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Abstract

This paper reviewed the relationship between job burnout and service quality, and the moderating
effect of self—efficacy. Based on the responses from 232 employees, the results of multiple regression
analysis appeared as follow; 1) emotional exhaustion and depersonalization effected negatively on all
service quality factors(empathy, reliability, responsiveness). 2) the reduced personal accomplishment
effected negatively on two service quality factors(reliability, responsiveness). 3) self—efficacy effected
positively on the relationship between emotional exhaustion and service quality. 4) self—efficacy
effected positively on the relationship between he reduced personal accomplishment and service quality.
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<Table 1> factor and reliability analysis for job

burnout
EE DP RA
emotional exhaustion—1 .850 .135 178
emotional exhaustion—2 .880 122 .193
emotional exhaustion—3 .878 .146 .143
reduced accomplishment—1 153 077 .903
reduced accomplishment—2 .260 131 .856
depersonalization—1 .102 .868 .107
depersonalization—2 121 .893 132
depersonalization—3 159 842 .022
Eigen value 2.409 2.336 1.668
portion (%) 30.117 | 29.197 | 20.852
acc. portion (%) 30.117 | 59.315 | 80.166
Cronbach— @ .878 .856 789

EE=emotional exhaustion, DP=depersonalization,

RA=reduced accomplishment

<Table 2> factor and reliability analysis for
service quality

item empathy reliability r.espon—
siveness
responsiveness—1 116 163 .895
responsiveness—2 122 147 .898
reliability—1 .161 .815 139
reliability—2 127 .819 .156
reliability —3 281 725 .094
empathy—1 795 276 .087
empathy—2 .843 123 103
empathy—3 .869 .186 122
Eigen value 2.247 2.034 1.693
portion (%) 28.086 25.426 21.160
acc. portion (%) 28.086 53.512 74.672
Cronbach— & .832 .819 812
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<Table 3> Hierarchical multiple regression analysis

dependent v. empathy reliability responsiveness
predicting v. step 1 step 2 step 3 step 1 step 2 step 3 step 1 step 2 step 3
gendera) -.009 -.010 .002 .023 .023 .032 -.032 -.032 -.032
tenure .125™ 1227 121 1527 .148™ 147 -.030 -.032 -.032
emotional exhaustion(EE) | —.147" —.144™ .685 —-115 -.081" -.607 —-.178" -.176" -1.102
depersonalization (DP) —.349™ -.320™ =771 —-.306" -271" —-.661 -.272" —.249™ =776
reduced N = onE* _
accomplishment (RA) .062 031 1.010 111 076 761 228 .205 115
self—efficacy (SE) .245™ 799 282" 768 181" 513
EE#*SE 598" 579 1.017°
DP=SE 472 405 528
RA*SE 1.072™ .863™ .094
R2 227" .285™ 314" 249" 325" .346™ 251" 282" 305"
a) gender 1=male, 2=female
* p<05;  xx p<01
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