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A Study on the Cognitive Coping Strategies by Job Stress Level of Call Center Workers
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Purpose: This study aimed to investigate the job stress level of call center workers and figure out its relation with
cognitive emotion regulation strategies as a cognitive coping strategy. Methods: Data collection was conducted
on 985 call center workers, working for K companies in Korea. ANOVA, t-test, Scheffe’s test and multiple re-
gression have been conducted for the data analysis using SAS 9.0 software. Results: The total job stress score
of subjects ranges Qus-49 (the lower 50%) whereas the score of job demand and job control ranges Qso-~74 (the
upper 50%), and its sectional job stress level is high. Since job stress is the major factor affecting cognitive emotion
regulation strategies, it is shown that when the job stress score gets higher, the score of positive cognitive emotion
regulation strategies gets decreased but the score of negative cognitive emotion regulation strategies, increased.
Conclusion: Based on the results of this study, it is necessary to develop and apply an effective stress easing
method for call center workers which reduces negative cognitive emotion regulation strategies and increases pos-
itive ones.
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Lee, 2010; Lee, Kim & Park, 2011; Moon, Han, Lee &
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Q1A A A A=O 2 Garnefeski 5(2001)0] 7igkst ¢l
AN 2 AEA] CERQE AR5t CERQE 7]
& 2EYI2 A AEA| oA QJIAA ] 2Fd& 283l @AY
H|AAA QI Al o] ks QIAA 2t o= HPAIA 7idd
Aoz FAA AIMZAASH T2 A ZEA
2F0 2 o] o] 7hsslH 97HA] s QRI0 R TAE
o] it} 3AA IARM Ao 2 s (Putting into
perspective), A& t}A] AZs}7](refocus on planning),
FAX =AM (positive refocusing), 8-(acceptance),
FAZA =AW (positive refocusing) ©] QiL, FAZ <14
AxXzA A0 2 7|8 (self blame), EFIB]H(blaming
others), ¥k5 3.2 A}are]l A %7](rumination or focus
on thought), 3}=3}(catastrophizing)7} JeHKim, 2008b).
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gt A7t 255 oY Agke Wol AMSshE 2te
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a=880]0ct, - F A A e 344 A=A
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AE e v E0] 6509 (66.0%)0] 71 Bkt shEe a1
Z0] 475 (48.2%) 02 714 Botal, £uE 7Nl ¥
gh el 7471 51378(52.08%) o 2 714 ki),

G5 HAEA 0= gAY L8 FHE vATAI B
7} 49478(50.2%), 372 4678 (47.4%), 71E} 2478(2.4%) &=
ololtt, ZFAFEE Ul FIEFE 8629(87.5%) 01
o}, didAte] et A A 717 3.3 30l o H, AR 717k 2d
u|gkel 797} 44978(45.6%0) 2 7P B9ttt dERddE &
gL ke 2(He e 3] v 47 0] 70878(71.9%)
2 7P woko ) olgnkeE Z(RE AstE Ax 7o)
16678(16.9%), €3 S(QMRFE=9} o} 2ul-E=E FAl ol A
gsh= g ol 76™8(7.7%), 718t 35%(3.5%) oIt 4
2522009+ m]Rho] 8207 (83.3%) o] ${rH(Table 1).
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Table 1. General and Job-related Characteristics of Subjects

o, AFE27(60.8%), AFAE(58.6%)
= Qs0-74(73$150%) g oll, K.

(8F9150%) 9 ool EFEYrH(Table 2).

el QAN FEE T

Ak o] 504 vkl

=

S

ol

2 z2273H51.9
(53.9%)2 Q2540

(N=985)
Variables Categories n (%) or M%=SD
Gender Male 292 (29.6)
Female 693 (70.4)
Age (year) 31.7%+7.40
<20 73 (7.4)
21~30 359 (36.4)
31~40 439 (44.6)
>41 114 (11.6)
Marital status Married 309 (31.4)
Single 650 (66.0)
Others 26 (2.6)
Education High school 475 (48.2)
College 217 (22.0)
> University 293 (29.8)
Religion Protestant 278 (28.2)
Catholic 94 (9.5)
Buddhism 100 (10.2)
Others 513 (52.1)
Employment Regular 467 (47 4)
Irregular 494 (50.2)
Others 24 (2.4)
Shift work Day work 862 (87.5)
Shift work 52 (5.3)
Others 71(7.2)
Work duration (year) 33%+29
<2 449 (45.0)
2~<5 314 (31.9)
5~<10 191 (19.4)
>10 31 (3.1)
Department Inbound calls 708 (71.9)
Outbound calls 166 (16.9)
Call blending 76 (7.7)
Others 35(3.5)
Monthly income <200 820 (83.3)
(10,000 won) >200 165 (16.7)
ool 3} Zlow AU} e B Ao Uehte

