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Effects of Customer Violence Experiences, Protection Systems, and
Monitoring Systems on the Subjective Health Status of Workers:
Focusing on Salespersons and Electronic Machine Repairers
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Purpose: The purpose of this study was to examine the effects of customer violence experiences, protection
systems, and monitoring systems on the subjective health status of salespersons and electronic machine
repairers. Methods: A total of 934 persons were sampled nationwide, including 582 salespersons and 352
electronic machine repairers, from March 2~30, 2020 and asked to fill out a self-reported questionnaire. Results:
The findings show that electronic machine repairers were more exposed to customer violence and had a weaker
protection system than salespersons. They also experienced severe control from management through a
monitoring system. The regression analysis revealed that verbal violence had a negative impact on the subjective
health status of electronic machine repairers (p=.021). A worker protection system had significant effects on the
improved subjective health status of salespersons (p=.009). Depression and fatigue had negative impacts on the
subjective health status of both salespersons (depression: p<.001, fatigue: p<.001) and electronic machine
repairers (depression: p<.001, fatigue: p=.002). Conclusion: These findings put a greater emphasis on the need
for worker protection systems to prevent workplace violence and a health promotion program to manage
depression and fatigue in workplaces.
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Table 1. General Characteristics of the Subjects
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Salesperson Electronic machine
Characteristics Categories (n=587) repairer (n=352) X »)
n (%) or M£SD n (%) or M£SD
Sex Male 32 (5.5) 346 (98.3) 788.68
Female 555 (94.5) 6 (1.7) (<.001)
Age (year) <30 209 (35.6) 7 (2.0) 183.76
30~39 236 (40.2) 134 (38.1) (<.001)
40~49 117 (19.9) 167 (47.4)
>50 25 (4.3) 44 (12.5)
33.78+8.02 41.50£6.22
Position Staff 529 (90.1) 337 (95.7) 9.69
Manager 58 (9.9) 15 (4.3) (.001)
Educational level <High school 219 (37.3) 177 (50.3) 15.19
University graduate 368 (62.7) 175 (49.7) (<.001)
Employment status Regular 547 (93.2) 304 (86.4) 12.06
Non-regular 40 (6.8) 48 (13.6) (<.001)
Working experience <1 21 (3.6) 4(1.1) 21.76
(year) 1~4 166 (28.3) 8 (27.8) (.001)
550 158 (26.9) 8(22.2)
10~14 118 (20.1) 5 (18.6)
15~19 75 (12.8) 0 (19.9)
>20 49 (8.3) 27 (7.7)
8.58+77.27 10.14£77.95
Income level <200 1(0.2) 6 (1.7) 73.77
(10,000 won/month) 200~299 5(0.9) 157 (44.6) (<.001)
300~399 255 (44.6) 56 (44.3)
>400 311 (54.4) 33 (9.4)
258.39+64.56 294.31£61.89
Working hours <40 129 (22.0) 45 (12.8) 75.11
(hours/week) 40 182 (31.1) 54 (15.3) (<.001)
41~52 260 (44.4) 210 (59.7)
>53 15 (2.6) 43 (12.2)
37.39£15.23 43.831£14.53
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Table 2. Comparison of Workplace Violence, Worker Protection System, Worker Monitoring System and Health Status between
Salesperson and Electronic Machine Repairer

