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AeHEAT M5 M1 (2021, 3)

I AE

1S

TETAY WSS EXRE I8 ATHo= 71| ARlo|odrt. 3] AkRiALs]
oM WrlEslel o] sl W] TTIBIAN e B8 He PR AlS
sHEIQICt. o] Bgol] BAlmyRs Al ee] B Sl R8sl B AHIE A
w=sfsioict. dA Aol B8 AMulE I, wkh vldelrl, Tl gelvit ol
ofs AFEIL Qlek. ARl AlF7 || o]F% ikl olfis g0l THRIH AulA
AAAE vizkddos S A Zlofet. oo} #Awdsle] l=H]E](Leadbeater,
2004)= ] Afulz AlF wale] AEAl FFHe] WleM AFEHE] WAlnew
public management) © 2 Hs}ckal Bk},

ARFAEE 19900 Algste] FojE Agyte] An|x e alow FFRe
Auls Figol APge] AdEls mYste] Auag Hrh 8207 AlFslehs 54
ZEETHEA3SE, 2006, 218A, 2008; 318y, 2000). o714 APgdelt o] MulaE
tre] 7o) AlFBES sto] AATEE FABlaL AlNlo] APe] A7 Al 7]
e 22 HPslE 21 o3t o= FAF Aol o] there] AHS 55)
I Al she] ARe] §848 Sulsltlal BHe] o5 Hujslshs Addelet
|53}, A= gk 7o) olgxle] Mels wy) ffs M= AAste] w2
F& AHIRE BEH0F AFE Floltal Bkt

T APt ] ER AHlzdE Ul 25 ZIA tisiie 2]
o2l ojdo] EARITH T, 2009; o715 - Ak, 2019; <L, 2011). o] S
AMHI=E o831 A} Folle AAA - ARl - Al o m Fokel AL gk, 1grhEy
ol50] ANk Aol Amzle} o] Alile] sk AHIAE thepe] WIRE Zldtolx] Zlold
T UEA|, Bl AHIAE o83l HAoM R o] AFHoR Y5 F U
At BEERA] o). olefel @S AR Ei Az AlFeM ARgdElt AR 2}
T F USA Bk AT L R FgEooF & FadS WolErh

g olefet EE ARG s Aulz uld, UleEt ofujel Al9ls] ofrs ae
ok & J a7t ek SieE AEE Aol & Aol o] An|=E Flof | 7z

¢
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AeHEAT M5 M1 (2021, 3)

I1. o]&% w7

L. S5 AHIA 71 Zhe] 734} o8} e &gk T

A7 EE ARIE Al 71 veE QlERkR sho] dubaPdst fARE APE @28t
ke ] L APl ZREE 3 Adge] delh EdsiA 2 o el o
it Tt of7do] A 92 71 ATt o] 8l AdEljo] S APl Alh=
AEetA] Tl ASeE ATEe] k. FEH2000)9] Aol ArRReAlR 2
SR eS| IS 3l Aul o8] Addet Aol el A=
ZEsheAle wAseik. 1ela AAEAAte] 7)o} vher) o]8AkEe] AdEo] @il
A Ae] YRR fom @35l AR Z|o] Hetslo] o 8AkE widslal Sl dde
HoEeith A9lo1D)e] Aol AR7E Wkt flEsto] 29ehs A|SFHALRIEA]
o] A ARIEAMEIAE tdeZ G TR A8 A Aw), A=
(UAEIE. Ao, g7 71ee] ol82f djet, Ris)7 F4o) nlAls ke &
Aatgint. 22l A, A, AdvtE SAE APISPE o8P Q12gE AH]
F-ol| Fovet gake vAA] e AoR H9k) wQlEEAH|E AR AR A
THUARE ALSSTRE oz she 543 ol8AdE 7ddAle] dEHos %
F5p7] olele @01l & 5 Jlrk. A AFIARBIEARYY] e ek AR AYEe

