ol
H
>
1o
re
o
pens
o
m
Hn

X| Vol. 5, No. 1, pp. 1-6, 2019 https://doi.org/10.20465/K10TS.2019.5.1.001

SAEAA SARI| MHIA T ZHLOI0| B3 H7

| N—
2
2718, 0|z
"Sojtelm Atsl=X|stn), et RAcNsm Afsl=AIstat

A Study on the Determinants of Service Quality of
Worker in the Youth Training Tacility

Ki-Hyok Youn', Jin-Yoel Lee’
lDepartment of Social Welfare, Tongmyong University

2Department of Social Welfare, International University of Korea

12

B ATE ARAFAANA FARRY AR 2 Hof| 1A
SAAE] AR| 2 Aol m|R]E g 8208 BAEk] AH| 2~ A
& PR A AA] AAAFAAAE FAAF 1108S tido R St L @i} "}ﬁx—*ﬂ]ﬂ@r AT, A7
Au 2 defl AAQ Fgo] = Ao Uy 2 AFAAE vigo
15 E=ol7] Hal thE 713 AR A71AQ vIEY A 53 Sk EWQ} A, A
ZALES =o]7] 98] HAdAEAEA ] AbH7E Zhelo] P o 4 e
Algsfof gtk AA, A7) 57 =ol7] Sl AF A 7 u A 2d3tet ﬁ%”ﬂ o] ] A ‘}ﬂ 17 g 4

seof .

e

= =
. = O
122 4 $42 A% 7248 AFS B0

rﬂ{ fo

1A]

R
i

>

rﬁ

1'.&42“:}3—1%@
Lo o
N{ﬂx

r—*’=

=)
2

il

o X M
Mo mZ O lo off i

ol

Abstract This study was intended to verify the impact on the quality of service for employees of youth
training facilities. The purpose of this study is to provide basic data for improving service quality by analyzing
the factors influencing service quality of youth training facility workers. Data were collected from 110 youth
training facilities in Busan. The results showed that social support, emotional labor and self-efficacy had a
static effect on the quality of service. Based on the results of this study, the following suggestions were made.
First, in order to enhance social support, it is necessary to strengthen regular networking with other agency
workers, interview with middle managers, and counseling. Second, to raise emotional labor, it is necessary to
imprint a sense of mission as a youth leader. Psychological and emotional programs should also be developed
and implemented. Third, in order to increase the self-efficacy, it is necessary to strengthen the administrative
super vision and strengthen related education such as image making.

Key Words : youth training facility, Service Quality, Burnout, job stress, social support, emotional labor,

self-efficacy
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[Fig. 1] Research Model
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(Table 1) Sociodemographic Characteristics (N=110)
Categorize peQSO” Categorize pe?o”
(%) (%)
married 27(24.5)
Sex fén"?;e ggggé; Marriage unmarried 81(73.6)
' etc 2(1.9)
38 212232 :23; super intendant 8(7.3)
. senior management 8(7.3)
Age ‘518 1?(01(3 ?; Position middle manager 30(27.3)
60~ 2(1.8) Practitioners 64(58.1)
‘high school graduate 2(1.8) Regular Workers 49(44.5)
Academic Junior Colleges graduate 4(3.6) | Employment contract worker 31(28.2)
Ability university graduate 91(82.7) Types Non-Fixed Term Labor 28(25.5)
graduate school 13(11.9) etc 2(1.8)
(Table 2) Correlation of Main Variables
T Burnout Job Stress Social Support Emotional Labor Self-Efficacy Service Quality
Burnout 1
Job Stress 638" 1
Social Support -272 -.207
Emotional Labor 195 358" -.026 1
Self~Efficacy -.077 239 265" 299" 1
Service Quality 117 308" 229 553" 489" 1
P05, p¢.01”, p¢.oo1™
H(282%), F71 AlF2) 2878(255%), 71EF 2H(1.8) =2 45.8%2] A Eo] = Ao w YERtTh Fa2 1759
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(Table 3) Factors affecting the quality of service for
employees of youth training facilities

2 MaEOEerelcts Control Model
B 8 B B
Burnout .028 | .048 .015 .026
Job Stress .062 | .096 .061 .095
Social Support 084 [ 195 | 100 | .234"
Emotional Labor 252 | 428" | 239 | .404"
Seli—Efficacy 146 | 2917 | 138 | 276
Sex (female=0) -.013 | -.024
Age (twenty=0) -.057 | —.114
Academic Ability
con | (college-graduated .010 .016
trol =0)
Marriage
varia (unmarried =0) ~059. | ~105
ble Position
(Practitioners=0) 032 064
Employment Types
(Regzlaxr/ Worke?'/sp =0) ~045 | ~089
R 458 524
Adjust R* 432 465
F 17.599 8.903"
p(.05,, p.01", p¢.0o1
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