oJEEALS AHlE BF AF AT

A Study on the Effect of Call Center Employee’s Job Satisfaction on
Productivity : An Empirical Study Through Cases at Mobile
Telecommunication Company
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ABSTRACT

Nowadays many telecommunication service companies try to enhance the quality of
their service by providing customers with more specialized service for greater customer
satisfaction. As this trend continues, the role that frontline employees play is getting
more and more important because they are the ones who have direct influence on cus-
tomers. For this reason, more than ever, the role of call center has become of paramount
importance.

Noting that a call center employee’s job satisfaction critically affects the quality of
service that a customer gets, this study was carried out in order to provide an insight
on effective personnel and performance management which can boost up the job satis—
faction of a call center employee, thereby enhancing the productivity of Call Center.
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Conclusively, it verifies that among job satisfaction influence factors, superior’s support
and compensation fairness indeed have a tremendous influence on job satisfaction of a
call center employee. Furthermore, it verifies that if a call center employee is satisfied
with his or her job, he or she tends to work more efficiently and hence increase produc-
tivity.

FINE 2 AME FHALS AFNE WA, 2454, 1EBAEY
Job Satisfaction, Productivity, Job Characteristics, Employment Relations
Characteristics
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(Appendix B) 22 &4 (Factor Analysis)

2

3

4

5

6

0.809
0.794
0.790
0.785
0.776
0.656

RE5

0.805
0.787
0.777
0.748
0.747
0.742

SF4
SFS
SF3
SEF2
SF1

0.818
0.783
0.777
0.530
0522

SP2
SP1
SP3
SP4
CP5
CP6

0.818
0.775
0.773
0.523

FD2
FD3
FD4
FD1
FL3

0.768
0.720
0.690
0.636

PMb5
PM3
PM4
PM6
PM2
PM1

0.720
0.697
0.629
0513

CP1
CP2
CP4
CP3

0.693
0.635
0.627
0.627

M3
M1

V4

0.755
0.684
0.634
0.618

FLA
FL1
FL2

0.727
0.680
0.631
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