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Influences of Hospital Nurses’ perceived reciprocity and Emotional Labor on Quality of Nursing

Service and Intent to Leave

Lee, Mi-Aie' - Kim, Eunjeong?

Department of Nursing, Dongguk University, Gyeongju
“Department of Nursing, Daedong College, Busan, Korea

Purpose: This study was performed to investigate the relationship among reciprocity, emotional labor, nursing service quality and intent to
leave, and to identify factors influencing nursing service quality and intent to leave. Methods: This study was a cross-sectional survey.
Participants were 300 nurses working at five general hospitals in two provincial cities in Gyeongsang Province, Korea, From May 1 to June
30, 2014, data were collected using structured questionnaires and analyzed with SPSS/PC ver 20.0 programs. Results: There were relation-
ships between reciprocity and nursing service quality, and intent to leave, and between emotional labor and intent to leave. Participants’
general characteristics, reciprocity and emotional labor explained 48.4% of variance in nursing service quality and participants’ general
characteristics and these two independent variables explained 31.9% of intent to leave, Conclusion: These findings indicate that from the
perception of hospital nurses, reciprocity and emotional labor are both very important factors to improve the quality of nursing service
and decrease the intent to leave. So nursing managers should try to develop various personnel management programs focused on human
emotions, and create a mutual respectable organizational culture and work environment,
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Table 1. Differences of Reciprocity, Emotional Labor, Nursing Service Quality, Intent to Leave according to General Characteristics

(N=297)

. ) Reciprocity Emotional labor Nursing service quality Intent to leave
Variables Categories n (%)
M+SD torF (p) M+SD torF (o) M+SD torF (p) M+£SD torF (p)
Gender Male 9(3.0) 60.67+8.41 1.21 26.67£4.85 -1.73 73.78+7.81 0.10 11.00£2.45 -2.72
Female 288 (97.0) 58.06£6.31 (.228) 29.43%£4.72 (.085) 73.50£7.96 (.917) 13.86+3.13 (.007)
Age (yr) <252 104 (35.0) 57.15+£5.64 2.15 29.46%4.31 0.48 70.82+7.28 13.72 14.11+£3.17 0.79
26~302 77 (25.9) 58.32+6.77 (.074) 29.59£5.11 (.749) 72.18£7.96  (.<001) 13.86+2.96 (.533)
31~35b 59 (19.9) 57.71£6.25 28.64+5.14 74291626 a<b<c 13.59+3.35
36~40¢ 17 (5.7) 59.82+3.78 30.06%4.02 77.82+3.28 13.00+2.12
>41 40 (13.5) 60.28+7.91 29.32+4.86 80.05+£8.74 13.35+3.47
Marital Unmarried 203(684) 58124625  -0.06 29514477 089 72254753 411 13.86£3.17  0.67
status Married 94(31.6)  58.1746.67  (954) 2898466  (373) 7621817 (<.001)  13.60+3.09  (506)
Religion Yes 151 (50.8) 59.06+6.57 2.56 29.04+4.69 -1.13 7495817 3.25 13.64+3.39 -0.74
No 146 (49.2) 57.17+6.04 (.011) 29.66%4.78 (.261) 72.01+£7.43 (.001) 13.91+2.87 (.463)
Educational 3-yr diplomas 148 (49.8) 57.80+£6.47 0.52 29.04£4.79 1.16 72.53+£8.57 5.68 13.61+£2.94 2.87
level Bachelore 129 (43.5) 58.39+6.17 (.597) 29.82+4.79 (.316) 73.82+7.33 (.004) 14.16+3.24 (.058)
>Masterb 20(6.7) 59.05+7.02 28.65%3.60 78.70£3.95 a<b 12.50+3.68
Clinical <1a 26 (8.8) 59.81+7.41 227 27.27%£5.79 1.87 72.42+8 .81 11.95 11.81+4.29 344
career 1~3b 65 (21.9) 57.86+6.34 (.062) 29.95+4.64 (.115) 70.89£7.70  (<.001) 13.71£3.15 (.009)
(yr) 4~6b 60 (20.2) 56.88+5.92 28.831£3.98 71321668 a,b<c 14.32+2.80 a<b, c
7~100 70 (23.6) 57.32+£6.04 29.61+£4.81 72.87+7.66 14.20+2.71
>10¢ 76 (25.5) 59.53+6.46 29.72£4.80 78.4216.95 13.68£3.12
Position Staff nurse 255 (85.9) 58.01+£6.29 -0.87 29.15+4.82 -1.81 72.78+7.88 -3.97 13.77+3.09 -0.03
Head nurse 42 (14.1) 58.93+£6.90 (.387) 30.60£4.01 (.072) 77.90£6.92 (<.001) 13.79+3.51 (.980)
Experience No 195 (65.7) 58.231£6.33 0.33 29.59+4 83 1.25 73.08+7.55 -1.29 14.08+3.19 2.35
of leaving Yes 102 (34.3) 57.97£6.50 (.745) 28.86+4.53 (.211) 74321861 (.199) 13.19+£2.97 (.019)

“Post hoc: Duncan.

www. kan.or. kr

http://dx.doi.org/10.4040/jkan.2016.46.3.364



3ol

US AP} 2|25t =3

Yot BY=SO| L= AHIA A0 0| 20150] D|2|E Fet 369

Table 2. Level of Reciprocity, Emotional Labor, Nursing Service Quality, Intent to Leave (N=297)

