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Purpose: The purpose of this study was to investigate the reality, status of clinical nurses' emotional labor and
the relationship with physical discomfort, burnout, depression and social support. Methods: A thousand three
hundred sixteen clinical nurses from 42 hospitals nationwide participated in this study. Questionnaires were
developed for evaluating the reality and status of emotional labor of clinical nurses after interviewing focus
groups and reviewing literatures. Data were analyzed using descriptive statistics, t-test, ANOVA, Pearson
correlation coefficient. Results: Ninety eight percent of nurses had answered having emotional labor and they
experienced 82 times per year, 9.6 times during last a month which means they experience it every other day.
The one who provoke emotional labor were patients, guardians, physicians, supervisor, and colleagues in
sequence. Eighty percent of nurses had intention to leave their jobs after experiencing emotional labor. They
were doing more surface acting than deep acting of emotional labor. Conclusion: Clinical nurses in Korea
experienced excessively high level of emotional labor and delayed responding to clients' requests due to lack
of time for caring each patient was revealed as one of the main causes of emotional labor.
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Table 1. The Status of Clinical Nurses' Emotional Labor (N=1,316)
Characteristics Categories n (%) or M+SD
Experience of emotional labor* Have 1,287 (97.9)

Have not 27 (2.1)
Number of emotional labor during last year (times) 82.10+105.50
Number of emotional labor during last month (times) 9.60+10.30
Duration of dealing with a customer (minute) 8.80+7.20
Subjects causing emotional labor”  Patients 1,076 (82.0)
Guardians 1.024 (77.9)
Doctors 755 (57.5)
Direct manager 310 (23.6)
Co-workers (nurse) 292 (22.2)
Hospital organization 90 (6.9)
Laboratory staffs 35(2.7)
Administrators 31(24)
Pharmacists 32(24)
Nurse-assistants 20 (1.5)
Time zone which experiencing 3 shifts 830 (63.7)
emotional labor the most* Day + Evening shift 226 (17.4)
Day time (fixed) 197 (15.1)
Night time (fixed) 24 (1.8)
Others 15 (1.2)
Evening time (fixed) 10 (0.8)
Day experiencing emotional Working day 1,120 (86.3)
labor the most* Weekend 154 (11.9)
Holiday 23 (1.8)
Thoughts of stop working as Experienced 1,083 (82.7)
nurse* Not-experienced 226 (17.3)
Intention to move other Have 767 (58.5)
department when experiencing ~ Have-not 543 (41.5)
emotional labor*
Know any nurse who stop Yes 894 (68.6)
working due to emotional labor* No 408 (31.3)
Description of clinical nurses' Suppression of anger feelings 1,034 (78.6)
emotional labor | Making apology in order to smoothing situation though they did not accept any faults 955 (72.6)
Being kind intentionally to fastidious clients not to make any mistake 579 (44.1)
Doing their best to help demanding client 425 (32.3)
Trying not to exposure their own feelings when they meet client 349 (26.5)
Pretending kind and polite to make client happy 327 (24.8)
Adaptation hospitals' regulation to be kind and polite to client though they do not want 133 (10.1)
Trying to understand clients' sorrow and pain 32 (2.4)
Working hard to be kind and polite to client 40 (0.3)
Causes of emotional labor " Do not answer to the clients' request in time due to busy working environment 700 (53.2)
Giving vent to patients' physical and psychological pain on nurse 679 (52.0)
Projecting patients' complaints on overall unsatisfied medical service to nurses 528 (40.2)
Transferring patients' dissatisfaction on physician to nurse 455 (34.6)
Perceiving nurse as a subordinate not as a colleague or specialist 357 (27.1)
Recognizing nurse as an assistant for physicians' work 262 (19.9)
Organizations' request on inappropriate manner for kindness to nurse 260 (19.8)
Satisfying patients' discontent on medical institute and facilitate 200 (15.2)
Unmet clients' high expectation 185 (14.1)
Giving vent to patients' frustration on nurse 143 (10.9)
Do not accept nursing job as a professional one 107 (8.1)
Perceive nurse as a woman not a medical staff 18 (1.4)

