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Abstract

Purpose - This study reviews the delivery of child welfare
service quality and examines how the dimensions of the varia-
bles of customer satisfaction impact the results from a service
distribution perspective. This study differs from existing research
since it proposes that a recognized level of child welfare service
quality is necessary to achieve customer satisfaction from the
perspective of service distribution.

Research design, data, and methodology - This study ex-
plores child welfare service quality factors that affect customer
satisfaction. The study examines and analyzes demographic var-
iables, service quality dimensions, and the causal relationships
between child welfare service quality and customer satisfaction.
Data from 300 child welfare cases were collected from organ-
izations in Korea in the areas of Busan and Gyeongsangnamdo.
The methods of analysis are as follow. First, using descriptive
analysis frequency, the percentages were evaluated to assess
the demographic variables. Second, Cronbach's o was used to
test reliability and to evaluate the internal consistency of the
measuring of items. Third, multiple regression analysis was con-
ducted to find out how much the independent variable can af-
fect customer satisfaction.

Results - Five factors of child welfare service quality were
identified in three categories: process quality (assurance, em-
pathy), results quality (reliability, caring), and physical environ-
ment quality (tangibles). There were significant differences
among the effects of the child welfare service quality factors on
customer satisfaction. A multiple regression analysis was done
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with process quality (assurance, empathy), results quality
(reliability, caring) and physical environment quality (tangibles) to
test the hypothesis: assurance (t=2.434, p<0.05), empathy
(t=3.677, p<0.001), reliability (t=3.271, p<0.05), caring (t=4.380,
p<0.000), and tangibles (t=3.654, p<0.01) had a positive influ-
ence on child welfare service quality from a service distribution
perspective. Therefore, hypotheses 1, 2, 3, 4, and 5 were
supported. In addition, multiple regression analysis on the ef-
fects of the variables showed that caring (8=0.273), empathy (B
=0.246), tangibles ($=0.265), reliability (f=0.152), and assurance
(B=0.131) all had a positive and strong influence on child wel-
fare service quality from a service distribution perspective.
Therefore, all child welfare service quality categories (process,
results and physical environment quality) were positively statisti-
cally significant.

Conclusion - In this study, the main findings can be summar-
ized as follows. First, the quality of service of child welfare con-
sists of three dimensions of quality: process quality, results
quality, and physical environment quality. The results of the mul-
tiple regression analysis also showed that caring and reliability
were confirmed as more meaningful variables by the increasing
loading factors. Second, the family members involved in child
welfare proposed caring as the most important variable among
the dimensions of service quality. Third, the results of the hy-
pothesis testing using regression showed that all child welfare
service quality factors had a positive impact on customer
satisfaction. The results of the study could provide useful in-
formation to help increase the effectiveness of delivery strat-
egies for child welfare service quality from a service distribution
perspective

Keywords: Child Welfare, Service Quality, Recognition,
Customer Satisfaction.
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O MH|A =8 Xt7F ofL2t AE2|o| FHZA O Htu 240
glsln Uon, YEO| MHIAE Q7SI QJUCHPark, 2008).

2tA ol2fet etFdHst= AB|5X|et ots QI 7 ZA A
HolH 80| S ZR0T BE 7K THEHY AATSY
o ZAOM HojLt ofof Chet siES ZEoiA Ofs=2 QS
=8 ggs US9 7t BASHA A= Helsior gE 2ol
et

J2iL} OFA7EA] Al OFSOf| gt E= +F0| Ots2| S0
F3oHA| ot on, OrsEX|AIE2| e Bl MH|L, SARK;
o 27 &8 S AlEe 2%0 B2 /0| 27EL A= HH
OlC}. of2igt ZXMEE di&3st7| ?EiMe Al otse EzsFE
2 ZYAZ|, 28X 22 fliME HS EoX|ls TEHE
ol OFsSX|ME|AZO| TS O[&AES| 214E dHEE ZAo| E

QBT M2foict.

B0 Mt ORIIA[Z HMBTOjAILE 22 MH|A HSA| 2
ZHE0H = AH|A ADj(service failure)7} ZHUSIR] = Z{0| Hf
ZHESh 40|t TAHo R MH|A MHIfIF WA EICHKIm and
Bae. 2005). XAt AMH|A 3|52 MH|A HIiZ QI%h E0HESH

IHS BMDAOR ML £ AN, MHA AS HHA
U0 ANl MHAS A ZLECH 7|0 ) O SolF
ol O|O|X|E EMdgt 4= QICHHart et al. 1990).

