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A4 3} E}°]—4 24 € oldstn A 9+ e HEES
g5 e 9 3=
ARA T O #p4le] 7”@ < % °]5H & Sl * Wong and Law(2002)
° | QuE AR 2HE A gtk ¢ gl ¢ Coleman(1995)
B 2227 %7]-‘?‘04% 4 & 4 .
@ AAlY 2GS ol$ & EA g
AfAFS] Yoz FAA Ee JHF A& GAT 279 ¢ Organ(1988)
2N R A K el i e e e e B ¢ Podsakoff and
Tgx | DAHRARE e gas sl mdg. Mackenzie(1994)
@ w89 HE HaAsAY T3 = e Williams and Anderson
B Al F8sithu A7 3]s 45 o (1991)
AR AR7|&9 BELFQ AL FRI|ES AEded
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am @ A 2o WA T A7 QA &3 o 33 %(2006)
4459 AT HAA A E Kl 474 glot. e Munro et al.(1997)
O A28l FREL o & gty Az
£ A7 7t FaEY HE AYFoE o FEA
BHrlste 5
O 92 FeiY 47479 7y de] &2 Ho|tt, e Bandura(1986),
474 | Q v FREG X2 7957 H e Hel e Babin and Boles(1996)
QU2 TR 4F 44 &5ol 9 w2 ¥ O] o H43H(2009)
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D MRS versus ZRAILHE
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A 564 100.0% dalen 79
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21~304 106 18.8% ;; S 8% 76
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A 564 100.0% A 224
150%kg] mT 47 8.3% 54 273 48.4%
150 ~200m] 5+ 221 39.2% % 739 54 o] 291 51.6%
Fo | 200~300m] 208 36.9% A 564 100.0%
300 o] 88 15.6% o 3 272 48.2%
A 564 100.0% Ejé;; 3d 0% 292 51.8%
% 234 41.5% A 564 100.0%
e 190 33.7%
EE = 138 24.5%
&9 2 0.4%
A 564 100.0%
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A2 (cross loading) Hoh 3
° 2 gg3ittn 73t (Barclay e
Chin, 1998: Yoo and Alavi, 2001).
Thol (GE 59 Zol 7k A= 2R A Fol
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Cronbach’s alpha%t
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latent variable(LV) scoreZ AM&3Fth HE
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(& 5) 172219

A4 0lE | BRIl | AR gL o et g4 AR 4l
ei01 0.824 0.496 0.438 0.412 0.291 0.353 0.384
ei02 0.903 0.503 0.449 0.469 0.317 0.402 0.412
ei03 0.902 0.544 0.492 0.449 0.328 0.413 0.438
ei04 0.828 0.460 0.491 0.389 0.286 0.368 0.402
ei05 0.557 0.884 0.427 0.351 0.351 0.393 0.425
ei06 0.536 0.924 0.410 0.358 0.335 0.367 0.405
ei07 0.532 0.933 0.447 0.360 0.322 0.378 0.441
ei08 0.506 0.934 0.445 0.359 0.340 0.382 0.445
ei09 0.451 0.371 0.827 0.381 0.381 0.394 0.483
eil0 0.460 0.386 0.799 0.414 0.318 0.326 0.483
eill 0.472 0.425 0.879 0.480 0.373 0.364 0.507
eil2 0.433 0.399 0.852 0.488 0.416 0.414 0.503
eil3 0.462 0.378 0.552 0.796 0.277 0.357 0.417
eild 0.447 0.319 0.443 0.897 0.225 0.349 0.366
eild 0.367 0.296 0.355 0.840 0.260 0.348 0.317
eil6 0.412 0.321 0.422 0.884 0.243 0.334 0.355
ocb01 0.189 0.164 0.226 0.157 0.659 0.296 0.241
och02 0.260 0.286 0.338 0.207 0.789 0.348 0.344
och03 0.345 0.340 0.383 0.273 0.863 0.390 0.441
och04 0.299 0.318 0.389 0.219 0.847 0.407 0.435
och05 0.289 0.314 0.393 0.293 0.807 0.418 0.434
och08 0.352 0.317 0.352 0.329 0.392 0.761 0.437
ocb09 0.368 0.352 0.366 0.332 0.427 0.800 0.442
och10 0.255 0.222 0.230 0.252 0.189 0.665 0.253
ocb11 0.337 0.313 0.378 0.300 0.368 0.785 0.383
och12 0.382 0.366 0.367 0.346 0.390 0.836 0.486
och13 0.366 0.367 0.448 0.299 0.396 0.483 0.803
ocb14 0.333 0.364 0.449 0.345 0.372 0.347 0.815
ocbh15 0.421 0.423 0.551 0.366 0.446 0.444 0.863
och16 0.408 0.351 0.444 0.380 0.356 0.446 0.750
(E 6) 1X20le| Efgtyd U AM2lM AZ

