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OzET
Bir banka cagr merkezi calisanlarinin tiikenmislik diizeyi
ve etkileyen faktorler

Amag: Bu calisma cagri merkezi calisanlarinin tikenmislik diizeyleri ile
kisisel ozellikler ve isyeri cevresel faktorler arasindaki iligkiyi agiklamak
amaci ile ylrutaldi.

Yontem: Arastirma tanimlayici tasarim kullanilarak Subat ve Nisan 2011
tarihleri arasinda istanbul'da &zel bir bankanin ¢agri merkezi calisanlar
ile gerceklestirildi. Calisma popiilasyonunu goniillii olarak katilan 201
cagn merkezi calisani olugturdu. Veriler arastirmacilar tarafindan hazir-
lanan anket formu ve Maslach Tiikenmislik Olcegi kullanilarak toplandi.
Toplanan veriler, tanimlayici istatistikler, bagimsiz 6rneklem t, ANOVA,
Mann-Whitney U, Kruskal Wallis Testi ve lojistik regresyon analizi ile
degerlendirildi. Anlamlilik diizeyi p<0.05 ve gliven araligi %95 olarak
kabul edildi.

Bulgular: Arastirmaya katilan bireylerin yaslan 20-46 arasinda degis-
mektedir ve yas ortalamasi 36.84+13.22'dur. Cogunlugu kadin (%77.1) ve
lisans mezunudur (%52.2). Calisanlarin duygusal tikenme puanlari orta
diizeyde bulundu. is nedeniyle stres deneyimleyenlerin duygusal tiken-
me riskleri stres deneyimlemeyenlerden OR=11.50 (%95 Cl 2.45-28.57)
kat daha yiiksek bulundu. Duyarsizlasma puanlar disik dizeydeydi.
Kulak c¢inlamasi sikayeti olan bireylerin duyarsizlasma puanlar ¢inlama
sikayeti olmayanlardan OR=7.35 (%95 Cl 1.41-8.51) kat daha yiiksek
bulundu. Calisanlarin kisisel basari puanlari diisiik diizeydeydi ve erkek-
lerin puan ortalamalari kadinlardan OR=5.87 (%95 Cl 1.25-8.29), bas agrisi
sikayeti olanlarin olmayanlardan OR=8.38 (%95 Cl1.74-18.44) kat daha
disuk diizeyde bulundu.

Sonug: ise bagh stres, erkek cinsiyet ve bas agnisi sikayeti tiikenmisligi
etkileyen faktorler olarak belirlendi.

Anahtar sozciikler: Maslach tiikenmislik 6lcedi, cagri merkezi calisani,
tukenmislik, saglk durumu, stress

ABSTRACT
Burnout level of a bank’s call centre employee and affecting
factors

Objective: This study was carried out with the aim of exploring
the relationship between burnout and personal characteristics and
workplace environment factors in call center employees.

Method: The research was conducted between February and April 2011
in a private bank located in Istanbul using descriptive design. Population
consists of call center employees in bank and 201 volunteers participated
in the study. Data were collected by using questionnaire form prepared
by researchers and Maslach Burnout Inventory. Data were analyzed with
descriptive statistics, independent samples t, ANOVA, Mann-Whitney U,
Kruskal Wallis test and logistic regression. Significance was set at p<0.05
and confidence interval estimated at that 95% level.

Results: The mean age of respondents was 36.84+13.22 with a range
from 20 to 46 years. Most participants were female (77.1%), and
graduate degree (52.2%). The average emotional exhaustion scores of
the employees were at middle range. The emotional exhaustion risks
of those who experience stress due to their work were found OR=11.50
(95% Cl 2.45-28.57) times higher than those who do not experiencing
any stress. The average depersonalization scores at the low range.
Depersonalization scores of those having tinnitus were OR=7.35 (95%
Cl 1.41-8.51) times higher than those who do not have such a problem.
The average personal accomplishment scores were at the low range
and men'’s scores were found OR=5.87 (95% Cl 1.25-8.29) times less than
women’s and also, the scores of those who have headache were OR=8.38
(95% Cl 1.74-18.44) times less than those who do not have headache.
Conclusion: Work-based stress, male gender, and headache factors that
affects burnout.

