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Abstract

1. Title

Preparing a health protection manual for customer service workers

(visiting service jobs)
2. Objectives

From October 18, 2018, the Occupational Safety and Health Act was
implemented to prevent health problems of client response workers from

verbal abuse by customers.

In the case of visiting services, emotional labor and violent incidents,
including continuous sexual harassment, are occurring, and manual
development including customized management measures for visiting service

workers 1S necessary in accordance with the sub-Act on the Protection of

Customer Service Workers (Enforcement Decree, Enforcement Rules).
3. Results

O Preparation of a manual that includes specific measures to deal with

problems caused by visiting service customer reception.

- 9 types of care providers have been developed.
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O Proposal of management plan in the organizational aspect of visiting

service owners

- The focus group interviews (FGI) of nine different types of visiting
services were conducted to include specific details on the provision of
support for complaints, accusations or damages during follow-up measures,
such as posting phrases, voice guidance, preparation of customer response
manuals, education related to prevention of health problems, and provision of

support for claims for damages during follow—up measures.

O Specific preventive measures that reflect the characteristics of each job

type
- Depending on the characteristics of the visiting service, the
contents of the text and voice guidance were checked and the matters to be
checked before the visit were included.
O Specific method of coping with problems caused by customer service
- Quick recognition methods for situations that reflect the

characteristics of visiting services, aggressive behavior and reducing anger,

and quick contact methods were reflected.
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4. Conclusions
O Application of customer service work site

- Specific cases should be applied to prevent health protection of
customer service workers and follow—up measures to ensure effective and
effective field application through the manual.

* key words

- Emotional Labor, Workers responding to customers request, manual.
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