°

2 Soshs vgelEs 54 4 Aol 34 et AR A5 ofle T8 2
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el APgEle] a7ds d9E] 2L Sl QI a IRl Fpelle ARE)
Foll Thet ol Tkl vehdaL gl o7l AA(2019)9] A 718
AMu|= FR7IRE 3 A ol gate] Ade HAte] M| o vl TS £

k. =SR] A e Brbas gt HoldT dAEE 283
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of S| A% HiFO R BAAFE NS Al Avke] BAE AT Al 7
AL acide] Aul2 Fao] felnla 9 A Ko AL A
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AeHEAT M5 M1 (2021, 3)

e 71tel thgk Adejuent ofujel Aulze] igolu Q1o tigh Adel7kA] Egherar
3 2= QIth(719], 2010; AW €], 2011; Lo}, 2012; R3], 2016), o|= Hefste] &
olrte 71l FHARI BAYeR V1AEA, ARIaBA, 347840 s w4
Tt Bl ol8AL Adeldo g Fidk AdE, Afu)x e <l Mele] s skt

B,

i

2, 01§ FH) Al FA% BEE

et ©](Parasuraman et al., 1998)F o[- 8AP} AH|2~ oA Qlalsh= 4
AH] 2 9g2dol] ThEl o8t QIAEhE ARl Aot Bl R skl ofE &4
8= Hw& SERVQUAL 28-S 7|akaleict. SERVQUAL R&-e AH]A o] fA}E A& o]
ElH3l] Aol AxlE2, AlE|A(reliability), 25Ad(responsiveness), &7 d(empathy),
&FalA(assurance), @A) (tangibles)] 57 AR 2 FAIEe] QItKParasuraman et al,,
1998). of= A} Hddk ARl ol 71 o] Z38lal e FE HeoltH ol
A - 2hdot, 2000). -F2uEtolM = SERVQUALE RS &4 AH|2e] /0l s 73/d
= Aol H Ao gte] E8shs At v ITHAHEA - A8, 2009: 29,
2011; A4 - 39bA, 20125 8R&3], 2016),

oHPE LAt Bl AP el IR IS UG o 4
W o e R, olelg He] FuHel ZHe olgApl AlaE Witk
sl ] 261k e} W A st ol S vicht 3% 45
o 2% BEThs ZHolA AUl AT 39 FHe] Fsh Ao} ek, FA S
Aol Eas} I Az o] et 8 o] ohfek ofgle] tirolct
(Rust & Oliver, 1994: o5 - 2}Xlo}, 2006).

182 212007 Tl S} olgAPE Aol SRR B 8 el e
2 BB S ol FEIT 2 BAE FReA e ko A CSLKE
ekelitt, CSIKE 2f=re] TS &4 =2 CSI(Client Satisfaction Inventory)& 4=
Aofol e G0l Himolth, CSLdE MRS Al TR g st A
wls Eajel th W 27 Aelel 20} ko AR gk
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ol AR AR AEARISIAHI 210 2020 QFPARIS) TAEA] ALl
A AR} B PMRY ol e (A S B3 24Dt (A4
ABEAA ol g4 Wsk b ARl AlEA ABEANA B o)} FT 2R
AEEHAAN 2] ABEANE 11490129 o} 7)gke] AH|2 o)} & 11489
oA a0 ZARRIGI B e BAolME S04] ol FIAE ol g M)
of tlER7} A9l Bl 23t FoRME, FolIBEAY, iyl gkl )7
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ok

N

34 Age] BEAE olgA ARlolAe, Tl $4 WrE Age Feolet, 5 AR
& ol§A7} olgste Abdoleb 245 w4 Sl 195 o187 AAAVE Wi nesied) o
o] gk 7B A, el shte] QS Fhgshe WAl SRS olgahd
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AeHEAT M5 M1 (2021, 3)

gl wel Eebrle 7Hdete] skl e o FAskelt.

5, W 49 0 24
1) BL4  MulA B

B Ao AfHlz FHEL 1A 9)(2013)7F AlRFeE 478 SERVQUAL A =—3jeere}
W Q|(Parasuraman et, al, 1998)7} 7l SERVQUAL =5 vlEO 2 319e—=2 =73
EchD A% SERVQUAL HE= =gt njel o] A2, 3943, 344, SAlide]
YN JHo= =, 4% SERVQUAL H=o] Foka 3| TE5RIE AAdste] &
Aol FUstrh. Aol 283t Fakee] WA duds A5t 23 aEnks vt

AJ4(cronbach’s @)= 0.8060]34c},

2) B&Hs  Mula 2HEE

S| B ThE TR ARl v 218N 9)(2007)7F TS ol o] &
A} " 2% CSI-K(Client Satisfaction Inventory-Korea) 2 481330}, CSI-KE="AH| 2
Sl gk o) AH|A Bl tigh WS 27 AR F 2070 2o R T
o] QUth?) CSL-KE S48 AR|2 v 3 7358 Bk ffste] that 22
A3t Abake Sl AEFTHAERA <, 2007).

