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U-complaints call center agents organization fairness impact on job performance
through organizational commitment and job satisfaction

Nam Sangmin - Hwang Changyu « Kwon Dosoon + Hong Soongeun

{Abstract)

As improving the life quality of citizen because of development of Urbanization and
Information, civil application service of public institutions has been changed. The government
provides a 24-hour civil service of e-government, public institutions operate U-complaints call
center to pursue a personalized service to customers. As customer service are diversified, the
inconvenience of service is increased. Therefore, public institutions instituted U-complaints call
center to solve increased complaints. In early days, public institutions operated simple call
center. However, it became intelligent U-complaints call center by SNS. The more increase the
importance of agents’ contact customer service, the more increase Job Performance considered
by Organizational Commitment & Job Satisfaction of call center agents.

This study analyzed that applied to Fairness Theory with Organizational Commitment, Job
Satisfaction and analyze U- complaints call center agents’ role and job performance of public
institutions. Proposed a research model applied to job satisfaction with key variables,
organizational commitments, job satisfaction. It's expected to impact on job performance of U
- complaints call center agents in public institutions. For empirical study of research model,
conducted a survey of the U- complaints call center agents of public institutions. 170 samples
were collected from the survey and analyze relationship between the factors. Procedural
justice, distribution fairness, fairness interaction are significant influence on organizational
commitment of parameters by analysis U-complaints call center agents. Procedural justice
and fairness of interaction was found not to effect on parameters of job satisfaction. Also,
parameter, organizational commitment have significant influence on job satisfaction.
However, have no influence on job performance. Therefore, the parameters of job satisfaction
have significant influence on job performance. Public institutions should adopt to improve
the quality of citizen services through U-complaints call center agents.

Key Words : Public Institutions, U—complaints Call Center Agents, Organizational Commitment, Job
Satisfaction, Job Performance, Fairness Theory
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