Key words: Maslach burnout inventory, call center employee, burnout,
health status, stress

INTRODUCTION

Call centers are among the most rapidly developing
sectors through the World. In Bank call centers are the
important factors for fast and safe customer care (1,2). Call
centers generally have two types of services for the

customers: Firstly, responding the customers’ calls and the
secondly, selling, manufacturing and searching for the new
customers (1). Among the strategic goals of call centers
there are shortening the responding time, increasing the
quantity and quality of customer care and decreasing the
expenses. To reach these strategic goals, the performances
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of the employees are followed by digital equipment (1,3).

Call centers require emotional effort. In such an
environment which requires permanent interaction with
customers, emotions should always be kept under control
(1,3). Dealing with sad or problematic customers increases
the work stress and repeating these continuously increases
the muscular tension. In call centers where physical and
mental efforts are applied at highest levels, some problems
are observed (4-5).People, working in such an environment,
experience physical and emotional fatigue owing to the
burden, and working conditions. They develop negative
emotions towards themselves and others as well. Such a
situation observed in those people is called “burnout”.
Burnout which has been observed in those jobs requiring a
dense interaction with people, affect not only individuals
but also institutions negatively (6-7). Burnout is defined as
“one’s having lost the excitement and sense of mission
towards his job” (5,6,7). Fatigue, depression, feeling
pessimistic and lack of excitement are among its
characteristics (6). There are varieties of factors which lead
to burnout. Socio-demographic factors such as age, sex,
educational status, work-based factors such as burden, lack
of autonomy, work-environment related factors such as
noise, hot, cold etc. are all among the factors leading to
burnout (3,7,8).

Maslach (1981) defined burnout in three dimensions:
emotional exhaustion, depersonalization and personal
accomplishment feeling (6).

Emotional exhaustion is the basic factor of burnout
syndrome and points out the decrease in emotional sources
and burden. Also, it shows the personal stress dimension of
the burnout (3,7). Emotional exhaustion occurs as a result
of factors and demands causing stress. One feels himself
tired and emotionally fatigue (3,7).

Depersonalization points out the interpersonal status
of burnout. One feels pessimistic and highly uninterested
towards his work. It also includes some bad behaviour
towards others like being negative, sarcastic and not caring
about anything (6,8).

Personal accomplishment shows insufficiency in the
performance, required for the work. It also states one’s
assessing himself negatively and decreasing in the feeling
of sufficiency. One, who is in such a situation, becomes
uninterested in his job so that his contribution gets lower
and lower to his institution day by day (9).

There is a direct relation between the health of
employees and working environment (4,5,10,11,12).
According to research, working long hours in front of the
computer causes eye-fatigue, headache, neck ache and
backache (11,13,14,15). For the employees of call centers
sore throat, hoarse voice, tinnitus are among the most
common complaints (17,18).

Health care team / occupational health nurse of the
institution can check the health of their employees regularly
in order to diagnose work-based health problems.
Moreover, they can identify burnout levels of their
employees with the help of Maslach Burnout Inventory and
they can identify individual and environmental factors
related with it. Knowing the factors effecting burnout most,
provides a better planning of interventions to reduce the
level of burnout. According to these findings, some
protective measurements might be taken especially for
those who are under risk of burnout and for the
environmental factors being better as well as solving the
one’s health problems. With lower burnout levels,
employees can benefit their organizations more.

The aim of this study is to identify the burnout level and
factors affecting the level of burnout in banks call center.

Research questions are the followings:

1. What is the level of burnout in bank call center
employees?

2. What are the factors affecting burnout level in bank call
center employees?

MATERIALS AND METHODS

Design and Sample

The study was conducted between March 28 and April
8, 2011 in call-center employees of a private bank in
Istanbul, Turkey, using a descriptive research design.

The study group was designed to include all call center
employees who are working at the bank (n=350). Some
employees did not want to participate in the research. Final
study group included 201 call-center employees
representing 57% of the universe. The call center employs
inbound and outbound operators. Most of the time call
agents are occupied by inbound calls. Primarily, they
provide information and execute orders of customers. They
work 8 hours a day with three shifts.
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Tablo 1: Maslach Burnout Inventory Sub-Dimensions and Distances between the scores

High Middle Low Min- Max
Emotional Exhaustion (EE) =18 12-17 0-11 0 - 36 points
Depersonalization (DP) >10 0-5 0 - 20 points
Personal Accomplisment (PA) 0-21 22-25 >26 0 - 32 points

Dependent and Independent Variables

Data was collected by using a questionnaire form
prepared by researchers in line with the literature and
Maslach Burnout Inventory (MBI). Dependent variables
are the mean scores for emotional exhaustion. The
independent variables were the (a) employees’ individual
characteristics, health problems and (b) workplace
environment factors.

