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Influence of Nursing Professionalism, Emotional Labor, and Empathic Concern on Customer

Orientation among Clinical Nurses

Shin, Yeon Hee' - Noh, Gie Ok?

'Director of Nursing, Seoul National University Bundang Hospital, Seongnam; ZAssistant Professor, College of Nursing, Konyang University, Nonsan,

Korea

Purpose: This study was conducted to investigate nursing professionalism, emotional labor (surface acting, deep acting), empathic
concern, and customer orientation, and identify factors contributing to customer orientation among clinical nurses. Methods: The
participants in this study were 151 clinical nurses at the three general hospitals. Data were collected using self-administered questionnaires.
Data were analyzed using descriptive statistics, independent t-test, one-way ANOVA, Pearson correlation coefficient, and multiple
regression. Results: The significant predictors of customer orientation among clinical nurses were empathic concern (=43, p<.001),
nursing professionalism (3=.29, p<.001), nursing career (8=.16, p=.007), and deep acting (B=.14, p=.021). Theses variables explained
47.6% of the variance of customer orientation. Empathic concern was the most influential variable. Conclusion: The results suggest
that it is crucial to improve deep acting, empathic concern and nursing professionalism for increasing clinical nurses” customer orientation.
Management-level leaders in the hospitals should develop strategies of promoting nursing professionalism, deep acting and empathic

concern to improve customer orientation.
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Table 1. General Characteristics of Participants (N=151)
Characteristics Categories n (%) or M+SD
28.81+£3.97
Age (yr) 21 =29 91 (60.3)
= 30 60 (39.7)
. Unmarried 116 (76.8)
Marital status Married 35 (232)

) Diploma 20 (13.2)
Fducational level Above bachelor 131 (86.8)
Relidion Yes 52 (344)

d No 99 (656)
Medical unit 73 (483)
Working unit Surgical unit 67 (44.4)
Medical & Surgical unit 1 (73
66.42+47.59
Nursing career < 36 51 (33.8)
(month) 36 - 60 34 (22.5)
> 60 66 (43.7)
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Table 2. Means, Standard Deviations in Variables (N=151)

Actual range

Variable M=£SD Range -

min max
Nursing professionalism  3.54+0.37 1-5 256 4.52
Emotional labor 3.17£0.64 1-5 1.67 5.00
Surface acting 347+0.73 1-5 1.67 5.00
Deep acting 2.86+0.87 1-5 1.00 5.00
Empathic concern 5.26%0.71 1-7 371 6.86
Customer orientation 5.13+0.77 1-7 292 7.00

I
p=009), 99, AEH|, aarE FaL I 2opll wE e

o Aol LhehA) ellet

Table 3. Differences of the Customer Orientation by Participants’
General Characteristics (N=151)

Customer orientation

Characteristics  Categories n (%)
M+SD torF (o
Age (yn) 21 =29 91 (60.3) 5.08+0.75 -0.96
= 30 60 (39.7) 5.20+0.80 (:339)
Marital Unmarried 116 (76.8)  5.10+0.76 -0.81
status Married 35 (232) 5224080 (418)
Educational  Diploma 20 (132)  5.32+0.53 117
level Above 131 (86.8) 5.10+0.80 .
(.243)
bachelor
Religion Yes 52 (344) 5.23+0.80 1.18
No 99 (65.6) 5.07£0.75 (239)
Working Medical unit 73 (483) 5.06+0.76
unit Surgical unit 67 (44.4) 5.14+0.77 178
Medical & 11 (73) 5.52+0.77 (.173)
Surgical unit
Nursing < 36° 51 (33.8) 4.92+0.69 3.09
career 36 - 60° 34 (22.5) 5.16+0.85 (.049)
(month) > 60° 66 (43.7) 5.28+0.77 a<c'

TScheffe post-hoc
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HATHr=60, p<.001).

Table 4. Correlations among Variables (N=151)

Nursing Surface Deep Empathic Customer
professionalism acting acting concern  orientation

rp rp  rp rp

Nursing

; ) 1
professionalism

=11

Surface acting (182) 1
) 19 27
Deep acting (019) (001) 1
Empathic 44 -13 A3 .
concern (<.001) (.100)  (.105)
Customer 52 -.09 26 60 1
orientation (<.001) (291)  (001)  (<.001)

3 {He A e P50 B9 & Al 1
3L A TlTRe] TAlOA fofRt oFe RS Hdrt 2l
A1)

A= o]

AR AT HEiego] S5 oA ARo] w3keH
(t=19, p=019), 372 Tlo] s 3HAQ 2w

& BYrkr=44, p<001).

Table 5. Influencing Factors on Customer Orientation (N=151)

Variable B t ) R Ad. R F )
Empathic 43 655 <001 362 358

concern

Nursing

29 430 <001 444 437 3504 <001

professionalism
Nursing career .16 272 007 471 460
Deep acting g4 234 021 490 476
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