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Purpose: The purposes of this study were to investigate the degree of presenteeism, which lowers productivity
when call center workers come to work with illness, and analyze the factors influencing it. Methods: A survey was
conducted for three months from July to September, 2013 to collect data. Questionnaires were distributed to 1,500
workers at 30 call centers in Seoul and Gyeonggi Province, of which were 1,274 returned and analyzed for the
study. Results: The findings show that the call center workers scored 15.4 points out of the maximum 30 on pre-
senteeism based on SPS-6. The study examined factors that affect the presenteeism of call center workers and
identified inner emotional labor, depression, subjective health condition, age and turnover intention as those
factors. Their presenteeism was low when they engaged in more inner emotional labor, and when they had a good
subjective health condition. The presenteeism was high when they had a higher degree of depression, were young,
and had a higher turnover intention. Conclusion: The findings call for a need to implement a mental health promo-
tion program to resolve call center workers' depression at work, help them manage their emotional labor to lower
their turnover intention, improve their subjective health conditions, and run a health management program to con-
sider the uniqueness of the young age group in order to prevent their increasing presenteeism.
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Table 1. Characteristics of the Subjects (N=1,274)
Division Variables Categories n (%) M=£SD
General Gender Male 117 9.2)

characteristics Female 1,157 (90.8)
Age (year) <30 361 (28.7) 34.19+7.63
30~39 587 (46.7)
>40 309 (24.0)
Marital status Unmarried 647 (51.3)
Married 614 (48.7)
Educational level < High School 463 (37.9)
> College 760 (62.1)
Smoking Non-Smoking 238 (18.7)
Current smoking 1,036 (81.3)
Drinking Non-drinking 179 (14.1)
Sometimes 829 (65.3)
> 3times/week 261 (20.6)
Subjective health status Good 943 (74.4)
Bad 324 (25.0)
Number of health problems 0 465 (36.6) 1.15+1.21
1~2 635 (50.0)
3~4 151 (11.9)
>5 18 (1.5)
Occupational Job type Inbound calls 882 (69.4)
characteristics Outbound calls 165 (13.0)
Call blending 223 (17.6)
Job position Staff 1,107 (89.4)
Assistant manager 79 (6.4)
Manager 52 (4.2)
Employment type Formal 847 (66.5)
Informal 427 (33.5)
Working form Daytime work 1,036 (81.3)
Shift work 238 (18.7)
Working hour (hr/wk) <40 717 (61.7) 37.37+15.53
41~48 316 (27.2)
>49 130 (11.2)
Call average number <50 194 (18.3) 118.46+83 .77
(n/day) 51~100 444 (34.9)
101~200 289 (22.7)
>201 135 (12.7)
Psychological Depression 7.46+5.65
characteristics
Turnover intention 3.48+1.00
Emotional labor Surface emotional labor 3.54+0.79
Inner emotional labor 3.64+0.70
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Table 2. Presenteeism of the Subjects

ME| 22| Z2|ME|E

Work experience

Presenteeism

M=*=SD
Because of my health problem, the stress of my job were much harder to handle 271+1.17
Despite having my health problem, I was able to finish hard tasks in my work " 3.21+1.22
My health problem, distracted me from taking pleasure in my work 254+1.21
I felt hopeless about finishing certain work tasks, due to my health problem 2.02%1.04
At work, I was able to focus on achieving my goals despite my health problemJr 327+1.24
Despite having my health problem, I felt energetic enough to complete all my work " 3.39+1.22
Total " 15.41+4.06

T Reverse-scored; ¥ perfect score: 30.
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Table 3. Presenteeism according to the Characteristics of the Subjects

Presenteeism
Division Variables Categories
M=£SD tor F p
General Gender Male 14.68+4.28 4.06 044
characteristics Female 15.48+4.03
Age (year) <30 16.29+3.78 19.32 .001
30~39 15.41£3.99
>40 14.30%+4.25
Marital status Unmarried 15.98+3.98 25.32 .001
Married 14.81+4.08
Educational level < High School 15.13+3.97 3.55 .060
> College 15.59+4.14
Smoking Non-smoking 15.50+4.02 0.14 703
Current smoking 15.39+4.07
Drinking Non-drinking 15.15+4.06 1.89 151
Sometimes 15331413
> 3times/week 15.84+377
Subjective health status Good 14.94£4.00 49.55 .001
Bad 16.78+3.92
Number of 0 14.95+4.05 5.01 001
health problems 1~2 15.44+3.96
3~4 16.641+4.31
5~6 15.21+4.15
>7 17.33+1.15
Occupational Job type Inbound calls 15.69+4.04 6.43 .002
characteristics Outbound calls 14.69+3.85
Call blending 14.85+4.14
Job position Staff 15.55+4.00 6.14 .002
Assistant manager 14.07+£4.27
Manager 14.44%+4.66
Employment type Formal 15.38%+4.18 0.10 746
Informal 15.46+3.83
Working form Daytime work 15.37+4.05 0.37 .540
Shift work 15.56+4.13
Working hour (hr/wk) <40 15.15+4.20 255 078
41~48 15.75+3.87
>49 15.65+3.73
Call average number <50 14.83+3.96 4.89 .002
(n/day) 51~100 16.03£3.98
101~200 15.55+4.01
>201 15.0+4.071
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Table 4. Correlations between Psychological Characteristics and Presenteeism

Variables Depression Turnoyer S.u tace 'Inner Presenteeism
intention emotional labor  emotional labor

Depression 1.000

Turnover intention 528" 1.000

Surface emotional labor .358™ 332" 1.000

Inner emotional labor -.006 -.083"* 266" 1.000

Presenteeism .294** 240" .038 -.201* 1.000
#p< 01
Table 5. Factors Affecting Presenteeism

Vatiables Presenteeism

B t P

(Constant) 19.931 17.387 <.001

Inner emotional labor -0.870 -4.749 <.001

Depression 0.124 4.393 <.001

Subjective health status -1.078 -3.484 .001

Age -0.053 -3.021 .003

Turnover intention 0.440 2.926 004

Adj. R*=.147, F=29.875, p<.001
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