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1345 Call Centre spearheads efforts to
support non-nationals

HET LMoL A ASEHALIME QN 1345 SME= ot /=0l oHl YT MEH M U= ROt
TZLH9 AHE 0|=0= £17] =2iotct YR U 20| S22 BlS HERMCE 05| alel= 2l52le
LA 7 2ot A= UF, 0 =20 A=A SHIE g U U YEE MSs17| 2 =OIxX| ¢i=
ROIM 2|MS Coa UL,

The 1345 Call Centre, run by the Ministry of Justice, is in the front line of providing solutions and
answers to question from non-nationals. Ever since the spread of COVID-19, providing interpretation
service became an added role to this Centre to support the Government’s fight against the virus. As
we are still witnessing imported cases of COVID-19 by non-nationals, the Centre is not sparing its
effort to provide the right information to keep the nation safe in the midst of the pandemic.
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A dedicated call centre for non-nationals in Korea
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Number of calls processed at Immigration Contact Centre (1345 Call Centre)

Immigration Contact Centre, or commonly known as
1345 Call Centre (Centre) has become busier than ever
with the spread of COVID-19. This Centre is serving as
a control tower of providing answers to a wide spectrum
of endless flow of questions from non-nationals ranging
from small questions to visa extension and self quaran-
tine.

The 1345 Call Centre was opened in 2008 as requested
by the Framework Act on Treatment of Foreigners Residing
in the Republic of Korea to provide solutions and answers
to typical questions newcomers have including those on
immigration matters. It is served by around 100 repre-
sentatives who provide services in 20 different foreign
languages, primarily in English, Chinese and Vietnamese.
The Centre also signed an MOU with 18 central govern—
ment bodies and provides 3-way interpretation service

upon request.

(H): A / unit: calls)

A= 2020
Year e e (8% 7I=/as of August)
Abeh 7% )
Call processed 2,488,450 2,524,421 1,999,649

2020 TH| & 5 Z2LH9 BE HBH 7IF)

The share of enquiries relevant to COVID-19 in 2020 (as of August)

TZ2LHO 2 ME
COVID—19 enquiries

134,121
Z-

(S4QJ: 24 / unit: calls)

Ut At 3zt 5%
General enquiries

3—way interpretation

1,105
Z

-




The Centre is handling a dramatically increased volume
of incoming calls with the spread of COVID-19 -a 21% in-
crease of incoming calls and a 300% increase of 3-party
interpretations. When we saw the first imported case of
COVID-19 from China earlier this year and a large—scale in-
fection broke out in Daegu in March, interpretation service
provided by the Centre played an integral role in dealing

with the pandemic.
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An agile organisation to prevent the spread of COVID-19
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Ever since we saw a rise in COVID-19 infections from late
January this year, the 1345 Call Centre started to run 24
hours on weekdays in response to provide 3-way interpreta-
tion service with KDCA (Korea Disease Control and Preven-
tion Agency) to respond to imported suspected cases in a
timely manner.

Representatives working at the Centre are doing their best
with professionalism and commitment to provide useful and
accurate information, but as the Centre is now run 24 hours
we hired six more representatives to alleviate their fatigue.
This resulted in processing additional incoming calls by 5%p
on average during April and May compared February — March
period.

We have also seen disturbing news of mass COVID-19 in-
fections among call centre employees and to prevent such an
incident hitting our Centre, we de-centralised our Centre into

two different locations in Mok-dong and Yeomchang-dong

Measures implemented in the Centre in response to COVID-19
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24 hour service More representatives

De—centralisation

Plastic screens Spotless sterilisation



to allow proper distancing among representatives and to
minimise damage should such an incident occur. Additional
measures include installing plastic screens between repre-
sentatives and providing microphone sterilisers to name a
few. As we know the damage non—nationals have to suffer if
our Centre is closed down due to COVID-19 outbreak, utmost
safety measures are practiced at all times.
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The Centre is providing information on preventing
COVID-19 infection and COVID-19 Screening Centre loca-

tions in multiple languages and is working with KDCA to
handle COVID-19 patients in a timely manner by providing
3-way interpretation service as the pandemic is, inevitably,
poised to be with for quite some time. Not only dealing with
COVID-19, the Centre is playing an important role in provid-
ing a wide range of services non—nationals need for settle-
ment in this country. One good example is “Community Law-
yer Programme for Non-nationals”. When they need legal
counseling, they can enjoy tailored service from a dedicated
lawyer and interpretation service is also provided. To ensure
better convenience and allow greater accessibility to more
information, the Centre opened an online Q&A bulletin board
at Hi Korea website (www.hikorea.go.kr). This means both
telephone and web-based services are now offered.

