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Factors Related to Quality in Child Care Services and Their Effects on User Satisfaction
and Intentions of Users to Reuse Such Services
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ABSTRACT

The purpose of this study is to understand how the factors related to quality in child care services
effect decision making of parents to use such services again, using the parameter of parental
satisfaction as a measure. In order to support the researcher’s hypothesis, data was gathered from 566
households who send their children to one of the child care facilities in Goyang-Shi, Gyeonggi-Do.
The collected data was then analyzed by means of structural equation modeling. The results of the
analysis showed that the higher the level of assurance, service tangibility and empathy were, the more
the parents were satisfied with the service. The more they were satisfied, the possibility of using the
service again increased relatively. In conclusion, various political and practical implications were also
addressed and discussed on the basis of these results, with the aim to improve the factors of quality

in child care services and parental satisfaction.
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Noh, 2006; Lee & Lee, 2011).
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(Figure 1) Hypothesized research model
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(Table 1) Confirmatory factor analysis of child care services quality factors

Quality factors Standardized t p
Observation and record keeping 743 -
Reliable Service information 805 19.137 e
Punctuality 838 19.969 e
Consistent service 839 19.991 e
Help for parenting .836 -
Responsiveness ~ Prompt respond to problems 764 20.289 e
Respond to users’ requests .828 22.572 ok
Individual attention .899 -
Empathy Caring 923 35.147 e
Understanding 945 36.931 e
Modern equipment .694 -
Tangibles Appealing facility 753 15.752 e
Professional appearance of staff 822 16.834 e
Knowledge of staff 784 -
Assurance Confidence in user 731 17.800 B
Feel secure of the user 814 20.134 e
Model fit X2(df) TLI CFI RMSEA
312.870(94) .956 .966 .064

*p < .05 **p < .01. *F

2) M| RERE

*p < .001.
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(Table 2) Confirmatory factor analysis of child care service satisfaction

Variables Standardized t p
Help from the service 716 -
Better than before 792 19.530 e
Satisfaction ~ Worth child care service tuition .842 17.682 e
A positive change 756 15.797 e
More help than expected 814 17.151 e
X2(db) TLI CFI RMSEA
Model fit
6.875(2) 985 997 .066
*p < .05 *p < 01. ***p < .001.
7l Bad ol 2g A ol& B AAA'S Al Welesk o|gAZle] A4S BEE) &
‘o] oA =g w2 Ao gig] o2 Al Al o1 (Kim, 2001; Lee et al., 2003), Z213 &
FA AR tg Fgoz F4 k. o A4 FFol E2TE USRI B AT
FHe] EFom A Aolgditke APFA ZAIHChoi & Kwon, 2006; Lee & Kwon, 2011)E
T 3 A7t AR o3 YA BREE & 7R oA HFESZRIOY ojde F
sttt AQler A% siginh
4) SRS 3. Xj2EA
Hexu 2 F4 ale] mj7) M4l gl
HAF AT Aol gL At nAE dFH = AT 54 9 Fodsd g 714
SA SlolM 74 A BAE wiAlsh] ek BAl o] ARIEAE SPSS 19.08 AMESte] &
of Aol ATt F2 ARRIZAA w7 Agar, HaAE|2F A, Ae| 2 BEE, Aol &
HEE BAMTE At &, 7 &50] oJAlzte] ZdZol ot F27G A R (structure
=555 AH| A 7} =01 (Ko, 2005), equation modeling) &A1& AMOS 20.0 Z= 17
otmso] A3 A A9 B Mo +4 = o] &3k
< NtEA] AR & A s of gt AT
(Lamb, 1998)°]] &A3le] A5S 7|Fo 8 =3
& ALE #7254 Mo 44 sk M. oAz
3 F RO o] UorE ey} o
(Kim, 2001; Kim & Choe, 2003), A4 2] 1 o] 1. 3Q H0| J|=SH 2
EE5E NS A 24 el gig <l
2Jo] ke AFEIHKwon, 2012; Jeon, 1999) FQWo] 7|4 EA %S Table 37 ZTh H
£ 27z 3R B3 o] AWS BAM SN~ Q) F IS 2Fsker A
Aoz AYsisirt ofdolq] o83 #dd F & ® 4N EFe] F 3.32~3.54 Aol £