Data collection and Instruments

Data was collected in March and April 2011 by the
Occupational Health Nurse. Data collection methods were
a questionnaire comprised of demographic characteristics
and environmental factors of the work environment, and
Maslach Burnout Inventory. Subjects completed the
questionnaires during their leisure time which was 15- 20
min. All subjects were informed about the study objectives
prior to participation and participated voluntarily.

The questionnaire included the following areas: (1)
Individual factors (age, sex, education, length of
employment in current company, in shift / shiftless work).
Health status: participants were asked if, over the past12
months, they had experienced the following symptoms at
least weekly, and were further asked to rank them on a
scale writing yes or no: musculoskeletal pain, headache,
fatigue, tinnitus, hoarseness, throat ache, low-morale,
nervousness, and listening, comprehension, concentration
difficulties. (2) Perceived job stress and workplace noise
were measured using self-reported responses to the
guestion “Are you stressed at the workplace?” with
responses being recorded on a four-point scale, comprising
1=mostly, 2=sometimes, 3=rarely and 4=never. The
responses for “is your workplace noisy?” were recorded on
a two-point scale, comprising 1=yes and 2=no. The
responses for the last question “does noise disturb you?”
were recorded on a three-point scale, comprising 1=none,
2=a little and 3=very much.

Maslach Burnout Inventory

It was developed by Maslach and Jackson (1981) and
was placed into the literature with the name of Maslach.
Maslach Inventory Scale, whose validity and reliability
works were done by Ergin (1992), consists of 22 items. Likert
type items are pointed between 0 and 4. Cronbach alpha
values related with three sub-dimension of the scale were
found as 0.89 for the Emotional Exhaustion and 0.71 for the
Depersonalization and lastly 0.72 for the Personal
Accomplishment (19).

Statistical Analysis

All data was analyzed using SPSS software version 16.0.
Descriptive statistics, number, percentage and standard
deviation statistics were used along with the t-test, variance
analysis, Mann-Whitney U and Kruskal Wallis test to
compare the scales and the independent variables.
Statistical significance was set at p<0.05.

MBI subscale point averages of two groups which fit to
normal distribution were compared using the independent
samples of t test. Those which did not fit to normal
distribution were compared using Mann Whitney U test.

MBI subscale point averages of three groups which fit to
normal distribution were compared using ANOVA and
those which did not fit to normal distribution were
compared using Kruskal Wallis.

Logistic regression analysis was performed to examine
the risk factors which were significant in the Univariate
analysis. To apply for regression analysis, the cut-off points
which were three for the three sub-scales were reduced to
two.Fortheemotional exhaustion, the scores between18-36
were accepted as high and 17-0 as middle/ low For
depersonalization, the scores between 10-20 were accepted
as high and 9-0 as middle/low. Finally, for personal
accomplishment sub-group, the scores between 0-21 were
accepted as high and 22-32 as middle/low. In regression
analysis, the variables were selected by enter method and
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odds ratios were calculated taking the first categories as
reference. Logistic regression analysis was used for the 95%
confidence interval.

Ethical Permissions

This study was approved by the Bank’s corporate
communications department. All participants were
informed about the purpose of the study and the study’s
expectations. They were assured that their identities would
be kept anonymous. Verbal consent was obtained from all
participants.

Table 4 shows the physical, mental and psychosocial
problems among the call center employees. Health
complaints were as follows: musculoskeletal pain (82.6%),
headache (76.1%), concentration difficulty (65.7%),
nervousness (61.2%), fatigue (54.2%), difficulty in listening
(50.7%), difficulty in comprehension (44.3%), tinnitus
(40.8%), throat ache (39.3%), low-morale (36.3%), sleep
disturbances (17.9%).

