pISSN 2287-2531
Korean Journal of Occupational Health Nursing elSSN 2466-1856

Vol. 25 No. 2, 108-117, May 2016 http://dx.doi.org/10.5807/kjohn.2016.25.2.108

EA|ZTES] S LS0| uAZo| njx|= &

The Effects of Customer Contact Service to the Mental Health among
Korean Taxi Drivers

Lee, Bokim

Department of Nursing, University of Ulsan, Ulsan, Korea

Purpose: The purpose of this study was to determine the relationship between customer contact service and men-
tal health among Korean taxi drivers. Methods: This was a secondary analysis of data collected from the 2015
Korean Working Conditions Survey. The sample included 496 taxi drivers in South Korea. The effect of customer
contact service on mental health was analyzed using logistic regression analysis. The independent variables were
general characteristics, working conditions, and hazardous factors in interactive service. Results: The prevalence
of poor mental health was 56.3%. Taxi drivers experienced emotional involvement (17.2%), hiding feeling (32.0%),
and contact with angry clients (18.3%) in their job. During the first month of their work, 33.7% experienced verbal
abuse and 12.3% threats/humiliating behaviors. In bivariate analysis, verbal abuse, threats/humiliating behaviors,
and physical violence were associated with mental health of taxi drivers. Multiple logistic regression analysis re-
vealed ‘emotional involvement’ and ‘contact with angry clients’ were significant predictors of mental health.
Conclusion: The findings of this study may be useful in developing intervention programs to improve the mental
health of taxi drivers in South Korea.
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Table 1. General Characteristics and Working Conditions of the Subjects (N=496)

Variables Characteristics Categories n (%) i
General Gender Male 479 (96.6)
characteristics Female 17 (3.4)

f th j
of the subjects Age (year) 15~29 1(02)
30~39 16 (4.0)
40~49 85 (18.1)
50~59 224 (47.2)
60~69 141 (25.9)
>70 29 (4.6)
M+SE 55.5£0.54
Education level Less than high school 122 (23.1)
High school 318 (65.6)
College or more 52 (10.0)
Refusal 4(1.3)
Working duration (year) (n=483) <5 105 (26.4)
>5~<10 106 (21.8)
>10~<15 112 (22.7)
>15~<20 52 (10.4)
>20 108 (18.7)
M+SE 12.0£0.77
Working Registration type Individual 321 (51.1)
conditions Affiliated with taxi company 175 (48.9)
Income level (10*won/month) (n=481) <100 21 (4.1)
>100~<200 245 (53.2)
>200~< 300 168 (31.9)
> 300~ < 400 37 (8.1)
>400 10 (2.6)
Working hours (n=490) >52 hours/week 266 (58.7)
<52 hours/week 224 (41.3)
M=+SE 67.515.28
Take a break when desired (n=436) Yes 356 (78.2)
No 80 (21.8)
Shift work No shift work 368 (64.3)
Daily split shifts 38 (10.4)
Permanent shifts 8(2.6)
Alternating/ rotating shifts 74 (21.0)
Others 8 (1.6)
SE=standard error; Th: unweighted, %: weighted.
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Table 2. Hazardous Factors in Interactive Service and Mental Health Status of the Subjects
Variables Categories n (%)
Hazardous factors Emotional involvement (n=436) Yes 73 (17.2)
in interactive No 363 (82.8)
service Hiding feelings (n=438) Yes 150 (32.0)
No 288 (68.0)
Contact with angry clients (n=494) Yes 95 (18.3)
No 399 (81.7)
Verbal abuse (n=468) Yes 154 (33.7)
No 314 (66.3)
Threats and humiliating behaviour (n=488) Yes 55 (12.3)
No 433 (87.7)
Physical violence (n=480) Yes 23 (6.1)
No 457 (93.9)
Mental health status Mental well-being Poor 277 (56.3)
Good 219 (43.7)
Total 496 (100.0)

T n: unweighted, %: weighted.
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Table 3. The Relationships between General Characteristics, Working Conditions, Hazardous Factors in Interactive Service and
Mental Health Status of the Subjects

