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Abstract When the crucial role of the agent in communicating with the customer is acknowledged well enough to
relieve the agent’s stress, it will lead to the decrease of the agent’s emotional labor and the improvement of the
business organization’s performance simultaneously. However, the research on the relationship between information
system and the emotional labor has been scarcely conducted even though the importance of the emotional labor is
actively researched and discussed these days. Therefore, much effort has been put in this study to fine out how the
quality of airline call center information system affects expectations-conformation and how expectations-conformation
and self-efficacy affect performance of Emotional Labors. Analysis of the results to target a call center agent 436
people, When you provide them with quality information systems, it increased satisfaction and pride in their job. This
mechanisms subsequently reduces the strength of the emotion labor, which ultimately improves the service
performance. The implications of this study can be summarized as following: First, this research presented practical
guidelines to the organization's decision-makers related to the airline call center operations in order to introduce and
expand successful call center information system. Second, this research suggested the possible method to inspect and
diagnose the system by way of applying the measurement model mentioned in this research into the airline
information system and analyzing it. Third, the performance-measuring model developed in order to measure the
performance of the airline call center information system can also be used when we carry out the
performance-measuring task in the similar information system as the basis of diagnosing the situation and presenting
the driving directions.

Keywords : Airline Call Centers, Emotional Labors, Expectation-Confirmation, Information Systems Quality,
Self-Efficacy, Task-Technology Fit
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Table 1. Demographic statistics FEEEA, Al=EY] B, A|~Ele] HEA
Demographic Tra, m i A =g FAY T ol F 8/ Ao o
Men 55 12.6% _E,_o-]x% 9}
Gender ‘Women 381 87.3% . .
Total 136 100% WHEAqH| 2~ F4L Pitt et al[21], Kettinger and
Under 20s 173 39.6% Lee[22-23]¢] Ao 4] 291 &=-9 npelo & )5 Aju]
30s 185 42.4%
» ZAo] FA A A H A A~ 3 lo] AL8X
Ages 05 = 6% 2> FA 9] WA NA ARA 2RI AAst] AR Al
Over 50s 1 0.22% AT = Ar) s A s Gojel, An|A~ E4S Hrt
Total 436 100% 19 N , . .
ISA LAt A1FA, ISA LT IR AE
High School 23 9.86% shain. ISl elE A Al ISA] erdake]
Academic Under-Grad. 373 85.5% R A F= ISALF IR *}%X} ST ﬂ%%‘é(%%"
background Grad. 20 4.58% /E]),, ‘ISX]%%L%Z]'Q] _]T_o:é:‘:/q x_“_-_g_E,’ cISX %%L‘:O}_Z]_
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05 1 0.22% o FYA 2 ISHAEIAS] 3P 5 ol F
051 U [ 2% e spglew Faa
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Table 3. Factors loading and cross loading

429l A ghurhs
o

a5
1Q | SSQ | SerQ | JIE | EC | SE | EL
#| 2R} H(Partial Least Square 0] at PLS)° A e} IFQ04 | 665 | 615 | 442 | 511 | 509 | 358 | 202
11, SmartPLS ver.2.0 M3o® zl_ql;gl &ﬂ%@]% _/":f;g IFQO5 .705 573 460 537 552 A4l15 302
_ Qo6 | 772 | 578 | 455 | 579 | 551 | 429 | 305
EiA=s
FQ07 | 793 | 558 | 425 | 571 | s12 | 422 | 04
IFQUS | 695 | 602 | 443 | 522 | 515 | 377 | 254
411 AN 2 IFQy | 748 | 654 | 466 | 542 | 559 | 392 | 290
IFQI0 | 692 | s61 | 477 | 621 | 597 | 460 | 327
HA A2 A=F =32 AF3|ElA] oF= X
AA, SRS ATt 7IEAE AR B A SSQU3 | 565 | 583 | 547 | 425 | s01 | 309 | 241
2 A% & AEES AAEY. HFE Adgs SSQo6 | 501 | .803 | 387 | 470 | s02 | 288 | .186
Table. 29} 2T} 8 AT Wi Fo|a] A|A~E)EA o] SSQU7 | 608 | 740 | 470 | 539 | 559 | 385 | 326
B SSQU8 | 586 | 686 | 430 | 502 | 551 | 313 | 210
2% %=(Composite Scale Reliability Index: CR)<= SSQI0 | 668 | 514 | 508 | .610 | .644 | 441 | 334
0.905937, Wi H4t3=Z(Average Variance Extracted: svg0l | 492 | as2 | st | s3s | s09 | 357 | 358
AVE) %}}_‘0: 0.658679 = 7}% uxlgl—;(]u]- 7]— 7] ] 0.70 srvq02 493 526 .790 526 .508 .306 294
svq03 | 526 | 473 | 750 | 581 | 523 | 351 | 372
bl o|AMS A AF X ZX‘]Z..LO
7} 0.50 oY gElskoltt. whebA 1322] A svq04 | 446 | 470 | 846 | 484 | 488 | 314 | 266
A4S gdrsh=d 2 FE7F o3l stvq0s | 503 | 495 | 856 | 523 | s21 | 377 | 339
srvq06 | 448 | 529 | 811 | 489 | 507 | 204 | 235
o stvq07 | 510 | 565 | 747 | 05 | 514 | 328 | 265
Table 2. Reliability Test Results ovq08 | 448 | 479 | 838 | 493 | 494 | 335 | 311
- stvq09 | 445 | 485 | 851 | 457 | s03 | 317 | 285
ems
Construct CR | AVE stvalo | 486 | 510 | 815 | 488 | s40 | 351 | 329
e, || IRekit TTFOl | .643 | 603 | 570 | 765 | 726 | 558 | 425
Information Quality (IFQ) 12 7 932 | 662 TTFO2 | 642 | 587 | 545 | 787 | 7290 | 555 | 434
System Quality (SSQ) 12 5 | 906 | .659 TTFO3 | 653 | 607 | 554 | 757 | 731 | 559 | .404
Service Quality (SRQ) 10 10 967 745 ECO01 .644 .643 557 742 .897 .529 357
Task Technology Fit (TTE) ; T o | 9 EC02 | 635 | 664 | 567 | 736 | 913 | 534 | 379
: ' EC03 | 633 | 651 | 571 | 728 | 920 | 534 | 344
Expectation-Confirmation (EC) 3 3 .968 .909
SEOL | 466 | 374 | 342 | s42 | s05 | 840 | 497
Self-Efficacy (SE) 4 4| | T8 SEQ2 | 393 | 374 | 292 | 443 | 444 | 857 | 392
Emotional Labors (EL) 6 6 937 | 712 SE03 482 | 386 | 342 | 537 | 525 | 863 | 505
SE04 | 424 | 395 | 377 | 543 | ag9 | 778 | 533
ELOL | 243 | 272 | 239 | 368 | 308 | 423 | 826
4.1.2 EfZd B4 ELO2 | 244 | 267 | 279 | 332 | 288 | .38 | .845
golx QolEAMo|E 29 47 Zloadings) 0.70 ELO3 | 340 | 328 | 353 | 427 | 362 | 517 | 850
ELO4 | 259 | 227 | 286 | 351 | 278 | 480 | .895
o] AL A} 1 Q9] Axjzko 2 A7
= Adsi32], 2 HAe] e T ELOS | 321 | 244 | 283 | 355 | 310 | 480 | .759
(Aol gk w2l A A (cross loadings) 2t & ELO6 | 346 | 299 | 338 | 409 | 356 | 489 | 824