O S0 Mu|AZLp SEE dlATS2S 29, HAEY, 88
MH|A, 201 So| S2|E Fots YT M8 A#S0l
FEOIACL ZZol= EE, FXIE OiskE HIRE u|7|d &
Mot Bgr|es SHe= o HFE|=Ne= MH[AZO| Ciet
AT7F gD oLt ME|A FSTEHOAM OrsSX|AIE2] M
HAZO| M 2HE dAATE AWK = HRS ZFO|C,

et = A= OFS=XAlE O|8AES Y22 Ols=X|
Mu|AZO| HEO| CH3i oA A5t A=K am=y, M
ElE OrsEX|ME[AE| it M SO HMARASO0| ofEH ots
Yo SXMHA O|8AES UFE0 SES 01X 71 4T

=
H2Ed 552 20k
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2. 0|2 Hj
2.1. Ol =EX|A|M

‘Ofs-HAEH Ozt dEtMo=Z AMAAN HAMOR Oz =X
M SEHCQ des 57| ojF7] 20| golo| =28 ERE S
= YEEHA o AtZo|2tn #8E &= QUCHHyun, 2009), Ot S X
Aldolgh otse| H SX|IE z[Cht E&E = L0{of 5}
O, Ot=5A[Y A2z 60| ot H iRl =X|E ¢
HEM YR o= A|ME dE0] o, & # &
Zo| 7o Qs HX|E AR fdstn UCk

OlSEXAEE Atz|EX(0f &ot Mg 7|22 dA|ze0, =
£ Ot=9| YWEN EX|E EHSH| & &Y MHAE H3ste
LY HAE UDICL XZ20|l= Q2= OfF & ofL|zt dt of
=0 Chet 23 2 ot 32| 7lsk =™t RUCKthe Child
Welfare Law Article 16).

Ots=XAIEE XA MH|A, HEX MH|A, THE[E AMH[A
2 22 = UL XY™ MHAE 22 O+F0| 5 2HAte|
Holg gEMoz Y = UAEE SHE K[Astn LBIAFF
= MH[AE FsiCh EXRE MH[AE £20| It ARE HAG
Lt CH¥SH= A 20|sth, CHE|E MH[A= OFs0| XpAle| Tt
& §HS| LI EFQ|of o8 YF-HZkl= MHAE TSt
(Jang, 1992).
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g, 2o| HaEtX|l=H, oEoe 28 271 Hast otF0A
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SEX|MH|AE CHYRtE| /UCH
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2.2. EX|AMHAE

MH[AZO| CHet Holz ATFXEO| mat CHYSHA|E HlnH
QARSICID & = QCL Gronroos(1984, 1988)= A{H|AZIE A{H|
25 B aEo| MES0|H, 7|CHEl MH[ARE X|ZHEl MH|
AQIO| X}O|7F MH|AZO|ZtD EUCH QAFSHAH Parasuraman,
Zeithaml and Berry(1985)= MH|AZE 17ZH0| S Z{0|2tn 7|
OiSke MH|AS| FERl Mz FlE AMH|A9] HutE H|wdh
LIEtLF= X}O|2 HQCH

MH|AZIO] MRS X|ZX=Z N|QFSH Parasuraman, Zeithaml and
Berry(1985)2 SERVQUAL MEE X|QHSIFOM, AH|AZIS| MK}
E AME|[M(reliability), HI-S4d(responsiveness), 2 (competence), &
Z24(access), 0| &-d(courtesy), °|AtAS(communication), A&
(credibility), 2FdM(security), 0ZH0|| CHB}F O|sH(understanding/knowing
the customer), S&A(tanbible) 107}X|2 | QFSISCE.

0|2 2&QF0IM O|F 107 XS FEEH= HEs &8
o delY, Ry, Bed, 39, =ild, 5719 sielRtez
MeSERACE 22709] 7|oietsar 22710 X|2ets & 447 d=5e
2 70| 7|CHeh MH[AQF X|Zteh MH|A ARO[2] GAPRYES A
AlSHRALCE 7|Ci2tE 220 A shouldQ| ~dl{OF SHCHO| ERO| 2|
g 44X W20 nA0A FEHE F & UL 510, will

