE(MEHIT)O] BfgD} AT FAAREA]
S tjAto 2 3H=EALS|E-A| 8, 67(2) 107-135.

o3 (2008). ARSI A2 Y R ura] o] Wstel ZAAE ot A IA|. AS|ER|H A, 35, 141-168.
ALA. (2015). LFHSALY] JEAEH AL o] ko] A& I BXPG=F, 25(1), 77-98.
23] (2011). AEEA| A BIAS] B3 Y7} FFEGIA| STAREA TS FHOZ, =P G =
A, 23(3), 801-827.
B39 (2007). BHAEAAE Y] 22 E35et FEER|ALY] JuFHE s=220] AJH|A Hof| u]x]= FTF
of TSt AT A7 5D Y A =&,

ﬂl

157 Q002). SRYFEIATY B LY. AR ASBR, 1109) 219-238,
ARA Q00). FEEAAFALY AHlA 57 U FAAL: AAFAL BHE FHOR, 1Q8A

T 44373392,
BiE (2000 ATAY ABRAAY 2A RS Yukelw
A, TS LAY, 8(1), 67-97.

B8, v, 27441 (2000). AFREAI 2] 0] 2AGIY AFBE B4, A=AREAIS 61(1) 33-55.

23], G54 (2014). HHF T JE2E QFEIARY o]F ko v = FFf Bt A+
HAAS AT, 54(2), 161-184.

WS, WS Q015) Q189 M0 2A RS} FAY o] Helwo] X : FF. PR UAT,
24, 133-148

A4 (2006). A EA T g7t B9 7)t Z-8of s A7 SERVQUAL & ©]-83F A&7},
stz AMAskels|® | 10(7) 79-101.

AL (2008). QA7 QFRE =7 fure] EAT Bl AFSEA AT, 39 253-286.

ALY, 24, 53], oleF, 1Ags, Y, 324, FEF, A5, 0]438(2016). =178 FH
3ol & Wit d Al E% A wet. § &%Eﬂﬂ}ﬂcﬂ%”’

ALY, HAL, gE, A5, AR (2013). Q137184 E A d A A JRARRE =R A%

{m

I3 2AFagIe] ARG Bt

o

Ny



134 241857 A26A A1

e

tolr

AT
47, A4S (2014). wQ197] %710 WA 2eiAlo] 24 aIo w AL
31EAIE, 66(3), 75-99.

- (2015). A718FA A HEA 2erdH 2HF27F AU ARl vA = 9T =

>,
oo
1%
ox
n!

Ogl_g

A

=
i

o
rlot

AB| B A YA, 174), 25-55.

Q23] (2014). k=2 YFT5HE7F 9] LA AHEY. feAEss] =2-1-A8A, 306), 79-86.

A, 729, A9, 193 (2009). AAABEY S o] 83 229 L3273 EAo] FEYUY ARTH
o v FFEA. AP P AT, 184) 31-58.

54 (2007). RIS FESA =S} HAHLEFR1E B4 A fAE vndAE AFEAFY, 29
217-249.

59, °JAE. (2012). 1R YA Q1ZF F4l Alo] (Person-centered care) of] ek A+ =i
s}, 3203), 729-745.

8<% AAE. (2016). =AY TSI Y4wA9 A2, Journal of Korean Academy of
Nursing, 46(6), 858-870.

O

218 (2009) 221471 7] 44T v X]= PR AT =2 A H 6(3) 97-114.
AE, & TIH. 2014). =AA7MAE QFESALY] FRAEH A, FRURE, 27| 55700] o] o%
o H| A= FFF wQIEA AL, 65, 7-33.

0]$%3]. (2006). =AU FAE 9] A A F AA Qlof T3t AL, o|stojAt st ot HhASH =1

o]l &74. (2010). o] &R THNA Q] A7 2FR A Eo] Hr} W A8t AR LY, 2070(10)
25-33.

ol&7 21(2017) A&+ A7 8% 71 EA Y Y AL HAEA R = EAALS]| A7

ol &d. 2010). =AR71 L FAH A 9] Ao FFE n|XE 210 FAgt A+ thrign tfstY AFs|E
Z]’(’ﬂ—jq- H]—/\]—'é‘l—_ﬂlr_‘:,‘_

olul A (2011). k= A7) 3FA A0 A ZHAF] o] tist 12 ARSI B AR, 38(1), 141-166.

o|Z] g -olH X (2011). AH]A ﬂﬂlx}ﬂ M‘éz A7) @ FAH 0] Aof] gt A=A At AujAe] A A
g, e cl 9 A Jris LRIEA AT 53 29-57.

o]Z&. (2012). k=<1 %~°F7JH§*1H1£4 E4do] 1 ANET} - U Aol &2t tX & FF
e sty el HhAFSHR ==,

4371 (2013). 71 LFAHA A SHof gt M AT, AT EA| RAFATE, 34, 73-100.

