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Effects of Emotional Labor and Communication Competence
on Turnover Intention in Nurses

Kim, Se Hyang - Lee, Mi-Aie

Department of Nursing, Dongguk University

Purpose: The purpose of this study was to investigate the relationship among turnover intention, emotional labor,
and communication competence in nurses. Methods: The participants for this study were 297 nurses from three gen-
eral hospitals in two local cites in Korea. Data were collected by self-administered questionnaires from August 26
to September 10, 2013 and analyzed using descriptive statistics, One-way ANOVA, t-test, Pearson Correlation,
Stepwise Multiple Regression with the SPSS/WIN 18.0 program. Results: The average scores for turnover intention,
emotional labor, and communication competence respectively, were 3.45, 3.08, and 3.44 out of 5. The novices recog-
nized that their emotional labor and turnover intention were significantly higher, and their communication competence
was lower than other nurses. Nurses' turnover intention had a positive relationship with their emotional labor, but
no relationship with communication competence. Job satisfaction, frequency of emotional expression, and emotional
dissonance had an effect on nurses' turnover intention. Conclusion: The results show that emotional labor and job
satisfaction are very important factors affecting nurses' turnover intention. So, nurse managers should try to minimize
nurses' emotional labor and maximize their job satisfaction by developing various human relationship educational
and support programs and using them.
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Table 1. General Characteristics of Participants ~ (N=297)
.. . n (%) or
Characteristics Categories M+SD
Gender Male 17 (5.7)
Female 280 (94.3)
Age (year) 31.11£8.07
<25 83 (27.9)
26~30 99 (33.3)
31~35 35 (11.8)
36~40 30 (10.1)
41~45 26 (8.8)
<46 24 (8.1)
Marital status Unmarried 182 (61.3)
Married 115 (38.7)
Religion Yes 162 (54.5)
No 135 (45.5)
Educational College 198 (66.7)
level Bachelor 83 (27.9)
< Master 16 (5.4)
Job position Staff nurse 265 (89.2)
< Head nurse 32(10.8)
Working Medical unites 52(17.5)
department Surgical unites 08 (22.9)
Special Unites* 99 (33.3)
OPD 32(10.8)
Others 46 (15.5)
Clinical career 8.82+7.70
(year) <3 84 (28.3)
3~<6 50 (16.8)
6~<9 52 (17.5)
o~<12 23(7.7)
12~<15 21(7.1)
<15 67 (22.6)
Frequencies of 1.22+0.54
working unit 0 138 (46.6)
change (time) 1~2 83(27.9)
3~4 42 (14.1)
<5 34 (11.4)
Experience of Yes 77 (25.9)
turnover No 220 (74.1)
Job satisfaction 3.12%+0.70
Very satisfied 7 (2.4)
Satisfied 70 (23.5)
Neutral 174 (58.6)
Dissatisfied 44 (14.8)
Very dissatisfied 2(0.7)

*Intensive care unit, emergency unit, operating unit,
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Table 2. Turnover Intention, Emotional Labor, and Commu-

nication Competence (N=297)
Variables M=SD
Turnover Intention 345+0.85
Emotional labor 3.08%£0.55
Frequency of emotional expression 3.321+0.63
Level of emotional caution 3.12%0.55
Emotional dissonance 2.80+0.74
Communication competence 3441041
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Table 3. Differences of Turnover Intention, Emotional Labor, and Communication Competence according to Characteristics of

