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A Study on the Influence of Innovation and Domestic Performance in

the Determinants of Global Orientation for Call Center Companies

Lee, Mi Kyoung”
Abstract

Presently, the domestic call center industry shows the rapid growth and the
excessive competition. It had been grown 285% on average from 2001 to 2008 and
undergone a recession after 2008 due to the international economic slump and the
depression of the industry and etc. But it enters into the growth phase along with the
business recovery from 2010 and the growth of 30740% on average can be assumed. For
this reason, it is seeking for building the basis of development to avoid excessive
competition in domestic market and entering the global one.

The systematic logicism and researches for the primary preparation which can secure
its overseas expansion are very inferior against the proliferation of the demand.
Therefore, this study attempts to support the system of pre-emtive and organized
capacity of research by presenting key factors and suggestion for the success of call
center companies presenting overseas expansion through the comparative analysis among
the precedent studies of other industry fields based on the research of overall condition
and success factor on the call center companies.

This study performed a survey for above the middle-management executives leading
actually and performing the key roles for their companies which has been authenticated
as promising companies by KCCA(Korea Contact Center Association) to study the
influences on global orientation caused by innovative domestic outcomes of the call
center companies.
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S B3 (Wixom et al. 2001). Z} <o )3k A 5o 24 zho] g a2~ 249 3t
B Aok &, 1 ghol BT 0.70]/dololof A FHo] AdH e

s JtH(Chin et al. 2000). A4 &30 &4 T FFol

A A F 36709 FH o2 o] &H At

<E-5>E B el ofs) AgE WirEN 1 WiEe 24

.
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ng 57‘3 5?7]' A WeE 2 dYsiga B o4 Qg
FA A3 =(Composite Reliability) &} HdEAE=

al. 2009).

M AFHAAE Elsr] YslA+= CReol 0.70]7((Nunnally 1978), AVEZ} 0.50]/(Fornell
and Larket 1981)c]ojoF ghth. & AFrollA AREH TAMNEELS E5F 070149 CRat
05013 AVE#LS WebaL glo] wadaddo] vt & & 5 v <EF-6>2 /M
AMNdEe gt A8x gs& YeldlFa vl $H, Fornell and Larcker(1981)of w2
Wz a¢lo F&H9 HFEA(AVE : Average Variance Extracted)e #| o] aldael
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1) 2y | ESE | 2w | a9y | a2y [ ARgA | ZE | gy
Q=g R B3 B A = A o)A A2 e

Tel=ZaH 0.863 0.344 0.285 0.347 0.682 0.685 0.653 0.654 0.492
EEET 0.942 0.358 0.313 0.399 0.696 0.702 0.648 0.718 0.453
Tel=al3 0.948 0.374 0.326 0.420 0.698 0.712 0.685 0.728 0.480
Tel=zals5 0.894 0.356 0.363 0.421 0.685 0.706 0.708 0.743 0.542
2L A BH 0.328 0.881 0.257 0.300 0.406 0.432 0.413 0.478 0.341
LM B2 0.368 0.922 0.272 0.306 0.395 0.479 0.408 0.495 0.375
ZL|A B3 0.384 0.912 0.334 0.342 0.422 0.477 0.402 0.491 0.393
LA B4 0.320 0.854 0.356 0.355 0.352 0.410 0.344 0.435 0.355
2 0.413 0.377 0.775 0.928 0.307 0.341 0.406 0.462 0.481
SEHH|FE2 0.425 0.319 0.825 0.942 0.382 0.381 0.400 0.457 0.540
SEHH|H3 0.383 0.331 0.796 0.932 0.313 0.304 0.376 0.448 0.531
87T 0.341 0.298 0.942 0.859 0.305 0.261 0.337 0.419 0.531
872 0.322 0.329 0.931 0.805 0.328 0.270 0.369 0.422 0.542
HAE7AT3 0.345 0.346 0.959 0.858 0.348 0.309 0.352 0.453 0.540
374 0.325 0.322 0.946 0.849 0.304 0.301 0.326 0.432 0.501
ol = galq 0.648 0.302 0.304 0.315 0.856 0.600 0.645 0.675 0.480
ol aa|2 0.664 0.401 0.296 0.320 0.860 0.622 0.640 0.691 0.481
QI 223 0.694 0.408 0.295 0.305 0.916 0.684 0.675 0.706 0.463
QIE nia|4 0.693 0.402 0.316 0.329 0.897 0.639 0.682 0.664 0.526
ol nal5 0.627 0.409 0.290 0.310 0.868 0.663 0.601 0.656 0.521
M2 2 0.675 0.470 0.260 0.343 0.614 0.895 0.555 0.662 0.455
M2 E2 0.658 0.383 0.227 0.280 0.622 0.884 0.644 0.664 0.500
NETZ R 0.670 0.457 0.280 0.328 0.633 0.888 0.663 0.683 0.501
TR 0.699 0.453 0.289 0.330 0.700 0.851 0.623 0.707 0.539
F 5 L7041 0.630 0.395 0.326 0.385 0.642 0.613 0.915 0.702 0.521
HRU7#Ho0|M3 0.724 0.411 0.348 0.390 0.709 0.681 0.922 0.751 0.518
Z2 M A1 0.730 0.417 0.368 0.379 0.698 0.685 0.769 0.890 0.568
Z2MA2 0.691 0.517 0.408 0.460 0.716 0.693 0.744 0.903 0.589
Z2 M A3 0.636 0.473 0.419 0.450 0.631 0.664 0.635 0.831 0.533
Z2 M A4 0.663 0.437 0.398 0.409 0.650 0.654 0.642 0.872 0.557
Z2NA5 0.709 0.482 0.412 0.436 0.688 0.698 0.690 0.899 0.582
HMAA 0.422 0.317 0.441 0.448 0.408 0.427 0.452 0.468 0.806
HMAM2 0.469 0.354 0.455 0.472 0.478 0.483 0.505 0.554 0.902
HAA3 0.554 0.404 0.530 0.515 0.573 0.595 0.565 0.649 0.861
HA44 0.401 0.334 0.496 0.471 0.465 0.434 0.421 0.535 0.876

