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gu an A5 HE =T & unTe 45 A=
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714 60 74 563+2.86 5.05+2.80

A A/ 7N 8 1.0 3.75+2.54 3624250

73z 82 102 462+2.41 3.73+2.32

71EA 4 168 20.8 5.99+2.54 4.98+2.32

A4 45 56 6.28+2.10 5.95+2.26

A/ 4 6.7 6.35+2.17 6.07+2.41

AAFERRL 79 98 549+2.50 517+2.26

F 459 HEA 2 0.2 6.00£0.00 550£0.70

A &) A 9 1.1 6.77+2.86 6.44+3.04

WE/EH 80 99 6.13£2.65 471£2.15

ZES e 25 3.1 5.72+2.42 548+2.41

FHAY (A 7)) 10 1.2 3.80+3.19 3.70£2.66

AT 51 6.3 394+2.36 3.19+2.40

s (ZFAE ) 93 115 7.44+2.42 5.76+2.53

71 €} 41 51 4.34+2.62 3632.78
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E] 45 555+2.81 5.20+2.83
A /7N 39 3.12+2.10 3.37+2.32
g7 51 5.92+2.70 5.15+2.63
M 117 5.78+2.62 5.07+2.49
AL 79 5.88+2.37 5.31+2.09
A/ 17 6.30+2.45 5.91+2.73
AAFERRL 72 5.92+2.65 5.29+2.44
=AY 40 6.00+0.00 6.00+0.00
Aol 2= A} 25 7.11+2.61 6.22+3.15
W/ TR 50 5.56+2.69 4.87+2.43
79 e 15 5.68+2.79 5.16+2.82
A (A F-2 72 12 4124253 362+2.50
A+ 13 4.36+2.81 3.93+2.72
A (ZAE 2 142 5.39+2.52 4.98+2.35
71E} 34 4.94+2.66 4114252
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714 43 6.4 5.7542.75 5.19+2.77
AL/ N 26 39 442+359 4.00+2.76
744 ] 4 80 541+2.94 4.96+2.82
71&=A ¢ 69 10.2 5254278 4674267
A A4 39 58 5.66+2.61 5.38+2.51
AZ/AA 9 13 5.88+2.42 5434263
AARER 33 56 5.83+2.48 5.35+2.39
(39 A 63 93 6.00+2.82 6.50+2.12
A 3l AL 66 9.8 555+2.83 5.33+2.50
WS/ T 56 83 4.3342.36 375+2.25
kel e 11 16 5.3242.85 4.88+2.78
A (A, F- 2713 18 2.7 4.28+2.92 371+2.87
A 9 13 4074272 3.95+2.69
A A L) 111 164 4.89+2.50 453+2.38
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M 354 439 5.83+2.46 5.05+2.30
A4 161 20.0 6.30+2.42 5.78+2.38
AS/AA 80 99 6.05+2.31 5.78+2.44
ARSI 189 234 559+2.59 5.17+2.52
=AY 103 128 459+2.63 4.29+2.74
A3 2= A 100 124 5.60+2.64 5.13+2.56
WE/EH 186 23.0 5.31£2.62 4524262
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g AT % 25 A=
AT
N(%) HF T % 7 ol
0O 719 148(18.3) 51(34.5) 47(31.8)
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<H IV-22> HFE ZPTT AHH&1 I HH|& (N=807, H5+8%)
[ #a=ad a7 9| aAsas v TAnza =49 44 2 | ZA9AA 2
gu 2k A 3 25 9 &y 2UH B EAA

F ol aa | wa w | 2a A4 | 24 A% | 24 o

D 719 148 84 5.7 53 61.6 53 63.3 51 58.0 89 875
L@ A= d/7)¢ 73 42 374 21 30.4 27 31.2 20 286 42 43.2
LB 7 dag 187 103 95.7 66 779 66 799 57 73.2 103 1105
0@ 712 354 173 181.2 153 1474 159 151.3 152 1386 211 209.2
OB AARAL 161 90 82.4 75 67.0 88 638.8 82 63.0 108 9%.2
06 AZ5/3A &0 39 409 45 33.3 38 34.2 34 31.3 46 473
0@ AAE 189 96 96.7 90 8.7 92 30.8 97 74.0 118 111.7
0® #r==4 103 45 52.7 49 429 44 44.0 50 40.3 5! 60.9
BORIGIE 100 49 51.2 40 41.6 49 42.8 51 39.2 61 59.1
(0 wS/&1 186 87 95.2 63 s 66 795 56 72.8 100 109.9
OO 9399 51 27 26.1 21 21.2 23 21.8 21 20.0 32 30.1
© =AM (=A, 52713 40 21 205 11 16.7 14 171 16 157 21 23.6
O© A+ 73 27 374 22 304 22 31.2 16 286 48 43.2
@ Ashde(FAH xS 346 189 177.1 177 144.1 178 1479 137 1355 215 204.5
OB 71E 138 G 70.6 46 575 47 59.0 45 54.0 74 816

193 v& 413(51.18%) 336(41.64%) 345(42.75%) 316(39.16) 477(59.11%)
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<H IV-23> HEF8 UE A (N=807, 5T%
= 5 3l B 3}
- $94 | we s A e aegwean | ER

