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Abstract

O Title

Preparation of Health Guides for Workers Responding to Customers’
Request

O Objectives

Since October 18, 2019, the Occupational Safety and Health Act has
been in place in order to oblige employers to protect their employees from
consumers verbal abuse and health problems. After the implementation of
the law, its enforcement decrees and regulations have been prepared.
Against this backdrop, it 1S necessary that the current Handbook for
Emotional Laborers should be updated in such a way that reflects the

orders and rules.
O Methods
The author investigated research reports and papers, both of which are
released by public organizations, and relevant laws. The researcher also
shed light on the Guide of KOSHA that is available on the its web site and

other documents.

After Korean lawmakers passed the bill of the Occupational Safety and
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Health Act into law, the researcher conducted rounds of focus group
interviews with 5 to 7 health managers in the service industry about
difficulties of emotional labor management, ways of their improvement, and
items that should be factored into manuals; diverse health and emotional

labor managers by trade; golf caddies.

The investigator also hosted different meetings with experts from the
fields where guidelines and updates need to be drafted, and/or revised, after
the passage of the bill; organizations of emotional labor network; Korean
health and Medical worker’s Union; Korean Mart Labor Union.

O Results

Largely based on the revisions of the Occupational Safety and Health
Act (2018), the author came up with details of 3 preventive and 4 curative

measures for the health guide.

Regarding training materials for preventing employees health problems,
the manual and the guidelines include ways of identifying the situations
they are faced with, reducing consumers aggressive behavior and anger,

applying for their medical and psychological treatment, among others.

The manual bears a total of 12 chapters for different business: nurses,
bus drivers, apartment security staff, mart cashiers, nursery teachers, social
workers, insurance planners, aircrew, call-center workers, tele-marketer,
hotel staff, and golf caddies.
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O Conclusions

This research suggests guidelines for the basic, preventive, and curative
measures in hopes of protecting employees’ health. It also provides the
manual that puts its base on practical cases in relation to complying with
the occupational and health act for preventative and curative health actions

of those working at the customer service sector.

O key words

- Emotional Labor, Workers responding to customers request, guideline,

manual.
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