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The Moderating Effect of Social Support in the Relationship between
Job Stress and Emotional Burnout of Insurance Call center consultants
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Abstract This study was to investigate the moderating effect of the social support in the relationship between job
stress and emotional burnout of insurance call center consultants. Participants in this study were 186 consultants
working in insurance call center. They completed survey questionnaires of job stress, emotional burnout and social
support. Collected data was examined using correlation analyses and hierarchical multiple regression analyses. There
was a positive relationship between job stress and emotional burnout and a negative relationship between emotional
burnout and coworker support. Also, it was found that the social support(supervisor support, coworker support)
moderated the relationship between job stress and emotional burnout of insurance call center consultants. The
implications and limitations of this study were discussed.

Keywords : social support(supervisor support, coworker support), job stress, emotional burnout, insurance call center
consultants, moderating effect
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Table 1. Means, Standard deviation, correlations among

variables
. emotional supervisor coworker
job stress
burnout support support
emotional 783"
burnout
Supetvisor -.015 124
support
coworker -.083 -161" 300 1.00
support
M 58.37 26.68 13.62 2.44
SD 11.02 4.97 14.28 1.90

“p<.01, "p<.05
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Table 2. The moderating effect of social support in the
relationship between job stress and emotional
burnout of insurance call center consultants

D.V LV B R? AR’ AF
job stress(A) 786"
1 supervisor 139" 633 633 157.869"
. support(B)
egﬁgﬁfl iob stress(a) 797"
o Supervisor 162" 649 016 8461
support(B)
AxB -.130"
job stress(A) 775"
1 coworker 007" 623 623 151.259”
. support(B)
egﬁgﬁfl job stress(A)  739™
o o coworker g G4 o1 s6l0°
support(B)
AxB -.113"

“p<.01, “p<.05

—e— Low supervisor
support

--@--High supervisor
support

Low job stress High job stress

Fig. 1. The moderation effect of supervisor support in
the relaitonship between job stress and
emotional burnout

—— Low cowoker
support

—-m-—- High cowoker
support

Low job stress High job stress

Fig. 2. The moderation effect of coworker support in the
relaitonship between job stress and emotional
burnout
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