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Abstract

The purpose of this study is to reveal the essential structure and meaning of the malicious complaint
experience experienced by local government emotional workers. This study was analyzed using Giorgi's

phenomenological methodology. The subjects were two civil servants, two public workers,

and two

accredited police working at B Metropolitan City and individual in-depth interviews were conducted.
Through data analysis, 128 meaning units were derived for three processes: before experiencing malicious
complaints, during experiencing malicious complaints, and after experiencing malicious complaints, which
were further organized into 26 sub-components, 11 components, and 6 themes. Emotional workers who
have experienced malicious complaints suffer mental and physical stress and have fear and anxiety about
the complainant. They also experienced mental trauma due to repeated civil complaints and various civil
lawsuits. When the experience of local government emotional workers experiencing malicious complaints
was structured according to the flow of time and the process of experience, it had a process of
expectation, confusion, conflict, exhaustion, overcoming, and leap forward. Through the structural analysis

of the malicious complaint experience, the essential meaning was identified as

‘as a public figure

representing the local government, overcoming real-life difficulties caused by various civil complaint

environments and leaping toward the future.’
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Interview B Metropolitan PCllli;fliilc S;rglrgrss(é pe;s:;rz) (ol: &9 Zrad) Fol Asu7rr, odvid
target city . e P S RFH R 35S Fol= Wkl dtid o
Accredited police(2 person)
" o] F£2A4 oloprlal FAAFUZLY, e
we e FIAT Sleke] ded Zle Fa
2K
2. A=d Q1A oloprldl FAAFUAY, ‘el 4ol A4S
A7 FIAEo] fat AErHe AW A= FAATIZ] SE =gl & AL FldlA] o]
Ao wrzsty ARAS AAste] kg oM FAAFU ol Wy A Bhe
HEQT ARAT Ae) FrE A7A age  WFIF Bl Tl WS WA s A
2L wol AEA O] B Ag4e AEge 28T ARFAAA olFoiglon 13 Wy
A= \AHS 93 AEXE= PSS Adsy] ARRE AR ULE JET 12 HE g
Az VLS Aok & GANGS A oM FHEQ Aol 2% FE2 FUF We
S oo wEe] AL Fa pAskth Fooo ov A3k FEE olgelo] 23k HMuE At
ARow obguid A Ao AR AA F  WE WSS FAAEY] T Ao wEEglen,

<Table 2> General characteristics of participants

Sortation Gender Age Marital status Career Occupation
participants 1 Male 48 Married 18years 3month Civil servants
participants 2 Female 52 Married 20years 11month Civil servants

Public workers

participants 3 Female 46 Married 2lyears Smonth (Call-center)
participants 4 Female 36 Married 4years 6month P&E?gﬂ:;ig;s
participants 5 Male 42 Married 16years 4month Accredited police
participants 6 Male 37 Married 2years 10month Accredited police
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<Table 3> Questionnaire Organization

0
T
i

AR golw Adal], YA, HEA golz A%
st S AAX u] w@9lel dke FAHLAE
wFetel 9w &g FxE FIsHs Zolth 2
wAE oMdNIde AYsh] 4, HvdE A
ke, oMINds BES T, v me
28e 71 A A AT AF A
2 <Table 3>¥} Lt} old }HS Falo] 128
AN ou w7t ©EH AT, 26719 39 A
Qa8 11719 FA LA, 6719 FAVE E2H ek

4. 71o| AFY

B Ao AFEe) B EE 9359 Lincoln
and Guba(1985)7} #|Aak= A2 7hA], 284,
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Category

Questions

1. Can you tell me what you do did before you got a job at the local

L .. government?
Before experiencing malicious

complaints . o
appointment?

2. Could you tell me if you were fully aware of my work after the

3. Can you tell e about our personality type?

1. Can you tell me what type of malicious complaint you think it is?
2. Can you tell me what’s the worst malicious complaint that you

During experiencing
malicious complaints

remember the most?
3. Can you tell me if you have experienced exhaustion or traumatic

stress form malicious complaints?

1. Can you tell me what are my own ways to control my emotions?
2. Can you tell me what kind of programs are there for emotional
workers in the workplace?

