Journal of the Korea Academia-Industrial http://dx.doi.org/10.5762/KAIS.2015.16.2.1318

cooperation Society ISSN 1975-4701 / ¢ISSN 2288-4688
Vol. 16, No. 2 pp. 1318-1327, 2015

SAE A ARAEY 29} o)He|Eote] FAA

=1 =H2 A3 S344
MM, TR, UBS, USH
'CHEfSlmE AR R, (S Slm OSHIB ISR ogolstmal
‘SraTfstm ofmriat AMROIRIS, S MTHEE Li-bo| R E 2L ASK}

Relationship Between Occupational Stress and Tumover Intention
Among Call Center Counselors

Sam-Chul Shin', Young-Chae Cheo’, Jong-Soo Kim’, Dong-Hyun Kim"
'Department of Administration, Dankook University Hospital
’Department of Preventive Medicine and Public Health, Chungnam National University School of
Medicine
3Department of Obstetrics and Gynecology, Dankook University School of Medicine

‘Department of Nanobiotronics, Hoseo University

Q oF & AT ZAlE ekl A ARs|eHE 54, A E B Addd 5460 whE olyo)m £Es dtetslal, 59
AF2Ed 20} oA ol The] RS ekt Alskgith At SAEE £d5tar )l WY 974k 719
Al 5700l ekaL gl EANE AdREAL 158 o2 stglom, AR 42 2013 29 19 69 302744 9] 7131 1t
A717194) A E2=AHself-administered questionnaire)ell 2latAth A2, o] A ofedl e alonE A, FHA]
L ST, Aol froldh Wi R AAEIY. 55 AFAEd S g3 o] H 9k 1he] AR M = T e
E7} wobdaE oAt - W, §Ho] AAo] moldes o] o)y} vopA= Zlom UEylt o4 2w
gk ARAEd 2] 3nlE G 2T =2 TellA, dF Aol vhe el A, dAke] AA kBl FRe] 24wt
She oA o] ATt =2 el 3 AT} folshAl ST webA o] H o g 7)Y SlEiM e AFAE

g 29e) AHE 918 welo] Basichn Az,

Abstract In this study, customer service representatives in call centers, the relevance of occupational stress, and
turnover intention as well as the investigation of the relevance to that of demographic characteristics, health
behaviors, and job-related characteristics is carried out. In particular, the relevance of occupational stress and turnover
intention was attempted to be identified. From the response to the surveys of nine hospitals and five companies, there
was a total of 158 people during the investigation. The collection of data was conducted by self-administered
questionnaire in the period of February 1, 2013 to June 30, 2013. As the result of study, factors related to turnover
intention involved age, sleep, job demands and job autonomy as significant variables. In particular, in the relevance
of occupational stress and turnover intention, it was revealed that turnover intention decreases as job autonomy
increases while turnover intention increases as job demands become higher. The ratio of danger of occupational stress
on turnover intention eminently increased in the group of high job demands, low job autonomy, low support of
supervisor and co-worker. Therefore, it is considered that efforts for improvement of occupational stress factors are
required to decrease turnover intention.
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[Table 1] Mean score of turnover intention according
to sociodemographic characteristics

Turnover
Variables N(%) Intention p-value
Mean+SD
Age(year) 0.002
<29 41(259) 26.7+88
30-39 82(51.9) 24.7+9.3
40< 35(22.2) 195£87
Sex 0.605
Mail 1(06) 29.00.0
Female 157(99.4) 24094
Educational level 0413
<Middle school 63(39.9) 23396
High school< 95(60.1) 246+9.2
Marital status 0.001
Married 82(51.9) 21.6+9.1
Unmarried 76(48.1) 26.7+9.0
Religion 0.730
Have 65(41.1) 24.4+10.3
Don't have 93(58.9) 239+87
Living status 0.021
With spouse/child 135(85.4) 23483
Live alone 23(14.6) 283+115
Total 158(100.0) 24194
3.2 AZBAWL SNE 0FE 45
AR AZRAAY 54 o) H el Hwd
G 29} 2 oo W AT SuATo] B2
skA] gtk ol A (p=0.016), T4 A7 de7t 1%
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[Table 2] Mean score of turnover intention according
to health related characteristics

