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The Mediating Effect of Emotional Dissonance in the Relationship
between Emotional Labor and Burnout among Clinical Nurses

Ko, Chung Mee' - Lee, Ae Young®

College of Nursing, Sungshin Women's University

Purpose: This study was done to identify the mediating effect of emotional dissonance in the relationship between
emotional labor and burnout among clinical nurses. Methods: A cross-sectional survey design was used. The partic-
ipants were 257 nurses working at three general hospitals located in Seoul and Gyeonggi Province. Data were col-
lected by convenience sampling using self-report questionnaires that consisted of general characteristics, and meas-
ures of emotional labor, emotional dissonance and burnout. Data were analyzed with descriptive statistics, t-test,
ANOVA, correlation, and multiple regression. Results: The findings of the multiple regression were as follows. First,
surface acting of emotional labor showed significant positive effects on emotional dissonance and burnout. Second,
when surface acting and emotional dissonance were entered into the regression model at the same time, surface
acting showed an insignificant effect on burnout, however, emotional dissonance showed a significant effect. Finally,
emotional dissonance had a mediating effect only between surface acting of emotional labor and burnout, not be-
tween deep acting and burnout. Conclusion: Results of the study suggest that as a way to reduce burnout, nursing
administrators should develop educational programs for nurses to perform deep acting of emotional labor instead

of surface acting at the moment of truth.
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2. UtH EMo| M2 ZHLE, AHEES Y AH  Fo AT U
UnbA S0 wh 523 A9(=2.13, p=.035),
AT EAre] uba] Ao whE T, AT xSt E A E(F=3.87, p=.005) ol W} #-2J3 2ko7h it &
2719] ho] ARz Table 19} 2k, QbA Al M2 WEEAREO] AQRHEA} ool 918 71 ZhsA} T,
=S HA(F=10.17, p<.00D), A9](t=2.75, p=.000), & 739 33X 9d7tA| o] koA o] 11 mirte] F&Hs
AE(F=350, p=.008)ol et frelgt Fol7t YRlck. FAR  7he BA} 7wk g Rzste] Fus} e,
o= A duk golut ojgfella sk kg AL o Uuba] Exdof| M2 412 AR (F=7.82, p<.001), A&
Table 1. Differences in Emotional Labor, Emotional Dissonance, and Burnout according to General Characteristics ~ (N=257)
n (%) or Emotional labor Emotional dissonance Burn out
Variables Categories
M+SD M+SD Fort(p) M=SD Fort(p) M=ESD Fort(p)
Age (year) 31.0£7.14 1.34 1.08 7.82
21~24" 52(20.2) 433+0.85 (255 4.28%119 (3650 3.37£0.75 (<.001)
25~29" 79 (30.7) 4.58+0.93 4624126 3314074 a,b>d, e
30~34° 58 (22.6) 4.62+0.86 454+1.13 3.16+0.86 c>e
35~39" 31(12.1) 4.68%0.79 4241101 2.77+0.66
>40° 37 (14.4) 4.67+0.84 4341126 2.64£0.76
Marital status Not married 158 (61.5) 4.49+091 -1.82 442+119 043 3.29+0.73 4.20
Married 99 (38.5) 4.69t081 (070) 4.49+1.20 (.667) 2871087 (<.001)
Religion Protestant 95(37.0) 4.73£0.78 190 4361120 0.61 3.05+080 177
Catholic 26(10.1) 4.41£1.05 (1300 4.29+125 (608) 290+0.65  (154)
Buddhist 30 (11.7) 4.51+0.86 452+1.19 3.21£0.93
None 106 (41.2) 4.47%+0.90 455%1.18 3.24+0.81
Educational level 3 yr college” 114 (44.4) 4.56*=083 0.69 454+110 0.70 3331080  7.35
Bachelor” 128 (49.8) 4.541t092 (505) 436+1.25 (496) 3.00+0.77 (.001)
> Master” 15(5.8) 4.82%+0.80 450%1.36 270£083 a>b,c
Work unit General ward® 135(52.5) 4.75£0.83 1017  458+124 1.69 3211087 343
Special unit*” 66(257) 4.18+093 (<.001) 427+109 (186) 317063 (034
Outpatient department® 56 (21.8) 4.58%£0.78 a,c>b  436+1.16 288+081 a>c
Position Staff nurse 204 (79.3) 486080 275  453*=117 213 3281075 0643
> Charge nurse 53(20.7) 4.49+0.88 (006) 4.14*123 (035 2541075 (<.001)
Clinical career 8.2%6.76 3.50 3.87 10.86
(year) <1* 16 (6.2) 3.83%+1.18 (.008) 355+t138 (.005) 3.09£0.78 (<.001)
1~2P 53(20.6) 455+076 c>a  443%115 c,d>a 333%080 b,c,d>e
3~4° 31(12.1) 4.71£0.75 4.86+1.02 3.61%+0.67
5~9¢ 68 (26.5) 4.55+0.94 4.61£1.20 3.28+0.75
>10° 89 (34.6) 4.51+0.81 4.35£1.15 2.74+0.74
Shift Two or three 219 (85.2) 4.54*087 -115 449+117 145 3221078 466
Fixed 38 (14.8) 4722090 (.251) 4.19£1.28 (.148) 259+0.76 (<.001)
Number of night 48+258 0.42 1.09 8.83
shifts per month ~ 0* 48 (18.7) 4.62+098 (6550 422+125 (337) 281*£086 (<.001)
1~5" 51(19.8) 4.64+0.77 454+1.14 294+073 c¢>a,b
6~9° 158 (61.5) 4.53+0.88 449+1.19 3.29+0.78