Salesperson Electronic machine
Variables Categories (n=587) repairer (n=352) X (p)
n (%) or M£SD n (%) or M£SD
Workplace Physical violence Yes 38 (6.5) 98 (27.8) 81.11
violence No 549 (93.5) 254 (72.2) (<.001)
Verbal violence Yes 363 (61.8) 318 (90.3) 89.70
No 224 (38.2) 34 (9.7) (<.001)
Sexual harassment Yes 127 (21.6) 73 (20.7) 0.11
No 460 (78.4) 279 (79.3) (:406)
Threat or intimidation Yes 172 (29.3) 254 (72.2) 163.07
No 415 (70.7) 98 (27.8) (<.001)
Worker Extra pay for the Yes 452 (77.0) 4(1.1) 507.02
protection emotional labor No 135 (23.0) 248 (98.9) (<.001)
system Extra day-off for the Yes 370 (63.0) 5 (1.4) 348.23
emotional labor No 217 (37.0) 347 (98.6) (<.001)
Right to suspend the work Yes 205 (34.9) 16 (4.5) 112.84
No 382 (65.1) 336 (95.5) (<.001)
worker participation system Yes 44 (24.5) 17 (4.8) 60.13
No 443 (75.5) 335 (95.2) (<.001)
Prohibition of Yes 81 (13.8) 9(2.6) 32.09
disadvantages for workers No 506 (86.2) 343 (97.4) (<.001)
Worker Secret inspection system Yes 116 (19.8) 56 (15.9) 2.18
monitoring No 471 (80.2) 296 (84.1) (.081)
system Complaint bulletin board Yes 208 (35.4) 123 (34.9) 0.02
No 379 (64.6) 229 (65.1) (:468)
CCtv Yes 146 (24.9) 53 (15.1) 12.69
No 441 (75.1) 299 (84.9) (<.001)
Record Yes 79 (13.5) 96 (27.3) 27.69
No 508 (86.5) 256 (72.7) (<.001)
Administrator check Yes 135 (23.0) 101 (28.7) 3.79
No 452 (77.0) 251 (71.3) (.031)
Monitoring using computer Yes 41 (7.0) 80 (22.7) 48.58
No 546 (93.0) 272 (77.3) (<.001)
Health Presenteeism Yes 478 (81.4) 329 (93.5) 26.38
status No 109 (18.6) 23 (6.5) (<.001)
Depression <10 31 (5.3) 18 (5.1) 0.22
10~19 391 (66.6) 230 (65.3) (.894)
>20 165 (28.1) 104 (29.5)
16.9915.38 17.62£5.99
Fatigue No 62 (10.6) 28 (8.0) 1.73
Yes 525 (89.4) 324 (92.0) (.114)
4.50£0.70 4.63+0.63
Subjective health status Poor 174 (29.6) 111 (31.5) 1.47
Medium 320 (54.5) 178 (50.6) (:481)
Good 93 (15.9) 63 (17.9)
2.83£0.78 2.85+0.84
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Table 3. Subjective Health Status according to the General Characteristics of the Subjects

Salesperson (n=587)

Electronic machine repairer (n=352)

Characteristics Categories
M=£SD torF r M=£SD torF p
Sex Male 3.0£0.82 1.01 319 2.810.84 -0.43 .683
Female 2.9+0.78 3.0+0.89
Age (year) <30 2.8+0.84 740  <.001 2.9+1.21 2.08 102
30~39 2.8%0.76 2.7+0.83
40~49 2.940.63 2.940.80
>50 3.510.71 3.0+0.92
Position Staff 2.810.78 -1.32 191 2.8+0.85 -0.42 676
Manager 3.0£0.73 2.910.79
Educational level <High school 2.9+0.80 2.19 .029 2.8£0.83 -0.29 .769
University graduate 2.8+0.76 2.910.86
Employment status Regular 2.8%0.77 -3.15 .002 2.910.84 1.50 138
Non-regular 3.2+0.79 2.7+0.88
Working experience <1 3.310.64 2.67 .021 2.5+1.29 0.85 512
(year) 1~4 2.9+0.85 2.8%0.90
5~9 2.7+0.73 2.8+0.83
10~14 2.8+0.79 3.0£0.84
15~19 2.84+0.74 2.8%0.83
>20 3.0£0.72 3.0+0.96
Income level <200 2.9+0.83 147 222 2.610.54 0.55 .648
(10,000 won/month) 200~299 2.8+0.80 2.8+£0.91
300~399 2.9+0.72 2.9+0.78
>400 3.0+0.72 3.0+0.88
Working hours <40 2.9%0.75 3.43 017 2.84+1.02 2.29 .078
(hours/week) 40 3.0£0.78 3.0+0.91
41~52 2.7£0.78 2.9%0.77
=53 2.9+0.83 2.6+0.88
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o, £.2(3=-0.06,p <.001)Z 7] £ (3=-0.22, p=.002)7} 2
2 A7 ol L vl A R o2 Vet 2 AelA g
S| YA AL (o5t oM (F=15.18, p<.001), A SHTZE
S}l 37H4) W47t AR B4l o) RS 285% st
A 02 ehgtthTable 5).