Y= m3)(100)
(NV)(6)

PP X v SHa Bl Polvl, Ve 5 £ 58 olvleit, Al 9
S o) B Al R, B8] QJolel B ojg W, A B3} s 7}
Z o

ZrE Adrgshe SRS TSRl £3EY W dwd Are 0.878010:

S=

1) FSERVQUALA 9] 2 £3he 4] 2]o13)2k B 2]o20)0lx] eld &= glek,
2) CSIKAES] g 23 4841 21(007)7 HRE 912020904 SRIZE 4= Qe

2 ot

4
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Fate] B st ARFEAE @Al ol§ 391 M|zl hal(o] gz, A
B2 U, A1 Aol 35 ?;z AR?, RS EA) )83kl A
HsE A ol83 Wl Al AFIR olel ) Fol ek, cleiEge
AgEe el ik 5 dirers 78 AR Bake olsldl 2hasl,
A7) w25E olgAel Aol B 8-S orlai

FNto] QLABKE ZANE ARITA, Q1A SRR TaEe] glck Al
B A TREe AR B I, A A A 71RE 7 1Y
ol Aot QIF, FARAL Al TS A A S A Aol v
B S QeFehs 74 A a2 olgsle] SHalelh. W4T 2e5E Twe] o
A= o] TS a2 olnlaih

) £x ol
24 BRole 719l S0 APABIS St A5 S, o) ANl R, A
s 57 5% B oHA 50-60] S, 65-7irts] 7] ), 754 o4

of $7] wolow iR} Peh PRI BVIek MISAL Sl B9 12 T
GG 0. 0|80 AT hTASe 1P ol ARFToR ro] FEsp
3, BEE WA gfete] Z0E Hsle] BN, WG FES T, 25, 53
S, AR o P 19 59 e Fol A AT 2t
% W znar F9 A%E TP APl ST 4 B Ao BawE 2
=R 1904 59 ke 7K, At E2E O Be 4l

4 ME}. o] AMZFLE olg AP} o}gah= Mule] Aol
we} FL WA S gl ofol ofg Ml EFs} olgHe] Muls ol A U
BEES BABKIE olg A2 FRE FoRME, JHIBEAL, £o17125%)
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AeHEAT M5 M1 (2021, 3)

7NH F3e] E4o 7 v R, 7@ AR, V)ge] Jelde EABIL). v
o] JraE 7o) A Qe 2E FHakeith 7R AARE =R 44E A
d AREAl Fast wQlo = 2R3t 4 ‘”‘:} 7]4-/] AR} ol2ut AEA], 5 A
= 19 s Folekgle). 71e] Juld
o= Jelrho s 19] Zhe Hold)

_?,
KL 2] AKERAe), Aehel, Shmsl, Alhiel, Fael, o2l 7} 2 X
O

v, o7 23
1. 71&8A 2%

Aol Fleh A W1 FERIRIY] TSl 7%4* ke gt} olgap} ol

; 2 LEhtoH, TR e 75,9701k A
Hlzgrale] shel el A, %%“é, 4, 51-71\_]/\494 A= 7kt 1724, 174,
16,874, 1738 02 Uepsdtt, R0 819 g3l saAlel vt e Bt 76.8%
o2 F3tel vlal tha #3kaL, ARl o) igh e VSR S0 U 746

3l 0]041;]..

olgxle] A= 754 oPde] 3] MEAL 77.5%E TS 2RAIERC B4 gt
<] 38 7965k0] Bi$ARE UULE. 71HAER 3l YT 452 Het oF 1209H1013)

T} W5 e BAE dgdoR Fqalsion), 71 EMeke HEdos HE
6}914. 253 AJs} oPde] B1eo] 46,5%% TS AAJslltt. ol 8sh= Aqa]i_q
B FoRIHE MM} 44 4%2 7Y Bk, 01871 89F0] 30.3%, AlolEEXR]

o] 25.4%9] =030tk AH|2 HRlREEL G9 oF 11.67IoR ura}uu}
7N S38 oAt HES BAE Zlo] ofuel, o84} #io] oSk APd HRE

riz OFN

O
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RAgh Folk, olga} Eiol AT VN £4S Irj Balsh AWl &3 olda}
27} A1) ofake o) whzolc). sjge] o)A & ARlgle Wi 67177010, B
e 4391 B8 bPABA ISR, Tiake AHIAE ATEE Bl A
1 lslo] e SAfolc, olgAt 4] 9lsl Wake e] 2, ok 2019
ol 72310 20199 01847} Fle] Qi AT EAfel] WOl AlEAle] 2494}
W w9 Modol] 2AKe Fleke] ML sz LR mhAjso 2 Geiale 28 6%el

