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The Influence of Job Stress of Care Workers on Customer Orientation
-The Moderation Effect of Self-Perceived Health Level-

Gyu-Hee Lee, Kyoung-Won Cho¥
Department of Health Care Administration, Kosin University

<Abstract>

Objectives : This research analyzed the general characteristics of care workers and verified the
correlation among self-perceived health, job stress and customer orientation. Methods : We conducted a
survey from May 1st, to May 31st, 2015 of 260 care workers who are affiliated with elderly care
facilities or home care facilities in Busan, Korea. Results : The more the workers were stressed about
their organizational culture, the more they recognized psychological difficulties. However, there was no
correlation between organizational culture and their tendency to be oriented toward customers. It was
verified that the recognized psychological health has a positive regulation effect between customer
orientation and job stress such as job skill requirement(p<0.01), job autonomy(p<0.01), and
organizational culture(p<0.01). Conclusions : Because both suppliers and recipients of care services are
aging, it is necessary for elderly care facilities to make a greater effort to minimize the physical and

psychological losses of recipients.
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FA S Y3l Parasuraman-Zeithml-
Berry(1988)7} 7t SERVQUAL =& Kim[12]
7F SGHITAY EAo A AT EFE A

£3}% 3L Cronbach’s a.&= 0.990 ©|th.

<Table 1> The categories and item in the
questionnaire

[tem
Category Number N
Materiality 1,2,3 3
Dependant  Customer Reliabilty 496 3
Variable Orientation Reac‘tM‘ty 789 3
Conviction 10,11,12 3
Empathy 13,1415 3
Job Demand 1,234 4
Job
Autonomy 56.7.8 4
Relationship
Conflict 31011 3
" . Job Stress \(J)ob In.se?urlty| 12,13 2
ndependen rganizationa 14.15.16.17 4
Variable System
Improper 18,19,20 3
Compensation
Organizational 01020324 4
Culture
Self—perceived Physical 11
Health Mental 23,456 5
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Efov} £85% AAA0R PEu AR ok 2AEH dF 2ER2) £24E A
Ho] 31X G| whels AS 2 "o 23 o8 v JAAFAT ARG et A
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<Table 2> General Characteristics

Variable Category N %

I Home 211 81.2
Affiliation Institutions 49 18.8
Gender Male 12 4.6

Female 248 95.4
Age(years) 60.32+7.412

Unmarried 5 1.9
Marital Status Married 235 90.3
An absentee spouse 20 7.8
Graduation from an Elementary School 15 5.8
Education Graduation from a Middle School 59 22.7
Graduation from a High School 167 64.2
Graduation from a University 19 7.3
Christianity 107 411
Buddhism 59 22.7
Religion Catholic 31 1.9
No Religion 52 20.0
Etc. 11 4.3

Career 34 months + 23.485
Career in Care ves 188 r2.3
No 72 271.7

Career duration in Care 33 months +24.386

Service Duration 28 months +19.884
Earning 69 26.5
Senvice Motive Ready for Retirement 73 28.1
Volunteer 65 25
Etc. 53 20.4
Permanent Employee 163 62.7
Forms of Employment Temporary Employee 83 32.0
Etc. 14 53
day—duty 213 81.9
. 2 shifts 36 13.8
Working Pattern 3 shifts 1 04
Etc. 10 3.9
No 137 52.7
Health Problems Yes 123 473
Musculoskeletal 110 42.30
Respiratory 10 3.80
Digestive 14 5.40
Health Problems Category Mental 29 11.10
Skin 6 2.30
Sensory Nerves 13 5.00
Urinary 3 1.20
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<Table 3> Factor Analysis

Variable
Organizational  Organizational Job Amount Job Technical Job Autonomy
Culture System Demand Requirements
Job stress 24 .842
Job stress 21 832
Job stress 22 708
Job stress 12 687
Job stress 13 651
Job stress 23 630
(-)Job stress 16 .806
(-)Job stress 17 746
(-)Job stress 18 744
(-)Job stress 15 726
Job stress 2 .873
Job stress 1 .870
Job stress 6 .827
Job stress 5 .805
(-)Job stress 8 .812
(-)Job stress 7 756
Cronbach's a 0.861 0.766 .846 0.689 0.754