After experiencing malicious
complaints

3. Can you tell me what would be a good way to reduce the pain
caused by malicious complaints?

4. Can you tell me what I need to improve my quality of life?
5. Can you tell me what I should try to improve my quality of life?
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<Table 4> Experience analysis
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Sub-components Components Themes Category
1. Promotion and fixed salary
Stable job
2. Pension and retirement age Before
3. Working environment Expectation exper'l e.ncmg
malicious
4. Dream of uniform Welfare system complaints
5. Work-life balance
6. Gap with reality
7. Meaning of kindness Difference in reality
8. Confirmation bias Confusion
9. Various roles During
Identity confusion .
10. Who am I? experiencing
malicious
11. Abusive language, sexual harassment complaints
Fear and anxiety
12. Violence
Conflict
13. Litigation
Trauma
14. Repeat complaints
15. Exhaustion, lethargy
16. Headache, psychological anxiety Physical symptoms
17. Hand tremor, stiffen Exhaustion
18. Venting one’s anger(family, friend)
Emotional control
19. Avoidance, fear, depression
20. Encouragement from superior After experiencing
Social support malicious
21. Consolation of co-worker complaints
22. Program training, counselling Overcoming
23. Alcohol, vacation, games, spice food Resilience
24. Travel, exercise
25. Country life, world travel
Future design Leap
26. Health care, retirement funds

- 1290 -



R|LAFR|SEA o
}

THALA, A ARA]

SRR

pal

s wetolA

a3tk o]

Iz =9

‘EM
s
ﬁO
of

!

o|J

s

i

she

S

[e)
[e)

S o
=
olelg 7

ZHA AL

=

=

o & AL vk AAA Rl

A 2A 9 o]

MANLEA AWE
1 %l

P AR, A RRA ol
5

oL
[}

I

Whela
vsahe

’EH

B
=¥}

]

s
e
o7
"

%o

o|J

AH|2=E AlF 3 wiz 2AE

o

=
puy A

oA A

KN
=

Hojw ‘rop’

=
=

BE

T

=
=

oAl ®AbH, 1

)
=

o &

=
=

ol

h=4

s

FrE AT

AR EA

[e]

CHERRE =

L

fu

ole}

o] Jtj® vtepdith

o)

Il

3

ol

[€)

9
=
=

=

=

o)
170

o

)
A

b

ko)
i

B A zof )

15

1ol o

A3

A48 the

1573

2 285 Ylen

qo

%
)

B2 X2k
=4

=
=

e
.
o] 23

29l

Fz2 =24359 [Fig. 113

2ol epd 4 9k,

2
&

o

Cl
T
ﬁo

L

L

&t nelle

=

oph

[e]

3

tol A1

E

[

Els

g el
Aol of

L

[e)
7=

EH, debbA ARl BE o RbA] oo

Ly

O]E

A

<)

2}

iy
]|

K
=)
T

—_—

ﬂ
-

TR

Leap
s Future
design

A= A ALk

support
* Resilience

Overcoming
* Social

After experiencing malicious complaints

Exhaustion
¢ Physical
symptoms
e Emotional
control

[Fig. 1] Essential structure.
- 1291 -

Conflict
anxiety

¢ Fear and
¢ Trauma

During experiencing
malicious complaints

Confusion
in reality

e |dentity
confusion

}
¢ Difference

=

Before
experiencing
malicious
complaints
Expectation
e Stable job
e Welfare

system

e A4



M
N
o
<[0

[e)
[e)

1749
71 )

Pp o

0

==
5

I

5k o

k)

Aoz vt ol

2%

oy 4
slo

ofn

ro] vjeride}

[+

kel

%

)4

@

H

Gl
B

Aol e},

L

L

gt

w3t 4] el

(Park, 2012). ©]

v

(Sunwoo, 2020).

afjoF

s

3}

ol

[e)

=

Fol 2022
2 2m)

o

_ﬂ

=

°lE

29, U7

e,

A A A s Al =71 o
[¢)

2 B4
102~11¥7}4] BFAAIH

L

L

AT

=

tol Giorgio 4%t

A8

A\

9
pal

]

o 283 2T dACA

Neow

g}}\c—)] hul

Aol A

Az Fz3}

=
T

1A FALA29 6719

A

3

Shtt.
il
il

k3]
{8

9
pal

3o}
o] 2%

o

2

=

I

THE o7 o]o]x]

