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ABSTRACT

Nurses' Working Career, Level of Emotional Labor, and

Job Satisfaction

Hwang, Jung—-Hye
Department of Nursing Science
Graduate School of Nursing

Sungshin Women's University

Background and Purpose: The industry in our modern society has
become complicated and service industry has also rapidly developed.
This situation causes some efforts for service providers on their
emotional expression to the customers. This is called emotional labor.
The level of emotional labor among health care providers including
doctors and nurses is continuously increasing caused by intensified
competition between hospitals and increasing demands from the
patients. Therefore, nurses are engaging in continuous emotional labor
in this atmosphere, and their job satisfaction is decreasing. Some
studies have revealed that higher satisfaction with work represents
higher productivity and lower job transfer rate. As a result, job

satisfaction has become an 1i1mportant factor for evaluating
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organizational outcomes and staffs’ working efficiencies. The purpose
of this study is to explore the level of emotional labor and job
satisfaction according to nurses work experiences and examine the

correlations between these factors.

Method: This study was conducted with 159 clinical nurses working at
K general hospital in Seoul. With a questionnaire, the data were
collected from 2nd to 14th of June in 2014. The questionnaire was
consisted of 9 items for emotional labor and 20 items for job
satisfaction. Using SPSS WIN 20.0 program, the data were analyzed
with descriptive statistics, #—test, one-way ANOVA, Scheffe's test, and

Pearson's correlation coefficient.

Results: In this study, the frequency of nurse's emotional labor was
3.86(£.61), ranged from 1 to 5. The level of care about emotional
expression was 3.30(£.84), ranged from 1 to 5. In addition, the figure
for emotional imbalance was 3.52 (£.57), ranged from 2 to 5. The
level of job satisfaction was relatively higher with 60.79(£7.56) out of
100 and 3.04(£.39) out of 5. In detail, interaction was the highest
score which is 3.61(£.56) out of 5 while those for relationships
between nurse and doctor, autonomy, professional work level,
administration, reward and work demand were 3.28(£.66), 3.27(%£.53),
3.21(£.65), 2.78(%.53), 2.67(x.72) and 2.48(%.54), respectively. There
was a negative correlation between emotional labor and job satisfaction

in clinical nurses and it was statistically significant. There was a
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positive correlation between emotional labor and 3 to 10 years working
career as a nurse and it was statistically significant. The nurses
working less than 1 year showed the lowest score in emotional labor
while the nurses working over 10 years showed the highest score in
job satisfaction and it was statistically significant. There were
statistically significant differences between job satisfaction and age,

marital status, work shift, career, position.

Conclusion: Although several organizational policies have tried to
decrease emotional labor and increase nurses job satisfaction,
emotional labor 1is still existed. Also there is a distinct negative
correlation between emotional labor and job satisfaction because
clinical nurses are confronted with the rapid changes of patients'
demands and environments in health care system. Therefore, each
individual nurse, organization, and entire field of nursing should make a
lot of efforts to reduce emotional labor and improve job satisfaction
among clinical nurses. Moreover, we have to manage them

systematically.
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