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The Help of Experienced Dental Hygienists Turnover Verbal Abuse
and Emotional Reaction, and the Resulting Relationship

Jung-Hwa LeeT, Jung-Mi Choi' and Yeong-Ae Lee

Department of Dental Hygiene, Daegu Health College, Daegu 702-722,
1Depar’[ment of Dental Hygiene, Busan Institute of Science and Technology, Busan 616-737, Korea

The purpose of this study was to investigate the degree of verbal violence against dental hygienists, their emotional reaction and the relation
between their intention of job transfer and verbal violence so that it could offer the basic data for developing the way how to cope with verbal violence
and for improving their performance, Two hundred fifty-seven dental hygienists working for dentists’ in Busan were interviewed from May 17 to 31,
2014 to collect data, of which analysis was as follows: 1) As a result of verbal violence done by patients and their guardians, 80,5% said that they
experienced crude language with 17 5% forceful and imperative sentence, and 13.2% ignorant statements about their job, They were exposed to
verbal violence once or twice every 6 months, As a result of researching verbal violence of co-working senior or junior hygienists, 52.1% answered
that their co-working senior or junior hygienists talked crude language and 38.1% said their co-workers happened to say crude language to them.,
The crude language experience was relatively high as 20.2% and once or twice a week, As a result of verbal violence done by dentists, 47 5% said
that they’ve heard crude language and 34 6% said that they experienced forceful and imperative sentence, 2) The overall average of the intention
to transfer their job was 3,06+ 1,03, while the highest intention of job transfer was 3,11+0.91 where they said | have once wanted to transfer my
job, 3) As a result of seeing the relation among verbal violence, emotional reaction and the intention of job transfer, there was co-relation between
verbal violence and the patients’ age (p <0.01); there were also co-relation between verbal violence of patients, co-workers and dentists (p <0,01).
There was also significant relation between emotional reaction on verbal violence and their intention of job transfer (p <0.001).
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Table 1. General Characteristics

Characteristic n (%)

Age (y)

<24 81 (31.5)

25~30 108 (42.0)

31~34 48 (18.7)

>35 20 (7.8)
Education levels

College 230 (89.5)

University 13(5.1)

Postgraduated 14 (5.4)
Position

Junior 192 (74.7)

Chief 65 (25.3)
Marital status

Unmarried 200 (77.8)

Married 57 (22.2)
Turnover experience

Yes 146 (56.8)

No 111 (43.2)
Career in dental hygienist (mo)

1~23 58 (22.6)

24~47 60 (23.3)

48~171 61 (23.7)

72~95 37 (14.4)

=96 41 (16.0)
Total 257 (100.0)
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Table 3. Level of Turnover Intention Factors

No. Division Meani.stz}ndard
deviation
1 Sometimes I have hope to quit dental 3.00+1.08
hygienist
2 Ihave thought that hope to change 3.11+0.91
another work places
3 Ihope to change another work places 3.07+1.06
even now
4 Ttis easy to hunt for another work 3.05+1.07
places
Total 3.06+1.03

A7} A THp <0.001). Ao} ZH F FA A kg, o] ]
9% p<0.01, p<0.001 322 froJgh o] g Ao
ekt 53] Aol H 57 AgM A uh3(r=0.494,
p<0.001), ©] & 2] = (r=0.326, p<0.001)ol| | & &7
AlE B Ac}(Table 5).
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Table 4. According to the General Characteristics of Verbal Abuse and Emotional Reaction and Turnover Intention

Patients verbal abuse  Yokefellow verbal abuse

Dentist verbal abuse Emotional reactions Turnover intention

Age (y)
<24 1.66+0.62 1.52+0.62
25~30 1.56+0.38 1.33+0.39
31~34 1.75+0.66 1.35+£0.43
=35 1.99+0.79 1.50+0.55
p-value 0.012* 0.046*
Education levels
College 1.63£0.55 1.41+0.51
University 1.89+0.56 1.31+0.37
Postgraduated 1.93+0.73 1.51+0.43
p-value 0.049* 0.569
Position
Junior 1.66+0.55 1.42+0.51
Chief 1.67+0.62 1.37+£0.46
p-value 0.468 0.297
Marital status
Unmarried 1.64£0.55 1.45+£0.53
Married 1.74£0.62 1.28+0.33
p-value 0.039* 0.001**
Turnover experience
Yes 1.66£0.55 1.39+0.44
No 1.67£0.59 1.44+0.56
p-value 0.587 0.020*
Career in dental hygienist (mo)
<24 1.6310.54 1.51+0.51
24 ~48 1.61+0.58 1.42+0.60
49~72 1.70+0.61 1.36+0.43
73~96 1.69+0.47 1.29+0.33
>97 1.69+0.64 1.43+0.52
p-value 0.887 0.262
Total 1.66+0.57 1.41+0.50

1.45+0.56 2.47+0.97 2.98+0.78
1.30£0.36 2.32+0.90 2.92+0.71
1.40£0.59 2.52+0.99 3.17£0.56
1.40£0.44 2.59+1.03 2.90+1.01
0.174 0.450 0.266
1.38+0.50 2.41+0.96 2.97+0.74
1.33£0.32 2.64£0.93 3.12£0.75
1.35£0.38 2.44£0.74 3.0740.81
0.922 0.700 0.717
1.38£0.50 2.41£0.96 2.97+0.72
1.37+0.45 2.45+0.93 3.01+0.78
0.540 0.886 0.206
1.41+0.51 2.46+0.93 2.96+0.72
1.28+0.35 2.30£1.00 3.06£0.80
0.042* 0.456 0.409
1.35£0.40 2.41£0.97 2.93+0.79
1.41£0.58 2.45+0.93 3.06£0.66
0.002** 0.454 0.066
1.49£0.49 2.53£1.03 2.98+0.83
1.34+0.53 2.29+0.85 2.95+0.60
1.37£0.49 2.31£0.93 3.00+0.83
1.29+0.41 2.49£1.04 2.93+0.74
1.36+£0.46 2.58+0.90 3.07+0.66
0.318 0.395 0.923
1.38+0.48 2.42+0.95 2.98+0.74

Values are presented as mean+tstandard deviation.
The data were analysed by t-test or one-way ANOVA.
*p<0.05, **p<0.01.
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Table 5. Correlation among Verbal Abuse, Emotional Reactions, Turnover Intention

. Patients Yokefellow  Dentist verbal Emotional Turnover
Variable Age Career (mo) . . .
verbal abuse verbal abuse abuse reactions intention
Age 1
Career (mo) 0.909%**
0.000
Patients verbal abuse 0.198** 0.097
0.001 0.121
Yokefellow verbal —0.017 —0.015 0.497%%*
abuse 0.785 0.816 0.000
Dentist verbal abuse 0.019 —0.018 0.489%** 0.634%**
0.767 0.774 0.000 0.000
Emotional reactions 0.101 0.074 0.383%** 0.374%** 0.494%*%
0.106 0.239 0.000 0.000 0.000
Turnover intention 0.039 0.032 0.264%%* 0.185** 0.326%** 0.464%%*
0.532 0.606 0.000 0.003 0.000 0.000 1

The data were analysed by pearson correalation coefficient.

#xp < 0.01, ***p < 0.001.
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