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Abstract In order to prepare basic data for research on the protection of emotional workers in
Pyeongtaek with the support of Pyeongtaek City, this study conducted a survey centered on 104
counselors classified as emotional laborers. Based on the results of the survey centered on 104
emotional workers, basic research data on the difficulties of emotional workers can be prepared, and
protection methods for emotional workers who are currently interested in each local government can
be found. As a result of selecting a sample centering on counselors in Pyeongtaek City for a survey on
the actual condition of emotional workers, and conducting a survey based on the selected samples, it
was found that emotional workers did not find their rights to human rights and were not protected
even in the workplace. Currently, a bill to protect emotional workers is being announced, but it is not
protected, so it is confirmed that system improvement is necessary. This study focused on 104 items
that were significant through pre-processing among the recovered questionnaires. It was analyzed
using SPSS, R, and it was confirmed that there is a need for a regulation that can provide an
institutional device in Pyeongtaek City. In this study, it is judged that it is necessary to prepare a
protective device for emotional workers by selecting more samples corresponding to the occupational
group of emotional workers.
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Table 1. Reliability Analysis

Quesion Coeidont
Emotion management and regulation(b) 0.706
Monitoring and management system(4) 0.738
forced customer service(4) 0.880
emotional impairment(6) 0.908
violent experience(5) 0.764
violence management(5) 0.915
Organizational protection system(7) 0.913
system improvement(7) 0.909
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Table 2. Average comparison

. . Standard

Emotion management and regulation mean o
Deviation

Consciously try not to express negative 88.0 139

emotions to citizens/ customers.

When dealing with citizens/customers, we
have no choice but to express our emotions as 834 18.6
the company demands.

| hide my honest feelings in the process of

dealing with customers at work. 885 139

Performing daily tasks requires emotional 873 16.0
effort or control.

The emotions | feel when dealing with
citizens/customers are different from the 83.9 16.3
emotions | actually express.
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Table 3. Monitoring and management system

Monitoring and management system mean Stand?rd
Deviation
They are monitored by the workplace to see if
™ 50.1 24.9
they respond well to citizens/customers.
Citizen/customer evaluation affects work 615 236

performance evaluation and personnel evaluation

When there is a problem with
citizens/customers, | am treated unfairly at 53.4 22.9
work, even though it is not my fault.

We are managing the unfair behavior of our
customers at the workplace level.
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Table 4. Experience of violence

) ) ) Standard
Questions about experiences of violence mean -
Deviation
| have experienced physical violence against
27.2 7.1
customers
| hav<_a experlenceq insulting accusations, 572 216
shouting, or swearing at customers
| have experienced unwanted sexual contact or
. 325 15.9
harassment with a customers
| have experienced threats and harassment
4.1 18.4
from customers
| have experienced discrimination based on
. 47.6 24.0
position, gender, or age by a customers
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Table 5. Crosstabs Analysis

) ) Chi Significant
Question Variable -square Probability
sex 0067 0.967
age 5.086 0.533
Emotion -
management education 10.824 0.094
and regulation | job 6.844 0.144
employment 5.451 0.244
type
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Table 6. Average Analysis by Employment Type

Employment Type | Full-time 'Zgﬂggte noc\;igé:\ar
Forced customer | )74 a9 272.36 313.67
service
_emotional 395.96 397.67 437.96
impairment
experience of 175.80 185.52 229.62
violence
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Table 7. Average analysis by Education

Education high school| college |university g;?:?“lfc‘)tle
emotional impairment | 458.3 420.2 4175 396.5
experience of violence| 258.3 220.0 207.1 185.9
violence management| 316.7 255.0 242.2 2421

group protection | 450 | 3962 | 3650 | 3550
scheme
system improvement 396.7 3375 333.8 325.0
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