LA (2011). =971 8 FA 9] AFAEFAA o (resident-centered care)ol] S HIA= 2207 73
Z2of ot At AN st st HhALSH =R,

AN, I5E, AR (2017). LYRIALY AHLFo] o]F] owo] nR& JgF Als]TetAF,

28(3), 229-246.

FAE, AAS 2012). 2R RS FARAASEX AL 2 AT u]2]= JF. FAEAL

494404 40(5) 5-34.

8352 2016, “ﬂﬂ&ow‘ﬂl* A Z 3k M)A Fol et A7, BrAEH =&, olstof At g
2L HASY, AYGE 2007). AL FAIE A& AT =59 T 8 4, = U3 s,
12(4), 22-44.

3

oo
_191



I=Rlo] JAAZE A7 2 FAH|A Ao 22540 vAle I ALSYT Ad2eE 4z 135

L3, (2012). F=3 5L = A7 QFAH AL AISket I A3} o] 82 I oA 9] HrHE FA
o2 BAAI AT, 32(2), 143-169.

Fad, 1LY, 9= (2007). FPZ2 9 Eohago] tigt A5 B4 2 ESHE 7 EF(0CADS] &
<. 6&%/\}949} FAHATL, 183). 41-59.

A, HF4 Y. 2014). 2A2FAAE d42A9] A7 2F5HF AT Auj A A T a9l AL FA
st3] ], 8(1), 51-64.

kel B, A4, EHls. (2015). AFREA 7 2 ESFH o] AFSEX|ALY] o] F ko v|X]&
JF-ZA Ao 2Aay} =R PSR, 297), 311-331.

A (2003). AFB]EA| T 2210} AFS|EA|AL QU E, SHEALS] EA| Y 9 113-135.

ghel, upAts], o] A9, (2017). A7 297 | A1E7e] WA g Ao] FchEslof njX= 43 274}
€79 AETE FHOZ. FFAFEA RAFAT, 55 95-121.

1A

2. ZEH

Amirkhanyan, A. A., Kim, H. J., and Lambright, K. T. (2008). Does the public sector outperform the
nonprofit and forprofit sectors? Evidence from a national panel study on nursing home
quality and access. Journal of Policy Analysis and Management, 2A2), 326-353.

Berlowitz, D. R., WEI, D., Kazis, L., and Lewis, S. (1995). Health-related quality of life of nursing
home residents: differences in patient and provider perceptions. Journal of the American
Geriatrics Society, 4%7), 799-802.

Bliese, P. D. (1998). Group size, ICC values, and group-level correlations: A simulation.
Organizational Research Methods, 1(4), 355-373.

Bliesmer, M., and Earle, P. (1993). Research considerations: nursing home quality perceptions.
Journal of gerontological nursing, 196), 27-34.

Brownie, S., & Nancarrow, S. (2013). Effects of person-centered care on residents and staff in
aged-care facilities: a systematic review. Clinical interventions in Aging, 8, 1.

Cancian, F. (2000). Paid emotional care: Organizational forms that encourage nurturance. Care
work: Gender, class, and the welfare state, 136-148.

Cronin, J. J. and Taylor. S. A. (1992). SERVQUAL vs SERVPERF: Reconciling performance-based and
perceptions-minus-expectations measurement of Service Quality. Journal of Marketing. 58
125-131.

Cunningham, W. G., and Gresso, D. W. (1993). Cultural Leadership. The Culture of Excellence in
FEducation. MA: Allyn & Bacon.

Davis, M. A. (1993). Nursing home ownership revisited: market, cost and quality relationships.
Medical Care, 1062-1068.

Deal, T. E., and Kennedy, A. A. (1982). Corporate cultures: The rites and rituals of organizational life.
Mass: Addison-Wesley, 98-103.

Denison, D. R., and Spreitzer, G. M. (1991). Organizational culture and organizational development:
A competing values approach. Research in organizational change and development, X1),
1-21.

Grabowski, D, C. and Hirth, R, A. (2003). Competitive spillovers across non-profit and for-profit



136 @=A18157 A26A A1E

nurshing homes. Journal of Health Economics, 22: 1-22.

Gronroos, C. (1984). A service quality model and its marketing implications. European journal of
Marketing. 18(4) 36-44.

Harrington, C., Woolhandler, S., Mullan, J., Carrillo, H., and Himmelstein, D. U. (2002). Does
investor-ownership of nursing homes compromise the quality of care?. International
Journal of Health Services, 3X2), 315-325.