M-S st

rlr
|
|rt

(Table 1) Summary Statistics of Sample

Variable Mean/% | SD Min, | Max.
SERVQUAL _total 68.4 5.7 46,0 80.0
SERVQUAL reliability 17.2 1.9 12.0 21.0
SERVQUAL responsiveness 17.0 19 1.0 21.0
SERVQUAL_empathy 16.8 1.9 11.0 21.0
SERVQUAL assurance 17.3 1.7 12.0 21.0
Satisfaction_total 75.9 7.6 517 96,7
Satisfaction_supplier 76.8 8.1 528 100.0
Satisfaction_outcome 746 85 50.0 938

50~64 78

gfgjp 65~74 14.8

User—level 75 and above 775

(N=142) Marital status (1=married) 387

Equivalent household income

(monthly, 10,000 KRW) 1203 | 77.8 | 40.0 | 3650

Education(numerical scale) 23 1.0 1.0 50
Uneducated 218
L th | t
ess than eemen ary 465
school graduation
Less than junior high

Education junior g 19.0
school graduation
Less than high school

. 9.9

graduation
College or higher 2.8
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AeHEAT M5 M1 (2021, 3)

Variable Mean/% | SD Min. Max.
Day and night Care 44 4
l?rj\icz Personal assistance service 254
Long term care 30.3
Need for care services 4.6 0.7 1.0 50
Copayment for services (monthly, 1,000 KRW) | 116.2 1035 0.0 320.0
Information sufficiency 49 0.9 3.0 7.0
Agency selectivity 51 1.1 3.0 7.0
Workforce selectivity 49 1.0 2.0 7.0
Service competition 48 15 2.0 7.0
Workforce competition 45 1.3 2.0 7.0
Agz:;y_ Fair competition 4.4 06 3.0 50
(N=14) Number of user (annual) 671.7 1951.6 50 | 7410.0
Region (1=rural area) 50.0
Type of agency (1=profit) 286

2. 71 734} o84 AdEo] Au|A FAd Ak P

B 4ol oM, AHHTE FUSHA 930 7 i QARRfe gt PAdEE
23S BAste] ek Ul K intraclass correlation coefficient: ©J8} 1CC)S I}}}ict,
n = Fael 3 B F 25e] B g g onjai), B2
ARl Fol| ek FARERY B4 A3, ICGE 0.2010]900. k= o8t 085}

T 7] EAdo] ol gAP} Ik S MMl F30] 20.1%E ARt 2 ofv]

O

AjEE AR aFEe] ofFF 891 A Ak vt Ak AMulaEEe] Y mEH
AH|EAL] 819 7)) 9 BEE AABEITE (Table 2) o] A= 713 72| B4
g Q12 o8l A I, Al A, Jerd oS F3ke 2] SEETRY
(random intercept model) oo}, AR|2E2 F3PSol| tist 4 AE BH, o84}
TFro] ARG AMaEEe AA ofFks AL Sl A= VERITHD=1.160).
A= AlE QIS 2PAlo] MEld = gl ThsAdo] =rhd o8Pt QIAEh= AMulaFE

2 A E=8Hb=1.001). 71 Adede Mulagdel folgh ks 24 e Ao
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Pk G50l QeRe 45 Aol o olgAle] MI2EY B4 Skt
(b=4.451). WHE, § Afoll el AL ol8Re olgAte] AED Hee 5
SEESRERERE R uemb;s 008). oF= AEAIS] F/E b B
of Zx7} AuI2E el Feke Fa ghe Aol Aol B el thet w2t B
232 Welrh oleld ABE AuERe 39l v FeleE T wAu
Apl=ERe) 3] Tl FelelAfe o} 8A7) o] g3k Al SRl mheE AulaE
of Ao} WA, FoRE AHIAE EoR JHABEANS olgSH B
AEIFS) MR T G B Eeel BAACE AEEN A
b=1.067, B4 b=1.139). =14712%8 o}gal A9t FoRks diu] e A
2F Qe Holw QIolek. AR, SR, B, B B 5] BTS B
S}, o8P Afulsel theh ARE FH3) U Q= AuFRAL AulaFe] 87
3 oAb=0.449)3% 1 FSb=0.33D N A FFS AT U Sl
o T oole] AERe] £8 XW} S A2 FeFehE BYHD=0,408),