A ARG
7ol 31 4802 HERT =

Al AAskAL glom, 744 AR A dZke] B2 40
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215 2E#AE 35 Fa1X](Chang et al., 2005)E 71&
072 2EYA FES A, ARGO R o] Hud
AR 2 A atol & A EQIT A5 A 2EH A
T LD AR ) S A AN DA T
(t=-6.36, p<.00D)¢} 84 JAARMZEAZE F HF
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e 74 QAR ZA A T =34k, AR
< 334 QAR A A7 =84

AubA] B4 5 Aol A S A JIARAMZAASE F
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wEbaE FAA AARMZE A FH5(F=5.48, p=.001)
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o] A7 718 okttt AE g of whEtA] FAA IAA
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Table 2. Job Stress Score and Reference Values by Gender

270 12 QIX|H T T

Reference Values, %

Variables Categories M=*SD
Q-24 Qa25-49 Qs0~74 Q7s-~

Male (n=292) Job demand 52.9+19.06 <416 41.7~50.0 50.1~58.3 >58.4
Job control 56.4+18.01 <416 41,7~50.0 50.1~66.6 >00.7
Interpersonal conflict 29.2+18.52 - <333 33.4~44 4 >445
Job insecurity 47.7+2359 <333 33.4~50.0 50.1~606.6 >66.7
Organization system 46.7+18.16 <416 41.7~50.0 50.1~606.6 >66.7
Lack of reward 48.0119.03 <333 33.4~55.5 55.1~66.6 >66.7
Occupational environment 30.6+19.57 <333 33.4~41.6 41.7~50.0 >50.1
Total score 445%12.09 <424 42.5~48 4 48.5~54.7 >54.8

Female (n=693)  Job demand 60.8+18.74 <50.0 50.1~58.3 58.4~00.6 >00.7
Job control 58.6+t16.24 <50.0 50.1~58.3 58.4~606.6 >00.7
Interpersonal conflict 31.6%=17.06 - <333 33.4~44 4 >445
Job insecurity 52.9423.02 - <333 33.4~50.0 >50.1
Organization system 51.9%+16.62 <416 41.7~50.0 50.1~66.6 >66.7
Lack of reward 53.9+17.89 <333 44.5~55.0 55.6~66.6 >66.7
Occupational environment 35.2%£16.97 <33.3 33.4~41.6 41.7~50.0 >50.1
Total score 49.3+10.85 <424 44.5~50.0 50.1~55.6 >56.0

Table 3. Cognitive Emotion Regulation Strategies of Subjects

Variables M=£SD Max Min
Positive .Cognmve ' 3144667 50 10
regulation strategies
Neganve' cogmnve' 1974477 35 3
regulation strategies
;s}oq th 317kl S Aol 49 A, mye) A
8.5% AL, FFEE 15.22 (p<.001)o]tt. 547 217
7§*1§Xé Aol FFE A= FL AYHATE AT 2EY|
2:(B=-16), AF7IZHB= 01)o] Frolstich. AT 2Ee2

A7} ol M FA A XA zAA ] A A
L Ao g Yehton A27|7to] 242 ZAA ol

Ao 747} ol A Zlo = tehde.

of
-

Az

A QAR AR SRS S bR 4

T 2Eds e, 4, A9, A2, ALRS
2 sto] TN S AAlste] 24 A, 2

PN
=3

1___r_
o] 47

£ 6,5%%31, FgEe 1135 (p<.00)olick. -4 1A

7@"‘]}—@ Agko] oS n|X|= F o Muuss H2

2(B=08), AF(B=-07), AZ7RHB=-01)°] F2I5tgiet.
25 mEdA 47} ol AW BAA APzt

e moAIH, d¥o] S7kskaL AH7I7ke] ZojAd #

R REEEE B

T Aashs Al s Yeyith

S|AR Y of| 3t A== F2FeH|(tolerance) 7} 0.1 ©]

2go]al WFFZ Q 9l(Variance Inflation Factor, VIF)ZEE
R 10 ofetE SHHST 11| vl A
2 YElstat, Durbin Watson %

28 ozt =

(Table 5).
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Table 4. Difference of Cognitive Emotion Regulation Strategies by Characteristics and Job Stress Level of Subjects

