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o|tH(Grandey, Dicker, and Sin, 2004: Grandey,
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geoZ A3 Y (Glomb, 2002; Neuman
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Hl 2 FA el tigh 149 F5gk 9% (customer
mistreatment)-< A& sl AsoF & Fa3 o]
7} ©l2 JoH(Cameron and Webster, 2011;
Grandey et al., 2004: Shao and Skarlicki,
2014 Sliter, Jex, McInnerney, and Wolford,
2010).
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Iverson, and Walsh, 2002).
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SHE{OAM dEAtel X|ZHE DZdo{Z3o|

el Bobe] AFEL 2AT FEAgA
By GFd BASS oldldhs Aol AH 2 F
4l Belolq Fastn F4a
(Ben—Zur and Yagil, 2005: Deery et al., 2002:
Grandey et al., 2004; Harris and Reynolds
2003). ofdl, & dF= nHAAAA T et

o% j7“°d°1%%‘£ ﬁﬁo}fﬂ— 7]

get g e, ol

ol

Areag

9 474]2 :TL_%L?'&‘:} %"ﬂﬁ ’BD”\V} j7“°1°113—:‘1
"ﬂ 1_‘?4_0}74] =2H A5 R e
5o g% AgkE 4 97| wjEolt}
D}goi B drrEde P azly) 25wt}
olZlo % 7te] #AE Aty AFERNTS A
A, e, AAE ST A, AHH oz 243
T 284 23 (withdrawal) & 2 35S
stk 53], At 52 o4& 24H &9
oA sl Aderd AR AHH L = iEA

o FeAate] d3dFolth(&E4E ¢, 2010; Choi
et al., 2012).

3.2 A7

28 sty el e o B AgAde] AR
g b ¢l (Crandey et al., 2007). 1229
A FEA H Z}#—ﬂo A, ~EY 29

(Grandey et al., 2004,
CduR o g odcﬂaﬁ‘eﬁjf_’_ kel Al Yzt

)
o Fel we £x9 22 FHH WS Pl

STH Glomb, 2002; Grandey et al., 2004;
LeBlanc and Kelloway, 2002: Schat and
Kelloway, 2000). o]&d 34 74 a7
< Z7M 2% (Schat and Kelloway, 2000).
A2 ol A a2el] oaf 2 34 (customer-
instigated aggression)e ZAAALNE o &3l
28 APHes A 5H 3 lvh(Ben-Zur and
Yagil, 2005; Deery et al., 2002; Grandey et
. 2004; Harris and Reynolds, 2003). tith
HEL aAEY IAFHEE 77
o B2 592 FEs] Asl) nAS A U
A ]/\ & A8k, of Skl A~ F
= AASH BAEE a7t}
(Ben—Zur and Yagll, 2005 Harris and Reynolds,
2003: Pugh, 2001: Rafaeli and Sutton, 1987).
A oE FHEo] ALY AT dFEHN F
A 2= BAk sk A5 0% ket

(Kanfer and Kantrowitz, 2002). Grandey et

al.(2007)2 43} F49 o] 2o wdd
AR Qe nAAejEo] FHAe AL7e o
S oA zivta AT AfH| 2 FH o] 149
Aoj o] WiMs, AEH R i 79
T, Aug, wEsE 2ol e nay

Bl & 2 g8 "rk(Sliter et al., 2010).
FAHANA At afo2RE FEd o,
A FA|, 1, FA3 Lo A =EH Aot
(54, 2014). 2L Holx| ¢ dulrel
A AN FeE FESP] e, FAH e
At 538 1A dojFAd HIMs =EH)
age® Beta, AEite AH| 2 vrdd] et
A4S A o] I3HAA A M
A== A ol gt Txd 14S o
o2 At o] BRE 2] HallM e Al
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DAL

AEGA 3O

R e
(customer verbal abuse)

H1(+)

S RLRIo] AEA Ol
JYEAS 2 E e E

H2a(+) H3a(+)
EHYE
_ (surface acting)

HZb(—) H4a(_>

3b(-
TEEES
! (deep acting) ’

0

0z

Az
(emotional exhaustion)

- |
Heym

(job performance)

H5b(+)

olxlel
(turnover intention)

Qg 1) dA72d

@4ﬂ4

A2R7}

A 22

fd

m%a%w@ﬁa S
and Sl g Aol
Qo) EFo] Aubite] 752

st

>
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o
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=g,
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o rr

M
N
Y

o

=
i

Reynolds, 2003).
PFolle &t
Z, THLAAA dAY
7F71d s e 2wl @
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Grandey, 2002; Diefendorff and Richard,
2003).

