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Abstract This study was conducted to clarify the mediating effects of self-efficacy and organizational commitment
on the level of depression associated with emotional labor and occupational stress of call center representatives. The
survey subjects were 486 representatives working in four call centers in D city. Data collection was conducted using
structured, self-addressed questionnaires from January 5th to 25th, 2017. The results showed that the depression level
of the representatives was significantly higher in the emotional labor and occupational stress groups and higher in
the low self-efficacy and organizational commitment groups. The correlations between variables revealed a positive
correlation between depression, emotional labor, and occupational stress, but a negative correlation between
self-efficacy and organizational commitment. Path model analysis revealed that emotional labor and occupational stress
had positive effects on depression, while self-efficacy and organizational commitment was negatively influenced. In
addition, self-efficacy and organizational commitment had a mediating effect on emotional labor and depression, while
organizational commitment had a mediating effect on occupational stress and depression. Therefore, to reduce the
depression level of call center representatives, it is necessary to reduce the emotional labor and occupational stress

factors, as well as to have a mental health mediation plan to increase self-efficacy and organizational commitment.
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H=Yo ME 2EE Al EdHp<0.001). A7) E5H HE $-&5Fe 2}
AR RS, ARsEds ek, 1EeH ] B ZQDEY 22 w2 T(Q4)°
ZA 20| w2 ©g4ze] Aol (Table 1)} 2rh. A1 T WATHp<0.001). 2AEgie) wh ¢-&F
DAL W2 08270 AEAAAY AAvE 2 o LAEU T W ZQHEY =& Qe
Ao e QML =& HQa)olA Felahl wgr A s HSit(p<0.001).
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Table 1. Mean scores of depression according to emotional labor, occupational stress, self-efficacy, organizational

commitment factors of study subjects

Depression
Variable N(%) F p-value Scheffe
Mean+SD
Low(Q1)* 128(26.3) 16.4449.31
N Middle(Q2)® 130(26.7) 19.13+8.92
Emotional labor 13.109 <0.001 a<c<d
High(Q3)* 112(23.1) 20.46+9.79
Very high(Q4)* 116(23.9) 23.8449.44
Low(Q1)* 123(25.3) 14.8248.72
N Middle(Q2)® 126(25.9) 18.76+8.52
Occupational stress 25.435 <0.001 a<b<d
High(Q3)* 137(28.2) 21.70+9.83
Very high(Q4)° 100(20.6) 24.87+8.93
Low(Q1)" 147(30.2) 25.46+8.76
N Middle(Q2)° 104(21.4) 20.77+8.16
Self-efficacy 42.096 <0.001 d<c,b<a
High(Q3)* 132(27.2) 17.90+8.35
Very high(Q4)* 103(21.2) 13.4149.37
Low(Q1)" 102(21.0) 24.4249.31
izati Middle(Q2)® 129(26.5) 22.5249.44
Organizational ‘ 26.807 <0.001 d<c<a
commitment High(Q3)° 108(22.3) 18.87+7.85
Very high(Q4)* 147(30.2) 15.06+9.13
Total 486(100.0) 19.85+9.70

: Emotional labor, Occupational stress, Self-efficacy and Organizational commitment were dichotomized into four group. Q1, Q2, Q3, Q4 means

Ist quartile, 2nd quartile, 3rd quartile and quartile, respectively.

Table 2. Pearson correlation coefficients between depression, emotional labor, occupational stress, self-efficacy,

organizational commitment

Variable Depression Emotional labor Occ:g(e:;isonal Self-efficacy O(figﬁzﬁzﬁiﬂ
Depression 1
Emotional labor 0.3217 1
Occupational stress 0377 0.609"™ 1
Self-efficacy -0.476" 0115 -0.162" 1
Organizational commitment -0.414” -0.491" 0.576" 0262 1

* 1 p<0.05, ** : p<0.01
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Table 3. Parameter estimates of the hypothetical model &

Standardized direct, indirect, total effects

path A
Hi Emotional labor—Depression 0.124 0.012 0.124" 0.067" 0.1917
H, Occupational stress—Depression 0.164 0.001 0.164™ 0.048" 02127
Self-efficacy—Depression -0.337 <0.001 0273 10337 -0.018™ -0.355"
Organizational commitment—Depression -0.153 <0.001 -0.153" -0.153"
Self-efficacy—Organizational commitment 0.118 0.004 0.118™ 0.118"
Emotional labor—Organizational commitment 0.176  <0.001 0.220 0.176™ -0.013 -0.190”
Occupational stress—>Organizational commitment -0.315 <0.001 0315 0315
Emotional labor—Self-efficacy 0.112 0.013 0.013 -0.112" 0.112"
H;3(P,) Emotional labor—Self-efficacy—Depression 0.039™
Hi(P4) Emotional labor—Organizational commitment 0.028"
—Depression
Hs(P7) Emotional labor—Self-efficacy 0.002"
—Organizational commitment—Depression
He(Py) Occupational stress 0.049"

—Organizational commitment—Depression

Chi-square = 1.252, p = 0.263,
df = 1, }/df = 1.252

GFI' = 0.999, AGFI' = 0.985,
RMR' = 0.002, RMSEA ' = 0.023

P2, P4, P7, Po(phantom variable): Unstandardized coefficients, . p<0.05 ,

" SMC(Squared multiple correlations), ¥ GFI(Goodness of Fit index), * :

"L p<0.01
AGFI(Adjusted GFI),

. RMR(Root Mean-squared Residual), I RMSEA(Root Mean Squared Error of Approximation)

-0.112*%
-0.337**

[ ——o0.124x

0.601%* 0.176%% 0.118%*
| 0.164%

Depression

=0.153%*

(Organizationall
commitment

2! =
A &3 AT, AFEEdH 2, A
gl =49 HBAE (Table 2)9}F 2}
A5 (1=0.321, p<0.01), HAFAEd2r=0.377,
p<0.01)9} <o FAAAES ®l whE, Ar|asH

(r=-0.476, p<0.01), A &Y (1=-0.414, p<0.01)¥}= <
o AAAAE Byt

A ese AF2EH2(1=0.609, p<0.01)9} %<
FAAAE B SHE, A2 7H(=-0.115, p<0.05),

z
t} AR AEYAE 1}7]§_%%(F—0.162, p<0.01), =2
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E4(=-0.576, p<0.01)¥} 7}7} 5-9] JAAAE B,
A7 E e 2B (1=0.262, p<0.01)7} %2 ¥
AE Rk

4.3 220 Zt HOl Zto| A2 FEM

431 22| Haiat Mz 45

BAERY FA A SAWGF] TP At A
s 8 4 wgo SA@ES z mFEske 4,
Z-scorex3 ©|A2] =X (outlier)= AW, thAF
A 7L ZH50l Logs #ste] AdE S5

ZH33].

B oAerge] s mw P=1252(df=1)°]1
FrolgEo] p=0.263 2% 0.058TF A Ueh} 23e
¥ AoEFAe] A4 7 I Al (root
mean square residual: RMR): 0.0022 0.05K.TF 2o}
Bt =9rom, 7] %5-32](Goodness of fit index:
GFDE 0.999% 095 z7ete] A3stet. w3k =4

F-3*](Adjusted goodness of fit index: AGFI)% 0.985
2 dzeiar, FAME T HirAlH 23 (Root mean
square of approximation: RMSEA)+ 0.023 2% 0.05%.
t} o} w9 E& 02 EPGTHTable 3).
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