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Purpose: This study aimed to identify the factors influencing the wellness of call center employees. Methods: From
December 2018 to October 2019, a cross-sectional study was conducted with 155 workers recruited from the call
centers in Seoul, South Korea. Data were collected using self-administered questionnaires. The questionnaires were
used to measure the following scales: Korean occupational stress scale, emotional labor scale, work-life balance
scale and wellness scale. Using the SPSS 26.0 program, the descriptive statistics, independent t-test, ANOVA,
correlation analysis, and multiple regression analysis were conducted. Results: The mean score of the wellness level
of call center employees was 3.05 out of a maximum of 5.00. More wellness level of call center employees was
associated with gender, psychiatric diagnosis, and call characteristics. A multiple regression analysis indicated that
the total scores on the wellness scale were predicted by call characteristics, occupational stress and work-life
balance, with an explanatory power of 42.2%. Conclusion: Study findings show that it is necessary to promote
wellness in call center workers with differentiated strategies according to call characteristics, occupational stress
and work-life balance. This implies that it is necessary to understand the call characteristics and patterns of workers
and to provide an innovative wellness program tailored to individual characteristics for an effective management of
the emotional labor and occupational stress.

Key Words: Call centers; Health promotion; Occupational stress; Psychological distress; Work-life balance

M = A A FRAEe] ofstd, EAlE B D uiA | AR A

o] &31= AFGA AT D AFIR LA R AGE AR =

1.9720] TN 20184 7] & 49,4907 2 0]H, & T2 X=1,170,959 0 2 uj

| Z71ekT U, A2 R A} O 81%, 1 9] 447 227

ARz HSE S50 whet - EjuEke] Mu| A Akglol g ebyERR AT 718509 W] At AR 45,676
AL, A2 FARRE A& S7FSHAL Qe BT A AR A ARY) 92.3%0] D8kl 22} 323,229 2

F20: E Mg, 423, 2R AEYA, HE|X C|AEY A, Ut 49| F

ogk

Corresponding author: Kim, Youlim
College of Nursing, Kosin University, 262 Gamcheon-ro, Seo-gu, Busan 49267, Korea.
Tel: +82-51-990-2386, Fax: +82-51-990-3970, E-mail: 122005@kosin.ac.kr

Received: Sep 25,2021 / Revised: Feb 19,2022 / Accepted: Feb 23, 2022

This is an open access article distributed under the terms of the Creative Commons Attribution Non-Commercial License(http:// creativecommons.org/licenses/
by-nc/3.0), which permits unrestricted non-commercial use, distribution, and reproduction in any medium, provided the original work is properly cited.

(©) 2022 Korean Academy of Community Health Nursing http://jkachn.org


https://orcid.org/0000-0002-2345-6321
https://orcid.org/0000-0001-9823-6107
https://orcid.org/0000-0002-4477-2489

A F 229 27.6% $250]t}. 5021 0]AF 30091 m|UR & 2
2242] 30.7%, 50091 u]to] 68.7%f| sEEHH1]. AH|X 2]
A o o] STl whet o A2l E A E %%H:E"ﬂ
gt A= 259 1752 HEC] 7Y A elA o5
£ SHE 8l EeFolgta & 4= Qi

20119 29) 200 A 7] 2 E thEA AJAFA ZF ol A= A
A4 Ay A (workplace wellness) 7} 4] QA2 e =
A ARAN A FAFSHE 2RSS A7 Ay 2o dfgt
Ao] ¥ztE]7] A1 2rstgleh. WHOO A gt Ay g 4l
A4, HAH, A3l H G, AAE delol A Aele] A
sk A% A 43315 Bl e

H3h Zoleta shATH2]. e WAk hdES
wellbeing)olet oled Sepsistes], d1e) sl
Apehg ejulst ole ofd] w3 o H3o),
J o /‘k_]_i." A, 97 A7} B 55t HHA A7) A} o].
552 oJu|3eh3]. Dunno] Yy 29| Ay
oie] B0 Sl #7512, 4TS O
gelsl Gy o] gole ofd g3, ATAEE o
o IR RA frel 4, e, Mol Qg g
|, =, AP ol §oI8 THE EFE B8] AT
ATH3A4].

