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Abstract

Purpose : This study aims to assess the impact of the emotional labor on female dental clinic employees' intention to leave, and
the moderating effect of internal marketing, reducing the intention to leave and providing basic data for an effective human
resources management of dental clinics.

Methods : The structured self-administered questionnaires were distributed to dental hygienists, dental assistants and other
employees (including administrative staff and dental coordinators, but excluding dentists) working at a dental hospital and at dental
clinics in the Busan and Gyeongnam area. This study used SPSS Windows version 18.0 program (Chicago, IL, USA) to perform
frequency factor, reliability, correlation, and hierarchical regression analyses were performed using SPSS.

Results : First, emotional labor had a positive effect on the intention to leave. Two components of the internal marketing,
communication and employee welfare system, had a significant moderating effect on the relationship between employees' emotional
labor and their intention to leave, while the education/training component of the internal marketing showed no moderating effect.

Conclusion : Enhancement of communication and the employee welfare system will help dental care organizations reduce their

employees' emotional labor and hence employees' turnover.
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Table 1, General characteristics and job characteristics of the subject

Variable Division Fre(%;ll;:ncy Peri(:/il)tage
20 ~ 29 years old 250 73.5
Age 30 ~ 39 years old 75 22.1
40 ~ 49 years old 15 44
Less than 3 years 58 17.1
Final education[] 3~year graduation 223 65.6
University graduate or higher 59 17.4
Married] Married 77 22.6
Single 263 77.4
Dental clinic 154 453
Dental scale Dental Hospital 154 453
General hospital abnormality 32 9.4
Dental hygienist 281 82.6
Occupation[] Dental assistant 23 6.8
Administrative 36 10.6
Clinic 259 76.2
Main task Counseling 36 10.6
Administrative 45 13.2
No position 238 70.0
Position Team leader level 52 15.3
Managerial level 50 14.7
1 ~ 36 months 188 55.3
Employment period[] 37 ~ 72 month 73 21.5
73 months or more 79 23.2
1 ~ 36 months 128 37.6
Total career 37 ~ 72 month 96 28.2
73 months or more 116 34.1
1.0 ~ 1.29 million won 35 10.3
1.3 ~ 1.59 million won 100 29.4
Monthly real income U 1.6 ~1.89 million won 70 20.6
1.9 ~ 2.19 million won 62 18.2
Over 2.2 million won 73 21.5
Number of working days Working five days a week 183 53.8
Per week Exceeded 5 days of work 157 46.2
Tumnover rate To have none 219 64.4
To exist 121 35.6
Sum O 340 100
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Table 2., Analysis of factors in internal marketing
. . Components (factor load)
Variable Statement Commonality . 5 B
Education and 1 741 821
training system 2 679 722
0 3 521 .635
4 .665 752
Communication 6 .556 .688
O 7 .683 767
8 .593 .656
9 .596 .690
20 .587 .655
21 .548 671
Welfare and 10 518 .582
welfare System 11 632 748
0 12 .683 750
13 612 734
14 527 .674
Eigen values 6.581 1.443 1.117
Description variable (%) 22.936 20.520 17.486
Cumulative Variant (%) 22.936 43.456 60.942
2) dEkes, 0|22:, LIROES MR & 7|&S WeTHAE, AFUAClH, FAFAAE=S A=
e o JLEA BAL 25 A L= Aro] 7Fo
Cronbach’s alpha #|2=2 2831 A2y BAZAD= 1 7|&5A B4 AASE A3k nE 0.8 o|AFe] gro
- =0 X = fo=]
Table 33} o 2AMAY WRUIP sprae 5 F FS AHES SA4G
Table 3. Technical statistics and reliability analysis of key variables
Variable Average / perfect Star}de}rd Cronbach’s alJ
score deviation
Independent variable Emotional labor 313 /5 .608 .842
Dependent variable Turnover intention 298 /5 .884 904
) ) Education and training system 2.64 /5 .863 .802
Adjustment variable Communication 3.08 /5 745 860
(internal marketing)
Welfare and welfare system 313 /5 780 .827
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Table 4, Differences in the intentions of emotional labor and turnover according to the general characteristics of the study subjects

