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Abstract

This study verifies the impact of emotional labor of online shopping mall call center counselor
on customer orientation and the medium effect of job burnout. The study targets call center
counselors from four companies that operate online shopping malls, and 271 copies are used for
final data analysis. The results are as follows. First, deep action, a subfactor of emotional labor,
has shown to have a significant positive effect on customer orientation. Second, the deep action
of emotional labor has shown to have a negative effect on depersonalization and reduced personal
accomplishment, while the surface action has a positive effect on job exhaustion and
depersonalization. Third, deep action of emotional labor is found to increase customer orientation
through depersonalization and reduced personal achievement, which are sub-factors of job
burnout, while surface action of emotional labor is mediated by depersonalization, lowering
customer orientation. The results of this study confirm that it is necessary to increase deep
action and reduce job burn-out in order to improve customer orientation. Also, it is meaningful
that the study verifies the role and the mediating effect of job burn-out.
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Note. LL = lower limit; UL = upper limit; CI = confidence

interval; Boot = Bootstrapping.
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Ao JFS mx= AR A A F EE Y
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R .
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R - VAR _
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C3 = Ind2 — Ind3 —.054 —.115 .006

Note. LL = lower limit; UL = upper limit; CI = confidence interval;
Boot = Bootstrapping.
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