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The Relation among Experience of Verbal Abuse, Emotional Labor,
Emotional Intelligence, Social Support and Turnover Intention of
Hospital Nurses.
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Abstract The purpose of this study is to understand the relation among experience of verbal abuse, emotional
labor, emotional intelligence, social support and turnover intention of hospital nurses. The survey was
conducted with 189 hospital nurses working at general hospital in the city of S. The data was collected by
using structured questionnaires as research tools from November 17, 2015 to November 27, 2015. The
collected data was analyzed by using SPSS ver. 18.0 program. As a result of the correlation analysis between
the nurse 's experience of verbal abuse, emotional labor, emotional intelligence, social support and turnover
intention, the turnover intention of the nurse was a significantly positive correlation between the experiences
of verbal abuse from the doctor, nurses, patients, and the caregiver and the emotional labor. Also, There is
a significantly negative correlation between emotional intelligence and social support. In order to identify the
factors influencing the turnover intention of the subjects, multiple regression analysis was performed. The
statistically significant variables were emotional labor & the ER in the working department.

Key Words : experience of verbal abuse, emotional labor, emotional intelligence, social support, turnover
intention
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(Table 1) General Characteristic of the participant

(N=189)
Characteristics Category n(%)
20~29 121(64.0)
Agelyrs) 30~39 55(29.1)
=40 13( 6.9)
Female 181(95.8)
Gender Male 8( 4.2)
) Single 1 53(80 9)
Marital state Married 36(19.1)
Religion Yes 80(42.3)
g No 109(57 7
Diploma 64(33.9)
Education level RN-BSN 39(20.6)
Bachelor 72(38.1)
>Master 14( 7.4)
(1 12( 6.3)
Clinical career 3 57(30.2)
(year) G 81(42.9)
>7 39(20.6)
Staff nurse 174(92.1)
Job position Charge nurse 5( 2.6)
>Head nurse 10( 5.3)
Medical unites 63(33.3)
Surgical unites 54(28.6)
Working ICU 28(14.8)
department ER 15(7.9)
OPD 19(10.0)
Laboratory 5( 2.7)
Others 5( 2.7)
Three shift 152(80.4)
Duty type Full-time work 34(18.0)
Others 3( 1.6)
Experience Yes 49(25.9)
turnover No 140(74.1)
b ' 150 ~ <199 16( 8.5)
aymen ~ <
(10,000won/ 200 z249 116(61.4)
month) 250 ~ <299 34(18.0)
=300 23(12.1)
3.2 ZtEALS| Q1012 HY, AWS, LAXIS,
ALg| ™ X|X| ¥ O|RleE HE
s AolE Y AR, AAwE, HAS, AFEH
A 9 ol A <E 2>5 2tk AiEE A
oA FA} - RoARRES] AFY AHPe HT
2093(10.70)8 o2 7Hd = A yehsta, 1 v 9AkR
RES QlojEe AYe B 266660, HENE
FE9] ojEe AL Ht 1969(+75H)F ¢o=
Elgtt), T2 it 32.85(x5.28)%, AR T 3
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T 7229(11.73) %
o4 9mi= vt 37.69(+7.60)

9, AV 4 AR S Wi 06435DA,
oz veptr,

(Table 2) Experience of verbal abuse, emotional labor,
emotional intelligence, social support &
turnover intention of the participant

(N=189)

Variable M=£SD Min Max Range

Doctor 22.66+6.61 13 43

E

v .Nurse 19.69+7.55 13 48 13 ~ 65
A [Patientcare| 59 9311070 | 13 | 65
givers
Emotional labor | 32.85+5.28 21 45 9 ~ 45
Emotional
intelligence 72.29+11.73 | 34 106 16 ~ 112
Social support | 79.64+13.57 | 31 115 |23 ~ 115
Turnover intention| 37.69+7.60 11 55 11 ~ 55