QUAE ARH, G4, G4 Aol §71402 B
S ]

7

AL o [U
°§‘~
=

N

-lo{r_l}d,r
o%

fr ol

i ox
o

k.

2 X
oE. rpr{"

&

r
_10

e
£ o

O

B ol AUAE B SE o
4iAFo] ] chafat HobollA] vk AL, AL, oL, ThEH
2 Y02 W20 e A7) hpshAl A E 3 glont
5], 2 A8 Agae o2 g U s AT Sohry] of
e

1

o 3719] @7 Aol BubApEo] el A
Algte g2 AIE ¢ AFEE A= S T oA
At AHIEE ATt A FHF2 St gle ‘?JH}
£-E (inbound) 2} oF-HF-E (outbound) 2 W0 EHEH ot

6]. IR E Al AL 2 7]¢) Al AL A187LE Sof 3

—_

o DA SAAN A 2= S AR oI 8 AFEE A
she el 2408 £= 5ol obcﬂwzﬂﬂl*h FES
st AYU T2 E 801511, 11 2N
S ABS AL ol~— 59l EZ‘!OMH‘Q EZ’H e *—gz
242 e EE A3t B35 she Ao 2L

[6]. QHEET AT 98 F B uFS

& 4|5k owzlﬁ

n:E
_1
lo
i
n\l FE
4)4
fo
Mo
__>‘~l_,‘
rr
P
D

7= 34 %(emotlonal labor)Ol ExHolatal & 4= gt}
[8]. A7 =52 Z2AF A o) A A Q] oo
kEEolE 220 RRE o] R ff5 222 B A

o3} SRS WE] ol FAPTE ACIHOL. 7 1
o A48 79, 4 Axfot BB QO R Qste] 98, 2
Eda0bge PAH BAZH RS Fs Aol oA 45

o SrejR ol 24 0]m GRS o Bel)

). o710] 4418 23S EelujA] 9 17| ¢
Sh= 74 HAS S1ES 210 2RE @ PeHths Wi o
710l AgHE A7t o] A HE = oH TS 9l 8f iR ARt
o £71% 475 s FsloF st Sapstar IAE A E7tH i+
Atk H[10]o) A 27 2EHAE 7HAI7]1 AL T
1990W =0l AIHE 2 AE] 224 o AR AT, 1]
A U 88 SEHAE U 13 A 8
E:l ) Zx]u]— 71—;(4 lr:EOE ‘Egl.;i]
oA Aol et o
A A7 FAA e T GF 284S
BAR Y= E AT AT o] F o AFES FE= A
3 i gy F23) A5 uhEa o] 4 ok, /ﬂxﬂ el Rl
7ol sl A= %12 H[6,10,12,13], A5 2B o]
A 3} 4ko] & (work-life balance)ol| = F &= U] Rk ®Ha1
ShITH14]. L2} 4p0) FHS A} 0] 9]9] o4 A7k
Ne)a, A oA S 45| Befaho 24 4ol s B
218 e TShu[13], 49 9, 49 S et F )
A 02 UehgTHI5]. U3t 4] BFFS 22 U
WIS e 9% $a8 45E ado|ne B
o] a4 Fjofof Sel16]. Eak 2EAL) WAL ARl 2
BT 40 A el 7] ofste 714 &) S A= A7 vt
Z3} G-o A STl Aol kAl & A ]lei[17]
<EA ASAE Al EAE Z2AL 2 =T, AR
AEH A, Y40 FY 5 THH L& ghofsto] T2}
48 947 Bast et
H%0] 20184 1093 Bl 1)) Zol S0 23]
of 2] A E Al Aol A & 1 o
THe AP, o) AWET ek, W AE
e EEET ] J?‘&Zﬂ
8ol 24 B A e S 2 AR D A
27} Zshelo] 2 ol wneh uATRpe] dgto] FR3
A710]k. T2t 30091 mlke] Al ARIYOIAE BT