(=) inverse coding

<Table 4> Customer orientation according to the general characteristics

A B C D E F G H
Job Amount Demand 1
Job Job Technical Requirements ~ .309x = 1
stress Job Autonomy —.155% — 334%*x 1
Organizational System = 148%  —204x%  243xxx 1
Organizational Culture AB4xwx  316%xx  — 332xxx -.089 1
Self-perceived Physical Health .07 .083 .155% .067 -.006 1
Self-perceived Mental Health .390* % * 184xx -.011 —.080 .312%*x 187+ 1
Customer Orientation 118+ A79x% = 161%* = 41D%*xx -.011 -.052 -.047 1

* p<0.05 **% p<0.01  **x p<0.001

A Job Amount Demand, B Job Technical Requirements, C Job Autonomy,

D Organizational System, E Organizational Culture, F Self—-perceived Physical Health,
G Self-perceived Mental Health H Customer Orientation

2) AR2EH 2, BIAARSFE, TAAFA BAQAE 1.0%4~14252 10 ©]t2 EZHo| 9
o #A omg gEETAAY I 9= Ao iy
BRIAAZ}FEo| AF2EH 29 1HAFA o] YAA AR Fp5aT)

el BAE A=A Eotiy] S8 243 Model 19141 973 EA4o] £ (p<0.001)¢t 2

A4S AT BANTE 9Nk E4s 10 BEQTp<00l)7t TAANGAN A+ FTFS

Aol Flatia SR AFRAAEHAE u]aiztﬁ, ZAAA (P<0.00)= (- FFE v

2dA e, 3EA BJALANZFER AF2EY At gy AFFLTAEYAT} BE4E £

20 B}sAg WFrE A2 Fdste A4 3 AAA g 2EH 27t ASFE 1AR G o]

Teds A oIt £ F ok SHHEFEY ARES
SHHSE 1Y os A4 2AE ot 2 424019 BF ] AL 9.270(p<0.001) 0.2 2

3} FAgA ol 702~ 914 0.1 o)AtollaL, HAF o HYEy] o8 T AEE.
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49301H 2ol A4S 9.375(p<0.001)2 =

Hol f98 9% WAL s Yotk SJ
o ARES Leolr mde AR AWEY] A == Al Edk adj R* @
7451(p<0.00)E E¥-& AWl 93 =TFEe o] Model 194 378, Model 3914 44002 <l
gtk s BAAANADGE AR2EY  AAFAAGE ARAEd2G AN B
sob AAGH] BANA 2AEY B Ao 2AEAY 4B = AT AFHY
4 g AoE AFEUT. o BAAAHAAGE ARAEY LY HTIE
HARAAARANAZS] 4548 AFT Model LT (p<0.01), AFAEA (p<0.01), 22 E3Hp<0.01
3olA dwrd EA T Ex(p<0.001)7F AR A oF ARG 1Y A+ 2EEHE e AL
o B(+)Y ¥FE "L, 28A A HF2EY 2 A4FHA
289 F ARIERT(E05), ARASA
<Table 5> Moderating Effect of Self-perceived Health
Customer Orientation
M 1 M 2 M 3
B () B (t) B (t)
Constant 4.087 (13.852) 5.112 (7.274) 6.312 (8.987)
D Home (1.945) 232 (1.921) .263 (2.290)*
D Graduation form a Middle School (.784) 104 (.824) .063 (.532)
D Graduation from a High School (.692) .087 (.715) .062 (.538)
D Graduation form a University (1.907) 287 (1.898) .252 (1.732)
Step 1: D Buddhism (4.215)%x* 254 (4.001)%** 257 (4.325)%%x
e Dt |' D Et -261  (-1.733) -247  (-1.619) -202  (~1.410)
ontro D Have No Religion -.044 (-.670) -.033 (-.501) -.003 (-.045)
D Contract Worker .098 (1.731) .087 (1.464) 119 (2.172)%
D 2 Shifts -.155 (-1.228) -.188  (-1.468) -.133 (-1.096)
D 3 Shifts 324 (.855) 355 (.933) .349 (.970)
D et. .253 (1.438) .230 (1.294) .243 (1.400)
Job Amount Demand .087 (2.698)x* —.036 (-.312) .076 (.826)
Step 2: Job Technical Requirements .053 (1.507) 049 (.407) -.238 (—2.250)%
M i?\ ;‘f t Job Autonomy -.036 (-.872) -.178 (-1.548) -.315 (-2.567)*
ain €Mt organizational System -221 (~4.353)%xx -239  (-1.610) ~-.110 (-.746)
Organizational Culture -.064 (-1.671) -.140 (—1.224) -.366 (—3.375)*x*
Step 3 4 Amount Demand * Physical 071 (1.183)
interaction
Job Technlcal Requirements * 008 (114)
Physical
Job Autonomy* Physical .091 (1.412)
Organizational System * Physical .016 (.202)
Organizational Culture * Physical .051 (.862)
Job Amount Demand * Mental .000 (-.003)
Job TechnicalRequirements * Mental 124 (3.023)x*
Job Autonomy * Mental 122 (2.767)x*
Organizational System * Mental -.032 (—.636)
Organizational Culture * Mental 113 (2.933)**
F-value 9.270%** 7.451 x %% 9.375%*x
AF-value 7.007 %% .942 6.044+%*
R2 424 436 .493
adj R? .378 377 440

