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(A&, 2016).
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AR, T2adho] FAFCE Fugd a7t UeA Lotrr] A3 4
Hxo| tha] wE=4 8 FE A (Repeated Measure ANOVA)E 2 A&,

JA, 2373 FAZEY ALHI AFFY] Zolo] dF FolE Pojr
7 A8 4 Ae 1 dSEE ¢ AAE AAEA

ChA A, B4 W&ol e &3 =7)(effect Size)S FA 87 3 & o
e AF oS YErd A

B AT SAH FAFEL p <05 ot
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V. 9+ 23

<E IV-1> A7hgAe] dury B4

H=
TE T CEE I
Jo o 4 3 7 35.0
o 6 7 13 65.0
257304 1 2 3 15.0
o2 317354 3 3 6 30.0
36404 1 1 2 10.0
417454 5 4 9 45.0
FE o3} 5 2 7 35.0
#HZ sy AEYE 2 5 7 35.0
s 3 3 6 30.0
Qule T A 4 4 8 40.0
A5 ofLnle = At 2 2 4 20.0
Q+ol e et 4 4 8 40.0
1d ol 2 1 3 15.0
anga 19 ol4 ~ 39 mwt 2 1 3 15.0
3d oA ~ 5d wgt 4 2 6 30.0
59 o4 2 6 8 40.0
19 g 80F o]s} 8 9 17 85.0
o 8071002 ©] 3t 1 1 2 10.0
= 10071202 o] 3}t 1 0 1 5.0
A 10 10 20 100.0
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AT AR AWt EAQS AT A, AES FA 79(3H%), AX
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ul ko] 3w (15%), 1d |4 - 3d mlgko] 38 (15%), 33 |4 - 5
m ko] 6%3(30%), 5 ©]4o] 8 (40%)e.2 uUENth 1Y g Z50)
A E 80F o137} 178 (85%), 80 ~ 100Z ©}3k7t 278 (10%), 100 ~ 120
Z ol3t7F 1M (6%) 22 80F °lstrt M ¥e Ao R uEETh
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A8l AA=THAEY AF2EHYAHEY ALAFGF sl
& ANgA

A2 AxTAEY AF2EH2HTY AHAFE F
g Ho|x &th(p >.05). A F JPL FAFIGoR B F Ut &
A AdE <E NV-2>¢ 2o

<E NV-2> 43993 EAYGY ARAA SPH 2N

=53 : P (EFHA) . o
AAAH(n=10) A A F(n=10)
AT 72.40(9.02) 70.30(3.16) 69 496
AR Eg A 57.80(6.01) 55.80(3.82) 89 387
p <.05
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3. AA T Y =29 a

NANR/AE)E Sgudon, S AMAFE U002 3o u
BagugRae AT

AARAT AZXAE FEAE BT Fom s BEbtTH(F(,18)=7.73, p
<05). ol AgHwY AA-AFE Wit EAYTGY AAAF wgne §
oualsl a9 SotxE Teadel AHwF IFE UATE AL W

t} old thd AFE <F V-3>7F 2t}

<E V-3> A=Fo WE MERZFUFEY 23

A wgd AFH ARE FFAF F n?
A 16000 1 160.00 7.33° 29
o3 39290 18 21.83
ARxET Ao 33640 1 336.40 6.99" 28
A7IxA 37210 1 372.10 773" 30
o3 86650 18 48.14
p <.05

Wske] Folg BY) 98 7 J G AP ALFo] dE HEEE ¢ AR
S AASAT. AP FAFHCE {9 Hol(p <05)E HolH
ol #A23An TAIDTE FAHE AolE HolA F3UtHp >.05). ol
0 Ad3E <F V-4>, <2¥ NV-1>3 2t}
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<E V4> AT g3 gSEE + A4
_ YA (EEHA)
AWl t D
AR A AHF A
A8 3 (n=10) 72.40(9.02) 60.50(5.91) 2.80 021"
FA R E(n=10) 70.30(3.16) 70.60(3.69) =27 790
p <.05
75
70 e
FEEL
65
— s
60
55
AP NS
<Y N-1> AAx=s9 48333 SAdG A8
4. AR rEFrd d@ 2R 53

gobdE Z2ad AN F AsEdadl 8w EAPD )
A fodmE Bt AREA dobrr] 98 ARAHEDH D/ BY DS
AAANAR/ANF)IE SRRA0E, AF2Eds AAASE FHUAR
ol MEEAAREA S AN AT

442D ANXAW FE4E ZAL F0EA e el Z2ad
o] AF2EH 2 FEFE A= LS HoeFE YUENHTHE(Q,18)=.00, p
>06). old] & e <® NV-5>7 2
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A 1S 2] ASd A= FJTAF F n?
B 7+ 42.03 1 42.03 2.24 11
o=t 33725 18 18.74
A% A 15.63 1 15.63 15 02
2EH A = )
A7 xR .03 1 .03 .00 .00
o= 62285 18
*p <.05
WMslo]l FolE HY] A3 4 Hueo AAA AT Ol geFEE ¢ HPA
PN

2 AAsG A4A% AFPe} BAAT AQR A5 FRYFE

EF BAFCZ §9nd Ao)(p >.05)F BHolX XUt ol tid A=
<E N-6>, <21¥ N-2>3 2t}

PJE(EEFHA)

S . t p
AR AT A
A H(n=10) 57.80(6.01) 56.60(6.50) 33 750
FA- En=10) 55.80(3.82) 54.50(3.69) 1.74 115
p <.05
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ABSTRACT

A Study on the Effect of Song—focused Group
Music Therapy for Service Associate’s Emotional

Labor and Job Stress in Call Center

Cha, Milim
Department oh Music Therapy
Graduate School of

Sungshin Women’s University

The purpose of research is to exam the effect of group music therapy
on the emotional labor and job stress for service associates working in
customer support. The subjects were 20 service associates working in
the call center of H company, located in Seoul. Among them, 10 were
allocated to an experimental group and the other 10 were in a control
group. This program took place twice a week, for 50 minutes by each
session from March 7th to April 6th in 2017 for 10 times in total. To
find the effectiveness of this program, the experimental group and the
control group were compared and analyzed through pre-test and
post-test with the criterions for emotional labor and job stress.

For the data analysis Repeated Measure ANOVA was utilized. Before

the music therapy program the homogeneity test was performed by
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using independent T-test. In addition paired T-test was conducted to the
show progress and analyze the effect of program. As a result, the
experimental group showed statistically significant difference (p <.05)
and the average score of emotional labor decreased whilst the control
group didn’t show significant difference (p >.05). The result of job
stress test revealed that both the experimental group and control group
that participated in the group music therapy program has decreased
slightly in the difference between pre-test and post-test score for job
stress and there is no statistically significant difference (p >.05). This
finding implies and suggests that group music therapy can be an
arbitration plan to decrease emotional labor for the service associates in

call center.
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