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<Bd> N2 R0} A BAAT)

ESR=N L KB A] | 324} 50
Qo1 E_L Factor | Factor | Factor | Factor | Factor ofo] 217} LA EAL 245t
23} 1 2 3 4 5 =3 al
A|7¥4 | 0.868 | 0.098 | 0.222 | 0.154 | 0.019
A7} A|7H | 0.825 | 0.158 | 0.094 | 0.138 | 0.083
3.007 | 15.827 | 0.881
o= AlZ¥2 | 0.783 | 0.230 | 0.154 | 0.149 | 0.017
A|Z¥3 | 0.775 | 0.123 | 0.239 | 0.075 | 0.001
H4¥3 | 0.113 | 0.842 | 0.116 | 0.128 | 0.071
5y ¥4 | 0.121 | 0.830 | 0.131 | 0.153 | 0.058
2.768 | 30.394 | 0.833
T+ 442 | 0.161 | 0.784 | 0.144 | 0.150 | -0.089
41 | 0.205 | 0.659 | 0.108 | 0.226 | -0.154
AFTFA] Q) 27t2 | 0.167 | 0.062 | 0.818 | 0.094 | -0.042
Eaf= 27t 2713 | 0.173 | 0.144 | 0.793 | 0.114 | -0.010
o ° ° 2.571 | 43.923 | 0.807
) 49 Z7t4 | 0.340 | 0.034 | 0.714 | 0.146 | 0.114
27 | 0.064 | 0.260 | 0.697 | 0.087 | -0.008
EWSF3 | 0.125 | 0.227 | 0.117 | 0.823 | -0.025
] EWSF2 | 0.120 | 0.069 | 0.041 | 0.807 | 0.130
i . 2.543 | 57.309 | 0.797
349] EWSH | 0.032 | 0.232 | 0.103 | 0.733 | -0.088
EWSHM | 0.228 | 0.109 | 0.172 | 0.661 | 0.102
s g2 | 0.038 | -0.012 | -0.009 | 0.049 | 0.876
R
ﬂz &1 | 0.020 | -0.023|-0.091| 0.046 | 0.854 | 2.172 | 68.739 | 0.787
= &3 | 0.038 | -0.033| 0.113 | 0.003 | 0.759
272 | 0.816
42713 | 0.806
2111 | 0.784
2%4 | 0.784
271 | 0.765
R 2
A 277 | 0.722 5.948 | 54.077 | 0.914
- 2719 | 0.713
42718 | 0.706
275 | 0.676
A2%16 | 0.649
AX110 | 0.643
o]&I3 | 0.934
o] A o]xl2 | 0.931
2.908 | 72.693 | 0.864
o o]l | 0.875
o]&l5 | 0.633
|93 | 0.834 | 0.165 | 0.105 | 0.145
s9kl | 0.799 | 0.077 | 0.067 | 0.208
sq} s|g5 | 0.777 | 0.097 | 0.077 | 0.262 3.620 | 21.297 | 0.879
sl9t4 | 0.738 | 0.172 | 0.173 | 0.125
Ae) A S92 | 0.731 | 0.187 | 0.084 | 0.209
xpR a2 | 0.217 | 0.830 | 0.138 | 0.065
a%3 | 0.164 | 0.771 | 0.177 | 0.123
N4 = v
;U} @54 | 0.049 | 0.745 | 0.327 | 0.031 3278 | 40580 | 0.854
£oa a%5 | -0.004| 0.741 | 0.282 | 0.131
a=1 | 0.282 | 0.668 | 0.056 | 0.060
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Et2ll | 0.054 | 0.102 | 0.855 | -0.018