Al FAEL a2 4 5—3}9“47501]/‘1
Aol QojZYo] wEd Aol -Jﬂ@Jd
Tl e A eEE FAE AS et

(Brotheridge and Grandey, 2002: Diefendorff
and Richard, 2003). 14e] AojZgo] Ex)s}
A5l AE 2 AL AA Adste A8
Ao ofsf EHalof & 24 el Azt AA F
oty AF}H o FH A 3t
=o7] flal o B A xss Fddok
tH(Grandey, 2000). 174e] HZIAME g4
g AL Al #A S v E s
SN 2o eFate S Agstna o
AFHo g AW FS F3Ph(Sliter et al.,
2010). SAE N = nR7RA| 2 dgibe A g2
AA A 2E A Fdhs A ARl Fof e
A S JAlP] el o B ZHdE

231} (Grandey et al., 2007: Totterdell
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and Holman, 2003). 2822 17d0]2
Ak BHEES ST

o :

az

o
fo
=
N
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o
fu
=
i
> % "
et
K
k) o K
ox N
ot a;
B
(]
ST

=

[T =)

o ms\_"
o
ox,
™
>
2
N
N
oxl
o
o

NS
0
>
)
A3
fl
>

oxl X

FHEY | o8 B 4
o B HtH(Grandey, 2003). Grandey et
ol nAe FAHAo] AsHA

YA A4 xR Bo 1 9L F2

=2 17

f
o,
=3
ol
=2
=
o

off 2 = off
ok

ox
o

S
S
-
rlo
=
a=)

@ g
5

2 4N AN AL 2R Y& A
u 2ANE BEde A% Frada 74
o o Uebt 2R8 A49S B Q3 A2
(e, ABA AR, AN, FAH B, Ui
)& "ew G jdle] e EE AqHoR

(3]

off Ho v N |

i
& A9 0§ ABAA A A9 2
3

I~

d
o A7 FEA AME =2 e WA A
Aol F4ol aFH e WHdES Sy Ert=
FAHPLE F= FPoi, A FA7E =& AU
o] Y ES aPdtrtar sl lth(Brotheridge
and Lee, 2003: Cheung and Tang, 2010).
F(2014) = ABIEANAE FAAE dde R
234 AN (5 A, A28 e =
te)sk 29dE 19 H(+)9 #AE 181
A A WHgEte F(+)9] #AE 2

[

O

L

o.
2

ol

g - AT 32005 & $AH A

=]
A AZEE Aol AAwES Fase

23 off 1Y rlo
O:

TIRORPSY

AASIT H4s5H H1= 2016 22

ogel 9l Erlz ¥ AFE JRAE e &
79 AQAEY S AZehe AP F A
WAL 49T F 9L HES 2282 drn
Azl B9, AN RS BEs) A
W A EA AHOE AR Anst Fe
EWGEE 371407)0 weie] © e o] a7
S JEgEe gan Aoz S 43Un

M)~ 4909 e AREATS ZIH
7] @4l W4o]th(Brotheridge and Grandey,

2002: Grandey, 2003). ZA#HNA =T
< aAMB AL B TS D aAfR 9 F

=
7bst o] A ool AR, FHABPIAE

o
sl A4l Yololt(Holman et

ARG LE F A
al., 2002).
A eee 53] Aulx FHLY Aol 14
3 927F FAE JEHQ 2% (Maslach and
=

Jackson, 1981)3 23}
Aol AA Az dHGe] F S 9

1 ZAA RS ARNCE ok st H=E
& gAY &85 k] wliFelt(Hochschild,
1983: Sliter et al., 2010). 53], Hdw=Fo] F
83 qEEA 275 4R e b5
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Z7FeHGrandey, 2003). o]} Zo], 2] v
FEEA AR S ge A eE QR A 1
WA A9 1725 7142 (Hochschild, 1983).

