ANAIN—=INTGAXD D
e S tad e SOFOE S

TREFE -REFELT SHEHETF

— fix # AN B
v aanon> 2 AWSEPR




M GOAL

1. ARINSDIERE
2. {35 Hig& L TOXI

1. NDRINV—=I\TAX I EK?

2. HEN CEDNRIEL?




1 DAIN=INTAADY M




DARAIN=IFGAAY bR : BEPEDENF

BESFDSDIL—L -SEIDS5. 5% I —L -SEIOEROATDZIEICH
SUT . SHRERZERIRT DO DFER - ERHHEREZ EAMEZE LB D THO T,

ST BRICKD  TEAEORMRIRIEDNEESN2D 0D
O S AINIBIE (RIT. 155)
O EINIR KR (B8, P15, REBIE. BF. RS)
O E1Y73 S
O+ TEDER
ORI (BRSNB) B (LDTL) S8
ORIV TE) (TR BN, BaR
@ =71yix S
OIS
OtEBEANDKE BR
EESBE NDAINV—I\TAAXYHREFERY=17I1(2022)

All rights reserved © kokorobalance lab. 2024



ARSI SE =IHSBBEBOHMERBENETNZ60D]
é; IL=THBLEL-
= aHy l JEER((LtE=L) (AR

RR-EE iR Ib—A ARIN—NFAAY N RS (TI5Y7)

BEROT7

T EDERZ(END

ATRBEOCEN DT

IO ENDFEHERIER T 7 -ILEIRIBZEEZ D
- (PETORIEHIXTR BB DT ZAAT N

BB OBEEREADERE (XIH)

BAADRIV—I\TAX D SIS RE{ER

All rights reserved © kokorobalance lab. 2024



HRI=DHRINSEIL ?

Q. BREDHEVCAHMRAEITTOZEET EUKBEARIV—EIFT—REA
Bz U EET W ITDIAN EABREVVAVPEEZTDICENHUERITHN?
1. BEEIREERROBVBEZDT 5132 WHHEICHDIFEIENBS
2. BAERRIRVT B EERDBCENDH S
3. BULWOFEP. KEEHIFHENHS
4, SKILKETVWRIERDIC, ZNICHEEIL TR ENHS
5. BIECHBEICHTSEEN  FEID_ENHD

1 2 3 4 5
FoR<B BFEUR EXETHD L<HD L\DOEHD

All rights reserved © kokorobalance lab. 2024

ARNSEFIYVIIRANBH-1H%,2023)



Q.7AlE. CABRBEEHICHILUR NI IRSIRL)

Customer-related Social Stressor (CSS-J) BASEBRHAANG - AN YY—-RE15I6H
EH, #%, Dormann 2023)

[RoE2EE s U o8 U
MAELTIELLDOD, E-oEYEDARWLA 1 2 3 4 5
MimbDOEEZ, #HLLIED A 1 2 3 4 5
FRDAFEL TS A 1 2 3 4 5

[T
Wi-bax &b A 1 2 3 4 5
EAGERZE LTS B A 1 2 3 4 5
M= BICHEZIBLTWLS A 1 2 3 4 5

NBEGHFOBRE]
W2 H, FrlfkLzaRkeHTL B A 1 2 3 4 5
MimboltL e, BEVLWERLOA 1 2 3 4 5

FFREICEDN TS A 1 2 3 4 5

All rights reserved © kokorobalance lab. 2024




v UAE 2

/
HAIT—=N\SAXY PRGHE
ESBREES




ST —SOHME

[ #AfE ]
2024.1.18~3.18 FRISED A
ES

UA €t FiEHHE R
'U' —EREXREE
[[E]Z)

%ﬂ 25:184,

K EH#:33,1334
%I$.12,330%, 1% :20,3384, T Dth:4654

8942

9388
4498
148

1 Oﬁ 20/ 304K 404K 504K 60Kk 70K~

ance lab. 2024




UJZ/ \5‘/[%,#\] HANSBE

> BEMICE#LEEXCDREERS %ng: gx/ﬁ{g:: |
N = _ Py XI\a
>1ﬁ5’1‘$") EZFEEH‘&%F%% 60~75}§ ﬁzl\aﬁﬁ

EEBEEAMNYHG—RE R): 11E+EHFEI=a7 /L 45>
> HAo-FEE . BEIGEX, #2YRL . SNSF

> I HE-IEBEEDKRGEEERITTIGLTOET NG MELTLEN2: HEY, 3:£5EF4: K< 5:00DD)
FEAITRLY, EETHE, VDB H/mESDITTLS,
TEZXEMICLIZYRELSE S, 8YRL., KIFMHE. SEEEDRE---