7R Aege Aul2sEde] 319] ool BAROR frold IR 24 28 Ao

hol

r&
o
_vg

PE

mhAEto 2 olgje] ARIhZE SOd64AI) FmAlel sl weole] A5 AulEY
Q12Jo] 3k}, ik, AHI2EE S5h elolii oleld Al WIEA ek, ¥

7] EA = wie] At Yehgz)ol siael gelst dart gl
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(Table 2) Influencing Factors on SERVQUAL: Random Intercept Model

SERVQUAL SERVQUAL SERVQUAL  SERVQUAL SERVQUAL

total reliability _responsiveness _empathy assurance
Age group (ref, 50-64)
65-74  4.030" 2101 —-1.106 1.964™ 0.626
(1.946) (0.751) (0.714) (0.707) (0.645)
75 and above 55377 2.600™ —-1.372 1.914™ 1,050
(2.083) (0.782) (0,744) (0.737) (0,673)
Married -0.273 0.072 0,221 —0,166 —0.027
(0.787) (0.309) (0.294) (0.291) (0.266)
Equivalent 0.237 0.443 —-0.217 0.578" 0.085
household income  (0.919) (0,348) (0.331) (0,328) (0.299)
Education —0,064 0,191 —0.556™" 0,102 —0.040
(0.450) (0.179) (0.170) (0.169) (0.154)
Type of service (ref, Day and night care)
User Personal 1.835 1.067° 0,450 1,138™ 0,400
—level assistance service  (2.566) (0.596) (0.567) (0.562) (0.512)
Long term care 3613 1.729™ 1477 0.848" 1.029"
(2.632) (0.518) (0,493) (0.488) (0,445)
Need for care -0.209 0.084 -0.275 -0.345 0.340
services (0.652) (0.256) (0.243) (0.241) (0.220)
Copayment —-0.003 —-0.003 0.002 —-0.003 0.001
(0,006) (0,002) (0,002) (0,002) (0,002)
Information 1,160™ 0.252 0,449™ —-0.035 0.332"
sufficiency (0.528) (0,209) (0,198) (0.197) (0.179)
Agency selectivity 0.413 0.095 0.072 -0,047 0.007
(0.454) (0,178) (0.169) (0,168) (0,153)
Workforce 1,061 0.209 0.025 0,408 0,110
selectivity (0.475) (0.184) (0.175) (0.174) (0,159)
Service 0.086 -0.215 0.030 -0.179 =017
competition (0,755) (0,140) (0,133) (0,132) (0,120)
Workforce 0.080 —0.003 0.016 0,226 —0.039
competition (0,970 (0.194) (0.184) (0.183) (0.167)
Fair competition 4 451" 0.969™ 1,508™ 1562 1.250™"
Agency (1.854) (0,398) (0.379) (0,375) (0,343)
—level Number of user —-0,498 —0.234 —0.204 —0.458™ 0,040
(0.770) (0.153) (0.146) (0.144) (0.132)
Rural area —5.008™ -0.832 —1.336™ —1.206™" —1179™
(2.381) (0,528) (0,502) (0,498) (0,454)
Profit 2.335 0.479 0.640 0.217 0173
(2.513) (0.511) (0.486) (0.482) (0.440)
Level-1 variance 6.17 2.96 508 1.81 814
Level-2 variance 16,33 264 239 234 1.95
Observations 142 142 142 142 142
Number of groups 14 14 14 14 14
Log likelihood —4101™ —270.3™ —2632™ —2619™ —248 9™

Notes: Standard errors in parentheses, 0,01, 0,05, (0.1
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(Table 3) Influencing Factors on Total SERVQUAL: Random Coefficient Model

Information ~ Workforce  Information Workforce
SERVQUAL  sufficiency  selectivity — sufficiency selectivity

_total X X X X
Rural Rural Fair competition Fair competition
Age group (ref, 50-64)

