creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86tH AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Mok ELICH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aele 212 WS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

4 Abet gl B

QPR TA H R AE AT}
AH] 2 Hof] w2 3
- o Be v R -

AZ=tetm B AR et
AR ERILE

d 9 73

20234 8¢



o
)

=

-
E
1

o2 A

1 n 7
8%

o>

2023

L

JoH
N

—_—

7O o
%TE !

_CH

A8}

u]73 o] A3 B3 A

|

&

84

2023




A Study on the Effect of Care Worker’s
Job Stress on the Quality of Service

-Focused on Mediating Effect of Resilience-

Hyun, Mi—Kyoung

(Supervised by professor Ko, Kwan—Woo0)

A thesis submitted 1n partial fulfillment of the

requirement for the degree of Master of Social Welfare

2023. 8.

This thesis has been examined and approved.

Department of Social Welfare
GRADUATE SCHOOL OF PUBLIC HEALTH AND WELFARE
JEJU NATIONAL UNIVERSITY



A
4

TEx%
L. Al B ceeeeeeeessees e 1
1. GATE T Q AJ cerreeeereeeseeseees et 1
2. QT T e 4
II. O] BB B Z] weeerorermeesseesseessse st 5
A7 QFR G AL QOFR T AL o 5
1) 7] QL OFHLE] R T wreereesseeseesseessesssessees st 5
2) A7) QOFT| T GBI T} QO T ervrererrerreenieni s 5
3) R OEH T A coererrecsesieists s 6
0. A H] 22 T cereeeseeseeis et 9
D) AHIZ: A TR T B e 9
2) AJH] 22 E JEA © I ettt 12
3) A7) QG A H]Z B it s enss sstasessises 15
3. BT A E P A e 18
1) ZITEL S E ]2 T U oreereeeeeseeesseis st 18
2) HEAEF A FTA QA i 20
3) QOFR BAL H T E B 25 correeereessssssssssssss s 93
A, BB EFBI A coveveeereeiee 24
1) B]EEFBIA] ZJ 4 correeeerreemseeent e 2
2) BIEEFEI A JEAJ Q Jn ceeeeeseenieeii ittt 25
5. A B GIT ZEE wrovverseemesssssimsssssssses s 29
D) AT AREF 20 AJH] 22 i 29
2) AT AEY 20} B EEFBIA] s e 30
3) B EEFE AT} AJH] 2 Z] e 31



w o o= =

AT A E G FEHEE e
AT A W FFAD e e
1) GTEILBI oot
D) ST TETFAL e e
ﬂ?ﬁol—% .......................................................................................................................
1) A7 A 2 R BT HFE s
D) Zo A I L et
3) T,‘i‘_@l lﬂo]—lg .................................................................................................................
ﬂ;L @34_ 1;!_; .E‘__z\jl ....................................................................................................
FZAF HAAF LHEZ] B A oo
Z2Q WIS L EA BA s
29 Wao] W T ZF FFO]EA] o
1) 2FREA AubE o] wE Aek 7F REAE A Tpo] WA
2) RFREA ANY EQo] WE Fu 7 HBEYY To] B
3) LFRFA AWH o] WE Fek gk Aujz D zo] HA]
At EXT FQWHO(Y Q)T ATTA E A
AR ~EH 29 B A o] Y| O] BRI QT cvvvrrrrrnsnenssssennssisnnsiinns
1) AREr~eEgsg slEeedol Aqujs A AR o] X FTF e,
2) AREd 2ot guehe o] Ml A APl MAE GG
3) AREd st uete o] Mulz A gl MAE GG
) ARrEd g e gol Aulzs A S MHE G
5) A ~Eg ol s|BereEd o] Au 2 A B 1A= 0T s
6) 43wl sk BuEe o] AuZ A FHA WAL GG
4RiEG2TE MHz D] B e FFNA HBBHY AL
1) ARE~eg 29t Auls A DAo| A 3] ZEFE A O] uf A T e
2) AR rEdzsh Aulz @ BANN A7) 2 T U R
3) A zsh Aulzs A ANA HATA S WA R
4) AR e 29 Au)a d BANA FHALY ml G I} e,