8804

ilh)

o



ARAAE FHo] ARk ATl vA= GF FFA SAHE FHeR
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Z9 ATWMES sk AFAT Bge 285 031213002 7gdRe} A gere] AAw=EAY
susiglons pLS Frude v @ We pysn T °F 31% AYshE AL evd,
A= FEE(structural or inner model)ol] thak 2 A )
o Bolataa ok PLS TERH0] gt AT T Table 4. Overall Model Fit
ZRYY HA AL ARrYPo AA Hgw, 74 Construct R Communality | Redundancy
el B Ry Tow dldth 3 WA, 7= arQ 50
vy @ A APES Blss Ame (50 o
) ~ (SRQ) 745
Stone-Geisser Q? test & 7132 Z5-4J(Redundancy) % e o
o)tk ol FERA] EAFHFORA LE gho] 0 e -
F& 7Y F2EE A3 (quality)o] Ittt (SE) 778
AL oudt}33]. F WA, dE2EF HA A= (EL) 312 12 045
(Goodness-of-Fit)v= 7+ 74719 <] A ERY) # Avg. 393 757
9/] Jé_l;_h/} _31%_ é-/] roil__% _]Tjr_?:;l_ %}Egl Zﬂg_:‘_lgi ;‘\l_;‘g Goodness of Fit 545

ol-Jo

3H34]. FFA(Communality)> ZHZEo] 24

(Quality) A|3e] Bhrfiz F54 £9lo]

kel S ﬁ(%)i 43 & ke dehie
0

?'&D](Tenenhaus et al., 2005). o] A%t A= HA
0.1 o]/de] k& 7FAof shw =1 A7]ol| wheba] 4(0.36
o)A, £(0.25~0.36), 30.10~0.25)F FE3FI}, v
2o, PLS ARRYS] PR thF FHEH A
=t 7t YWARSe] A2 2 gt Hr1E 2u]shH
Age] A RS2 Ukt g7

I 2 FHA 10% o]de] FHojof on|7} glrfar
™[35], Cohen[36]- R2%ke] 7] wa} A

AT By AR #4 AiE gofste] e
3 Ao] Table 4.0]t}. FREF WA AFPEE veR)
T FEA Fho] BT dgolnE B FREYe] An
7} folghe oF = itk AERY ) A4 HYES Ay
a7k 9le] Eabdn el RS Fat gt 03933 ¥
B4 Hgh 07578 F3 F(0.297) AFS T
T} E AT PLS ARRFY HA AL A5FE oF
0.545% 2 71221 010Kt} 2, 1 H3e] FFo
Y3036y S AA SRt mpRete R 2 QAT
011*1 Zﬂ*l?‘fL ?— ny 011 gt 7} tﬂTA v‘i—@*éﬂé Z(R?)

olu2 28X (path analysis)S 53 7} 5ol
3

gahed Agsita @ 4 vk

43 714 43

PLSAM = AZAG] o4 A5 Aot A3t
F4& AFA R ATeA Btk wEka A w2Ae
TS F4317] H8IA FEZEH(bootstrap) 71&
S ALEETH37-38]. FEAEAL a9 28 (data) I
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