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743 As 140 11.11+6.60 (.12) 8.34+7.80 (04)  18.09+10.51  (.73)
150~1999H¢ 16 9.75+7.48 8.25+8.22 18.38+8.57
Zo]  200~2497H3 116 11.41+6.85 1.29 8.16+7.54 162 19.04+10.21 204
Az 250~2999HY 34 9.41+4.62 (.28) 5.15+4.91 (190 17.12+11.35  (.11)
3000rgd o]AF 23 9.39+7.06 8.70+9.74 13.17+12.59
p<.05 "p<01 "p<001
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(N=189)
A t/F
£ T+ g1 (N) M+SD
(p)
20~29A° 121 33.47+5.28 4.56°
o2y 30~39A1 55 32.36+5.14 (0D
40X o] A} 13 29.08+4.33 a<b
. o} &} 181 32.88+5.21 0.46
°= A} 8 32.00+7.11 (.64)
~ n& 153 33.03£5.30 0.96
224 e 36 32.08+5.19 (33)
e 9 80 32.49+5.38 0.80
o = 109 33.1145.21 (.42)
N Eatat 64 33.69+5.51
P shAtY &9 39 32.72+£6.24 1.38
e EIINEEIEe) 72 32.58+4.52 (.25)
gisrd o4t 14 30.71+4.63
QAF & 14 u]ot 12 32.08+5.32
o1 X174 o4 2Qx} o]A}~3d w]at 57 33.42+4.84 118
seen AAR} o]At~6d Ojut 81 33.17+5.52 (.32)
7Ux} o] A 39 31.56+5.33
UY7ES A} 174 33.06+5.28 .
%19 201 7H5 A 5 33.80+3.90 %;gff)
27tS AL oA 10 28.70+4.32
UatA H& 63 32.97+5.11
A HE 54 33.50+4.88
ZAA 28 31.36+5.07
ER=RCPY o2 15 33.40+5.14 & -3127)
RN 19 33.63+6.20
ZAALAL 5 28.60+8.59
1€t 5 32.20+5.26
3ng 2% 152 33.26+4.94
L2 HE) A e 34 31.12+6.27 (2049%
71t 3 31.33+7.77
o] X173 A& 49 33.86+5.61 2 44
es Aqe 140 32.49+5.13 (.12)
150 ~ 1990+ 16 35.00£5.13
Sojaz 200 ~ 2499t 116 32.68+5.11 937
s 250 ~ 2999t 34 33.74+5.87 (.07)
3009k o] A 23 30.87+4.82

"p<.05 T p<.01

" p<.001
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AR (F=5, p<.01), 2B (F=-2.72, p<.01), HEEH(F=2.9, p<.05), o%
B H(F=5.53, p<.05) ® wodsE(F=3.84, p<.05)°l et A8 X& 2ol

