Journal of the Korea Academia-Industrial http://dx.doi.org/10.5762/KAIS.2015.16.6.4086
cooperation Society ISSN 1975-4701 / eISSN 2288-4688
Vol. 16, No. 6 pp. 4086-4097, 2015

= o 0 o ST >=
Y AHdEe s 2 23 ZAEFIe| A4
ey, EHRF
'SHelm et Hish, *Ethstm olsiHSTHalY ofolstmAl

The Relationships between Emotional Labour, Depressive Symptoms
and Presenteeism among Counselors in Call Centers

Jong-Tae Baek', Young-Chae Cho™

'Department of Public Health, Graduate School of Chungnam National University
’Department of Preventive Medicine and Public Health, Chungnam National University School of Medicine

2 eF & A= ZAHNA FARIL ' AHUEEY A7 A, AR Eas] 54 2 A3 54 w2
s, ey ZYAE S £52 Folsla, 53 s 2 -2y e ST ARAdS gelataa) A
SHATh ZAMSE tidE A 2719 FAE el THEtaL e e 304 o S on, 2kE 72 2014 49 1Y%
B 59 31497119 713F Fetoll 23 27171994 AEAE AR ARzAl 9ahith AFAd, ZAN AEdEY
N5, 8 2 ZYAEF ATAE S B4, A7 ddds] 54 9 Adwa 549 o] MPE fof st Aol
AATh 53] A ALY e AE S-S -2 9 1P E S A5 F93t o] AREAE BT A tE3H
A A, ZAESY $Ad0] v UEEe A, Y] A FEAE, $27F, 2 ewe] WYt froe
PR ALt A ZEAESES W] Y JEdEY] 29 s oS A AT e
AAA7e z2ase) a2 AL 2ed Aoz AHE,

Abstract This study examined the level of an emotional labour, depressive symptoms, and presenteeism of
counselors working in a call center depending on socio-demographic characteristics, health-related factors, and
job-related factors. Especially, the main purpose of a survey was to investigate the relevance to an emotional labour,
the level of depressive symptoms and presenteeism. The research subjects were 304 counselors working at two call
centers in Daejeon, and the survey was conducted from April 1, 2014 to May 31, 2014, using a structured
self-administered questionnaire. As a result, the emotional labour, depressive symptoms and presenteeism experienced
by the research subjects had a deep relation to many variables like socio-demographic characteristics, health-related
factors and job-related factors. Especially, presenteeism showed a meaningful positive correlation with depressive
symptoms and emotional labour factors. According to the result of a hierarchical multiple regression analysis, the
meaningful variables related to presenteeism were age, the amount of a physical burden, the level of depressive
symptoms, the surface action of an emotional labour. Therefore, to lower down the counselors' presenteeism, the
development and implement of a mental healthcare program to control not only depressive symptoms and the level
of an emotional labour is urgently needed.
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Table 1. Mean score of emotional labour, depressive symptoms and presenteeism according to socio-demographic
characteristics and health-related factors