B2 | 0.057 | 0.170 | 0.839 | 0.055
e 2.709 | 56.518 | 0.841
B3 | 0.198 | 0.314 | 0.724 | 0.071
El2l4 | 0.188 | 0.387 | 0.668 | 0.036
$E1 | 0.152 | 0.062 | 0.045 | 0.841
Ei) .
o) A3 | 0.408 | 0.113 | 0.021 | 0.777 2.093 | 68.832 | 0.826
=
A2 | 0.423 | 0.177 | 0.045 | 0.734
Ax3 | 0.899
AmL2 | 0.898
P Axm5 | 0.898
. 4700 | 78.326 | 0.945
2| oA Mm4 | 0.893
Axg | 0.867
Al | 0.855
<E5> HAEIL0] AHEIAEM(n=237)
BY 7+ AIZE AH& =3t a5 & s Bl £ o]A]
1=} 1000
T 048 1000
A|ZF 0308+ 0398+ 1000
A+ 0,080« 008 0075+ 1000
=7t 0.326™* 0,353%* 0.470%* -0,031 1,000
as —0,011 0,164 0,026 0,284%* 0,008 1,000
By 0,079* 0,211 0,084* 0,186%* 0,078* 0,538** 1,000
S| | -0140% 0,006 07 | 0296 | 037 | 03" 0.311% 1,000
U | 08 | 0069 | 022 | 030F | 0207 | 030 0183+ 0,505% 1,000
27 0,299 0.228% 05485 | 0204 | 0528 | 0202 | 0004 | -059% | 0488 1,000
0] =] 0,207 0.116% 0350 | 028 | 0837 | QU0 | -015% | 05 | -0d99F | 06207 1,000
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S el Estimate S.E CR AVE NEA = = DIASE
133 1.000
BiEEY) 0.942 0.067 | 14.114 | 0.998
awsh 0.888 0.059 | 15.005
a4 1.000
743 0.975 0.043 | 22.894 | 0.413 0.677
2 0.799 0.051 | 15.616
A|7t4 1.000
X713 0.813 0.039 | 20.605 | 0.655 0.867 X*=225.505, d.f. =94 p=0.000,
GFI=0.951, AGFI=0.929,
2712 0.714 0.036 | 19.753 NFI=0.941, CFI=0.965,
RMR=0.039, RMSEA=0.051
AHe3 0.603 0.051 | 11.879
P E=Y) 1.000 0.689 0.869
A&l 0.888 0.063 | 14.052
2713 0.857 0.053 | 16.026
271 0.998 0.063 | 15.762 | 4 c0r 0.869
z7h 0.628 0.049 | 12.938
7H4 1.000
2712 1.000
2713 0.993 0.046 | 21.664 y?=3.683, d.f. =5, p=0.596,
GFI1=0.997, AGFI=0.992
A% 651 048 | 13.654 | 0.541 0.928 : :
> 0.65 0.048 | 13.6 NFI=0.997, CFI=1.000,
271 0.981 0.047 | 20.951 RMR=0.012, RMSEA=0.000
2719 0.725 0.05 | 14.362
ax 0.451 0.059 | 7.602
5]} 1.000 0.529 0.767 Ele
L) 0.812 0.095 | 8.564
0] X2 0.998 0.028 | 35.864
B v?=16.301, d.f. =2, p=0.000,
°|3 1.000 GFI=0.985, AGFI=0.924,
0.523 0.785
o]Al5 0.560 0.045 | 12.400 NFI1=0.989, CFI=0.990,
RMR=0.023, RMSEA=0.115
SESH 0.862 0.032 | 27.202

