creative
common

C O M O N § E E D
& X EAI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= F R0l 86tH HFSA
o Ol MHZE= SN, HE, 8E, A, SH & &5 = AsLIC

XS Metok §LICh

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. Adt= 0 &

o 7lot=, 0l M= MOISOILEBHES B2, 0l H&E=0 HE= 0
S Tt LIEHLHO10F S LICH
o HEZXNZRH EE2 oltE O 0leiet 2AE=2 HEBX E&LICHL

AEAH OHE olSXAt2 Heles 212 WS0ll 26t g&

712 (Legal Code)E Ololiotl| & £

olx2 0S5t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

ofAlelize} Aol A=

)

o

2

2011

o
o

TO
ﬁo
E

o

ﬁo
il

Ho
X
o

o

ﬁo

o

o

ﬁo



g
HJ
oF
Tor

o

7o

ﬁo

i3

iy
ile}

—

~H

L
=
i

wlg

]

o

2

2011

o
o
0
ﬁo
E

o

ﬁo
il s

Ho

Tor

Tor



oH
i
or
ol
alg
HJ

oF
—
;O_l

Jl
X
;O_l

gace)
To
‘o)

s

)

o

2

2011



Abstract

— = = N <t © © O -

10
12
14
14
- 15
16
17
18

wa

E Qo :
o K N

vzl

R S S\

T T omo B
Wz = =gy ok of
* o A

B R

3|
~
ol
=
e
=
-
ak
=
A

W

7o 3

i 17_.D El

—

Th QITEO] HJ T ceereereesseenssens s
o]%z-] HJ 73 ooeeeeseenmns s
A
ok Ay ol
5
s

1
2
1.
2
3

AT HIZ O EA e

+ B

A

I
Io.

- 18
22
23
25
25

- 27
28

U, AL BJ O8I eorerersesssnnssssssssss s

4. O] A Q] TE erveueuteteiet et

1= “esessssssssssssssssssssssssssnnne

)
=

7F AT ke A
AT BT TP AT v

m.



28

30

- 33

4, AT AA H FEA e )
- 42

- 42

42

- 43

1.

45
45
47
48
48
49
ol
o3
95
95
- o7
64
64
66
68

O - : H
T\ | N\,
LA gy g A

_ oF

o

: T
I e

cel uwwmﬂ @
ﬁo ﬁo

wx%,moL%,%

VRS s - = e

ﬂoxﬂxﬂ.llﬂ

ol
=

—~ .

PAE

a4
o & 3

B X
wK

A

3
gl

Y
otz

. WA Q7w
1E:l]
P2
2

A7 2% 2 AAA

2t TN
7t
a79

1
2.

;AU

-5

ANVAN



12
- 23

/\]_g;ﬂ qurL 7&5

ol

25
- 28
- 36

}

o

37
39
41

fvze)

_ZTI

i

vzl

_ZTI

;(]_CA ?-}\é
24 9% 2 3

m-5>

-
it

- 42
- 44
- 46

[0

8-

olo
T

¥

-1>

-
it

- 49
- 90
- 02
- o4
- 06
- o8
- 60
- 61
- 63

a1

X
i)

i

0
X

0
o

—

]
V-8> A 71

V-9>

O

A

] %

s

IV-13> 714 9

V-7>

-
it
-
it
-
it
-
it

<
<
<
<



<218 E >

<1% -1 Q0 FEI T ettt 30
<8 V-1> AFEE] 3l 7FA ZAS v 57




A study on the effect of the working condition on the turnover intention and

achievement through the job satisfaction : the case of Call Center

Han-Won, Choi

Major in Business Administration,
Department of Business Administration,
Graduate School of Business Administration,

Pukyong National University

Abstract

Recent move of capital based call centers toward other-regions have been notably helping to
young adults" employment. However problems such as turnover rate and supply and demand of

manpower have /surfaced as well. Reasons behind such phenomena will be pondered upon this
paper.

