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Objectives: The purpose of this study was to evaluate the effects of emotional labor on burnout, turn-
over intention, and job satisfaction,

Methods: Dental hygienists were surveyed over a period of 13 days during March, 2013, Data from the
completed questionnaires (N=202) were analyzed using the t-test, one-way ANOVA, Pearson’s correla-
tion, and hierarchical multiple regression,

Results: Higher levels of emotional labor resulted in higher levels of burnout and turnover intention, as
well as lower levels of job satisfaction, The variable showing the largest mediating effect between emo-
tional labor and burnout was emotional intelligence, Supervisor support had the largest mediating effect
between emotional labor and turnover intention, as well as emotional labor and job satisfaction,
Conclusions: It is known that emotional labor has negative effects on burnout, turnover intention, and
job satisfaction, To reduce the negative effects caused by emotional labor, it is necessary to foster the
development of emotional intelligence and self-efficacy of employees, Employers’ efforts to improve su-
pervisor and colleague support for the employees should be made to reduce such negative effects,
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Table 1. Information of scales
Scales (No. of questions) Range Min Max Mean+SD Cronbach’s ¢,

Emotional labor (9) 0-36 8 34 21.71+£4.93 0.799
Emotional intelligence (16) 0-64 19 59 39.50+7.83 0.887
Self efficacy (10) 0-40 4 27 16.67%3.59 0.840
Supervisor support (4) 0-16 0 16 6.81+3.44 0.865
Colleague support (4) 0-16 4 16 10.63+2.84 0.747
Burnout (15) 0-60 7 47 28.31+8.26 0.872
Turnover intention (4) 0-16 1 16 8.78+3.08 0.739
Job satisfaction (3) 0-12 1 12 7.00£2.16 0.752

5-point Likert scale: ‘absolutely no (0)’, ‘relatively no (1)’, ‘moderate (2)’, ‘relatively no (3)’, ‘absolutely yes (4)’.
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Table 2. Burnout, turnover intention, job satisfaction according to socio- demographic characteristics, working environment, emotional labor

Burnout Turnover intention Job satisfaction
Variables N
M+SD P-value M+SD P-value M+SD P-value
Age (yr5) <25 86  2850%+7.93 0933  7.95+3.00°  0.001 7134225  0.167
26-30 80 28.30+8.99 9.69+2.74 6.66+2.03
=31 36 27.89%7.51 8.75+3.46° 7.42+2.18
Marital status Unmarried 175 28.25+8.44 0.792 8.71%3.10 0.388 6.98+2.21 0.765
Married 27 28.70+7.13 9.26%2.96 7.11+1.85
Education status College 132 29.06+7.93 0.077 8.67%3.21 0.465 7.04+2.14 0.700
University 70 26.90+8.74 9.00+2.82 6.91+2.22
Household income (won)* <1,800,000 77 30.61+£8.34 0.072 8.75+2.76 0.002 6.51+2.34 0.882
>1,810,000 55 27.89+8.61 10.33+2.85 6.56+2.06
Working field All work 59 27.39£9.11 0.348 8.63+3.07 0.507 6.98+2.23 0.052
Surgery 31 30.10+8.07 8.61%3.09 6.52+2.35
Prosthetic 34 30.38+9.06 9.76%3.03 6.24%2.03
Orthodontic 47 27.06%7.15 8.62+3.08 7.64+1.98
Reception 23 27.57+7.06 8.35+3.05 7.43+1.97
Other 8 28.88+7.70 8.63+3.46 7.13%2.10
Career (yrs)* <4 122 28.89+9.27 0.628 9.61+2.69 0.098 6.48+2.34 0.624
>4 80 28.77+9.23 9.97+2.76 6.56%2.10
Position Staff 152 29.07+8.32 0.023 8.82+3.05 0.787 6.82+2.16 0.040
Supervisor 50 26.02+7.72 8.68+3.20 7.54+2.10
Medical institution Hospital 51 28.08+8.25 0.816 8.98+3.36 0.596 6.76+£2.31 0.380
Clinics 151 28.39£8.29 8.72+2.98 7.07+2.11
No. of dentists* <5 92 26.98+8.58 0.036 9.04+3.09 0.271 7.24+1.98 0.143
=5 110 29.43+7.85 8.56+3.06 6.79+2.29
No. of dental hygienists* <16 110 28.85+8.54 0.309 9.35+2.89 0.004 6.77+2.10 0.110
=17 92 27.66+7.91 8.10+3.16 7.26%£2.22
No. of patients (daily)* <99 84 26.64+8.54 0.015 9.24+3.19 0.075 7.21+2.13 0.225
>100 118 29.50+7.88 8.46+2.96 6.84+2.18
Working hours (weekly) <40 94 27.15+£7.18 0.058 8.66+3.26 0.598 7.36+1.95 0.024
>41 108 29.32+9.01 8.89+2.91 6.68+2.29
Working days (weekly) <5 140 27.42+8.25 0.021 8.61+3.25 0.208 7.20+2.21 0.043
>6 62 30.32%7.99 9.16%2.63 6.53+1.97
Introduction of five working days ~ Yes 141 27.45+8.10 0.023 8.53+3.23 0.058 7.20£2.21 0.042
No 61 30.31+8.36 9.36+2.63 6.52+1.97
Emotional labor* <21 103 25.32+7.57 <0.001 7.61+3.03  <0.001 7.73%2.01 <0.001
=22 99 31.42+7.82 10.00£2.63 6.23+2.05