*Intensive care unit, operating room, & recovery room,
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2] (1=4.20, p<.001), ABGE(F=7.35, p=.001), FA|(F=
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Ay g XA 12 (T

3.74)01 7V =7 ekt er, v

o2 H|dAsHHT 2.81), HUA AFHT AoA(HTE 2.64) &

|t

AAge] weas), uiwals, 74

BH(r=.18, p=.005),

2o} AR zsh= W (r= 47, p<.001),

HBAE Table 37 2o, A7 ¥

AAF-Z3Hr= 40, p< .001)9} frefgt A (+) o] JaaAE Y
Rl n], Y9 (r=-15, p=.015)9= gt ()2 4
TS

WA (=19, p=.002)2F F-olgk A(+) o] 4ABAE
Efi it

5 #¥

Ao TS, W glok 2330] BA el 2
Fx3to| niZEaE gotstr] 3 24 o= Table 49}
2t NS AAlslr] Aol 39129 7ol SFEE
A 749 A ko] AP, et A, SR

Table 2. Descriptive Statistics of Emotional Labor, Emotional Dissonance and Burnout

(N=257)

Variables M=*SD Min Max Possible range
Emotional labor 456+0.87 1.45 7.00 1~7
Surface acting 4.66+1.,06 1.57 7.00 1~7
Deep acting 439+1.01 1.00 7.00 1~7
Emotional dissonance 445+ 1.19 1.25 7.00 =7
Burnout 3.13%+.0.81 0.73 5.14 0~6
Emotional exhaustion 3.74%1.16 0.78 6.00 0~6
Depersonalization 281+1.22 0.00 6.00 0~6
Reduced personal accomplishment 2.64%+0.89 0.13 4.88 0~6
Table 3. Correlations among Major Variables (N=257)
Surface acting Deep acting Emotional dissonance Burnout
Variables
r (p) r(p) r(p) r(p
Surface acting 1.00
Deep acting .35 (<.001) 1.00
Emotional dissonance 47 (<.001) .19 (.002) 1.00
Burnout .18 (.005) -.15 (.015) A6 (<.001) 1.00
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o] 7H& W3kt Bgk A Wl E The| At Ax
Zlof| thate] o]k 2Fol& Bl UuhkA
S, 25T, A, 29, e E, 2, 8
Z A%7 I E =89 p<.001), ZFFH<} vhHd
(r=-71 p<.001), A$19k 373 (r=.70 p<.001)L .70
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Table 4. Mediating Effect of Emotional Dissonance in the Relationship between Emotional Labor and Burnout (N=257)
. Mediating L 2
Predictor variable Step Direction B (p) R F (p)
Surface Emotional Step1  Surface acting — Emotional dissonance .47 (<.001) 24 12.80 (<.001)
actin dissonance
& ° Step2  Surface acting — Burnout 17 (.004) 19 9.49 (<.001)
Step 3 Surface acting Burnout -.05 (.446) 35 18.79 (< .001)
Emotional dissonance 46 (< .001)
Deep Emotional Step1  Deep acting — Emotional dissonance .21 (.001) .06 2.83 (.011)
acting dissonance i
Step 2 Deep acting — Burnout -.07 (.290) 16 8.04 (< .001)
Step 3  Deep acting Burnout -.16 (.003) .37 20.64 (<.001)
Emotional dissonance 47 (<.001)
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