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Abstract This study was conducted to clarify the mediating effects of self-efficacy and organizational commitment
on the level of depression associated with emotional labor and occupational stress of call center representatives. The
survey subjects were 486 representatives working in four call centers in D city. Data collection was conducted using
structured, self-addressed questionnaires from January 5th to 25th, 2017. The results showed that the depression level
of the representatives was significantly higher in the emotional labor and occupational stress groups and higher in
the low self-efficacy and organizational commitment groups. The correlations between variables revealed a positive
correlation between depression, emotional labor, and occupational stress, but a negative correlation between
self-efficacy and organizational commitment. Path model analysis revealed that emotional labor and occupational stress
had positive effects on depression, while self-efficacy and organizational commitment was negatively influenced. In
addition, self-efficacy and organizational commitment had a mediating effect on emotional labor and depression, while
organizational commitment had a mediating effect on occupational stress and depression. Therefore, to reduce the
depression level of call center representatives, it is necessary to reduce the emotional labor and occupational stress

factors, as well as to have a mental health mediation plan to increase self-efficacy and organizational commitment.
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Table 1. Mean scores of depression according to emotional labor, occupational stress, self-efficacy, organizational

commitment factors of study subjects

Depression
Variable N(%) F p-value Scheffe
Mean+SD
Low(Q1)* 128(26.3) 16.44+9.31
R Middle(Q2)® 130(26.7) 19.13+£8.92
Emotional labor 13.109 <0.001 a<c<d
High(Q3)° 112(23.1) 20.46+9.79
Very high(Q4)" 116(23.9) 23.84+9.44
Low(Q1)* 123(25.3) 14.82+8.72
R Middle(Q2) 126(25.9) 18.76+8.52
Occupational stress 25.435 <0.001 a<b<d
High(Q3)° 137(28.2) 21.70+9.83
Very high(Q4)" 100(20.6) 24.87+8.93
Low(Q1)* 147(30.2) 25.46+8.76
N Middle(Q2)® 104(21.4) 20.7748.16
Self-efficacy 42.096 <0.001 d<c,b<a
High(Q3)° 132(27.2) 17.90+8.35
Very high(Q4)" 103(21.2) 13.41+£9.37
Low(Q1)* 102(21.0) 24.4249.31
izati Middle(Q2)® 129(26.5) 22.5249.44
Organizational 26.807 <0.001 d<c<a
commitment High(Q3)¢ 108(22.3) 18.87+7.85
Very high(Q4)" 147(30.2) 15.06+9.13
Total 486(100.0) 19.85+9.70

Ist quartile, 2nd quartile, 3rd quartile and quartile, respectively.

: Emotional labor, Occupational stress, Self-efficacy and Organizational commitment were dichotomized into four group. QI, Q2, Q3, Q4 means

Table 2. Pearson correlation coefficients between depression, emotional labor, occupational stress, self-efficacy,
organizational commitment
Variable Depression Emotional labor Occ:t]i::isonal Self-efficacy O;f;ﬂﬁ?gzﬁiﬂ
Depression 1
Emotional labor 0.321"
Occupational stress 0.377" 0.609" 1
Self-efficacy -0.476™ -0.115" -0.162" 1
Organizational commitment -0.414™ -0.491™ -0.576™ 0.262" 1

* 1 p<0.05, ** : p<0.01
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Table 3. Parameter estimates of the hypothetical model & Standardized direct, indirect, total effects

+ Direct Indirect Total
Path b P SMCE effects effects effects
H, Emotional labor—Depression 0.124 0.012 0.124" 0.067" 0.191"
H, Occupational stress—Depression 0.164 0.001 0273 0.164" 0.048"™ 0.212"
.27
Self-efficacy—Depression -0.337 <0.001 -0.337" -0.018" -0.355"
Organizational commitment—Depression -0.153 <0.001 -0.153" -0.153"
Self-efficacy—Organizational commitment 0.118 0.004 0.118™ 0.118"
Emotional labor—Organizational commitment -0.176 <0.001 0.220 -0.176™ -0.013" -0.190™
Occupational stress—>Organizational commitment -0.315 <0.001 -0.315" -0315"
Emotional labor—Self-efficacy -0.112 0.013 0.013 -0.112" -0.112"
H;3(P>) Emotional labor—Self-efficacy—Depression 0.039"
H4(P;) Emotional labor—Organizational commitment 0.028"
—Depression ’
Hs(P;) Emotional labor—Self-efficacy o
- . . 0.002
—Organizational commitment—Depression
Hg(Py) Occupational stress -
o . . 0.049
—Organizational commitment—Depression
Chi-square = 1.252, p = 0.263, GFI' = 0.999, AGFI' = 0.985,
df = 1, }Xdf = 1.252 RMRT = 0.002, RMSEA! = 0.023
Py, Py, P;, Py(phantom variable): Unstandardized coefficients, * : p<0.05 , ™ : p<0.01
T SMC(Squared multiple correlations), . GFI(Goodness of Fit index), ¥ : AGFI(Adjusted GFI),
': RMR(Root Mean-squared Residual), I RMSEA(Root Mean Squared Error of Approximation)
@ G ®=F @ =N(@=-0.576, p<0.01)7} 717} &of FAAA S B,
5o d A7) Ee e 2AEY(1=0.262, p<0.01)3 %2 Fo-3
-0.112% AL BT
-0.337%%
[ —o0.124% o o o
0.601** £23 . a i
0179 011;0.154** 4.3 T‘Ej’]' ZJI— %?l Zl"q 76‘];?:&
0,155 4.3.1 A2RZe] A A= 1S
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o] JAAAE BT
AHE2EH 2(=0.609, p<0.01)$} %o
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=-0.491, p<0.01)¥= &9 FAAAE A
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ZATH33).
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2 d5da, FAMEE HirAlE 2% (Root mean
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