—ln
[>
lm
17
r(r
)
rL)‘
™
_>i‘
e

/kl-/g 211-

_L

Z

K

-1m
Iy 4o =

N
__\_

N
o 2 it ofo

iy

e

Vol. 33 No. 1,2022 129



= .
Az - 2

2]ty 7]t A ok SFA L &7FE 502 BTk AbIAE]
L2 27 A EY B sl M 2250 17w E Al
1L glo] ekt A YAt BAR el A ZRAES] A%
Zl A7t ol EE 4 ek whEkA & A e 2 AE A
= 2R gy =28 78 A 22 A
ek k] §13 712 AFEA FEE Y
AESHETE T S A 2R A =
5 AT 2EH A AUr0| £33 TAE shebslal, A

£ dFacle Eastng gk

« TR 7 =5,
2 478 el

« AbRe) Qb EAQTARISH B4, A B 5
H)el G Y 5, AR AEdA, A3 4] 73, 2

Uz Apol2 sfersiet.
© R B e, AR A2, At o] 7Y
U20) e 2 shofatet.

o AR Y Ao )R] G Q218 BA%)
CETT

1. 384

B A70) BAe 2 AE 2RA W =5, AT 22
2, 9} 4] Y DU L 572 sfopstar, Gy o] 53]
L o 2212 TS FTH A& EARAToh

1. 0O

i

130  journal of Korean Academy of Community Health Nursing

Q13 G*Power 3.1 T2 1L 3123} Ar&35}9] 01 T3]
7 2] WQ g 2] 422 0.05, 57k &3} 27121 015, A%
08, dSH 1571 2 sto] 2eE 10% 5 23t oF 1557
o= AAsAh Ul 1071 o] & AllE i Aol
2018y 12¢ 1Y HF 2019¢ 10 14U71A] 157F A A&
A5 HjEZstlom, o] T EFEI -SHA 2= Al 25k &
F B4 23 A= 1557 01 3ie & AtollA ="
AFAE 3,000 o) /Fe] o] sk 1A A e
(customer relationship management) A&7 Qo2 o4
A AR ZeE 7)¢] 1379, 30021 ]| S 2 HALe}50
ol mjgke] AL7FEAF S B9 2304 561, 7 9] 5091 1]
Tl &2 2 AEE 7R 2039 4=
7245 gl

Z .1 AARILO

O X oo U =2

=2 2

\
N

3
re
QSE,
Kl
Ho
4

i)
(ot
ox

rd
W,

Ho F
In
oX

5]
32
=

Ay

u=)

=

R
o

rJ

e

30,

il

Ir

2

My = o
Hore

o
o i
0

>
i
P

i mo i
ox.

yiz]
flo
o on
N,
okt

B oo
2
é

U,

o m
Rl oox

iy
A
oX,

4
2
s
el
o
s
£
o,
i)
Ho
!
>

OFZH}E-E (outbound) &2 L}
HAE 2 A851ME 59
A ArES A sk Al

o=2=
oz AR FUL A

ot
K
N
f[rt
lo

e

=

f

i}
tlo

L = O
Ae IAES

ok
pa)

+ e
S

pUTITA
o

ofl u

rd

-

>,

i.'lt‘
i
o,
EN]
®
>,
o
1)
P
i)
[
o3l

2) A4 =T

Brotheridge®} Lee [18]7} 7j@8}3. Han 5{19]0] =43t
E7E AT 7S oIRIsta bl e Welel v
AR A5 2hsh=Wd WA= 7 ESHETH18]. 3 ¢

=2



29, e B9 2o 3118701, 48 ofitk 1
A o9 2Tt 55 0 & Likert 53] Ao, 47t #55
279 1e50] £ RS 2Jola}. Han S{199] 4704 =
9] Cronbach’s a ZF2 ¥ 39] .87, HH 3¢ .870|Qich &
HLo| A= Cronbach’s a = 3% 3¢ .88, H P <] .85t

3T AEY2A
Chang ${20]0] et @<l A 2E L ZH=T-

2% (Korean occupational stress scale short form; KOSS-

¢

SFYE AM§SHEOR, Bl AL AR AT ATE 45
o, AR AR 4R, WA 25 38, A By 289,
2 Pl A 4R, BA A 38, A4 2ot 4
5% 770 99, 24802 24550ch. W8] 39K gt 1

