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Influences of Customer Orientation, Emotional Labor, Unit Manager-nurse
Exchange and Relational Bonds on Nurses' Turnover Intension

Kim, Young—Soon1 - Park, Kyung—Yeon2

'Department of Nursing, Busan Institute of Science and Technology
2Department of Nursing, Silla University

Purpose: The study was done to investigate nurses' customer orientation, emotional labor, unit manager-nurse ex-
change and relational bonds and to identify the factors affecting nurses' turnover intentions. Methods: A cross-sec-
tional survey was conducted using self-report questionnaires. The participants in this study were 276 nurses in tertiary
hospital located in a metropolitan city, Korea. Data were analyzed using descriptive statistics, t-test, ANOVA,
Pearson correlation coefficient and stepwise multiple regression with the SPSS program 22.0. Results: The mean
scores were 3.7410.90 (out of 5) for turnover intention, 5.31+0.87 (out of 7) for customer orientation, 4.8210.96
(out of 7) for emotional labor, 3.58+0.61 (out of 7) for relational bonds, and 3.18+0.57 (out of 5) for unit manager-nurse
exchange. Factors influencing turnover intention were 'emotional labor' (3=.39, p<.001), 'unit manager-nurse ex-
change' (8=-.22, p<.001), 'financial bonds' (8=-.19, p<.001), 'perceived economic status' (3=-.15 p=.003) and ‘car-
eer' (3=.14, p=.005). These factors explained 34.9% of the variance in turnover intension (F=30.46, p<.001).
Conclusion: Findings indicate that to reduce nurses' turnover intention in the hospital, there is a need to improve unit
manager-nurse exchange and to manage strategies lowering nurses' emotional labor.
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Table 1. The Differences in Turnover Intention, Customer Orientation, Emotional Labor, UM-Nurse Exchange, and Relational

Bonds by Participants’ Characteristics (N=276)
Turnover Customer Emotional UM-nurse Relational
intention orientation labor exchange bonds

Variables Categories n (%) - = o -

tor tor or tor
MiSD torF(p) M+SD M+SD MSD M+SD
) ) ) ) 0
Age (year) <29° 221(80.1) 3.72+0.88 914 522+0.83 9.99 4.87+0.88 473 3.18%055 0.06 3.58%+0.60 0.10
30~39" 48 (17.4) 4.0040.88 (<.001) 5.60+0.89 (<.001) 4744110 (010) 321+0.64 (943) 3.61+0.69 (.909)
>40° 7(2.5) 250%0.83 a,b>c 6.39%£0.57 a<b,c 3.77£1.53 a,b>c 3.16+0.68 3.63+0.77

Marital Not married 232 (84.1) 3.76+0.87 1.04 525086 -2.77 4.89+0.87 240 3.19+£056 0.89 3.58%0.62 -0.09

status Married 44 (15.9) 3.61+1.05 (.298) 5.64+0.83 (.006) 4.42+125 (.020) 3.11%£0.60 (.375) 3.59+0.62 (.931)

Education College 88 (31.9) 3.72+£0.86 0.05 5.19+0.92 278 4.89+0.95 136 3.21£056 1.64 3.57+0.61 0.94