65-74  4.030" 3.892" 4.201" 4. 444" 4.073"
(1.946) (1.920) (1.910) (1.920) (1.924)
75 and above 5537 5617 5.610™ 6.390™" 5.292™
User (2,083) (2,054) (2,048) (2,057) (2,051)
Married -0.273 —0.365 -0.625 —0.442 -0.319
~level (0.787) (0.777) (0,787) (0,775) (0,782)
Equivalent household 0.237 0,293 0,288 0172 0,405
income (0.919) (0.907) (0.904) (0.901) (0.907)
Education —0.064 -0.078 —-0.037 0.009 -0.130
(0.450) (0.444) (0.441) (0.442) (0.447)
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Information  Workforce  Information Workforce
SERVQUAL sufficiency  selectivity — sufficiency selectivity

_total X X X X
Rural Rural Fair competition Fair competition
Type of service (ref. Day and night care)
Personal assistance 1.835 2.423 2317 1,250 2.760
service (2.566) (2.596) (2.739) (3.164) (2.283)
Long term care 3613 3.680 4115 4017 4265
(2.632) (2.650) (2.835) (3.098) (2.283)
Need for care 0,209 -0,280 0,368 -0,063 0,056
services (0.652) (0.644) (0.644) (0.640) (0.656)
Copayment —0,003 —0.004 —0,003 —0.004 —0,005
(0.006) (0,006) (0.006) (0.006) (0.006)
Information sufficiency 1,160 0.054 1.176™ —1.698 1.104™
(0.528) (0.774) (0.517) (3.945) (0,523)
Agency selectivity 0.413 0.258 0.395 0.415 0.349
(0.454) (0.455) (0.446) (0,444) (0.450)
Workforce selectivity 1.061™ 1.169™ 0.232 1.063" -7.078™
(0.475) (0.471) (0.636) (0.473) (3.385)
Service competition 0,086 0.024 0.214 0.491 -0.093
(0,755) (0,762) (0.811) (0,898) (0,651)
Workforce competition 0.080 —-0.030 =011 0.288 -0.045
(0.970) (0.979) (1,047) (1.254) (0.840)
Fair compeition 4. 451 4.429™ 4.443" 2.599 4,164
Agency (1.854) (1,864) (1,975) (4.308) (3.969)
—level Number of user —-0.498 —-0.621 -0.563 -0.807 —0.422
(0.770) (0.778) (0,824) (0.884) (0.671)
Rural area -5008" 387" 2717 —5.969™ —4.372"
(2.381) (5.153) (4.614) (2.830) (2.097)
Profit 2.335 1.399 1.568 2.481 2.780
(2.513) (2.577) (2.723) (2.981) (2.190)
Information sufficiency 1.819°
X Rural (0.938)
Workforce selectivity 1.648™
X Rural (0,833)
Information sufficiency 0.641
X Fair_competition (0.886)
Workforce selectivity 1.809”
X Fair_competition (0.749)
Observations 142 142 142 142 142
Level-1 variance 6,17 6.35 7.29 329 4,09
Level-2 variance 16,33 15,84 15,60 15,40 16,14
Number of groups 14 14 14 14 14
Log likelihood 401" -4082™ 4082 —409,5™ —407.3™

Notes: Standard errors in parentheses, “"(0.01, ™1X0.05, *{0.1

80 Korean Association on Social Quality



BTN SEAHIAS B Y BEE0]

=

B 08 RHI0] 0]

e T

3. 7R 734 o]$A} AdEe] Au|A WS wAlE 4%

— = (<]

A2 WSS B BAof] o] FL2ARRES 53 A} ICCRE 0.2002 2 YER:S:
T} = o] 8A7} QlAlER= AfH| 2 BERS] 2006 713 £4d0) oJ3) AEicka B 4 9l

J

¢

O.

Ak TS (Table 4)= S A= wwol] tigh H33]#RE 24 Aot &%
A= o) gk 2470 e RS SIS 2] Ak ARlA v

R3] ARz FEAel gt WEE ejar Auls Aajel] tigh WE BEof Folrt
ARIEE BEPRE g, 7|3 deido] Al WISEE oSSkl it o]8Ate]
713 Aedo] 88 A A2 T (b=1.423), 39AF TEE(b=1.120), A%} 3¢
Z2(b=2,345)7} 2 A0 Yepitl ARZFEAS A} viEroxyt fo3l A4 o
FES HoiL alb=1.734), e A= RiEmoi= fogh ofakEs A
I A el ot Alre] WERd AAlE A|sEde] a3l oheA] oigitt
713 ol Aulz AF 7] 1Ak BASH Aol ARl RS A
ARl S AL = AR R A AR viEEe) 3EA) vEE, A
T BoA FUsh ARdrh 5k 5 Aol g AP olgale] HEEE F