Mul s THYe A s 2 s JHdy
< 53 FHEY, 449 Pee A= g2 2
o}718}(Crandey, 2000: Hochschild, 1983).
s A g mdqtied wet Al A4S
TR0k sttt HollA TR T LA st= Hol

ot A

&
=
=

Oj

and Grandey, 2002: Grandey, 2003: Totterdell
and Holman, 2003). Grandey(2003)& %£%3
ol A A3 A e BLAE A F
= ek, WHEdEs gA AAl

A7) Al B ]

o

T

2
i,
Y off & o\[]}l

(e}
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'l
oy
ox
B
o
lo

i
il o
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M
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#3434}, ol

Beoofl & B ro 2
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N
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o
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2oy dg oo e
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i
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ox
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2O o

ol

to mn oxX (T

il
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 Aele) B
o A7 9% Aol

gkl e 4 ARt
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a1t e

o] A JE AT
Ml EE S/ T
1 FA43Y(Brotheridge and Grandey, 2002:

Grandey, 2003: Totterdell and Holman, 2003).
ydd s T9del 54 S xdsh7] Aal

rr

LRz aple] A WA EE =
AiHog aMorFY A AHE A
At (Pugh et al., 2011). E3 WA 5 2%
S5 2o Uid HENE STHA B A
#E A& 4 JH(Kruml and Geddes, 2000).

FwgFol AR FFAA d¥g= A A
olghe T #ate] 2R AFAe s A7

CEutRow AE|A FHAS Alo] BAAC
s drEe 2SS, 20dF s FPst= A
&) o] dobfA] RHeE = arh(Sliter et

AASIT H4asH M12 20164 22



SHIEOIN AR x|24E TRl 0] ZH=ST BBATO| 0jxE Y

al., 2010). Gross and Levenson(1997)2 A9
AFolA, AFEEo] TeFe A HT Q.

94 % $AA 4R S &

A ﬂ & 7 s A o] 2Fe
Daniels, Sliter, Barger, Gillespie, Northern,
and Kirkendale(2010)¢] A7ellA] A|ZA= 312
o, ob&e] FAA e JATE 2 A AH e o
AT EAQ goldg wAgct. nAFe] M
A5 Ag A8t A | Sliter and Gillespie(2010)
H2g 670 o)de] AMH 2~ YrAEE B
Ea 2?3‘38 22 Aol of-g-ato] A4
FHHow qAT F 9leH, o
WAL SJei M A vhetE
L asBRE BYA Aol oA
o] A Mu|AEZ 7}
A7t #jA = ool A|71E
1., 2010).
o] AFAIEE AH 2 Ao 1
19] 2177 o] Aod &g vte}
gt} (Henning-Thurau et al.,
I s 290 Azehe 0449
o| Ao gAEH| Nrlz Ao B A
]

ox, X
_U:,

L

Xoff o do fff
> et
o 2 %

s
1113 (‘-lo\4 H\J

o
4
dlo

( nE

10

tlo Hd

e
Zﬁmr
o 32

_Qr
¥

N
-

o
o2
oSt
N
&

TH
HhH o]

7o) ]

w2
=
=
-+
@

T

QO

l%ﬂg
lo

okN ry
s

ok
4
%2
v
1:1
0}-4—‘ r{o

AN o (E

[¢)
Al (emotional neutrality)< Hol=
A3t 149 A Q) lojs} Fol| th-gat
7] 98 AR R FHA S vt Zi°ﬂ EHEH,
2 E8lo] Ao BAE

AASIT H4sH H13 20164 2¥

U EE 242 95k PEoR Wolsd £ U

wFo|t}, whHo] mAe] HAAMA olo]gl =

8 T84 Ao 28 Ei% Bz pMoz
Al

>
ox
Lo
12
r‘b‘

A
], = SH(spiral of incivility)’
£ o] o}t (Anderson and Pearson, 1999).