Mental well-being

Characteristics

Categories

Good (n=219)

Poor (n=277)

2
n (%) n (%) *®)
Gender Male 210 (43.7) 269 (56.3) 0.94 (.674)
Female 9 (46.0) 8 (54.0)
Age (year) 15~29 1 (100.0) 0(0.0) 1,030.67 (< .001)
30~39 5(39.2) 11 (60.8)
40~49 30 (31.1) 55 (68.9)
50~59 112 (50.0) 112 (50.0)
60~69 61 (42.6) 80 (57.4)
>70 10 (37.4) 19 (62.6)
Education level < High school 54 (46.3) 68 (53.7) 1,316.63 (< .001)
High school 143 (44.3) 175 (55.7)
College or more 21 (36.5) 31 (63.5)
Refusal 1(23.2) 3 (76.8)
Working duration <5 36 (32.7) 69 (67.3) 56.72 (.004)
(n=483) >5~<10 43 (39.7) 63 (60.3)
>10~<15 60 (53.5) 52 (46.5)
>15~<20 18 (40.3) 34 (59.7)
>20 55 (54.0) 53 (46.0)
Registration type Individual 148 (47.3) 173 (52.7) 169.27 (<.001)
Affiliated with taxi company 71 (40.0) 104 (60.0)
Income level <100 7 (37.4) 14 (62.6) 629.34 (<.001)
(n=481) > 100~ < 200 92 (35.7) 153 (64.3)
> 200~ <300 84 (52.1) 84 (47.9)
> 300~ <400 25 (65.9) 12 (34.1)
>400 3 (37.8) 7(62.2)
Long working hours Yes 119 (45.0) 147 (55.0) 213.41 (<.001)
(n=490) No 99 (42.5) 125 (57.5)
Take a break when desired Yes 158 (44.6) 198 (55.4) 657.57 (<.001)
(n=436) No 32 (38.0) 48 (62.0)
Shift work No shift work 174 (49.8) 194 (50.2) 41.84 (.002)
Daily split shifts 13 (30.9) 25 (69.1)
Permanent shifts 4 (39.0) 4 (61.0)
Alternating/rotating shifts 23 (31.5) 51 (68.5)
Others 5(53.3) 3 (46.7)
Emotional involvement Yes 43 (61.7) 30 (38.3) 565.04 (<.001)
(n=436) No 148 (39.5) 215 (60.5)
Hiding feelings (n=438) Yes 63 (40.8) 87 (59.2) 99.36 (.007)
No 129 (44.6) 159 (55.4)
Contact with angry clients Yes 51 (55.2) 44 (44.8) 1.03 (.730)
(n=494) No 167 (41.2) 232 (58.8)
Verbal abuse (n=468) Yes 60 (34.7) 94 (65.3) 119.24 (<.001)
No 146 (48.2) 168 (51.8)
Threats and humiliating Yes 23 (36.4) 32 (63.6) 106.44 (<.001)
behaviour (n=488) No 192 (44.7) 241 (55.3)
Physical violence Yes 7(24.4) 16 (75.6) 31.34 (<.001)
(n=480) No 208 (45.6) 249 (54.4)

T n: unweighted, %: weighted.
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Table 4. Results from a Multiple Logistic Regression Analysis

Jhr
02

(N=392)

Mental well-being

Variables AOR (95% C) ,

Emotional involvement Yes vs. no 0.36 (0.19~0.67) .002
Hiding feelings Yes vs. no 1.25 (0.74~2.12) 399
Contact with angry clients Yes vs. no 0.44 (0.27~0.72) .001
Verbal abuse Yes vs. no 1.75 (0.98~3.12) .059
Threats and humiliating behaviour Yes vs. no 1.46 (0.66~3.24) 344
Physical violence Yes vs. no 1.05 (0.36~3.04) 934

AOR=adjusted odds ratio; CI=confidential interval; With adjustment for general characteristic and working condition factors (gender, age,
education level, working duration, registration type, income level, long working hours, take a break when desired and shift work).
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