A fon o g

= 9

2 AT = A AT HAAE Y 1A LY F A 2
A=, BUE A E, 7ol ZEAY] A A7 H
ol X FFE L, B8] flste] AAIH ST} Huf
I ARAES DY) 1A ZE AP AR Y B3 D

A% n B UL W AT AZE HR 2 Y A
2BV B el o2 eh WA
o), A1), A 5 14, el 99 o
A, A ke 2 A 2
oIt AR Z H W Rstol HAHES Sela]E o
t}(Korea Occupational Safety & Health Agency, 2016). A
A ErE Y Agre STIHTEFAMRE, 1857t
wake o eak e A7) Hele] FAt By
ahol ukE B 5 A% sEjo] wx) Fot Aze 1B
3 Ao A3 Q= Ao 2 Bekw

VA IS R A2 Uk B
A% ol A3 2R o) e 2 =
e HAFAAE oz B el
P AL Aol A7 254, A5
4 AL AT 24 ke Aajel AT

o X >1L
o do

>
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Table 4. Subjective Health Status according to the Workplace Violence, Protection System, Monitoring System, and Health

Status of the Subjects

. Salesperson (n=587) Electronic machine repairer (n=352)
Variables
M=£SD torF P M=£SD torF 4
Physical violence Yes 2.7+0.93 -0.98 333 2.7+0.92 -2.21 .028
No 2.8+0.77 2.91+0.80
Verbal violence Yes 2.8+0.80 -2.39 017 2.840.84 -4.44 <.001
No 2.9+0.74 3.4%0.61
Sexual harassment Yes 2.7+0.83 -2.30 022 2.610.94 -291 .004
No 2.9+0.76 2.910.81
Threat or intimidation Yes 2.81+0.84 -1.23 219 2.8+0.87 -2.45 .015
No 2.9+0.75 3.0+0.74
Extra pay for the emotional labor Yes 2.81+0.76 -1.24 216 2.8+1.25 -0.15 .890
No 2.9+0.84 2.8+0.84
Extra day-off for the emotional labor Yes 2.810.79 -0.19 .851 3.0+£1.22 0.29 .787
No 2.8+0.77 2.8+0.84
Right to suspend the work Yes 2.910.73 1.89 060 2.8+0.85 0.45 .660
No 2.8+0.80 2.9+0.84
Worker participation system Yes 2.9£0.81 2.09 037 3.1£0.92 1.25 .288
No 2.8+0.77 2.8+0.84
Prohibition of disadvantages Yes 3.2+0.86 4.03 <.001 2.9£0.92 0.15 .886
for workers No 2.810.75 2.810.84
Secret inspection system Yes 2.81+0.73 -0.95 345 2.610.78 -2.82 .005
No 2.8+0.79 2.9+0.85
Complaint bulletin board Yes 2.8+0.77 -0.02 987 2.8+0.88 -1.13 .258
No 2.8+0.78 2.9£0.82
CCTV Yes 2.9+0.87 1.06 290 3.0£0.67 1.32 192
No 2.8+0.75 2.840.87
Record Yes 2.940.84 0.25 .804 2.7+0.90 -1.63 .105
No 2.8+0.77 2.9+0.82
Administrator check Yes 2.9%0.78 0.81 421 2.8+0.87 -1.26 211
No 2.8+0.78 2.9£0.83
Monitoring using computer Yes 3.0+£0.99 0.84 404 2.9+0.84 0.83 410
No 2.8+0.76 2.810.84
Presenteeism Yes 2.7+0.75 -6.88 <.001 2.8+0.83 -5.20 <.001
No 3.3+0.74 3.6+0.72
Depression <10 3.4+048 56.29 <.001 3.840.80 43.95 <.001
10~19 3.0£0.70 3.0+£0.73
>20 2.310.79 2.310.81
Fatigue No 3.40+0.61 6.328 <.001 3.61+0.62 5.142 <.001
Yes 2.76+0.77 2.78+0.83
(Cho, 2005). E3t &40l LA TR ARSZol % QA W - 92 ARAkE, 218, 0|29l w0 fol3t G
A0 2 U], ol 2ol M AT AT £dA A= AR YEOH, S EARE IR &
Pﬁ—?‘%}—OMH”"ﬂ JFE FAE Aot ddET Kim  gAollA e wSEdt Adute] SdXE e Hdo]
(2017)9) BTN E AFHAAY) A ol BANEF WS Hlgo] w1, JF4EH AAVREA de Ao
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Table 5. Factors Affecting Subjective Health Status of the Subjects