Variable Sortation Emotional labor Turnover intention
Mean+SD Mean+SD
Age 20 ~ 29 years old 3.16(.57)° 3.10(.85)°
30 ~ 39 years old 3.09(.69)® 2.70(.91)®
40 ~ 49 years old 2.78(.79)" 2.45(.94)"
F(p) 3.079(.047) 8.870(<0.001)
Final education Less than 3 years 2.99(.85) 2.77(.99)
3~year graduation 3.16(.52) 3.02(.85)
University graduate or higher 3.17(.64) 3.03(.89)
U Fp) 1.979(.140) 1.956(.143)
Married Married 3.11(.70) 2.78(.92)
Single 3.14(.58) 3.04(.87)
o t(p) -291(.771) -2.281(.023)
Dental scale Dental clinic 3.12(.69) 2.96(.96)
Dental Hospital 3.12(.52) 3.05(.82)
General hospital abnormality 3.20(.63) 2.72(.73)
F(p) .261(.770) 1.976(.140)
Occupation Dental hygienist 3.15(.55) 3.00(.87)
Dental assistant 2.85(.87) 2.77(1.06)
Administrative 3.16(.78) 2.97(.93)
U Fp) 2.743(.066) .697(.499)
Main task Clinic 3.10(.60)" 3.00(.89)
Counseling 3.05(.56)" 2.73(.81)
Administrative 3.35(.67)° 3.08(.88)
F(p) 3.585(0.29) 1.812(.165)
Position No position 3.11(.58) 2.99(.84)
Team leader level 3.25(.69) 3.12(.99)
Managerial level 3.10(.64) 2.79(.95)
F(p) 1.146(.319) 1.854(.158)
Employment 1 ~ 36 months 3.12(.61) 2.88(.85)"
. 37 ~ 72 month 3.19(.55) 3.28(.75)°
period 73 months or more 3.11(.65) 2.94(1.02)"
U Fp) A474(.623) 5.785(.003)
Total career 1 ~ 36 months 3.10(.57) 2.88(.85)
37 ~ 72 month 3.17(.57) 3.20(.77)°
73 months or more 3.14(.68) 2.92(.98)®
F(p) .345(.708) 4.091(.018)
Monthly real 1.0 ~ 1.29 million won 3.13(.55) 2.83(.71)®
income 1.3 ~ 1.59 million won 3.10(.56) 2.94(.87)®
1.6 ~ 1.89 million won 3.17(.60) 3.26(.83)°
1.9 ~ 2.19 million won 3.19(.74) 3.12(91)™
over 2.2 million won 3.07(.60) 2.72(.92)"
a F(p) 437(.782) 4.111(.003)
Number of Working five days a week 3.10(.65) 3.03(.94)
) Exceeded 5 days of work 3.17(.56) 2.92(.82)
working days () -1.031(.303) 1.124(262)
Turnover rate To have none 3.16(57) 3.05(.86)
L S 3.03(65) o 29294
- t(p) 1.611(.108) 1.021(.308)

a,b is a subgroup at a significance level of 0.05 that followed Scheffe's post-test.
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Table 5, Differences in internal marketing recognition according to the general characteristics of the study subjects