Following the development of information communication technology and company environment,
Call Center consultants, who manage customers and marketing, have direct effect’ on quality of

service and sales. This, ‘in tern, correspond with service attitude and capability which are highly
linked to job satisfaction and turn over intention of consultants.

Epitome of this research ;is- having. better understanding of work " environment factors such as

working conditions, job education, communication, intensity-of-labor, and emotional labor on turnover
intentions and performance.

With concrete research result of Call Center consultant's occupational satisfaction as a basis,
more effective work-related factors can be examined. Also, recently highlighted issue of labor

intensity and emotional labor can be inquired few meaning for ideas of research mentioned above
are as follows.

First, low-variables of work environment should provide ground on which Call Center consultants
can motivate themselves.

Second, structural culture that fits working atmosphere and communion of specified individual
consultants should be provided.



Third, smooth communication within the organization can improve management efficiency,

formation of mutual relationship, and achievement of personal and common goals.

Fourth, efforts to prevent depletion of emotion and stagnation of organization should be
emphasized since labor intensity and emotional labor highly relates to turnover intention and
performance.

Taking survey on 340 Call Center consultants in Busan area with the model and hypothesis

constructed by precedent paper and journals, statistical study is conducted with SPSS 12.0 and

AMOS 7.0 for feasibility study, validity research interrelation analysis, and structural model analysis.
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T =S FYS et B EEE, 2007)
I Ay AW FEAdo] ol tgE g xdE x1, x5, x12,
x17, x21 & 57/ &35 AAST F 584, wS5Fd, AryAlA,

o
L5 AE, agla gAxs S 5 299 167 BdEe] YIEsA
wHAeH, 656%°] FHAWHoR Yewth =3 7F a9 AFE

7]
A ghe Y 0701w 5 jEESEgh o w <E V-3 >3 2

2 | 2a] gl | aas | aa3| s | g5 | meg T | =

o = 1l © g 1l ALk 1l 1l Tlli‘}f_]_' 71] ‘)‘F‘
x2 | -0.0929] 0.0322| 0.7797| 0.0135, 0.2164

ZE37 | x3 | -0.0801| 0.3425] 0.7502| -0.0701| 0.0165| 2.603 | 16.274 | 0.731

x4 | -0.1228| 0.2131) 0.7355| =0.1341| 0.0511
x6 | -0.0779 368 0.1697| 0.0263| 0.0483
WEFH | X7 | -0.0130] 0 0.1388| 0.2289| 0.1331| 2105 |29:432| 0.750

x8, | -0.1421] 0.6 0.23%| -0.1464| 0.2336

. x9 [+-0.0961}-.0.2255| -0.1070| -0.0380 .0
A

x10 | 0.1435) =0.0496]+0.2378 0.139(7%‘.75$ 2013 | 42015| 0.724
16641

x11 | -0.0476] 0.2030] 0.2139) 0.1797
x13 | 08409 0.1008| -0.0246| -0.0663| -0.0238
x14 | 0.7303| -0.1133| -0.2537] 0.1413| 0.0907

LR AR 1.963 | 54.290 | 0.808
x15 | 0.7080| -0.1756| -0.0296] 0.1130 0.0592

x16 | 0.8580] -0.0647| -0.0641] 0.0107| 0.1489
x18 | -0.0673| 0.0273| -0.0497] 06716 0.2710
=T | x19 | 00496 00153 -0.0178| 08190 0.0281| 1814 | 65631 | 0.711
x20 | 01788 0.0563| -0.1041| 0.8085| -0.0282
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<E V-5 > ATHE 299 FH aolRa
47 Ei A< FE=sHAT SE. CR. P
X2 0.885 0619 0.097 9.081 0.000
e x3 1.151 0.772 0.114 10.091 0.000
x4 1.000 0.679
x6 1.113 0.774 0.108 10.292 0.000
WHFH X7 097 0716 0.097 10.01 0.000
x8 1.000 0.656
x9 0.786 0.497 0.12 6.557 0.000
Al x10 0.762 0.621 0105 7.26 0.000
x11 1.000 0.704
x13 0.846 0.743 0.065 13.061 0.000
g x14 0.311 0.677 0.068 12.016 0.000
x15 0.67 0.614 0.062 10.86 0.000
x16 1.000 0.842
x18 0.628 0:507 0.086 7.318 0.000
AR =F x19 1.065 0.73 0.129 8.232 0.000
x20 1.000 0:746
A 2=256.281(d.f=85, p=0.000), GFI1=0.999,. AGEI=0.954, NFI=0.916,
CFI=0.968, RMSEA=0.077
. HERED oA s, ALY
ARaEst olAdw, AT WF FoAH aAwy Zguel
CFAZ Y= FAERYY FF= AgE A¥HEY 2=269.469(d.f=67,

