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Abstract

Today’s customer service providers, who have the greatest impact on customer satisfaction, are experiencing
severe stress and job burnout due to various causes. Unlike general companies, the corporation has a
relatively high level of dissatisfaction with customer service since there is a large conflict between the
provision of kindness and the reasonable handling of civil complaints according to laws and regulations. In
order to analyze the environment of the NPS customer service providers, 5.583 branch employees
working at the National Pension Service and 407 call center employees were surveyed online using the
questionnaire function of the Enterprise resource planning system. The contents of the survey consisted of
a survey on customer—facing employees, the level of awareness of customer—facing workers protection
measures, and opinions on improvement and supplementation related to customer—facing workers protection
measures. As a result of the survey, 72.8% of the total respondents experienced grievance complaints, and
the proportion of call center employees was even higher at 89.0%. In addition, both the branch and the call
center had the largest share of complaints about obstruction of business, unreasonable demands, abusive
language, and verbal abuse. More than 40% of call center employees in their 20s and 30s experienced the
highest frequency of complaints 13 or more times a year. The most difficult thing in the process of responding
to complaints was that both branch offices and call centers had insufficient psychological recovery time,
lack of space, and lack of help from colleagues and superiors. Based on the survey analysis, it is suggested
to establish a countermeasure through case analysis rather than the right to suspend work for civil
complaints that cannot be handled, such as customized manuals and action strategies for the age group with
high grievance complaints.

Keywords : Customer service, Customer service worker, Customer service analysis, Customer service survey,
Job stress
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<Table 1> Status of customer center consultants of the Corporation (Unit: persons)

Total Headquarters Seoul Busan Dae—gu Kwangju Daejeon Gyeongin
1,522 152 420 220 110 120 110 390
Partners Partners Partners Partners Partners Partners Partners Partners
(12Co.s) (1Co.s) (3Co.s) (2Co.9) (1Co.s) (1Co.s) (1Co.s) (3Co.s)

<Table 2> The number of telephone consultations with the Corporation (Unit: 1,000 cases, cases)

Division year 2014 year 2015 year 2016
Number of calls 29,772 34,036 37,509
Number of cases per counselor 104 116 123
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<Table 3> Composition of the survey

Survey content No. of gs Standard
Investigation of customer service staff 5 nominal scale
Awareness level of protection measures for 5 Likert 10—point scale
customer—facing workers (1: I don” t know at all~10: I know very well)
Improvements and supplementary opinions on .
customer—facing worker protection measures 2 nominal scale
demographic characteristics 6 nominal scale
Total number of questions 18 -

<Table 4> Rate of grievance complaint experience (unit: persons, %)

Divisi Total 20~30 years old 40 years old over 50 years old
ivision
respondent ratio respondent ratio respondent ratio respondent ratio
Total 1,609 100.0 760 100.0 455 100.0 394 100.0
Yes 1,171 72.8 559 73.6 336 723.8 276 70.0
No 438 27.2 201 26.4 119 26.2 118 30.0
Subtotal 1,390 100.0 705 100.0 323 100.0 362 100.0
Yes 976 70.2 512 72.6 218 67.5 246 67.9
Branch
No 414 29.8 193 27.4 105 32.5 116 32.1
Subtotal 219 100.0 55 100.0 132 100.0 32 100.0
Yes 195 89.0 47 85.4 118 89.3 30 93.7
Call center
No 24 11.0 8 14.6 14 10.7 2 6.3
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<Table 5> Types of grievance and problem behavior (unit: persons, %)

Diviss Total 20~30 years old 40 years old over 50 years old
vision
i respondent ratio respondent ratio respondent ratio respondent ratio
Subtotal 976 100.0 505 100.0 219 100.0 252 100.0
obstruction of 460 47.1 233 46.1 104 475 123 48.8
business
profanity and 429 44.0 235 465 94 42.9 100 39.6
Branch | abusive language
Etc” 52 5.3 24 4.8 14 6.4 14 5.6
intimidation threat 33 3.4 11 2.2 7 3.2 15 6.0
sexual harassment 2 0.2 2 0.4 - - - -
Subtotal 195 100.0 48 100.0 118 100.0 29 100.0
obstruction of 113 58.0 29 60.3 66 55.9 18 62.0
business
cal | oy ;nge 62 31.8 15 31.3 38 32.2 9 310
center Etc 14 7.2 4.2 11 9.3 1 35
intimidation threat 6 3.0 4.2 3 2.6 1 3.5
sexual harassment - - - - - - - -

* Personal attacks, repeated counseling, half—talking, etc.

