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The Effect of Emotional Labor on Stress Coping Style and Psychological

Burnout among Call Center Employees
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Abstract

The aim of this study is to measure the degrees of emotional labor and to empirically analyze how

emotional labor affects individual's stress coping style and psychological burnout. The results were as

follows. First, the call center employees were actually experiencing emotional labor and it was shown

that the deep acting was higher than the surface acting. Second, the degree of experiencing stress

coping style and psychological burnout appeared differently depending on the socio—economic

variables of the employee. Third, despite the differences in the direction, there is a correlation

between emotional labor, stress coping style, and psychological burnout. Fourth, the characteristics of

the employees and emotional labor clearly affected stress coping style and psychological burnout.

Therefore, companies will have to provide various psychological treatments and training programs for

call center employees, and a change in social awareness, where people take the service industry

workers’ kindness for granted, is required as well.
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Il. Theoretical Background

1. Emotional Labor
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Research Problems and Methods
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2. Research Methods

2.1 Z=ANY & RS

2 Age] AN FEFAA AA)9] SEA), S, S
| KE/\_/] 17 41_]1—:101] Fslal e AEAE, 20159

w
m*g
[\}
wW
—111
i)
B~
m-(o
.4>

2
N
B

e}

2.2 TALER
KA IR SR HOChSChﬂd(l983)9]' o] W3}l 53
3l gEow JTEIGOHW[3], Bok(2012)F Lee &

Cho(2012)¢] A7+ =z st &a-& TSI LI4]17],
A5 &2 A 8T F ARSIk A 184 &
EF 1ol A B8 ‘& ™ty 58714 54 Likert =2
SAs5on, gho] Fold4E A vt Folds
Sl
2EZ A AL Kim(1995)0] AAIRE H=s 71353
Ahn et al(2013)8] AT A8dE E4E
[16][17], ‘A3 23= °—LEF 12401]*1 HH e "oy
A7t 53 Likert 3%

L

r°"

H = .
Ao 18Rk 14744 FE e 28y 53714 54
Likert A 5=2 54311, gho] ol s Ao X% =
obdS yrERdIT]

NFE 24 AAE Adbe <Table 1>3 2t} %
AA 2EH 2 g3 1A AH7E dog xﬂsﬂ&
Z%=9] Cronbach's a # .70 oo =& JNIFES
Aot A FHA 2B giAEAL 642, N0H A3
Ao 635 YER T HEo H|F] AiF o s AlE]
AG7F GEARE F37F A2 S sk Al Enke

Foleha ¥ % ik

_1_4

A
Y Ko R oy

Table 1. Reliability of Scales

Category ltems| Cronbach's a

Emotional Surface acting 6 .933

labor Deep acting 7 .921

Problem—-focused 10 .921

Stress Social support 5 .815

coping style| Emotion—focused 5 .642

Wishful thinking 5 728

. |Emotional exhaustion| 5 .780
Psychologic Lack of personal

al burnout . 4 .635

fulfillment
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Table 2. General Characteristics of Subjects il LS 2EYAE 08 Y F dgs FS 9y
Characteristics N % 3},
male 41 15.1
Gender female 230 84.9
total 271 100.0 Table 3. Level of Emotional Labor
20's 131 48.9 Surface acting Deep acting t
( Ag; 0 30's 124 46.2 mean 18.22 23.61 (6216
m=29. over 40 13 4.9 —1b.
total 268 100.0 SD 5.69 6.09
high school 61 22.6 p<.001
. college 69 25.6
Education| . or university 140 51.8 _ _
total 570 1000 2. ANOVA Analysis between Variables
Marital single 180 66.9 2.1 AlEol st EMIF AER|A Cf X dtAl
status married 89 33.1 ANE AR ARSI EAo] wel 2Ed s
total 269 100.0
none 3 65 qm J2lo] apolE HolEA] Yol 7] fE T-teste} AU
Children 1 21 45.7 AHEAE 3 A7) <Table 4>l AAIEo} otk A 54
over 2 22 47.8 A Ak A A|A], A BAH AEd A gAML ALg el
total 46 100.0
. below Ty 72 57 4 k2 EAd we} xpol S Eoiz]u]— A AlaE AE o)
V‘é‘;ﬁ’;g over 1y ~ below 3y 82 30.4 b YRR akor.
(m=gy | OverSy below oy | 4 5y TAAoE AR BA FAA 2EA AAS o
over 5y .
5m) ot 576 T 1000 Wyl AT Ro|N p<05 FFOE, ARF IMASA
Telephone below 5h 79 30.0 p<.001 FEoR BAAOR fond 2lo]E HTth A
foshorse | overoh seoweh | 18y ) O3 A 40t ool ARAIAN B4 FHH 222 oA
over oy .
(m=6h otal 063 100.0 2o] 71 =A Ve, thEo] 30, 20t19] =l A
ola . - -
32m) A% A3 20009} 400 o]4ke] Fkzkeuk 2po]7} Exjet
inbound 236 92.5 _
O < = = < =] ZAIA R~E
Work type outbound 19 7.5 Stk AEeA el 7| EATE mEART EAl FAH SE
total 255 100.0 gl A2 o] =okth, €9+ 7MAASNAM = 3009 %
below 150 67 28.4 el Feke] 7Hd wgkat, thiro] 200 300 Fl o)a}, 150
Househol | over 150 ~ below 200 121 51.3 o - =
~ 2 3 } Lo 7] eS| ALBA=
d income | over 200 ~below 300 | 11 4.6 d olst 7Hd uE Aol 1507 2007 of skttt A S
(m=226) over 300 37 15.7 A3} 150 72005+ o]3lel Mk} SOO“J% ZIQ1 Hedzho
total 236 100.0 Tk ZFol 7t ATk AR A AR &= Iﬁ”‘i‘—fﬁlﬁ‘ﬂ p<.05 &5