_49_



<E N-6 > ATnED o2 o%, 4T ygrte] HelH @A
T4 ki Al F=3HA4 | SE CR. P
\a! 0.694 0.551 0.074 9432 0.000
V2 1.133 0.794 0.084 13.435 0.000
A aks v3 1.052 0.8 0.078 13.514 0.000
v4 1.009 0.722 0.082 12.3 0.000
Vo 1.000 0.725
z1 1.000 0.801
o1 o] = 72 1.149 0.901 0.055 20.804 0.000
73 0.822 0.755 0.051 16.126 0.000
74 1.018 0.808 0.057 17.855 0.000
75 1.000 0.828
76 0.998 0.901 0.056 17672 0.000
2 _:jj; Al 0.631 0.634 0.052 12.175 0.000
78 0.651 0.578 0.06 10.899 0.000
79 0.655 0.558 0.063 10.474 0.000
AFE x2=269.469(d £=67, p=0.000), GFI=0.969, AGFI=0.914,

NEI=0.971, CFI=0.918, RMSEA=0.085
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oE Held 2owAe vl ANSA Z4uge) RHE A5E

2by W (2=747.278(df=269, p=0.000), GFI=0.912 AGFI=0.868, NFI=0.869,
CFI=0.938, RMSEA=0.072%2 Y¥El, & =A7]o W73t @S 2d9E
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< NV-7> AAATE9] 9] el 2RlEA

T LR Al XA | SE. CR. P
x2 1.064 0.713 0.101 | 10507 | 0.000
2737 x3 1.085 0.698 0.105 | 10.346 | 0.000
x4 1 0.651
x6 1.085 0.767 0.102 | 10.624| 0.000
wSFEH x7 0.953 0.711 0.093 | 10.241 | 0.000
x8 1 0.667
x9 0.756 0.48 0114 | 6.605 | 0.000
AFUA Al x10 0.772 0.631 0.1 7687 | 0.000
x11 1 0.707
x13 0.864 0.749 0.066 | 13.149] 0.000
e x14 0.833 0.687 0.069 | 12.163| 0.000
el x15 0.678 0.613 0.063 | 10.82 | 0.000
x16 1 0.831
x18 0.62 0516 0.083 [ 7.493 | 0.000
FAE x19 0.986 0.697 0.115 | 8602 | 0.000
<20 1 0.77
vl 1 0.55
V2 1613 0.784 0.161 | 9.997 | 0.000
Z] Bul 3 1515 0.799 0.15 10.094 | 0.000
v4 1.484 0.736 0.154 | 9653 | 0.000
V5 1.442 0.724 0.151 9573 | 0.000
21 1 0.846
o) 10 = 72 1.156 0.901 0.056 | 20717 | 0.000
23 0.828 0.757 0.051 16.1 | 0.000
74 1.027 0.811 0068 { 17.85 | 0.000
75 1 0.82
76 0.999 0.894 0.057 | 17502 | 0.000
2 BA) 7} 77 0.647 0.644 0.053 123 | 0.000
28 0.668 0.588 0.061 | 11.047 | 0.000
79 0.675 0.571 0.063 | 10663 | 0.000
@=T47.278(df=269, p=0.000),  GFI=0912,  AGFI=0.868
gt
NFI=0.869, CFI=0.938, RMSEA=0.072
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