7489 AVE Composite Reliability Cronbach’s Alpha

7173423 o) &l 0.748 0.922 0.887

A= ElQ1 7/ o] 3 0.845 0.956 0.938

g xA 0.705 0.905 0.860

s 0.731 0.916 0.877

oJE}A 0.634 0.896 0.855

AN Y F o 2] g 0.595 0.880 0.831

A1 4] 0.654 0.883 0.823
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T84 (1) (2) (3) (4) (5) (6) (7)
(1) °etd 0.796
(2) 494 0.472 0.772
(3) AHIAA 0.488 0.531 0.809
(4) A7) 7404 0.354 0.445 0.473 0.865
(5) EFIZHgol3l 0.366 0.414 0.467 0.580 0.919
(6) =4 0.444 0.446 0.588 0.541 0.471 0.840
() ZRE% 0.296 0.408 0.430 0.498 0.388 0.525 0.855
(E 8) 2F olppisel QolmK|m WAIQOIHAR
239E HRA 7 ZAANNYF IT& 4% 2743
A 501 0.826 0.533 0.333 0.366
WA %02 0.760 0.521 0.332 0.340
432503 0.836 0.612 0.406 0.582
A 504 0.737 0.454 0.241 0.349
ZAAUNYF01 0.466 0.776 0.303 0.374
AN Y F02 0.540 0.807 0.284 0.337
ZAANHE03 0.630 0.856 0.382 0.464
IT245301 0.425 0.433 0.845 0.366
IT24%5202 0.336 0.281 0.827 0.284
IT245303 0.270 0.257 0.793 0.325
AFA701 0.470 0.392 0.288 0.869
A2 7102 0.431 0.415 0.370 0.861
2233403 0.465 0.474 0.411 0.818
2522 7404 0.462 0.405 0.334 0.878
21524 7405 0.477 0.410 0.315 0.901
3 WAL HAEE AAs7] A Cronbach's wASQJAAANZFRT =7 Yehg ddeldAdo] g1
alpha®t® CSRIZ B 7|45 A3lste] WA AR 7T ((E 8) 3x)
#dol FHH, E Aol AR HF 470

Wge VAVERE Tl (E 9)st 2ol 0.701%
(0.791~0.865)¢ Lehigion], 7t M55 A
o ARG RY 202 PEERAl 3
stk Tel, Ao ol 48 WY A H A Pel

1058

I el gzt A=/l
SmartPLS9 #

T==

G
E

T M44H M4z 20154 8Y




1N
0x
Rl
or
<
[0}
@
C
w
R
k]
=
re
0%
ol

AVE | osmr | Oropbachs | ITEE | gy | FRIY | qnys
mE8Ed | 0675 0862] 0761 0.825
WAS | 0625 0869 0801 0423 | 0.791
ZAA09% | 0662] 0854 0746 0401 | 0677 | 0814
Av4s | 0749 0937 0916 0399 | 0533 | 0486 | 0.865

wHoRE JANSY RS Bol ol§urt
A

Chin(1998)< R*3t9] EFHHEE 4H0.26 oA,

%(0.13~0.26), 3H0.02~0.13)2 H7kaksich,

H

T

7}
a

75

Oo:l

A7ATE ARyt 2AANRTY Rl

=)

Stod

[

7Yz} 0.327, 0.458% vi¢ & Agge HoF
St B Agd A F e dHEE

Aagers
BTty els

Smart PLSE °]&sto] A5 23 25 A4
o2 fFosl vehd, BE 7Mool AAHAT A

A 2 el (ad 29 (& 1009 A
5o 3l

w Gl AR 4749 7Hdel dig 2oE A
HEH, A e 2AANEE, AT AT
datekel A (+)e] #AE 24 DA O
2 FAALR frolstA Uet AAE AT (7HEL:
t=6.254, p<0.01 7Fd2: t=26.617, p<0.01).
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What is More Important for Job Performance in

Call Centers?: Call Center Representative’s Emotional Intelligence
vs. Organizational Citizenship Behavior

Byeong Hoon Lee* - Joon Koh** - Seonjin Shin***

Abstract

With the continuing unstable domestic and international economy, companies are demanded
for relevant strategies and tactics to increase competitiveness. In particular, call center
companies that are operated for customer services are trying and doing their best both in
providing special services for enhancing customer satisfaction and in establishing solutions for
human resource management to gain competitive advantages. With this trend, the role of
frontline employees, who come in direct contact with customers and are evaluated by the
customers for their performance, are growing ever important. The significance of the call center
increases as the company expands. Thus, companies are paying greater attention to the call
center representatives.

This study understands that the ability of call center representatives directly affects the
customers and the profit of the company. With the high quality of customer services provided
by a call center representative, existing customers are actively maintained and managed, along
with their loyalty. Ultimately, this study focuses on the emotional intelligence of each
representative who plays a critical role in marketing and attracting new customers. Emotional
intelligence is defined as the ability to perceive one's own emotions as well as another’s and
control and use it. It has been argued that these factors would be effective in preparing

strategies for customer service ability enhancement.

*  High-Cube System Co., Ltd.
**School of Business Administration, Chonnam National University
*** Sogang Business School, Sogang University
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This study investigates the effect of call center representatives emotional intelligence on job
performance. Furthermore, it intends to verify the effects of organizational citizenship behavior
and IT utilization ability (a requisite capability) on job performance. The differences of such
effects by current employment tenure of call center representatives are also explored.

To test the four hypotheses proposed in this study, 564 samples were collected from inbound
and outbound call center representatives in major life insurance companies and property
insurance companies in Korea. The major findings of this study from the empirical analyses and
tests are as follows: Firstly, emotional intelligence had a significant effect on both organizational
citizenship behavior and job performance. Also, IT utilization ability significantly affected job
performance and organizational citizenship behavior had a significant effect on job performance.

Secondly, from the multi-group comparative analysis by call center representative’s tenure,
the effects of emotional intelligence and IT utilization ability on job performance were shown to
be different by their tenure. The impact of organizational citizenship behavior on job performance
was found to be significant in the group whose tenure is three years old or older, but not
significant in the group whose tenure is less than three years old. Implications from the study

findings and future research directions are also discussed.

Key words: Call Center, Representative, Emotional Intelligence, Organizational Citizenship

Behavior, Job Performance, Information Technology(IT) Utilization Ability
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