I, QT TP oot 78

T 0] L R RFZ] ceveeseeeseensseess s 31
S TLEL G eeereee e 34
ATDSEEACE «evreeersressesssesessessse s ss e sse s ss s 94
HLE (A FLT] ) coreerereseesensttnttstt et e 97



e

A7

F4 A9

2=

4> A

-
It
-
It

<
<

16
7

{]

5> A& A T4 e A

<3t

28
35

—
fite)

——
fils)

es
\V4

B

36
37
.38
.39

o> }\é%x] TTL/\g
10> A vj 2=

o
It
-
3t

<
<

40
w492
43
45
47
49
52
54
57
60
62

il g
al 7

<3

2EY 2 2}o]

14> A AL ¢

-
3t

<

—_
o)

ijN

66

‘E%]:

d

aF91 2l Aol

S

2

Ea

A 1]

=

of Mujx A Aol mA =

_‘|

3

of w
By

25> AF1AEY 29 3

hYA
ar

<

25
V

_iV_



AACAA A
= I =~ I =

A
Fl

20>
28>
29>
30>
31>
32>

=
[
i
jo_{',
Iz

e o] AujA A FAel vl
g o] Auja A FEA vl
2 A AN B Eae e vj) 3

>~ A

2]
=

s}

DA N A7) Z2H SE ] W EI e
AN A NABA 2] v ET} e

2~ A pANA T ) E )



[29 HA}H]

[j_la‘lj 1] SERVQUAL S5AFQ BB ceeeerrrermtetiniittiitiiitteiite it
[ZLR] 2] O FF Bl oot

_Vi_



SERIA JFEEY AT Bl A nj= 9F

-Hu gy e AETE-

H 2 A ARG 93 Aol nfeo] 7 xAEES A A= Aot
2 ATe AFE rladideds 2F T QYR TA F SEA 8378 S

gor ddstdon, BAdgoR: EAZZIY SPSS 2608 AH&dhe] Al

A, =0 A% SFeE QAR TANE 9A@85%) vl ‘o

’3°(91.5%)°] €538l Wi, B0d WwF 13.7%, B0t 49.5%, ‘60t ©]4 36.8%F

Mol Ei sfele] Qs AMnt

A, SFEsAb Aula 22 AT faEn oA fdo] A e,



Hol Als I dEg ArbEol AlEridelA A e

J

A
=

Al

o ﬂ.ﬂ :.L o o —
Iy 5 e N l
T o= Mov S wmwm& 5 AR %0
W X o o - 5 — <~ o o
o T TR ST M IO
o = © _ < MR J) X
<0 - T Al A T bo = A
— < El | 70 )
~ il 0 ,Nﬂ [ — _ZT ‘m_vl =3
= X No X = o) o fo — ™
N = 5ok T XL B of o T N T
o MM = R oR " " T o= 20
R S R B R oo
P oo T o M#wﬁﬂﬁr%ﬂﬂ S e O
T e 9T G No B0 W =
il i s % ,Uma M omm ok L " £3 =
e g ErX < & L.
L A R A )
o A + ©E = = o N O A Nox %
X = o L. 8 " NS o oy QR [ R = i
T N ™ N {| o = K =)
I = o N — _ X0 =N T =
—_ T 9 of xyo® s Mo ° 7 oV
G = p WO T = o/
- —_ 8o o) ~ Mﬂ
o P A o A o o d iy
W g E 5 T = b ¥ @ W IS T g
p— : e — f 0
A ST LRSS RN E L
S B oa- o ™ iy ﬂ, — oF T o Mo~ Y
i ol s oo o B mm DA 20 T o M
I ST Ho a of = W E m o o I
= = e " " b B o] ) To =X g B 17_A|
g P Ve T ea ey o2 3EN
> 9 xE Jow Y wow Tow o5 o X
o o BT {wW il R oo T wp
A K T " o o T X AR =
o oo T Yo = o ® ) o] AR N ook W
@oﬂ@ga@w&@ﬂ@oﬂi%wk%1
Bod e m R T o %o I "
- Mo = R < K om = ° o %o 7 JJJ i
s - = .o 2 Nl ok T ol % g A4 X a
K = N . T o o oR o 4 <o <
Xo = =} 0 ) OM .HL LE 1;‘_ ~ B ;o._ — MM
%0 A Jjo In (2} (- 50 Q ..M_,M X o T o o e iy © Mo
HECHE S IR A w ok TR i >
. T o) = o T oou of o] op
N e I i Zr