A

stanh

S

S|
A

HA %

PN
T

i

wpt Ay

3

\__
o

5

&

Ee

ol ot
7]

1

2}

<)

=

114
1

k)
pal

FoaEel
2910 vhg

h-or

TC

NA

)

Ho

fife)

g

o
Ho
NI

R

Ak

)

3
&

Ay

-

717 33pe)

=
[}

)

pzs
=

7

Park et al.,, 2012; Sharma et

W ohe 2Ae Avke i

s} ol4e] ¥4 JF& et
o

ATt Axel FEetth(Jung and Kim, 2022;

Jung et al, 2015;
al., 2012). o}&2] X AA 2

- 1292 -

=
i

I

[¢)

=
=

A Ay

p=k

AT A

L

7IthskaL glow, 53] 3

Aol A

YT Akl

L

L

o}

Fo]7F THChoi, 2023). 2

]

Ll

H] %
(work-life balance)

pZs



4 b oo
oX Y

&,
o« 1 g wo

39l

w3 FHELRAEY A F

Y
o

o J{

_i-il
=

2E i
rlo

N
-

>,
ol
o -
TE

do

S o

DI
o

rO

2 d

]
o
>
Ay e o

S EC U o G/ K-t
oo odl

A=}
lo -
]
rlr

@ oo ok K
ol
-

ok
Ja

ol
o

)

> H

o

fit

>

g M
(2o

ﬁlﬂ

e

rJ

o,
o
i
U

_0|L
52
5

12
ox
R
o
g
ko
re
oft jo

o)
offl
krtl
N
N
o

old X

o %
- >~

ol
12 o

)
i
o

SHhi=(Song et al, 2023; Yang

AT ARg AwdeFn

I~
=3

ang, 2023)

Mmoo

[
o

_%
O
e
>
o,
Mo
N

N
o
kb

oot 32
>

12

m
=
(=]
g
o

2
2

o
oy 52
O_Nu —_~

b
offl
_>|~14
il

SRR

SN
4 1o
B

e

o oN
T oox o
Q1% |o

2 H

T e 12 e
52 4 ox

rr

ol

_>|~14

il
NI

o off
ey

14
ox

r
L 4]
N

d
=)
r

)
)

¢

;

1

_V-_l‘
1 it

1_,
o,

Btz itk o

¢
=)
ro,

gt AFE Foto] AR A =sAksh oA
wlgde] thst A F2H el 2 sk QlZalol| s
by WEks At Aol 2o7) it
2 AFE B8 AAA B TR g
7283} AHste] AAstuAl sl A, B A=
2B eYFTY, FHA, FPHow
A AL AT oz YA §F3 o B2
AR AE BEORE Sk AHZH A4 A7}
Aottt B4, oY tgol thete] HH-<
A=A ol xdojr) FHT FAAHNFAN HAA
S agste] WY AY 9idA HIZAE
9ate] e w¥S g gtk ol wEEX
k1 ksl oA Wi o R Q3 7Y Ex}o)
FAAGAY, ALslA A=) 9} 3] EEEAd s 9%
48 5 Ao AF7 H9dto] H Qs
References

Choi Y(2023). A Study on the Effect of Well-Being
on Turnover Intention of Public Officials: Focusing
on the Moderating Effect of Organizational
Fairness and Public Service Motivation. Korean
Journal of Local Government Studies, 27(1), 1~37.
http://dx.doi.org/10.20484/klog.27.1.1

Chung BK(2019). The Effects of Foodservice
Employees’ Emotional Labor and Job Stress on
Job Burnout and Turnover Intention. Korea Open
Access Journals, 15(2), 31~47.
https://doi.org/10.22509/kfsa.2019.15.2.002

Colaizzi P(1978). Psychological research as the
phenomenologist views it, Existential Phenomenological
Alternatives  for Psychology. Oxford University
Press, New York.

Giorgi A(1970). Psychology as a human science.
New York, Harper and Row.

Giorgi A(2009). The descriptive phenomenological
method in psychology: A modified Husserlian
approach. Duquesne University Press, Pittsburgh, PA.