Aol A= 2072941, 30739407t 4041 ol Ert ZHA X sol Rorm 4
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[£5] Quby S4o] mE Z4R 59 o)
(N=189)
t/F
£ T2 912 (N) M+SD
(D)
20~294] 121 71.18+11.09 5.00"
o1 30~39A)° 55 72.49+12.54 (.01)
40A] o] At 13 81.77+10.45 ab < c
o o] &} 181 72.35+11.80 0.32
°= R} 8 71.00+10.72 (.75)
_ nje 153 71.18+11.35 _9 79"
2EXH A 36 77.00412.31 (01)
. =3 80 73.41+12.46 113
° o 109 71.47+11.15 (.26)
SRS 1N 64 69.94+11.23
xxste i‘i}wz £ 39 73.18+10.71 207
© shAtate) 72 72.82+12.24 (.11)
ojatd o]At 14 77.86+12.68
oIX} & 19 w|ut 12 74.42+14.95
o] Xbo = 2R} o]g~3d ok 57 71.79+9.11 2.90"
seen AAR}F o]A~6 O]gt 81 70.22+11.59 (.04)
7AX} o]} 39 76.67+13.44
Uuk7E 3 A} 174 72.17+11.64 265
z] 9] RO17} 5 A} 5 64.20+16.90 (.07)
£7Y5 A} o]AF 10 78.50+8.02
WA H& 63 73.94+12.22
QA HE 54 73.72+12.44
ZEAA 28 69.79+7.30
Py 234 15 69.87+11.86 (1. 2285)
Q) aj 19 67.79+13.16
ZAARAL 5 70.60+11.97
71} 5 76.20+8.70
3] 2% 152 72.28+11.63
ao e A an 34 71.82+12.65 (0.6388)
71} 3 78.00+6.08
_ 9lS 49 68.94+11.62 5 53°
MG oo 140 73.46+11.58 (.02)
150 ~ 1999t 16 72.19 +£14.52 384"
. 200 ~ 2499+? 116 70.97 +11.30 (o1)
R 250 ~ 2999+ 34 71.74+11.26
3005+l o] A} 23 79.83 +10.28 a<b
"p<.05 "p<.01 T p<.001
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(N=189)
=2 e HEN) M£SD vE
(D)
20~29A4 121 79.35+13.68 4.75™
B 30~39A4]° 55 7776+ 12.93 (.01)
404 o] Al° 13 90.31+ 11.03 ab <c
Aq o R} 181 79.64+13.77 0
°° AL 8 79.63+8.37 (1)
= o] 153 78.71+13.57 _
2edH e 36 8358+ 13.04 (05)
xg Rl 80 80.90+14.47 1.09
°© 2 109 78.72+12.87 (.28)
SIS 64 7819+ 14.65
R zored AN £ 39 81.46+11.85 0.51
o SIS 72 80.07+£12.06 (.68)
sl o)At 14 79.00+19.93
AAF & 1 ojgt 12 80.67+19.69
O AF7 =3 2R} o]/ ~3d olgk 57 79.84+10.86 1.49
cee 4R} o4~ O]9k 81 77.65+13.95 (.22)
7EXE o]A) 39 83.15+13.93
AdH7FS AL 174 79.14+13.74
x19] Aol 7t 5 A} 5 79.40+9.61 (2'1218)
27k5 AL o)A 10 88.50+9.40
A ¥& 63 81.65+13.61
QA HE 54 78.22+15.00
ZSRIA 28 80.25+12.05
2REA 234 15 79.40+12.21 oo
IR 19 75.26+11.77
A 5 78.00+20.30
71Et 5 85.20+6.22
3nt &% 152 79.49+13.69
L) AENEL 34 80.29+13.58 0o
7]1Ek 3 79.67+10.41
- AL 49 77.39+15.36 1.83
ARGk e 140 80.43+12.85 (.18)
150 ~ 1999+ 16 81.19+10.85
Sojaz 200 ~ 2499 116 77.2?i14.09 3.73"
= 250 ~ 2999ty 34 82.35+12.99 (.01
3009t oAt 23 86.39+11.93
"p<.05 Tp<.01 T p<.001



g Rte] grtd E4o mE o]z oz ole [E7]H Zoh g
o] =B (F=13.64, p<.001), BEJEi(F=2.77, p<.01), Y48 =(F=5.84,
01), A9(F=9.86, p<.001), Z=FFEA(F=2.79, p<.05), =FZ=|
(F=14.47, p<.001) ¥ FAFE(F=6.7, p<.001)o] wal o]z o] xto]7}
NE ASE LEMRT
Aol A= 2072941, 307 39A 7 4041 o]4 Hr} o] F 9]
ZEZ HHjoA e nlgo] 7ZIE8T} o]Frr} o
ESH AR "o AME 2R o] T3 myt OF, 494 olg e nml
JEo] 794 ol D§ET olAYgErt o o, AfoMes =%
AL o] Brt dRbrgAbe] o]R et E2 Ao R LERETL
3ut) ZSF= ZlEb 3§ vls] olAgErt o A HERR
on, godgEFoAlE 150 7 199%¢ I F, 200 T 2497+ IFo| 300

T o] T Fol Hls) o]FErt B B2 AoE HEIRE
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EA4o mE olFJxo] o]

(N=189)
578 T RIZ(N) M+SD vE
(D)
20~294° 121 38.85+7.15 13.64""
A3 30~39A]° 55 3744+ 7.18 (.00)
404] o]AF 13 28.00+6.75 a < b
. ol A} 181 3777768 -0.96
°= IR} 8 36.00+5.50 (.34)
2 5A1E & 153 38.46+7.33 0 77"
=vo 71E 36 34.44+7.93 (0.01)
=7 7Qr 80 37.08+8.39 -0.96
°r E 109 3815+6.96 (.34)
R AL 64 38.56+6.87
P shababy <) 39 38544775 L0
o SEALEH] 72 37.07+8.12 (.24)
st olAt 14 3457+7.14
QIA} & 14 o|ot 12 36.67+10.46
R 29} olA4b~3d e’ 57 39.4426.03 5.84
meen 44z} o]Ar-6d O]9 81 3863+7.34 (.00)
7ARE oAl 39 3351+7.88 a<be
BRE S AR 174 38.32+7.15 9.86""
719 AN017t5 A} 5 35.20+10.38 (.00)
27F5 A} O] AF 10 28.00+7.69 a<b
Wi H= 63 38.78+6.96
QutA ¥HE 54 39.20+8.48
Z R 28 37.96+5.73
SEEA SFA 15 33.40+9.67 23?
Q] zff 19 35.74+5.35 (.0D)
ZAAMA 5 29.80+7.40
71Et 5 34.40+6.84
3of %E_b 152 39.05+7.11 14.47***
<7 3H A 25 34 32.44+6.84 (.00)
J]E} 3 28.67+10.26 a<b
SEEE D2 49 38.04+7.84 014
e qe 140 37.57+753 (.71)
150 ~ 1999+H° 16 39.69+10.52
P 200 ~ 249+91° 116 39.01%6.66 6.70
BT 250 ~ 2999+l 34 36.0046.67 (.00
3000k9] o] AF 23 32.17+8.41 a<bc