Education and training . Welfare and welfare
. . Communication
Variable Sortation system system
Mean+SD Mean+SD Mean+SD
20 ~ 29 2.66(.87) 3.14(.71) 3.13(.73)
A 30 ~ 39 2.62(.87) 2.93(.80) 3.13(.90)
& 40 ~ 49 2.42(.56) 2.79(.99) 3.01(1.02)
F(p) .576(.563) 3.397(.035) .167(.846)
Less than 3 years 2.40(.81) 2.65(.77)" 2.74(.92)*
Fénal . 3~year graduation 2.71(.88) 3.19(.70)° 3.22(.73)
education
g University graduate or higher 2.61(.82) 3.08(.77)° 3.16(.74)
F(p) 2.969(.053) 12.611(<0.001) 9.066(<0.001)
Married 2.58(.90) 2.99(.83) 3.25(.89)
Married .
0 Single 2.65(.85) 3.10(.71) 3.09(.74)
t(p) -.630(.529) -1.211(.227) 1.533(.126)
Dental clinic 2.43(.90)* 2.97(.82)™ 2.97(.85)"
Dental Hospital 2.82(.83)° 3.23(.68)° 3.21(.70)®
Dental scale ) ) b b
General hospital abnormality 2.77(.61)" 2.87(.50) 3.51(.62)
F(p) 8.390(<0.001) 6.106(.002) 8.170(<0.001)
Dental hygienist 2.69(.87) 3.15(.72)° 3.20(.75)°
. Dental assistant 2.30(.80) 2.63(.84)" 2.57(.90)*
Occupation .. . ab ab
Administrative 2.47(.83) 2.80(.71) 2.92(.81)
F(p) 2.959(.053) 8.377(<0.001) 8.890(<0.001)
Clinic 2.63(.87) 3.08(.76) 3.12(.79)
) Counseling 2.67(.72) 3.08(.72) 3.03(.69)
Main task .. .
Administrative 2.68(.94) 3.07(.72) 3.22(.81)
F(p) .097(.907) .002(.998) .564(.570)
No position 2.58(.88) 3.08(.73) 3.11(.77)
. Team leader level 2.66(.79) 2.94(.76) 3.09(.81)
Position .
Managerial level 2.88(.83) 3.21(.77) 3.25(.77)
F(p) 2.395(.093) 1.652(.193) 759(.469)
1 ~ 36 months 2.64(.91) 3.18(.77)° 3.15(.80)
EmPlgymem 37 ~ 72 month 2.57(.80) 2.92(.61)" 3.04(.72)
ril
perio o 73 months or more 2.69(81) 2.97(77)® 3.15(.80)
F(p) .384(.681) 4.447(.012) .563(.570)
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Education and training . Welfare and welfare
. . Communication
Variable Sortation system system
Mean+SD Mean+SD Mean+SD
1 ~ 36 months 2.83(.86)° 3.30(.72)° 321(.72)
37 ~ 72 month 2.47(.83)" 2.96(.63)" 3.04(.77)
Total career b )
73 months or more 2.56(.87)" 2.92(.80) 3.11(.84)
F(p) 5.469(>0.005) 10.141(<0.001) 1.328(.266)
1.0 ~ 1.29 million won 2.94(.79)° 3.50(.57)° 3.27(.58)®
1.3 ~ 1.59 million won 2.79(.88)™ 3.15(.74)™ 3.13(.76)™
Monthly real 1.6 ~ 1.89 million won 2.42(.80)* 3.10(.71)® 3.09(.77)®
income 1.9 ~ 2.19 million won 2.50(.86)™ 2.80(.79)" 2.85(.82)"
over 2.2 million won 2.63(.87)" 3.00(.73) 3.33(.81)
F(p) 3.402(.010) 5.807(<0.001) 3.660(.006)
Working five days a week 2.73(.88) 3.09(.78) 3.09(.82)
Number of
. Exceeded 5 days of work 2.53(.83) 3.06(.71) 3.17(.73)
working days
t(p) 2.196(.029) .388(.699) -.899(.369)
To have none 2.78(.83) 3.18(.68) 3.17(.72)
Turnover rate To exist 2.43(.85) 2.92(.77) 3.13(.89)
t(p) 2.828(>0.005) 2.530(.012) .263(.793)

a,b is a subgroup at a significance level of 0.05 that followed Scheffe's post-test.
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Table 6. Correlation analysis of major variables

Internal marketing

Variable Emotional labor Turnover intention
Education and training Communication Welfare and welfare
Emotional labor 1.00 O O O
Turnover intention 413" 1.00. 0 O 0
Education and 040 _281" 1.00 0 0
raining system
Communication -.080 -350" 583" 1.00 O
Welfare and Welfare 002 350" 495" 650" 1.00
System
**p<.01

Table 7, Effects of emotional labor on the turnover intention and the adjustment effect of education and training system

Model 1 Model 2 Model 3 Model 4
Variable
Beta t Beta t Beta t Beta t
Age =229 -2.274" -.164 -1.768 -228 226027 =229 -2.606™
Married dummy" -016 -219 -.043 -.649 -.030 -475 -.030 -.480
Employment period .093 1.182 116 1.599 181 26197 182 26317
Month 100 dummy? -.071 -.844 -.039 -.505 -.006 -.081 -.004 -.055
Month 130 dummy® -.026 -251 021 221 .048 .540 .048 .548
Month 160 dummy® .146 1.701 158 2.008" 129 1.739 129 1.733
Month 190 dummy® .107 1.452 .100 1.481 .080 1.260 .080 1.249
Emotional labor 397 8.107°" 412 8.903™" 414 8.851°""
Education and -307 -6.482"" -307 6482
traimning system
Emotional labor x
Education and 017 364
training system
R? 067 221 309 309
OR? 067 .155 .088 <0.001
OF 3.384 65.721 42.015 132
DF Significant 002 <0.001 <0.001 716

probability

*p<.05, **p<.01, ***p<.001
1) Married dummy- Dummy variable of marital status married 1, single 0