EeMd|a FHQ0l0| AH|A 2HERD} RHo|Z2lAldf olXl= FEt 9
(Table 3) Descriptive statistics for variables (N = 566)
Variables M SD
Consistent service 3.37 509
Reliable Punctuality 345 S12
Service information 3.54 520
Observation and record keeping 3.32 .588
Prompt respond to problems 3.30 526
Responsiveness Help for parenting 3.33 573
Respond to users’ requests 3.35 567
Service Individual attention 305 647
quality
factors Empathy Understanding 3.06 .682
Caring 3.02 .694
Appealing facility 322 587
Tangibles Modern equipment 3.02 .641
Professional appearance of staff 3.27 .569
Confidence in user 3.32 507
Assurance Knowledge of staff 3.18 547
Feel secure of the user 3.29 538
Reuse infention Use again in the future 3.40 .622
Intention to recommend to others 321 .634
Help from the service 3.36 555
More help than expected 3.29 .620
Satisfaction A positive change 3.34 .610
Worth child care service tuition 3.16 .632
Better than before 3.16 .650
Too], oA e 2ok ALe B 3 B 336 Alole] REslo} glon, Aol gejatg 2
o] e 3.30~3.35 Afolel] X HoI3 »t— A ekt AHEE 270 30 B 321~3.40
o Jeygt. 2 24eed AeE 3 o= ey
N E3te] HiS 3.02~3.06 Ato]dl] X,
94 SHshed AE 3 B Hi 2 H2MH|A ZZQ0I0| MH|A OIEL 2 |
2 3.02~3.27 Alelol X, R3S S8k 0|2 QAN ek D)Xl d=2
ol AHEE 37 B3] HiE 3.18~3.32 Al
o £E Hof e Aoz YEuh HEEE HA HEAH] A FH 8003 HaAn| antE
Sdeted AHSE 578 £3e W2 316~ %, Aol &oJALE FAHER TAsl] A HSE
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Reliable
-

Service
M. quality factors

Tangibles
.8

Reuse
intention

Satisfaction

Use again in the future |

Intention to recommend to others |

More help than expected

A positive change ‘

‘ Worth child care service tuition ‘

Better than before ‘

Help from the service ‘

(Figure 2) Path model of mediation

(Table 4) Path estimates of variables

Path of variables Unstandardized ~ Standardized S.E
Child care services quality factors — Satisfaction 915 796" ** 052
Satisfaction — Reuse intention 1.068 929%** 0.71
Child care services quality factors — Reuse intention 114 .086 .066
Control variable
Age of a child — Reuse intention -.019 -.039 012
Income — Reuse intention -016 -010 041
Educational level of caregiver — Reuse intention -.007 -012 013
Hours of use — Reuse intention -.001 -014 .002
Using of vulnerable child care service — Reuse intention .026 022 .029
Model fi X2(dp) TLI CFI RMSEA
402.663(116) 931 941 .066

*p < 05 *p < 01. ***p < .001.

REa o
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=
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= et

o] 3t o] A3y EAM AT Table 49} 2
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Consistent service

83
Punctuality 83
30 7 .
Service information
74 .04

Observation and
record keeping

Use again in the future

Reuse
intention

Intention to recommend to others

Prompt respond to 76

problems
|
- .08
99 #*x More help than expected
10 =

78 A positive change
Satisfaction

28 *%x / X 81

Worth child care service tuition
Tangibles
30

Better than before

Professional
appearance of staff

Confidence in user 73 36 *xx 79

i
Knowledge of staff @ Help from the service
81

Feel secure of
the user

(Figure 3) Path model of services quality factors in complete mediation
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(Table b) Path estimates of services quality factors in complete mediation model

Path of variables Unstandardized Standardized S.E
Reliable — Satisfaction 042 041 .089
Responsiveness — Satisfaction 076 .083 .082
Empathy — Satisfaction 076 101* .033
Tangibles — Satisfaction 280 283** .083
Assurance — Satisfaction 379 367 110
Satisfaction — Reuse intention 1.152 999*** .053
Control variable
Age of a child — Reuse intention -017 -.035 012
Income — Reuse intention -014 -.008 .042
Educational level of caregiver — Reuse intention -.005 -.009 013
Hours of use — Reuse intention -.001 -011 .002
Using of vulnerable child care service — Reuse intention .024 .020 .030
Model i X2(df) TLI CFI RMSEA
881.270(334) .937 994 .054

*p < .05 *p < 01. ***p < .001.
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o #ld FAeloR Ay Aby, AW, & e Hu 5(1999)0] AR 71=E 55 /\]7]
Al Bk 2E A3 Bl A Gl ol = AT a5 28 AREE HelFa gl
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shAA Olﬂiﬂ A BE =2 gl fle 7t
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