Journal of the Korea Academia-Industrial http://dx.doi.org/10.5762/KAIS.2015.16.12.8800

cooperation Society ISSN 1975-4701 / eISSN 2288-4688
Vol. 16, No. 12 pp. 8800-8811, 2015

3= 5] = .
HEA 28 FA0] FAEF Al wAE J3k
37 A = = o
T SAHE FHE
upRls], ZAITY, 2B
'@Attstm QIEUIMBRE| DL RS YR, (=T |amstn AR

The Effects of Information Systems Quality on the Performance of
Emotional Labors : Focused on the Aidine Call Centers

Wonhee Park', Shinkon Kim”, Changkyu Kim’

lDepattment of Intermet Information, Osan University, 2Depaltment of Management, Kwnagwoon University,
’School of Industrial Management, Korea University of Technology and Education

2 o e AAZHNA FAe nAste] FEAFAA ) FAF GBS ek oleie A NS aad
0% FESP AHEE 1) FRAS] AT 2B B3, o) AHAY] PAeES BRI AT 249 43 G
71 A olofitk, A gAkEA B =olvh BBAT, DEA AAE Aol FAE JAL Yo ¢
ARt g Tl B0l AuA T 1he] AEAS Tobol e QR RIS Agelth web B Qe B
A AR ABAZE ) 1R o Qe vIA, 2203 Al As Al el B sl o e
QGE AEA PSR sHeleh BAE A 4369 Fow BHF A, oS/ ) AuA AU AT
W Aol T sl AAlo] Eob i, ol Al A wFo] FHA0R ANANE PP Ao
UhEbEE, B 9179 AAVES 183 ek A, AL BAE AR 25t g 2] oAl 43
S JuAzg B9 0 3PS AT ATAYS APk B, L AT AN YRGS FEA} HRA Ko
A8 W e BomA Axd Abgel UlF 97 L AT S @ 5 ol Wk Alan e oz ox
5 GBS AR sgn 230G tetel Z4UR 1 ARl E FH0R BAFORA BAE A
W) ARE4E AT Fag AL B2 A

Abstract When the crucial role of the agent in communicating with the customer is acknowledged well enough to
relieve the agent’s stress, it will lead to the decrease of the agent’s emotional labor and the improvement of the
business organization’s performance simultaneously. However, the research on the relationship between information
system and the emotional labor has been scarcely conducted even though the importance of the emotional labor is
actively researched and discussed these days. Therefore, much effort has been put in this study to fine out how the
quality of airline call center information system affects expectations-conformation and how expectations-conformation
and self-efficacy affect performance of Emotional Labors. Analysis of the results to target a call center agent 436
people, When you provide them with quality information systems, it increased satisfaction and pride in their job. This
mechanisms subsequently reduces the strength of the emotion labor, which ultimately improves the service
performance. The implications of this study can be summarized as following: First, this research presented practical
guidelines to the organization's decision-makers related to the airline call center operations in order to introduce and
expand successful call center information system. Second, this research suggested the possible method to inspect and
diagnose the system by way of applying the measurement model mentioned in this research into the airline
information system and analyzing it. Third, the performance-measuring model developed in order to measure the
performance of the airline call center information system can also be used when we carry out the
performance-measuring task in the similar information system as the basis of diagnosing the situation and presenting
the driving directions.

Keywords : Airline Call Centers, Emotional Labors, Expectation-Confirmation, Information Systems Quality,
Self-Efficacy, Task-Technology Fit
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Table 1. Demographic statistics

Demographic Frq. %

Men 55 12.6%

Gender ‘Women 381 87.3%

Total 436 100%

Under 20s 173 39.6%

30s 185 42.4%

Ages 40s 77 17.6%

Over 50s 1 0.22%

Total 436 100%

High School 43 9.86%

Academic Under-Grad. 373 85.5%

background Grad. 20 4.58%

Total 436 100%

~0.5 1 0.22%

0.5~1 11 2.52%

1~2 264 60.6%

Monthly 2~3 112 25.7%

income 3~4 40 9.19%

(Million won) 4~5 5 1.14%

5~ 2 0.45%

Total 435 100%

Missing 1 -

Staff 317 72.7%

Section chief 97 22.2%

Job Dpt. head 8 1.83%
position

Etc. 14 3.21%

Total 436 100%
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Table 3. Factors loading and cross loading

S ue o Hudt
A% A= Talble 3.3} 2} £4
SATE 29 AAFgo] i

o] A xe 71| olake] ghs 7HA
grol 18] A4 ool AzsAl FFE
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3 FETe] W HiOJ AR Prrhs
go] Atk A

a5
1Q | SSQ | SerQ | JIE | EC | SE | EL
#| 2R} H(Partial Least Square 0] at PLS)° A e} IFQ04 | 665 | 615 | 442 | 511 | 509 | 358 | 202
11, SmartPLS ver.2.0 M3o® zl_ql;gl &ﬂ%@]% _/":f;g IFQO5 .705 573 460 537 552 A4l15 302
_ Qo6 | 772 | 578 | 455 | 579 | 551 | 429 | 305
EiA=s
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Information Quality (IFQ) 12 7 932 | 662 TTFO2 | 642 | 587 | 545 | 787 | 7290 | 555 | 434
System Quality (SSQ) 12 5 | 906 | .659 TTFO3 | 653 | 607 | 554 | 757 | 731 | 559 | .404
Service Quality (SRQ) 10 10 967 745 ECO01 .644 .643 557 742 .897 .529 357
Task Technology Fit (TTE) ; T o | 9 EC02 | 635 | 664 | 567 | 736 | 913 | 534 | 379
: ' EC03 | 633 | 651 | 571 | 728 | 920 | 534 | 344
Expectation-Confirmation (EC) 3 3 .968 .909
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