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The Study on the Emotional Labor, Emotional Exhaustion
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Abstract

EThis study shows the factors which have an effect on the emotional exhaustion and turnover
intention in call center tele-communicators who perform emotional labor using telephone without
direct confronting with clients. This study empirically shows that emotional exhaustion decreases job
satisfaction and increases turnover intention. Therefore the emotional exhaustion is the important
managing factor for efficient management of call center. To weaken emotional exhaustion, it is
necessary to decrease time pressure in call center work. To weaken turnover intention, it is important
to strengthen superior support. This study makes a contribution in providing the fact that emotional

exhaustion is an important managing factor in administration of call center tele-communicators.

» Keyword : Z8-E(Emotional Labor), Z&™2ZXI(Emotional Exhaustion), ZF2E(Job
Satisfaction), O|&2|=(Turnover Intention)
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V-7 jh7 0.6857 | 0.6954 28 | jh5 | 0.6800.766| 0.190| 0.1981-0.028-0.093 0.072 0.052
V8|8 0.7690 | 0.7770 ih10| 0.6120.678| 0.263| 0.284 0.01810.0241-0.042| 0.002
o) 06669 | 0.6659 ih6 | 0.550/0.676| 0.094 0.236| 0.002-0.086| 0.140| 0.034
V=10 | jh10 0.8157 | 0.8166 il b I AT R T
V=111 jd1 0.8022 0.8022 jd110.687,0.173]0.794 | 0.095|0.035 -0.095| 0.001| 0.086
v-12 | jd2 0.6871 | 0.6871 o= |id5 | 0.715/0.284|0.768 | 0.060-0.214-0.068-0.073) 0.034
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V-14 | jd4 0.8145 | 0.8145 ,
jd2 | 0.6281-0.053/0.717| 0.072-0.25310.1471-0.131| 0.056
v-15 | jd5 0.8179 | 0.8179
tp2 | 0.704| 0.109) 0.034/0.818|-0.026| 0.025 0.135| 0.034
. . tp4 | 0.756| 0.293 0.115(0.798| 0.07010.0661-0.008| 0.103
E 70 UERd nisk o] ARH oz 23 Awot Ay F
So] AAT ZAM 3 (sal. sab, jh3)elch o] 3749 = |tp1] 0.671| 0.179 0.076/0.789|-0.039| 0.081 0.0441-0.014
2422 273 T AMOS 7.0% o] &dle] A= iAo tp3 | 0.598| 0.430 0.120/0.608| 0.12710.015) 0.024| 0.113
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OFAl
g7 g ofe] Wete] BAloA F24H Covariance) ©] e | cp4 | 0.760-0.00110.175-0.018{0.826| 0.181) 0.118 0.020
37 throll AHA ‘/}E}‘/}“— SANTE HAY] 2Y A= cp2 | 0.665-0.0401-0.120| 0.016(0.769| 0.2391-0.001/-0.014
= Aaf|s o|59o] =A< j j
& Asetaz olgel S¥MF(pel, cpl, jh7, jh8, jh9, au2 | 0.8071-0.07010.2151-0.012| 0.099/0.861 | 0.013-0.064
jd3)E FI= AAT T Umx] SHUFE HA ol A
Xy
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=3
» RE (62 2stoz Wl golzle] ARTAE 2 tf pe2 | 0.667 0.049| 0.041 0.148 0.097 0.027/0.791 0.074
7} gle Ao gk, vk jhee] ASe e 834 ped | 0.645 0.087-0.1361-0.066| 0.073| 0.069/0.760] 0.163
Fo] 0.6 AR Bl TAVE fle Ao A sa3| 0.717 0.053 0.017| 0007 0.025 0.019| 0.090{0.840
25 ALzl 7o =103 Fois
shar o ARSshe o S =< sa2| 0.715 0.011] 0.021| 0.09810.01810.087| 0.116/0.827
oo aQl5e} el AR e Bat Ylgolth, g9l Fe #
_ sad | 0.685| 0.155 0.164] 0.064-0.072| 0.082 0.150{0.773
I3k (eigen value)o] 1 o]Ael Qoo g 7o) glo=
-
Botel] Z4Eth a1 7 2ol oA Ee By leszge” 5.949|3.8472.308|1.610|1.536 | 1.332| 1.239
3} 0.608 oldozA wEdnket A gS Holn Qo
MEEANY%)  [22.881114.798/8.877(6.191|5.907 | 5.124) 4.765
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22.88

] 37.678/46.555/62. 747(68.664163.778/68.543

TEEN%)

Cronbach’s a |0.878|0.834|0.8240.795|0.803|0.765|0.777
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A14(Absolute Fit Measures), 34 #2|4(Incremental
Fit Measures) 2|3 78534 (Parsimonious Fit
Measures) 55 ©|-&gtt 6)

B AT AAE AFEF dig AP=E A A
I= & 99 gon, AT A4 x* #ko] 368.055, &
F=(df ; degree of freedom)7t 244, Q#(xE/df)
1.508, x*¢] frelg&(pghel 0.00092 B2 .