EVA; Experience of verbal abuse

i‘/]'E]rb\ . Aol
R} Adojse Ao

2
Atell Jgk Aol

H}\L

4
Ho] w& How

=
a4
3

5o

b S

P K|S

=]

ArE|HX| X,

JH

(Table 3) Difference of Experience of verbal abuse to Characteristics of participants

o mE A= A, LT,
O|xlo|Z 9| x}0|

Edo mE o= Z 9| xjo|
dol W GAL hEAL 3L B
AR Aol= <E 3> At
06, p<O0D3} 219(F=4.82, p<.01)
Aoj&= 7l ef Aol7}

07294, 30739417} 404

=
A= Al

o] Ak

AS® Yesith B3 (ke

S oA H
= oz tehgth
l = Tl vlsl <

T(F=4.07,
o473 go

(N=189)

Experience of verbal abuse Experience of verbal [Experience of verbal abuse
Characteristi (Doctor) abuse (Nurse) (Patient * Caregiver)
cs Category n t/F t/F t/F
M=+SD M=SD M=SD
(0) (0) (D)
20~29° 121 10.81+6.39 5.06 7.94+7.36 18.96+10.40 814"
Agelyrs) 30~39° 55 11.60+7.17 (.00) 6.71£7.00 ?foz) 18.27+10.99 (.00)
>40 ° 13 5.31+2.98 a,b)c 9.54%11.01 ' 6.85+4.88 ab)e
Gender Female 181 10.54%6.41 -0.81 7.70+7.56 0.03 17.94+10.68 0.08
Male 8 13.50+10.31 (.45) 7.63+7.87 (.98) 17.63+11.87 (.94)
Varital state Single 153 10.66+6.19 0 7.38+6.81 -0.93 18.50+10.13 1.54
Married 36 10.67+8.24 (1) 9.03+10.12 (.36) 15.47+12.71 (.13)
Religion Yes 80 10.68+7.14 0.02 8.19+8.09 0.77 16.90+9.90 -1.13
No 109 10.65+6.22 (.98) 7.33+7.14 (.44) 18.68+11.23 (.26)
Diploma 64 11.0946.12 8.25+7.88 18.72+10.82
Education RN-BSN 39 10.56+6.62 0.74 7.26+8.28 0.35 17.41%£11.41 1.96
level Bachelor 72 10.81£7.21 (.53) 7.74+7.15 (.79) 18.74+10.33 (12)
> Master 14 8.21+5.49 6.14%6.19 11.5748.54
(1 12 6.67%5.10 6.42+7.33 14.50+7.57
Clinical career 27 (3 57 11.56+6.42 2.45 8.16+7.21 0.20 18.67+10.15 353
(vear) 4~ (6 81 11.19+6.68 (.06) 7.68+7.60 (.90) 19.91+10.89 (.02)
>7 39 9.49+6.75 7.44+8.19 13.77+10.83
Staff nurse® 174 11.09+6.63 g 7.63+7.27 ' 73 18.51+10.40 6.32"
Job position Charge nurse® 5 6.80+2.39 ('01) 3.40£2.30 ('1 8) 20.20+17.30 (.00)
>Head nurse® 10 5.20+2.66 ) 10.90+12.22 ) 6.60+4.97 ab
Medical unites 63 10.63%6.10 7.32+6.88 16.87+9.46
Surgical unites 54 11.93+6.80 9.96+8.96 20.69+10.76
) ICU 28 9.11+5.12 5.79+6.78 13.79+9.43 417"
d;"{’)‘;ﬂ‘gm ER° 15 11.87410.27 (1_'307% 6.40%7.51 (1_'156§ 26.80+13.41 (.00)
OPD 19 8.84+6.74 6.3246.07 15.26+9.95 alb
Laboratory 5 12.00+4.69 10.40+7.60 15.80+8.32
Others® 5 8.00+4.53 5.00%4.24 10.20+7.95
Three shift 152 11.19+6.65 27 7.61+7.40 0.07 19.22+10.71 605"
Duty type Full-time work 34 8.68+6.18 (o7 8.12+8.52 (oa) 13.00+9.16 (00)
Others 3 6.33%4.16 7.33+4.73 8.33+5.51
Experience Yes 49 9.39+6.53 2.48 5.8446.49 4.07 17.47+11.33 0.12
turnover No 140 11.11%6.60 (12) 8.34+7.80 (.04) 18.09+10.51 (.73)
Payment 150 ~ <199 16 9.75+7.48 8.25+8.22 18.38+8.57
(10,000won/m| 200 ~ <249 116 11.41%6.85 1.29 8.16+7.54 1.62 19.04£10.21 2.04
onth) 250 ~ <299 34 9.41+4.62 (.28) 5.15+4.91 (.19) 17.12+11.35 (11)
rE >300 23 9.39%7.06 8.70+9.74 13.17+12.59
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(Table 4) Difference of Emotional labor to Characteristics of (Table 5) Difference of Emotional intelligence to
participants Characteristics of participants
(N=189) (N=189)