L A 71l A 7]l A 71 A 71 A 71
00 718 148 71 66.6 106 103.1 &7 86.0 17 416 152
0@ AAX A/ 73 28 32.8 50 50.8 42 424 3 205 5 75
0 73] 187 6 4.1 123 1302 106 1087 32 526 11 192
0@ 7124 34 155 159.2 263 2465 198 205.7 180 96 32 364
06 A4A 161 62 724 123 112.1 % 936 90 453 12 166
06 A5/AA 80 47 36.0 51 55.7 54 465 3 25 23 82
0@ AAFEI 189 73 8.0 142 1316 116 109.8 60 532 Y| 194
08 #5214 103 51 46.3 80 717 56 59.9 44 29.0 15 106
RORIEE 100 29 450 71 69.6 55 531 47 2.1 18 103
00 w&/51 186 9 83.7 136 1295 119 108.1 40 52.3 13 19.1
OO uzk e 51 21 229 37 355 19 29.6 27 143 3 52
0@ FEAA (A, 3713 40 12 180 28 279 27 23.2 9 11.3 6 41
00 A+ 73 25 32.8 35 50.8 41 424 3 205 14 75
(@ A (EAE L) 346 201 1556 246 241.0 196 201.1 74 973 40 356
(J@ 71e} 138 56 62.1 &5 %.1 81 80.2 32 388 6 142

33 363(44.98%) 562(69.64%) 469(58.12%) 227(28.13%) 83(10.29%)
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g= %“f*} ;?ﬁ f:ii} o RE ZJ 44 szf

L A A 71 A 71l 24 71 A7) 71
00 713 148 70 455 9 156 23 235 16 156
L@ B /70 73 A 22.4 17 77 13 116 9 77
00 73] 187 70 575 34 19.7 33 29.7 20 19.7
0@ 7124 354 % 10838 21 37.3 39 5%6.1 32 37.3
06 A4A 161 43 495 10 170 20 255 11 170
0® A5/AA 80 16 24.6 21 84 14 127 13 84
0@ AAFERI 189 54 58.1 10 199 25 30.0 21 199
0® #5214 103 25 317 25 108 12 163 10 108
0O Ajshz=AF 100 37 30.7 11 105 10 159 8 105
00 w&/51 186 59 572 15 196 38 295 16 196
()@ »7ke] e 51 14 157 10 54 11 8.1 7 54
0© FHA (A +33713) 40 17 123 5 42 4 6.3 4 42
OB A+ 73 28 224 13 77 7 116 21 77
(@ A eH(ZAE LT 346 90 1063 32 364 70 59 32 364
(J@ 71e} 138 43 424 14 145 28 219 21 145

g3t 248(30.73%) 85(10.53%) 128(15.86%) 85(10.53%)
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<HE V-24> g2H LT O S(EBFE Ot= FL8H (N=630, )
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N A %D zixg:% ¥ i= =
% AF 53 ol F7t ol %
0o 718 148 102 639 47(46.1) 42(41.2)
0@ AL/ 7N 73 45 61.6 24(53.3) 22(48.9)
0 73] 187 131 70.1 56(42.7) 36(275)
0@ 71=A4 354 294 83.1 190(64.6) 146(49.7)
06 A48A 161 141 876 98(69.5) 83(58.9)
06 AqZ/Ar 80 68 8.0 48(70.6) 44(64.7)
@ AR 189 152 80.4 94(61.8) 82(53.9)
O® #5214 103 82 796 40(48.8) 32(39.0)
0O Ajsf A 100 81 81.0 53(65.4) 47(58.0)
00 ws/gx5 186 149 80.1 76(51.0) 55(36.9)
OO #zk e 51 39 765 24(61.5) 22(56.4)
(@ FA=EA4 40 25 625 11(44.0) 11(44.0)
OB A+ 73 3R 52.1 16(42.1) 13(34.2)
(@ Ashdet 346 312 90.2 256(82.1) 213(68.3)
[J@ 71e} 138 104 754 48(46.2) 39(375)
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<E (V-25> QP ZFLE AUHAL J|HYLHIG(ZLE S Ol FL0  (N=630, 253
) FA=AS av | 2Aend Ava | AAnEs | 240 24 @ | ZA%AA 3

qm A 9w 0 2% 0 ) LR BEAA
Tl A m | AaA | A | A Am | A4 Am | ad | o)
0O 714 102 64 58.1 47 50.8 47 51.3 39 45.3 63 62.7
L@ BAA /N 45 31 256 18 224 23 22.6 14 20.0 29 216
ROREEE 131 32 74.6 60 65.3 60 65.9 46 58.2 77 30.5
L@ 71=44 294 160 1675 142 146.5 147 1479 140 130.7 184 180.6
L® ARA4 141 32 30.3 72 70.3 32 71.0 80 62.7 95 36.6
0® A5/44 63 37 38.7 45 339 38 342 33 30.2 39 41.8
(@ AArESl 152 90 36.6 83 5.8 36 76.5 89 67.5 99 934
0® #=A4 32 42 46.7 41 409 40 41.3 46 36.4 47 504
(O A=A 81 47 46.2 37 404 45 40.8 45 36.0 50 49.8
0 w&/5H 149 76 349 67 74.3 62 75.0 47 66.2 30 915
L 7k 39 24 22.2 20 194 21 19.6 17 17.3 25 24.0
L@ FHAE (A, #8713 25 15 14.2 9 125 11 12.6 9 11.1 13 154
(3 A+ 38 17 21.7 17 189 15 19.1 11 169 29 23.3
(@ Ay (EAY 23 312 178 177.8 172 155.5 171 157.0 131 138.7 197 191.7
[ 71et 104 63 59.3 44 51.8 42 52.3 40 46.2 58 63.9

