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<Abstract>

The purpose of this study is to analyze factors related to the job stress experienced by call center
employees at public institutions, so as to provide basic data to relieve work-related stress and enhance
the job satisfaction of such employees.

To promote objectivity and representation, the study was conducted by way of survey, the subjects
being call center employees in 8 public institutions that operate call centers, which are located in the
Busan and Seoul areas. Of the 240 surveys distributed, 196 were collected and 173 of those were used
for analysis after eliminating 25 with insufficient responses.

The results of this study are as follows. First, in terms of general properties, it was determined that
employees with higher levels of education and families to support had greater job stress. second, in
terms of job-related properties, employees who were unsatisfied with the job, HR policies, and their
relationship with superiors and/or colleagues had greater job stress. In terms of the group that was
satisfied compared with the group that was unsatisfied with the job, HR policies, and their relationship

with superiors and/or colleagues, regular workers had less job stress than irregular workers.

Key Words : Call Center Employees, Job Stress, Job-related Properties
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