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Madeline & Keith(1999)2 “ZAIEE 2uf|, viAR, DM H] 2, Ay ulAE, 7]EA]
dolup ante] 5 vz2ys 253 FPob] 3 SHoRE Be 4o HE 21
W= Aareky Folskth Anton(2000)S “ZAE = 7)go] nAES o R AHE

ojuf MH| e #al dag FEE AFota AvlE Aldgcte 719l ol 24 wHAE
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A71F &00)E FAHE e~ deviAE, 1EXY 55 FHoR e
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g FPsle FA= Fosdth g FAE/F =9E 22 1990 2Hte g A
vl 29l JREAV|Ee ey I FEER AN o] Fulvn #A A G4
g ATHIEF, 2010).

2. Heid iAot HEY 2oy

1) Hefd 2lHy
Ae}A 2l 4 (Transactional Leadership)< 2]E12} shg Al Ale]o] doju= A4

A 2HE T3 e gurt Bdelu e AEste] staatee] gy a3
SRR B2 Hojsle glu4] o2 39 3tKKuhnert & Lewis, 1988). whabA, 1.
& shEATE Akl Bt gEotAY 1ol HEe] ARE B w B AlFste
AL gnjgtt. fu e At 2ed 245 24ste vl 2 egh A 713 E A
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B3 Fa, shEAte] dFrdd BalEs Qi A= AAS Folof drh T
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WA 2]t 4 (Transformational Leadership)2 1980t E°] A9AEZ A+AE
AAl Be BAlS T e Yuid ol F shvtelth Mg A 2l 42 Burns(1978)l
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a8 3 WS FH &8 § URE 4 E7slete] AAAoln AFH R ATt
7] A1ZFek3ATE. Bass(1985)0] ward WA gy 229 7ol Al Al oA
2 Foste] FojE S A sl ~xR JRE FAFoR £ £ JEE Ao
I A Fosta stgAtEdA 7199 5ol JFetes ot 2= ldl 7199 &

4e BYREE 5712 olak AuAl L JnlGThATY, 2000). WEA iAle
TM L2 E 7be]2rKCharisma), 7H*E 2] ®ie|(Individual consideration), |2 A=
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Mowday, Porter2} Steers(1982)= ZZA&E¢lo|g gt 22lo tigt 7lQle] FLAIF A
Hxo] Add Freta Folsianh. vl Zall, 22 S0l 3 /Qle] #Arle] 2%
o el drht AL AL BEFEE AEE on]dti(Mowday, Porter &

Steers, 1982; ©|F A} - HH 35, 2006).

2ol oj2x 1%
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da} 7o) BdA] Wk FJreta golsta stk ol& Eal =

&4 SERVQUALS /=t ol 227 d5o 2 ufES] Au|xof gk 7|tk
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H

1
A1 (Assurance), 3#/d(Empathy) S 2 2SI THFAIE - g - <FEl2], 20006).
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The Impact of Call Center System Quality and
Call Center Leader’s Leadership
on Call Center Service Quality

Mikyung Kim*
Jeong Il Choi**
Sanghyung Ahn***

Despite changes in the recognition of the importance and role of call centers,
however, there are little academic theories or studies in Korea on the operation and
system of call centers, the relation between call center workers and service quality,
and the extent of the influence of the call center leader’s leadership. In this context,
there is a need to conduct a study on call centers, a field that has yet to attract
much-deserved attention from the academia. Therefore, this paper examines the effect
leadership and call center system quality has on the satisfaction of call center workers,
and further, it strives to reveal the effect workers’ satisfaction has on service quality,
an important measure of customer satisfaction. In particular, this study differs from
other theses in that it is not a study on the effect of service quality on customer
satisfaction but a study that focuses on the effect of call center workers that have been
affected by leadership and system quality have on the various factors of service
quality: tangibility, assertiveness, responsiveness, confidence and sympathy.

This study began as an examination of the relation between leadership and system
quality as independent variables, internal customer satisfaction as a mediating variable,

and service quality as a dependent variable. The objective of this study is to make an
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inquiry into the impact transactional and Itransformational leadership factors and
system quality have on internal customer satisfaction. In addition, it strives to analyze
the influence call center workers affected by leadership and system quality has on
service quality. Also, in its empirical analysis, the study conducted a survey of call
center workers, collecting and utilizing 155 answered questionnaires as analysis data.
The collected data was used in the SPSS statistics package, and a frequency analysis
was conducted to examine the general characteristics of the data.

According to the results of empirical analysis, ‘transactional leadership’ and
‘transformational leadership charisma’ came together to have a positive effect on
internal customer satisfaction, but the °‘intellectual stimulation’ of transformational
leadership was not largely meaningful. Also, data fidelity of system quality and system
confidence came together as one factor, placing, above all, a significant meaning in
the accuracy of information and service. Lastly, in the factor analysis which has an
effect on call center service satisfaction, tangibility and assertiveness were grouped as
one factor, and responsiveness and confidence as another, showing that the two groups
were similar. Sympathy showed to have a low level of valence.

The implications of this study are as follows: First of all, call center workers had a
tendency of linking the ability to compensate and penalize, and control the two
skillfully with transactional leadership and transformational leadership charisma. It can
be considered that as call center workers grow accustomed to the incentive-based goal
achievement system, already broadly adopted in many call centers, they do not clearly
distinguish between transactional leadership and transformational leadership charisma.
In addition, the questionnaire items ‘A role model leader’ and ‘Respected leader,’
which are factors that raised the satisfaction of call centers, showed high valence in
the correlation between internal customer satisfaction and leadership. This implies that
call center workers tend to be motivated and more satisfied with their work when
there is a person they want to regard as a role model at work. In terms of system
quality, as data fidelity and system confidence are grouped into one, call center

workers regard the two items as one, placing a high importance on system information
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and service accuracy. As was mentioned in many pilot studies, this was an opportunity
to renew the importance of system quality.

Another significant implication is that not all five factors of PZB (1998) SERVQAL
were affected. According to previous pilot studies, the five factors each have
individual impact or sometimes, have an effect as one group. The results of the study
also showed that tangibility and assurance, and responsiveness and reliability were
influential as respective groups. In particular, in contrast to other studies, the valence
in empathy was low, and thereby, deleted. Empathy items were supposed to identify
the extent the influence call center workers had on creating sympathy within the call
center organization. The reason for the failure of expected results leads to the
implication that there is a need to study the difference between regular and irregular
workers.

The limits of the study and analysis was that due to a lack of samples, the study
results could not be generalized, and according to how respondents accepted and
understood the survey, there was a lack of accuracy. Also, there were differences in
the determination of the range of ‘call center leader’ by businesses, thereby creating a
lack of consistency in survey response and results interpretation.

It is true that although the number of call center organizations and call center
workers are increasing gradually, there is a dire lack of related studies. Going forward,
there is a need to conduct call center related studies in a more proactive and diverse
manner. It may be anticipated that future studies will connect the perceptional
difference of regular and irregular workers, the satisfaction according to service years
and age, and previous working experience at call centers in more detail, thereby

producing more meaningful results.

Keywords: Call Center, Leadership, Service Quality, System Quality
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