The sub-dimension average scores of burnout scale for
the comparison of health problems experienced by the

Tablo 2: Demographic characteristics of the bank’s call center
employees (n=201)

RESU LTS Variable n %
Gender
Male 46 229
The average age was 27.21+4.49 years (20-46 years). Female 155 771
77.1% of the employees were female, 22.9% were male and Age groups
) A 20-29 years 154 76.6
[0}
52.2% had Bachelor’s degree. The vast majority of the 230 years pa -y
participants were employed full time (93.5%). 95.5% of the Education
employees stated that the workplace is noisy. For the High school 28 13.9
o . . " University students 60 29.9
question “does the noise disturb you?”53.7% (n=108) of the Bachelor's degree 105 572
employees’ response was “a little” and 43.8% (n=88) was Master’s degree 8 4.0
Number of break
" " 0, —_
very much” It was found that 47.8% (n=96) of the 12 90 448
employees were feeling stressed most of the time and 3 66 32.8
35.3% (n=71) were feeling stressed sometimes in the 45 . 4 24
Is your workplace noisy?
workplace (Table 2). Yes 192 955
It was found that 26.9% of the call center employees got b o & D
. . . . How much noise disturbs you?
low points in the emotional exhaustion sub-scale and None 5 25
23.4% of them got middle and 49.8% of them got high Alittle 108 537
F hed lizati b le. 47.8% | Very much 88 438
scores. For the depersonalization sub-scale, 47.8% got low, e e e e el T e RE A e
32.3% got middle, and 19.9% got high scores. For the Rarely/ never 34 16.9
. Sometimes 71 353
- 0, [0)
Personal accomplishment sub-group, 14.4% got low, 37.3% Mostly - e
got middle, and 48.3% got high scores (Table 3).
Tablo 3: Maslach Burnout Inventory sub-scale scores (n=201)
MBI Sub-scale n % meanztstandard deviation(SD) min max
Emotional exhaustion (EE)
0-11 low 54 26.9 16.80+5.87 0 36
12-17 middle 47 23.4
18-36 high 100 49.8
Depersonalization
0-5 low 9% 47.8 6.58+3.36 0 20
6-9 middle 65 323
10-20 high 40 19.9
Personal accomplishment
26-32 low 29 144 21.47+5.04 8 32
22-25 middle 75 373
21-0 high 97 483
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Tablo 4: The mean MBI sub-scale scores of the employees according
to their health problems

Health Problem %
Musculoskeletal pain

Yes 82.6

No 17.4
Headache

Yes 76.1

No 239
Difficulty in concentration

Yes 65.7

No 343
Nervousness

Yes 61.2

No 38.8
Fatigue

Yes 54.2

No 458
Listening difficulty

Yes 50.7

No 49.3
Sleep disturbances

Yes 17.9

No 82.1
Difficulty in comprehension

Yes 443

No 557
Tinnitus

Yes 40.8

No 59.2
Sore throat

Yes 39.3

No 60.7
Low morale

Yes 36.3

No 63.7

employees were shown in Table 5.

The emotional exhaustion scores of those who
experienced headache, sleep disturbances, tinnitus,
musculoskeletal pain, low-morale, nervousness, listening,
comprehension and concentration difficulties were found
significantly higher than those who did not experience
such complaints (p<0.05).

The depersonalization scores of those who experienced
headache, fatigue, sleep disturbance, tinnitus, sore throat,
nervousness, listening, comprehension and concentration
disturbances were found statistically and meaningfully
higher than those who did not experience these problems
(p<0.05).

Personal accomplishment scores of those who
experienced depression, comprehensionand concentration
problems, were found statistically and meaningfully lower
than those who did not have these problems (p<0.05).

The variables which are possible to affect the burnout

levels of the employees were compared with Maslach
Burnout Inventory’s average scores of the sub-groups.
Individuals who deemed their work setting to be noisy,
were highly disturbed by the noise and felt stressed at the
workplace were found to have significantly higher
emotional burnout scores compared to others.

Males between the ages of 20-29 who believed that
their workplace was noisy, who were extremely disturbed
by the noise and felt under too much stress were found to
have significantly higher depersonalization sub-scale
scores compared to others (p<0.05). 30+ males who felt
under too much stress at the workplace were found to have
significantly lower (p<0.05) Personal Accomplishment sub-
scale scores compared to others.

The variables, which were significant in the univariate
analysis and had a risk of causing burnout were examined
using multi-variable logistic regression analysis. To examine
emotional exhaustion risk, a logistic regression model, with
a presentation power of 80%; Hosmer and Lemeshow Test:
X’=7.263; p=0.509 was established. According to the model,
the emotional exhaustion risk of those who reported that
they experienced stress most of the time was found
OR=11.50 (95% Cl 2.45-28.57) times more (p<0.01) than
those who never experienced stress. Other risk factors were
not significantly different (p>0.05).

