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Factors That Affect the Level of Emotional Labor in Dental Hygienists
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This research purports to find out the factors that affect the level of emotional labor in dental hygienists, Data were collected from 204 dental
hygienists working at 5 university hospitals and 55 dental clinics through self-administered questionnaire, and analyzed by statistical analysis using
t-test, ANOVA, and regression analysis, The main findings of the study are as follows: First, the higher the educational level of dental hygienists,
and the bigger the size of dental institutions they work, the higher the level of emotional labor of dental hygienists, Second, patient and environmental
factors were found to have significant effects on the level of emotional labor, The above results imply that managers should try to make the
workplace better environment which can secure appropriate workload and rewards, and support for work related education programs etc, It is also
needed to educate the patients in order to prevent unnecessary conflicts between the patients and dental hygienists,
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Fig. 1. Model of emotional labor.

Table 1. Descriptive Statistics and Reliability
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Variable Item Mean+standard deviation Range Reliability (o)
Emotional labor
Patients 11 3.85+0.56 1~5 0.80
Supervisors 12 3.90£0.58 1~5 0.89
Peer workers 4 3.94+0.64 1~5 0.77
Top managers 4 4.06+0.68 1~5 0.79
Work environment 7 3.90£0.63 1~5 0.81
Emotional labor 9 3.36£0.73 1~5 0.89
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Table 2. General Characteristics of Respondents (n=204)

Category n (%)

Age (y)

<25 86 (42.2)

26~30 72 (35.2)

31~35 28 (13.6)

>36 18 (9.0)
Gender

Female 199 (97.5)

Male 5@2.5)
Marriage

Single 161 (78.9)

Married 43 (21.1)
Education

Junior college 115 (56.4)

College 89 (43.6)
Tenure (y)

Under 5 119 (58.3)

6~10 56 (27.5)

11 and over 29 (14.2)
Position

Staff 143 (70.1)

Team managers 61 (29.9)
Type of institution

Dental clinics 97 (47.5)

Dental hospitals 107 (52.5)
Monthly income

>2 millions 107 (52.5)

<2 millions 97 (47.5)
No. of patients/day

<10 53 (26.0)

11~15 22 (10.8)

16~20 35(17.2)

>21 94 (46.0)

Al o517} 86™(42.2%), 26 ~ 3047} 7278(35.2%), 31 ~ 35
A7} 289 (13.6%), 364 0]7¢o] 18%(9.0%)°] At} AAE-&
1999 (97.5%) 0] AR AL, 5H(2.5%)°] FA At AE/HF
2 B uE 2 7)e 1617%(78.9%), 71&0] 43%(21.1%)
oltt. A # AL ANEFFES BAH AFUEEY 115
H(56.4%), AEEY L g4 o] o] 899 (43.6%)°191
t}. & 27942 1 59 o]s} 1197(58.3%), 6~ 109
568(27.5%), 11'd o] 294 (14.2%) ol Att. 9= Uut
21 o] 1439(70.1%), B ©]’do] 617(29.9%) 0] At
WAL Aol do] 978 (47.5%), XFHHe] 1074
(52.5%)°1%0c}t. @ A5 $£FL 2009 w|vho] 1079
(52.5%), 2005+ o]AFo] 97 (47.5%) 0] ATt 31 Fol EX
= 349 £5 1 P 109 o]3h7} 538(26.0%), 11~
157 0] 229(10.8%), 16 ~20™ o] 359 (17.2%), 217 o]4
©] 947(46.0%)°] 3lch(Table 2).
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Table 3. Emotional Labor by Socio-Demographic Characteri-
stics

Category Meantstandard deviation F (t) p-value
Marriage 1.30  0.193
Single 3.40+0.73
Married 3.23+£0.74
Education —1.75 0.031
Junior college 3.28+0.78
College 3.46+0.65
Type of institution —2.80 0.006
Dental clinics 3.22+0.62
Dental hospitals 3.49+0.80
Tenure (y) 0.11 0.894
Under 5 3.35+0.71
6~10 3.39+0.67
11 and over 3.32+0.90
Position —049 0.619
Staff 3.34+0.72
Team managers 3.40£0.77
Monthly income —0.77 0.440
>2 millions 3.32+0.73
<2 millions 3.40+0.74
No. of patients/day 0.78  0.505
<10 3.28+0.70
11~15 3.33+0.62
16~20 3.27+0.58
=21 3.44+0.82

*p<0.05, **p<0.01.
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Table 4. Factors That Affect the Level of Emotional Labor

Independent variable T B

Influencing factors
Patients 0.43%* 0.22%*
0.37%* 0.04

0.34** 0.10

Supervisors
Peer workers

Top managers 0.30%* —0.10
Work environment 0.46** 0.32%**
Socio-demographic factors
Age —0.04 —0.00
Marriage —0.09 —0.05
Education 0.12 0.14*
Tenure —0.05 —0.11
Position 0.03 0.10
Type of institutions 0.19%* 0.14*
No. of patients/day 0.09 0.07
Monthly income 0.05 0.04
R’ 0.342
F 7.563%%%

#p<0.05, **p<0.01, ***p<0.001.
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<Appendix 1> Work Environment Factors

Item Meantstandard deviation
When working without eating meal 4.38+0.82
When doing overtime too much 4.26+0.88
When doing not dental hygiene duty but other chores 3.88+0.90
When there is no work autonomy 3.8810.82
When there is over-appointment 3.79+1.00
When there is excessive workload 3.681£0.92
When there is anxiety or anger due to housework 3.39£1.10
<Appendix 2> Patient Factors
Item Meanztstandard deviation
When a patient give a bad or talk down 4.61£0.56
When a patient ask a faster service with a loud voice 4.32+0.69
When a patient make a complaint to me about coworkers’ fault 4.21+£0.83
When a patient ask for what I can not permit, for example, free scaling 3.95+0.84
When a patient call me “Sister” or “Miss, 0O” 3.89+1.09
When a patient tell his/her complaints comparing to other hospitals 3.80+0.97
When a patient make a complaint even though I did his/her best 3.78+0.82
When a patient break the rules (neglecting reservation time) 3.57+1.58
When treatment outcome is under expectation 3.48+0.93
When a patient does not understand after I made an explanation 3.22+0.98

When a patient trouble me with questions about the progress of the treatment 3.14+1.00






