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Abstract 

This study is about verbal violence in the course of counseling at banks. Verbal violence is 

classified as violence in the course of counseling for people who have nothing to do with them. 

Language violence against irrelevant people is an improvised violence situation in which 

perpetrators and victims occur in various spaces. It refers to violence committed to others in 

a certain space. Language violence during the counseling process tends to be neglected due 

to its unclear substance, but the damage continues to increase. Various psychological studies 

of actual violence have been conducted in reality, but psychological studies of verbal violence 

have not been carried out much because they are simply considered. This study focuses on 

analyzing the relationship of influence on professional self-concepts through the 

psychological exhaustion of verbal violence experience during the consultation process of 

banks. The factors that determine the experience of verbal violence are the experience of 

violence, the experience of violence damage, and the attitude of violence. The collected data 

were analyzed by Smart PLS 2.0 using structural equations. The summary of the study is as 

follows. First, the experience of violence has had a significant impact on psychological 

exhaustion. Second, the experience of violence damage had a significant impact on 

psychological exhaustion. Third, violent personality had a significant effect on psychological 

exhaustion. Fourth, psychological exhaustion had a significant impact on professional self-

concepts. In order to solve the problem of overcoming professional self-concepts, 

differentiated efforts in the experience of violence, violence victimization, and violent attitude 

are needed in consideration of verbal violence experiences. Related organizations seeking to 

address verbal violence need to study various opinions on the causes affecting verbal 

violence behavior. 
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1. Introduction 

Lately, verbal violence has caused serious problems in the counseling process due to the 

development of smart devices of information and communication. The research on verbal 

violence begins at the call center with the development of smart devices, and a great deal of 

research is being done as the damage caused by verbal violence is known. There are 
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conducted to understand the phenomenon of verbal violence and to identify the causes and to 

reduce verbal violence. The scope of verbal violence also varies, including definitions, 

phenomena, types, causes, results, and factors. In the early stages of research on verbal 

violence, definitions and types were important subjects [1]. In the definition and type of 

verbal violence study, perpetrators and victims were distinguished from cases of verbal 

violence. 

Verbal violence is classified as violence against people by individuals who are related and 

are not related [2]. Verbal violence against unrelated persons is an improvised situation of 

violence between the perpetrator and the victim in various counseling processes. It causes 

violence against others in the course of counseling through cyberspace and various media. 

Personal violence in the counseling process tends to be neglected because the substance is not 

clear, but the damage is continuing, increasing and increasing. Although various 

psychological studies have been conducted on real violence, verbal violence has been studied 

in various ways, but there are no studies related to psychological exhaustion and professional 

self-concept.  

In this study, the experience of verbal violence was divided into violence experience, 

violence victim experience, and violence tolerance. This study was conducted by empirically 

analyzing that the experience of verbal violence affects professional self-concept through 

psychological exhaustion. In order to test the relationship between the factors described above, 

a structural equation model was conducted. 

 

2. Theoretical background 
 

2.1. Experience of verbal violence 

Violence experience is the experience of violence in the counseling process for people. It is 

conducted a study to prevent the act of violence in the legal or administrative fields [3]. 

Among the factors of verbal violence, anger is the most important factor among the factors of 

cyber environment. In terms of verbal violence, the experience of violence and damage 

caused by verbal violence was studied from various perspectives. 

Violence victimization experience is the experience of harming others in cyberspace or in 

various spaces. Experience of verbal violence victimization is the most important factor 

predicting experience of verbal violence [4]. Those who have experienced verbal violence are 

likely to participate in verbal violence. 

Violent tolerance refers to an attitude that allows an individual to use violence during 

counseling. It means that they have an acceptable attitude toward verbal violence without 

thinking, and the more they do, the more they exercise verbal violence [5]. Therefore, if 

violence is tolerated in the counseling process, it can change into a violent environment 

according to the individual's attitude and the situation can change greatly. Violence in 

counseling is not physical violence but verbal violence, so it is easy to tolerate it. 

 

2.2. Psychological exhaustion 

Psychological exhaustion refers to psychological wounds caused by violence in the 

counseling process. Violent tolerance, disdain, and disregard, experienced in the real world, 

are also problematic in the counseling process. Anti-horse, contempt and disregard create 

negative feelings for individuals, and they lose control with anger [6]. People who have 

experienced verbal violence are hurt by their pride, cause anger, experience sad feelings, and 

become miserable. People who suffer psychological distress from verbal violence often think 
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about turnover or suicide. In the psychological study of verbal violence perpetrators, they 

were told that they would act as a perpetrator by low self-control. 