. Emotional labour Depressive symptoms Presenteeism
Variable N(%)
Mean+SD Mean+SD Mean+SD
Sex
Male 24(7.9) 44.83+6.23 22.75+11.58 42.39+15.55
Female 280(90.1) 44.73+6.24 22.02+10.18 43.83+17.12
p-value 0.941 0.742 0.690
Age(year)
<29 100(32.9) 46.81+5.59 25.42+11.23 51.10£17.28
30~39 142(46.7) 44.66+6.03 21.47+9.08 41.69+15.33
40< 62(20.4) 41.59+6.41 18.09+9.73 36.49£15.91
p-value <0.001 <0.001 <0.001
Educational level
<High school 104(34.2) 43.99+6.92 22.45+10.67 44.78+16.76
College < 200(65.8) 45.13+5.82 21.89+10.09 43.17+17.11
p-value 0.151 0.655 0.434
Marital status
Unmarried 156(51.3) 46.34+5.69 24.32+10.47 46.89+17.48
Married 148(48.7) 43.05+6.35 19.7249.56 40.38+15.82
p-value <0.001 <0.001 0.001
BMI(kg/m’)
Underweight 31(10.2) 44.16+5.41 24.80+12.61 44.83+18.41
Normal 182(59.9) 44.63+6.52 20.80+9.77 42.93+16.56
Overweight 48(15.8) 45.62+6.03 22.77+9.96 40.78+16.53
Obesity 43(14.1) 44.65+5.85 24.76+10.27 49.53+17.45
p-value 0.732 0.043 0.071
Smoking
Non-smoker 230(75.7) 44.36+6.26 20.8349.78 42.28+17.29
Ex-smoker 20(6.6) 46.25+6.49 24.40+11.68 45.87+15.79
Current smoker 54(17.8) 45.79+5.93 26.57+10.61 49.07+15.10
p-value 0.170 0.001 0.025
Alcohol drinking
Yes 184(60.5) 45.26+6.38 23.13£10.23 46.14+15.88
No 120(39.5) 43.94+5.93 20.48+10.18 40.02+17.99
p-value 0.070 0.028 0.002
Regular exercise
Yes 73(24.0) 45.30+6.03 21.87+10.18 42.91+17.01
No 231(76.0) 44.56+6.30 22.15+10.33 43.98+17.00
p-value 0.381 0.843 0.639
Coffee drinking
Yes 241(79.3) 44.75+6.23 22.28+10.25 43.36+15.70
No 63(20.7) 44.68+6.29 21.31+10.44 45.11421.28
p-value 0.931 0.506 0.541
Subjective sleeping time
Good 143(47.0) 44.48+6.35 20.934+9.84 43.37+16.92
Poor 161(53.0) 44.96+6.14 23.11+£10.58 44.03+17.08
p-value 0.504 0.065 0.735
Leisure time
With 147(48.4) 45.08+6.41 20.48+10.43 41.42+18.15
Without 157(51.6) 44.42+6.06 23.5749.94 45.87+15.57
p-value 0.352 0.009 0.022
Subjective health status
Healthy 171(56.3) 44.30+6.31 19.59+9.59 40.46+16.03
Unhealthy 133(43.8) 45.30+6.10 25.28+10.28 47.91+17.31
p-value 0.170 <0.001 <0.001
Total 304(100.0) 44.74+6.23 22.08+10.28 43.72+16.98
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Table 2. Mean score of emotional labour, depressive symptoms and presenteeism according to job-related factors