<Table 6> Frequency of grievance complaints (Unit: persons, %)
Diviei Total 20~30 years old 40 years old over 50 years old
Hision respondent ratio respondent ratio respondent ratio respondent ratio
Subtotal 976 100.0 505 100.0 219 100.0 252 100.0
Less than twice |5 25.1 91 18.0 63 28.8 91 36.1
a year
Branch 3—6 times a year 458 46.9 231 45.8 107 48.9 120 47.6
I
M 1712 times a year | 155 15.9 99 19.6 2% 11.8 30 11.9
More than 13 118 12.1 84 16.6 23 105 1 44
times a year
Subtotal 195 100.0 48 100.0 118 100.0 29 100.0
Less than twice | 118 6 125 15 12.7 2 6.9
a year
Call |3—6 times a year 74 37.9 11 22.9 51 43.2 12 414
center |7-12 times a year 43 22.1 10 20.8 25 21.2 8 27.6
More than 13 55 28.2 21 43.8 o7 22.9 7 24.1
times a year
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<Table 7> The most difficult point in responding to complaints (unit: persons, %)

Divisi Total 20~30 years old 40 years old over 50 years old
ivision
respondent ratio respondent ratio respondent ratio respondent ratio
Subtotal 976 100.0 505 100.0 219 100.0 252 100.0
Lack of time and
space for 434 445 222 44.0 100 45.7 112 44.4
psychological
recovery
Lack of help from
colleagues and 225 23.0 137 27.1 46 21.0 42 16.7
Branch superiors
Unfamiliarity with
complaint handling | ) 20.6 107 21.2 48 21.9 46 18.3
and handling
methods
Etc” 116 11.9 39 7.7 25 114 52 20.6
Subtotal 195 100.0 48 100.0 118 100.0 29 100.0
Lack of time and
space for 113 58.0 32 66.7 67 56.8 14 48.4
psychological
recovery
Lack of help from
colleagues and 26 13.3 4 8.3 17 14.4 5 17.2
Call superiors
center | Unfamiliarity with
complaint handling | 4 11.8 6 12,5 13 11.0 4 13.8
and handling
methods
Lack of branch 17 8.7 6 12,5 8 6.8 3 10.3
cooperation
Etc” 16 8.2 - - 13 11.0 3 10.3

*. Non—acceptance of the system, request for connection to the highest level, etc.

<Table 8> Stress level by age (unit: points)

Division Total 20~30 years old 40 years old over 50 years old
Branch 5.4 5.6 5.3 4.9
Call center 7.5 7.5 7.5 7.6

<Table 9> Stress level by working period (unit: points)

L less than 5 less than 10 less than 20 less than 30
Division Total less than 1 year
years years years years
Branch 5.4 3.2 5.9 6.0 5.4 5.0
Call center 7.5 6 7.5 7.7 7.5 8.1
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<Table 10> Recognition of customer—facing worker protection measures (unit: points)
. 20~30 years over 50
Division Average old 40 years old vears old
Subtotal 7.0 5.9 7.1 8.1
@ CCTV, emergency bell, additional installation and 74 6.5 75 8.3
replacement of screens
Branch @ Specialized civil complaint manager, special complaint 79 6.2 79 8.1
response team
@ Comprehensive measures to protect customer—facing 6.8 55 6.9 79
workers
@ Break time provision, treatment cost support system 6.7 5.4 6.7 7.9
Subtotal 5.7 4.7 5.8 6.5
Call | @ Special Complaint Response Manual 6.3 5.2 6.5 7.2
center |2 Call Center Special Complaint Response Process 5.8 4.5 6.0 7.2
@ EAP, treatment cost support system, etc. 4.9 4.5 5.0 5.1
<Table 11> Manual utilization (unit: points)
Civil service
Disislon | ol | o S soadle || B radts || G radts , —
or higher Workplace Region | work ability | Call center
Average 6.0 7.8 5.9 5.2 5.9 5.8 6.3 6.2 5.4
# Utilization by age: 50s and older (6.3 points) > 40s (5.3 points) > 20s to 30s (4.7 points)
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<Table 12> Evaluation of customer—facing worker protection measures (unit: points)

L 3rd grade Civil service
Division Total . 4th grade | 5th grade | 6th grade : =
or higher Workplace Region | work ability | Call center
Average 6.1 8.2 6.7 5.4 5.4 7.5 7.0 5.3 5.1
<{Table 13> Practical Helpful Measures
Branch No. of people” Call center No. of people”
D Workers’ right to stop work 677 D Workers’ right to stop work 145
@ Improvement of working environment 422 @ Legal Notice Automatic Guidance System 66
@ Legal S.upport such as complaints and 384 3 Break time 60
accusations
@ Employee protection phone message 287 @ Call Center Response Process 31
(® Complaints and complaints system 277 (® Employee protection phone message 31
® Appointment of Cheongwon Police 275 ® Leg&}l support such as complaints and 22
accusations
@ Break time 128 @ EAP, treatment cost support, etc. 18
Psychotherapy 80
© Post notice 60
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<Table 14> Future Improvements

Branch No. of people” Call center No. of people”
D Strengthening complaints and accusations 892 D Reinforcement of support for injured 11
against unusual circumstances employees
@ Support and cooperation from the boss 568 @ Improvement of working environment 107
. . Strengthening complaints and accusations
@ Reinforcement of support for victims 431 ® ) g g D . 91
against special complaints
@ Improvement of working environment 337 @ Support and cooperation from superiors 53
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