"p<.05 T p<.01

" p<.001
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2EA AolEH FY , AHEF, BAAE, ARYRA L oMY=

=
2ol 4umuAE melsly] Aslol AUBARNLS ANY 2o [=8]W

my
i)

P ALS] o] Ao E = QAR RE] Adoj=ZH FH(r=.261, p=.000), TZ
AIRRE S dolZH FH(r=.169, p=.020), X} - EIAZFE ] AdoF
H Z¥(r=.232, p=.001)H ZEET(r=.494, p<.000)E FAolg H(+)
AgdaAZE de A2 Uetgon 44 X5(r=-150, p=.040)3 A}3]
A A A(r=-257, p=.000)= |0 B()AGHLAZ A AR
Ebgtrt.
AEAH R e ZERET Folule B(+)AgBdBA(r=.447, p<.000)7t,
OAIEREIS] dolZH AA(r=-163, p=.025)1 TZTAIRZFES ol
B8 (r=-286, p<000)oll A= Fou|g B(-)AGABAE HEIROH, #x}
ROANZREY doj=a HYH(r=-108, p=.140)1 ZA X5 (r=-.137,
=.061)oll A& Fon|st gdadA s ERG R ket
AR ST JAIZREY AdojZH ZFH(r=-.034, p=.640), IS AIZFE]
o Adoj=ZH FH(r=.013, p=.864), - EIREREH dojFH HY
(r=-.083, p=255) W ZALF(r=-072, p=325)2 Fon|d AouA7}
LPEFLER] @ Qe
AR = AR RES dojZ HH(r=238, p=.001), & B3
ZREE dojZH HFHH(r=358, p<.000)TE Fonlst H(+)HAHHA 7}
HEb o, ZHSAIERE S Ao FH FA(r=.143, p=.050)L= Fn|E

SEBAZE HER A 3ok
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(N=189)
Aoj= Hd
_ a7 a3 AFE] A
o asa B s oAs AA
Aoj== Hd
O] A} 1
DAL 0.495 1
ghR}, WS A} 0.459 0.244 1
TR 0.238™ 0.143  0.338* 1
T3R5 -0.034 0.013 -0.083  -0.072 1
AR A A A] -0.163*  -0.286™ -0.108  -0.137 0447 1
o]x ol & 0261 0.169° 0232 0494 -0150" -0.257"""

"p<.05 T p<.01 " p<.001
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[£9] Tt34te] dolZH Y, =T, TAXS E AHEA X271 o] F]

o zof mlzle ¥F

(N=189)
B SE 3 t o VIF
Constant 2682 552 486  0.000
e 30~394] 141 133 0085 106 0292 190
404 0|4 111 535 -0037 -021 0836 951
Az /& 153 155 -0079 -099 0323 191
2da ol4~3 mEr 031 205 0019 015 0879 458
AAZAT  4dx} olAed mEL 098 208 0064 047 0636 549
7R} o4 063 274 -0034 -023 0819 639
e Q) 745 AL 037 311 0008 012 0905 129
4745 A} 0|4 297 488 0088 061 0543 620
qA BF -0.24 1.17  -0.014 -021 0.838 1.45
Z8 24 014 145 -0007 -0.10 0923 138
con s34l 607 192 0217 317 0002 139
BE 194 537 0077 036 0719 1353
AAMA 1199 569 -0.042 035 0726 432
71} 129 300 -0027 -043 0667 120
o 4z o 606 511 -0307 -1.19 0238 19.98
71} 849 594 -0.140 -143 0155 2.86
200 ~ 2497H¢) 025 175 0016 0.4 0889 376
Jojaz 250 ~ 2001 208 208 -0105 -1.00 0320 332
3009l oAk 002 279  -0001 -001 0994 432
oA} 0.10 009 0083 106 0290 184
Od%ig;ﬂﬁ 25 A} 004 008 0039 051 0608 167
#2357} 002 005 -0.029 -039 0699 165
s 060 0.0 0415 625 0000 131
BAA S 003 005 -0042 060 0546 145
AF5) 2 7] 7] 006 004 -0.106 -148 0141 153
F-539 5 < 000 Adj R% - 0368 Durbin-Waston = 2.162
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ABSTRACT

The Relation among Experience of Verbal Abuse,
Emotional Labor, Emotional Intelligence, Social Support and

Turnover Intention of Hospital Nurses.