Variable N%) Emotional labour Depressive symptoms Presenteeism
Mean+SD Mean+SD Mean+SD
Company type
Outsourcing 139(45.7) 42.71£6.17 20.28+9.84 39.71x15.80
Insourcing 165(54.3) 46.44+5.77 23.60+10.42 47.10+17.26
p-value <0.001 0.005 <0.001
Employed type
Formal 246(80.9) 44.71+6.34 21.63+10.06 42.17+15.91
Informal 58(19.1) 44.87+5.79 24.00£11.06 50.30+19.76
p-value 0.854 0.115 0.001
Job career(year)
<1 83(27.3) 43.73+5.84 22.03+10.24 45.93+17.10
1~3 119(39.1) 44.79+6.89 22.21+10.69 44.45+17.00
4< 102(33.6) 45.50+5.65 21.97+9.92 41.07+16.70
p-value 0.159 0.983 0.129
Job position
Subordinates 292(96.1) 44.62+6.19 21.98+10.38 43.77+17.01
Managers 12(3.9) 47.58+6.93 24.50+7.28 42.50+16.85
p-value 0.108 0.407 0.799
Working hour(/week)
<40 276(90.8) 44.65+6.32 21.79+10.23 43.31+17.22
40< 28(9.2) 45.64+5.36 24.92+10.50 47.76+14.06
p-value 0.424 0.125 0.187
Physical burden of work
Adequate 143(47.0) 43.45+6.22 19.40+9.35 36.95+15.63
Hard 161(53.0) 45.88+6.03 24.46+10.51 49.73+15.88
p-value 0.001 <0.001 <0.001
Satisfaction of work
Satisfaction 193(63.5) 44.24+6.29 20.08+9.71 40.23+16.30
Dissatisfaction 111(36.5) 45.61+6.05 25.55+10.36 49.79£16.50
p-value 0.065 <0.001 <0.001
Fit to the job
Fit 187(61.5) 44.74+6.38 20.16+10.03 41.06+16.62
Unfit 117(38.5) 44.74+6.02 25.15+9.97 47.97£16.76
p-value 1.000 <0.001 0.001
Consider quitting the job
Without 106(34.9) 44.10(6.30) 17.12+8.70 36.98+17.50
With 198(65.1) 45.08(6.18) 24.74+10.09 47.33+15.58
p-value 0.191 <0.001 <0.001
Total 304(100.0) 44.74+6.23 22.08+10.28 43.72+16.98
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ZPAEE} 2T, 4 AT 89lE e A ZAEF FFE VAT dH SHAFEY] A
BWAE [Table 519 20 TeAEFS $E4E =L Aelsp] slste] 47le] mael] €@ 94K 53]
(r=0.520, p<0.01), ZAEH Z%=(r=0.143, p<0.05), ¥  ALAME 25 HTable 6].
Axd WEE=0.179, p<0.01), FHP(=0.122, R lArgebs 54 B ddadde] 54
p<0.05)9} froldt o] FHAE BAth ¢erEe SHHSER sto] 3R £ A A, o7t
WIRE AE0191, p00l), BAEE WE A K, FUH9 AgPsh TeEEs §o8
(r=0.295, p<0.01), 3£ 3 9(r=0.322, p<0.01)¢} Folgt  HHAo] e AoR Uehdrt & dAdo] HE5E, o
Fo BudAE Boith w9 AR A=, AEEE JRFe] flvked T S A ETE F4 Sk
N, O W EUY9 IR §o13 el guwd oA TegeEel Egon], maTe] FYH ¥E
g 2tk o] ArE 15.6%°] AT

4091



FFAS & =B A6 A6, 2015

Table 3. Mean score of presenteeism according to
. +
emotional labour factors

. Presenteeism
Variable N(%) MeantSD p-value
Total score of emotional
labour 0108
Normal group 223(73.4)  42.78+17.27
Risk group 81(26.6)  46.32+15.98
Intensity 0.152
Normal group 177(58.2) 42.54+17.34
Risk group 127(41.8)  45.37+16.40
Frequency <0.001
Normal group 184(60.5)  40.89+17.01
Risk group 120(39.5)  48.06+16.06
Variety 0.476
Normal group 212(69.7) 43.26+17.22
Risk group 92(30.3)  44.78+16.47
Surface acting 0.011
Normal group 176(57.9)  41.61+15.95
Risk group 128(42.1)  46.62+17.97
Deep acting 0.502
Normal group 216(71.1) 44.14+17.50
Risk group 88(28.9)  42.69+15.68
Total 304(100.0)  43.72+16.98

" Emotional labour factors were dichotomized into two group,
normal group(Q1, Q2, Q3) and risk group(Q4). Q1, Q2, Q3, Q4
means Ist quartile, 2nd quartile, 3rd quartile and quartile,
respectively.

Table 4, Mean score of presenteeism according to
depressive symptoms(CES-Df)

. Presenteeism
Variable N(%) T MoaniSD p-value
Depressive symptoms(CES-D) <0.001
Normal group§ 139(45.7)  35.75+16.29
Depression groupw 165(54.3)  50.43x14.50
Total 304(100.0)  43.72+16.98

" The Center for Epidemiologic Studies Depression Scale(CES-D).