T t

T Salesperson Electronic machine repairer
B t p B t p

(Constant) 4.59 10.87 <.001 5.08 9.35 <.001
Physical violence 0.01 0.06 .955 0.02 0.19 .850
Verbal violence 0.03 0.40 .691 -0.36 -2.31 021
Sexual harassment -0.05 -0.71 479 -0.01 -0.10 .924
Threat or intimidation 0.03 0.38 .701 0.18 1.73 .084
Worker participation system -0.01 -0.14 .891 -

Prohibition of disadvantages for workers 0.22 2.61 .009 -

Secret inspection system - -0.16 -1.48 140
Presenteeism 0.17 3.16 .002 -0.01 -0.09 932
Depression -0.05 -8.13 <.001 -0.06 -7.66 <.001
Fatigue -0.28 -6.35 <.001 -0.22 -3.06 .002

Adj. R’=.32, F=17.52, p<.001

Adj. R’=.29, F=15.18, p<.001

TAdjustecl for sex, age, education level, employment status, working experience, and working hours; *Adjusted for sex.

UFEHgTH(Kim, 2013). 2] Q1 - Aol It +
£ 2EAS YAOE AT E HTFH) A AR 2
B a7l AR RO Sk SHRE, B A, W
AE 59 Uik ARAEE B4 e 02 e S5
o 2EApe) A YR Rekho] 2uy Aol G
)%= A 0 2 HolthHan et al.,, 2008). AR E22] 0] 7
- dubA] B/ of| wha} 2] A7 E ol o't Zpol7t gl
Lo o] A 713 dAJ0] 983% 2 HEH o] glon A
AA7t o] o BIA|E7t FoFsto] o= L=At
o) A7aEdl FFE F= 8o = AR Hh

2 A7A dolF £, 43, fFelu Fut g2 A
S AU 22 A A & Z2A vl A7
o] St} ey ohi g B4 ol A= AR EE ol
1o} Z o] o2 A gH O F44 FF= vA=
2 Uehylth 71E dtol m2H, A7k E s AR A%
oL} A3l 59 AP AEH A, £&, FHA, %S
7FA1Z 4= lth(Hanson et al., 2015). =31, A U] H 85
of 3t 417} =22 wEp 243 ATl s, 43FY FE
2 ARNERE, 2HEQE, AAF - FAH A7 e £44
AIE 7201 B 5 tH(Willness, Steel, & Lee, 2007).
I ol 23t A& u A7 A 3 7+ IA = Aol wet
oI} 9lcke 77} ek 16139 9] 2RAE Ao 5
24 2A G AN, A% DETS AR BARER

