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Abstract The purpose of this study was to investigate the causal relationship between factors affecting the quality
of life (QOL) of call center representatives by applying the PRECEDE model to structural equation modeling. The
subjects of the survey were 695 consultants engaged in inbound work at four call centers in D metropolitan city. Data
collection was conducted using structured, self-administered questionnaires from November 15th to December Sth,
2016. The results of this study show that the QOL of the reps was significantly negatively correlated with mental
health and emotional labor but significantly positively correlated with work environment, self-efficacy, organizational
support, and organizational commitment. The results of structural model analysis show that mental health had a
negative influence on QOL, whereas work environment and self-efficacy had a positive influence. In addition,
emotional labor had a negative effect on mental health, but organizational commitment and work environment had
lowered emotional labor level. In addition, organizational support had enhanced employee self-efficacy and
organizational commitment, and organizational commitment had mitigated emotional labor. Therefore, it is necessary

to implement a health promotion program to improve the QOL of call center reps.
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3. &t T A Fewnth el A(p<0.001), BHZSS

A BT ol R HYA WS (p<0.001),

3.1 AU, TS, 2T, g S&,  EES $5% Bk o)dnt Ax Bl A(p<0.001)
ZHQ| KXl 2AZY S0l M2 &2l B fojahs) weh 2B 54 ske) Ae 79
qidate] At edl 549 e 2 52 & z2de 93 2 A =L FRU U oA

Table 1. Mean scores of quality of life according to mental health, emotional labor, work environments, self-efficacy,
organizational support and commitment factors of study subjects

Quality of life

Variable N(%) B t/F p-value
Mean+SD
R + Normal group 399(57.4) 87.23+11.10
Depression(CES-D ) . 15.244 <0.001
Depression group 296(42.6) 74.83+10.22
Subthreshold 184(26.5) 89.30+11.96
Mental lnsomnia(lSlt ) Moderate 423(60.8) 80.28+11.37 61.147 <0.001
Health Severe 88(12.7) 74.56+10.36
Mild 572(82.3) 84.03+£11.83
Anxiety(GAD-7") Moderate 89(12.8) 73.44+8.70 54.768 <0.001
Severe 34(4.9) 69.14+12.18
i Low' 414(59.6 83.05+12.13
Regu}atlons & demand of AWN ( ) 2.864 0.004
emotional control High 281(40.4) 80.33+12.54
i Low' 349(50.2 83.93+11.82
Overload & c9nﬂlct of ‘Wﬂ (50.2) 4310 <0.001
Emotional customer service High 346(49.8) 79.94+12.58
Labor i i Low' 353(50.8 85.18+12.31
Emotional dissonance ™, ( ) 7950 <0.001
& damage High 342(49.2) 78.61£11.51
) L Low' 352(50.6) 83.96+12.62
Surveillance & monitoring g 4.407 <0.001
High 343(49.4) 79.88+11.74
o Low* 453(65.2) 80.03+11.85
Work Organizational structure g -5.727 <0.001
- High 242(34.8) 85.54+12.51
Environment 5
Low’ 373(53.7) 79.03£11.64
Reward system g -6.919 <0.001
High 322(46.3) 85.33+£12.32
Low* 382(55.0) 77.96+10.77
Self-efficacy g -9.895 <0.001
High 313(45.0) 86.81+£12.45
o Low' 385(55.4) 79.30+11.54
Organizational support e -6.464 <0.001
High 310(44.6) 85.23£12.57
o ) Low' 351(50.5) 77.74+10.84
Organizational commitment e -9.629 <0.001
High 344(49.5) 86.24+12.35
Total 695(100.0) 81.95+12.36

: Insomnia severity index; Subthreshold insomnia(<14), Moderate insomnia(15~21), Severe insomnia(=>22)

: Anxiety(GAD-7); Mild(<9), Moderate(10~14), Severe(=15)

1.

¥
T
5,7 Low and high group classified by the median score of each variable

Table 2. Correlation’ among the observed variables

Variables 1 2 3 4 5 6
1. Quality of life 1.000
2. Mental health 0.638" 1.000
3. Emotional labor -0.318" 0.393" 1.000
4. Work environment 0.428" -0.413" -0.447" 1.000
5. Self-efficacy 0.459"™ 03717 -0.068 0.293" 1.000
6. Organizational support 0.236™ -0.205™ 0219 0.560" 0.106™ 1.000
7. Organizational commitment 0.428" -0.365" 0426 0.684™ 0.299™ 04017
.