FA0 : QFRIAL A



1. g+ Yy

71 #18 w2 detel A A8 GERGAREE By w9sta vk (=vadEnde
o, 2023).
SEU A 20019 89 159 wART e GAE mAe T BRI

2005\ 7HEH-E] 3WdZE 32k AIHAL

e
o
1t
>,
ol
=2
e
o
-
K
r O
o
N
o
o
o
ui)
)
|-

AdS Fall 20089 749 19 24 AlgeA HAW A2 dFaAHewddAh
TEE =Y 271 2008¢ 21WF 4% WollA 2015 467k 7z o m of 2u),

2021 ell= 95%F 3x Wo R 45v) Frbetlal, Awl TEQ AAAY SHS
2021 225018 & A 1A A FEol Y 2018 %= 1127178 H]3j 2n)
A S7reanh AA FEAke] fRE AR =9 AT tiE] 2008 4.2%, 2015
W 7.0%, 2021 10.7%= o= A= Z BE3, 2012; 2015; 2018; 2022).

olo} tjEo]l =9 FAr|LdMula HAEAY I FrlsdEd 2021d 7=
739, AEEAAbE 33736H R Ad din] QR A}
125% &7t AFEEAAL 115% F7hstlon, =47l adr|d Aedd F
565,281% & Q%R TALE 507473W 02 898%E AAeti YrH=EwI AR
S 2021).

SYRIARE 507

IS

SAbE QFAE R AT AN kel HAH AA R A A

2 oo = ARl Aol Al & 5 k(A S 2], 2020).



o

3

o
A 2007 HF

s}

o Al A
delas el A
v 2~ 7}

=

=

AEE= 3
= Share
‘4 /\]'il/ﬂt]]/\ }\]
> AgslEy
}_
R R
“‘1 (‘:n]_g_X
&7}

&

3718

]