Hdb: 7ZaAte] ywey

3.2.5 24T 424 % ol

AFQTe] e AFgrigte] 70w tE4
¢l 744 Aot (Halbesleben and Bowler,
2007: Maslach, 1982). 49l & g azle
21231 E 744171t (Halbesleben and Bowler,
2007 Singh et al., 1994). H]Z oj= H &9 &
2EY e A& A=t 435 P 5
T 748k TH(Seyle, 1976),
A7kt FAlE oF7]gtt. Singh et al.(1994)
EFA (Fortune) 7} A% 50070 it b=
199 aAXE 2 FEAE oz Feet A

T, ARBAGe] ATHNE 2 FAA7)

"
r[r

g 2EY XA

fo rr o 4o

£
N

962 ST Singh(2000)€ TAE S
Wom & AN 4RRALe] 4RI
B3 )z FA)Y Hast BAdd U8S B
Atk 2enE B AT Al dgadlel 57}
445 AL aT Aoz HS 25
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Hba:

23| 7}’% I A=
2010: Choi et al., 2012: de Ruyter, Wetzels,
and Feinberg, 2001: Deery et al., 2002: Grandey
2004: Totterdell and Holman, 2003:
Mahesh and Kasturi, 2006; Singh, 2000;
Singh et al., 1994 Tuten and Neidermeyer,
2004). ZHAPE Adete w2 AELL v
A FEor s o, A4S w
Rtee d4leclow A% 1 ITh(FAF 9, 2010:
Choi et al., 2012). Deery et al. (2002)% ZA

B APAE gate 2 7Y Azlo] oA g o235}

et al.,

= IAHFA S 7433 Grandey et al. (2004)
S A azle] nZe] Mg AojFgAd o) 57t
o}

o AxHoz 3|ygEroan Ao =713}
_,‘Z__
o

n #3324 2o 4
PRz vl JeAe o HIEE dEshe o
$ F9% Weekn 230 o3 £ Ev
2, AFE gl 2o gyl oldds
g 27117 Aoz e ARad,

H5b: Akl 243
o A7 9% Aol

3.2.6 743} o] K 9=
QiAo Be APATE o] 4 EE A7)

% (Jensen, Patel, and Messersmith, 2013).
DeConinck and Johnson(2009)2 Az 2 AjH]
2 e BN tgen ARAT) o feE
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JBz dubE9l HIgA | AElo] EAjshe A,
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ugel ofzke] 5ol glgith. nAGCIEAS A WS IR SPeAnh ATUSe 24 3
¢ RE A7Esd] HEDRS U7EY 51 A% o9 2332 AR B PAAY e
g ogdlel, 14 A 28 Qi 59 (& Dol Asaet

& Z2A33= FAEA
AL AN B9l el R A %@ dold wEH
274010] e Grandey et
A9 D) S gedl o) el A% A2, a1.(2007), Sliter
T @ s B9 28R BAR ) nAg 459, et al.(2010)
® A2 e 2ol oAl Fa AelE Aga
- A AEATEA F9 9% A ] A A
A RS erEn Adew BRdE 4
gma | HE 2ANE deFEEd] 250 ﬁ?b“}—b— 75e i) Hal,
FERE | 0 ge 17 19 e e
@ A e A& ’ie]zﬂi e AAR dg Brotheridge and
® v 14 & e Grandey(2002),
AT AR RATHAA A8 48 E wAoA Eda] 58 Az | Grandey(2003),
RS wla A Hux =¥€is J= Groth et
- U= mAae] JERgE ] ZHo] Q7 JHEL FH5E] F4, al.(2009)
UAE | © Aol Haslor & AL AAE LARTA v B,
@ nAAA Rk & & %n_‘ ﬂi AQstaAl wE e},
® W 4Re F23 ARRA, Al BAAol T AL AR AR
99l g
TS AR s R Qe AEARE B9 Agde AT AEd
A .
D e s 4R sl 2ol 2REE LAY Chol et
B340 | @ e 928 FeEd 10908 et al. (2012).
@ the obglel Lol uf 3l Este, Maslach and
@ g % 22 042 Aske 2ol A 950 Jackson(1981)
5 e AUgRe da) A4S
“ARL AZE A9 Aol ZANE HudE AE
D e Ae 98 2n 9 ]
oA9E | @ e AzE 98 w7l Zoltt 32d 2(2010),
9 e A2E 98 22 5 UE Aol Chot et al. (2012)
@ = @A 9L Wl g,
“ARAE AR S AN 2 el Bd Al Bt ol
O e BAE} ANGE 9RRE 23T o
1T g I dgeEL 02 Ho Flaherty, Voss,
2 FA 3} @ U7t g AT 53 Helo aM
@ W7t GAHel, fioutel A, WE) R Be Bk Ee Holn, o
@ Wb DA we WAL Ee Aol (2009
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Aol 2Ashe AHEE 3 gAEge