[[BEE2FELINDARINT)
>IET-IXERE 2 FLUATERITABS(CHI=_ENHYFET H.,

Dormann & Zapt,2004; & H 174 ,Dormann,2023



[ARLX] [»r#«r#]

> HRFEIEAE Kessler6 CHITE J—O- T2 A4 AR3IER
> RHBHAEWNIERBIRENEL Kun=-Yja ’VDLM\L\’&MLMf&lb\lﬁﬂﬂb)fftﬂﬁsiﬁj]’é%'t

41X 4L TS IIKRE

> Sl E DAL RAEHL
e ERIRR AL 3’) =S =] L\(ia«rﬂwﬂe@bmu\é
SHTESBRETOECHE

ZH/Z%L

SN
s Lo LR
ETE*%?EFBE%#H% =

BEIOBREIDHEE
1. 7HRRB I BECFEL /=5

2FEZLRIEEBCEL =2
SEDEDELENGSBECELD 1.EEBEL TOSEFHHAGEFSLIITHELS

LA T ARA TR > TERL BRI LB EL /=2 2EFICRID TH S
S.1TETBDEEHY/SEBCEL =5 3 HBI/IZDDYAA TS
6. 55 (FTEDIEN BI/=EBCFEL /=5

Furukawa et al., 2008; & J1[4th, 2003; JI|_E4th, 2006; Kessler 2003 Schaufeli et al., 2001; Schaufeli & Bakker, 2004; Shimazu et al., 2008

ROED




ZEDHER

R LD EEGHYE

[ARNSG ARLAR A FAFTDOEE R(EEERE)]
ARIND ARLR 1¥14%

%ﬁ (n=12,330) 39.3 (1123) 7_06 (156) 8_67 (140)
ZHE (n=20339) 37.9 (£12.1) 6.11 (£5.2) 9.13 (£3.8)
EELALY =165  39.6 (+13.0) 8.98 (+6.2) 7.79 (+4.3)

\ EEEEY

p < .0001

BiEXYZHEI
® HRN\SBEHEL
® XL REAEL

EFAI=IA

All rights reserved © kokorobalance lab. 2024

S =~ N W s 01 O N OO O O




SERIFT=ICHLMIEST=D

ARNSEXFLU A DR

Q® HANSEHEENTLE
AR EFARELFLY

- ARLRHYMELVEE AL AN ELEE
n=33,133 (n=22,773) (n=10,361)
.3 BERE U3 BERE
HANSEBE 35.990 11.284 43.917 12.459

p < .0001 AL RIEEE ANLREE

BHANSRTRR

All rights reserved © kokorobalance lab. 2024



SERIFT=ICHLMIEST=D

ARNSEXFLU A DR

NDANTEFR

@ ARLRELBIZONT
ERFERIZHRNTSEB AL EMNS ey 9

34.477|
HANSHER I RERE

ARLRIFEAEEL (=14297) 34477  11.272

BREARLR (n=8475) 38.542  10.836

REXRLR (n=5845) 41.867  11.369

EEARLR (1=4516) 46.571  13.282 EEHEL  BE s =

p < .0001

erved © kokorobalance lab. 2024



SEIFT=ICHLNMIEST=HD

HARANGELFAM DR

1F(XE

® BE2ELUNICHRINTEZIT=H
EOMIZELDT AFAMFIZTHELMN

HRNSE ARNSEH

iy R iy R
9.09 3.8 8.76 cXe) |
p < .0001

All rights reserved © kokorobalance lab. 2024



SEIEFT=ICBHALN G- D

#PFI1:GMS, Z—/I\N—Y—T vk, RSV IBE

WP2: 42035, IkTI-LIv—, RE, £EFT—ER, BEE
BWPI3:T—F, J—RY—ER, (FEEEE, EFE
BBP94 1 /NF 2 ORSE, ERR- 05 - 1Ett

® HR/N\SEEH
® XL RE

ARINS
38.7(£12.3

38.1(£12.2

)
)
37.8(+£12.0)
)

40.6(£12.4

ARLR

6.64(+5.5)
6.61(£5.2)
6.21(£5.3)
)

6.28(+5.3

A EDER
EPICEDNRNT ARLR A XA X DB

1¥14%

8.90(£4.0)
8.59(+3.8)
9.14(%3.8)
)

9.04(+3.8

—EEUL\DIXEF94
SEN—FESLDILXERFT

 —FAXAXBENTLADILEEFF3

All rights reserve d © kokorobalance

lab. 2024

HRINS

u &1 m &2 = &3 = &4

AMLAR 1143
= EF1 wERF92 = ZF93 = ERF94



SEF=ICHASMEST=bD FDD)
HEAZCEDER M ARNSELAXAXTORERKR

(I FAFEELDOHIE)