o

X

O
4 5 T o
g4z 4 B
UA| v »Alﬁ 1;1_ OO H;I ‘ul O
i i % B = o
I o/ . w T
~ o l 8 = T O = T N R
o ;) Mo o W s o | o 85
. HTswﬂﬂi A T EeEEwE
o ¥ awo@am_ %awgz,mm;mwg
s < El ool oy w f er o) WL M OO mﬁ mo s ®
— _— — o o
S B - i P > P oS N s SFi B
% = ,ﬁ .= — o P 0 AT ~H 0 Py =) ﬁ T El
¥ = E < G2 - T 8 S = N+ x W X
~ = 29 ol T prlS %o o T Oow & N N w ™ or K .
g wA%m@,zaﬁ7 mﬂz,g% %#4@
Mo o] i 2 RG] o -0 my < bl S Hmy 9 <] 10° ) ERRS o
G NN 5o moR WJ ﬂ_u ~+ =0 s e %m wo o 8° Mr - o oy
G =i = = W © 5 2T 3 o e VT L RO i
o i T X = = o n i~ o o oy ol °
o] X = T ml = A < > ol oy o e - M M S e = o o-
= * o X R N o <L = oo - S iz a3 &
= B aﬂ,ig%i i 2>,§HT gzml
! 5 - T o0 o~ ] o N < — O ~ S £
4 k- 3 < 0 & ol I B —_ b= gl S NI . —_
< o ™ o <0 o S () = < N o0 - 7 ~
) - — | R o oy < T 0 { 5 R ey e '
~ . o o — . o] w - = o go e | Lﬂ.o - of B | ~o o)) ol
d.ﬂ —~ o ~ X0 fo ~ R ,Ul X 0 53 ) HL
1 B o= ~ Ll Jro < By oy K | ' ol B O X
S o Fox E:l oy R <0 ol S < B o5 oo =
=y 0 = W T — N
a9 ™ o o ok o) W x° e w N = o o e o o
T Y o < » R T R R T ST o ~ up ~ U
L2 2 K N & B o N 2 K] RO " < =) = X w ~
SO o X 2o oF 53 ° % w Koy o of S T N - o= =
T wu x cE o 42 2o b 2 = O b I ™ = 5 3" E S
B o . —_— iy o o — - - s 70 X
C. ) 7 Nom W F o o d 7w T MM G w = w
- S 5 o L R O o 0o ok < S o
w T = - o e mv = w T T K = B T = B s o S W
e ) 0 X 0] _ <r ) o
W x Mo ) A o o go 17 > M T e = s )
H . R ooom = —~ ™ o © o T = ~ Poox
- o ° Hox G = X © o= N L e o X
T2 P Bl A%iurlzﬂ,oﬂw L o
xﬂgzui%zo%#g1%%uwi o R R
X % b o < of T o ] I ay H G =)
00 ﬂﬁ 0 - ~5 17_A| AL [aN] OM — —_ R yﬁ (@) _-— —
(on o o © ojy WS N =< M = N N
oo of B Mx_ 2B go ! o = = T [aN| o=
7w % o W of o e A W g %o N
CO ) g . o~ -
ﬂ@mg?m_onﬁ
8 o Hoowo = x°
N S x
SR

Ve
, ARG, 2

il o, 022> _

, 3 &5y

(IR %
5, 2021), ©

==
=



FA] gk o] &
A7 8.%71

¢}
2 A A7

[e)

L

o

R

(2020)

77 (2022)
R

o},

g a7b srolxm A Ao

3

Heegz A7k A=A,
i

}

<t
S8 Ay Qo)

k

[e]
[e)

AR ~Eg 2o Mula Ayte] AAES A

=
7V =

A

2022) 5 T2

=

g E

ES
2 AT s

Z

744 7H(
o
NHAQ0I12E AT~} Al Al BAN 2HEUL AR

ke
L

5
o},

)

i

el

=
nrE

Z]
Al

sEopAIH

o]

A AbEH AR AEzs A 3

[LURT

1
-

]
=y
T

¢}

dhar, A4 3(2021)

Al A ALl A

b o,

[}

y
;OO

gace]

b
N

m}

e

—

NI

puze]

g
|
r

e

B
<

il

-

}

)
yad

A3

o

3}

J

g

By

15 (7
JER AV S, 2021), 3]

2017; AAE, 2019; =w7, 2019; o7+, 2020; &7 <, 2020).

—

NI

o

oF
o

R L Ea R

o

w7

Y

o
ToR
Mo
i

ﬂ\_ﬂ
T

B!
o
£e

)A

o}
%0

ofml 3l

-

T

e el e i o K B

[e)Ke)

a

MEDRE PN IO
243} 7]

&

i
EE

o} 1. 31 2}

=

o}

Foll o 3 A

ol AFaEdaet MUl Aol @AM vy

AEH 2A7F A]H]



RT
Hr

gl

EERE

)

ol

72 Az do m
d A

KN
=

SRR LR
~1 O

T
o

=3
1o

i

wizx B

3} o

KeN
=]

AFLEA = o

3

;OO

gace]

[e;

-

ol oju

2=

= AH]

S

=]
18 A7}

ml

X o
35 WiNE Auj2s He o

ol

3



S A}

YA} 2

1.