AEE i 2y 49 02 Likert 49 HEoln], vt &
ST E AR AEY AT 2 A S Yu|eit 2 Aol A Z 7
2EYA=100% AR ARt o 9 FeE Fste] 00
A1 100 1 919] Bt gk ArEsinh 9 =719 s g Hol
3t Cronbach’'s o = ZR Q7 71, A2 X}-&4 Ao 66, T
A 25 .67, AT EQHY 61, 22| A|A| .82, BAY FAH 76, 7]
223} 512 B 11E| 911, E @704 Cronbach’s a =&
8 .84, A1 AL Ao 70, A 45 .64, 21 F B2 78,
XA A|A 78, B FAA 81, A% =3} .82%i Tt

PEEREER

Kim¥} Park [21]0] 7|3t U3} 449 #+3 (Work-Life
Balance) 2= 2 U-7}5 7 85, Y-97t 43 8EF L
TRE F 1639 =75 AN AA| 23 o] 7822l
AE P A 4 Al d2dstgeh. A 28R g
1ol ‘a9 28ty 55 0 2 Likert 55 H=oln, o =+
9] Cronbach’s a = J9E2 A 71E FJL .79, d-o7} 4
3L 899t E HojA] Cronbach's o = d-71E #43&
79, 9-7} # 2 .900] it

5) Ay

Choi F{4]o] 7Hdgt A4l AU SH=FE AHESHA
o, FM2 - gF 99 58, ArelA g
o 3% AU 993 2% AAA 9
Fog PR A 2FA] ek o 134 wi$- 1%
t} o) 5402 Likert 54 2 o|nl, Choi S[4]2] dTol|A
Cronbach’s a = 910]9jth. 2 AL A] Cronbach’s o
89%3t}.

2 Ao Arere 20184 128 195 20199 109
147H4) ol 2oiAiTt. £ A7 AA R Y A8 48]
3|(IRB) 491(Y-2018-0119)& & F HAsheAc. A%
O A A el BFIEE F2she] Fel hakRtelA QhsHe,
Aol sl Abglake] Telxjer AEshe] A 2] 4918
worow, wzie AR thaAE AEE 2 501 wok
o, 2EAje) 28 ar Alzkolut w8 A|7F 0] U5 Top
S} TR} 51 85 Al7kel) AT B 2] RS
Esho] HEAS Rl Seto] SR AEAE A 4
Astoich. o HAS BAE I8 BelA @ AFHE 8
Wohe tAAE Al AT o] A7) Bk, ATl
oA ol u) LB 5 A AR Tk W8-S AAISHA A
Fotgom, A&7 ool ket Ao] Folsta Fol F0
A ojw gt Folelo] glgo] AWttt HEAE A £
NS 2T F A7E B34 AER o] of 3087E ST
Hog AW on, ofo] e BACR £40| GBS

Asst 3.
5. xt=z=E4

34" R7EE SPSS/WIN 25.0 (IBM Corp., Armonk,
NY, USA) £7] 22 1308 o} 48lo] 45 9 25 574

9o fzo 05004 =i 9ict

&, B SISHA L, thdARe] Q1 ALSEA 5/ 2]
A EQN OEDH =5, AT 2B A, G40 +F, €
UA 59 ZFo]i= t-test, ANOVAR EA5t & F-EARS THS
&} Scheffe, FHARS THE81A] 952 79 Dunnett T3 H O
2HZFOL A =5, AR 2B S, Y 4o o, Ay
2 740) /A2 Pearson A Al 2 BA8H L, =8 ARt
A EA AR F, Q4o 47, AT AEH A7 DY A
A& FAEE G S o5 EHCR HF
sttt o3 B4 9 712 7P AR, A4 B
SEAMIS AF8] Al AT 23}, AR R E 24
sho] B3 o) AHdS eelstar =1 W 7He| o34 1)
53

Vol. 33 No. 1,2022 131



Yoz

" d3
1. He X ey £
WA= B A2 35.39+18.294] %1 3L, 26~354]7} 60
™ (38.7%) 0.2 71 Wokth AHL ojAfo] 132 (85.2%), il
= S AZHE ool 887 (56.8%)0I ATt 2E 7ol

QL HjEo] 879 (56.1%), 7] & @ o] &, AP o] 687 (43.9%)
CIT Sl BB Ak w705

AR, O] F 2 47 (2.6%), 337l 215 (1.3%), B3 1Y
0.6%)019lth & 542 QIBHEE 58W(37.4%), obREHeE
97 (62.6%), WA TFA - 2d o]l 799 (51%), 5%

T TEARHE 8X17k0] 1017 (67.8%)0] {THTable 1).