Turnover
Variables N(%) intention p-value
Mean+SD
Smoking 0.887
Smoker 9(5.7) 245+75
Non-smoker 149(94.3) 24095
Alcohol drinking 0963
Yes 112(70.9) 241490
No 46(29.1) 24.0+10.3
Regular exercise/sports 0.172
Yes 31(19.6) 26175
No 127(80.4) 236+9.7
Sleeping time(hour) 0.016
Good 76(48.1) 22.2490
Poor 82(51.9) 258494
Drinking coffee(cup/day) 0.218
0 40(25.3) 238494
1 43(27.2) 26.2+96
2< 75(475) 23.0+94
Leisure time 0.837
Yes 64(40.5) 24.2+87
No (595 240498
Subjective health status 0.014
Healthy 127(80.4) 232491
Unhealthy 31(19.6) 2718+95
Total 158(100.0) 241494
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[Table 3] Mean score of turnover intention according
to job related characteristics

Turnover
Variables N(%) ntention p-value
Mean+SD
Job position 0.751
<Staff 139(83.0) 242495
Charge/Head< 19(12.0) 234+85
A job well-suited 0.000
Fit 123(77.8) 2088
Unfit 35(22.2) 31.2+76
Shift work 0.442
Yes 136(86.1) 24.3+9.3
No 22(13.9) 22699
Job tenure(year) 0.766
<1 31(19.6) 22.8+10.2
1-3 52(32.9) 24.2+96
35 34(21.5) 253498
5< 41(25.9) 239483
Choose the counselor 0.002
perest and 2(203) 192476
ployment B2 B1475
o emmendation 3841 236480
Job to belp 425) 254113
Other 49(31.0) 24.3+11.0
Experience turnover 0.731
Yes 115(72.8) 242494
No 22(27.2) 23694
Consider quitting the job 0.000
Yes 21(13.3) 3176
In some degree 71(44.9) 26075
A little yes 50(31.6) 199+78
No 16(10.1) 14.2454
Physical burden of work 0.026
Adequate 20(12.7) 232+10.3
Patience 86(54.4) 23249.1
A little hard 45(285) 245+9.1
Hard 7(4.4) 342458
Monthly income 0.374
<130 97(50.0) 251489
130-150 43(27.2) 22.8+10.8
150< 36(22.8) 23468
Sense of satisfaction in job life 0.000
Satisfaction 118(74.7) 22.3+86
Dissatisfaction 40(25.3) 20.2¢9.7
Total 158(100.0) 24194
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[Table 4] Mean score of turnover intention according
to Occupational Stress contents

Turnover
Variables N(%) Intention p-value

Mean+=SD

Job demand 0.020
Low’ 78(49.4) 24491
High' 80(50.6) 258493

Job control 0.045
Low' 57(36.1) 26.09.0
High' 101(63.9) 23088

Supervmor support 0.19%
Low’ 67(42.4) 252495
High' 91(57.6) 232492

Coworker support 0.18
Low' 63(43.0) 25299
High' N(7.0) 23.2+89
Total 158(100) 241494

' Low and high group classified by the median score of each
variable
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[Table 5] Correlation coefficients between occupational
stress and turnover intention

Turnover intention

Variables ;
St prvalue
Job demand 0418 0.038
Job control -0.335 0.041
Supervisor support -0.211 0.164
Coworker support -0.190 0.260
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[Table 6] Odds ratios and 95% confidence intervals for
turnover intention and occupational stress