*Missing response; TMultiple response.
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Table 1. The Status of Clinical Nurses' Emotional Labor (Continued) (N=1,316)
Characteristics Categories n (%) or M£SD
Emotional status when nurse Unpleasant 757 (57.6)

experience emotional labor* Anger 724 (55.1)
Lower self-esteem 695 (53.0)
Skepticism on nursing job 691 (52.5)
Intention to leave 515 (39.2)
Embarrassed 402 (30.6)
Helplessness 371 (28.2)
Being discouraged on working environment 367 (27.9)
A sense of humiliation 331 (25.2)
Being difficult to making decision reasonably 323 (24.5)
Sorrow 280 (21.3)
Physical symptoms (headache, palpitation, indigestion, myalgia etc) 271 (20.6)
Distrust on people 154 (11.7)
Frustration 226 (17.2)
Guilty conscience 142 (10.8)
Intent to die 44 (3.3)
Influences on nursing care due to  Very much 948 (72.3)
sustained emotional labor " A little 355 (27.1)
Nearly 6 (0.5)
Not at all 1(0.1)
Attending educational session (s)  Yes 672 (51.8)
for managing emotional labor ! No 626 (48.2)
Is educational session (s) helpfulJr ? Yes 307 (33.7)
No 604 (66.3)
Coping with emotional labor* Being patient 954 (72.6)
Discussion with friends/ colleagues on the situation aroused emotional labor 917 (69.7)
Abandon the feelings because there is no way to resolve the situation and it 641 (48.7)
would be accustomed as time goes by
Ignoring 518 (39.4)
Sleeping 477 (36.3)
Trying to forget the situation and concentration on other activities and thoughts 433 (32.9)
Drinking alcohol 342 (26.0)
Avoiding 323 (24.6)
Reporting and appealing to managers 314 (23.9)
Trying to understand the client 293 (22.3)
Taking an interest on hobby 268 (20.4)
Crying 221 (16.8)
Identifying the causes of emotional labor and endeavoring to improve the situation 165 (12.6)
Confrontation on the situation 160 (12.2)
Overcoming hard time with religious life 105 (8.0)

*Multiple response; TMissing response.
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Table 2. Description of Emotional Labor, Social Support, Burnout, Depression, and Physical Discomfort (N=1,316)
Variables Categories Number of question M=SD Range
Aspect of emotional labor Frequency 3 9.40%+1.70 3~15

Intensity 2 5.10%1.60 2~10
Variety 4 11.90+£2.70 4~20
Emotional labor Surface acting 3 9.40£2.00 Bl
Deep acting 8 8.30£1.90 S5
Social support Family 4 16.20+2.70 4~20
Colleague 4 14.90+2.60 4~20
Supervisor 4 12.90+2.70 4~20
Burnout 10 30.30£4.90 10~50
Depression 20 37.60£11.20 20~80
Physical discomfort 17 38.00+£11.90 17~85

N
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Table 3. Differences of Surface and Deep Acting of Emotional Labor by General Characteristics (N=1,316)
Surface acting Deep acting
Characteristics Categories
M=SD torF (p) M=SD torF (p)
Gender Female 9.34+1.98 0.35 8.28+1.95 2.00
Male 9.48+1.33 (.724) 7.8411.07 (-259)
Marriage Unmarried 9.43+1.95 2.80 8.21+1.94 2.25
Married 9.08+2.01 (.005) 8.4911.92 (.025)
Education Associates's 9.44+1.92 112 8.27+1.92 0.10
Bachelor's degree 9.30+1.98 (.264) 9.30+1.98 (:922)
Working dept Ward-medical 9.41+1.88 2.99 8.27£2.00 0.71
Ward-surgical 9.43+2.00 (.030) 8.36+1.96 (.546)
Special dept 9.08£1.93 8.15+1.85
Others 9.521+2.06 8.30£1.92
Employee status Permanent 9.36£1.96 1.17 8.29+£1.95 0.65
Temporary position 9.14+1.99 (.241) 8.17+1.89 (:518)
Position Staff nurse 9.39+1.96 2.45 8.26+1.92 0.69
Charge nurse 8.96+1.98 (.014) 8.38+2.11 (.489)
Working schedule 3 shifts 9.42+1.95 2.88 8.2911.94 0.50
Others 9.02£2.02 (.004) 8.22+£1.93 (.616)
Hospital capacity <300 9.33+2.14 0.67 8.38+1.81 0.95
(bed) 300~<500 9444211 (.610) 8.36£1.91 (:434)
500~< 800 9.19£1.86 8.16£1.92
800~<1,000 9.35£2.05 8.40+1.87
>1,000 9.39£1.86 8.18+2.05
Yearly income 2,000~ < 3,000 9.37£1.98 5.26 8.2411.91 0.06
(10,000 won) 3,000~ < 4,000 9.49+2.00 (.001) 8.29+£1.94 (.061)
4,000~ < 5,000° 9.35+£1.86 ab>d 8.28+2.00
>5,000" 8.73%£1.80 8.30£2.00

