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Abstract The purpose of this descriptive survey study was to explore the effects of emotional labor on professional
quality of life of emergency department nurses and to elucidate any mediating effects of emotional dissonance between
emotional labor and professional quality of life. A total of 227 nurses, including general, charge, and head nurses,
who have worked in an emergency department at university hospitals, general hospitals, and junior general hospitals
located in Gyeongnam, Daegu and Gyeongbuk areas over a period of 6 months. Data were collected between
December 12 and December 29 of 2015. We analyzed the data with descriptive statistics, t-test, ANOVA, Pearson's
correlation coefficient, and three-step mediated regression analysis using SPSS/WIN 21.0 program. The average scores
of emotional labor, compassion satisfaction, compassion fatigue, burnout, and emotional dissonance were 4.50 out of
7.00, 31.62 out of 50.00, 29.48 out of 50.00, 29.27 out of 50.00, and 5.02 out of 7.00, respectively. Emotional labor
had significant effects on compassion fatigue and burnout, showing explanatory power of 12% and 29%, respectively.
Emotional dissonance had partial mediating effects in the relationship between emotional labor and compassion fatigue
and complete mediating effects in the relationship between emotional labor and burnout. In summary, to improve the
professional quality of life of nurses, it is necessary to develop effective strategies to minimize their emotional labor
and emotional dissonance.
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Table 1. Differences in Emotional Labor and Emotional Dissonance by General Characteristics N=227

Emotional Labor

Emotional Dissonance

Variable Categories n(% t/F t/F
& () Mean+SD Sch(elglle Mean+SD Sch(e,;;e
Gender Male 18(7.9) 4.51+0.92 0.04(.971) 4.90£1.45 -0.47(.635)
Female 209(92.1) 4.50+0.81 5.03+1.02
25=>" 79(34.8) 4.56+0.74 0.71(.583) 5.05+1.08 0.77(.546)
26-30° 76(33.5) 4.52+0.88 5.12+0.99
31-35° 35(15.4) 4.53£0.70 4.97£1.06
Age (year) d
36-40 16(7.0) 4.20+0.90 4.81£1.17
41<° 21(9.3) 4.42+1.00 4.73£1.13
Mean+=SD 29.65+6.93
. Unmarried 163(71.8) 4.47+0.76 -1.03(.305) 5.00+1.04 -0.27(.787)
Marital status -
Married 64(28.2) 4.59+0.95 5.05+1.10
Protestant” 37(16.3) 4.72+0.80 1.04(.374) 4.79+1.24 1.02(.386)
. Buddhism” 41(18.1) 4.49+0.89 5.07+1.01
Religion —
Catholicism 32(14.1) 4.47+0.68 5.23+0.92
None* 117(51.5) 4.45+0.83 5.01+1.05
3year college” 111(48.9) 4.43£0.88 1.09(.339) 4.95+1.11 1.50(.225)
Education level Bachelor” 99(43.6) 4.55+0.78 5.02+1.04
Master's<°® 17(7.5) 4.70+£0.54 5.43+0.69
lyear less than’ 26(11.5) 4.47£0.77 0.10(.983) 4.95+1.18 0.37(.833)
1-4year less than” 81(35.6) 4.53+0.86 5.09+1.11
4-Tyear less than® 41(18.1) 4.55+0.79 5.10+0.98
Total career ]
7-10year less than 27(11.9) 4.46+0.91 4.94+0.78
10year more than’ 52(22.9) 4.48+0.77 4.90+1.11
Mean+=SD 6.36+6.70
lyear less than’ 42(18.5) 4.40+0.82 1.54(.205) 4.92+1.02 0.43(.731)
. o 1-4year less than” 109(48.0) 4.61+0.83 5.10£1.11
Experience of working in 4-7year less than® 41(18.1) | 4.49+0.79 4.96+1.06
emergency department 5
Tyear more than 35(15.4) 4.3140.77 4.94+0.93
Mean+=SD 3.38+3.44
General nurse” 194(85.5) 4.50+0.83 0.34(.715) 5.07+1.05 1.54(.218)
Current position Charge nurse” 22(9.7) 4.46+0.74 4.70+1.05
head nurse® 11(4.8) 4.69+0.81 4.75+1.19
University hospital® 104(45.8) 4.49+0.77 0.37(.692) 5.19+0.91 2.70(.069)
Type of hospital General hospitalb 63(27.8) 4.46+0.85 4.85+0.99
Junior general hospital® 60(26.4) 4.58+0.87 4.88+1.31
10=" 36(15.8) 4.66+0.87 0.81(.520) 5.27+1.18 1.33(.259)
11-20° 55(24.2) 4.48+0.85 5.16+1.04
Number of assigned 21-30° 68(30.0) 4.55+0.69 4.89+1.08
patient per day 31-40¢ 42(18.5) 4.4440.95 4.85+1.05
41<° 26(11.5) 4.3240.74 4.96+0.80
Mean+SD 28.48+14.56
Dissatisfied” 72(31.7) 4.46+0.80 0.94(.392) 5.26+1.02 8.59(<.001)
Job satisfaction Moderate” 106(46.7) 4.5840.83 5.09+0.95 a,b>c
Satisfied” 49(21.6) 4.40+0.81 4.50+1.18
. . . Dissatisfied” 60(26.4) 4.65+0.88 1.32(.268) 5.35+1.01 4.57(.011)
Satisfaction with Moderate” 100@44.1) | 445£0.79 4958093 | ac
department
Satisfied” 67(29.5) 4.46+0.78 4.82+1.21
Wish to be transferred Yes 110(48.5) 4.68+0.80 3.16(.002) 5.24+1.02 3.16(.002)
to other departments No 117(51.5) 4.34+0.80 4.81£1.06
200=" 17(7.5) 4.21£1.02 1.21(.307) 4.82+1.36 0.23(.874)
201-250° 121(53.2) 4.48+0.81 5.05+1.06
Level of salary S
251-300 63(27.8) 4.62+0.79 5.02+1.08
301<* 26(11.5) 4.52+0.77 4.98+0.80
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Table 2. Differences in Compassion Satisfaction, Compassion Fatigue and Burnout by General Characteristics N=227