GMS, FS5v5 1223, KT 72—k, 2—F4—E R N"FUapE
2— 18—k LSx—, RE HEEE, BPUE E - - 1A
9.10 £F9—ER, BRIE . 5 _ 9.48

9.00 : )
I D 8.33 Z | | 8.93 ﬁ
= ¢ A A

All rights reserved © kokorobalance lab. 2024



-
KEBBOIE--

€ EINRIV-N\SXUHBEALR
= (1TRA. MWIbA. B bMIEEREZEEIL

All rights reserved © kokorobalance lab. 2024



2 e IEAD CESBZNEXIR




3DDARLA

NHK&bé'f FINAIN—I\TAAS MFEE]
2023.11.137Uy7 SHERK



ARVADADZZX A

BAERE
P AE B BB BEIE . AL A

BIZ DALy —
SroEE . BiEaE,

WIR YIRS 3 A Bk,
HBIE RN, BERLE

ARIND

AL ARG &= IR

(L EE ke - TEe) < (BREED)

(REDFEL, (W15 DR —F)
REDERLE) —_

NIOSHCREIISEIZEEEMZAT) BEERA SV ZXET IV (Hurrell & McLaney, 1988)



EAD&EIR - HEROSFIR

o 06 TEAM
EAR YYYY




BIADEIR g

Bo D10 IEEN T
TT7IBHh%EDTEL

Y 4

BEFELEICIT
o Pol¥) BEATLES -
YT AZBEE. ML TRVl

)—&Z—=¢L LT
BTFICEAL

BEEMTZ
LE=subLbahbh i

All rights reserved © kokorobalance lab. 2024



=¥ 73
1@*&3@7&_{ ]
MAEAICBEDT. DD ATSSS%E

A
S A KA
=3 ;Z;i{\;y EL WD, BU}b‘&i&%o?%
Fzeapng
‘%?':lf\,ﬁg: ﬁhé—'”\jﬂcié@b‘! U’D(ULEC‘?U&U‘}"%
o BCD SECYR
)
VR e _
15 gﬁgiﬁj‘; CABDES 25 MEFIID 45
=
/g(‘}i;’\@j
" EEEE@ M \53‘57(? B “o‘(&‘zx@-
LR Dews, SE51 by 5.0 ORI
'g%?; PN
m; 5T
“b\ —
g%axzf&”)ﬁ

RS
SIS - 56 B Emm ] F
ENE RS EHERT ERisHE - 5520(E]
/ZA\\EE\?} HhiMCy



TARFR=—N—DLIFTIN—(EELNIV) RIS
N—FICK DAL RBE5ETREL

44
44
43
43
42
42
41
41
40

11

NTY EA—FDOBEMED SR

NP RIENE SRR ERGHHE - 552 OB ERm IR e =



EANERZHTS

K[FEICTIZHER?



kD iR

TEAM
YYYY

All rights reserved © kokorobalance lab. 2024




HDEIR : A1 - FERAR EARABIESR

HABDBRICLZ D
ETCHHRTZEAFTHERR L » AL

Fhl) ICEREAITFB L
BALHDHBEDTEERLAEE »

CABZELEHDT=L
“YUIETEHRLPD”
tBEhhbeH---

All rights reserved © kokorobalance lab. 2024



DN SN (CR OZERESZIRE DD

MR Z2EIBVNEANRBEEITDEPDS
<HCHSIEEFADODDAEZ> hoBNETHED
Eﬂ]htumléﬁ” Z=[ERURL]
\EEICEBDONA AT = EhEV - 5205
%BWLU\%&:MDTLZDT T=7AT 72 SR, BolcltaENDRL)]
AT TREEBDONBALZ= TR ZH]EHI UL

‘e8P, [iEERbD

7JZ/\5$§\ EiElJ(: FEﬂJ&’JTU%c_tLﬁD (o

B2 TWBIFNE, %8 " TELEIL k95—

SEATEENLS 1 = 3=y RREELES
LERIBSNEE D, "B-Ft'i‘s 4 DB PESNEDT.
ETH. SRR E > JzRFPAUTEHF B THTS o

@ ZDTEETS
HEULEABRIZTID ?

All rights reserved © kokorobalance lab. 2023

Dr. Amy C. Edmondson



HIRERE LTS DERSHEE) —5— RE BRET) OB

B DINIBLZ2(CREET S F—/I\—VDE

[E%x)
REVERLT G, RUCEAESEDEBICHVNT
DOREERDICHET BHHE RFILEFL
FIBX N\ —DRIFBEREEE TH LN TEBAMTH S,

EARRNR S E XTIV EF5n TPSAERE] |

TNOSZEATEDIAAZEFS [PSAIGH L .

