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Abstract

The popularity and convenience of computers have boosted the development of the comput-
er-telephone customer service industry. In order to provide faster service for customers, enter-
prises set up computer-telephone service centers. However, musculoskeletal discomfort and pain
for those who operate computers and telephones appear. This study aims to investigate their best
layout by means of ergonomic analysis in order to lower the discomfort in musculoskeletal for
telephone service personnel. Through the experimental research method, the second part dis-
cusses the effect of height of keyboard/mouse and telephone position of the VDT workstation as
telephone customer service representatives answer the incoming calls. A total of 12 female sub-
jects are recruited to participate in the experiment. Height of keyboard/mouse and telephone po-
sition are the in dependant variables, including six kinds of layout. Evaluation criteria include the
accuracy of answering the phone, EMG, subjective muscle fatigue evaluation and subjective prefe-
rence. The experiment results discover that: 1) after reviewing each evaluation criterion, the
layout of keyboard/mouse on tray x telephone on desktop left is the best; 2) in terms of subjective
musculoskeletal fatigue, the layout of keyboard/mouse on tray x telephone on desktop left is sig-
nificantly lower than other layouts; 3) in terms of subjective preference, the subjects prefer the
layout of keyboard/mouse on tray x telephone on desktop left. The results are useful for the VDT
setting for all industries.
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Figure 1. A VDT workstation for telephone
customers service workers in this experiment
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Table 1. A multiple Duncan test on accuracy of answering the phone
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