Hillmer, M. P., Wodchis, W. P., Gill, S. S., Anderson, G. M., and Rochon, P. A. (2005). Nursing home
profit status and quality of care: Is there any evidence of an association?. Medical Care
Research and Review, 6X2), 139-166.

Jensen, M. C., and Ruback, R. S. (1983). The market for corporate control: The scientific evidence.
Journal of Financial economics, 11(1), 5-50.

Kane, R. A., & Kane, R. L. (1987). Long-term care: Principles, programs, and policies. Churchill
Livingstone.

Kimberly, J. R. and M. J. Bvanisko. (1981). Organizational Innovation: The Influence of Individual,
Organizational, and Contextual Factors on Hospital Adoption of Technological and
Administrative Innovations. Academy of Management Journal, 244): 689-713.

Kimberly, J. R., and Quinn, R. E. (1984). Managing organizational transitions. McGraw-Hill/Irwin.

Lemke, S., and Moos, R. H. (1989). Personal and environmental determinants of activity involvement
among elderly residents of congregate facilities. Journal of Gerontology, 444), S139-S148.

Majone, G. (1984). Professionalism and nonprofit organizations. Journal of Health Politics, Policy and
Law; 84), 639-659.

Ouchi, W. (1981). Theory Z: How American business can meet the Japanese challenge. Business
Horizons, 246), 82-83.

Parasuraman, A, Zeithaml, V. and Berry, L. (1985). A Conceptional model of service quality and its
implications for future research. journal of Marketing, 49(4), 41-50.

Parasuraman, A, Zeithaml, V. and Berry, L. (1988). Quality Counts in service. Managing Service:
Marketing, Operations and Human Resources. New Jersey: Prentice-Hall.

Pettigrew, A. M. (1979). On studying organizational cultures. Administrative science quarterly,
570-581.

Raudenbush, S. W., and Bryk, A. S. (2002). Hierarchical linear models: Applications and data analysis
methods (Vol. 1). Sage.

Sathe, V. (1983). Implications of corporate culture: A manager's guide to action. Organizational
dynamics, 12Q2), 5-23.

Schwartz, H., and Davis, S. M. (1981). Matching corporate culture and business strategy.
Organizational dynamics, 1(X1), 30-48.

Steffen, T. M., and Nystrom, P. C. (1997). Organizational determinants of service quality in nursing
homes. Journal of Healthcare Management, 422), 179.

Stock, G. N., McFadden, K. L., and Gowen, C. R. (2007). Organizational culture, critical success
factors, and the reduction of hospital errors. /International Journal of Production
FBeonomics, 1042), 368-392.



I=Rlo] JAAZE A7 2 FA A Aol 22 5/g0] vA= I AL ADESE SHoR 137

Tunstall, J. (1983). The media in Britain. Columbia University Press.

Wagner, C., Ikkink, K. K., van der Wal, G., Spreeuwenberg, P., de Bakker, D. H., and Groenewegen,
P. P. (2006). Quality management systems and clinical outcomes in Dutch nursing homes.
Health Policy, 752), 230-240.

Wager, T. H., & Rondeau, K. V. (1998). Total quality commitment and performance in Canadian
Health Care Organizations. International jJournal of Health Care Quality Assurance
incorporating Leadership in Health Services, 1(4).

Wan, T. T., Zhang, N. J., and Unruh, L. (2006). Predictors of resident outcome improvement in
nursing homes. Western Journal of Nursing Research, 288), 974-993.



138 @485 A267A A1

Abstract

Analysis of organizational effect on long-term care
service quality perceived by older Koreans: Focusing on
facility characteristics and organizational culture

Sanghee Park* & Bumjung Kim**

This study aims to examine the organizational factors that influence service quality perceived by older
clients by using hierarchical linear analysis. The organizational factors influencing the subjective service
quality for older clients were classified into both institutional characteristics and organizational culture.
For this purpose, the study collected data from 240 older clients and 200 careworkers who provide services
in 45 long-term care facilities in Seoul between May 1, 2014 and October 31, 2014. The collected data were
analyzed using HLM 7.0. The study found two significant results. First, it was confirmed that the service
quality perceived by older clients was various depending on the organizational characteristics, and it was
also found that the organizational variables set in this study significantly explain the difference of the
service quality perceived by older clients. Second, among the organizational factors, the size of the facility
and the group culture have a significant effect on the service quality perceived by older clients. Based on
the results of this study, it suggests that organizational level variables should be considered as policy
strategies in order to improve the service quality in long-term care facilities for older clients. It also
emphasized the importance of differentiated service quality policies depending on the size of the facility

and building a collective culture for careworkers at the facility level.
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