— 180 —



The Influence of Job Stress of Care Workers on Customer Orientation

re

ogk
ox,

~

>,
l
i

Ao Ao WE AAE B 2
Ao wol oA dR A7 260
duta S4B} Ao duby =
L oA zpel7h A
& 60.32(+7.412)H, Az}
T w9 Q%AA 147] QYHRFA}
S AT9]9] BAAH-L 40.96(27.9)
BEE O8N QYR TA 2057
2 3 AF6le 40Ut M wsteH

@i
|

e & op
z
2

R
Bl 1x
ok ok
K

o b 0 o o
-
=
o
D
{o
o

Mo = Mt Hz rlr ox oF
o
=

o oqu [o

60t 1%m oItk £ 79 HFeE e 1
9 HFo] At ool AR Kim[9]e] AT-olA
T AEF 2dAE FA7F HIFon, Jungl6]
ojFel Aut 7hrto] o

o
2k
4
2
x
rir

3
A
=
fuby

7t wlezEsh A RAA 5 AAH o5t Bl
A vl%o] Hob IYSAAAAN wFo Yo

Ao e & Qo

A, B A7 B 9% 603249 SYRT
Al et Yol7h 499419 Jungl6]®] AT
< A7) FAA T e zpolrt Yoy A
ZEA AR HAE FAET B dT7E
A7 EAZE vz

o] HUAT Jungl6]e] AT 108 T 29 A
=% A 3

o) TAZE AR FAHA FEE 8F &5F

o,
ole
oft
rot
on
o
NI
>
i)
™
T
N
N

)

o

-The Moderation Effect of Self-Perceived Health Level-

on, I - & T AN A, IR, 43,
ABZRAA o woldth oledh 1A A
© 25T =B E ojv] A" FAo|t o
n 13 Al EYd 5RH T 2929
Nursing home Al 1553 Y3t FAAF 3402

F201e01 41 50T ©]Ake] WY
7} 1/39) ool on

AN EAE AR

o533 ASH10%)ET o g3tk AN EA
245 SoatEA AVle Aol 9=
B} 2w 7h7bo] & FAIAT 8

2 = gz E& 4 pguds & 7
15

meorfr o g5

>
I

& oo o R
= e ol

= Hr

&
:
&

oo Ho ¥ 2
o 2 L ﬂﬂlf
1 2
= m{@ o
R} ot
o O >
g 52 o=
4N
et (B~
olN " X
oh = ;—Vﬁz =2
I
% (rji I OR
T oo b &
kr Ho o
o o, =
lo, N
N fo
= o2
o :d
1:09 }g{:
- o
o lo
o )

A
=RV
%
h JFOH
DU
o oy
°
x
rr

> 8§
i,
N
=3
M
2,
iy
o
ko
Oy
ol
M
N
e
o
'y
3

Atk BAE 7tz ]lg

75}
257k 4ol ARGl Folde @

qo X fo 2 K

2orE hu
oxl
>
2
o
fru
ol
it

— 181 —



e Ao vehgth AR, HE2EY

=

=

o A4 39
1}

s

The Korean Journal of Health Service Management Vol.10 No.3 (September 2016)