: Confirmatory Factor Analysis, ik p<0.05 , T p<0.01
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oF w2 ol A (p<0.001), =29 A B RUEE TZEEY FA 9A ST A AR
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Btk AN ESR, 240 AX, A S A0 gawms A7ES 95 20 WaTAS S8l 7
) = - ) (o] -3 - =
AT AplEese] B wRT £E welH(p<0.001),  A5E Logahelel AitS FHAALL
ZA 9] AA7F S TR L A (p<0.001), 22 B oArnde) RgAgEE A A=
2o) ro =0 o o]
EUEE R R 2 ol (p<0.001) Al 245910(df=89, p<0.001), */df=2.763, RMR=0.006,
=0}
= THTable 1]. GFI=0.954, AGFI=0.930, RMSEA=0.052% UrE}kk
= 2.0_ A 93 T2 R AT K550 7]
3.2 fe] Mt Baiw4 Zto| AmiEy Agtakalch 939 2 06 ANPERE A4S 45,
ahol A3t 7t W e FRRAE B, A Ae AAHow 2 glo] YEs B4 @77 glo] Pl
A7 (1r=0.638, p<0.0]) D AA=F2Ar=0318, EAZS Ao N ss A AAsA Grps
p<0.01)3= Fo)8 2o ABAES nork vl A o2 [31,33]0] A ATmE e HaAe eldely
317 2.91(=0.428, p<0.01), A7] & 571=0.459, p<0.01), T Table 3]
ZA9] A X](r=0.236 p<0.01) % i&‘%‘ﬂ(r=0.428,
1_ o] &40| 7lA 7 =M
p<0.0D)TH= Fold o] RS [Table 2. 3.3.2 ATEYe| JHEER 24
ATEY ek B4E 348 23, 16709 AR F
Table 3. Parameter estimates of the hypothetical model & Standardized direct, indirect, total effects
+ Direct Indirect Total
Path B P SMC effects effects effects
H; Mental health—Quality of life -0.411 <0.001 - - -
H, Emotional labor—Quality of life -0.034 0.503 0.448 0.034 -0.146" -0.180"
Hs Work environment —Quality of life 0.220 <0.001 ’ 0.220" 0.116™ 0.336™
His Self-efficacy—Quality of life 0.240 <0.001 0.240" 0.1117° 03517
H, Emotional labor—Mental health 0.355 <0.001 0.355 - 0.355"
Hs Work environment—Mental health -0.162 0.018 0305 0.162" -0.098" -0.260"
He Organizational support—Mental health 0.028 0.600 ’ 0.028 -0.196" 0.167"
His Self-efficacy—Mental health -0.287 <0.001 -0.287" 0.013 0.273"
H; Work environment—Emotional labor -0.276 0.028 0.276™ - 0.276™
Hs Self-efficacy—Emotional labor 0.038 0.408 0.038 - 0.038
Hy Organizational support—Emotional labor 0.040 0.513 0.194 0.040 -0.254” 0215
Ho Organlzfitlonal commitment 0222 0.035 0227 0.176" 0393
—Emotional labor
Hy, Orgamzatlonfil commitment 0.638 <0.001 0.638" ) 0.638"
—Work environment 0.675
Hi Organizational support 0311 <0.001 03117" 0.276" 0.587"
—Work environment
H,> Organizational support—Self-efficacy 0.085 0.048 0.007 0.085 - 0.085
Hiy Organizational support 0.433 <0.001 0.187 0.433" ; 0433"
—Organizational commitment
Chi-square = 245.910, p = <0.001, GFI' = 0.954, AGFI® = 0.930,
df = 89, \M/df = 2.763 RMR' = 0.006, RMSEA! = 0.052
TSMC : Squared multiple correlations, ~ : p<0.05 , ~ : p<0.01

. GFI(Goodness of Fit index), ¥ : AGFI(Adjusted GFI), !
I REMSEA( Root Mean Squared Error of Approximation)
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: RMR(Root Mean-squared Residual),
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