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4.1.1 2A4A

DAR B o] 2 Saxedt Weitz(1982)9 A
TFollA gk SOCO(Selling Orientation and

Customer Orientation Scale) 2=Z A3l

o S0CO H=e AUFEdA ANTEE =
Ao A% 247 gRoE F4H gov, o
Fl 12 BYE 3442 1A% I Pao
2, 1270 ¥AAQ BT FRold o] G5
S 72 3990 PlAes 2AVES P
Nnd weshe PE2 ZPHUT. B ATE
SOC0S| B2E FAH & a7s BAR BYE
& AFEA WA FP3te] A8

Hartline?} Ferre11(1996)9] il
2L A ApAlo]

T T =

6‘]’7: piige]

4.1.3 |4 9=

oA AMER AYE 4 AY nAA
£ Holuge oAxs 7%]1 %—E %

2 25 TH Chiu et al. 1995).
A oF & ke E&HFEA
1 9JtH(Bluedorn 1982).

& ofN o
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AN WA AAH, ZAH, $AH 3
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(E 1) A7usel 58 o a2

W) 2398 #aEd
g 17—;‘1;11711%}01}71] 143 278 (2006),
; Ao BEAld F7 Brown et al.
AR | @ S apalgd] me o (2002), Saxe and
@® 2L PR B v Weitz(1982)
Dol 4ol AR 9EG
Amnz @ F=d dial = Hartline and
5| @ ARG el A] E‘FM =)ol e B3 Ferrell (1996)
@ 1AL PR Bex o
D AZE 49S east
BEE @ oA Bel FF AT Bluedorn(1982),
DR EE 498 29 & g A7 Chiu et al.(1995)
@ dA) A4L npgot sk Azbe
D ARYRE 9da ZAH Hne
@ "o 2y |3 21748 (2006).
2707 | Q) AE od—ur"ﬂ 5_’&@5]‘ A A& Maslach and
@ o] AL ARG o] T2 AV ks A Bz Jackson(1981)
® W7t sk 9 DARBRIRE A}l BA gL
2UEE/ O Aot thg 9= —H‘% o] gl Demerouti et al.
Tiew | @ AT g B39 271e v e (2001), A4}
= @ gAY g EHH%‘% 1 9e =(2002)
D9 B 5Pt 5 YEE M BE %
.| @92 den 9 2 Ade 4 dEe A9ae A .
S| g 2o gae g eE £r 9 Fl ore Schmidt(2007)
@ Ue] BAdE A} BAL A1 Qe FE
D ARl BeAR 5700] 15 ~
AR | @ Ao BelAE Aug L, olzg
@ $AARE B ANHL IS (2007)
D 2AA A2 ATets He 2 du IS .
@ 14 2RS oﬁﬂo}f e oy gle Hartline and
wgugy |© %9 47 5L AGen 2193 + 9% Ferrell (1996),
FERED | @ geAe B 40 tiAGE e 2 98 (lg%mdetg' .
6 < Al ot AP wolof shA] Aa 9L - 0€ muyter
© DAUES 913 ol A FHL HeA YolE HeA % gu ge | el (200D
@ 3floF %L Ado] L& 25 Rizzo et al.
QB8 | @ ok & Ao] Hla) A7bo] AL (1970), AW}
@ Alzh] R3] AL Aelelr] WA B2 (2004)
Holman et al.
O nAT] A5 AgdA Befel o] e S0k ¢ (2002), Wong and
AAEE | @ Wk e A3 nAd) EHFE 2THE 29 Aol Aok BE | Law (2002),
® nATe] A5 AN te] 74 9 Azks e 28 wo| dokdt M3} A=
(2004)
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BTET | ag9s | 7E4 e
(Cronbach’s a) 291 | 892 | 293 | 894 | 895 | 896
amb4 766 | .867 | -.005 | .068 | .038 | .091 018
amb2 680 | 805 | 154 | -.039 | -.035 | -.053 | .050
f;—% amb5 649 | 794 | -012 | 061 | 020 | 110 | .042
( 866) amb6 615 | 136 | -098 | 118 | 143 | 129 | 113
amb1 604 | 7129 | 215 | -110 | 051 | -079 | 072
amb3 483 | 666 | 140 | .011 023 | 025 | -.136
sup3 904 | 075 | 908 | .161 | -078 | 198 | .05
BAA D sup2 893 | 089 | .897 | 119 | -066 | 243 | .049
(.915) supl 871 .051 .873 191 -.031 253 .067
sup4 573 | 158 | 695 | 162 | -068 | .155 | -.099
car2 860 | 038 | 172 | 905 | -043 | 116 | .002
73(?9;‘;? carl 865 | 038 | 179 | .902 | -.002 | .108 | .038
car3 846 | 008 | 190 | .88 | -.009 | 157 | .005
= over2 902 | .101 | -010 | -051 | .936 | -.030 | .109
EA R overl 826 | 188 | -088 | -002 | .877 | o047 | 112
(.884) over3 767 | -081 | -104 | -001 | .842 | 005 | .203
U8/ feed2 795 | 062 | 252 | 115 | -015 | .844 | -.047
v feed1 733 | 092 | 231 168 | -o071 | .799 | 008
(.811) feed3 660 033 263 104 011 | 753 | -113
emo2 756 | 0.16 | -.035 | .010 | 212 | -139 | .831
AT
o) emo3 729 | 010 | 024 | -022 | 201 | -046 | .828
emol 639 | 077 | 051 048 | 010 | 035 | .792
27] %3 5379 | 3.731 | 2.689 | 1.809 | 1.640 | 1.170
AR 24.450 | 16.961 | 12.222 | 8.222 | 7.454 | 5.316
AR 24.450 | 41.411 | 53.633 | 61.855 | 69.310 | 74.626
A9, RMRS FEcHdeges JadEel 74 o] 9o thg RE AFE AL} VEAE 4
ol os F&¢ ez Hrisan o E slatAY ZHsta glol SR HA AR
2005). ¥ d¥e FRUEARY 249 A A Fetn e AoE dddr. RMRE A9
A E S YErER ARSI e (W E 2005) o Uz A= AFEL 7EA gtol 2F5HA