Mo R = W R A A oh o e R ORTORT BX g = £ g g ® & 5T
‘mﬂﬂL.ﬂoiLA#Z:_ﬂW}ﬁ_lEoﬁoﬂﬂ /_z_.oll %M ﬁm.um .m.oCdH
PEESaE 0T R e w AWy & SE° E .88
CFEsam T gmpBagr i@ To .23 OEFE
N ThIipsddsTmw sz w “E TEE &8Tiig
L T I ONND- i S = NS WG Y & ZEEE 5T T A
K 0o TR ) -
R = - TR 3 s .5 3 o B4 B
g A 1]
SRR A T T T e ey q 2E%8%L 3.5,
sRLTREEIRER _Talaw > 5 °%p5,. E5°%%
TIPEREL N STt ox 8 g3fEi] ETescd
< WP ﬂﬁo:ilee_a T L 9y o m 1%@ KM g = B
Ha,.@r%e% R N IR 2 s S<&~LE%7F S =
> _Otﬁ_:W U Y B = ..&O\hrsm.l./\hW%M.m
eEw g H g T e L BH DTN M ESES 55T B o8
T m ol &N o s S8£E885T F 2
mﬁﬁuﬂaE_Jwﬁmﬂvﬂkzlo_aa_eatbtww'mﬂiu M.mmMWWcmMnsgc
_,ooa,aE%MEW__E_Eﬁaﬂoiu_nﬂl%ﬂaa B o 3 esms.mmmw
te} T . -_— - . o
T g RT T g e W o > 52495589 8% F =
ool R R A LR W K] <<BrRIEZEZ =]
AR ETEIT RS TART I B — i o

WA P EBRT TR PTFT T 0 R P PR T T
mﬂﬂouuuTwmoamc%mMﬂ%lﬂm.Léﬂﬂoﬂrinn/v_memmwoﬂ ?ﬁﬁdufaﬂﬁ
g T g d Mg TR ETR TSR Moo L)
bW&NraLmrmuﬁmuwrﬂmom)néoﬂwowo%uo_._i%% of T W owr T Mo
a‘/ﬁl 7‘A~§,Nﬂ._m1_l\ﬂa7ﬁ_v _.5 O#L(.\U_IQMLQH_O‘LI‘HUHOATHA_.O vAﬁl‘umO_/A“_I_ME_ Z_O
Ei%ﬂovuﬂ " iz,__-u_rm_.Wwoo HEANrﬂuLﬂ_mo Hrowr %o o K] "
g - - O T - B e N g X ow L a N =
TP He® X Nl B N s N T EE R 5
B o w| W ogmom N o R o gy ol i, ~ o £
o T T A S i - A = 5 w2 TR
ﬂoéwﬂﬂﬂ,m%é%urﬂ@mﬂ%.oﬂaﬂoﬂzﬂ_wﬂﬁém (s ) 7N%M
= . = e 0 o oy W ny 3 Tn 90 = T . WX s N o R
7‘_,._.02‘*0050&0X_|a Z_;70Vm._ﬂ] ~ X of T to P = A
DMy D I > o 2w X EX
Trgodgd e el gedy T 0T wE o R
K AR s R IV R RS N R o Eh g
T B S (ST . - L I e
o HIMHomﬂ_luAlj',.__/uﬂrmﬂﬂuT :;Eoﬂbtoomﬂaﬁﬂo&r T 20 o o
%Mﬂmﬂﬁ&%Wﬂi%ﬂWgiﬂo_you_ﬂﬂﬂ_nau :u.%ﬂiﬁ_%wm
—— 3 /;0‘_|H]:A - T ~ % .- TR = = .

Ra L Jrui®Fos = 7Aﬂm%qu%_d% T e 7o
*pTEgex B Pmawiel Tawe 2T oot B
N RXWE D PpPT EHESHT KK P KT RIS W B BT O

— 182 —



The Influence of Job Stress of Care Workers on Customer Orientation

4. SS. Kim(2011), The Job of Satis faction Effect
factors of Care Service Provider, Master
dissertation of The Catholic University, p.24.

5. SH. Jeong(2011), The Relationship of Health
perception, Job stress and Job satisfaction of
Care givers, p.50.

6. MO. Jung(2010), A Study on Influence of
Carer’s Job Satisfaction on Service Quality in the
Senior  Sanatorium  Establishments, = Master
dissertation of Daegu University Gyeongbuk,
p.54.