Characteristics Category n M=*SD Eg Cha;iaccstens Category n M=£SD t(g
20~29° 121 | 33.47+528 | 456 20~29 121 | 71.18+11.09 | 5.00
Agelyrs) 30~39 55 | 32.36+5.14 (.01) Agelyrs) 30~39 55 | 72.49+12.54 | (.01)
>40° 13 | 29.08+4.33 | a(b >40 ° 13 | 81.77+10.45 | ab(c
Gender Female 181 32.88+5.21 0.46 Gender Female 181 | 72.35+11.80 0.32
Male 8 | 32.00+7.11 (.64) Male 8 | 71.00+10.72 | (75
) Single 153 | 33.03+5.30 0.96 ) Single 153 | 71.18+11.35 | —2.72
Marital state Married 36 | 32.08+519 | (33) Marital state Married 36 | 77.00£12.31 | (01)
Religion Yes 80 | 32.49+538 | -0.80 Religion Yes 80 | 73.41+x12.46 | 1.13
No 109 | 33.11+5.21 (.42) No 109 | 71.47+11.15 | (.26)
Diploma 64 | 33.69+5.51 Diploma 64 | 69.94+11.23
Education level RN-BSN 39 | 32.72+6.24 1.38 Education RN-BSN 39 | 73.18+£10.71 2.07
Bachelor 72 32.58+4.52 (.25) level Bachelor 72 | 72.82+12.24 (.11)
>Master 14 30.71+4.63 =>Master 14 | 77.86+12.68
(1 12 | 32.08+5.32 o (1 12 | 74.42+14.95 .
Clinical career 27 (3 57 | 33.42+4.84 | 1.18 Ccla”r‘éc:r' RE 57 | 71.79£9.11 | 2.90
(year) 47 (6 81 33.17+5.52 (.32) (year) K 81 70.22+11.59 (.04)
>7 39 | 31.56+5.33 >7 39 | 76.67+13.44
Staff nurse 174 | 33.06+5.28 N Staff nurse 174 | 72.17+x11.64 2.65
Job position Charge nurse 5 33.80+3.90 ?g’j) Job position| Charge nurse 5 64.20+16.90 (.07)
>Head nurse 10 28.70+4.32 =>Head nurse 10 78.50+8.02
Medical unites | 63 | 32.97+5.11 Medical unites | 63 | 73.94+12.22
Surgical unites 54 33.50+4.88 Surgical unites| 54 73.72+t12.44
Working ICU 28 | 31.36+5.07 17 Working ICU 28 | 69.79+7.30 .
department ER 15 | 33.40%5.14 (32) department ER 15 | 69.87+11.86 | ;g
OPD 19 | 33.63%6.20 OPD 19 | 67.79+13.16
Laboratory 5 28.60+8.59 Laboratory 5 70.60+11.97
Others 5 32.20+5.26 Others 5 76.20%8.70
Three shift 152 | 33.26+4.94 Three shift 152 | 72.28+11.63
Duty type | Fulltime work | 34 | 31.12%6.27 (2.-049(‘; Duty type |Fuli—time work | 34 | 71.82%12.65 (9‘6388)
Others 3 | 31.33+7.77 Others 3 78.00+6.08
Experience Yes 49 33.86+5.61 2.44 Experience Yes 49 | 68.94+11.62 5.53
turnover No 140 | 32.49+513 (.12) turnover No 140 | 73.46+11.58 (.02)
150 ~ <199 | 16 | 35.00+5.13 150 ~ <199 | 16 |72.19 £14.52| 384
(1('?%‘/0”83:;”/ 200 ~ <249 | 116 | 32.68%5.11 | 2.37 (1%ac‘)’g“§vrv‘gn 200 ~ <249 | 116 |70.97 £11.30| (.01)
’ 250 ~ <299 | 34 | 33.74+5.87 (.07) ' 250 ~ <299 | 34 | 71.74+11.26
month) /month)
>300 23 30.87+4.82 =300 23 [79.83 +10.28| af(b
"X.05 .01 001 A.05 .01 X.001
gt AREF=814, p<00DH FFAHF=353, & oz ekt
p<05), AIF=6.32, p<0l), ZFFA(F=4.17, p<001),
L (F=6.25, p<0D)l uje} 2}, el o3 o 3.3.3 YUHEM EMo|| I2 ZAMXs X10|
ofFY Age Ael7h dfinh ARl = 2072941, o gAke] dukd EAof wpE X Fe] Aol <&
30739417F 40A] o Bk lojFE o] =2 Ao®  5>eb gtk tixte] AM(F=5, p<0l), AEAH
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3.3.4 st SN0 T2 MBI XIX| Zfo]
kel AwE SAe uhe A13)E A7 9] Aol
<3 6>3 2tk Ak A#H(F=4.75, p<0D)F Fod
F(F=373, p<05)°l we} A}s] 4 %]=] 9] Z}ol7} &=
o= ekt
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(Table 6) Difference of Social support to Characteristics

