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A Study on the Mediating Effect of Emotional Labor and Filial
Piety on the Relationship between the Working Environment and
Service Quality of Elderly Care Workers

Tl-Hyun Yun'
Professor, Dept. of School of Social Work, Gwangju University
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Abstract This study was conducted with the purpose of verifying the effect of the working environment of
elderly care workers on service quality and the mediating effect of emotional labor and recognition of filial
piety. The subjects of the study were 460 elderly care workers. For the collected data, SPSS Process macro was
used. As a result, First, it was found that all variables had a significant positive (+) relationship. Second, the
parallel mediating effect of emotional labor and recognition of filial piety was confirmed. Third, the mediating
effect of recognition of filial piety and the moderating effect of emotional labor were verified. Based on this
study, it was found that filial piety awareness education and emotional labor management are necessary. A
follow-up study with a more expanded concept should be conducted.

Key Words : Elderly care, Working environment, Service quality, Emotional labor, Filial piety
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Table 1. Corrected item-total correlation

1 2 3 4
1 1
2 321#%* 1
3 .269%%* 281#* 1

4 312%%* .369%** A21%%* 1
M 3.017 3.239 3.946 4.101
SD .590 614 .636 572

Skewness .348 .082 -1.022 -1.909

Kurtosis 1.657 1.429 3.128 7.561

1.Working Environment, 2.Emotional Labor
3,Filial Piety, 4,Service Quality, ***p (.001
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< F9tH(8=.280, p<.001).

Table 2. Simple mediating effects

95% level
LLCI ULCI

B se t

Mediating variable(DV: 2)
constant 2.232 142 15,758%** 1.954 2.510

1 334 .046 7.244%* 243 424
Mediating variable(DV: 3)
constant 2.971 148 20.087*** 2.680 3.261

1 323 .048 6.718*** 229 418
Dependent variable(DV: 4)

constant 1.867 178 10.518*** 1.578 2.215
1 139 042 3.286** .056 222
2 219 .040 5.419%** 140 .298
3 .280 .039 7.241%%* .204 .356
Total and indirect effects
Total .303 .043 7.030%** .218 .387
Indirect 139 042 3.286** .056 222

1.Working Environment, 2.Emotional Labor,
3,Filial Piety, 4,Service Quality, **p{.01 ***p(.001
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Table 3. Mediating effect verification

8 s 95% level
LLCI ULCI
Total 164 .055 .075 .290
1 073 .036 .019 .156
2 091 .031 .039 .160

1.Emotional Labor, 2,Filial Piety
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Table 4. Moderated mediation effect

Route B se t 95% level
LLCI ULCI
Mediating variable(DV: 3)
constant 1.286 413 3.117%* 475 2.097
1-3 624 125 5.003*** 379 .869
2—3 635 138 4.594*** 363 907
1x2-3 -.130 .040 —3.247** -.208 -.051

Dependent variable(DV: 4)
constant 2.228 170 13.147%%% 1.895 2.561
1—4 198 .042 4.706*** 116 281
3—4 323 039 8.275%** 246 400

1.Working Environment, 2.Emotional Labor,
3,Filial Piety, 4,Service Quality, **p (.01 ***p (.001
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Table 5. Conditional indirect effect
Emotional Labo B se t Ll_g C5|% ﬂi‘:ﬁf a
M-1SD
2720 271 | 050 | 5464 174 369
M(3.182) 212 051 4.181%** 113 312
M+1SD
3509 18 | 064 1.838 -.008 244
**¥p (001
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Table 6. Moderated mediating effect verification

8 © 95% tl=f7t
LLCI ULCI
M-1SD(2.727) .088 .034 .038 173
M(@3.182) .069 .025 .029 129
M+1SD(3.909) .038 022 -.009 .079
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Table 7. Index of moderator mediation

95% level

Index ¢ LLCI uLCl
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