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Abstract

Purpose — The quality of customer service has been importantly considered as a way of retaining current customers. Recent
development of service industry which based on Information & Communication Technology allows firms to utilize different
employees for their businesses. Although it is regarded as important to consider emotional labor of employees working for
customers in ICT service industry, little was known the role of emotional dissonance. Thus, current paper focused on
emotional labor and tried to identify the factors which influence on employees' intrinsic motivation for married women working
in call centers. This study highlighted the influence of the emotional dissonance on the employees' intrinsic motivation, and
the moderating influences of work-family conflict on the relationship between emotional dissonance and intrinsic motivation.
Research design, data, and methodology - The research samples were gathered from seven call centers of Korean financial
institutions located in South Korea. The model of emotional dissonance was developed, which emphasizes the influence of
emotional dissonance as a predictor on intrinsic motivation, and then the other model was also introduced to explain how
employees’ intrinsic motivation were aggravated by work-family conflict. To examine these research models, samples were
collected from 468 married women working in call centers of Korean financial institutions located in Seoul. A total of 468
samples were used in the analysis after deleting data of missing value. SPSS 22.0 were utilized for data analysis.

Results - The results of current study showed that emotional dissonance is negatively related to intrinsic motivation, and
there are significant differences in work-family conflict. Those results generally support the proposed hypotheses.

Conclusions - These results suggest that the relationship of intrinsic motivation of married women working in call center for
customers' service were influenced by emotional dissonance, which outcomes were interacted not by face-to-face contact
with their customers, but by emotional contacts. Managerially, these findings suggest the one who emphasize the quality of
customer's service of call center need to introduce the programs for minimizing both of emotional dissonance and
work-family conflict. These findings also suggest that the service quality via intrinsic motivation of married women working in
call center is hard to be accomplished without considering the factors of emotional dissonance and work-family conflict.
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<Table 1> Review of Researches on Emotional Dissonance
Author Sample Independent Dependent Mediators/ Results
(Year) P Variables Variables Moderators
9 custom_e r service Emotional dissonance has negative relationship
representatives in the . . ! .
) Job between job satisfaction and organizational
US mobile . . . )
Abraham communications Emotional satisfaction, } commitment.
(1999) . ’ Dissonance | Organizational Social support was proven to moderate the
entertainment, food . . : . . .
) commitment relationship between emotional dissonance and job
services, and apparel : . o .
o satisfaction and that of organizational commitment.
retailing
Emotional demand is correlated with burnout. There
Bakker & 108 nurses and 101 . Burnout, . is no mediating effect of emotional dissonance on
) ) . Emotional Emotional : . .
Heuven police officers in the demand In-role dissonance the relationship between emotional demands and
(2006) Netherlands performance in-role performance. Emotional dissonance has
negative effect on in-role performance.
Lee, Kim, & | 158 Korean Airline Surface Emotional Emotional d|s§onance mediates the_ relatlonshlp_
) . Burnout " between emotional labor and emotional exhaustion
Kim(2007) crew members acting dissonance
and burnout.
There is significant moderating effect of emotional
dissonance on the relationship between negative
Karatepe 157 full-time front Neaative affectivity and job performance.
Py P desk employees affe%tivit Job Emotional | There is significant negative relationships between
. working in five-star VY, performance, dissonance, |intrinsic motivation and job performance, and intent to
Aleshinloye ; . Intrinsic . . . )
hotel in Abuja and A Intent to leave Burnout leave. The relationship between emotional dissonance
(2009) S motivation : ) -

Lagos, Nigeria and intent to leave is proved to be not significant,
but the relationship between emotional dissonance
and job performance was proven to be significance.

Job Job There are significant moderating effects of supervisor
234 Clinical Nurses . satisfaction, support and peer support on the relationship between
Emotional o autonomy, ) ) L .
Park(2009) at Korean General - Organizational o emotional dissonance and organizational commitment.
. dissonance . Organizational . S .
Hospital commitment, However there is no significant moderating effect of
support .
Intent to leave job autonomy.
. There is significant positive relationships between
. Psychological . . : ; .
Cheung & 271 service . ) emotional dissonance and job satisfaction.
. Emotional . . distress, ) . . .
Tang employees in Hong - Job satisfaction ) Psychological distress and somatic complaints
dissonance Somatic : . . .
(2010) Kong . mediate the relationship between emotional
complaints . . . )
dissonance and job satisfaction.
Diestel & 262 employees of . Burnout, There are significant moderating effects of self-control
. the German health Emotional . Self-control . ) :
Schmidt . - Anxiety, demands on the relationship between emotional
insurance company | dissonance ’ demands . . .
(2010) service Absenteeism dissonance and burnout, anxiety, and absenteeism.