Compassion Satisfaction Compassion Fatigue
Variable Categories n
¢ Mean=SD SZE(CQC Mean=SD Stéi(clgc
Male 18 29.17+5.36 | -1.88(.061) 27.50+£6.93 -1.30(.211)
Gender
Female 209 31.83+5.79 29.66+4.54
25=>" 79 30.53+£5.28 | 5.96(<.001) 29.414+4.45 0.51(.728)
26-30° 76 31.37£5.86 | e>ab.c 29.95£5.65
Age (year) 31-35° 35 30.54+5.67 28.57+3.35
36-40° 16 34.13+4.59 29.75+5.34
41<°¢ 21 36.48+5.81 29.43+4.37
. Unmarried 163 30.98+5.46 | -2.51(.014) 29.214+4.66 -1.39(.166)
Marital status -
Married 64 33.23+6.32 30.1945.05
Protestant” 37 31.4146.50 | 1.37(.254) 29.3246.12 0.44(.724)
N Buddhism® 41 32.4445.72 30.20+4.68
Religion —
Catholicism 32 33.03+£6.19 28.97+4.09
None* 117 31.01+5.43 29.4344.55
3year college” 111 30.86+6.02 | 3.53(.031) 29.04+4.48 1.00(.370)
Education level Bachelor” 99 31.95£5.40 | c>a 29.86+5.16
Master's <* 17 34.65+5.59 30.244+4.47
lyear less than® 26 31.23£5.41 | 2.59(.038) 29.15+5.33 0.72(.576)
1-4year less than” 81 30.78+5.85 29.59+4.95
Total career 4-7year less than® 41 30.37+4.86 30.49£5.19
7-10year less than’ 27 33.11+4.79 28.93+4.84
10year more than’ 52 33.33+6.61 28.98+3.84
lyear less than® 42 32.214£5.80 | 3.24(.023) 29.40+4.91 0.07(.976)
Experience of working in 1-4year less than® 109 30.62+5.85 | d>b 29.63+4.97
emergency department 4-Tyear less than’ 41 31.63+5.08 29.3244.55
Tyear more than* 35 33.97+5.83 29.31+4.48
General nurse” 194 30.84+5.39 | 16.86(<.001) 29.46+4.86 0.02(.983)
Current position Charge nurse” 22 34.50+£5.80 | c>a,b 29.55+4.42
head nurse® 11 39.5545.20 29.73+4.58
University hospital” 104 31.07£5.66 | 0.91(.403) 29.27+4.25 0.26(.769)
Type of hospital General hospitalb 63 31.9245.76 29.51+4.77
Junior general hospital® 60 32.25+6.06 29.83+5.68
10=>* 36 32.67+5.74 | 0.58(.676) 30.06+4.89 0.55(.696)
) ) 11-20° 55 31.05+5.43 29.85+5.36
;L‘im;:yr of assigned patient 21-30; 68 31.186.12 29.00+4.61
31-40 42 31.88+5.97 29.74+4.54
41<° 26 32.08+5.60 28.774+4.33
Dissatisfied" 72 28.17+5.20 | 48.85(<.001) 30.0444.85 2.88(.058)
Job satisfaction Moderate” 106 31.45+4.74 | c>b>a 29.76+4.70
Satisfied® 49 37.04+4.56 28.06+4.70
Dissatisfied" 60 28.55+£5.68 | 33.21(<.001) 30.93£5.06 5.04(.007)
Satisfaction with department Moderate” 100 30.75+4.81 | c>b>a 29.42+4.63 a>c
Satisfied® 67 35.66+5.00 28.28+4.47
Wish to be transferred to Yes 110 29.85+5.81 | -4.64(<.001) 30.08+5.07 1.83(.068)
other departments No 117 33.274+5.28 28.924+4 .45
200=>" 17 31.00+4.14 | 10.35(<.001) 29.94+4.80 0.31(.820)
201-250° 121 30.6245.13 | d>ab,c 29.60+4.82
Level of salary S
251-300 63 31.4146.35 29.48+5.01
301<! 26 37.15+5.35 28.69+4.19
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Table 2. (Continued) N=227
Burnout
Variable Categories n Y/F(p)
Mean+SD Schglife
Male 18 30.33+6.13 0.99(.322)
Gender
Female 209 29.18+4.61
25=>" 79 29.19+4.25 5.81(<.001)
26-30° 76 30.12+5.27 ab,c,d>e
Age (year) 31-35° 35 30.26+4.41
36-40" 16 29.13+3.69
41<° 21 24.95+3.47
. Unmarried 163 29.29+4.41 0.13(.896)
Marital status -
Married 64 29.20+5.54
Protestant” 37 29.27+5.99 0.45(.716)
. Buddhism® 41 29.10+4.27
Religion —
Catholicism 32 28.47+4.36
None* 117 29.55+4.59
3year college" 111 29.85+5.06 2.47(.087)
Education level Bachelor” 99 28.95+4.30
Master's<* 17 27.35+4.64
lyear less than® 26 28.88+4.80 2.25(.065)
1-4year less than® 81 29.78+4.82
Total career 4-7year less than® 41 30.63+4.94
7-10year less than’ 27 28.26+3.68
