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Purpose: To survey optometrists operating in Daegu and Gyeongbuk Province on their customer consultation anxiety
factors to explore their effects on customer consultation performance and use the findings as base data for relieving
anxiety. Methods: A total of 92 optometrists operating in Daegu and Gyeongbuk Province were surveyed for this study.
The questions categorized the factors of customer consultation anxiety into cognitive, knowledge and psychological and
were analyzed using SPSS 20.0 (SPSS Inc, USA). Results: In the category of gender, female optometrists had higher
cognitive and psychological anxiety factors; and as for age, optometrists in their 20’s had the highest cognitive (41.34)
and psychological (36.74) anxiety factors. As for work experience, those with less than 3 years had higher cognitive
(42.09) and psychological (41.48) anxiety factors. There was no difference in the commercial forms of optometry, but
optometrists working in ordinary glasses retailers experienced slightly higher anxiety factors. As for frequency of
customer consultations, 11 to 15 had the highest anxiety factors; and as for time, consultations over 40 minutes displayed
the highest cognitive (39.39) and psychological (38.03) anxiety factors. Overall, cognitive anxiety was the highest, with
substantial differences among the fields, and knowledge anxiety was the lowest, with no differences among the fields.
Conclusions: To relieve cognitive, knowledge and psychological factors of anxiety experienced by optometrists during
customer consultation, it is important to conceive response measures proper to each factor such as keeping a customer

consultation log, consultation training, product information training, and optometrist self-esteem building. It is also
important establish training programs for customer consultation.
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gyp,e of General 24 26.09 Table 2. Differences of anxiety components according to gender
usiness Optical store in A 435 of optometrists (n=92)
ophthalmic clinic ’ Number of
under 3 18 19.57 Classifications Gender subjects Mean SD
Numbers of 6~10 54 58.70 Count . Male 52 3218 +7.23
. ognitive anxiety
business talk 11~15 17 18.48 Female 40 35.27 +10.14
over 16 3 3.26 Knowledgeable Male 52 2315  +5.46
under 20 12 13.04 anxiety Female 40 21.88 +7.25
Times of 21~30 24 26.09 Psychological Male 52 31.04 +7.78
business talk anxiety
(minutes) 31~40 48 52.17 Female 40 32.77 +9.51
over 40 8 8.70 SD: standard deviation
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Table 3. Differences of anxiety components according to Age of optometrists (n=92)

Classifications Age Nmnl?er of Mean SD F/p-value Schefte
subjects
a 20s 40 41.34 +5.64
b 30s 32 31.18 +6.89
Cognitive anxiety 19.264/0.000 a>b>c,d
c 40s 15 21.37 +4.23
d over 50s 5 22.42 +5.67
a 20s 40 23.12 +8.13
b 30s 32 22.37 +10.26
Knowledgeable anxiety 2.245/0.087 -
c 40s 15 21.63 +11.49
d over 50s 5 22.81 +8.32
a 20s 40 36.74 +5.87
b 30s 32 32.28 +7.22
Psychological anxiety 15.786/0.000 a,b>c,d
c 40s 15 21.37 +6.79
d over 50s 5 20.36 +4.18
SD: standard deviation
50 - 50 -
| M Cognitive anxiety M Cognitive anxiety
4 W Know ledgeab le anxiety 41 M Knowledgeab le anxiety
40 1 Psychological anxiety 40 1 1 Psychological anxiety
35 4 35 |
30 1 30 1
25 25 |
20 | 20 1
15 - 15
10 - 10
5 5 S 51
2 . s 5
20s 30s 40s over 50s under3 4~6 779 over 10
Age Career(years)
Fig. 1. Age of optometrists (years). Fig. 2. Career of optometrists (years).

Table 4. Differences of anxiety components according to Career (years) of optometrists (n=92)

Career

Number of

Classifications . Mean SD F/p-value Scheffe
(years) subjects
a under 3 30 42.09 +5.56
b 4~6 33 33.74 +6.27
Cognitive anxiety 18.741/0.000 a>b,c>d
c 7~9 15 28.39 +4.57
d over 10 14 20.15 +5.19
a under 3 30 22.46 +10.67
b 4~6 33 23.09 +7.12
Knowledgeable anxiety 2.163/0.098 -
c 7~9 15 21.27 +11.63
d over 10 14 23.16 +6.46
a under 3 30 41.48 +5.98
) ) b 4~6 33 32.63 +3.25
Psychological anxiety 19.262/0.000 a>b>c,d
c 7~9 15 22.21 +6.78
d over 10 14 19.33 +4.95

SD: standard deviation
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Table 5. Differences of anxiety components according to Type of business of optical shop (n=92)

Classifications Type of business Number of subjects Mean SD
Franchise 64 32.95 +10.23

Cognitive anxiety General 24 35.02 +8.81
Optical store in ophthalmic clinic 4 33.75 +6.72
Franchise 64 22.34 +7.32
Knowledgeable anxiety General 24 23.44 +6.23
Optical store in ophthalmic clinic 4 21.76 +4.58

Franchise 64 31.50 +8.91
Psychological anxiety General 24 32.89 +6.23
Optical store in ophthalmic clinic 4 29.98 +7.74

SD: standard deviation

Table 6. Differences of anxiety components according to Numbers of business talk of optometrists (n=92)

Numbers of

Number of

Classifications business talk subjects Mean SD F/p-value Scheffe

a under 5 18 33.70 +11.56
b 6~10 54 32.83 +10.25

Cognitive anxiety 2.182/0.096 -
c 11~15 17 35.38 +8.83
d over 16 3 34.33 +6.25
a under 5 18 23.32 +10.82
b 6~10 54 22.28 +6.53

Knowledgeable anxiety 2.174/0.097 -
c 11~15 17 23.03 +9.47
d over 16 3 21.62 +7.23
a under 5 18 30.14 +8.54
b 6~10 54 3222 +9.77

Psychological anxiety 2.243/0.089 -
c 11~15 17 32.24 +6.13
d over 16 3 31.63 +7.44

SD: standard deviation
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50 M Cognitive anxiety
45 B Knowledgeab le anxiety
40 1 Psychological anxiety
35 9
30 1
25 1
20
15 1
10 1
g 51
L7
Z o
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Fig. 3. Numbers of business talk of optometrists.
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Table 7. Differences of anxiety components according to Times of business talk (minutes) of optometrists (n=92)

Times of business talk  Number of

Classifications . . Mean SD F/p-value Schefte
(minutes) subjects
a under20 12 32.80 +6.25
b 21~30 24 32.57 +5.41
Cognitive anxiety 3.863/0.012 d>a,b,c
c 31~40 48 33.20 +7.28
d over 40 8 39.39 +6.32
a under20 12 23.59 +5.64
b 21~30 24 22.05 +7.93
Knowledgeable anxiety 3.914/0.011 d>a,b,c
c 31~40 48 21.30 +6.28
d over 40 8 30.53 +5.61
a under20 12 29.48 +6.78
b 21~30 24 30.92 +7.21
Psychological anxiety 4.267/0.007 d>a,b,c
31~40 48 31.77 +5.06
d over 40 8 38.03 +4.53

SD: standard deviation
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