 

2.3. Professional self-concept 

The professional self-concept refers to the mental perception of oneself as a professional, 

especially as a professional, feeling and views on one's work [7]. In other words, it refers to a 

job in which professionals with considerable knowledge and experience in one field and with 

high practical skills perform work based on their expertise and make important contributions 

to society. It is very important for bank counselors to establish a positive professional self-

concept in order to perform their work effectively at the counseling site. 

The stronger the post-emotional response, the higher the level of depression, and the lower 

the level of coping with academic stress, the higher the level of depression. The higher the 

level of coping with academic stress, the higher the level of professional self-concept, and the 

higher the level of depression, the lower the professional self-concept. In particular, coping 

with academic stress and depression were found to have a significant influence on the 

professional self-concept of nursing college students, and 28% of the explanatory power of 

the professional self-concept of nursing college students was found [8]. The professional self-

concept, academic self-efficacy, and major satisfaction of nursing college students showed a 

positive correlation. It has been verified that is higher. Based on these results, in this study, a 

program that can promote the professional self-concept is needed because the effect of the 

professional self-concept of nursing college students on major satisfaction is a major factor 

[9]. 

 

3. Research model and research hypothesis 
 

3.1. Research model 

This study focuses on analyzing the relationship between verbal violence experience and 

psychological exhaustion and professional self-concept.The factors that determine verbal 

violence experience were divided into violent violence experience, violence victim 

experience, and violent tolerance attitude. A research model based on previous research is 

shown in [Figure 1].  

 

Figure 1. Research model 

3.2. Research hypothesis 

Research was conducted to prevent verbal violence and acts of violence in the legal or 

administrative sectors. Experience in verbal violence is the most important factor in 

predicting experience of violence against verbal violence. Violence tolerance refers to an 
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unthought-free, acceptable attitude toward verbal violence, and the more verbal violence is 

exercised in the course of counseling [6]. In this study, the following hypotheses were 

established based on prior studies. 

Hypothesis H1-1; Violence offender will have a significant effect on psychological 

exhaustion. 

Hypothesis H1-2; Violence victim will have a significant effect on psychological 

exhaustion. 

Hypothesis H1-3; Violence tolerance will have a significant effect on psychological 

exhaustion 

Counselors who have experienced verbal violence suffer from self-esteem, cause anger, 

experience sad feelings, and even become miserable. Professional self-concept has limitations 

in approaching or solving at the individual level [10] Therefore, in this study, the following 

hypothesis was established based on previous studies. 

Hypothesis H2; Psychological exhaustion will have a significant effect on the professional 

self-concept. 

 

4. Empirical analysis 
 

4.1. Data analysis method  

A total of 250 users responded to the survey. The basic statistical survey is as follows. 45% 

of respondents are male and 55% are female. Women have a relatively higher proportion than 

men. In terms of age, the average age was 28.8 years. This is a result of reflecting that most of 

the respondents are consultants at banks. 

It was used to verify the structural model in order to analyze the characteristics of the 

verbal violence. The question of each constituent concept is very different for the 

corresponding question. It was composed on the Likert 5-point scale. 

For the questionnaire analysis, SPSS 22.0 and Smart PLS 2.0, structural equation software, 

were used for basic statistics. Concentration validity examines the factor loading value, 

component reliability (CR) and variance extraction index value (AVE) of each factor. In 

general, the factor loading value is 0.6 or more, the component reliability value is 0.7 or more, 

and the variance extraction index value is 0.5 or more. to be. As a result of comparing the 

square root of the variance extraction index value with the correlation coefficient, the 

variance extraction index value is greater than the vertical and horizontal correlation 

coefficient values, so there is no problem with the discriminant validity. 