9. oiTeo| Mgir wWyt Znt
Table 9. Result of Research Model Fitness Test

Xo/df 3.0 of3t 1.508
RVR 0.05 ol5t 0.035
GFl 0.9 ot 0.930
AGFI 0.9 ot 0.907
NFI 0.9 oAt 0.915
IFI 0.9 oAt 0.970
CFl 0.9 oAt 0.969

A71M fFelEdES WrPES FFAIIA Seka glot,

o|5 tiAlEle] A Ho R mEo] A oRE Auidt &
AT QF(XY/Af = 1.508)0] B7P|EE HEA7|ERE B

o] e e AR AdE Stk aln 2y A3
=5 AWshs 7]1258A147(GFL: Goodness of Fit Index)
o} o]& Bt RIS (AGFL; Adjusted Goodness
of Fit Index) 281 H|w*A4(Comparative Fit
Index)7}F 2+ 0.930, 0.907 2 0.96924] t7]Fel] &
gt Zlew UeEsta RMR
Residuals) = 0.0352A 7] F3dch. 1 9 #54%
A4=(NFI: Normed Fit Index)9} IFI® 25 H7P|Es
FE2A712 At

webd A4 398709 BES A7 slu e B

(Root Means squares

4.3.2. 7Hde % A3
£ Ao A% - AANE F 11709 7l did 292
I} & 109 2okt £ A7) A9 24 B4 -84
=S 7)Zo 2 7% Ao A

H10. 7Hde| ZEZn-Z=2E24
Table 10. Result of Hypothesis Test -Path Analysis
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e WpIE Hlx x4
X A= 368.055
df 242 244
X2l pzt 0.05 ot 0.000

5) AAIg Ul&2 AAF (20079 F2EHA REEA
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71l ye = “';‘f%ﬂ'* 58 | 2

S = | 20
e ot b |z m
Hla| ZFHst &9t Z2-AT -0016) 0.059| -0.269| 0.788| -0.016 | 7|2+
H2a| 2&m—> ZHAT | 0079 0.076| 1.054| 0.292| 0.059 | 7|12
H3a| AR o2 ZAZl 0560 0.070| 7.951 | 0001 0.542 | xHEd
H4a KA -ZAT 0232 0.077| -3.006| 0.003*| -0.181 | =HeH
Hboa| UrldiE— ZEAT | -0080 0.079| -0.632| 0.528| -0.038 | 7|2+
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Hla -0.016| 0.069| -0.269| 0.788| -0.016 | 7|2t

H2a| S%vH—> 24&4AZEl | 0079 0075 1.064| 0.292| 0.059 | 7|1zt

H3a 0.560| 0.070| 7.951 | 0.001™ 0.542 | =HeH

Hda| X2d-zt&azl | 0232 0.077 0.003%| -0.181

Hba| elE— ZELZE | -0.060| 0.079 0.528| -0.038
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a4 2% 99 % 109 o]
103} 23 25 Sk, o] izl f2l#el
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9, AT, FHET) = T oA Falo] 714=E. =
g o] ool o ol Ael F&F= A Aelzke 5
o] R FollA FRst P (BEAF=0.128, £=2.443,
p€0.05), 3HTHE (AR EAF=-0.153, t=-2.210, p<0.05),
A& (BEZAGF=-0.165, t=-2.293, p<0.05), FdAF
(72A1=-0.258, t=-3.461, p{0.01) & 47 A==
I yeiA] W S AREA e folHolA] Fsle] 7]2y]
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Fig 2. Path Map - Relation of Emotional Labor,
Emotional Exhaustion and Turnover Intention
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AL 3. 7412 et ot

E 1. ophgde] 71=84
Table 11. Description of Moderating Variables
T= N | 24zt | 2digt | 2uigt | 3%t | "HEd
AR 1.000 | 5.000 | 3.500 | 3.500 | 3.342
398

SEX 1.000 | 5.000 | 4.000 | 3.750 | 3.741

2AANE A2W] Adl] F wle] pERY BHE A
NS 1 % shie AL 7t BAZ AkS FA

e el £43 Aolx(o]F AfFrolet BE), o

b AAlLQ) 2 BAle] 717t FLsitE AlFE A%
BN 2 (0] F Aol HEholth

B Ao Ml e Aaxle] ol elwd nA e F%
9 e PHRY e FEALY FF0] 5555 U
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E 120819 Dl sk hightlee] =2
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(=0.471, t=4.404, p<0.001) Ec} F}, T2ja & 13
(TEAY W)l oahd highydde] B =ZA5(=0.406,
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Table 12. Controlling Effect of Superior
Support-Direction Analysis

ws | NEH o
e ZEAS | EEA t p
high 0.404 0.102 3.957 | 0.001
H7a R
low 0.471 0.107 4.404 | 0.001
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Table 13. Controlling Effect of Coworker
Support-Direction Analysis
H| S| T
7Hd n— |E=2tA= A Axz
HE Z=AS | EERA |t p |
high 0.406 0.095 4.276 | 0.001 )
H7b x|
low 0.494 0.123 4.009 | 0.001

D HE AFRZT Akue] ol i Aol S AF
@ 23} E 145t Z 1500 ANso) Slek. A9 28 a
of di@ Aol A3 wR, A% 2Ye BAET
2=850.489, d.f.=508, p=0.0002=% e} st} 18x
AkRgo] BXA7= x*=850.692, d.f.=509, p=0.000
o= ept 9

14, MAKIYE =EEDRE Rlo| AS
Table 14. Controlling Effect of Superior Support-x’Test

71 H[EFSIAZA
e |2 A¥Zn
L b df | x¥/df P
Hef 850.692 | 509 | 1.671 0.000
H7a | X 850.489 | 508 | 1.674 0.000 | HIF<A
Aol 0.203 1 -0.003

® 156, SEAIY =FEDHE Rjo| A5
Table 15. Controlling Effect of Coworker Support-x’Test

| o s Hazn
e X df | x¥/df P
X2k 861.792 509 1.693 0.000
H7b | X 861.470 508 1.696 0.000 HlRelA
Aol 0.322 1 -0.003
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