D A7 8FERIA =

ol

ol A = A

o]
=

[e] Ke)
21

)

8 A

—

&

}_

el
Hlo

B

.

—

0

ol

X
;Of

o

ofel Al Al &gl A7 VI

3} 7]

g 49l

A 1]

s

oL
[

o7 A

]

Q%o wat ZArjaok AFS wo zjo A A

g
A A =

o AT AIA, 2023).

jgace]

o

[e;

1<

X
Bl

1

 BEo B2

H] 2 7F AE 5]

2) A2 %72 #8943

of Algrlder FEsta glom, Aol s Al



)

Mo

o
e
~

)

.
fite)

Mo

ofp

2 A2

e

A1

&

TmQlE AN, A34xE Al

)

;O.ﬁ

)

el
mm

T

s et

-
it

AR ofz

BE

=

= O

A
=

A

26

64

102 82

157

69 60

226

(2021) 712 FE g EAAR A4

v

3) S¥HITA

Al o] F 7ol

A=

2 9

e

of

ALl

AEQS TR

3}
=

B A A

Al

= R

ol A o] 3}

]
=

o=

FARNAZE A5 8to]of

2023).

=]
T,



X7

X

]
o+
oy

o)
Ho

T

1)
o
—_
)
B

ae

upo] e}

s

g

o

\=]

wEA A
s ol

o
It

]_

]
yal

ot

th) el A]
}od of

°©

1

9
yul

ke

of ¥

J

o
=

Age A30Ze 36 met RFREAE WS

7137 o) e}

[e]
j%‘
A

il
<

—

N
BA

w

R

™
o

W

s

|

al

ABIEEE R E I

A5 2020).

ez
Vv

EE MHl2 U8

@) & o
M A4
(10) 4]
SER

1) A

2=
2

2]

219 1]

fus
e

21 1]

=

9 AR

A
AA A

A
]

!
»AO

o

}

2) 4

(D 29, 49, A=

A 8] 2~

(1) F&Hst A

1]

Eu
qul

] 2 1]

=
fug

!

A

A



"OE = - 1 T~ —~ —
o REDBERREBAERTRED EB®N
pr3 W NJo r X o N =3
ol 2o — — 3 — < T T ~r oo
ot X! <N oo = °
N o] WM Moo N oo o s 3 _ o] Mo
m &L W_w X = %W T W OB 9w . %C Er% El ‘m m_m_m R
o Njo < X0 T _ B = ~o ‘Dr ‘IO jant
e wﬂﬁ_ﬂtwﬂwwﬂ@i%@% o
{ — —
389 Hﬁmbﬂgogwﬁogw%wq T e g
S G i Ao 1 O S N | woOm
il ) o m Wow B = i ¥
o o oH e = R
oo . TN N ooy o W o 7 X oW Xz o T N
T ol X N P - s G T T O om o 3 K =
o | R c BBk gwa 5w < & IS
L ™ j = ol = W ° W ) 1_,_AI X 1ﬂ,mo ﬂoﬂ R O <R oX H
El wop ||y I O T oaow 2oy o = T ™
E3 T W | o 0 [l PN | R X or G = ,UF lv_Al <r 0 . X W|_1; on of
™ T |k Bo | o T W .o B R R o
kR — © X =0 W o £ X 2 F
FH 8T 9B ®|(X - ™ &rﬂ o dy o 2 AL T o <O X
52T FecfsEl gzl e LuwE
e
< oy o B G . U - < R
—_ ~ ™ il oo T o "o o)~
—~— | ol s B B = Ro= oF o5 Mo
X i B - RGNS - G X oo M ey
E| %O ~y X B = %o - o -
= A G W R o= W N Mrm o LT o oL =
=) ' o T N o o
B |2 T oy ol ] L i < o o0 S, z T W o uo o
(T | PRI DS B oy T 3 R K KR A S F w
R I SR T i) T ST S
—~ —_ P Y ~ ,_L. —_ 03 0 ﬂ ! ~ .
S |2 goselE wow ~ 5T Z mrw@ﬁ%%,mammﬁﬁ,
<] K] Gl < ol o {] Ho X X o AN
— w2l | K b ol R E]a - - ol K = . B er Wﬁ
__.___.n MW o JHI e q sl o % - ol T R # o M = & i N N
T X . o o= I W x %
O I S I o . S l MM 7 ﬁm_ q 0 No® CRC )
o | =@ | = e w oA T 7 of R TR
R IR TSR T TR R

