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The Moderating Effect of Communication Competence in
the Relationship between Emotional Labor and Job Stress in
Nurses

Hee Jung Kim', Min Jeong Cho®

1Department of Nursing, Gachon University, Incheon, Korea
2Gachon University, Gil Medical Center, Incheon, Korea

Background: This study aimed to investigate the extent to which communication competence, emotional labor
and job stress among a group of Korean nurses working in the hospital. Also, the moderating role of nurses'
communication competence was evaluated between emotional labor and job stress.

Methods: This study used a cross-sectional descriptive design. Data were collected from 309 nurses working
in four general hospitals in Korea from June 30 to July 20, 2021. Data were analyzed using descriptive sta-
tistics, Analysis of Variance, t-test, Pearson correlation, and Hierarchical Regression with the SPSS/WIN ver.
28.0 program (IBM.Co., Armonk, NY, USA).

Results: The average score of emotional labor, job stress, and communication ability was 3.39, 3.51, and 3.47
out of 5, respectively. Emotional labor showed a significant correlation between communication competency
and job stress, in the relationship between emotional labor and job stress, the moderating effect of communica-
tion competency was found to be significant (4=-0.162, P<0.01).

Conclusions: The results showed that it is necessary to make efforts to alleviate communication competency,
Emotional labor and job stress plays a buffering role in these relationships. It is suggested that an effective com-
munication training program needs to be developed to cultivate communication skills and attitudes that can be
applied to nursing practice.
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Table 1. General characteristics and differences in communication competence, emotional labor, job stress according to
characteristics (n=309)

Communication competence Emotional labor Job stress
Characteristic Value
Value t/F(P) Scheffe Value t/F(P) Scheffe Value  t/F(P) Scheffe
Gender -2.308 -0.725 1.984
(0.022) (0.469) (0.048)
Male 20 (6.5) 3.67+0.40 3.47+0.66 3.32+0.55
Female 289 (93.5)  3.46x0.40 3.38+0.50 3.53+0.45
Age,y 33.65+7.30 2.556 1.160 1.234
(0.079) (0.315) (0.293)
<30 116 (37.5)  3.46+0.42 3.39+0.55 3.46+0.44
30-39 126 (40.8)  3.43+0.40 3.34+0.46 3.53+0.46
40 67 (21.7)  3.57+0.36 3.46+0.51 3.57+0.48
Career, y 9.1£6.94 4.827 a<b 1.039 2.038
(0.009) (0.355) (0.132)
<3 80(25.9) 3.48+0.45 3.39+0.53 3.45+0.42
4-9* 120 (38.8)  3.39+0.41 3.34+0.49 3.50+0.47
>10° 109 (35.3)  3.56+0.34 3.43+0.51 3.58+0.47
Position 2.122 2.110 1.832
(0.122) (0.123) (0.162)
Nurse 213 (68.9)  3.45+0.41 3.40+0.51 3.49+0.46
Charge nurse 65(21.0)  3.46+0.40 3.31+0.53 3.61+£0.47
Head nurse 27 (8.7) 3.62+0.35 3.54+0.47 3.48+0.45
Department 0.788 3.579 d<c,e 2.242
(0.534) (0.007) (0.065)
General ward 99 (32.0) 3.46+0.43 3.32+0.50 3.45+0.44
Nursing care 103 (33.3)  3.44+0.38 3.45+0.53 3.56+0.44
integrated service ward"
ER¢ 19 (6.1) 3.51+0.40 3.05+0.54 3.36+0.52
OPD*¢ 63 (20.4) 3.49+0.41 3.47+0.45 3.62+0.52
NP 25(8.1) 3.59+0.39 3.45+£0.46 3.45+0.35
Experience in commun- 0.669 1.860 -0.832
ication education (0.504) (0.064) (0.406)
No 117 (37.9)  3.45+0.39 3.32+0.51 3.50+0.47
Yes 192 (62.1)  3.49+0.41 3.43+0.51 3.54+0.44

Values are presented as meanzstandard deviation or number (%).
Abbreviations: ER, emergency room; NP, neuropsychiatry; OPD, out patient department.
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Table 2. The subject's emotional labor, job stress, and communication competence & correlation between emotional labor, job

stress, and communication competence

Emotional labor sub-factors

Variable Min Max Mean+SD Emotional Profes-sional Subject-c'ente Emotions Communicati Job stress
labor emotional  red emotional based on ©Oncompetence
control efforts  suppression  norms

Emotional labor 1.63  4.81 3.39+0.51 1

Pzgietsrsé‘l’gfl}oerf;o“o“al 129 500 3.63x0.56  0.807" 1

Subject-centered 1.00 500 3.21£0.76  0.821° 0.439° 1

emotional suppression

Emotions based on norms 1.00 5.00  3.18+0.66 0.714 0.381° 0.446° 1
Communication 178 467 3.47:040 0299 0.462° 0.135 0.046 1

competence
Job stress 1.60 4.72  3.51+0.46 0.212% 0.186" 0.100 0.237° -0.087 1
Abbreviation: SD, standard deviation.
*P<0.01.
®P<0.05.
Table 3. The moderating effect of communication competence

. Model 1 Model 2 Model 3
Variable
B SE 8 «P) B SE g «(P) B SE p «P)

Constant 3.515 0.024 137.428° 3.515 0.025 139.014° 3.532 0.026 137.436°
Emotional labor 0.097 0.026 0.212 3.805% 0.120 0.027 0.261 4.525° 0.116 0.026 0.252 4.405°
Communication competence -0.076 0.027 -0.165 -2.850" -0.092 0.027 -0200  -3.422°
Emotional labor x -0.058 0.020 -0.162  -2.885"

communication competence

Model 1: F(P)=14.480 (P<0.001), R?=0.045, adj. R*=0.042; model 2: F(P)=11.470 (P<0.001), R*=0.070, adj. R’=0.064; AR’=0.025; model 3:

F(P)=10.604 (P<0.001), R’=0.094, adj. R*=0.086; AR*=0.024.
Abbreviations: ad;., adjusted; SE, standard error.

*P<0.001.

®p<0.05.
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Figure 1. The moderating effect of communication competence
in the relationship between emotional labor and job stress.
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