10year more than® 52 28.12+4.69
lyear less than® 42 28.24+4.55 1.72(.163)
Experience of working in 1-4year less than” 109 29.95+5.00
emergency department 4-7year less than® 41 29.12+4.16
7year more than’ 35 28.54+4.62
General nurse” 194 29.68+4.69 7.29(.001)
Current position Charge nurse’ 22 28.05+3.95 a,b>c
head nurse® 11 24.55+4.50
University hospital® 104 29.30+4.31 0.31(.734)
Type of hospital General hospitalb 63 29.57+5.51
Junior general hospital® 60 28.90+4.64
10>* 36 28.56+4.80 0.55(.696)
) . 11-20° 55 29.694.57
]I;I;m(;):; of assigned patient 21_30; 63 29.07£5.02
31-40 42 29.88+3.73
41<° 26 28.88+5.79
Dissatisfied” 72 31.83+4.46 34.20(<.001)
Job satisfaction Moderate” 106 29.29+4.18 a>b>c
Satisfied” 49 25.45+3.66
Dissatisfied” 60 32.17+4.36 24.32(<.001)
Satisfaction with department Moderate” 100 29.17+4.14 a>b>c
Satisfied” 67 26.82+4.53
Wish to be transferred to Yes 110 30.67+4.70 4.51(<.001)
other departments No 117 27.95+4.41
200=>" 17 28.65+3.79 5.41(.001)
201-250° 121 29.88+4.60 b,c>d
Level of salary <
251-300 63 29.62+4.99
301 < 26 25.96:4.09
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Table 3. Correlations between Emotional Labor, Emotional Dissonance, Professional Quality of Life N=227
. Professional Quality of Life
Variable Emotional Labor E'm otional Compassion Compassion
Dissonance . Rk R Burnout
Satisfaction Fatigue
Emotional Labor 1
Emotional Dissonance (<3(§]02 N 1
Compassion .006 -316 1
Satisfaction (.933) (<.001)
Professional | Compassion 323 318 -.094
Quality of Fatigue (<.001) (<.001) (.159) !
Life Bumont 204 417 672 454 :
(.002) (<.001) (<.001) (<.001)
Table 4. Emotional Labor and Compassion Satisfaction: Mediating Effects of Emotional Dissonance N=227
Step Independent Variable Dependent Variable B t P Adj-R? F(p)
1 Age -.05 -42 .674
Marital status (Unmarried) .07 83 408
Education level (3year college) .05 .80 427
Experience of working in 04 58 561
emergency department
Current position (General nurse) Emotional Dissonance -12 -1.44 150 15 4.89(<.001)
Job satisfaction -26 -2.86 .005
Satisfaction with department .02 18 .861
Wish to be transferred to
other departments (No) 07 98 330
Level of salary (=250) 11 1.19 237
Emotional Labor 27 4.17 <.001
2 Age .03 32 746
Marital status (Unmarried) .01 15 .880
Education level (3year college) .06 1.10 272
Experience of working in 05 3 409
emergency department
Current position (General nurse) Compassion Satisfaction .08 1.17 243 37 14.27(<.001)
Job satisfaction 37 4.74 <.001
Satisfaction with department 13 1.56 121
Wish to be transferred to
other departments (No) -1 241 017
Level of salary (=250) .10 1.36 175
Emotional Labor .04 .66 .507
3 Age .02 23 817
Marital status (Unmarried) .02 35 124
Education level (3year college) .07 1.32 .188
Experience of working in 06 99 395
emergency department
Current position (General nurse) Compassion Satisfaction .06 .85 .396 40 14.79(<.001)
Job satisfaction 31 4.10 <.001
Satisfaction with department 13 1.64 103
Wish to be transferred to
other departments (No) -13 223 027
Level of salary (=250) 12 1.67 .096
Emotional Labor .09 1.62 107
Emotional Dissonance -.20 -3.52 .001
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Table 5. Emotional Labor and Compassion Fatigue: Mediating Effects of Emotional Dissonance N=227
Step Independent Variable Dependent Variable B t P Adj-R2 F(p)