Moo-Kyeong Jeon, Hyunjoong Yoon / Journal of Distribution Science 15-6 (2017) 65-76 69

Author Sample Independent Dependent Mediators/ Results
(Year) P Variables Variables Moderators
There are positive relationships of emotional
dissonance on exhaustion and disengagement. There
are no significant moderating effects of organizational
. Job ) . .
620 full-time hotel . . support and job autonomy on the relationship
Karatepe ) Emotional Exhaustion, autonomy, . . .
front employees in - . o between emotional dissonance and exhaustion.
(2011) dissonance | Disengagement | Organizational M .
Ankara However, there are significant moderating effects of
support P .
organizational support and job autonomy on the
relationship between emotional dissonance and
disengagement.
There is significant mediating effect of exhaustion on
the relationship between emotional dissonance and
Cheung & 82 male teachers Emotional OCB organizational citizenship behavior. There are positive
Cheung and 160 female dissonance - OCBI Burnout relationships between emotional dissonance and
(2013) teachers in China - OCBO burnout(emotional exhaustion, depersonalization, lack
of personal accomplishment). Burnout is positively
related with OCB(OCBI, OCBO).
Jeong, 204 counselors Emotional There is significant mediating effect of burnout on the
Choi, Park | working in Korea call di Intent to Leave Burnout relationship between emotional dissonance and intent
. issonance
& Li(2015) center to leave.
There are significant mediating effects of burnout and
Burnout, job stress on the relationship between emotional
Lim, Park, 344 employees Emotional Job Job stress, |dissonance and job satisfaction, and organizational
& working for Korean dissonance Satisfaction, Personality | citizenship behavior. Also there are significant
Back(2016) SMEs OoCB (emotional | moderating effects of personality and job tenure on
stability) the relationships between emotional dissonance and
job stress.
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<Table 2> Results of the Principal-Components Analysis to Test Construct Validity

WFC3. | am preoccupied with my work while | am at home.
WFC4. My work makes it difficult to fulfill my family duties.

Factors
Survey ltems 1 2 3
ED1. When dealing with clients, my expressed emotions differs from my genuine feelings. .079 119 .773
ED2. Most of the work time, my external emotion expression is different from my genuine feelings. -.225 .088 .823
ED3. To do my job well, | must pretend not to be irritated at customers even when | may feel that way. .005 -114 .874
ED4. In interacting with customers, | must suppress irritation | may feel. .018 .034 .817
IM1. | enjoy finding solutions to complex problems. .860 -.058 -.057
IM2. | enjoy coming up with new ideas for products. .888 =77 .056
IM3. | enjoy engaging in analytical thinking. .47 -.082 .031
IM4. | enjoy creating new procedures for work tasks. 932 -.142 -.030
IM5. | enjoy improving existing processes or products. .857 -.067 -.097
WFC1. My work takes up time that | would like to spend with my family. A7 T77 118
WFC2. My work prevents me spending sufficient quality time with my family. =141 .950 -.007

WFC5. My family missed out because of may work commitments.

-218 911 .050
-213 931 -.050
=172 .902 .048

Eigen Value

5.257 3.152 271

Variance Explained (%)

30.395 | 29.422 | 19.611

Cumulative (%)

30.395 | 59.817 | 79.429

Note: All factor loadings less than 0.50 were excluded from the table.
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2 AF0|A= Nunnally and Bernstein(1994)0| H|A|st
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AZBIRACE METHEE2 Churchill(1979)0] HA|SH LKt
7b 2ol mel AU, THEYE Of T &=2tel A
A7 40 DRl HESZS HASIL 240 0|83t
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9652 LIEIGICE O] Nunnally and Bernstein(1994)0| X|A|
oh .60 O|&e| 7|ZEELH &7 ME0| & ATFM ALES &

oL T

ol mjo %

300

PETS0 85 2y =70} JHRE YRl BlEF BCin
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g blo} 20|, 24D RE ¥SE0| £50 O[4 HXUS
JPR|D Qls HO2 LIEHCE Uf2hh TN ASS Az

M- A— ME
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_
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<Table 3> Mean, Standard Deviation, and Pearson Correlations

4.

1z

21

Gl

4.1, 7|ZSA T} oA 24

2 7 AS0| A, ‘I AtEtEA|(pearson correlation)’
2MZ MABIT QB BAS s AN 3R
(hierarchical regression)S AI2SISICE AlnbotA EM4Zn0=
CtZ <Table 3>0f XMA|k[0 QUCH

4.2. 2|24 21t

= g7 JHEAaTE 23l chEeHEMn AT 2HE
o
=

e ZAlBIILE. f4, QA7SA B2l 2ltE SHH|
s, g, 9, o, Hg, 25ds, oHs+E SHES
2 MEDIRALL <Table 3>0= AYFxset Y 57|72t
BAE A3l Qe tE=HEY Zuet gy 2352

=

=
ZERNE HBS7| 2T ASE 2HEM ZUE H HMA|
SIQUICL O] d 3|HAIOA EAIHEX|4=(Variance Inflation
Factor)7l 25 10 O|st2 LtEIL} CHEaMM EXle 3K &
2 7{oZ LCE|CHHair, Anderson, Tatham, & Black 1998).