Positive cognitive regulation strategies

Negative cognitive regulation strategies

Variables
M=£SD tor F P M=£SD torF P
Job stress High 29.8+6.66 -6.36 <.001 20.6+£4.80 5.09 <.001
Low 325%6.46 190464
Gender Male 322+7.18 2.30 022 19.7+£4.85 0.23 814
Female 31.1+6.42 19.6+4.74
Age (year) <20° 30.87.00 134 259 20.3+4 44 5.48 001
21~30" 31.9+6.77 20.3+4.86 a,b>c,d
31~40° 31.0+6.63 19.514.84 c>d
>41¢ 31.4+6.25 18.2+4.03
Marital status Married 31.3+£6.69 0.24 .788 18.9+4.69 6.18 .002
Single” 31.4+6.67 20.0+4.77 b, ¢c>a
Others® 30.5+6.67 20.3£4.66
Education High school 31.4%6.82 0.14 806 19.5£4.66 0.77 465
College 31.2+6.46 19.914.80
> University 31.4£6.59 19.7+4.91
Religion Protestant 31.9+6.96 0.91 437 19.4%+4.89 1.10 346
Catholic 31.4+7.25 19.1£4.65
Buddhism 313+6.74 19.6+454
Others 3114638 19.9+4.76
Employment Regular 31.3+6.75 1.12 329 19.4£4.62 1.48 228
Irregular 31.5%£6.57 19.9+4 81
Others 29.5+7.63 18.8+6.32
Shift work Day work 31.3+6.56 1.35 .260 19.64.69 1.59 .205
Shift work 32.7+6.71 20.6+4.77
Others 30.8+7.79 20.1+5.56
Work duration <2 3124666 1.02 382 202+4.71 513 006
(year) 2~<5P 313+7.08 19.3+4.95 a>b, c,d
5~<10° 31.5+6.03 1931451 b,c>d
>10° 33.3%6.12 17.5%431
Department Inbound calls 31.6£6.51 0.71 544 19.8+4.77 1.04 372
Outbound calls 30.9+7.43 19.1+459
Call blending 30.9+6.05 19.8£5.11
Others 30.8+7.31 19.6+4.10
Income <200 31.3+6.63 -1.05 292 19.7+4.69 0.95 341
(10,000 won) > 200 31.9+6.85 19.3£5.10

a, b, ¢, d: Scheffé test,

e, AT 2 A ATl ARAEAS 4
FAGdE 2 FRSgdsa #AE Aotk (Chang et al,,
2005). dAES 71.9%7F A 0 ZRE| o= AstE
ol QF-E Ashe Qs F JFFHE, AR A"
ol JEd W2 ofaf 2Fso2 AT Wy AdE AL
de Foll= Al&sA AsPt FA9 2 A E] gdFEE =
Ho| Brbset Q% F AT 2R Qlate] FAA ] 7
%3 (Jung, 2005), L3 the} AELF 52 725 AAS
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=21 (Kim, 2008a) 2.2 Qls}e] 2 F- e} A&
27 & 2102 B3lnt. 3jAL Yela o] F5 AA,
ZHAL AA] L =g-0] thIAAIS} AEE dAET Hre
o] B Qus5-40(3HS] 50%) & Sel] s = o] Wk SAE 27
2Edg|2 A7 A3 (Yoon et al,, 2007) 9|4 FAZS A7)
Qs0-74("F9] 50%) @ ell E3+=]o] gl= Aol H]sto] v
T2 Bosd, it 258k ti7ld SAE7E AR
HIXEZAE] of] H]ste] vl A 2 2917171 & g ololA
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Table 5. Factors Affecting Cognitive Emotion Regulation Strategies of Subject

Positive cognitive regulation strategies

Negative cognitive regulation strategies

Variable
B t P B t P

Intercept 3951 20.77 <.001 19.11 13.90 <.001
Job stress -.16 -8.91 <.001 .08 6.49 <.001
Gender -.00 -1.25 212 12 0.34 735
Age -01 -0.51 609 -.07 -2.87 .004
Marital status - - - - - -
Married .27 0.21 837 -1.33 -1.40 161
Single 13 0.10 920 =79 -0.83 407
Others - - - - - -
Work duration .01 2.09 .037 -.01 -2.05 .040

R’=.085, F=15.22, p< .001,
Durbin Watson=1.95

R’=.065, F=11.35, p< .001,
Durbin Watson=1.92

WA 2EY 27 32 Ao g Helt

|~ 7 TN F44 AR E A=
A7t E3aL, 2EdA 5 Aol 342 1A17EA
ARz F9 FFL
A7t EoA
Mz e FAashal F47 AAAA
A=ke] Ao S7hhs Zo= eyt ol 2 4
T 2EHAE 2EGE giA o] BAH S vAE Ao
2 Yehd 7]1& A7 (Kim & Lee, 2010)8} Y=sH= Ao]w,
A AIM A AR B H3AQ Heolal BAA
AgM AR @ A-5AQl H=ko 2 (Garnefski, Kraaij.,
& Spinhoven, 2001), 5324 AR AN 2 S o] ALE-
shaL A AR A S AA AR FHA ¢
37to] 2 202 BauHlth(ung & Shin, 2008). T4
chdztol=h ake] w3 vlfjo)] gt WIS E 24 2EH A
oF v s= A o] AEE ok Ao s Bl 98, Ei
FR8A 59 2Edg= vk SErhal B s grk(Kim,
2000). wEbA] T A5 2EgAg QI 34 B Fg 4
thAHPH o 2 U= AR LA, Aleld 2EdA w33