35

ol #A glo]
= g

[e)

-

Hd ol
2 A Ao 9Ty

A

o

1

s
L

1= =94 71Xz

&
2020).

T

=]

5] A Aok

5

HOH(R 7 5]

pEA

0|

oz vhg
o

[e)

o]
H
=

A
Al
T



2. Mul&~ A

D Auls 2 g 54

MR AR A ou = ANk A stE 2Rkl e A Akl da

g s AT, A er ds fste] AU Alve w'e vt dley
A Abzel £A4, 7HA, 784 S welel FA, A ZHolE olFE IR
v S Ssks ARl TH=r =rel |, 2023).
Aol A AFI Au|2=e] Hlag Aoz 1970d ] AR
of 54 = @Al ug 15 A7 ol #A L, 1980d ek 90 d thell = A H] e
ek AAARA o] Aol dFHR] olE Ao FEF AR oo
H, 2141710 S MEA AqulAE by dAelA dATgetr] AlAETal =
ATHE, 2017).

—
o)
(@)
(@)
T
o
o
o2
i
r o)

AYATE Tl Aulzel die Fos A 41201002 “FEAQ A7t
o &35 5T dEvolgta sdn. 53 £H@017= 84 548 K
MulaE BE B, BE 7kl AR #A FHox EAH BAuz vho}s)

i, A el FPY, AbeE S 5 AR AAAA R E s AL
o] #AE MAdNT= Aoz HosArh

olg] gk Mu|=e] HoE niEo® ol FA(1997) ¢ ©] ¥ 3](1999)= AH| 2= A4
I53 548 F3 A (intangibility), ]2/ (inseparability), ©]%Z A (heterogeneity),
2~ A (perishability) &2 A sla o},

2 WA, T3 A (intangibility) < Hol:= He|lZ AAT 4 gloy, B¢ W
AAY £ 5 glojd L 7HAE SetsiAy Hrkets Zlo] offus SAS 2
stoh, FuiAES Au) 229 FE A wmE ESgAAS Fol7] Yl Anl~ A9

=
FAoU FEA SAE A =M, 250l B F de Fay A A¥], A

O



lo

2 A8 AgAbe] oa A

RS

717} shtel Afn)

f

-8

i=]
RS

7

a6 we} A

o

2% oyl st o)

<E 3> Auls B4 w2

FHE A B
Wik whekA AAka BAel &nsy) g ZulAsk Al
A9t B BE AR Al Felgor mAE

=]
=

3 Awrali WA L& ol
e wEa7t oldth: Ao Ay

7] wizol Fd MHlE=GAdA s

2 2" (perishability) &

Aloll oAl o sl ZH

ol

P
T

A, whehA
Fie

ERIEAE

A

-

29 A4
3t

R4

y 1

A wWE }HI}E EYE o}

H 2~ Aol gdatd 4 9

=] 4]

FAAS Og A

=X &

o

N
—_-

i O
fos
olf
rH
dr o ‘;‘ r

o

=]

RO ()

°

o
i

(K

e
.CD.OT.%.W.N!—‘

(intangibility)

NN opR
B
A
A

N
-

Ol e
et

N
X

o of

aicid
o

Aol AT
Vel A
T F ARUANA 7

& 9]
A2 ol

i=]
RS

=
X
=

H] ]
(inseparability)

