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Abstract Current performance evaluation of call center employees is dependent on the number of calls
they have resolved, regardless of the individual and social characteristics of employees. However, since
call center tasks are highly customer-oriented and emotional laborious, individual capability as well as
social characteristics of employees is critical to performance. Therefore, this study analyzed the
relationship between employees' individual/social characteristics and their performance. To extract
individual characteristics, a repertory grid technique was employed, whereas social network analysis was
conducted to extract the social characteristics of employees. Using individual and social characteristics
as input variables, multiple regression was conducted to analyze the effect of each variable on
performance. As a result, in-degree centrality of dining network, initiative characteristics, open
characteristics, and enjoyment of studying were determined to be important variables for performance.
This study is expected to be used in both performance management and human resource management

of call center practices.
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Table 1. Basic statistics of employees

Average SD min max

Age 56.85 7.85 31.00 67.00
Average

employment 4.58 1.72 1.00 6.00
(Year)

Amount of

oon Y 1697436 82022 1566625 1872523
(year)
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Table 2. Types of network

Element Explanation

Trouble When you have personal trouble, who are your

Counsel potential counselors?

Business ~ When you have some trouble in your business
Cooperation task, to whom do you want to get a help?

Turnover When you are considering to change your job,

Counsel  with whom do you want to share your thought?

. Who do you eat or dine with outside of the
Dining

company?
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Fig. 2. Result of network analysis
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Table 3. Social Characteristics derived from Network

analysis

Variable Meaning Operational definition [22]
Out-degree the number of ties received

Outdeg .
centrality by u
In-d

Indeg n egr'ee number of ties initiated by u
centrality
Out-Closeness
outCloseness

inCloseness

Centrality

In-Closeness

reciprocal of the sum of the
lengths of the geodesics to
every other vertex (farness)

Centrality
Betweenness  the sum of all bjk where i, j
Betweenness . -
Centrality and k are distinct
Eigenvec Eigenvector  Eigenvector of the largest

Eigenvector_cent
rality

Eigenvector
Centrality

positive eigenvalue as a
measure of centrality.

Table 4. Basic statistics for social characteristic

variable

Variable Mean S.D
Outdegl 0.134 0.092
Indegl 0.134 0.053
inCloseness1 12.784 7.042
outCloseness] 12.792 8.589
Betweennessl 5.199 6.507
Figenvec(bonacich)1 22.450 16.609
Eigenvector_centralityl 0.159 0.117
Outdeg2 0.131 0.075
Indeg2 0.131 0.055
inCloseness2 21.955 3.727
outCloseness2 28.253 10.029
Betweenness2 11.327 11.581
Figenvec(bonacich)2 22.567 16.443
Eigenvector_centrality2 0.160 0.116
Outdeg3 0.092 0.067
Indeg3 0.092 0.043
inCloseness3 6.543 2.072
outCloseness3 7.997 5.082
Betweenness3 3.603 5.516
Figenvec(bonacich)3 23.373 15.227
Eigenvector_centrality3 0.165 0.108
Outdeg4 0.091 0.076
Indegéd 0.091 0.050
inCloseness4 5.597 1.353
outCloseness4 5.942 2.131
Betweenness4 1.686 2.170
Figenvec(bonacich)4 22.243 16.895
Figenvector_centrality4 0.157 0.119
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Table 5. Individual Characteristic derived from RGT

Variable Definition
business The level of knowledge that each
knowledge employee has
aptitude The level of aptitude each employee
has
initiative The level of activeness for their job
open The level of open-minded inclination

challenging The level of hard-working tendency

The level of disposition to work

works gladly merrily

The level of enjoying learning and

enjoy studyin
oy ving studying for the new

diligent The level of diligency

memory The level of memorizing
judgment The level of logical judgment
creative The level of creativity

healthy The level of maintaining healthy

The level of having a stable and

harmonious famil
V" harmonious home environment

The level of good interpersonal

relationship .
relations
altruistic The level of altruistic tendency
modesty The level of modestic disposition

disclaim one’s own
merit in favor of
others

The level of disclaiming or hand over
his/her achivement to other people

The level of Acknowledging his/her
mistake and taking responsibility for
this

admit a mistake
frankly

Table 6. Basic statistics for individual characteristic
variable (Average of 5 managers)

Variable Mean SD
business knowledge 5.715 0.698
aptitude 5.831 0.736
initiative 5.585 0.887
open 5.423 0.071
challenging 5.485 0.698
works gladly 5.554 0.860
enjoy studying 5.377 0.803
diligent 5.638 0.704
memory 5.777 0.436
judgment 5.677 0.541
creative 5.277 0.334
healthy 6.208 0.608
harmonious family 6.208 0.492
relationship 5.838 0.743
altruistic 5.208 0.688
modesty 5.669 0.643
disclaim one’s own merit in favor 5392 0.449
of others
admit a mistake frankly 5.708 0.740
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Table 7. Correlation Coefficient with dependent variable

Correlation

coefficient T p-value

Indegl 0.445 2.436 0.023
Indeg4 0.524 3.014 0.006
business.knowl 0.419 2260 0.033
edge

aptitude 0.595 3.626 0.001
initiative 0.606 3.736 0.001
open 0.523 3.009 0.006
challenging 0.430 2.336 0.028
works.gladly 0.570 3.400 0.002

enjoy.studying 0.470 2.612 0.015
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Table 8. Regression results using social characteristic

variable

Variable B T p-value
Constant 160,148 47.993 2e-16 ***
Indegl 25,974 0.886 0.385
Indeg4 56,364 1.814 0.0827
F 4.895*
R? 0.2376
** p<0.001
** p{0.05
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Table 9. Regression results using individual
characteristic variable

Variable B T

p-value
Constant 168336.9 83.783 2?;36
business. knowledge 1153.3 0.272 0.7887
aptitude 1896.2 0.383 0.7064
initiative 5876.8 1.815 0.0863
open 7973.6 2.6 0.0181 *
challenging -635.3 -0.216 0.8311
works.gladly 6282.2 1.495 0.1522
enjoy.studying -12627.6 -2.315 0.0326 *
F 3.936™*
R? 0451
** p<0.001
** p{0.05

Table 10. Regression results using individual and
social characteristic

Variable B T

p-value
Constant 162,847.9 56.308 2e-16 ***
Indegl 9,982.6 0.408 0.6888
Indeg4 54,834.4 2.358 0.0314 *
businss.knowledge -712.5 -0.204 0.8412
aptitude 2,046.2 0.507 0.619
initiative 5,030 1.869 0.08
open 7,492.3 2.878 0.0109 *
challenging 2,333.1 0.893 0.3853
works.gladly 3,403.4 0.868 0.398
enjoy.studying -9,926.4 -2.133 0.0488 *
F 5.855™*
R’ 0.636
** p{0.001
** 5(0.05
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Fig. 3. Test for regression

Table 11. Final regression results after backward

elimination

Variable B T p-value
Constant 164,221 91.523 2e-16 ***
Indegd 56,717 3.561 0.00196 **
initiative 6,007 2.801 0.01102 *
open 8,062 3.649 0.00159 **
enjoy.studying -10,704 -3.021 0.00676 **
works.gladly 5,361 1.998 0.05951
F 12.02%*
R’ 0.688

<0.001
** 5(0.05
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