& TDcprcssivc symptoms were dichotomized into two group, normal
group(<21 of CES-D score) and depression group(21< of
CES-D score).

ZdoM s B [ o] Fe Wl e 54
H WAPES SR FYEth RAldAE 2
[oA fo38d ¥ T d5e o3 Ze|AE S
frofgt ks mzon, Adad B4 FolA = 4
o] MAAR FEAE, oA rrt feofg #H o] 3l
Atk & AF AAY REAE) dETeTY o7
Al7E gtk Al ZEAlE]Fo] =9kon HEId
4w A4 A 26.6%0] AT

ZAMeMd s Zde] FYH Hol| $-2HFE F
7HH o8 BEaigich RElol s RA oA 23
d e T Ay A REAET o8] 22| AE
Foll o JS nzon, F¥ &3dee 2y
AE|Z frofst FAAdo] Ak F 5T 5
7t #2555 ZAE T FosAl =okon R
o HFER TPAEHSES 37.6% AEE 7 U
=3

mdVoE REMe T8 W 4 Ed %
ToNE, oA, e, WHEe] "aEE FHH e
2 E3loith. RdVeAE RdAlolA Fgfe W
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EFo fost 93-S vzon, #9449 s ¥
5 F XU ZYAE S foe Aol U
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Table 5. Correlation coefficients between presenteeism and related variables

Variable Presentee-ism CES-D' Intensity Frequency Variety Surface acting
CES-D' 0.520"
Intensity of emotional labour 0.143" 0.191°
Frequency of emotional labour 0.179" 0.295™ 0.343"
Variety of emotional labour 0.004 -0.038 0274~ 0.304™
Surface acting of emotional labour 0.122" 0.322" -0.021 0.278™ 0.019
Deep acting of emotional labour -0.042 0.037 0.145" 0.279™ 03217 0.191"

T p<0.05, " p<0.01
" The Center for Epidemiologic Studies Depression Scale(CES-D)
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Table 6. Hierarchical multiple regression analysis of selected variables on presenteeism

. Model I Model T Model I Model IV
Variable
B t B t B t B t

Age(year) 0.645 41127 -0.650 3897 -0.564 3661 0617  -39117
Marital status(unmarried/married) -0.807 -0.369 1.888 0.898 2.705 1.393 3.278 1.665

Smoking(non-smoker/smoker) -1.990 -0.797 -1.710 -0.715 0.042 -0.019 -0.284 -0.127

Alcohol drinking(yes/no) -3.725 -1.958 -2.799 -1.570 -2.116 -1.285 -2.577 -1.554
Leisure time(with/without) 4433 2438’ 2431 1.391 1.207 0.745 1.057 0.648
Subjective health status(healthy/unhealthy) 5.757 3.138" 2.928 1.619 0.401 0.236 0.454 0.266

Company type(outsourcing/insourcing) -2.301 -1.071 -1.925 -0.972 -1.660 -0.823
Employed type(formal/informal) 4.669 1.880 4.260 1.860 4.604 1.949
Physical burden of work(adequate/hard) 9.195 46817 8.423 4.643" 9.362 5.081"
Satisfaction of work (satisfaction/dissatisfaction) 3.466 1.574 2.290 1.129 2.851 1.395
Fit to the job(fit/unfit) 0.832 0.411 1.428 0.764 2.464 1.293

Consider quitting the job(without/with) 4.657 2321 1.937 1.026 1.425 0.751
Depressive symptoms 0.626 72357 0.644 6.939"
Intensity of emotional labour 0.382 0.732
Frequency of emotional labour 0.264 0.669

Variety of emotional labour -0.825 -1.851
Surface acting of emotional labour -8.877 22317

Deep acting of emotional labour 0.148 0.303

Constant 63.629 54.824 39.936 51.681
F 10.364” 10.132" 15.029” 11.465™
Adjusted R 0.156 0.266 0.376 0.383
R: change 0.156 0.110 0.110 0.007
T p<0.05, 7 p<0.01
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