*Divided by subjects' medium score.

P-value obtained from t-test or one-way ANOVA.
*"The same characters were not significant by Bonferroni's multiple comparison at ¢,=0.05.
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Table 3. Emotional intelligence, self efficacy, supervisor and colleague support according to socio-demographic characteristics, working

environment, emotional labor

Varibl N Emotional intelligence Self efficacy Supervisor support Colleague support
anabies M+SD P-value M=+SD P-value M=+SD P-value M+SD P-value

Age (yrs) <25 86 38.67+7.86" 0.023 15.93+332 0.039" 6.86%3.11 0.102 10.48+2.71  0.200
26-30 80 38.94+7.10° 17.20%3.98 6.31+3.42 11.04+2.95
>3] 36 42.72+8.64° 17.28+2.97 7.78+4.03 10.08+2.83

Marital status Unmarried 175 39.07£7.92  0.049  16.60%+3.64 0.461 6.67+3.44 0.146  10.78%2.80 0.059
Married 27 42.26%6.72 17.15%£3.23 7.70+£3.29 9.67+2.92

Education status College 132 38.42+7.75 0.007 16.33%3.53 0.058 6.96+3.41 0379  10.24%2.83 0.008
University 70 41.53%7.62 17.33+3.61 6.51+3.47 11.36+2.73

Household income (won)*  <1,800,000 77 37.44+7.87 0.185 15.95%3.69 0.044 6.48+2.99 0474  10.21+3.00 0.363
>1,810,000 55 39.25%7.39 17.22+3.26 6.04+3.79 10.67+2.59

Working field All work 59  40.46+7.61  0.697 17.17£3.74 0.051 7.61£2.76  0.024"  10.81+2.79  0.415
Surgery 31 39.32+8.13 16.77+3.80 6.35+3.36 10.42+2.66
Prosthetic 34 37.56%8.19 14.88+3.59 5.56+3.42 10.44+3.01
Orthodontic 47 39.74+6.21 17.06+2.99 6.45+3.93 10.87+3.04
Reception 23 39.70%9.71 17.26%3.13 8.17£3.57 9.74+2.81
Other 8 39.38%+10.16 16.25+4.52 6.13+2.94 12.00+1.41

Career (yrs)* <4 122 3891+£7.74 0.187 16.21+3.55 0.024 6.64+3.29 0393 10.91+2.84 0.083
>4 80 40.40+7.93 17.38+3.53 7.06+3.65 10.20%2.79

Position Staff 152 38.70+7.48 0.011  1634+3.61 0.022 6.34+3.24  0.001 10.59+2.75 0.750
Supervisor 50 41.94+8.42 17.68+3.34 8.24+3.62 10.74+3.11

Medical institution Hospital 51 39.49+759 0992 16.25+3.71 0.336 553+3.10 0.002  10.73x2.64 0.779
Clinics 151 39.50+7.93 16.81+3.54 7.24+3.44 10.60+2.91

No. of dentists* <5 92 39.93%£7.70 0472 16.84+3.67 0554  7.20%3.61 0.142  1055%2.94 0.735
=5 110 39.14£7.95 16.54+3.52 6.48+3.26 10.69+2.76

No. of dental hygienists* <16 110 39.35+8.06 0.774  16.66+3.81 0.967 6.82+3.41 0960  10.35+2.86 0.122
=17 92 39.67%£7.58 16.68+3.31 6.79+3.47 10.97£2.79

No. of patients (daily)* <99 84 40.46%826 0.140 16.39+4.06 0.350 6.96%3.63 0584  10.89%2.79 0.266
=100 118 38.81+7.46 16.87+3.20 6.69+3.29 10.44+2.87

Working hours (weekly) <40 94 40.79%7.15 0.029 16.90+3.55 0394 6.84+3.60 0.898  10.71%£2.81 0.696
>4] 108 38.38+8.24 16.47+3.61 6.78+3.30 10.56+2.87