IV. Research results

1. The Level of Emotional Labor
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Table 4. Socio—economic Variables on the Stress Coping Style

Problem—focused | Social support | Emotion—focused | Wishful thinking
m scheffe m scheffe m scheffe m scheffe
male 33.21 15.80 14.75 16.00
Gender female 33.16 16.50 13.67 15.21
t .034 -1.158 2.040" 1.343
20's 31.65 a 16.22 13.83 15.16
Age 30's 34.12 ab 16.40 13.87 15.59
over 40 38.30 b 17.83 13.42 14.67
F 7.460 1.144 115 728
high school 32.93 15.83 a 13.69 15.25
Education college 34.03 17.30 b 14.56 15.62
over university 32.79 16.17 ab 13.48 15.17
F 742 3.237" 2.787 .398
single 32.37 16.28 14.03 15.43
Marital status married 34.94 16.63 13.35 15.05
t -2.850"" -.822 1.685 .978
inbound 33.37 16.45 13.92 15.41
Work type outbound 32.67 15.53 12.42 15.21
t .782 1.841 2.080" .239
below 1y 32.53 16.52 14.34 15.18
over 1y ~below 3y 32.20 16.21 13.80 15.54
Working period over 3y~ below 5y 33.38 16.15 13.43 14.93
over by 35.13 16.64 13.52 15.45
F 2.420 278 1.138 .369
below 5h 32.14 16.47 13.92 15.18
Telephone response over 5h ~below 8h 33.59 16.45 13.78 15.32
time(1days) over 8y 30.50 15.07 14.13 15.07
F 2.222 1.111 124 .072
below 150 33.52 ab 16.74 14.57 15.11
Average monthly over 150 " below 200 31.72 a 15.87 13.64 15.72
Household income over 200 ~ below 300 34.45 ab 16.64 13.36 14.00
(Ten thousand won) over 300 37.08 b 17.16 13.70 15.24
F 6.427""" 1.720 1.422 1.150
"p<.05 ""p<.01 "p<.001
2.2 AtE[Ql et EMI ME|E 4F p<.05 FFEoR, JIIA AR Ade AEoJFolAnt
AAE kAL Ablel T SAol whel e POl S0 ejulgl Aolg Btk Wyurhs 4ol

[e]
ANY 1

==,

71ER Y= vEe] 7l
sk AR YEs.
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Table 5. Socio—economic Variables on the Psychological Burnout

Emotional exhaustion Lack of personal fulfillment
m scheffe m scheffe
male 1412 11.73
Gender female 15.49 12.25
t -2.227" -1.159
20's 15.20 12.24
Age 30's 15.33 12.19
over 40 15.54 11.46
F .072 513
high school 14.55 11.87
) college 16.03 12.84
Education over university 15.19 12.01
F 2.705 2.870
single 15.53 12.47
Marital status married 14.76 11.54
t 1.742 2.715™
inbound 15.30 12.15
Work type outbound 15.26 11.47
t .065 1.069
below 1y 15.30 12.33
over 1y ~below 3y 15.10 1212
Working period over 3y~ below 5y 14.89 12.02
over 5y 15.78 1217
F .631 .150
below 5h 15.37 12.18
Telephone response over 5h ~ below 8h 15.31 12.23
time(1days) over 8y 15.40 12.40
F .008 .046
below 150 15.27 12.36
Average monthly over 150 ~ below 200 15.68 12.35
Household income over 200 ~ below 300 14.45 12.45
(Ten thousand won) over 300 15.00 11.19
F .646 1.989
"p<.05 ""p<.01
3. Correlation between Variables bl Itk AR =EY s} dsol 275 A T4
TANE AGAE] AT ~Ed s oA Al A g urae] AX I Ao Al B8 TAhSHE AL
A 27 o] ABHAE B4 Ao <Table 6>0] AA5 2 AA 9 g A4S dAH R Y] AT AA Ala
o] g}u} oM AALEN ~E ﬂ% P AP RS I Kb 7F FrtE e o 5 Sl