FoA e skl $1gk A7t Z st
Aol wh2 Zpolol|A] 40th o) el Blste] 204 ofs}, 20~
30t & 30~40th7} 734 QAR - A= F oot =
k. ol FAE Z2A Aol dFo] SIS 2E
27} HAash= 7o) YEREAL(Kim & Oh, 2011), 20th

B gk

o] Z74a5E AHZA ol FEsto] A=A

[«

d, T4, 3d €22 AMEEoM vERE doer(Ko &
=9l

Ko, 2009), :=2lell v]ste] Fdso] 2EH 2 Al thslo]
FARYM A 52822 AAMZH S o Bol A}
23tH= AFH(Kim & Min, 2004) 2 AW Ect 2 AAFo)4
T dgo] SIS B4 AARAMZAE A7t Ahshe
Ao 2 VERiTt

AE ol weba] 7]&0] u]E, 7[efel] vt FAA <l
AgM 2] F-G7E FrolsHAl Yok, 7ol Sl
71&o] ul & Hlste] 2EH27L HWgtom(Kim & Oh,
2011), AMH|2Z] 222N 7]&0] H|E, o] & E APE H
wale] 2AEH A7} Y9tH(Kim, 2010), o], A& g |4
AR & 7152 AR 2E#2 AR Y
2 Holy, 71=59] A= dAo] T2 AlellA Fre} 2
T-& E3HALSA A A w7l = 3t 54 IAgA 2A
kS o] Bol AR ITHKim & Lee, 2009). & 7152 A
A7} 2E = 50 F 34 MRS Foled| 719
3 Ao g Bt}

AZ717ke] frefgt ztolE HodEt, A&7zt 10 ©]
Zgo] 2d o3}, 5~10d m]R 9 2~54 u|ghof| H|sto] R
AAAM A A FA71 ke, 109 o) tid
3.1%%to] 4t ofake] o4& Holar, 7} A Z 7|17 Hdt 2t
o]7} gisich.

¢

S FAT A
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48 - d=dl - 0|23t

olige] AnkE um, thgAtel AR AR 2Ed2 G
She solAw gz nY AT.aTe) 454 gY A
gl e ZHo] o= AT a0 2 2w, tAS el o)
sfo] A e vha Q144 A A3 e ke 7

QA zAAEE FolEa I AARAZAAL
& ZANAFE 2Edx 98 i Aniee] Basic), wa
o QAR A ] RSl tid 77 A 9l
Ry lofof g},

& AT e B4 22 538 dyes 9t
SEYLE stfsha A7 A6

Aoz AAgA =8

ZAFSto] PN sotatadt AAG A ZADT

A
=2
=
Cr
o
N
2
_f‘.=

BTG B, I S0 olel A0S o
B2 oleegon, ¢, o BE 47T, 4424 4
7k g ol 0% 0 2 9k, 5]
ool 5-aekA 57} 9] 2500 = v i) &
WHE 9 G RS nE Az
=, AEAe 2 A|27 1kl wet frolat Aol o)
Al T AAAZA ] ol 2B

2k

© TR A Ao T4 AR

EFAT 71E A

i)
2

o At =9kar, 2E A7) v AREe 3% JAA
M| A7t B =90tk ARz A L

HIAlE aQle R AR 2B S, A7 R A7)
o] A2 olef= a3t 2t
A, tiTts AT oA tiehaee] 22217} 3Fofsto] of
Foixlon, Tes| KBS ZARER ofz) 7] ATrellA
Zhol i 7] o] AN 2E g 20 AAH tiA HkE o2l
ﬂ% A OIE‘r.

52
o

A, Tl QA0 A el A
8 24 A7 AR A3 el Jte 27
ol T} k. FEATAE Bt

3 A=A A77} P Qs
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EA|, AP} HA JEEo] £ UlitR AREAIY
A ZAE oA o] Fo)7] vHE, f5-HS T3 &
Eol| A7 A7 dvtslsh=d] Algtdo] oot uhebA, thek
g 4] e Atete] & & vt

A, 2AE Z2AZE YgAFo R REFA F °ﬂ gk
Az A=k 7t st e lETe] BAlo tigh Ate] &
7t B ashe, 34 AARAM AL Folal 554 2l
AR ZEAZE Fole BAAQ] 2EY 2 s Z2 3
7Nk AlRbeiet, w3t 3, oheket Fejo] ZAIE FALAL]
25 2E Y2 whE QIAA thA] Heke|| thgh -5 AAlst
o, 222} AEF A |4 wel ulHe 93 3AIY Y] A%
A& A% AAA A o] A7) HIE 7og.
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