2. XS AH 5, AT AE A Ut 4o F
ot gL|AS &
2 20 24 1.910]4] H ) 4558 0 2 B 3.33+£0.49

Hoz yeigton, 294 P 9= Fat 3.55+0.61, o o=
Wi 2.95+0.689S Rk AR AEH AL Hi 837 0A
) 76198 0.7 B 44.25+13.928 & RGP on, HA HE
T2 QoA 7P w3 A7 8kt o Q1A 2ol

Table 1. General Characteristics of Samples

71
e

- 71
(=]

A L7109
= 4rE

A 7P e AeE Bk 4 49 432 4 1.3170
A Hd) 5.008 2] Bt 3.34+0.728 02 Yeyton A1 7k
T3] H 34910698 02 A3} o7} F& B 3.20+0.91
AR o g5t AUA e H2 172704 ) 4.28F 02
Wit 3.05+0547 02 Yelgon, 519 g o2 Abs]H U
UAZL B 3.7740.748 02 7} =11, AN AU A, X F
dyam AYGH Ay $olglon, A4 dyArt 298+

0.778 0 2 713 32 A3E B ¢rTable 2).
3. HARE LY SN0 M2 ZH L5, KT AE
HlA, Yot 40 7, LA
ke Rk EAo W A =59 Zpol= Uo(F=
281, p=.042), AH(t=-2.99, p=.006), 2E A(t=-2.78, p=.006),

Z EA(t=2.39, p=.018), & L 7|7H(t=-2.22, p=.039)°ll A &
OJstA Uetytth A7 AEF A o] (F=3.04, p=.031),
(t=-3.53, p=.001), - EA(t=2.66, p=.008), & 7 7|7Ht=-2.14,
p=084), TEARKE=221, p=029)014 FelatA] Lhepteh.
A3} 4k #5210 (F=3.03, p=.031), AH (t=2.74, p=.007),
A& AH(t=2.05, p=.043)°] w} -2t Zo|7k e, &
Y2 A (t=2.46, p=.015), FAI2HZ] At (t=-2.18, p=.031),
2 EX)(t=-3.98, p <.001) o A -§-2J3 x}o]7} 21 tH(Table 3).

Variables Characteristics Categories n (%) or M£SD
Sociodemographic factors Age (year) <25 20 (12.9)
26~35 60 (38.7)
36~45 50 (32.3)
>46 25 (16.1)
Gender Male 23 (14.8)
Female 132 (85.2)
Education level High school 67 (43.2)
> College 88 (56.8)
Marital status Not married 87 (56.1)
Married 68 (43.9)
Psychiatric diagnosis Yes 7 (4.5)
No 148 (95.5)
Job related factors Call character Inbound 58 (37.4)
Outbound 97 (62.6)
Total working duration (month) <24 79 (51.0)
>24 76 (49.0)
Working time (hour) 8 101 (67.8)
>8 54 (32.2)
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Table 2. Descriptive Statistics of Emotional Labor, Occupational Stress, Work-life Balance, and Wellness (N=155)
Variables [tem Range Min~Max M=£SD
Emotional labor 11 1~5 1.91~4.55 3.331£0.49