(r= 126 p< 05)1} ¢l

=R

o e A7) 919
& AR Ag o %
F49 2 :

(r=.454, p<.001),
1A Abal(r=.146, p<.05)sh %u E

AT A 2703k ARAE WY, s
A3 g5 AMA 317 L(r 271, p<.001), WA A=
AA(r=.189, p<.0D)¢t ¥ JaAAAE Btk =T
EHsE o]l ARGFE N &3, 30 $3¢ Y
MA a1 A AFHEY Hdog gS AdEse AL
& ok v, A Fe Udse e AdA A3
Aoj(r=-.131, p<.05)% &9 FHIAE Hol=d|, Ujds
gEo] AdFF NAH 7] A7t dolAl= Fow

2~
4g % gk,
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Table 6. Results of the Correlation Analysis

Stress coping style Psychological burnout
Problem Social support Emotion Wishful Emotional L:rcsinoejl
—focused PP —focused thinking exhaustion P .
fulfillment
Emotional| Surface acting 135" .095 126" 074 2717 189"
labor Deep acting 45477 329" .005 146" 119 -.131"
"p<.05 "'p<.01 ""p<.001
4. Regression Analysis between Variables ALEAAA] Fsel A e FgEs A A9 AT
4.1 2E8|A iAo Jg2 o|xl= 29 o Wivst 5(E=.322, p<.O0DTe] BHOR fFogh FF
IANNE AFALY] AFg| el et EAT AT AEY S B U3} d5o] =575, A AAE Sadte
27) 2EY 2 gAAe] HAE dRE S oolus] a5 2EAS A0l B Aew Ehhth o #7149 4
3 EA S 3 A= <Table 7>00 AAH ] gick 3784 HEe 8.9%0°]t}

of FYsE WMFEY] gFeAdE g9l
e 108t 231, VIFE 1080} 27) v
+ ¢t} Durbin-Watson #t-& &5 20 717+ Zxajel of
& A= Ao glomnw I RF| Hg et

WA A FAE 2Ed s giAgAe] vXE JgE s
A5 Az} 1Y 133 WAITHB=.184, p<.01), €E 7HA&
E(B=.194, Wis  3%5(B=.4009,

p<.05), AT
p<.00De] AHoz Fodk Jgks v3i)
sheuiAzke] 445, 94 THaSe] BSTE, 14
o] yHsl o] 2555 A T

IIT=E T 7 W ]
¥ o2 B % gk o] 39

Table 7. Regression Results of Stress Coping Style

dot 30 WA v Ane v = 3
Aol wHsh BFol 5%, A4 FHA ARl
e Joz vehgon, o] 59149 4 e 85%olt
agd Aol A gEe BAR A3, UG
=-.165, p<.05)Hle] PHOR FOIF 9L vIHeh 4w

Problem—focused Social support Emotion—focused Wishful thinking
B B B B B B B B
Gender(1=female) -2.288 -.132 .051 .005 —-.988 -.126 -1.456 -.165"
Age .056 .046 .022 .035 .090 164 -.062 -.101
Education -.188 -.049 -.016 -.008 .076 .043 .091 .046
Marital status(1=single) .334 .024 .081 .011 .718 112 .490 .068
Working period .021 118 -.006 —-.063 -.008 -.102 .009 .096
Telephone response time(1days) .010 184" -.002 —-.054 .000 .016 .000 -.005
Work type(1=inbound) 1.886 .078 1.006 .079 1.757 162" 231 .019
Household income(Average monthly) .008 1947 .002 070 |-8.543E-5| -.004 .001 .032
Surface acting -.159 -.140 -.095 -.157 .106 .203" .008 .013
Deep acting .440 409" .185 322" —-.065 -.130 .078 .140
R 230 .089 .085 .047
Adjusted R? 190 043 .038 -.003
"p<.05 'p<.01 p<.001
4.2 ME[X 2Fo &g o[xl= 29 59 xW3l d5(B=.334, p<.00D)Fro] AHoZ {93t o
e el Al TR S4T s 2Bl P2 nidth Busk P80l £, YNH nge g 7
27 AR Al mAE G S dolry] 3l F3 AL Aol Ao R A Em, 37249 AnES 14.3%°]t
218 ¢ A= <Table 8>l AAEH Ut} w7 A = F MAA A7 Ao wA& JFes BAe Ay, AF
A== HPEY |3 R e A= A, (B=.190, p<.05)3} A =52 xW3} d5(B=.442, p<.001)
Durbin-Watson k< | 9 SRSl Agsd  AdeR i 9B, UAT IALS(E=-188,
kil

5} )% (B=-.336, p<.001) -4
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V. Conclusions

Deep acting

Working period
Telephone response time(1days)
Surface acting
Adjusted R

“"p<.001

Gender(1
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Table 8. Regression Results of Psychological Burnout
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