Variables M=SD Minimum Maximum

Reciprocity 3.63£0.40 2.63 5.00
Balance within team caregiving 3.8710.44 2.86 5.00
Love and affection 3.28%0.57 1.40 5.00
Intrinsic reward 3.6410.54 2.00 5.00

Emotional labor 3.26%0.53 1.22 4.89
Emotional expression frequency 3.47£0.60 1.67 5.00
Emotional expression attentiveness 3.22+0.57 1.00 5.00
Emotional dissonance 3.09£0.69 1.00 5.00

Nursing service quality 3.68+0.40 2.55 5.00
Reliability 3.60%£0.46 1.75 5.00
Tangibility 3.71£0.46 2.50 5.00
Responsibility 3.67£0.46 2.25 5.00
Assurance 3.6610.44 2.00 5.00
Empathy 3.73£0.48 2.00 5.00

Intent to leave 3.44%0.79 1.00 5.00

Table 3. Relationship among Reciprocity, Emotional Labor, Nursing Service Quality, Intent to Leave (N=297)
) X1 X2 X3 X4 X5 X6 X7 X8

Variables

r (o) r (o) r (o) r (o) r (o) r () r (o) r (o)
Balance within team caregiving (X1) 1.00
Love and affection (X2) 34 100
(<.001) ‘
Intrinsic reward (X3) 44 58 1.00

(<.001) (<.001)
Emotional expression frequency (X4) -.04 -.02 -15

(551) (698)  (008) 02
Emotional expression attentiveness (X5)  -.11 -.04 .00 .59 1.00

(.053) (.523) (.952) (<.001) i

Emotional dissonance (X6) -.16 -.09 -14 53 .65 100
(.006) (111) (.015) (<.001) (<.001) :

Nursing service quality (X7) 44 37 64 .07 -.02 -16 100
(<.001) (<.001) (<.001) (.224) (.774) (.005) :

Intent to leave (X8) -23 -.21 -22 28 38 51 -.09 1.00
(<.001) (<.001) (<.001) (<.001) (<.001) (<.001) (.116) :

son 7 7302 AARIQ 82~1.53& Hol APV BAl 8, JAEE, Z9E SEHVSE BYsiltt 1 4d) By 19 A

g2 1
7h Qla A e Mg 1] AL 80 o3l Wit WY 14.2%, 28 MW FeIsi ot (F=7.85, p<.001) Tt
SRR FUEMT FARMAE 12-912  SAfH|A Hoj tigh o] fofgt M gl Aoz vehdth
3L EAPHARIAN(Variance Inflation Factor 2 TAlIAE 23 1o 535149] :5]'9&&‘1‘1 k XPL =, o
~8.582 LR} ofu ity 10,08 W= 2 39, s mae Fvle 59
Yo

)

o) S 27} B Tiol A1) BAE ol G794 ol 29 1o] ul 34090} 4 i 29 Ay okt
B BANO) BAIS Wi 4 2ol HOP|(F=27.95, p<.00D), ZEEAIA ol Thet ole el
ZHEAI ol G TRl Q1S ISP Sl AMISH S Zhe WAE FRRRE #9(B=.23, p<O0D3} uw L<13=.45

=3
o dube 54 F, AR et Y, &0, Fu, 3 < F, AuwAr vehd A BEEE VMR Rleigitt 14
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Table 4. Factors Influencing Nursing Service Quality (N=297)
Varisbles Model 1 Model 2 Model 3

B B t D B B t 1) B B t 0
Age 0.18 .18 119 234 004 04 0.34 730 0.01 .01 0.09 927
Marital status (Married) -1.07 -.06 -0.86 390 046 .03 0.47 638 033 02 0.34 735
Religion (Yes) 1.34 .09 149 138 009 .01 0.13 894 005 .00 0.07 941
Educational level (Bachelor) 0.21 .01 023 815 059 .04 0.83 407 068 .04 0.97 333
Educational level (>Master) 0.72 .02 037 .71 169 .05 1.12 264 166 .05 1.10 271
Clinical career 0.02 24 150 133 0.02 20 1.68 094 002 24 1.93 .054
Position (Head nurse) -0.45 -.02 -0.30 765 0.10 .00 -0.09 930 002 .00 0.01 .988
Balance within team caregiving 059 23 487 <001 057 22 466 <.001
Love and affection 005 .02 0.35 729 005 .02 0.35 723
Intrinsic reward 167 .45 795 <001 165 45 7.85 <.001
Emotional dissonance 026 -.07 -1.57 117
Adjusted R2 14 48 48
F (p) 7.85 (<.001) 27.95 (<.001) 25.76 (<.001)
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Table 5. Factors Influencing Intent to Leave (N=297)
Variables Model 1 Model 2 Model 3

B B t P B B t P B B t p
Gender (Female) 2.81 15 2.67 .008 2.35 A3 231 022 1.72 09 192 .056
Clinical career <0.01 .02 039 699 <0.01 06 107 286 <0.01 02 041 .682
Experience of leaving (Yes) -1.05 -16 -2.60 .010 -1.20 -18 -3.08 .002 -0.84  -13 -2.45 .015
Balance within team caregiving -0.16  -15 -246 .015 -0.10  -09 -1.70 .091
Love and affection -0.12 -10 -1.53 128 -0.11 =10 -1.69 .092
Intrinsic reward -0.16 -11 -149 138 -0.11 -07 -1.09 277
Emotional expression frequency 0.02 01 0.20 838
Emotional expression attentiveness 0.12 .07 094 348
Emotional dissonance 0.64 42 618 <.001
Adjusted R? .04 11 32
F (o) 4.74 (.003) 7.05 (<.001) 16.10 (<.001)
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