il

o
o

o

HN
=R

PO
o

o

Wi
¢

R

9] 79 5| Foll e ST EtS AT AH =T 4.28) ot
A AR 4 F2A A= Foldt At =EEhA] Zekitt
(Einarsen & Nielsen, 2015). 2|A-Z3 2 7|3 o2 i} o}
Ut 714 ez A% #34 32 nAAN A4L=2
Ao A A= T FFol A& HA Fdrh=Aolch wepA 2
TolA= A S SAT F A o Aol gt 3
T AT EIT O A, g AEE Y] ol
A7l o3t G2 AR = A o2 Uyt o= %8
of thafl th-&-& 4= Urh= File 2 HEE 4= ¢lok Hanson
5(2015)9] Aol w=r, Fof-g-of gt A4S 239
gt Aoj £ o] Y, AEH 20 et AL o] Pk oF
A 4= Qie &2 At w7 AR EE el
H8l| JFSAH, B2 Aea A2t F2 HoA| =9 dE s
W= Hl&o] #a1, o| 2 Ql&f Zt-gof theh AFAlzo] oA
Z T} A7 ol it BAZE R-OoHA oA S 7S

el glet.

o=

S, £ AT chA BAol 4 DA 25 S doyl 2=
Aol gt Be)at A5 FAHE AT 2L BEA ST} B
o o] A ARAE ol o] ol A v A=A
o2 ehgtt. ZRAolA L EA U 2 U3 o3t
AL 2RA A4S AT DY £ SOl F

23 A2k & 3lto]ch(Galletta, Portoghese, Fabbri, llaria, &
Campagna, 2016). 7] & @-oll A= G ol g o =24
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oA AYEAVE F= A9 M2 E 72Ad Yok BT
3t} (Portoghese, Galletta, Coppola, Finco, & Campagna,
2014). 22 2 AT 5 AAABS L) A9 2R
WA} 2T A7 O] $oI7 4L v A e A
O 2 UEPgT 9HA A3t Hieh o] A EE e A5
AFSAY, ET A9aA 22 ReA = e e
H|&o] 5% ke 2 mf-9- A 7] wiitofl, =22 A7 de ol
T HIA =0 ol gt G o] EEEA XS ATk &
AAAEFTEEE LR She HoA| =0k A% Z_P-"J #
A& A7 dolls, AAAIFT LY W2 H3A = F
& melstol e o] HEG Sushe Ao] Aasic

£ A7, 923} W2t Do, AR 42 5 2o
A B 8 7o) 24 Qakele nlxs Aoe 3l
Bgie. ol 7|Ee1 7ot QXIsHe A, A 54 Q

S 710 B0 B9 S8 FA0| AS S 7 BRAE L
k] = Z S YElY Qitk(Bentsen, Henriksen, Wentzel-
Larsen, Hanestad, & Wahl, 2008; Choi & Kim, 2018; Kim &
Kim, 2017). T3t A A 7 £33 122 3| v 29} A7FAFo] 9]
ATAL ITETE o‘li‘r(Gates etal,2018). EAF =11
BT ZRAe] 993} 727} A pE A7 o] 2 o
2 )2 AS Belgro 2a 7]E 2]4]2] 2] 7| ofah
.

vhxlehoz 2 o) AleE T thedt Ak 1 AP
WATAAE Tho R Sz T2Aje] ZHAY, HEAE,
HUE AR, T8 A7 AR ASBAE Felst
7] ofRict. wak F 7 A4S shetaly] S8 A7be T A
Bu S 0] 45190 7] o AZALEE T To A=A
R 7R A 4= glot. v e 2 & A7t dA= 4
oFEA ez AR ol dF2HE 2] B
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Aol = skl & A= Sl A A7t °l—‘T'——°1
A A g2 B A ETE Y LR o]59 &
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