44 74 #AH™

TUAE AFoP] Holl <2 3o AR tis 44 g24t FEENS olF
ot FRRHS AAsIT FRYGA s HHoEH *=760.365, AR-E(d.f.)=327, p=0.000, GFI=0.907,
AGFI=0.885, 1F1=0.944, CFI=0.944, AIC=918.365, RMR=0.051, RMSEA=0.0495 7Zt= Z&o| =&& o] AHrj
At X459t 28 A3tn X4 7152 AMojr st 7)) o]AF £E511 Qo] AL do] Bl »~820] A5
P)Ee TSIICHZEA, A%, 2005). ¥ o) B4 Adke Chgo] <EP} 2
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(BT FREY HREA 43}
! Az Estimate | S.E CR p A ERo] B
1-1 A& dol = ARax 0.151 0.039 | 3.906 N
1-2 BHE} P = ARaT -0.016 0.061 | -0.26 | 0.795 7172+
1-3 AN Y = ARAA -0.067 0.074 | -0.906 | 0.365 712+
1-4 A A = ARAK 0.463 0.06 | 7.742 | #xx e
1-5 AR 4 = ARax 0.267 0.049 | 5.472 | *#x e
2-1 g dol = AA AR -0.187 0.031 | -6.118 | == Aen
2-2 nUst By = AA AR -0.016 0.046 | -0.358 | 0.72 7]zt
2-3 AR 4 = AA AR 0.127 0.055 | 2.305 | 0.021 =8
2-4 SR AF = AA AR 0.043 0.048 | 0.89 | 0.374 7]+
2-5 AP o = AR AR -0.023 0.037 | -0.629 | 0.53 71zt
3 ARAZ = AR A2 -0.45 0.047 | -9.54 | xxx Aen
4 AEAZ = oJAw 0.465 0.064 7.3 - S
5 MeA AkE = oAk -0.725 | 0.098 | -7.412 | #*x N

*x e 0.055F04 folg

442 718 69| AM: Mm=e|{A9|
A I AP MRS 3 AU, TIH UF, AU AL A8 Ak T Ay
| Algazie Alja Aheo] J3ke 4 At £ G2 Yeer]
92 Q5[ Amos 21.09] Pairwise Parameter Compansons—Er@‘% sttt AuglgAlyt H3E 67)e] M
o] ghAt Wtk 3.88162 UEY Hutg 7IECR Antio] =2 AHn=298)1} F2 AHn=245) 02
J2ste] A8 Xsistgict. 72F AkS tjAto & Critical Ratios for Differences between Parameters?tS o]
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<HE8> M]J_Lar;i/ﬂ_l KK%E_FJ- _Er@‘ 7‘2:1;4.

H=2 Ak Estimate S.E CR p z-value
High 0.138 0.054 | 2.580 | 0.010

RHed Aol = ARan -0.476
Low 0.102 0.055 1.868 | 0.062
High 0.019 0.080 | 0.234 | 0.815

E% 9] = APad -0.51
Low -0.042 0.087 | -0.477 | 0.633
High 0.045 0.120 0.38 0.704

297 = Agax -0.976
Low -0.099 0.087 | -1.139 | 0.255
High 0.320 0.080 | 3.995 | 0.000

A Aot = Algan 2.532
Low 0.620 0.087 | 7.104 | 0.000
High 0.284 0.064 | 4.433 | 0.000

AIZVE 92 = AR AR -0.446
Low 0.241 0.071 3.408 | 0.000
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The effect of call center agent job characteristics on
turnover intention : focused on moderating effect of
self leadership

Oh, Jong-chul*
An, Un-seok**

Abstract

The purposes of this study was to investigate job related attitudes of emotional labors working at call centers in
Korea. The attitudinal variables were burnout, psychological capital and turnover intention with job characteristics
as the independent variables. In addition, leadership behaviors of the superiors, self leadership behavior in
particular, was incorporated to see if it has any bearing on these relationship as moderating variable.

Data has been collected from 543 respondents for this study using questionnaire method. The survey for the
actual analysis of the research was done and analyzed with the employees who work for contact centers in Seoul,
Busan, and Gwangju, Korea. The survey was done for 24 days from November, 2016 through December, 2016. *

The following study results were revealed: First, the job characteristics does not have direct positive effect on
turnover intentions. Second, the job characteristics were related positively to job burnout. Third, the job burnout
does mediate the relationship between job characteristics and turnover intentions. Lastly, results of research on the
moderating effect of self leadership in relationships between emotional labor, job burnout, psychological capital and
turnover intention show that super leadership has only a limited regulatory effect between job characteristics and
turnover intention.

* The statistical analysis for the study was performed using AMOS 21.0.

Key words: Emotional Labor, Psychological Capital, Burnout, Turnover Intention, Super Leadership

*First author, Ansan University, Associate professor
*xCorresponding author, Namseoul University, Professor
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