~2 AO|Cte| Heiez +Foin, 2YHe ¢ 62¢E &

f S8g=2| M2|=7 SSEAC
MHIAZS 2F0ts TEAH-2 SIS DtCh CHstA Zolx
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0 HZ=AA Eob CHASHA| LIEFRCE ARR|=X|2| o+ 202! Of=
EXMHAEES AESHe ARES Ao #Hotzy| YUSACL =LY
o AFE= Lim(2007)2 FHAEHMZ|FXAE HE MH[AH
ZA™¥Q90lS Parasuraman, Zeithaml and Berry(1985, 1988)2}
Cronin & Taylor(1992, 1994)9| MIMARLE FZAMOoZ QM H
=d, A2, B3, BESd, S48l 671X(QF ARR|EX[A[E0
SHEE MH[A ZH ZA™Q0lE HA[SHIICE Kim(2007)2 Zojel =
XAE MH|A Eo| ZFo| &3t QRI02 7|23o| AMHA A,
7|ZMEMH[A H, TR AL ol 37k KH2Iof| 248
2 MH[& H A™QQlZ NAISHIAC

dutdoz MH|AHO| 525 1APEE0| F7}5t=0|(Cronin
and Taylor, 1992), Gunther(1998) S0f O|SIH, AlS|EX|A|A0|AM
A =2 MHAE 20N Y= 0|8Xte XSHezE X|X|g A
0|1, X|X|l= AHASAFERIL SIS =gt CHefol FElE LI
2 = ACH FHSIYUCL 0|2 BVH &2 AtR|SX|AMHA HE
CHEE HOlA O|8Xtel ETHE &t s MAHAIZ|7] IHZ0 At
IIEXAEe| MAEE BIMAZ|0 HRE MHAE AFESHD|
H&Z £0l= 81E #eltn BsQict

A2l SXMH[AEZ2 O|8Xte| 72 MREXALE S2ML
U 2tEnt AXE ALO[O|M TSt HESH 2 HAH|Qb 2Ed
Ol ALk F, AMR|=X|AH0|AM MH[A HO|ZH ZE[2tAo| R1et
O|8At 8718 7|HICZ dt= QT E SHLE AREX|AEL &
EIHAE ddel Li7ke Aot 2 23g0] QUCKLewis, 2001,
Kim, 2007).
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Z(customer satisfaction)2 HLH7|Y ALY UM ZF
o=, 1ol Mo, dESHEE, 74, =EAF St
T WOIO| S S w0t OfLjzt 7| Sy UL
o] gke O|k|= ez ¢E1d QCKHKIm and Bae. 2005)

2RO 2ot HEH A= 3 F 7Rl 2 8Lz TR
2tCHBoulding, Staelin, Karla, and Zeithaml, 1993). A Hmj 2H
2 el JEof Mot 2Eo=M NAUR2 EYSH ol
b0 22 HIHA EHEHOliver, 1993)22 H&= 7452t 0|2
fEYoz CXE NABZO| BHL HE Ei MHAS F
toff 24 FOHSEL AH|oh ZHof 2A% Bl Hotz &
S| " 70|CHFornell, 1992; Johnson and Fornell, 1991)2 Q¥
Eict.

O|Xt DFZ0|2t Westbrook(1987)1t Oliver(1997)2| Ho|of Lt}
20 HED AHIA ARG 20| LEILES D20| SZAES ojn)
St= JHEe =, o2idt SFYEZH EH TESH #=F0[2ta X|
2ot ALEAS| TEMH QI EIHE ottt

O|8X} 2=2 EFAIZ EFFA0M SHE= 0| A2

o2 YHOl JfEoE HO[X|B, BELS SXo|nf Clst ol

—_ 71— o
ofsff Fets Y=Ll £9| MBALEOILE MH|A K-l AlZtel &4
atof 2} st 49, PHE2 00| 582 F= ARSTHAILt
N=F=ol0 et o CHISHA LIERE = RUCHZeithaml &
Bitner, 2012).

Oliver(1980)= AOfFZEO| IS CHASZ AMAISH HTLO|A
MH|AE FONSHARL S= 2[Ats nZo| QtERF0|| MHE Aqt
2t Bfs| QUCH EESH Lapierre and Chebat(1999) = A{H|AZEO|
NA0E=0| 2 O|X|0 PHE2 0§ = RO4 olAto| e
£ O|XICtD SFJCHKIm, 2012).
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2 A= OFSEXAEE BAUOZE OFSEX|IMH|AZIS] ME
of CHt QIAILL O|8Xt BHFREO| O/X|l= IS HTEIXt St
ACE XZAHY Zest MEL|EL Parasuraman, Zeithaml &
Berry(1985, 1988), Lee(2013)2| GF& AxZ XM SICt

2 g7es dYeTE EUE Ot SAIAI-Eel MH|AF SHX}
HZ SEVQUALO| =& X2 F7d MMt 82 Z20EE,
B3, 2 A SIEEE WEEE FEdE =2F AEEE
2 N7l ofsEX|MHA HE KSR FMSIRACKHFigure 1
xHx)

o).

