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Abstract

The Effect Of Leadership On Quality Of Service And The Job

Satisfaction

Lee, Man-Ki"

The role of call center as public organizations introduce call center in has
become very important in public services. Especially the leadership of the
middle management at the call center in public organizations has become
very essential in accordance with the increase of role of teamleader or
managers.

For this reason, in this research we want to know not only the impact
relation teamleader’s leadership have on the quality of services and job
satisfaction as call center counsellors feel but also the impact relation the
quality of callcenter counsellor’'s services at callcenter have on job
satisfaction. and the mediating effect of services quality is examined in the
relationship between leadership and job satisfaction

Analyses showed that teamleader’s leadership have influence on callcenter
counsellors’” job satisfaction and the quality of services and the quality of
employees’ services have a positive influence on job satisfaction. the
mediating effect of services quality is certified in the relationship between
leadership and job satisfaction

Therefore, to encourage the teamleaders’ leadership at callcenter, the
empowerment and an appropriate compensation need to be provided. Also to
improve the quality of employee’s services teamleaders ought to run the
reinforcing cooperation program or various incentive program and job

education need to be encourage and aligned.

Key Words : Leadership, Quality of service, Job satisfaction.
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