(t=6.38, p<.001), 3R] ZU3E B} 44 Z

=)

AFETE 27 0] FZ9koH(t=3.29, p=.001). EA|

HE, A E, SF

A, 7|6k 42 tzot 30| 8 B irt

Zk

= 2] ZFSAR T &L A w7} =9k (t=2.11, p=.036) HIFS AL
= ! 7} MA7EFA} o AR T -8 A =T} E=9hrh(t=4.24, p <.001).
A7F4=¢1-2 2,000~3,0009H4, 3,000~4,000%+, 4,000~5,000

(F=5.33, p=.001) AbE B4 A T} Y1} B 5ol A ZH8= 1S
A7} B R A9 718 g oll A R8s ZFEARE T 2710]
7)) gt A7k9-e 3,000~4,0009H, 2,000~3,0009F
2, 4,000~5,0005+%, 50009+ oJAto] &0 E=9rom(F=
13.25, p <.001) A} £ A7} 2,000~3,0005+4, 3,000~4,000
7+, 4,000~5,0009H4 9] A7HRYE W= 7E3AR7E5,0008H
ot A7t Y-S s THS AN T 271 0] A YERtt
S-S E Afol= A, ASH, dA LFHA, 18
g, 2 9], 2R, A0Slol met AH o2 f-o03t Ao
ZhUEbg T A A 02 AR SA L A EAN R T &
e} EQrom(t=2.18, p=.030), u]&2] 7tEA} 71E9)
AR & He7 w30 Th(t=7.61, p <.001). @A ZF
HA= s, 18, EF7A, 7168 AR =L
o ARE BA A i F 1AL 718 HE Y e AbE
SR =7t =A vebgth £33 u A HEAE R

THe, 5,0009H o] Al & 8o m(F=19.36, p <.001) A}
& 2447} 2,000~3,0009H, 3,000~4,0009H4 S vk= 715
A7} 4,000~5,0009+, 50009+ o)At Hh= 7k AL E T £
A=7F =3%em, 4,000~5,0008H 9] A4S W= kS
AZE 5,0009H o} A4S e THEAME T 2 E
7 =34k

AL2| A 2| 2| of| A 7152 A| Aol &, )9 H e
e} 015k Zpol7t e, FAF LR 43A oS E
S AL 3EA] £ 9 THBAMR T 7SR A7 =0k o
(t=4.49, p <.001) B SAL7} AQA7ES A} o AFR T} 7FER] 2|7}
L=ofch(t=2.47, p=.015). HLF=E 800~1,000:54}, 1,000%
A} o4, 300~50084}, 500~80085 4}, 3008 A) T gk 420 & =
Q%O 1 (F=4.08, p=.003) A} 24 Z 3} 800~1,000H A} T-5.9]
ol 78 7EE AL 500~800 /4 RO o] L5
St= PSR T 7HE O A A7 w8kt TR Y A A o= 2
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o FAF o= léJ 47} 0] &9 ZtEALE T FRA]