To examine the factors affecting the risk of
depersonalization, a logistic regression model with a
presentation power of 86%; Hosmer and Lemeshow Test:
X2=9.87; p=0.011 was founded. Those with tinnitus had
OR=7.35 (95% Cl 1.41-8.51) times higher risk of
depersonalization than those without tinnitus (p<0.01).
Other risk factors were not significant (p>0.05).

To examine the personal accomplishment risk, a logistic
regression model with a presentation power of 73%,
Hosmer and Lemeshow Test: X’=6.55; p=0.58 was
established. According to the model, gender affects the
personal accomplishment (p<0.01). The personal
accomplishment of males were found OR=5.87 (95% ClI
1.25-8.29) times lower than that of females. Furthermore,
headache was found to be an effective factor for personal
success (p<0.01). Those who experienced headache had
OR=8.38 (95% Cl 1.74-18.44) times less personal
accomplishment than those who did not experience
headache (p<0.01). Other risk factors were not significant
(p>0.05).
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Tablo 5: The mean MBI sub-scale scores of the employees according to their health problems

Health Problems MBI Sub-scale
EE DP PA
meanSD meanSD meanSD
Headache
Yes (n=153) 17.75+£8.04 7.18+4.49 21.42+4.20
No (n=48) 13.75+£6.44 4.66+3.30 21.62+£3.48
Statistics ** **
Fatigue
Yes (n=109) 18.40+7.43 7.49+4.45 21.51+4.35
No (n=92) 14.90+7.96 5.51+4.02 21.42+3.66
Statistics ** **
Sleep disturbances
Yes (n=36) 21.38+7.78 8.27 +4.31 20.88+4.97
No (n=165) 15.80+7.53 6.21+4.30 21.60+3.81
Statistics il **
Tinnitus
Yes (n=82) 18.85+7.80 8.30+4.83 20.95+4.48
No (n=119) 15.38+7.62 5.40%3.58 21.83+£3.70
Statistics ** el
Sore throat
Yes (n=78) 17.96+8.65 7.3414.13 22.22+4.52
No (n=121) 16.04+7.24 6.09+4.45 20.98+3.62
Statistics
Low morale
Yes (n=73) 21.28+7.37 8.71+4.69 20.47+4.47
No (n=126) 14.24+6.96 5.37+3.66 22.03+3.67
Statistics i i **
Musculoskeletal pain
Yes (n=35) 20.0+6.69 7.60£3.59 21.14 £3.92
No (n=164) 16.12+7.93 6.37+4.49 21.54 +4.07
Statistics **
Nervousness
Yes (n=85) 19.64£8.69 8.01+4.54 21.75+4.47
No (n=116) 14.71+6.48 5.54+3.93 21.26+3.69
Statistics il il
Difficulty in listening
Yes (n=102) 18.58+7.09 7.71+4.34 21.32+4.16
No (n=99) 14.95+8.21 5.42+4.09 21.62+3.92
Statistics ** **
Difficulty in comprehension
Yes (n=89) 19.85+7.14 7.87+4.58 20.71+3.84
No (n=110) 14.37+£7.58 5.56%3.90 22.07+4.10
Statistics il ** *
Difficulty in concentrating
Yes (n=131) 18.73£7.10 7.22+4.26 20.78+4.11
No (n=68) 13.10+7.97 5.36+4.33 22.79+3.57
Statistics ** ** il

*p<0.05, **p<0.01, ***p<0.001, EE: emotional exhaustion, DP: depersonalization, PA: personal accomplishment, SD: Standart deviation

DISCUSSION

According to results of this study, the average emotional
exhaustion and depersonalization scores of call center
employees were found to be middle, and their personal
accomplishment scores were found as low. In our country,
the average Maslach burnout inventory sub-scale scores
were found similar in two studies: these were conducted on

bank employees (7) and bank call center employees (3,7).
Gullice and Kaygin conducted a study on bank
employees and found no significant difference between
employees’ genders, age groups, educational status and
burnout scale sub-groups (15). In this study, unlike to
Gllliice and Kaygl’s results, the personal accomplishment
scores of males were found OR=5.87 (95% Cl 1.25- 8.29)
times lower than those of females through the logistic
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Tablo 6: The mean scores of MBI sub-groups according to independent variables