Working days (weekly) <5 140 40.26£7.38 0.039 16.85+3.38 0.294 6.70%3.45 0508  10.94%2.80 0.018
>6 62 37.79%8.57 16.27+4.01 7.05+3.41 9.92+2.81

Introduction of five work-  Yes 141 40.24+7.58 0.041 16.79%+3.41 0.467 6.61+3.46 0216 10.99%£2.78 0.006
ing days No 61 37.79%8.18 16.39+3.96 7.26+3.34 9.80+2.82

Emotional labor* <21 103 41.06£7.49 0.004 17.26%3.26 0.017 7.67%3.14 <0.001 10.83%2.50 0.320
=22 99 37.88%7.88 16.06+3.81 5.91+3.51 10.42+3.15

*Divided by subjects'medium score.
P-value obtained from t test or one-way ANOVA.

*"The same characters were not significant by Bonferroni's multiple comparison at o,=0.05.
TShowed significant differences by one-way ANOVA, but not found the differences between each group.
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Table 4. The effect of mediating variable in the relationship between emotional labor and burnout
Step Variables B t P-value
2nd Mediating variable Emotional intelligence —-0.268 —3.990 <0.001
Self efficacy —-0.153 —2.276 0.024
Supervisor support —0.285 —4.769 <0.001
F=32.547 (<0.001)  R’=0.398  adj.R’=0.386
3rd Independent variable Position —0.147 —-2.361 0.019
No. of dentists 0.084 0.874 0.383
No. of patients (daily) 0.184 2.070 0.040
Working days (weekly) 0.020 0.234 0.815
Introduction of five working days+ 0.188 1.869 0.063
Emotional labor 0.462 7.280 <0.001
F=12.467 (<0.001)  R?*=0.277  adj.R*=0.255
4th Independent variable Position —-0.035 —0.636 0.525
No. of dentists 0.079 0.956 0.341
No. of patients (daily) 0.179 2323 0.021
Working days (weekly) —-0.039 -0.523 0.602
Introduction of five working days " 0.218 2.527 0.012
Emotional labor 0.320 5.649 <0.001
Mediating variable Emotional intelligence —0.238 —3.739 <0.001
Self efficacy —0.184 —-2.891 0.004
Supervisor support —0.224 —3.800 <0.001
F=20.342 (<0.001)  R*=0.488  adjR’=0.464
P-value obtained from hierarchical multiple regression method.
Dependent variable: burnout (continuous variable).
es (0), No (1).
Table 5. The effect of mediating variable in the relationship between emotional labor and turnover intention
Step Variables B t P-value
2nd Mediating variable Supervisor support —-0.396 —5.672 <0.001
F=10.582 (<0.001)  R*=0.177  adj.R*=0.160
3rd Independent variable Age 0.020 0.209 0.835
No. of dental hygienists -0.128 -1.679 0.096
Household income (won) 0.356 3.802 0.001
Emotional labor 0.336 4.403 0.001
F=12.374 (<0.001) R’=0.284  adj.R’=0.261
4th Independent variable Age 0.042 0.493 0.623
No. of dental hygienists -0.195 —2.744 0.007
Household income (won) 0.294 3.397 0.001
Emotional labor 0.188 2.476 0.015
Mediating variable Supervisor support —0.385 —5.024 0.001
F=16.868 (<0.001)  R’=0.405 adj.R’=0.381
P-value obtained from hierarchical multiple regression method.
Dependent variable: turnover intention (continuous variable).
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Table 6. The effect of mediating variable in the relationship between emotional labor and job satisfaction

Step Variables B t P-value
2nd Mediating variable Emotional intelligence 0.184 2.579 0.011
Supervisor support 0.373 5.864 <0.001
F=23.036 (<0.001)  R*=0319  adj.R*=0.305
3rd Independent variable Position 0.125 1.890 0.060
Working hours (weekly) —0.092 —1.346 0.180
Working days (weekly) —-0.036 —0.400 0.689
Introduction of five working days" —0.040 —0.444 0.657
Emotional labor —0.346 -5.199 <0.001
F=8.265(<0.001) R*=0.174  adj.R*=0.153
4th Independent variable Position 0.019 0.315 0.753
Working hours (weekly) —0.081 -1.328 0.186
Working days (weekly) 0.014 0.171 0.864
Introduction of five working daysf —0.098 —-1.205 0.230
Emotional labor -0.210 —3.373 0.001
Mediating variable Emotional intelligence 0.195 3.075 0.002
Supervisor support 0.357 5.504 <0.001
F=14.946 (<0.001)  R?=0.350  adj.R*=0.327
P-value obtained from hierarchical multiple regression method.
Dependent variable: job satisfaction (continuous variable).
es (0), No (1).
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