EfREEE U TOMEZEDAFINZERICFITSD TTPSAERR]

?bTxbﬂﬁéFUT—ﬁxﬁﬁjﬂ—wﬁﬁ%ﬁ<UﬁF35
NL—F—]

TR
3EfE+a (FL—F—) OULRIVEEUDT =MELZED{LHEA
DENZETOERNBESND,

30
30



IEFIMBDHANT A RS ADEXTR

J1—2X2 J1—2X3
B EE HE EH

| irestozzartem | HS1ovzarLEE | HRSIURZ1PILER

—

Jk,U\(;r_\bT Lt].]&ﬁ/Q%_: '

nznszze x w @ nEERws-4o057
IR -5 i e R
N BHEOXE- LTS T

38 - {FRK

R —3: B DR
NERSEFHIRS T, BRI SRRSO, BraERoREsL sV TAVSnE = JIAI\NThR



DANSNI7-IHIE HishEE%E

@ HEEDTt>ERAH )
@ EEEBD DIEE - HRIVAXDUEN
3/ Ik 2548 _
B\ETF—4 DEEFIDIERK NJ7P—2 EBRAFIED BERFCE
ARl ZUF I {1%B1t U h 5EH

EREDIERK (S HE)

All rights reserved © kokorobalance lab. 2024 32



A AEDEXTR

2

G1Y)
7 A
C

=

/ ANAT
b 4
"

vV

: PR BTS
[9: 4750
y A=

st

“wh

BREL
ax

IHR

25

EFIMBEDHAN

g
72
%!
\/‘/_\/

3

\

A

1

()
)i
»
§ o

prolo. WAL # MRk (B

Weekly AERA 20245 20 0

Asant Shimbun

|

mE RN

=R ﬁn;%ﬁ%&hﬁ%.k& Qv S

z._mm&btmmw*i%
ﬁzczzmciﬁruzobbt M (R WRER)

b S skt ResHCR ORI LB

1

Wde® &

25l

. B
Ry &

SV 2 e

9“— ~ W ~ » ~ "
SURNIRI D T EDRRYIEA (AERA2024F5H
=)

n_7..mnm&,mub§u=»"\.ﬁ. B
LB RERY Lk RES

RESEH

EECLS - g
£ NRRAOQEE L oy & Rinien QRERE ERBLE

EAVES
o Y R IRAY pinEERE W (S dﬁ%ﬁ%&tbﬁﬁb §2
%%Vﬂ,r.mw_ v RORCERUE 5 B QREEPIRRROR LI
(PR A — g R ORRE O R DahreAE Q T%bbﬁ?&bn,iﬁ
e %,/\\O/Hm.n\...mﬂﬁﬂk\ — X

SN
S#xomt—zt
SR | L

QAR | %
R | 807 0

= S
T MR W W

oo #ran@

61 Asahi Shimbun Weekly AERA



C

CHAPS

[PEIFXREII.BEHVNTE] o

HARTIE RV EL TSRSk D

RS NIrEE BNV TLET,

[PEZEH SO TVWBALENSEN I EVDESEEERDT.

BRI CRR Z B EITEI CIESH TV H Y KT,
ULHAUEBNSAREEHETEIE (X BEREITOATIEBRCEDTERV\YIGRZE.

Xz > CTHEDZE HO T TOCENTETRVWT—ERZE,

B XHO>T{To LW zl2WTWBEDTY,

TDXDICEANIL, BRI 185k TIFERL [ HTZRVWE XTI,

(FHRIV—I\TGRAX D AR~ DEERDREEDRI T4 T X IPINIVRICEBLUT~ 1LY EBRFF)

ALHBEHED BN THDIEZEHIULT




HOMESCEVFEUSE

— ft # H & A

v aa0NZ > AWM

ERFRF shimadad90@toyo.jp




	カスタマーハラスメントの�実態と企業の対策例
	０．本日のアジェンダ
	スライド番号 3
	スライド番号 4
	スライド番号 5
	あなたのカスハラ度は？
	スライド番号 7
	スライド番号 8
	分析データの概要
	使用した尺度Ⅰ
	使用した尺度Ⅱ
	性別ごとの主要な数値
	カスハラとストレスの関係　
	カスハラとストレスの関係　
	カスハラとイキイキの関係
	部門ごとの傾向　
	部門ごとの傾向　Ⅲ　カスハラとイキイキの関係
	スライド番号 18
	スライド番号 19
	NHKあさイチ『カスタマーハラスメント特集』�2023.11.13フリップ 島田作成
	ストレスのメカニズム
	スライド番号 22
	スライド番号 23
	スライド番号 24
	スライド番号 25
	気楽にできる方法は？
	スライド番号 27
	スライド番号 28
	スライド番号 29
	 　　　　　　　　　　心理安全推進リーダー　認定「心理安全士」の育成
	 　　　　
	 　　　　　
	 　　　　
	スライド番号 34
	スライド番号 35