3

N
v
il

_’IO_



MH|A EN =43 EHHZES 2/t MEF
2. 17 e
3. A=A Q gt Ry Aol ek ‘
e 3. R ol A Hulag 13
e A 1. Avj2e] 1143
°oF A R pzaw a9 2o il s
(heterogeneity) 2. Aqu)| 2~ sl Ak
A2 02 A _ _
. . Azt B 1. &89 F37re] %3}
(perishability)

A ol FA(1997) 2 019 3] (1997) A5 & ATl A4

Al gel g EAL A el Auls @ ATe dEd e
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< Abstract >

A Study on the Effect of Care Worker’s Job Stress
on the Quality of Service

-Focused on Mediating Effect of Resilience—

Hyun Mi Kyoung

Department of Social Welfare
Graduate School of Public Health and Welfare
Jeju National University

Supervised by Professor Ko Kwan Woo

The aim of this study is verifying the effect of care worker's job stress
on the quality of service and the mediating effect of resiliencein in the
procedure, and then offering basic resources for drawing up plans that
will reduce care worker’'s work stress and improve the quality of service.

The research subjects are care workers who are working in the
long-term care facility in Jeju province. Among them, 837 respondents
were surveyed and the collected data were statistically processed using
SPSS(Ver.26.0) Program. As a analyzing method, reliability verification, a
descriptive statistical analysis, difference analysis, correlation analysis,
multiple regression analysis, Baron and Kenny's Hierachical regression
analysis and Sobel Test were used.

Main results of this study are as follows.

Firstly, female care workers who are working in long-term care
facilities in Jeju province account 91.5% of workers. 13.7.% of care

worker were 50s or younger, 49.5% of care workers were 50s, 36.8% of
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care workers were 60s or older.

Secondly, job stress of care workers working in the facilities operated
by non-profit corporation is higher than that of those working in the
facilities operated by profit-making corporations or individuals.

Thirdly, the resilience of care worker was higher in ‘in-house benefit
provider than in ‘facility benefit provider',and as a result of comparison
by motivation for choosing a job, ‘recreation and volunteer’ and
‘aptitude and interest’ showed higher resilience than ‘means of
livelihood'.

Fourthly, the service quality of nursing care workers was higher in the
‘female’ group than in the ‘male’ group, and the service quality was
higher in the ‘in-house benefit provider than in the ‘facility benefit
provider’.

Fifthly, in the analysis result of the effect of caregiver's job stress and
resilience on service quality, it was shown that as the job stress was
lower, the service quality became higher and as the resilience was
higher, the service quality became lower. In particular, it was analyzed
that the lower the ‘role conflict’ and ‘role ambiguity’ among job stress,
and the higher the ‘self-regulation ability’ and ‘positivity’ among
resilience, the higher the service quality.

Lastly, a partial mediating effect of resilience was confirmed in the
relation between job stress and service quality of care worker, and
partial mediating effects were also found in all sub factors(self regulation
ability, interpersonal relationships, positivity) of resilience.

Taken together, the research results suggest that severe female biased
ratio and 50s or older’'s biased ratio among care workers might show
the limit of service provision, so policies to attract young and male
workers are needed. Care worker's job stress differed according to the

operating entity of the institution and resilience differed according to the
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type of the institution. Service quality differed according to gender and
type of the institution. Additionally, it was confirmed that care worker’s
job stress and resilience were variables affecting service quality, and it
was verified that resilience plays a partial mediating role in lowering job
stress and increasing service quality.

As a result, the special nature of job environment was found
depending on the gender of care workers, the operating entity, and the
type of service institutions, therefore it is necessary to improve the
quality of service by providing an environment and various programs
that can solve the causes of job stress and and increase resilience.

Care workers are key personnel who directly provide services to the
elderly in the long-term care insurance system, and it can be seen that
improving their treatment and improving their rights and interests lead
to an improvement in the quality of long-term care services. The results
of this study are expected to serve as basic data for preparing policies

to improve the quality of long-term care services.

Key WordS : Care Worker, Job Stress, the Quality of Service,
Mediating Effect of Resilience
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