Variables Mean | S.D. 1 2 & 4 5 6 7 8 9
1. Age 1.73 787
2. Children 1.34 474 | 672
3. Education 2.53 806 | .198* | .327*
4. Job Grade 1.93 987 | 797 | .630* | .269**
5. Tenure 2.63 692 | .737** | B91** | 207 | .702**
6. Turnover Experience .840 760 | .312* 462** .390** .368** 214
7. Employment Mode 1.15 448 | -235%* | -211*%* | -132% | -428* | -444* | -105*
8. Emotional Dissonance 3.44 662 | -.027 .047 .283* -.055 .019 25 | -.008
9. Intrinsic Motivation 3.51 .831 -.044 -.064 A49% | 146* -.021 A51* | -.067 | -.156**
10. Work-Family Conflict 2.08 .634 | .488* | .397* .027 A468* | 428" | .244* | -.081* .058 -.297*
Note: N=468, *p<.05, **p<.01, ***p<.001
<Table 4> Regression analysis for Emotional Dissonance on Intrinsic Motivation
Variables Model 1 Model 2 Model3 Model 4
1. Age -.247* -.254* -172* -A71*
2. Children -.250*** -.249%* =210 =217
3. Education A14% 136* .058 .052
4. Job Grade 554*** 532%** .654** 642+
5. Tenure -.154* -.135+ - 116+ -.110
6. Turnover Experience .130* 37 A7 A77
7. Employment Mode .020 .020 .068+ 077
8. Emotional Dissonance - 175" -.026 -.164*
9. Work-Family Conflict - 424%* -.195%
10. Emotional Dissonance 108*
x Work-Family Conflict '
F value 3.196*** 5.653*** 7.513* 8.636***
R? 147 151 277 279
Adjusted R? 138 142 .268 .270

Note: N=468, +p<.10, *p<.05, **p<.01, *p<.001
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<Table 4>0f HMA|El 22 29| 2|A+E HLEH YT
ZPF WA S700 ool SAMez Fololgt £()2 S
O] Qe A2 LIEHSD(B= -175, p<.01), 2HO| dEFH2
15%(R*=.147)2 LIEHICE M2t <7pkd 1>2 X|X|E|QUct C
S22, ZERME 2M3P| Sl 2718 282 d=XEY
= st 0|§—, 2718 2350 %*’8?52}9} LIS S7|12F
of AAE =Fols =at Lt SAXH2ZE FOISHAULKP=
108, p<.05). SIX|2t 2 ATOA HMAloh Fekuh A Znto
01 XO|7p LIEfLL <7bd 2>= KIX|E[RUCE ObX|EF Of2HoflA
4 LMY s7|7te] 2AoM 2-7P8 ZS2
Xto|E ECh HESH HHEDX; St

_

Of2ff <Table 5>0j= &Y Zf(median)2 Aoz A-IPY &
S0 =2 Fth -I7Pd 450 ¥2 ez FEo 2
”I'-Pf JHI)\I tQIC}. <Table 5>0f LtEH AntE AMmEH, -
7M8 480| =2 Fthot ¥ L 7Hof |ol0jst Wa XFOI
7t LtERRtD -7 4S0| Z2 FTto| =2 FTHo| HIY
WIS S717t =2 ALE LIEHGCE HIE A-E X3t LHXY
& S|7to] AN LIty LSO| EHEIIE LIEHR|S
o+o+x|m QU 7b 7u=o| e Eicto| AMQS0| Y-7FN 2t
So| g2 PHEssrE AUHoz UHE 5717t EOs
%2 ols| & & c.

<Table 5> T-tests for Intrinsic Motivation

Group Mean S.D. | t-value | p-value
Low Work-Family Conflict | 3.633 .812
- - - 5.105 .000
High Work-Family Conflict | 3.295 .833

<Table 6> Supplementary Regression Analysis for Work-Family
Conflict on Intrinsic Motivation

. Low Work-Family High Work-Family
Variables Confiict Conflict

Model 1A| Model 2A |Model 1B|Model 2B

1. Age 75 .239* -.136 .055
2. Children 57+ A69% | - T793*| 7424
3. Education 170 .038 -.053 -.094*
4. Job Grade 133 133 8187 | 831%*
5. Tenure -.264* -238* | -.242¢ - 571**
6. Turnover Experience| -.019 -.027 .286** 162

7. Employment Mode -.233%* =122+ .160* .048
8. Work-Family Conflict 518 -.393***
F value 7.406%** | 13.184***| 7.341*** | 10.434***

R? 244 .388 163 291

Adjusted R? 235 379 141 269

Note: N=468, +p<.10, *p<.05, **p<.01, ***p<.001
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