2) month 100 dummy- Monthly average real age dummy variable
3) month 130 dummy- Monthly average real age dummy variable
4) month 160 dummy- Monthly average real age dummy variable
5) month 190 dummy- Monthly average real age dummy variable

1 ~ 1.29 million won 1, All other values 0
130-1.59 million won 1, All other values 0
160-1.89 million won 1, All other values 0
190-2.19 million won 1, All other values 0
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Table 8., The effect of emotional labor on turnover intention and the moderating effect of communication

S Model 1 Model 2 Model 3 Model 4
Beta t Beta t Beta t Beta t
Age -229 2274 -.164 -1.768 -250 -2.887" -223 27157
Married dummy -016 -219 -.043 -.649 -012 -197 -.007 - 111
Employment period .093 1.182 116 1.599 153 2279 131 1.956
Month 100 dummy -071 -.844 -.039 -.505 013 178 011 153
Month 130 dummy -.026 -251 021 221 029 332 018 206
Month 160 dummy 146 1.701 158 2.008" 163 2.233" 164 2277
Month 190 dummy 107 1.452 100 1.481 055 873 053 856
Emotional labor 397 8.107™" 368 8.062"" 323 6.714"™"
Communication -.349 -7.405™" -370 78117
Emotional Alab.or X 130 2672
Communication
R? 067 221 332 346
OR? 067 155 11 014
OF 3.384 65.721 54.830 7.140
o Emsljfgiil?fyam 002 <0.001 <0.001 .008
*p<.05, **p<.01, ***p<.001
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Table 9, The effect of emotional labor on turnover intention and the moderating effect of the welfare system

Model 1 Model 2 Model 3 Model 4
Variable
Beta t Beta t Beta t Beta t
Age -229 2274 -.164 -1.768 -.260 -3.017" -233 -2.762"
Married dummy -016 =219 -.043 -.649 .007 121 .030 487
Employment period .093 1.182 116 1.599 152 22717 .108 1.626
Month 100 dummy -.071 -.844 -.039 -.505 -.066 -928 -.079 -1.141
Month 130 dummy -.026 -251 021 221 -.043 -503 -072 -.848
Month 160 dummy .146 1.701 .158 2.008" .101 1.379 091 1.285
Month 190 dummy 107 1.452 .100 1.481 007 114 018 296
Emotional labor 397 8.107°" 397 8.775™" 327 6.957°"
Welfare and welfare _355 7670 302 8519
system
Emotional labor x
Welfare and welfare -.206 -4.215™
system
R? 067 221 339 373
OoRrR? 067 155 118 034
OF 3.384 65.721 58.830 17.770
OF Significant 002 <0.001 <0.001 <0.001
probability
*p<.05, **p<.01, ***p<.001
v 3% AFZATof A AFAAe] AT =2 5 F
wo Wit 313 Foz mEol] AHRES HAL,
(o = 2 = s 7+
Bapa ;\]9} ﬁu;qoﬂoﬂ ~AE 23 o 94%01] a Fags X4E:IL§ X]ﬂr]*“’\? ‘:H“—i gt A 59
- d 2~ i
= =
Wol|) 5) SAREA A2 36558 oz gy A Jlsion, Yot KinGOIDS! A4S
Bol oMo wof vAL YL s, ofF Ao HESE T AR A Wik 274 HunkE w2 A
MAE WReAge] 28ane Bagony e 1A
E9 A7AZ 2 9 HlolS mAEle] x| EALR}O dura] EAo e s> Aol R&rsE 7
22T A FYAA T, ol AYES gasA Ay B=Eel mUe, WHATA o] M =L
T+ 1]
TAA AR BRH WS 93 /|2ARE Agsp T KIMQOID AN g 2 B ol
w4 st omoto] #elg Aol ujwal Kl giof Al
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