(F=9.86, p<00D), F-5A(F=279, p<06), 7% H)
(F=14.47, p<001) R 5o FE(F=6.7, p<001)e] whe} o]
A ejrze] Apol7} Ao vhepg.

A= 207294, 30739417} 404 o] KL} o]
o7t #okal, AE M E W&ol 7]ERT} ©
r7b B & Aoz vehyith =3t 37 EelA
Az} o3 iRk Z13, 49k o6 vIRE 0]
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of participants (N=189)
Characteristics Category n M=%SD t(g
20~29°  [121[79.35+13.68 475"
Age(yrs) 30~39 55 [77.76+12.93| (01)
>40° 13 [9031x11.03| 2P ¢¢
Female 181|79.64+13.77 0
Gender Male 8 | 79.63+837 | (1)
Marital state Single 153 |78.71%£13.57| —1.95
Married 36 [83.58+13.04| (.05)
Religion Yes 80 [80.90+14.47| 1.09
No 109 |78.72+12.87| (.28)
Diploma 64 |78.19+14.65
) RN-BSN 39 [81.46+11.85| (.51
Education level = clor | 72 |80.07+12.06| (.68)
=Master 14 179.00+19.93
(1 12 |80.67+19.69
Clinical career 27 (3 57 |79.84+10.86| 1.49
(year) 47 <6 81 |77.65+13.95| (.22)
>7 39 [83.15+13.93
Staff nurse 174 79.14+£13.74
Job position | Charge nurse 5 79.40+9.61 (2_'1218)
>Head nurse | 10 | 88.50%+9.40
Medical unites| 63 |81.65+13.61
Surgical unites| 54 |78.22+15.00
Worki ICU 28 [80.25+12.05 0.82
dep";'rt'r:é’m ER 15 [79.40x12.21] o
OPD 19 |75.26+11.77
Laboratory 5 [78.00+20.30
Others 5 | 85.20+6.22
Three shift [152[79.49+13.69
Duty type Full-time work | 34 |80.29+13.58 85055)
Others 3 |79.67+10.41
Experience Yes 49 |77.39+15.36 1.83
turnover No 140 |80.43+12.85| (.18)
150 ~ <199 | 16 |81.19+10.85
Payment 200 ~ <249 | 116|77.29€14.09| 373
(10,000won/m
onth) 250 ~ <299 | 34 |82.35+12.22| (.01)
>300 23 [86.39+11.93
205 .01 X001

