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WORKPLACE

corceeaeeeeconeeceee HEALTH

1 ASSESSMENT - 7MUDEL

INDIVIDUAL
(e.g. demographics, health risks, use of services)

ORGANIZATIONAL
(e.g. current practices, work environment,
infrastructure)

COMMUNITY
(e transportation, food and retail,
parks and recreation)

4 | EVALUATION

WORKER PRODUCTIVITY

(e.g. absenteeism, presenteeism)

HEALTHCARE COSTS

(e.g. quality of care, performance standards)

IMPROVED HEALTH OUTCOMES
(e reduced disease and disability)

ORGANIZATIONAL CHANGE, “CULTURE OF HEALTH”
(e.g. morale, recruitment/retention, alignment of
health and business objectives)

: .
Coy R
e, TEXTUAL FACTO &

Siz, a
, company sector, ¥

[ II-2] CDC] A%

A B21%(OSHA) 9]
LG}

P QHH WA,

" PLANNING & N

At AR, 3}
(Occupational Safety and Health Administration,
A5(a)(1)el] “ArF=F

Holg ZABAY Zehe Tps ol

LEADERSHIP SUPPORT

(e.g. role models and champions)

MANAGEMENT

(e workplace health coordinator, committee) |

WORKPLACE HEALTH IMPROVEMENT PLAN
(e.g- goals and strategies)

DEDIGATED RESOURCES
(e.g. costs, partners/vendors, staffing)

‘ COMMUNICATIONS

(e.g- marketing, messages, systems)

3 IMPLEMENTATION

PROGRAMS

(e education and counseling)

POLICIES

(e.g. organizational rules)

BENEFITS

(e insurance, incentives)
ENVIRONMENTAL SUPPORT

(eg- access points, opportunities,

physical/social)

¥ =2 https://www.cde.gov/workplacehealthpromotion/pdf/WorkplaceHealth—model —update.pdf
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Abstract W

Abstract

Preparation of a Health Protection
Manual for Customer Service Workers

(Visiting Service Occupations) (2)

Objectives: The purpose of the study is to prepare a health protection
manual for four occupations among customer service workers (visiting
service occupations): housekeeping manager, special Needs caregiving
service workers, supplementary educational programs instructors, and

medical benefit manager.

Method: This study was conducted from August to November 2023,
and was conducted after receiving ‘exemption from review after IRB
review through the institutional bioethics committee
(1041455-202308—HR—-015-01). The research method is as follows.
First, we investigated and analyzed the job definitions, related laws and

management agencies, work characteristics, and major social issues of

housekeeping managers, special needs caregiving service workers,
supplementary educational programs instructors, and medical benefit
manager. Second, focus group interviews (FGI) were conducted with
workers in four occupations through questionnaires for each occupation
derived through a survey of the characteristics and problems of each

occupation. Third, a manual was prepared for each occupation to
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protect the health of customer service workers (visiting service
occupations) when problems arise due to customer service work. The
manual received first expert advice, was revised, and then received

second expert advice, and then the final manual was completed.

Results: As a result of this study, a manual was developed to protect
worker health for four occupations in the home service occupation
among customer service workers: housekeeping manager, special
Needs caregiving service workers, supplementary educational programs
instructors, and medical benefit manager. The manual included
suggestions for management from an organizational perspective by
home—visit service business owners, specific preventive measures
reflecting the work characteristics of each job, and specific response
methods when problems arise due to customer service work. In the
case of the manual, it reflects the characteristics of each occupation
and focuses on problems revealed in the process of responding to
customers through in—depth interviews with workers. It was composed.
In particular, individual organizations were able to apply it to protect
workers' health through consultation with worker representatives and

managers in charge of emotional labor.

Conclusion: In conclusion, it can be applied to workers at each
workplace through examples of industry—specific manuals for visiting
service occupations that reflect customer service agent protection
regulations. In addition, through the development of educational
materials related to the prevention of health disorders, measures to
protect workers in the workplace become easier and can be used to

protect the health of workers.



Abstract W

Key words: Customer service workers, Visiting service occupation,

Health protection Manual
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