Guy ME and Newman MA(2004). Women's Jobs,
Men's Jobs: Sex Segregation and Emotional Labor.
Public administration review, 64(3), 289~298.
https://doi.org/10.1111/j.1540-6210.2004.00373.x



ofA
oo

rlo

Han SJ and Kang SR(2019). The Relationship
between Stress and Ethical Behavior of Public
Officers: The Moderating Effect of Perceived
Organizational Support. Korean Journal of Business
Administration, 32(6), 1041~1065.
https://doi.org/10.18032/kaaba.2019.32.6.1041

Heiselt A and Sheperis CJ(2010). Mixed methods
designs.  Counseling  Research:  Quantitative,
qualitative and mixed Methods, 187~199.

Jung DE and Kim KI(2022). The Effects of Job
Stress Turnover
Intention and Mediating Effect of Resilience among
New and Old Public Officials. International Journal
of contents, 22(12), 460~477.
https://doi.org/10.5392/jkca.2022.22.12.460

Jung KS, Choi SJ, Park Mo and Lee A(2015). The
Effects of Customer Service Representatives' Emotional
Labor by Emotional Display Rules on Emotional
Dissonance,
Intention in the Context of Call Centers. Korean
Journal of Business Administration, 28(2), 529~551.

Korea Ministry of Government Legislation. Civil
Petitions Treatment Act.
https://www.law.go.kr

Lewig KA and Dallard MF(2003). Emotional
dissonance,  emotional  exhaustion and  job
satisfaction in call centre workers. European
Journal of Work and Organizational Psychology,
12(4), 366~392.
https://doi.org/10.1080/13594320344000200

Lincoln YS, and Guba EG(1985). Naturalistic Inquiry.
Beverly Hills, CA: Sage

Mannocci A, Natali A, Colamesta V, Boccia A and
Torre G(2014). How are the temporary workers?
Quality of life and burn-out in a call center
temporary employment in Italy: a pilot observational
study. Ann 1st Super Santia, 50(2), 153~159.
https://doi.org/10.4415/ANN _14 02 08

Ministry of the Interior and Safety(2022). Guidelines
for responding to the misconduct of civil
petitioners and repeated complaints, 1~64.

on Organizational Commitment,

Emotional exhaustion and Turnover

-

i

Park BY(2012). The Relationship of Emotional Labor
with Professional Quality of Life in General
Hospital Personnel. Published Doctoral Thesis,
University of Chosun.

Park CI, Lee SY, Shin HG, Kang BS, Moon MG,
Kim JJ and Lee JH(2012). Emotional Labor
Research in the Service Industry: Focusing on
Salespeople and Telephone Counselors. The Korea
Labor Institute.

Sharma R, Yadav R, Aggarwal P and Singh N(2012).
Burnout and quality of life among call centre
executives. Journal of Organisation and Human
Behaviour, 1(3), 43~48.

Shin KL, Jang YJ and Park IS(2004). Study on
phenomenology and psychology. Hyunmoonsa Press.

Song MS, Cho KJ, Yang KG and Bang HH(2023).
A Study on the Determinants of Suicidal Ideation
among Emotional Workers. Korean Journal of
Social Science, 34(3), 3~23.
https://doi.org/10.16881/js5.2023.07.34.3.3

Sunwoo S(2020). The Effects of Malicious Complaint
and Social Support within Organization on the
Civil ~ Servants’ Public Service  Motivation.
Published Doctoral Thesis, University of Ewha
Womans.

Van Manen, M(1990). Researching lived experience:
Hu Canada: The University of Western Ontario,
The Althouse Press.

Yang SE and Kang BD(2023). Structural Relationship
Between Emotional Labor, Resilience, Social
Support, and Quality of life of Employees of
Public Institutions Employees Due to Malicious
Complaints. Journal of Fisheries and Marine
Sciences Education, 35(1), 100~110.
https://doi.org/10.13000/jfmse.2023.2.35.1.100

® Received : 10 November, 2023
® Revised : 08 December, 2023
® Accepted : 13 December, 2023

- 1294 -



	지방자치단체에 근무하는 감정노동자의 악성민원 경험에 대한 현상학적 연구
	Abstract
	Ⅰ. 서론
	Ⅱ. 연구 방법
	Ⅲ. 연구 결과
	Ⅳ. 결론
	References