1 Satisfaction with department -20 -3.23 .001
Emotional Dissonance 12 16.95(<.001)

Emotional Labor 28 4.56 <.001

2 Satisfaction with department -.15 -2.46 .015
Compassion Fatigue 12 16.34(<.001)

Emotional Labor 31 4.95 <.001

3 Satisfaction with department -11 -1.75 .081
Emotional Labor Compassion Fatigue 25 3.87 <.001 .16 15.11(<.001)

Emotional Dissonance 22 3.33 .001
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Table 6. Emotional Labor and Burnout: Mediating Effects of Emotional Dissonance N=227
Step | Independent Variable Dependent Variable B t P Adj—R2 F(p)
1 Age .02 21 835
Current position (General nurse) -.11 -1.39 165
Job satisfaction -25 -2.84 .005
Satisfaction with department Emotional Dissonance .01 14 .886 18 6.82(<.001)
Wish to be transferred to
other departments (No) 08 1.08 281
Level of salary (=250) .10 1.12 262
Emotional Labor 28 442 <.001
2 Age -.05 -.57 567
Current position (General nurse) -.01 -12 904
Job satisfaction -.36 -4.42 <.001
Satisfaction with department Burnout -.08 -.96 336 .29 14.41(<.001)
Wish to be transferred to
other departments (No) A1 174 084
Level of salary (=250) -.10 -1.22 224
Emotional Labor .18 3.03 .003
3 Age -.06 -.66 508
Current position (General nurse) .02 30 763
Job satisfaction -29 -3.68 <.001
Satisfaction with department Burnout -.09 -1.05 295 35 16.36(<.001)
Wish to be transferred to
other departments (No) 09 148 141
Level of salary (=250) -12 -1.62 107
Emotional Labor .10 1.73 .085
Emotional Dissonance 27 4.57 <.001
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