(Inbound) ZAE 2Xo|A ZF3l= A FHAE

lo

310

W1x

o R FHEAT. dukEs FAHe 24907
A A8 2+ Z(incoming calls) S 83l AlH]|
2 Aot AEA= F 30055 wlEste] 234F
7} gEden, s ek 8%t AR &
ol gk Hogwk XA AU | gH 3ol EAst
= B4 & 1655 A 21855 F4
o] &3tk

& PLS(Partial Least Squares)<
A5 T4(F, &9 908 +

25y BNE et PLS Z2132 Smart
PLS 2.0< o] &3i3ith. gutd oz PLS/F AR
He F8 olfe AZY 2 AL A, dolE

, T AHEH

3 (formative measures)?l 73T,
S 2¥& B A e A 55
E‘r‘)"ﬂr(Rlngle Sarstedt and
Straub, 2012). & A= AEY F7} 21874 =
22 ot SPSSeA Kolmogorov-Smirnovt
Shapiro-Wilke] 74 A 2FeH ZE A5
T FgE ol FroFE 0.055T 2 Ao
2 Ueith. &, dolert FtExee A5
o] 71Z4=lo] HlolEl7} e EE WEA as 9
njgt}, oo wet B AFe FEEE M ete
LisrelZ ©]&3 724484 2d £4Hu= PLS
£ o] &g T A R S dd st

hoRe) o]

4.2.2 29 A78AH 54

SeAtel QT $AY S4g FAY AE (E 2)
o Felatsitt. 82 A dEAE ez ol
EE 435t Aol 100%2 AR}, S3Al =
oA 1329 (60.6%)< 71€o= Uesitt, S92
o] A% 307 167H(76.6%) 2 HtkrE A
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Agz 99eh Akl AzgE e wdAG &
o] 1317 (60.1%)°1% 2™ ‘Xi%ﬁﬂfi} 4ol 71
o

rL

H2t=4.44) 0]“4 FAY 25748 k4.7
F0A=32)02 debih. 294 Ae
7} 1679 (76.6%) 2.2 714 wekon, 207} 39

8(17.9%) 2= 20the} 30th7h A 282 94.5%
2 0e4g s etk dale 2Rt
5-Td m|RFo] 467 (21.2%) 2 ESkoy 19 ¢

NHNJEQ_&EF{O__‘QI@ i o 2
E\‘
el
lo
x
Ho
9;

Ml
N
T
kD
= b
kY
ox
ol
x>
1o,
&'.'\., d
=
re
o
rlo
12
w
™
S W ml

Q_'J i
ori‘

:

B AFoA AHE SEET] g A 3
B4 £45 93l Ringle et al.(2005)¢] 7i#3a
Smart PLS 2.0 ©]-&3 9214 QA& A
st992om, Fornell® Lacker(1981)¢] A|AIg+ 7]
Al o H7lstit 5°17HL = A S48
= W FLAY FAR e GA 2 7HsAE 9
nate 418/ AEst OUJr Cronbach’s a)
o7 Hrtstgion, AT B AFHTEe
A3} gho] AFAY 0.7 oA e Aoz Yy
AT Aol FlE e}, olgt HEe], 2§
21214 (composite reliability)e] gko] B4 2l
0.750%} =7 vept d7usEe] Aol €4l