19 v & 359(56.98%) 314(49.84%) 317(50.32%) 280(44.44%) 387(61.43%)
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<H IV-26> HFE UE AMA(BBLTE = 2 (N=630, =& %)
= ] S
- $94 | e a4 9 e LEIAE | e ey A

T o[ea T [ e [ wA | A | g4 | A ik
0O 719 102 51 489 5 74.5 66 59.6 10 31.7 105
L@ B/ 45 19 21.6 31 32.9 27 26.3 0 14.0 46
® dL8+#d 131 60 62.8 92 95.7 80 76.5 26 40.8 135
0@ 71<A4 294 132 140.9 219 214.7 155 171.7 157 91.5 30.3
06 A3A 141 A 67.6 107 103.0 80 82.4 81 439 146
® A5/2A 68 40 32.6 46 49.7 45 39.7 3 21.2 7.0
L@ AAES 152 61 72.9 118 111.0 A 38.3 50 41.3 157
[® #=A4 82 41 39.3 63 59.9 42 479 36 25.0 85
BOREEX: 81 23 38.3 60 59.1 43 47.3 42 25.2 84
0 a5/38 149 82 71.4 118 108.8 97 87.0 34 46.4 154
O =zreE 39 19 187 23 285 13 22.8 24 12.1 40
U© A=A &AL 78718 2 8 12.0 20 183 19 14.6 7 7.8 2.6
0B A+ 33 17 182 23 217 20 22.2 3 11.8 39
L@ dspd=(EA8 23 312 186 149.6 226 22178 175 182.2 70 97.1 32.2
L© 71e 104 49 499 67 5.9 62 60.7 26 324 10.7

iy 302(47.94%) 460(73.02%) 368(58.41%) 196(31.11%) 65(10.3226)
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3ka] 5 ]
g S5 b e 2%, %9, 44

L A 7]l 71 A7) 719 7]
00 718 102 47 314 96 16 17.8 87
0@ A=A/ 45 24 139 42 9 79 38
0 73] 131 49 40.3 123 27 229 112
0@ 7144 294 82 905 215 33 51.3 25.0
06 A2 141 41 434 132 18 24.6 120
06 AS/AA 63 13 209 6.4 13 11.9 58
L@ AAFERI 152 44 46.8 14.2 23 265 13.0
08 #5214 82 21 25.2 77 11 143 70
0O Ajshz=A 81 33 249 76 8 14.1 6.9
0 /515 149 45 459 140 32 26.0 12.7
)@ =7ke] e 39 8 120 37 11 6.8 33
0© FHAF (A 33713 25 10 77 2.3 3 44 2.1
OB A+ 38 15 117 36 4 6.6 32
(@ AP HEAEET) 312 &2 %.1 29.2 67 545 26.6
[1® 7] 104 33 320 9.7 24 182 89

33t 194(30.79%) 110(17.46%) 52(8.52%)
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<E IV-27> FE 1129 &% £ HE 1 2T TT(BBYLTE Ol 3L0H (N=630, 545
o] mlu o] o]Ak O} % 7

N | M#SD. M=S.D. N M=S.D. N M=S.D. N M=S.D. N M=S.D.
OO 713 102 | 71 | 4.06+2.46 434+254 | 9 4564255 | 26 465208 | 15  6.00£1.93 64 423+260
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Abstract

O Title

Emotional Labor Survey for Complaint Staff

O Objectives

The Occupational Safety and Health Agency has been subject to
measures taken by the technical support supervision, unacceptable tests,
unsuccessful losses, and multiple petitions with lack of legal comprehension,
Protection measures are necessary.

O Methods

An online survey of public officials to elephants up 2018. 11.19. to 12.7
and 807 people responded.

Visited 7 branches and branch offices and conducted a state survey by

focus group interview of a total of 100 emotional job personnel.
O Results

We grasped emotional high risk group and case and presented protection

measures to make it.
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As a measure to protect the emotion that makes a lot of telephone
volume, there was conversion of the call center, introduction of ARS,
utilization of the channel.

For protection measures for high risk cases, protection of personal
information must first be introduced. Secondly, a comment "Call volume is

being sounded” is required.

We have established guidelines for the protection of employees, and

improvement of customer satisfaction is the highest priority.

O Conclusions

Preparation and introduction of emotional protection scheme are necessary

to mmprove the performance of public service.

O key words

- Emotional Labor, public service, protection scheme
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