ZASHAT 393 A3z 20104 62 559



JAS - WIF - 25T
(E 4) N2ExZ % 22429l SN 20124 A1
= 3
Crontaes o | 33%% | ¥4 241 292 : 293 294
burn2 695 818 161 -.020 .001
burnl 682 .801 143 -.093 -.104
ZJ(PFS%%%} burn3 677 789 1140 -.135 -.126
burn4 748 780 256 -.161 -.219
burn5 474 542 217 -.204 -.302
turnl 820 171 .873 -.051 -.163
oo turn2 818 253 .846 -.147 -.128
(.883) turn 779 238 .8217 -.079 =177
turn3 596 117 759 -.020 079
cus3 721 -.038 -.043 .831 164
AR g cusd 705 -.054 -.100 819 145
(.828) cus2 .696 -.135 -.067 .813 .109
cusl 551 -.206 -.044 711 .040
sat3 834 -.123 -.076 .062 .900
47iE
(871) sat2 827 -.140 -.056 139 .886
sat1 742 -.219 -.170 295 760
27] LR 5.773 2.360 1.659 1.571
AR 36.083 14.750 10.371 9.819
FH R 36.083 50.833 61.204 71.023
U gslehs Aeg e, SHRge dod A 4.3 2¥e MiT 9 JMEA
o® ke
olg} tiEe], BE W4 Ml mrt 71EA 4.3.1 299 A= H7}
0.70]7¢elH, B EAFZ%k(average variance
extracted: ©]3} AVE)E 7]EAQ1 0501322 B AFoA] Ak AFEdy) 7HdS AAs]
UeRt o] doM M SAIEES T A sk, A7) eSS A she dialdl WA o
THFE dig] =& dEAS Yen Jd2s FREYS FEHoz AFde TR 2dS
& 4= AtH(Hair et al. 1979). ol &3ttt FEAFFZREN A ALSH T
e ASroln FEAYHS BHARE o
Sttt
560 AYSIoIT ®i39A M3z 20104 62



(E 5) ol gold QoA 2}
¢ =3 H| Z 3} e A .
¥ | @B | 234 e | B | age | AVE AR
amb1l 1.00 0.65 -
amb3 1.04 0.65 7.72%*
o4& .
= amb4 1.71 0.20 9.87 0.841 0.520
2354
ambb 1.37 0.42 9.16**
amb6 1.32 0.47 8.90%* )
overl 1.00 0.28 - X7=220.16
s p=0.00
over2 1.16 0.06 18.35 0.919 0.790
3 1.01 0.43 14.51 dr=155
over : : : GFI1=0.92
emol 100 066 - RMR:0.07
emo2 1.35 0.28 8.62%* 0.794 0.568 | RMSEA=0.04
emo3 | 1.36 036 | 869" 2/df=1.42
feedl 1.00 0.38 - AGFI=0.89
feed?2 1.08 0.25 12.66"* | 0.825 0.614 | PNFI=0.77
feed3 0.99 0.53 | 10.75* NFI1=0.94
supl 1.00 0.13 - NNFI;%-SW
CFI=0.
sup2 1.06 0.09 29.81** | 0.958 0.883
sup3 1.09 0.13 28.01**
carl 1.00 0.20 -
car? 0.99 0.18 20.42** | 0.919 0.790
car? 0.92 0.25 19.14**
0 p<0.01, AIAWS: amb2, supd
THARA A G AFREe] A H A4EY 7|EXe vws] B w(ygE 2005)
YA o7 JlolA|Fo] Few AFrFHo| Z GFI, AGFI, RMRe] 7|EX]o| <zt n| &35}
ettt AF/MEE Agstedy & A EAFEY A 18 & o 7R A
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A Study on the Effects of the Job Burnout on the Customer
Orientation, Job Satisfaction, and Turnover Intention of
Customer Service Representatives at Customer Centers