A19e] IR Hry vre Zlow vepitt, A AHlA wEEE Wk (h=-5.005) 52t

°

o thet WSt mER Vislthb=7.480), 71 Rl AER e Wl o8 S

A Al e 1 ofFele A Qeieh Qb AlEe) B7by et
Apls W 55 mge) AE delehd F1ke] sk 2 Aol o}8A) o] A
& Adeka 171 olgrka wekech

[>
o
E{E
g
rti
f
{
=2
H
o,
2
2,
ook
(o3

(Table 4) Influencing Factors on Satisfaction: Random Intercept Model

Satisfaction Satisfaction Satisfaction
_total _supplier _outcome
Age group (ref. 50—64)
65—74 3.262 1,516 5.619"
(2.870) (2.889) (3.244)
User—level 75 and above 2.941 1.344 6.700™
(2.991) (3.082) (3.381)
Married 0.684 0.326 0.556
(1.182) (1.173) (1.336)
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Satisfaction Satisfaction Satisfaction
_total _supplier _outcome
Equivalent household 1,412 —0.313 2786
income (1.332) (1.362) (1.505)
Education -0.382 0.280 —0.889
(0.684) (0.672) (0.773)
Type of service (ref. Day and night care)
Personal assistance 3.010 0.443 5.053™
service (2.278) (3.390) (2.575)
Long term care 5.971™ 6,092" 3.368
(1.980) (3.410) (2.239)
Need for care 0.336 0.750 —0.610
services (0.978) (0.972) (1.105)
Copayment —0,010 —0.007 -0.010
(0.009) (0.009) (0.010)
Information sufficiency 1.165 1.014 1.734"
(0.797) (0.787) (0,901)
Agency selectivity 1,.423" 1,120 2.345™
(0.680) (0.676) (0.768)
Workforce selectivity 0.456 0.851 0.551
(0.705) (0.707) (0.797)
Service competition —-0.964" -0.671 —0.605
(0,534) (0.974) (0.604)
Workforce competition 0.740 0,483 0.847
(0.741) (1.254) (0.838)
Fair competition 5,467 4,633 4,849
Agency— (1.523) (2.433) (1.722)
level Number of user —1.152" —1.345 —0.349
(0,585) (1,001) (0.661)
Rural area —5.605™" —7.484™ —2.913
(2.020) (3.123) (2.283)
Profit 2.042 3.232 1.977
(1.955) (3.259) (2.210)
Level—1 variance 1.07 9.15 4.45
Level-2 variance 38.53 36.47 4924
Observations 142 142 142
Number of groups 14 14 14
Log likelihood —460.7" —4651" —478.2™

Notes: Standard errors in parentheses,
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Abstract

The Effects of Institutional Selection and User Choice on
the Quality and Satisfaction of Care Services for

Middle-aged People and Older Adults
. Focusing on the Case of Sejong City

Susie Park
Associate Prof,, Dept. of Social Welfare, Gangnung—Wonju University / Lead Auth,

Hyungjohn Park

Researcher, Sejong Public Agency for Social Service / Corr, Auth,

This study analyzed the impact that institutional competition and user choice have on the quality
and satisfaction perceived by users regarding daily life support services provided for middle-aged
and elderly people in the community. The data used for the analysis are from the 2020 Sejong City
Social Welfare Facilities and User Status Survey. The data were characterized by the Sejong
Institute of Social Services, which conducted a full survey of social welfare facilities, and then were
combined with the user survey data. Considering this, a multi-level analysis of user-level and
facility-level data was conducted. The analysis results showed that the user-level information
sufficiency and workforce selectivity had a static impact on the service quality. The agency
selectivity was consistently static in service satisfaction totals, supplier satisfaction, and outcome
satisfaction. The agency-level service competition and workforce competition had no significant
impact on either the service quality or satisfaction. Users' satisfaction with the quality of service
was high only when the institution recognized fair competition. The agency-level process
competitiveness becomes greater through its interactions with the static influence of user-level
information sufficiency and workforce selectivity. In the conclusion, we discussed the need for
one-stop centers to integrate community information, the need for providing information on care
workers, the importance of expanding infrastructure and providing information in towns and
villages, and the need for support for fair competition.

Key Words: Social Care Service, Competition For Institutions, User Choice, Quality, Satisfaction
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