Variable MBI Sub-scale
EE DP PA
meanSD meanSD meanSD
Age groups
20-29 years (n=154) 17.19+8.43 6.97+4.44 21.79+4.24
230 years (n=47) 15.51+£5.46 5.31£3.89 20.42+3.08
Statistics * *
Gender
Male (n=46) 15.58+6.95 5.26%3.44 20.32+ 4.21
Female (n=155) 17.16+8.09 6.98+4.54 21.81+3.93
Statistics ** **
Education
High school (n=28) 17.17+6.78 7.46+4.14 22.67 +4.65
University (n=60) 16.46+9.06 6.43+4.25 22.06+4.35
Bachelor's (n=105) 16.98+7.63 6.46+4.53 21.01+£3.44
Master’s (n=8) 15.62+5.20 5.25+4.20 18.75+4.09
Statistics
Is your workplace noisy?
Yes (n=192) 17.04+7.85 6.73 +4.39 21.50+4.07
No (n=9) 11.66+6.30 3.44 +2.27 20.88+3.40
Statistics * *
How much noise disturbs you?
None /A little (n=113) 14.59+6.90 5.31£3.90 21.13+4.03
Very much (n=88) 20.9+7.75 8.21+4.40 21.90+4.03
Statistics HxE HxE
Are you stressed at the workplace?
Mostly (n=96) 21.06+6.51 8.10+4.31 20.50+3.96
Sometimes (n=71) 14.71+ 6.20 5.64+3.96 21.85+3.33
Never/Rarely (n=34) 9.11+6.91 4.26+3.80 23.41+3.94
Statistics i i **

*p<0.05, **p<0.01, ***p<0.001, EE: emotional exhaustion, DP: depersonalization, PA: personal accomplisment

regression analysis. No significant difference was found
between the other independent variables and emotional
exhaustion, depersonalization, personal accomplishment.
From this perspective our results were similar to that of
Gilliice and Kaygu.

Call center employees spend most of time in the office.
According to the literature, the workplace has an effect on
individuals’health and a noisy environment causes physical
pressure and disappointment on employees (20). Similarly,
in this study 95% of the employee indicated that call center
was too noisy and more than half of them showed their
disturbance towards it.

Rameshbabu et al. (4) found out that insufficient sleep
and stress might lead to undesirable health outcomes. Lin
et al. (21), in their study, emphasized the relationship
between perceived work-based stress of call center
employees and health diseases including eye fatigue,
tinnitus, nervousness, sore throat peptic ulcer,
musculoskeletal disturbances. Lin et al. (10) in another

study pointed out that the most important stress factor for
both male and female call center employees was the
customers waiting in queue. Furthermore, female
employees feel more physical disturbances on their whole
body than the males (4,10,21). In this study, similar to
literature, the health problems experienced by call center
employees were listed from serious one to less serious,
respectively. These were the musculoskeletal disturbances,
headache, difficulty in concentration, difficulty in
comprehension, tinnitus, sore throat, and low-morale.

Emotional Exhaustion

Call centers are the emotional effort required
workplaces.In such workplaces, thereis always a continuous
interaction with customers; thus, the feelings should be
kept under control (2). According to our results, the average
emotional exhaustion scores of call center employees were
at middle range. Moreover, almost half of the employees
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got high scores (18-36) in the emotional exhaustion sub-
scale. This also shows that the group’s level of emotional
exhaustion is high. The emotional exhaustion scores of
those who experienced headache, fatigue, tinnitus,
musculoskeletal disturbances, irritation, and listening,
comprehension, concentration difficulties were found
statistically and significantly higher than those who did not
experience such problems. Similar to the literature, that
finding indicated the relationship between health problems
and emotional exhaustion (10,11,12,14,21). Emotional
exhaustion might occur due to the health problems created
by the workplace and some health problems might occur
due to the emotional exhaustion as well. It can be
considered that these two factors affect each other.
According to Maslach, some work-related factors creating
stress are the indicators of burnout and emotional
exhaustion. According to our results, those who reported
their workplace as noisy, those who showed their
disturbance towards the noise, and those who felt
themselves under dense stress got significantly high scores
in the emotional exhaustion scale. This finding is in the
same parallel with the findings of literature (6).