Process gquality H1 K2
Assurance, Empathy '
Results quality
o @ ty H3, H4 Customer Satisfaction
Reliability, caring
Physical environment quality
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<Figure 1> Research Model
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Zt X9z 15024 & 30025 AHESIRALE
HEEINA EE=A FHRIE SM6l 2o, HE dE2X
2ESIEE o OFE, ZALHEASOA oA BiF5t 2
Aoz ZANE ALY slE0 22X HEoM 2=
M AHBFRACE.
A0 ERY SAEM2 SPSS 22z=17
SHEo| Mzldnt Etdds HES 2, He
HHEY| 23 CHE2FEAE ZAIBHAC
SEAL| eI7SAH 7|22 tha2l <Table 1>0fM E=
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<Table 1> Demographic Characteristics of the sample

N %
males 132 44.00
gender females 172 | 57.33
20 127 42.33
30 114 38.00
age 40 38 12.67
50 21 7.00
upper 60 0 0.00
high school 77 25.67
junior college 101 33.67
education under graduate 92 30.67
graduate school(MA) 25 8.33
graduate school(Ph. D) 5 1.67
under 1million won 58 19.33
between 100-199 67 22.33
between 200-299 78 26.00
income between 300-399 Y| 13.67
between 400-499 33 11.00
between 500-599 15 5.00
upper 600 8 2.67

ZAFAD}, HHE0| 132-H0]| 44.00%, O 40| 172-0|| 57.33%Z
2S0| 2t Ol OFSEXIAH|A0 HABLIE oigo| wrt
Of 2 BAZ 1D 7| RoR AREL. @yHRE dorf
L} 50cfol EHEB0IA 018K 47t XS H2 0152 X2
S ARSO 977t A S0157| HRolakn & 4 UCk

42 Btg8at deld 4%

OtSEXIMH|ATS| HY=T0 Ot Efggut Me2ldE HE
Sh7| el BX EHAMAY QflEMS HAGIAC: EHoz Q0
Foto| A8 25 ofd a2t 7ol s BEEH, 2§
7|Z=2 +0.300]4, AT 7|=2 +0.500|4(Kim, 2010)2 M3}
=0, B8MY 0lz4 Zit 20 RO 7H8 &2 U0 21t
EZ7Z9| 05372 LIEIGeH 2= QQ2lo| ATt 7|FQ| £0.500(4
o Y& 7= A= LEIRLC,

ME[E2o| F40f= Cronbachl| oA=& 0|83 FHI5IA=H
YHPMOoZ 0.90|4Y d% YO e 52 A2z it =

—

WYER, ANEE HEEE ZF 7|EE 5% ALE LE
Lh 2t Qolo| Z&50| Y% HEE FHste ALz T
_/'\_ O||:|-
AN
<Table 2> Result of reliability
. discrimination
items| o ) ave | s.e
index
In Dependent var.
process assurance | 3 .72 .54 410 | .71
quality empathy | 3 | .79 63 413 | 74
reliability 3 a7 .58 3.84 | .79
results quality
caring 3 .79 .64 3.99 | .76
physical
environment | tangibles 4 .81 .67 4.02 | .75
quality
Dependent var.
Customer satisfaction 3 .76 .59 3.86 | .67

4.3. 7tZA™ 4ot

OFSEX|AH|A O|8At THEO| E&2 O/X|= HRIESS AnE
7| 2?8 CHezlHEME dAlst Auke CHEel <H 2>0|M E&
HiQP 2 2AMZut RPIF 0.2410|1 t240] S48 |ol+=F0| &
OR|=0|, SHAIM(t=2.434, p<0.05), ZZHAI(t=3.677, p<0.001), Al
2|M(t=3.271, p<0.05), S=(t=4.380, p<0.000), Q&A(t=3.654,
p<0.01)2 Z}2} LtEFRCE

CHs2| a4 dah ofsSX|MH[AZel MA| AHES0| SAH
o2 RO0|SHA LIEHEO| m2f, otsSX|IAH|AZS HH R21=
O] nZnt=0f| &l FHHS HARES & = AUCK 2N
ol MAIgH 7H(1, 2, 3, 4 R 52 TR HoIEYe = U= B
7E OpHsHCH