A 7h ERIL(t=2.74, p= 006) 49 A] o] & AT L2 A}
3AAIE EUT HTAL Heh FRAA7F 2o H(t= 297,
p=.003) BZrZA} AA7EF AL o)A B} EF2 A A7} =3t
tH(t=2.47, p=.015). Y75 800~1,00084}, 300~500154},
1,000 4} 0]A}, 500~800t8 4}, 30084t 1 gk 40 & =qFom
AFS- 54 A3} 800~1,00088 4 o] o FFsh= tE
A}7} 30084} gk HAF o] Yo sk 7hE AR T
SEAAZE ZUTE GAR] A A= AEYH, R4, Y
TE % Az ol weEh FAF 2 [F-o7 Aot yrEhyt
o FAIH 2 7] &9 Tt3 A} | E ) TEFARE T AARR| A]

7} EQkTH(t=2.74 p=.006). =)
s Wi

ol EAH
NR= T T

Fofat xpol7} glgich. B U
300~5005 4}, 500~800 A}, 1,000 A4} oA, 30084} u]wte]
$0.2 SOt AL B4 At folg o)} glelth. A7

\=]
3 84

DREAL S, Yt
A EAR ko A% 14 A3t

2E Ay E i, 800~1,0008 4},

Ofgt 2to|E E AT AR 24 23} 5,0008H o) Azt
& HH= 7E3 AR7E4,000~5,0009H 9] 71441 ke 7FE A}
HEH AR AA|7} E 3kt

3) tARRe] 2R S T A B, A7), - W ALS)H
Ak A

tdAte] e AAHERY, 47, & 2 A H
A A 9] FHUA S A HH(Table 5), AP EH | W= 2
AEH | 7= (r=.335, p <.001) 2} 7Y E & 9] thFA (r= 319,
p<.001)3} HEHE] JIPAE HAFU HREL
HEol 7 5o EHPA L} FA Bk FAH LR
ofgh AT} Ao, A gL At HY Y] r=.095,
p=.001, AA8$] r=180, p <.001). =3+ Y FH ] W=7}
S-S AAY EUT 22 Tt o A
A RAN A== AR EE Y ST F-YIT FHHY
TAE Uebich £ AR Fwrt 37HE 1Y

K

K
°?~

4

rﬂ

312 5,0009¢] o]AFo] 714 £ 9 F0]0] 2,000-3,0000k13h B9 FolaiA) ZHAstA oLt ok Al S ey gt
3,000~4,0009H] 4:0]¢). 0.1 4,000~5,0007+¢10] 7 wrob & (r=-.144, p <.001). ZHH 3 9] thoFA o] Z7)ato| whet EH
Table 5. Correlation between Variables related Emotional Labor
1 2 6
B 4 5
Variables 1-1 1-2 13 2-1 2-2 6-1 6-2 6-3
rp) (@ rp) ) rlp ) ) 1)  rl)  rp) 1 (p)
1. Aspects of 1-1. Frequency 1
emotional )
labor 1-2. Intensity .335 1
(<.001)
1-3. Variety 319 514 1
(<.001) (<.001)
2. Emotional 2-1. Surface .095 -.144 -.098 1
labor acting (.001) (<.001) (<.001)
2-2. Deep 180 191 .239 199 1
acting (<.001) (<.001) (<.001) (<.001)
3. Physical 154 .074 .027 264 130 1
discomfort (<.001) (.007) (:331) (<.001) (<.001)
4. Burnout .030 -.046 -.157 .289 .014 434 1
(227)  (101) (<.001) (<.001) (.620) (<.001)
5. Depression 125 .021 -.063 254 .091 570 .600 1
(<.001) (462) (.028) (<.001) (.001) (<.001) (<.001)
6. Social 6-1. Family 104 .057 164 -.051 .001 -.163 -.281 -.274 1
support (<.001) (.041) (<.001) (.070) (.976) (<.001) (<.001) (<.001)
6-2. Colleague 115 .090 .205 -.083 .018 -123 -.240 -.237 420 1
(<.001) (.013) (<.001) (.003) (.510) (<.001) (<.001) (<.001) (<.001)
6-3. Supervisor  .035 .069 157 -.075 .089 -142 -.331 -.309 231 468 1
(220)  (.001) (<.001) (.007) (.001) (<.001) (<.001) (<.001) (<.001) (<.001)
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