HAT(E 3) =),

AFWEe] MEErRAS B 29 FAke] 0.7
N =

=

stoll A 9 o] gel| o] 271714 ZFEAF7L vl S| 01”2 =A EbseH, 7t S35 291 AA)
Byt kol wakadl Azt =7 Yt (& 5) F2)
ol9} )&}, AVE(average variance extracted)
(E 2) B2 o7 EAN =4 _ N
grol 7154 058 =/ Uehd duse 43
78 ae | HEE | Hagel Sanan(E 8) 32). Aes il 2
(/)
CEIICE! 218 | 100.0 HE/d& AVEY AlFS do] BRE d7HF
28 e 86 | 394 | guwd) g BA e, Segdel $5¢
A% | 7E 132 60.6 o
200 91 17.9| XHGEHBR).
a¥ | 30t 167 76.6
409 o 12 5.5 (% 3) PLS &3=z3e #MZ1}
nE 14 6.4 _ .
A% | ARdE 29 1| 326 azms | AvE | =% | Cronbach’s
g2 | 4dAe 29 131 | 60.1 - A#74 a
3he o4 2 0.9 A ZY | 0.782 | 0.915 0.866
1d ol 23 10.6 BRI E 0.657 | 0.852 0.739
1-3d vyt 44 20.2 PR 0.816 | 0.930 0.887
2 | 3-59 g 44 20.2 P
A2 | 57d njw 16 511 UELL 0.681 | 0.914 0.884
7-99d w]wt 33 15.1 2 5d =} 0.721 0.885 0.806
9d o 28 12.8 olgelw 0.762 | 0.927 0.896
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(F 4) 7|2SA, Aol Aniaby HEEEN 24

A B f{; A B C D E F G H I J
A uAdolZE | 350( 1.04 [0.884
B ZUYE 3771 078 | 0.22]0.811
C yugE 3.48 1 0.81 | 0.13] 0.18]0.904
D #4273 3.86 | 0.81 | 0.23] 0.32] -0.18]0.825
E 9% 32.42| 4.36 | 0.08] 0.23] 0.16] 0.05 1
F 4% 1.61] 049 [ -0.02] 0.16] 0.15] -0.10] 051 1
G 1%5F 256 | 0.63 | 0.00] 0.04] -0.08] 0.05| -0.07| -0.14 1
H 7% 475 ] 317 | 0.06] 0.32] -0.01] 0.09] 053] 0.31] 0.03 1
1 4743 3.331 063 | 0.09] 0.29] 0.21] 0.07] 025 0.12] 0.07] 0.36]0.849
J oAox 2531099 | 0.01] 017] -0.13] 0.37] -0.17| -0.14| 0.07] -0.04| -0.03]0.873
Z) tZHAe) AVES] AlE 3ol A

(% b) PLS YT (2old Q0IFA) EMAD}
=

go —or8F L A | gugs | dmes | gy | dmas | ChL
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(38 2) PLS #x=2d o 7p4AY 21t

(X 6) A77idel AEZ %

A7 7HaveF AEAF 248 A3
H1 A EE — A + 0.198*** 3.391 A7)
H2a A EE - FAHIYF + 0.217*** 3.678 A7)
H2b A EE — YHYF - 0.127 1.839 712
H3a Ed9dF - AaA + 0.320%** 5.474 A7)
H3b ydds - Agax - -0.264*** 3.942 A7)
H4a EHdE - A543 - 0.249*** 3.396 712}
H4b Wdds - A543 + 0.168* 2.376 A
Hba AR - AR - 0.022 0.280 712
Hb5b AR L7 — o)A or + 0.370*** 5.388 A4
H6 ARAQI} — oo r - -0.025 0.317 712
F) *p<0.05, ** p<0.01, *** p<0.001.
4.3 PLS #x=2d gt ¥ 7pd4d (structural model or inner model)2| 7244
g ol &ttt AEATY A4 FoA Hrte
4.3.1 239 Adw 77} FE~E#;(bootstrapping) YH= ©] 43t oH,
HeErEH RS 100042 AFstidt. A7t
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The Influence of Customer Service Representatives’
Perceived Customer Verbal Abuse on Emotional Labor and
Emotional Exhaustion in the Context of Call Centers

