HEE WS35 =2X| 2020 & 23 H A 3 5
https://doi.org/10.32431/kace.2020.23.3.009

HILHH oMo Sd=4S St HoEE 7 HM

Exploring Types of Verbal Violence Through Speech Analysis on
Non-facing Channels
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ABSTRACT

This study investigates the rising issue of verbal violence at non-facing channels. Focus Group Interview(FGI) was con-
ducted to examine verbal violence occurred during emotional labors in real-life cases. In addition, the distribution of verbal
violence in the conversation was confirmed through a new big data technology called Speech Analysis(SA). The result find-
ings highlighted the two perspectives as below. First, verbal violence occurred through calls, is classified into personal insult,
swearing/verbal abuse, unreasonable demand, (sexual) harassment and intimidation/threat. Second, Speech Analysis result
exhibited the most frequently appeared verbal violence were personal insult and swearing/verbal abuse. Informal language
use and speaking in disrespectable manner was the highest rate in personal insult category. Moreover general cursing was
the highest rate in swearing/verbal abuse category. In particular, the rate of using curse language was the highest in overall
cases of verbal violence. This study summarizes the types of verbal violence that occur in non-facing channels and suggests
a need for further investigation on how verbal stress affects working environment for emotional labor.

Keywords: Verbal Violence, Focus Group Interview(FGI), Speech Analysis(SA), Speaking Analysis, Types of Verbal Violence
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