Participants (N=297)
Turnover Emotional Communication
Variables Categories Intention labor competence
M=SD tor F (p) M=SD tor F (p) M=SD torF (p)
Gender Male 3.46+0.86 0.01 2.98+0.56 0.79 3.40+0.41 0.40
Female 3.45+0.85 (.004) 3.09£0.55 (.431) 3.44+0.41 (.694)
Age (year) <25 3.260.90 2.89 2.90+0.55 391 3.34+0.46 5.28
26~30" 3.68+0.69 (.016) 3144051 (.002) 3.36+0.37 (.001)
31~35° 351082 e<a,b,c,d,f 325%£051 a,e<b,d<cf 352£035 a,b<cd,e,f
36~40" 3.47+0.87 3.19%0.54 3.50+0.26
41~45° 3.16%1.06 2.94%0.52 3.65%0.44
<46 3.34+0.84 3.25+0.62 3.67+0.42
Marital status Unmarried 3.49+0.83 0.90 3.08%+0.56 0.03 3.37+0.42 3.54
Married 3.40+0.89 (.367) 3.08+0.53 (.977) 3.54+0.37 (<.001)
Religion Yes 3.431+0.85 0.58 3.09£0.53 0.28 3.52+0.39 3.82
No 3.491+0.84 (.559) 3.07%£0.57 (.778) 3.34+0.41 (<.001)
Educational College® 3.49+0.84 0.44 3.06+0.56 0.81 337+0.41 10.43
level Bachelor” 3.39%0.86 (.647) 3.10+0.49 (.448) 3.5410.36 (<.001)
< Master® 3.38+0.89 3.23+0.70 3.75+0.42 a,b<c
Job position Staff nurse 3.47+0.82 0.67 3.071+0.54 1.11 3.40+0.40 398
< Head nurse 3.36+1.08 (.506) 3.18%0.60 (.267) 3.70+0.42 (<.001)
Working Medical unites 3.48+0.78 231 3.14+0.59 0.39 3.38+0.46 0.56
department Surgical unites 3.71+0.77 (.058) 3.12+0.57 (.819) 3.41+0.44 (.689)
Special unites* 336091 3.04£0.58 3.45+0.39
OPD 3.30+0.81 3.09%+0.46 3.48+0.35
Others 3.45+0.85 3.05+0.47 3.48+0.38
Clinical <3 3.21£0.85 496 2.88+0.52 414 3.35+0.41 5.05
career (year) — 3~<G’ 376068  (<.001) 3.16+0.57 (.001) 331+042  (<.001)
6~<9° 3731077 a,d,f<b,c,e 3241049 a<b,c,d,e,f 348+t041 a,b,d<c,e,f
9~< 12" 3.47+0.83 3.07+0.46 337+0.38
12~<15° 3.61£0.79 3.28+0.45 3.50+0.27
<15 3.40£091 3.10+0.60 3.62+0.39
Frequencies of (" 3.36%£0.85 1.84 2.96+0.52 6.34 3.40+0.42 1.72
work unit 1~2° 3.54+0.82 (.139) 3.11£0.55 (<.001) 3.42+0.39 (.164)
change (time) 3~4° 3.66+£0.80 3.33+0.48 a,b<c,d 3.48+0.37
<5¢ 3.40+0.90 3.21+0.62 3.57+0.45
Experience of Yes 3.58+0.85 1.50 3.16+0.57 1.50 3.41+0.41 0.63
turnover No 3.41+0.84 (.135) 3.05+£0.54 (.134) 3.45+0.41 (.533)
Job satisfaction ~ Very satisfied” 1.75+0.78 29.16 2.68+0.83 470 3.68+0.53 4.87
Satisfied” 2934075  (<.001) 2.96+0.49 (.001) 3.60+0.38 (.001)
Neutral® 356+0.72 a,b<c,d<e 308+054 a,<b,c,<de 3.39+£040 c¢,d e<a,b
Dissatisfied 4.07+0.67 3.34+0.52 3331041
Very dissatisfied®  4.50%0.71 3.44+0.63 3.33+£0.38

*Intensive care unit, emergency unit, operating unit,
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Table 4. Correlations among Turnover Intention, Emotional Labor, and Communication Competence (N=279)
Variables ! . J i ° 6
r(p) r(p) r(p) r(p) r(p) r(p)
1. Turnover Intention 1
2. Emotional labor 51 1
(<.001)
3. Frequency of emotional expression 47 85 1
(<.001) (<.001)
4. Level of emotional caution 38 .86 .65 1
(<.001) (<.001) (<.001)
5. Emotional dissonance 45 87 .54 62 1
(<.001) (<.001) (<.001) (<.001)
6. Communication competence -.10 -.00 .09 .07 -14 1
(.073) (.986) (.107) (.220) (.019)

Table 5. Stepwise Multiple Regression on Turnover Intention (N=297)
Variables B SE B t p
(Constant) 3.18 .29 28.29 <.001
Job satisfaction -0.52 .05 -43 -9.60 <.001
Frequency of emotional expression 0.36 07 27 5.19 < .001
Emotional dissonance 0.25 .06 22 411 < .001

Adj, R’= 441, F=78 70, p< .001
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