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Abstract

Purpose — Although various studies have been conducted on
the stress of service employees, there are still lack of studies
regarding job stress and job satisfaction of call center workers.
Especially there are quite few studies on the job stress
according to employment type. This study focused on job stress
and job satisfaction for call center employees and the
correlation between the two factors and aimed to provide basic
materials for seeking for the plans to reduce job stress and
improve job satisfaction.

Research design, data, and methodology - Frequency,
percentage, and mean value were calculated through descriptive
statistics in order to find out demographic characteristics, level
of job stress, and job satisfaction. Differences in job stress
according to employment type were calculated by using one-way
ANOVA. Correlation between job stress and job satisfaction
were identified through empirical analysis with Pearson's
correlation coefficient. 150 materials were used for final analysis.
The collected materials were analyzed to get statistics by using
SPSS 20.

Results — First, as for the job stress of call center workers,
overall mean value was 2.54 in 4-point scales. Among the six
sub-factors, job demands had the highest score, which was
2.67. Second, as for the job stress according to employment
type, others showed higher score than mean value followed by
contract job and full-time job in that order, in terms of job
insecurity and organizational system. In terms of inappropriate
remuneration, contract job showed higher score than mean
value followed by others and full-time job. Third, as for the
satisfaction with job, the mean value was 2.37 in 4-point scale
and “very much satisfied” was only 3.3%. Lastly, in terms of job
stress and job satisfaction, all sub-factors except for job
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demands showed significant correlation. The more job stress
increased, the more job satisfaction decreased.

Conclusions - First, as a result of analyzing job stress
according to the employment type of call center workers, job
stress increased more when the employment type was not
full-time. Therefore, it was assumed that self-rescue efforts
should be followed for effective employment management of call
center business where contract employment takes most part as
well as efforts to transfer them to full-time job. Second,
decrease in job satisfaction of call center workers may affect
the performance of an organization as well as service quality of
the company providing the service. Therefore, various supports
are required to decrease job stress and increase job satisfaction
for call center workers through the expansion of rest area or
break time. Third, | could recognize that there were lack of
academic research on call center business in the whole service
industry. Therefore, further research should be conducted more
actively in the future. In particular, this study has special
significance in the aspect that there were few studies on the
job stress of call center workers according to employment type.
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<Table 1> General characteristics of Call Center Employees

Classification N %
men 22 147
Sex women 128 | 85.3
total 150 | 100
20 ~ 29years 101 | 67.3
Age 30 ~ 39years 42| 28.0
40 ~ 49years 7 4.7
total 150 | 100
graduated high school 41| 273
Education graduated college 99| 66.0
graduated university 10 6.7
total 150 | 100
less than 1 year 56| 37.3
less than 1-5 years 69| 46.0
Career number of years less than 5-10 years 241 16.0
than 10 years 1 0.7
total 150 | 100
full-time 57| 38.0
Employment patterns contract 80| 53.3
other(part-time) 13| 87
total 150 | 100
less than 1million won 31| 20.7
1,000,000 to 1,490,000 won 78| 20
Income 1,500,000 to 1,990,000 won 38| 25.3
2,000,000 to 2,490,000 won 3| 20

total 150 | 100
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<Table 2> Job stress of Call Center Employees

Items Information Average
1. 1 got 12 hours pursued always work. 2.65
Job 2. Significantly increased workload. 245
Jo 3. Plenty of rest in the work are given. 2.80
requirements | 4 At the same time must be different things. 2.79
total 2.67
5. My job requires creativity. 2.70
6. In order to perform my job a high degree of skill 2.63
or knowledge is required.
Job 7. Working hours, working on issues in the course 2.64
o to determine what influence may be given
autanomy permission.
8. My own workload and work schedule can be 2.56
adjusted.
total 2.63
9. My supervisor helps to complete the task. 2.29
10. My colleagues helps to complete the task. 2.19
Conflicts 11. I'm hard at work hard when | understand that a
person is alahjugo. 2.35
total 2.27
12. Future work is uncertain and unstable 2.27
Job circumstances.
insecurity | 13- My job is not concerned about jobs or get fired 2.61
total 244
14. Students need to do business, space, facilities, 2.68
equipment, training and other support are well
carried out.
Organizational |15. Can reflect on my thoughts about the 249
structure opportunities and pathways are.
16. My current position is the view of my training and| 2.68
experience is appropriate.
total 2.61
17. Considering all my efforts and achievements, my 2.73
income is adequate.
18. Considering all my efforts and achievements, |
respect and trust in the workplace has been 2.48
properly.
Rewards |49 | think it matters if we get better is to work hard 2.59
and does not know.
20. Develop my skills and given the opportunity to 2.66
achieve.
total 2.61
Job stress 2.54
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3.3. NEYEO| ME HFLAED A KO

<Table 3> Job stress in the form of employment

Full-time Contract ( ao[ﬁﬁ;e)
Classification part- F p
M SD M | sD| M | sD
Job 27807 | 5845 |2.6156 | 4722 |2.5577 | 3087 | 2.128 | .123
requirements
Job autonomy | 2.6316 | .5730 |2.6219 | .4655 |2.6923 | .3252 | 0.111 | .895
Conflicts | 2.3450 | 5154 |2.2167 | .6026 |2.3590 | .7000 | 0.955 | .387
Job insecurity | 2.2632 | .7325 |2.5313| 5864 |2.6923 | 7228 | 3.791 | .025%
Organizational | » yeon | 5410 | 2.6750 | 5929 | 2.9487 | 4481 | 4.844 | 009
structure
Rewards | 2.4430 | .6105 |2.7344 | 5114 |2.6538 | .3152 | 4.894 |.000**
Job stress | 2.4876 | 3175 |2.5658 | .3067 |2.6506 | .2440 | 1.957 | .145
*p < 05%p< 01
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<Table 4> Job Satisfaction of Call Center Employees
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Item Frequency % Average

1. | will never choose to do this. 15 10.0

1. Your current level of knowledge and skills, you can 2. | will think a little bit. 110 733 2,07
select the current job, what would you do again? 3. 1 will choose the same profession 25 16.7
total 150 100.0
1. You do not want to work. 21 14.0

2. Freely, without any conditions, you can choose a job 2. | want to get another job. 9% 633 2.09
what would you do? 3. | will choose the same thing. 34 22.7
total 150 100.0
1. Do not ever give advice. 11 7.3
2. Is uncertain. 67 44.7

3. You currently have friends, if you want to do, would 3 recommend 63 420 241

you recommend this job to a friend? : : :

4. Is highly recommended. 9 6.0
total 150 100.0
1. Not at all satisfied. 15 10.0
2. Does not satisfy each. 69 46.0

2.37
4. Chance of how satisfied you do your job? 3. Satisfied. 61 40.7
4. Very satisfied. 5 3.3
total 150 100.0
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<Table 5> Job stress and job satisfaction

Job requirements | Job autonomy | Conflicts Job insecurity Organizational structure Rewards Job stress
job satisfaction | F .096 -.230** -.240** -.383** -.460** -.502** -.543**
P 241 .005 .003 .000 .000 .000 .000

*p<.05*p< 01
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