An Na Park
Department of Nursing Science
Graduate School of Nursing

sungshin Woman’ s University

The purpose of this study is to understand the relation among experience
of verbal abuse, emotional labor, emotional intelligence, social support and
turnover intention of hospital nurses. Furthermore, it attempted to provide
basic data for settlement on more stable nursing organization base, by
establishing a safe hospital environment and effective coping strategies

through prevention of verbal abuse, minimizing turnover of nurses.

Method : The survey was conducted with 189 hospital nurses working at
general hospital in the city of S. The data was collected by using
structured questionnaires as research tools from November 17, 2015 to

November 27, 2015. The collected data was analyzed by using SPSS ver.

_9"_



18.0 program. I also used real number and percentage, average and
standard deviation, t-test, ANOVA, Scheffe test, Pearson’ s Correlation
coefficients, and statistical method of multiple regression analysis according

to the research purpose.

Using tools : The verbal abuse measurement tool developed by You(2011)
was adjusted and supplemented for verbal abuse. For emotional labor, it
was developed by Kim(1998). The emotional intelligence measurement tool
was used by the Jung(2007). The social support measurement tool
developed by Park(1985) and it was modified and supplemented by
Kim(2008). Finally, The turnover intention measurement tool was modified
and complemented by Kim(2007), which integrates the tools of Lawler(1983)
with the tools modified and supplemented by Park(2002) for nurses and the

measure of turnover intention developed by Kim(1994).

Result of study : The results of this study are as follows.

First, the general characteristics of the subjects were 64.0% of the age
group of 20 ~ 29, 29.1% of the age group of 30 ~ 39, 6.9% of the age
group of 40 years or older, 95.8% of women, 80.9% of unmarried persons
and 57.7% of religions were not. The final education level was 38.1% for
bachelor degree, 42.9% for clinical career than 4 ~ 6 years and 92.1% for
general nurse. 33.3% of the medical departments, 80.4% of the
three-shifts, and 74.1% of the employees answered that they had no
experience of turningover. The salary level was between 2.0~ 2.49 million

won, more than half of them.

_92_



Second, in nurses’ experience of verbal abuse, emotional labor, emotional
intelligence, social support, and turnover intent, the experience of verbal
abuse was the highest with 29.93 (+ 10.70) points of experience of verbal
abuse from the patient and the guardian, the average of emotional labor
was 32.85 (£ 5.28) points, and the average of emotional intelligence was
72.29(+11.73) points. The mean social support was 79.64 (+ 13.57) points

and the mean turnover intention was 37.69 (£ 7.60).

Third, The differences in experience of verbal abuse by doctors, nurses,
patients, and the caregiver according to the general characteristics of the
subjects showed that there was a difference in the experience of verbal
abuse by doctors according to the age and position of the subjects. The
experience of verbal abuse by nurses showed that there was a difference
according to the experience of turnover. There was also a difference in
the experience of verbal abuse by the patient and the caregiver depending
on the age of the subject, clinical career, position, working department,
and the type of work. The emotional labor according to the general
characteristics of the subjects was found to vary according to age and
position. The emotional intelligence according to the general characteristics
of the subjects was found to be different according to the age, marital
status, clinical career, turnover experience and salary level. The social
support according to the general characteristics of the subjects varied
according to age and salary level. According to the general characteristics
of the subjects, the turnover intention was found to be different according

to age, marital status, clinical career, position, working department, type of

_93_



work and salary level.

Fourth, As a result of the correlation analysis between the nurse s
experience of verbal abuse, emotional labor, emotional intelligence, social
support and turnover intention, the turnover intention of the nurse was a
significantly positive correlation between the experiences of verbal abuse
from the doctor, nurses, patients, and the caregiver and the emotional
labor. Also, There is a significantly negative correlation between emotional

intelligence and social support.

Fifth, In order to identify the factors influencing the turnover intention of
the subjects, multiple regression analysis was performed. The statistically
significant variables were emotional labor. In other words, the larger of
the emotional labor, the higher of the turnover intention of nurses.
Nurses’ experience of verbal abuse and emotional intelligence did not
affect turnover intentions. Among the general characteristics of the
subjects, the effect of age, marital status, clinical career, position,
department, type of work, and level of salary on turnover intention were
examined. As a result, I could see that the regression coefficient of the
ER in the working department was -6.07, indicating that the degree of
relapse was lower than that of the medical ward. The explanatory power

of these variables was 36.8%.

Conclusion : The emotional labor of nurses were found to affect the

turnover intention. It should be recognized at the institutional level that

_94_



recognizing that emotional labor exists as labor itself, it is necessary for
the institution to provide a system and support to lower the emotional

labor level of nurses who are experiencing emotional labor.
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