7. JH. Kim, ML. Han, YS. Kim, JS. Kim, SO.
Nam, MS. Song, JW. Lee, NJ. Lee(2010),
Psycho-Social Well-being, Health Perception and
Behavior among Clinical Nurses, Journal of
Korean academy of nursing administration,
Vol.16(1);26-36.

8. HJ. Lim(2013), Nursing Activity, Job Stress, and
Job Satisfaction of Nurses in Community Mental
Health Facilities, The Journal of digital policy
&management, Vol.11(12);507-513.

9. KJ. Kim(2009), The effect on work stress in
service quality taken by care providers in
elderly care faciliies - Focusing on the
mediating effect of work satisfaction, Master
dissertation of Chungbuk National University,
Pp-65-66.

10. MJ. Kwak(2013), A Study on Influence Factors
for Satisfaction and Service Quality of Care
Nurses in Corporate and Private Long Term
Care Facilities in the Metropolitan area.-Focused
on Education, Job Stress and Work Environment
Factors, Doctoral dissertation of Sang Myoung
University, p.190.

11. J.W. Shin(2015), Comparison Analysis regarding
Job stress and Job Satisfaction form Treatment
Care Giver Caring for 3rd level seniors with

Dementia and 1st level bedridden seniors,

-The Moderation Effect of Self-Perceived Health Level-

Doctoral dissertation of Myongji University, p.40.

12. HH. Kim(2013), Mediating and Moderating
effects of organization supports on the Job
behavior of care workers and the quality of
service, Doctoral  dissertation of  Uiduk
University, pp.52-101.

13. SJ. Chang, SB. Koh, D. Kang, S.A. Kim, MG.
Kang, C.G. Lee, ]J. Chung, ]J. Cho, M. Son,
CH. Chae, JW. Kim, JI. Kim, HS. Kim, S.C.
Roh, J.B. Park, JW. Woo, S.Y. Kim, J.Y. Kim,
M. Ha, J. Park, K. Rhee, HR. Kim, ].O. Kong,
LA. Kim, JS. Kim, JH. Park, SJ. Huyun, DK
Son(2005), Developing an Occupational ~Stress
Scale for Korean Employees, The Korean journal
of occupational and environmental medicine,
Vol.17(4);297-317.

14. YS. Lee(2014), An Exploratory Mixed Study on
the Effect of Yoga Therapy for Mind and Body
with regards to Physical Health and Job Stress
for Social Workers, Doctoral dissertation of
Seoul University of Buddhism, p.223.

15. JH. Lim, JM. Bae, SS. Choi, etc(199), The
validity of modified korean-translated BEPSI as
instrument of stress measurement in outpatient
clinicc Korean Journal of Family Medicine,
Vol.17(1);42-49.

16. GD. Ko(2010), The Effect of Elderly’s
Participation in Health Promotion Programs on
Life Satisfaction, Self-Esteem, Stress, and Mental
Health, Master
Sunchon National University, p.28.

17. DS. Kim(2006), Korean Occupational Stress
Scale, Korea Occupational Safety & Health
Agency, p.3.

18. ME. Brown(2002), Identifications and Some
conditions  of
Administrative Science Quarterly, pp.437-442.

19. HJ. Lim, HJ. Kim(2015), Gender Statistics in

dissertation of Education

Organizational ~ Involvement,

— 183 —



The Korean Journal of Health Service Management Vol.10 No.3 (September 2016)

Busan, Busan Women and Family Development
Institute, pp.71-86.

20. SR Dhaini, F. Zuniga, D. Ausserhofer, M.
Simon, R Kunz, GS. De, R.
Schwendimann(2016), Care workers health in
Swiss nursing homes and its association with
psychosocial work environment; A cross-sectional
study, International Journal of Nursing Studies,
Vol.53;105-115.

21. GH. Lee, CS. Oh, KW. Cho(2015), Difference
of Organizational Health and  Customer
Orientation by the Subject of the Hospital
Management, The Korean journal of health
service management, Vo0l.9(3);69-79.

22. BL. Bae, MW. Lee(2016), The Influences of
Customer Orientation of Service Providers on
Relationship Quality and Repurchase Intentions :
Applied on Health - Care Service, ASIA
MARKETING JOURNAL, Vol.3(2);20-40.

— 184 —



