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ABSTRACT

A Study on Interrelation to Job Satisfaction and its Burn-out

by Job form of Tele-marketer

Yoo Ji Yon

Depart. of Social Policy

The telemarketing have been born with customer satisfaction to survive
in a keen competition. Nevertheless the other industry have a close
contest, a telemarketing is being rapid growth wunder the present
situation. At these days our country is estimated the telemarketer about
thirty thousand and is on increasing trend continually. They are both a
member and a inner customer in call center. It seems to be practically
possible for us to realize a true customer satisfaction by inner and outer
customer satisfaction simultaneously. Therefore they must promote
growth by fully fusing among them.

However the telemarketers looked upon as an instrument for sharp the
competitiveness of enterprises on this situation. Moreover there are a lot
of problems about demand for emotional work, business stress, and
irregular labor etc. Nonetheless they are performing his part most
effectively in Korea, but there is no speak for their position. Also The
problems are not receiving careful study.

The purpose of this thesis is to listen their voices from the
telemarkters standpoint. Especially I will research centering around a job
satisfaction and its Burn-out of the telemarketers by job form, analyze
interrelation to a job satisfaction and its Burn-out and then support a

primary source to try an effective countermove.

_Vi_



For this survey I would make up question and give interview to three
establishments among four special enterprises in A news agency,
metropolitan area. After I would collect 241 copies in all, and make use
of 233 copies among them. I would give interview to 23 persons in all.

As 1 gather from general characters of respondent, the percentage of
women increased in the proportion of 86.3%. I found that in twenties
increased in the proportion of 53.2%, and in thirties increased in the
proportion of 45.1% by age of group, in the unmarried increased in
proportion of 72.1% by presence of marriage, and then as many as
childless was at 84.5%. Also I realized that the distribution evened 21.9%
for below one year, 28.3% for below one to three years, 29.2% for below
three to five years, and 20.6% for above five years in proportion to the
length of service.

I could grasp 22.7% for general post, 17.2% for admission post, 4.3% for
enterprises post, 4.7% for special post, 21.5 for cancellation post, 27.0%
for technical post, and 2.6 for customer satisfaction post by job form. I
could understand 8.3% for denial, 47.3% for average, and 47.2% for
affirmation in proportion to optimism by character. By staying power,
each distribution appeared 9.4% for denial, 45.9% for average, and 44.6%
for affirmation. By sociality, distribution appeared 17.2% for denial, 52.8%
for average, and 30% for affirmation. Finally positivity could be found
18.9% for denial, 51.9% for average, and 29.2% for affirmation.

As you have seen this thesis set up a concrete research task is

summarized as follows.
First, I would grasp job satisfaction and its Burn-out by job form, and
then the interrelation. Second, I would understand difference between job
satisfaction and its Burn-out by character and property of demographic
sociology. Third, I would find elements of business condition that have
an effect on job satisfaction and its Burn-out.

Putting these various researches together, I could realize that job

- vii -



satisfaction and its Burn-out by job form with the telemarketers have
taken a different aspect. Especially I could know that spiritual Burn-out
has a close relation to job satisfaction among Burn-out. Also for a
variable as the influence of Burn-out, the marriage and childless among
demographical element have an effect on mental Burn-out, as influence
of character have an effect on endurance, emotion work, company policy,
vocation, allowance, the length of service, job form, promotion,
responsibility of expectation, and stage of weariness.

However a variable as the influence of job satisfaction, positivity has
effect on character, and job form, business autonomy, expansion for
authority, emotion work, the marriage and childless among
demographical element have an effect on mental Burn-out, accumulation
of stress and fatigue, the length of service, satisfaction for inner customer
among elements of business situation, and demographic factor has not an
effect on job satisfaction. Therefore I could verify that job satisfaction and
phenomenon of Burn-out have more closer relation to factor of business
situation than demographic factor. But this result would show that job
satisfaction and phenomenon of Burn-out must understand not act by a
factor but interrelated multi-dimensional problem.

I think that study on the telemarkteter in Korea till now have not
different from the wasteland. We have studied about customer-oriented
at most. Accordingly accumulation of study on the telemarketer and the
labor market, and for qualitative improvement, in my opinion, we will
go into the study of it. I hope that the labor market in Korea have

concerned about the telemarketer through this research.

The purpose of this thesis is to listen their voices from the
telemarkters standpoint. Especially I will research centering around a job
satisfaction and its Burn-out of the telemarketers by job form, analyze

interrelation to a job satisfaction and its Burn-out and then support a

- viii -



primary source to try an effective countermove.

For this survey I would make up question and give interview to three
establishments among four special enterprises in A news agency,
metropolitan area. After I would collect 241 copies in all, and make use
of 233 copies among them. I would give interview to 23 persons in all.

As 1 gather from general characters of respondent, the percentage of
women increased in the proportion of 86.3%. I found that in twenties
increased in the proportion of 53.2%, and in thirties increased in the
proportion of 45.1% by age of group, in the unmarried increased in
proportion of 72.1% by presence of marriage, and then as many as
childless was at 84.5%. Also I realized that the distribution evened 21.9%
for below one year, 28.3% for below one to three years, 29.2% for below
three to five years, and 20.6% for above five years in proportion to the
length of service.

I could grasp 22.7% for general post, 17.2% for admission post, 4.3% for
enterprises post, 4.7% for special post, 21.5 for cancellation post, 27.0%
for technical post, and 2.6 for customer satisfaction post by job form. I
could understand 8.3% for denial, 47.3% for average, and 47.2% for
affirmation in proportion to optimism by character. By staying power,
each distribution appeared 9.4% for denial, 45.9% for average, and 44.6%
for affirmation. By sociality, distribution appeared 17.2% for denial, 52.8%
for average, and 30% for affirmation. Finally positivity could be found
18.9% for denial, 51.9% for average, and 29.2% for affirmation.

As you have seen this thesis set up a concrete research task is
summarized as follows.

First, I would grasp job satisfaction and its Burn-out by job form, and
then the interrelation. Second, I would understand difference between job
satisfaction and its Burn-out by character and property of demographic
sociology. Third, I would find elements of business condition that have

an effect on job satisfaction and its Burn-out.
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Putting these various researches together, I could realize that job
satisfaction and its Burn-out by job form with the telemarketers have
taken a different aspect. Especially I could know that spiritual Burn-out
has a close relation to job satisfaction among Burn-out. Also for a
variable as the influence of Burn-out, the marriage and childless among
demographical element have an effect on mental Burn-out, as influence
of character have an effect on endurance, emotion work, company policy,
vocation, allowance, the length of service, job form, promotion,
responsibility of expectation, and stage of weariness.

However a variable as the influence of job satisfaction, positivity has
effect on character, and job form, business autonomy, expansion for
authority, —emotion work, the marriage and childless among
demographical element have an effect on mental Burn-out, accumulation
of stress and fatigue, the length of service, satisfaction for inner customer
among elements of business situation, and demographic factor has not an
effect on job satisfaction. Therefore I could verify that job satisfaction and
phenomenon of Burn-out have more closer relation to factor of business
situation than demographic factor. But this result would show that job
satisfaction and phenomenon of Burn-out must understand not act by a
factor but interrelated multi-dimensional problem.

I think that study on the telemarkteter in Korea till now have not
different from the wasteland. We have studied about customer-oriented
at most. Accordingly accumulation of study on the telemarketer and the
labor market, and for qualitative improvement, in my opinion, we will
go into the study of it. T hope that the labor market in Korea have

concerned about the telemarketer through this research.
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