Sang Jong Gwak™ - Ki Ju Cheong™ - Su Jeong Choi***

Abstract

A customer center is a specialized division of a firm that directly deals with customer
interactions at the front-line service encounter. From firm's perspective, a customer center
is a key division that executes customer relationship management (CRM) by which customer
satisfaction and customer loyalty are maintained and new potential customers are acquired.
On the other side of the coin, customers view customer centers as a major channel to contact
firms due to an enriched accessibility and convenience promised by the centers. Recently,
telephone contacts to customer centers have been, at large, active worldwide. However, the
online chatting and video counseling, attributable to ongoing development in IT technology,
have been widely getting into deployment. While these trends indicate an increasing importance
in the functioning of the customer centers from both firms and customers perspectives,
attention and resource allocation on customer service representative (CSR) are insufficient.
The role and job obligation of the CSR are getting much important and sophisticated.
Nevertheless, the social recognition for the CSR’s job function has still remained relatively low.

Under these circumstances, this study focuses on CSRs job burnout - the most troublesome
situation on work. In a customer center, CSRs are easily exposed to high levels of job burnout
during a large number of interactions with customers who have various service demands and
complaints. Job burnout of a CSR give rise to negative outcomes like high turnover, reduced

customer orientation and decreased job satisfaction to a customer center. Therefore, job
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burnout of a CSR is an important part to be considered in managing a customer center. To
explain CSRs’ job burnout, we derive the most severe factors,

postulated in the literature, that are vulnerable to increase job burnout as well as the
factors that decrease the burnout. We consider role ambiguity, work overload, an emotional
labor as the factors increasing job burnout. The decreasing factors, on the other side, consist
of monitoring and/or feedback, supervisor's support, and career path development. In this
study, we empirically assess the individual effects of those factors on job burnout. Next, we
examine how job burnout is essentially related to the variables on performance such as
turnover intention, customer orientation, and job satisfaction. In addition, we empirically
test the relationships among job satisfaction, customer orientation, and turnover intention.

A survey was conducted with CSRs in the customer center. A total of 272 responses from
six customer centers were used for the analysis. The major findings are as follows. First,
CSR’s job burnout increases due to role ambiguity, work overload, and emotional labour.
Generally, customer centers have the standard job manual for customer service which
describes CSR's role, responsibility, and authority. In addition, customer centers continue to
offer training and learning programs to a CSR. This is effective to reduce CSR’s role ambiguity,
and consequently it is beneficial to diminishing job burnout. When a CSR experiences work
overload, that is, a CSR has a difficulty to deal with works at a given time, CSR's job burnout
increases. Therefore, a customer center tries to resolve work overload of a CSR by grasping
a reasonable workload. In terms of emotional labour, a customer center should try to manage
an emotional labour of a CSR experiencing in many interactions with customers. A CSR does
an emotional labour in that a CSR continuously expresses a certain emotion required by an
organization irrespective of own real emotion and thinking.

Second, only supervisor support is effective in decreasing job burnout while monitoring/
feedback and career path development are not statistically significant for job burnout. Note
that offering a CSR career path to discourage turnover could increase job burnout although
the effect of career path on job burnout is not significant. Offering clear and accurate feedback
on performance and monitoring is not related to reducing job burnout.

Third, job burnout decreases customer orientation and job satisfaction, and it significantly
increases turnover intention. Nowadays, high turnover is considered as the most difficult
problem that a customer center has to resolve because it brings about the heavy costs
followed by staffing and training a new CSR. The result implies that a customer center can

resolve high turnover of a CSR through job burnout management. Besides, by reducing job
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burnout, a customer center makes a CSR offer customer-oriented service which is strongly
related to customer satisfaction and customer loyalty.

Finally, job satisfaction contributes to increasing customer orientation. However, it does
not decrease the turnover intention. This finding is consistent with an assertion of internal
marketing that CSR's job satisfaction should be a pre-conditional factor for maximizing
external customer satisfaction. This result confirms that turnover of a CSR is strongly
related to job burnout.

This study has a considerable implication by offering an evidence that CSR’s job burnout
management is essential part to resolve high turnover and to offer superior customer service

in a customer center.

Key words: Customer Center, CSR, Job Burnout, Customer Orientation, Job Satisfaction,

Service Marketing
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