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Effects of Emotional Labor, Communication Competency, Emotional Intelligence and
Social Support on Burnout among Nurses in Outpatient Department

Kim, Ji-Hye' « Chang, Ae-Kyung?
"Registered Nurse, Surgical Nursing Team, Asan Medical Center, Seoul, Republic of Korea; *Associate Professor, College of Nursing Science, Kyung Hee
University, Seoul, Republic of Korea

Purpose: Based on the results of Grandey's Emotion Regulation Process Model and previous studies, this study was conducted to identify the
relationship between emotional labor, communication competency, emotional intelligence, social support, and burnout, and to identify factors
affecting burnout of nurses in outpatient department. Method: The participants were 190 nurses with more than six months of experience
working at the outpatient department of a general hospital in Seoul. Data were collected from April 5 to May 28, 2021, and analyzed using
SPSS/WIN 25.0. Results: Significant variables affecting burnout were emotional labor, communication competency, emotional intelligence,
education, and total clinical experience. Social support showed a statistically significant negative correlation with burnout, but did not affect
burnout. Burnout showed a statistically significant a positive correlation with emotional labor, and showed a negative correlation with
communication competency, emotional intelligence and social support. We found a negative correlation between burnout and subjective health
status. Emotional labor had a positive effect on burnout. Emotional intelligence, clinical experience for more than 10 years, communication
competency, and education for masters or higher negatively affected burnout, respectively. They accounted for 49.2% of the total variance
of burnout. Conclusion: Based on the results of this study, it is necessary to reduce emotional labor, one of the major predictors of burnout
for outpatient care. In order to prevent emotional labor that results in burnout, an integrated program that improves emotional intelligence
and communication competency should be developed.
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- Cognitive change

Surface Acting: Modifying Expressions

Individual Wellbeing
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- Job Satisfaction
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Figure 1. Grandey's Emotion Regulation Process Model (2000)
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Table 1. General and Work-related Characteristics of Participants (N=190)
Characteristics Categories n(%) M+SD
Age (yr) <29 37 (19.5) 35.79+6.52
30~39 98 (51.6)
40~49 51 (26.8)
>50 4 2.7)
Gender Female 185 (974)
Male 5 (26)
Religion Christian 57 (30)
Buddhism 11 (5.8)
Catholic 22 (11.6)
None 100 (52.6)
Others 0 (0)
Education level College 8 (4.2)
Bachelor 143 (753)
>Master 39 (20.5)
Spouse Yes 117 (61.6)
No 73 (384)
Perceived health status (score) 6.36+1.90
Job position Staff nurse 173 (91.1)
Charge nurse 17 (8.9)
Total clinical experience (yr) 0.5~<5 20 (10.5) 12.55+6.57
5~ <10 53 (27.9)
>10 117 (61.6)
Outpatient department career (yr) 0.5~<5 127 (66.8) 3.80+4.20
5~ <10 43 (22.6)
>10 20 (10.5)
Working department Medical 74 (38.9)
Surgical 95 (50)
Others 21 (11.1)
Experience of education regarding communication Yes 165 (86.8)
No 25 (13.2)
Experience of education regarding emotional intelligence  Yes 84 (44.2)
No 106 (55.8)

M=Mean; SD=Standard deviation; yr=year
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Table 2. Descriptive Statistics of Study Variables (N=190)
Variables M+SD Min. Max. Range Skewness Kurtosis

Burnout 262+.79 15 101 0~6 -105 -.184
Emotional labor 3.37+.56 18 44 1~5 146 -136
Communication competency 361£37 39 67 1~5 -540 -147
Emotional intelligence 5.04+.70 31 104 1~7 -697 1.35
Social support 3.93+42 17 45 1~5 -916 3.87

M=Mean; SD=Standard deviation, Min=Minimum, Max=Maximum
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Table 3. Differences in Burnout according to General and Work-related Characteristics (N=190)
Characteristics Categories n (%) M+SD t or F(p) Tukey HSD
Age (yn) <9 37 (19.5) 64.51£16.64 1042 (<.001) ab>cd
30~39° 98 (51.6) 60.28£16.11
40~49° 51 (26.8) 49.27£16.50
>50° 4 (21) 33.75417.45
Gender Female 185 (97.4) 57.68+17.34 -0.439 (.661)
Male 5 (2.6) 54.20+23.27
Religion Christian® 57 (30) 53.05+£15.85 520 (.002) a,b<d
Buddhism® 11 (5.8 45.00£16.09
Catholic 2 (11.6) 57.82+1641
Noned 100 (52.6) 61.51£17.63
Education level College® 8 (4.2) 62.50+19.35 9.05 (<.001) a,b>c
Bachelor” 143 (753) 60.08+£16.24
>Master© 39 (20.5) 47.46x18.05
Spouse Yes 117 (61.6) 544741791 3.20 (.002)
No 73 (384) 62.59+15.54
Job position Staff nurse 173 (91.1) 57.66+17.80 0.189 (.850)
Charge nurse 7 (89) 56.82+13.78
Total clinical experience (yr) 0.5~<5° 0 (10.5) 60.35+12.95 9.55 (<.001) b>c
5~ <€10° 3 (279 66.45+16.00
>10° 17(61.6) 53.56+17.45
Outpatient department career (yr) 0.5~<5 127 (66.8) 58.97+16.35 279 (.064)
5~ <10 3 (226) 574442048
>10 0 (10.5) 49.15£15.48
Working department Medical 4 (38.9) 56.66+19.34 0.515 (.599)
Surgical 95 (50) 57.55£15.95
Others 21 (11.1) 61.05+£17.31
Experience of education regarding communication Yes 165 (86.8) 56.88+17.63 -143 (153)
No 25 (13.2) 62.24+15.74
Experience of education regarding emotional Yes 84 (44.2) 52.14+18.92 3.87 (<.001)
intelligence No 106 (55.8) 619141492
M=Mean; SD=Standard deviation; yr=year, HSD=Honestly Significant Difference
Table 4. Correlations between the Study Variables (N=190)

Variables

Burnout

Emotional labor

Communication

competency

Emotional intelligence

Social support

r(p)

Burnout

Emotional labor
Communication competency
Emotional intelligence

Social support

1
531 (<.001)
-394** (<.001)
-463** (<.001)
-235** (.001)

1
-142 (051)
-215%* (003)
-242** (001)

1

605** (<.001)

248 (.001)

2317

(.001)

¢ 001



Table 5. Factors Affecting Burnout (N=190)
Variables (*dummy reference) Bf SE. Bt t p Tolerance VIF
Constant 72.19 11.42 6.32 <.001
Emotional labor 1.55 19 44 833 <.001 948 1.06
Emotional intelligence -38 10 -24 -3.65 <.001 613 1.63
Communication competency -47 .20 =15 -2.32 022 631 1.59
Total clinical experience (*>10yr) -7.10 2.01 -20 -3.54 .001 853 1.17
Education level (*>Master) -5.93 243 -14 -244 016 847 1.18

Durbin-Watson's d=1.83 ((1.67 <d < 1.80),

adj R’=492, F=3767, p<.001

fUnstandardized regression coefficient; *Standardized regression coefficient; S.E=Standard Error; VIF=Variance inflation factor
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