University 169 (61.2) 3.74+0.92 (949) 5.34+0.84 (.064) 4.81+094 (258) 3.19%£057 (.195) 3.57+0.61 (.393)
Graduate  19(6.9) 3.79+1.03 5.6810.72 449+1.14 2.95%0.55 3.77+0.65
Perceived Low® 41 (14.9) 4.13+0.80 8.66  5.05+1.07 422 510+0.89 248 3.06+0.65 299 3.48+0.66 1.09
economic Moderate” 230 (83.3) 3.69+0.89 (<.001) 5344082 (016) 477096 (086) 3.19+054 (052) 3.60+0.61 (.338)
status High* 5(1.8) 260091 a,b>c, 6.10+£0.58 a<c 4.44+1.16 3.69+0.75 3.86+0.38
a>b
Clinical <12 15(5.4) 3.18%0.93 297 495+045 7.77 444+055 098 3251040 0.22 3.70£0.63 1.51
career 13~36 108 (39.2) 3.66+0.87 (.032) 5.11+0.87 (<.001) 4.87+0.88 (404) 3.15+0.57 (.880) 3.51%£0.61 (.211)
(months) 37~60 66 (23.9) 3.84+0.83 5.30+0.81 a,b<d 4.86%0.97 3.191+0.58 3.54+0.52
>61 87 (31.5) 3.85+0.96 5.65+0.85 4.78+1.09 3.20+0.59 3.68+0.67
Work place MW" 116 (42.1) 3.77+0.84 332 531+0.79 281 4.85+096 353 3.12+055 639 3.61£0.57 3.00
SW" 66 (23.9) 3.6810.94 (006) 5284092 (017) 4.79+0.83 (004) 341£0.50 (<.001) 351+057 (.012)
ICU* 21(7.6) 3.64+0.83 d>f 5.13+0.85 456+£0.76 d>e 3.18%+037 a<b 3.60+0.65
ER? 20(7.2) 4.35%0.64 5.04+0.80 5.53+0.85 2.74+£0.62 d<b,f 3.36%0.70
OR® 19 (6.9) 3.87+0.73 5.12+1.02 4.40+1.06 2.95+0.49 3.36+0.53
Others' 34 (12.3) 3.37+£1.12 5.77+0.85 4.71+1.09 3.32+0.65 3.88+0.71

Age (M*SD)=27.381+4.92 yr; UM=Unit manager; Others=Out-patient department or special diagnostic test room, MW=Medical ward,
SW=Surgical ward, ICU=Intensive care unit, ER=Emergency room, OR=Operating room.
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Table 2. Customer Orientation, Emotional Labor, Unit Manager-Nurse Exchange, Relational Bonds, and Turnover Intention among

Nurses (N=276)
Variables M+SD Min Max Possible range
Customer orientation 5.31+0.87 2.00 7.00 1~7
Emotional labor 4.82+0.96 1.20 7.00 1~7
Relational bonds 3.58+0.61 2.00 5.38 1~7

Structural bonds 2.93+0.92 1.00 5.40 1~7
Social bonds 4.57+0.75 2.29 6.57 1~7
Financial bonds 2.67%1.07 1.00 5.50 1~7
Unit manager-nurse exchange 3.18+0.57 1.29 5.00 1~5
Turnover intention 3.74+0.90 1.00 5.00 1~5

Table 3. Correlations among Study Variables (N=276)

Variables ! 2 3 4 > 6 7
r(p) ) r(p) r(p) r(p) r(p) )

1. Customer orientation 1

2. Emotional labor .05 (.432) 1

3. Structural bonds .05 (.374) -21(<.001) 1

4. Social bonds .29 (<.001) -.20(.001) .14 (.024) 1

5. Financial bonds -.05 (412 -.21 (.001) 54 (<.001) .04 (577) 1

6. Unit manager-nurse exchange .20 (.001)  -.08 (.167) 21(<.001) .33(<.001) .17 (.006) 1

7. Turnover intention -.04 (.508) 47 (<.001) -27(<.001) -.08(.188) -33(<.001) -.30(<.001) 1
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Table 4. Predictors of Turnover Intention among Nurses (N=276)
Variables B SE B t p
(Constant) 3.77 44 8.49 <.001
Emotional labor 0.37 .05 .39 7.74 <.001
Unit manager-nurse exchange -0.35 .08 -22 -4.40 <.001
Financial bonds -0.16 .04 -19 -3.68 <.001
Perceived economic status -0.34 12 -15 -2.96 .003
Career 0.13 .05 14 2.83 .005

F=30.46, p < .001, Adjusted R*=34.9%, Durbin-Watson=1.94
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