Sujeong Choi* - Kiju Cheong**

Abstract

The service industry is dominated by the notions of customer sovereignty, such as “The
customer is always right’, “The customer is king” and “Service with a smile.” These notions
create unequal power relationships between customer service representatives (CSRs) and customers,
whereby CSRs are easily exposed to customer-instigated aggression. However, little is known
about how customer mistreatment influences CSRs in the context of call centers which has become
a typical service encounter of a firm. In this regard, this study sheds light on the consequences
of customer verbal abuse that CSRs are frequently facing during the interaction with customers.
Customer verbal abuse is defined as the extent to which CSRs are exposed to rude, uncivil
verbal aggression, such as yelling, threats or insults. In general, the majority of incoming calls
from customers that CSRs should handle all day long in call centers involve complaints about
the firm's products or service. On the phone, unsatisfied customers are likely to express their
anger more easily against CSRs who are invisible. Therefore, verbal abuse of CSRs is the most
effective means that customers express their anger at the firm because customers believe that
CSRs work for it. Accordingly, customer verbal abuse is emerging as a major issue in call centers
particularly, as a strong predictor of CSRs job burnout.

Under the circumstance, this study attempts to examine the process of CSRs job burnout,
applying the theoretical framework regarding employee job burnout that explains stressors,

strain (i.e., job burnout) and consequences. That is, stressors trigger job burnout and thereby
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bring about negative outcomes to individuals and/or organizations. In this study, we consider
customer verbal abuse and emotional labor as main stressors causing CSRs' job burnout (i.e.,
emotional exhaustion). More specifically, we divide stressors into two dimensions: customer-
triggered and service role-triggered dimensions. In this study, customer verbal abuse refers to
a stressor triggered by customers whereas emotional labor is one triggered by the service work.
Further, we classify emotional labor into two types: surface acting and deep acting. As the
consequences of emotional exhaustion, this study focuses on job performance and turnover
intention. In a nutshell, the main purpose of this study is two-fold: first, we empirically verify
how customer verbal abuse is associated with surface acting and deep acting and further CSR
emotional exhaustion and job performancen in the context of call centers. Second, this study
identifies the key determinant of CSR turnover intention.

To test the proposed research model and hypotheses, we collected data on CSRs from two
insurance call centers, such as life insurance and automobile/firm insurance. A total of 218
were used for the PLS (Partial Least Squares) analysis. The major findings of this study are as
follows. First, customer verbal abuse is a strong predictor of CSR emotional exhaustion.
Moreover, customer verbal abuse increases surface acting but has nothing to do with deep
acting. Under the customer sovereignty paradigm, CSRs are frequently, consistently exposed to
irritated customers’ rude and uncivil verbal aggression during the interaction with customers.
Although call center managers recognize that superior customer service is generated by their
CSRs, they are passive about solving CSRs difficulties namely, customer verbal abuse.
Furthermore, call centers demand CSRs to endure customer verbal abuse to achieve their service
goals. However, our results imply that call centers should take more interest in protecting
CSRs from frequent customer aggression, showing the result that customer verbal abuse greatly
increases CSRs” emotional exhaustion and surface acting.

Second, concerning the relationship between emotional labor and emotional exhaustion/job
performance, surface acting increases job performance as well as emotional exhaustion. On the
contrary, although deep acting increases job performance, it does not bring about emotional
exhaustion. Rather, deep acting contributes to decreasing emotional exhaustion. That is, deep
acting enables CSRs to deliver emotional authenticity by internalizing emotions displayed,
which in turn creates high job performance. When CSRs have justification for the emotions
expressed to customers, emotional exhaustion is reduced.

Finally, in comparison with job performance, emotional exhaustion is a stronger predictor of

CSR turnover intention in the context of call centers. Our results indicate that emotional
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exhaustion considerably leads to increased turnover intention while it is negatively related to
job performance. Besides, job performance has nothing to do with turnover intention. The
results imply that the main reason form CSR turnover intention is job burnout. Overall, this
study concludes that customer verbal abuse and emotional labor are essential issues to be

solved immediately in call centers in order to reduce high CSR turnover intention and to create
superior customer service.

Key words: Customer Verbal Abuse, Emotional Labor, Emotional Exhaustion, Job

Performance, Turnover Intention, Call Center
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