Vatiables Crude Adjusted’
ORs 95% CIL ORs 95% CIL

Job demand

Low' 1.00 1.00

High' 243 1.23-583 1.65 1.03-393
Job control

Low' 100 100

HighW 0.22 0.10-0.50 0.37 0.18-0.73
Supervisor support

Low' 1.00 1.00

High' 045 021-094 045 0.23-0.87
Coworker support

Low' 100 100

HighW 0.38 0.18-0.81 047 0.24-0.90

ST Tow and high group classified by the median score of each
variable

T Adjusted for age, marital status, religion, sleeping time, subjective

health status, fit to the job, choose the counselor, experience of

turnover, physical burden of work, sense of satisfaction in job life.
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[Table 7] Hierarchial multiple regression of selected variables on turnover intention
Variabl Model 1 Model I Model M Model IV
anabies B t B t B t B t
Sex(male/female) 6042  -06638 -9718 8650 -5.748 7.080 -4512 -0.615
Agelyear) -0355 2865 -0.368™ -3.088™ -0.357"  -3.300™ -0402"  -3567"
Manta] status _ 0 _ _ _ N
( ed/ ied and others) 1.616 0.859 4.187 1.946 1.291 1.607 1.273 0.765
Educational level ~ = N
(<middle school/high school <) 0.088 0.059 0.667 1.445 0.640 1.19 0519 0.427
Religion(yes/no) -193 -0.134 -0.175 1.409 1.601 1.161 1.655 1417
Type of residency = : - -
(with family /alone) 3115 1.365 1.306 2.345 0.847 1.982 0.884 0437
Smoking(yes/no) 4.067 3149 1419 2,666 1572 0586
Alcohol drinking(yes/no) 0.713 0.816 0.881 0.679 0815 1175
Drinking coffee(cup/day) 0.952" 2193 0613 1727 0.739 1.950
Regular exercise/sports(yes/no) -4.378" -2.339" -3.253 -2.140 -3.760" -2.393"
Leisure time(yes/no) 0.774 1538 -0.568 1.258 0583 -0.460
Sleeping time(adequate/unadequate) 3664 2.529" 2.043° 1.651° 2.074° 1.664°
Think health status 1.679 0.926 0.034 0.775 0.112 0.143
Job position
(< charge/manager <) 0.464 1.805 0658 0.343
Job tenure(year) 0.122 0.143 0.137 0937
Shift work(yes/no) -1.380 1.757 -1.227 -0.717
Sense of satisfaction in job life
(satisfaction/unsatisfaction) 0732 0784 0.843 1063
Fitness of counselors - - .
(fitness/not. suited) 2.446 2.823 2.285 2573
Choose the counselor -0.063 0439 -0.025 -0.056
Think of turnover intention [ E1opt e
(yes/no) 5173 6.937 5126 6.530
Experience turnover(yes/no) 0.834 1.437 -1.015 -0678
Physical burden of work -0.356 0.856 -0.522 -0.5%4
Monthly Income -0.020 0.011 -0.016 -1.4%4
Job demand 0.207 0.797
Job control -0.310 -1.350"
Supervisor support 0.183 0.708
Coworker support -0.287 -0.829
Constant 47085 2451 43050 2514 53925 3576 59.443 3586
F 3.820" 3.859™ 7506™ 6.452"
R change 0132 0258 0563 0573
Adjusted R’ 0.097 0.191 0.488 0.484
# p<0.05, #+ p<0.01
S B Ao ALE AR AEY A 2AETR o] 2T Mobley[17]7}F e Lee[18]7F ¥
+  Chang (1619 2—1-‘?4 AEA(Job  Content & 283+ 13839 dharoi gt o] Aot =75 AHE-519
Questionnaire; JCQIE F-evbet 734l ghA] "Ik ok o] SA LTl gk W AlFxE Ynjskes
gto] Bl AE5E AEAE AMEE 17 JCQE  Cronbach’s a #2 090902 w9 =2 7§T+94 AEE
Aol 719leks A9 2Eds0) aflomA o gho] Helslo] AT AN BA G A
To) 9, 9T e L A9 AsA ANz T o= A7En,
A¥o) Ik 7 PRaAE A% AFA AN P ATAT A 2R 15899 ol AelE Hd
2 g5o% o] glow 7 4Be Able Bao A S ddee] e BARE, VER EMLE T FUA
w2 F4uo] gk olel@ PAaLe] tfd A Az 7kl FRAA ATt T FHA AR £4 o4
T2 &= Cronbach’'s a AlFE 242 0849, 0792,  ©F= o, SAE APgAE ZAo) ubx] gk & A%
0.871, 078611t e F717F 3 B2 dolMgke I, 97 SAA
SE3 ¥ QA AR E ThE ZHET old  REAEA} Ul YETHE 2 AAe) 4l 4]
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