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Abstract

In many manufacturing and service industries, the manual handling of materials
still remains a substantial part of work. In general, manual materials handling (MMH)
means that objects are being left, lowered, carried, held, pushed or pulled by hand.
The occupational physiological workloads and musculoskeletal injuries may result
from manual materials handling. In consideration of manual materials handling
associated with serious problem on physiological workloads and musculoskeletal
injuries, many studies concerned with health complaints related to MMH has mainly
been focused at lifting and carrying loads. Less attention has been paid to pushing and
pulling. However, it has been estimated that nearly half of MMH consists of pushing
and pulling. Hence, whether other ergonomics improvements can reduce workers’
physiologica workloads and musculoskeletal disorders is needed to further
consideration. The self-administered questionnaire was investigated in the work
situation, physiological workloads, and musculoskeletal disorders associated with
pushing/pulling work in this study. A total of 486 operators participated in the surveys,
including employees of construction, logistic, food-service, medical service, airline
service, and manufacture industry. Workers from construction, logistic, and
food-service, provided 420 usable returns. The observational result shows that the
frequency of pushing or pulling for “often” or “aways’ is 67.9%; the four-wheeled
(62.6%) and two-wheeled (29.3%) carts are the mostly used in the workplace; the
frequent cart load is below 100 kg (90.7%); the most pronounced distance of pushing
or pulling is between 10 and 20 m (39.5%); 54.0% of the handle height is between
shoulder and elbow; the floor surface at degree 0 (59.8%), 24.8% at 0~10 degree and
11.7% at 15~30 degree. The results of this study could be applied to experimental
design reference in next two years.

Keywords. Pushing/ pulling work, muscul oskeletal disorders, physiologica workloads
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Title: Perceived job stressand health complaints at a call center

Abstract
This study investigated differences in perceived job stress and health status, and the associations

between inbound (incoming calls) and outbound (outgoing calls) for call center workers in a bank in
Taiwan. The bank employed 289 call center workers at the time of the survey, ranging in age from 19 to 54
years old. Data were obtained on individual factors, heath complaints, perceived level of job stress, and
major job stressors. Overal, 33.5 % of outbound services and 27.1 % of inbound services reported
frequently or always experiencing high stress at work, however, the differences between inbound and
outbound services were insignificant. “‘Having to deal with difficult customers” was the most frequent job
stressor for workers. Musculoskeletal discomfort, eye strain, and hoarse or sore throat were the most
prevalent complaints among call center workers. The relationship between perceived job stress and health
complaints indicated that workers who perceived higher job stress had considerably increased risks of
multiple health problems, including eye strain, tinnitus, hoarse or sore throat, chronic cough with phlegm,

chest tightness, irritable stomach or peptic ulcers, and musculoskeletal discomfort (with odds ratio ranging
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from 2.13 to 8.24). These analytical results suggest that perceived job stress in the call center profoundly

affected worker health. This study identified main types of job stressors requiring further investigation.

Keywords: Health complaints, call center, job stress.