71%) 2AYAR<RY >, BALALAGR<AZ 2 2T F>
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2) 7 ASAY
AFRFGd st HFS A 23 FoAAS AT PLSE 4 7|Hke] Fx
A m gy 28 thdk F3wrt JebA A9 A = (endogenous variable)E 9
2 - S o] = .
Avd FARN#S 3 2 AgEES g0 4 vt (Falk and Miller 1992). £ <50 A
I = A =
of AW S tdk RV B8 oz wolEox &= 01014 YElva o] 28-S &4 3
71l Fe)7F gtk wehE Qvk(Falk and Miller 1992; Hair et al. 1998). FEX~E &3 W
(samples 500)& AF&(Chin 1998)%}e] AT714 S HFsA oy, <F-7>2 HAZEA o
S 2
3 Ay} R*S YERF 9
<E-6> WHEETEA B A 24
22y
IT = =2 Ql A T =
ake | 39 gL | & | Y| ANE | AR [ wer | am | @ | bk
ﬂg\'ﬂ— 0.8697 0.933 0.952 0.932
%;‘i 0.3927 0.8217 0.906 0.940 0.914
2=y
E-ﬂ‘ﬁ 0.3527 0.3429 0.7968 0.893 0.971 0.960
Bi3S
a‘;]i;? 0.4354 0.3658 0.6918 0.7963 0.892 0.953 0.927
%a 0.7565 0.4415 0.3404 0.3583 0.9489 0.974 0.945 0.927
3‘.%/7“ 0.7689 0.5042 0.3018 0.3663 0.7311 0.9138 0.956 0.932 0.902
;]]f']'g 0.7380 0.4388 0.3667 0.4216 0.7363 0.7049 0.8905 0.944 0.915 0.815
ilili 0.7793 0.5321 0.4572 0.4879 0.7704 0.7727 0.7915 0.8647 0.930 0.944 0.926
N4 0.5386 0.4108 0.5597 0.5546 0.5620 0.5665 0.5657 0.6443 0.8889 0.943 0.920 0.884
Zv3) 7] 29/ #e AVE A# g
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H2 IT 91z} - S 0.209 1.742+ P
H3 ARUA A - (R2—0217) 0.024 0.226%x 72+
H4 ZEA — e 0.409 3.36 1% e
H5 Q1A 2 - 0.052 0.460 712
EENER
H6 E = 0.166 2,393 B
2D (R* =0.331)
° 228 9305 ]
H7 - ; 0.136 1.810% e
(R*=0.329)
S2Hud
H8 o s 0.486 7.643%% P
S (R* =0.331)
=0 faum A ol A~
23 ¢ ?‘5:4’71-
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