The Centre also acts as an agency to promote policies in—
troduced by central Government bodies to prevent the spread
of COVID-19. It promotes our self-diagnosis app, instruc-
tions on how to visit testing facilities and penalties imposed
by breaking self quarantine requirements in multiple lan-
guages to name a few.

The Centre offers more sophisticated services by upgrad-
ing capabilities of representatives as we expect to see more
non-national in the country. It will also be equipped with a
contingency plan for unexpected situations to cope well with
emergencies. The Immigration Contact Centre is fully charged
to re-invent itself as a dedicated organisation catering to the

needs of non-nationals.
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Interviews with representatives
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Jeong, Eun-hee,
Korean language
representative
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Lee, Su—been,
Mongolian language
representative
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What are some rewarding moments you can remember?

| sometimes get in contact with people who reached me on behalf of non-nationals
who cannot speak Korean well. There are some cases they need desperate help, and |
also do my best to provide them with the support they need. The moment they call me
back to say thank you is the best moment | can remember as a person working as a call
centre representative.

Q QA ZIUT DIgI0I0] YOMTIR?
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Is there a particular person that comes to your mind?
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That question reminds me of a general paralysis patient who reached me by getting
assistance from his spouse. He desperately asked me whether there is any way for his
spouse to acquire Korean nationality. | tried to give whatever information | can offer him,
and as if he was moved by my commitment, he cried happy tears on the other side of
the line. This was a very rewarding moment.

ok

= & = M= SEXCI HHS TP |7 2 02 gla U, e EetolH
ME FSSIA| QHLfSh= YIS ARSLICIRE HMO|LE H|=E HEHMEE 7SS oiE

= 4% S ALY ARH| SE ez HEH0| 022 &7tS0] USUCE E M0 Fat
7t QUIEL| AEE2|LESISIK| 42 oI5 01E M B TN TES.
When | was a novice representative, saying “no” or “impossible” was the most difficult
thing. Of course now | am trained pretty well to say no in a more sophisticated way, but
still, there are difficult moments when | have to deal with some desperate enquiries.
Additionally, as | receive calls from all around the country, dealing with enquiries made
in regional dialects is a big challenge.
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You work in the front line with non—nationals. What is the reason that pushes you to
do better?

AN GA| HetR=RI0[A} et o=Rle =M M Bl UMY Oigs w7 EHE 2 Y
7 |Of] Z|CHEt EAH| QHLSHAL =251l QLG £ HHS 2fo O AM Z2Sit =2
MO0 ket AS0| 010 4= QU= =A=2|H, IR S0 L 117t SIEX| Q=S Attt
HH oML EX[X| ¢i22 2MS CrfLc).

| was once a non—national here in Korea and now, as a naturalised Korean | fully un-

X[ HIEHH S

derstand the difficulties non—nationals go through. So | try to give the simplest answer

at my disposal. These days | do my best as a bridge who connects non—nationals with .Yang, Gee-hyeon,
healthcare officials and concentrate on the communication to be as accurate as possible UIETETTES lan.guage
representative

to assist healthcare work.

Q. 7|0l 5= SEO0I AULIL?

Is there a particular person that comes to your mind?

A HIEE0Z AERME 6204, 2=015S HAIE o0, 2=21SE2 HuA
2ot HHARX (D Sh=0f| 241 X| H0f O E 20|61, 2t=1Q1 HRAE =0| OFEMA Of
212 FO| UUSLICE 75| HEISIA| 7|0 T2 AT, TH|IMT, SRAFARA SIX| QILY
S M7t HEe 4 Qe BE HEHE A MATTSLICT OEK|2I0)| ‘S20]| H=cHECF 1
QIALE SR, 7 0l S S MARICH= ARAO]| KM= BEGHEX|R.
| can think of a Vietnamese national who asked how to register as a non-national in
Korea. In fact, this is a pretty simple procedure. But | found out it has only been weeks
she arrived in Korea and her spouse was ill at the time. So | provided her with all the
information needed to get herself registered as a non—national, for example documents
needed and the nearest immigration office to name a few. Right before finishing the
call, she told me “Because of you, | feel so happy today”. It was amazing to hear from a
person that a call centre representative like me can make somebody so happy.

