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Abstract The purpose of this study is to determine the general characteristics and work-related

characteristics of call center workers and learn the relationship between the subjects of emotional labor
levels, stress response levels and turnover. Target the K's Call Center employees 300 people of
telecommunications companies in Korea 2015 July 15 to August 31. Results of the study was higher the
level of emotional labor of the subjects underlying factors which are somatization of stress reactions,
depression, anger is rising, which also showed an increase in turnover. It is necessary to develop and
measures to reduce the degree of turnover Intention of call center workers prepare measures are needed
that can mitigate the stress response reduces the level of emotional labor.

e Key Words : Emotional labor, Stress Response, Turnover Intention, Call center workers
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<Table 1> General and Job—related Character(istics 0§ 3.2 ] ddbd EA 1l Qo] uE
Subjects N=300
: AT ~Ef A 8LS3-9] o]
Variables Categories n(%) Hoo--o —— I/ o
Gender 1%4aleal %&gg; dAte] dud E4 9 S5 e A
emale A - — =
Age(year) 20~30 112(373) e s Z]'O]T: EAH R Fo 31| g2 Ao 1}
oy Wer | ERETh e urs Sguh mEds we Aol
=51 52217-3; Aol A ZpolE B =], oJAdo] Hadel nlske] 1A
Marital status Married 87(29.0
Single 213(71.0) 3HP=007) 2} F=(P=012)H57}F %o EAHoz
Education g%};gzchool 122242?3; o5 zpo]= JERITE RIS Ead| wE AE
>University 79(26.3) f2uhgoA B4 20 7FA 3 9= giAakRte] 1] she]
Religion Protestant 75(25.0
Catholic 209.7) FTUE JIAA] &2 AES] 2 (P=017)F F=(P
Buddhism 2006.7)
Others 176(58.7) =013)¢] A57F =& o2 YEputal FAACZE
Empolyment oy e ol vEptth w3 Ao 71Ee) vske] &
Shift work Sﬁyﬁ workk 22834_1% oA ~EY A Wkg-9] 3 E¢] AA 3 &
Work duration(yr) <31 = 170(52.7) Aol Zpo|7) = Aoz Yeiyth A5aH EAy
5 Sise | 2EHzNEIe) olol A Aokqdn =
=10 11G7) Ef2 9kg-e] ol xfol7t 2w e, LHFH
Department Inbound calls 210(70.0) ’
. ntbound clls o 1014 FTRASE sLhRA}e] AA sk )
Outbound calls 86(28.7) TAL T All T
Call blending 41.3) a e
o7} A& Aog Yehtoy SAH R oA &
T ey
(10,000 won) S300 207) SktH<Table 2>.
<Table 2> Difference of Emotional Labor and Stress Response by Characteristics of Subjects
. Stress Response
Emotional Lab — .
Variables fmotionat Labor Somatization Depression Anger
torF torF tor F tor F
M=£SD ) M=£SD ) M=£SD ) M=+SD )
Gender Male 31:0.35 067 1594715 |  -273 1214566 -165 950498 | 251
Female 33+0.33 (501) 183+7.03 | (.007) 132+7.03 (.100) 109+470 | (010)
Age 20~30 32:0.35 179+7.03 1284554 103485
(yr) 31~40 33+0.37 006 17.2+7.64 049 1294569 001 104491 033
41750 33+0.28 (920) 1804662 | (6%3) 12.7+4.37 (993) 1124513 | (73D
>51 33028 166+6.66 12.8+6.44 10,0465
Narital status | MéTied 33+031 024 1634630 | -166 1234558 -1 101+.459 -050
Single 33+0.35 (951) 178+744 | (.098) 1314567 (2%) 105449 | (612)
Education High school 33+0.34 1814708 1354585 11.0+495 _
College 32:0% &ég) 1674717 (213213 118+5.18 (12115 984464 (123%0)
>University 33+0.34 : 168+7.23 : 1284565 : 99+4.80 :
Religion Protestant 324037 158650 11.9:560° 96+4.27°
Catholic 32+0.32 039 1774732 211 | 1274537 344 10.3+490" 362
Buddhism 33+0.33 (756) 184+7.14 | (.098) 13.4¢6.04z (017) 104£448' | (013)
Others 34+035 193+7.28 1584639 1304548
Empolyment Regular 32+0.34 071 172468 | 106 1284548 -0.49 104+4.75 001
Temporary 33+0.33 477 183812 | (286) 132628 (624) 104#526 | (991)
Shift work Day work 33+0.34 055 1774735 187 1304575 099 1054491 098
Shift work 33+0.34 (579 2564567 | (062) 1214504 (321) 1034445 | (325)
<3 330.35 17.2+6.80 1254554 101+4.80
EZ;’S;OH( I IS 321028 | 084 1694677 | 072 | 124445 178 99:+434 153
y 5~<10 32+0.36 (470) 186807 | (540) 1444709 (150) 1114528 | (206)
>10 31047 179+9.94 1244427 1274581
Department Inbound calls 33+0.35 176+6.98 12.7£5.27 10.65.03
Outbound calls 324031 (Oﬁé) 171752 | 118?3% 1344647 (3515; 98+4.36 (11738
Call blending 30:0.34 : 1124650 : 75+1.00 : 722,87 :
<200 33+0.33 1724681 129550 10.2+4,69
{?S%WOH) 2007300 320,40 (%gé) 184863 (?1313? 129+6.34 d’(')%l) 1134552 (2115;3)
g >300 32+0.34 120+1.41 : 750,70 : 70+2.82 :
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<Table 3> Difference of Turnover Intention by
Characteristics of Subjects

Turnover
Variables IIlteIlthItl o=
M=£SD P)
Gender Male 10.5+4.34 -0.56
Female 10.8+3.47 (571)
Age (yr) 20~30 11.1+3.85
31~40 10.6+3.87 0.80
41750 10.2+3.89 (.490)
>51 10.3+3.60
. Married 10.3+3.42 -1.18
Marital status | g3 e 109:3% | (239
Education High school 11.2+3.81 153
College 10.2+3.89 ( 2'1 6
>University 10.6+3.70 ’
Religion Protestant 10.3+3.79
Catholic 10.7+3.35 0.88
Buddhism 1174352 (.452)
Others 11.1£3.88
Empolyment Regular 105+3.71 -1.69
Temporary 11.4+4.29 (.092)
Shift work Day work 10.8£3.82 0.82
Shift work 10.3+3.77 (.412)
Work <3 105+3.74
duration(yr) 3~<5 10.4+3.89 0.87
5~<10 11.4+3.83 (.454)
>10 11.4+4.56
Department Inbound calls 10.8+3.80 083
Outbound calls 10.7+3.80 (436)
Call blending 7.0+3.83 '
Income <200 10.8+3.71 101
(10,000won) 2007300 10.6+4.31 ( 5;64)
>300 7.0+1.41 ’
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<Table 4> Correlations between Emotional Labor, Stress
Response, and Turnover Intention

Stress Response Turno
. Emotion ver
Variable al Labor Spmg— Dep.re— Anger | Intenti
tization ssion
on
Emotional
Labor 1.000
Soma- 192 | 1.000
tization
Depre= 142 | 69 | 1000
SSs10n
Anger 199™ 666~ 632 1.000
pumover | g7 |t | T | A0 | 1000
ntention
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Management Association Consulting, 2010.
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