Surface acting 7 1~5 2.00~5.00 3.5510.61
Deep acting 4 1~5 1.00~4.50 2.95+0.68
Occupational Stress 24 0~100 8.30~76.19 44.25+13.92
Job demand 4 0~100 0.00~100.00 52.69+21.53
Job autonomy 4 0~100 0.00~83.33 48.92+12.66
Interpersonal conflict 3 0~100 0.00~100.00 32.83+18.67
Job insecurity 2 0~100 0.00~100.00 42.04+23.75
Organizational system 4 0~100 0.00~100.00 48.12£19.15
Lack of reward 3 0~100 0.00~100.00 52.83+21.01
Occupational climate 4 0~100 0.00~91.67 32.63+19.76
Work-life-balance 16 1~5 1.31~5.00 3.34%+0.72
Work-family 8 1~5 1.63~5.00 3.491+0.69
Work-leisure 8 1~5 1.00~5.00 3.20%£0.91
Wellness 18 1~5 1.72~4.28 3.05%0.54
Physical 4 1~5 1.00~5.00 2.50+0.75
Emotional 5 1~5 1.00~4.80 3.131+0.69
Intellectual 3 1~5 1.00~5.00 3.02%0.76
Social 3 1~5 1.33~5.00 3.77+0.74
Occupational 3 1~5 1.00~5.00 2.98%0.77
Table 3. Emotional Labor, Occupational Stress, Work-Life Balance, and Wellness by General Characteristics
Emotional labor Occupational stress ~ Work-life balance Wellness
Variables Categories torF torF torF torF
M=SD M=£SD M=SD M=SD
@ ®) ®) ®)
Socio- Age (year) <25 311+£038 281 36.72+16.11*° 3.04 3.75+091° 3.03 3.27£0.56 1.30
demographic 26~35 3284051 (042) 4456%1641° (031) 333+0.70° (031) 3.06+£0.52 (.277)
factors 36~45 3.45+0.51 4452+9.62° a<d 330+0.72° a>d  3.00£0.57
>46 3411041 48.96 +10.75¢ 3.14+0.48¢ 3.14+0.48
Gender Male 3.00+£0.61 -299 35131512 -353 3.72+0.75 274  330+0.52 246
Female 3.39+044 (.006) 45.84+13.12 (.001) 3.28+0.70 (.007) 3.01+£0.53 (.015)
Education High school 3.33+048 -016 44.88+1354 048 332+0.77 -027 3.01+052 -0.85
level >College 3341049 (872) 4379+1427 (631) 336+0.68 (791) 3.09+055 (396)
Marital status ~ Not married 3.24+050 -2.78 437711569 -045 345+0.73 2.05 3.06+£0.55 0.17
Married 345+045 (006) 44.85+£11.32 (.620) 3.21+0.69 (.043) 3.05%£0.53 (.869)
Psychiatric Yes 3571048 132 4950+17.73 1.02 3.02+1.12 -1.22 2.65+0.76 -2.18
diagnosis No 3324049 (188) 44.00+1374 (309) 336070 (225) 3.10+052 (.031)
Job related Call character Inbound 344+037 239 48.03%1232 266 3271065 -094 284+049 -3.98
factors Outbound  3.27+0.53 (.018) 41.99+1438 (.008) 3.38+£0.76 (.350) 3.18+0.53 (<.001)
Total working <24 3261045 -222 42.00%+1537 -214 345%+072 193 3121052 0.94
duration >24 3424052 (039) 46.67+11.85 (034) 323071 (056) 3.04%056 (351)
(month)
Working time 8 335+049 077 4246+1321 -221 340+£074 125 3.05+£0.53 -1.00
(hour) >8 3301045 (441) 47.58+14.69 (.029) 3.24+0.69 (201) 3.14+055 (.317)
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2 AR BA S ol 8st] SHA, BTN, SR, HOeEA FAIE ZEAE AT YL ZR2OH 7| A AR
Ao 2de AASAT FE Hrs AREE o1F A FA IS Aotk AEA Y AR E A
AL, 53] 24 712 MEA R AP, et ] iRt 7x AEA AEE -
A, SEAM ol EAE T R Y S-S AT 2 2 A7 SAE ALY YL £E23.0680=2 2
Table 4. Correlation of Emotional Labor, Occupational Stress, Work-life Balance, and Wellness (N=155)
s Emotional labor Occupational stress Work-life balance
r (p) r (p) r (p)
Emotional labor 1.00
Occupational stress .34 (<.001) 1.00
Work-life balance -.35 (<.001) -.55 (<.001) 1.00
Wellness -25(<.001) -.52 (<.001) .57 (<.001)
Table 5. Factors Influencing Wellness (N=155)
Variables B B t p
Female (ref: Male) 1.08 .04 0.59 .560
Clinical diagnosis (ref: No) 424 .09 1.46 146
Outbound (ref: Inbound) 454 23 3.43 .001
Emotional labor 0.03 .02 0.27 .790
Work-life balance 0.36 43 5.69 <.001
Occupational stress -0.17 -24 -3.12 .002

R?=.45, Adj. R*=42, F=19.75, p<.001
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