Table 1. Reliability and internal consistency 

Variables Factor Lodings AVE C. R. Cronbach's α 

Experience of violence offender 

0.652 

0.700 0.901 0.853 
0.886 

0.910 

0.871 

Experience of violence victim 
0.945 

0.906 0.951 0.897 
0.959 

Experience of violence tolerance 
0.700 

0.626 0.823 0.722 
0.829 
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0.836 

Psychological exhaustion 

0.925 

0.759 0.926 0.893 
0.894 

0.834 

0.827 

Professional self-concept 

0.909 

0.850 0.944 0.912 0.941 

0.916 

Table 2. Correlation and discriminant validity 

Variables AVE 1 2 3 4 5 

Experience of violence offender 0.700 0836     

Experience of violence victim 0.906 0.380 0.951    

Experience of violence tolerance 0.626 0.411 0.504 0.791   

Psychological exhaustion 0.759 0.599 0.145 0.491 0.871  

Professional self-concept 0.850 0.631 0.246 0.623 0.702 0.921 

 

4.2. Verification of the structural model 

Smart PLS 2.0 was used for the structural model, and the path coefficient and the 

coefficient of determination (R2) between variables of the research model were derived 

through the structural model. The coefficient of determination (R2) for psychological 

exhaustion (0.480) and professional self-concept (0.493) was 'high'. 

 

 

Figure 2. The results of research model 

In hypothesis H1-1, the experience of violence and psychological exhaustion (β=0.533, 

t=5.515, p<0.05) were found to have a significant effect. This means that there is 

psychological exhaustion even if there is an experience in verbal violence. The factors for 

psychological exhaustion of counselors were classified into general life intervention, 

psychotherapy, vision counseling, and career counseling [3]. It shows the treatment method 

for psychological exhaustion. There are various opinions on the causes of verbal violence on 

the violent behavior, but in general, studies are divided into external environmental factors, 
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personal factors, and personal behavior factors. In hypothesis H1-2, the experience of 

violence and psychological exhaustion (β=0.261, t=3.068, p<0.05) were found to have a 

significant effect. The experience of violence damage is psychological exhaustion. In the 

study on the influencing factors of verbal violence [10], the age and environment of the 

person who committed verbal violence was investigated. This confirmed that the person who 

commits verbal violence is exposed to the environment of verbal violence and is affected by 

verbal violence. Hypothesis H1-3's attitude toward violence and psychological exhaustion 

(β=0.403, t=3.964, p<0.05) had a significant effect. The attitude toward violence is that 

adolescents are psychologically exhausted. It has been studied that verbal violence is 

exercised as less seriously is taken [6]. Therefore, environmental factors such as violence 

damage experience, violence experience, violence tolerance, etc. influence psychological 

exhaustion. Psychological exhaustion and professional self-concept (β=0.702, t=8.860, 

p<0.05) of hypothesis H3 were found to have a significant effect. It is that psychological 

exhaustion affects the professional self-concept. 

Table 3. Hypotheses testing results 

Hypotheses Path Coefficient(β) t-value Result 

H1.1: Experience of violence offender → Psychological exhaustion 0.533 5.515 Accept 

H1.2: Experience of violence victim → Psychological exhaustion 0.261 3.068 Accept 

H1.3: Experience of violence tolerance → Psychological exhaustion 0.403 3.964 Accept 

H2: Psychological exhaustion → Professional self-concept 0.702 8.860 Accept 

t=1.97*, p <0.05 

 

5. Conclusion 

In this study, the experience of verbal violence has been proven in psychological 

exhaustion and professional self-concepts: First, the experience of violence has had a 

significant impact on psychological exhaustion. Second, the experience of violence damage 

had a significant impact on psychological exhaustion. Third, violent personality had a 

significant effect on psychological exhaustion. Fourth, psychological exhaustion had a 

significant impact on professional self-concepts.  

The empirical studies of psychological exhaustion and professional self-concepts due to 

experience in verbal violence have been identified as follows. The following implications 

may be presented to relevant organizations concerned with verbal violence during the 

consultation process. First, to solve the problem of overcoming professional self-concepts, it 

differentiated efforts in the experience of violence, violence victimization, and violent attitude 

are needed in consideration of verbal violence experiences. Related organizations seeking to 

address verbal violence need to study various opinions on the causes affecting verbal violence 

behavior. In general, it is divided into external environmental factors, individual internal 

factors, and individual behavioral factors, but detailed research is required. Second, 

experience of violence, experience of violence damage, experience of violence damage, and 

attitude of violence were found to affect psychological exhaustion. Third, in order to improve 

the professional self-concept in the field of bank counseling, it is absolutely necessary to 
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prepare detailed strategies to increase the level of coping with stress related to banking and to 

reduce the feelings of depression of bank counselors. In order to control the depressive 

feelings, appropriate therapeutic intervention for the emotional response of the bank 

counselor after the related verbal violence experience may be helpful. 
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