In order to clarify the most effective factor for emotional
exhaustion among individual characteristics, health
problems, workplace risk factors, the logistic regression
analysis was conducted. In this model, the emotional
exhaustion risk of those who reported that they experienced
stress often was found OR=11.50 (95% Cl 2.45 - 28.57) times
higher than those who did not experience stress at all.
Other risk factors did not affect it meaningfully. That result
is supported by Maslach'’s statements “work-related factors,
creating nervousness are the main indicators of burnout
and emotional exhaustion” (6). Our results are similar to the
results of other studies (4,11,13,21).

Depersonalization

Depersonalization indicates interpersonal dimension of
the burnout. It shows negative and uninterested feelings
towards to work. It has been accepted as an unfunctional
reaction to the work-based stress (22). Depersonalization
shows itself with attributes and behaviors, lack of feeling
(23). According to our results, the average depersonalization
scores of employees were found at middle range. However,
the majority of the call center employee were gathered

between the scores of 0-5 which is the lower part of the
scale. Furthermore, some factors such as being young,
being female, having health problems, considering the
workplace as noisy and stressful are thought to increase the
level of depersonalization. In the logistic regression model,
on the other hand, the presence of tinnitus affected
depersonalization significantly. Our results are similar to
that of literature (4,6,10,21).

Personal Accomplishment

Personal accomplishment indicates the reduce of
feeling of being effective at work (24). This concept points
out “one’s having a tendency of assessing himself
negatively”. An individual feeling a reduction in his success
feels himself insufficient; thus he/she loses motivation. In
that dimension, an individual thinks he has no progress at
his work, thinks his efforts are all in vain, and also thinks he
creates no difference for his environment. An individual in
such a mood cannot like his job and thus, his contribution
to the institution becomes less and less. According to our
results, almost half of the employees got scores between
0-21 which shows a low level of personal accomplishment.
This shows that the personal accomplishment level of the
group is rather low. According to literature, burden,
negative attribution and behaviors of the manager, no
chance for making progress at work, working closely to
other people etc. all cause a reduction in the feeling of
personal accomplishment and thus, increase of the feeling
of burnout (4,17,20,22).

The employees who are 30 years and up, males, and
those who feel themselves under stress at workplace
have significantly low scores. In logistic regression
model, the personal accomplishment of the females
were found OR=5.87 (95% Cl 1.25- 8.29) times lower than
that of males. The scores of those employee who
experienced headache were found OR=8.38 (%95 ClI
1.74-18.44) times less than those who did not experience
headache.

These results show us that being adult and male, a
stressful workplace, and having headache all affect the
personal accomplishment negatively. Thus individuals feel
themselves unsuccessful. A call centeris arisky environment
for such problems. It is in accordance with the literature
from this point of view (4,10,12,21).
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CONCLUSIONS

In this study, 95% of the call center employee stated
that the workplace was too noisy and 47.8% of them felt
themselves under great stress at the workplace. The major
health complaints of call center employee were
musculoskeletal pain, headache, concentration difficulty,
nervousness, fatigue, listening difficulty, understanding
difficulty, and tinnitus.

It was identified that emotional exhaustion and
depersonalization scores of the employee were at middle
range and personal accomplishment scores were at low
range.

It was also found that a noisy workplace, disturbance
due to noise, feeling one’s himself under stress at workplace
wereamong thefactors thataffecttheemotional exhaustion
negatively. Furthermore, it was stated that stress increased
the emotional exhaustion OR=11.50 (95% Cl 2.45 - 28.57)
times. It is emphasized that some factors such as being
between the ages of 20-29, being a female, being disturbed
due to the noise, feeling great stress at workplace all affect
the depersonalization. It was also found out that the
complaint of tinnitus going together with depersonalization
OR=7.35(95% Cl 1.41 - 8.51). It is put forth that difficulty in
comprehension and concentration, being 30 years old and
up, being male and feeling great stress at workplace are the
factors which affect the personal accomplishment. The
personal accomplishment scores of males are OR=5.87
(95% Cl 1.25- 8.29) times lower than that of females and the
scores of those having a headache are OR=8.38 (95% Cl
1.74-18.44) times lower than that of those who do not have
a headache.
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Recommendations for These Results
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Implications for Public Health Nursing

The findings of this study have implications for
occupational nursing practice. Workplace nurses may
determine the factors that lead to burnout at the workplace
and come up with programs to mitigate those factors.
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