=& HEMALE = 2080, HES oItk L 7t & S21X| o= 20AHEIR. £Z20= 30| OATE M1 T
SICHEL] 21740 =HA] TIE0H| CHo O XRM[S] S01EME H 202, 4T 26K oML Lkl QFAAERSLCE T =Lt
197t HHEE2 NS 20 2 M QUXITE 78 B2 SICHEH O] L BE=oHEILIC

That question reminds me of a person who was being prepared for a upcoming interview to acquire Korean nationality.
As | asked what was the problem, | get to understand that this person has difficulty with hearing. | believe she was even
more concerned as it was very likely her interviewers would definitely be wearing a face mask during the interview. | as-
sured her not to worry too much. COVID-19 seems to have penetrated to very part of our everyday lives, but whenever |
get a thank you message from the other side of the line, that simple message is a great source of energy to continue on
with my job. 3£
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Sejongno Branch Seoul Immigration l..f.hn_t-:-
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Based upon the assessment of the Nationality Review Committee, the Mul-
tiple Citizenship for Outstanding Talent (hereinafter the MCOT) allows an
individual to obtain Korean citizenship while keeping his/her foreign na-
tionality when s/he has a certain ability, skill or expertise in an eligible
segment, including the sciences, economy and the arts, and his/her contri-
bution can be of benefit to the Republic of Korea.

To be eligible, you must

@ be a renowned or prominent figure

@ be recognized with exceptional achievements in academia and research

@ have extraordinary abilities in arts and culture

@ have outstanding abilities in sport

® be in a profession in national, international business or foreign investors
pursuant to the Foreign Investment Promotion Act

® be in a profession in the fields that have emerged or involve cutting-edge
technologies

@ have his/her own original technology in industries pertaining to emerging,
up-to-date technologies or the sciences

be an intellectual property holder-either national or international

© have certain expertise and skill regarding a particular segment

have work experience in an international entity

* An applicant who meets one of the conditions regarding disorderly conduct, prescribed in
Article 5 (2) of the Nationality Act, will be denied review for DCSOT.

@ An applicant should submit an application at an Immigration Office or a dip-
lomatic mission.

@ The Nationality Review Committee will review and discuss to draw a deci-
sion, and then conduct an interview for naturalization applicants. The Min-
ister of Justice then will permit naturalization or restoration of one’s citizen-
ship. (For an applicant who wishes to restore his/her Korean citizenship,
his/her interview will be waived.)

@ When completing taking oaths of fidelity and not to exercise foreign citizen-
ship and receiving a nationality certificate altogether, one will be considered
a legitimate dual citizenship holder.

Applica- X . Permission for | | Awarding | | Oath Not
tion and N Review/Deci~ Natural- 5 Naturalization 5 Citizen— N to Exercise
Accep- sion by the _ization /Restoration of ship Foreign

tance Committee interview Nationality Certificate | |citizenship

An application should be submitted to one of 18 Immigration Offices in Korea
or Korean diplomatic missions abroad.
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@ HiKorea is?

The HiKorea website is an online civil petition platform
for foreign residents and visitors in Korea, which pro-
vides useful administration information and e-services
in various spheres, including immigration, employment,
work, investment guide and civil documents.

© Loginisamust!

Korean nationals and foreigners alike are eligible to join
the HiKorea membership and relevant civil petition ser-
vices are available depending on users’ log=in information.

Q Which services are available?

@ e-Application Service

The HiKorea website offers e-Application services in
various spheres, including Permission for Extension of
Stay, Permission for Change of Status, Report of Chang-
es in Residence and Registration, Report of Employment
and Permission for Change of Workplace. Civil petition
applicants can access the relevant services following the
guided procedures on the HiKorea website after authen-
tication process.

@ Smart Entry Service (SES)

Travelers who have registered their fingerprints with the
Smart Entry Service (SES) program can enjoy automatic

L

A
Re

immigration clearance services. Registered foreign resi-
dents aged 17 or more including Overseas Korean resi-
dents can join this convenient traveler program at the
SES Enrollment Centers.

@® Visit Reservation Service

Visit Reservation Service allows you to make an ap-
pointment to visit a jurisditional immigration office on
your selected time and date. An appointment can be
made at least one day in advance of your intended date
of visit. All you need to do is print and present your res—
ervation receipt at the counter on your reserved visit day.
O Extension of Stay for Departure (COVID-19)
Short-term visitors who are seeking to extend their stay
under unavoidable circumstances where departure from
the ROK is impracticable, such as no return flights being
available, can apply for Permission for Extension of Stay
for Departure for period not exceeding 30 days.

@ My Civil Petition Status

e-Application Status and Visit Reservation information
is available in real time on the HiKorea website.

0O Validity Checks and Useful information

Take advantage of HiKorea’s convenient services to ac-
cess necessary information, such as resident card va-
lidity period, expiry date of stay, employment eligibility
and mores with just one click of your mouse!
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