4r
mn 4

<Table 3> Result of multiple regression

Dep. var. |Indep. var| R? | F |F sig| Beta |t-value| significant
assurance 0.131| 2.423 0.028
empathy 0.246 | 3.677 0.000

customer | ojiability 924186 ™" [0.152] 3.271 :

satisfaction : 98 (0.000 0.013
caring 0.273 | 4.380 0.000
tangibles 0.265 | 3.654 0.002

Note: * <0.05, ** <0.01, *** <0.001

HEo| HE2 Z4 Hesel AesS BT ¢z 0

FA7h 2 Bi30| SEHS Uof Hslo| o B2 JYHS dA
SICh 0|84t TEE0= =52 HIEZLO] 027322 7HY 28H
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O &2 H0|H, 1 Ct52 SHJI2=2 H[E[ZL0] 0.246, 1 5
2 Fd2=2 H[E[ZL0l 0265 1 Ofg2 4l2ld22 H|EZLO]
0.152, OpX|e 2 =hilgo| HIEIZIO] 0.1312 LIERGIC 2t
O|8A HFE0 7+ 2 IS OXl= OsZAMHAEE2 =

O - oo™

2 7o MH|AMY ZOREDE oLt SSAH|AQ B £
20 AR[SAIMHA A Z2HO|HEAH EHad| MH[AE X
Sote Attez DHES= Allle X|LtL, O|Fls 10| BHESt
L& MEEX| MHAE MBS0 Sttt A7t BEM o=z Hhot
£0|= Ao HoSRALCE

olof w2t otSEXE ZES AtR|EX| MH|AE= 19801 FE
5% WES ALt AL, MY AR|SX| MH|A9| H|FE
O] Li'Zo| B715tn UZ0l| Wzt Ots=X|MHAEE FIHC =2
L Zash atH7F otd == gict

X|S7K| MH[AZHO| Ofgt d7= 2Es 20t Eol O]
FO{XMIACE L} otEs=X| E20M= XS] MH|AEDE 2
HE MAATFTL O|RO{X|X| ROt SEF QI AHRAOME Oyt
AAS0| MHAZCIX| HS| 7517|0l= F27F WHEL

m2tA Ofef 2AE MAMAP SOl RE0Z QI Otm=X|AfH|
A5 MESHE OS2 S8, MH|AE MSdte seXt 27
Ol XYM OfsEXAEe| MHAZRS MEISED 2E2|SH=0|
2 oSS Z-stn UCk

2 =22 O[T ZHQAlo ELHM FSAHIAL EEOA
Ol =X|AE2| MHAE MEHSH= O|8XAHEL MH|AE HISdte
SaA BROAH st OtsEX M| AT FRAIRS Mot
MH[2Z T} O|-8X} BHEZE QINtEtAE ATHEQLCH.

A7 A= CH21F ZC0H AW, Ot =XIMH|ATS 3XHRIe| A
WEHE WEEE, S2E HEEEE NQretth. MH|AZ Q| 3Kt
2 71EQ Azlurel £ Z2FE0|M O|FOT AFANE(Rust
and Oliver, 1994 Brady and Cronin, 2001)1t= &X|5l= Z1f0|
Ch. =3t 7|1E SERVQUALO| S52| HfE 718 3XH2E +
222 HoBIR=, dald AN E52 g Bl 1ol
HIHZ oM QIMIEE Zho| o & LIELt S5 H4E F
7ket 40| 2|o|7h Urtn ALz EICh

=M, OtsEXIAE MH|AE XE5t=s SaAE0A M oA
XL oM DMRXE s O MH|AZHS JHHStL 2B
Siof Sh=7tol| et 2HE MAISIRACE 152t Ots=X|AH| A0
Oiet A7A07F SlojM O =X[A|E0| Halst Mu|AE (o
O2{20| ALt MM 2 AFLZUE EOZE OfsFA[MH|AH
of AXM 7IY T2t 2HE S=22 LIEIHO et 0o Chst
Hotoh MH[AAZE MR 22lg et UCH AZBIct

AW, OtsEXA|E MH|AE MEHSH= OHE2 MH[AE 2F
O|83IXA| gt MEHSHOF SH= O{H 20| UL} 0| & MH|AE
0|83t Z=0| HEot HEHOM OfHTt OtsEX|A|E0| S2X|E
QiCtE A2 =27hs% YOoITh mMEtM 2 AFZNE ENE Ots
EXAlEo| MEHO| UOIM OjITt O] £E2 RAXE TRY =+
Ae 7|ES &8sl e/FQ oMA-E e = US A2 Y
I}
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