3.3.5 YH™ EMof| E 0|Xe= XIO]
odzke] dubA EAde] wE o]x] oxe] Ajol=
<E > 2 tigAte] AR FE=1364, p<001), 2EA

B(F=277, p<.0l),

A= (F=584, p<001),

9]

= A ol urh QugkEAle) o4} R
70 ek,
2RFE7} ) 2R 7g gl va) o4l

7HE A Uehgon, FelfelAls 150 1994
S, 200 T 297 1ol
o4elrt B B Aoz vEyt)

Rk o] el Wl

(Table 7) Difference of Turnover intention to Characteristics

of participants (N=189)
L tIF
Characteristics Category n M=£SD v
b
20~29 121 38.85%7.15 | .
Agel(yrs) 30~39 55 | 37.44+7.18 | (.00)
a{b,c
>40 ° 13 | 28.00+6.75
Female 181 | 37.77+7.68 | —0.96
Gender Male 8 | 36.00£550 | (.34)
) Single 153 | 38.46+7.33
Marital state Marged 36 | 34.44%7.93 (601
- Yes 80 | 37.08+8.39 | _
Religion No 109 | 38.15+6.96 N
Diploma 64 | 38.56+6.87
Education level RN-BSN 39 | 38.54+7.75 | 1.40
Bachelor 72 | 37.07x8.12 | (24)
>Master 14 | 34.57%7.14
(1 12 [36.67+10.46
Clinical 2- <3 57 | 39.44%6.03 5('%‘(1))
(year) 4~ (6 81 |38.63+7.34 |
>7 39 | 33.51+7.88
Staff nurse [ 174 | 38.32+7.15 | ggg
Job position | Charge nurse | 5 [35.20+10.38| (.00)
>Head nurse | 10 | 28.00+7.69 | a<{b
Medical unites | 63 | 38.78+6.96
Surgical unites| 54 | 39.20+8.48
) ICU 28 | 37.96+5.73 .
govorking ER 15 | 33.40%9.67 | 73
OPD 19 | 35.74+5.35
Laboratory 5 29.80+7.40
Others 5 | 34.40+6.84
Three shift 152 | 39.05+7.11 | 14.47
Duty type Full-time work | 34 | 32.44+6.84 (.00)
Others 3 |28.67+10.26| a{b
Experience Yes 49 | 38.04+7.84 0.14
turnover No 140 | 37.57+7.53 | (71)
150 ~ <199 | 16 [39.69+10.52 670"
(1g%yon(1ﬁvnotn/ 200 ~ <249 [116] 39.01£6.66 | ° o
month) 250 ~ <299 | 34 | 36.00+6.67 | "'y ¢
>300 23 | 32.17+8.41
.05 " X.01 T X.001
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(Table 8) Correlations among Experience of verbal abuse, Emotional labor, Emotional intelligence, Social support,

Turnover intention (N=189)
Experience of verbal abuse . . .
- Emotional Emotional Social
Doctor Nurse Patient - labor intelligence support
caregivers
Experience of verbal
abuse
Doctor 1
Nurse 0.495 1
Patient - caregivers 0.459 0.244 1
Emotional labor 0.238 0.143 0.358 1
Emotional intelligence -0.034 0.013 -0.083 -0.072 1
Social support -0.163 -0.286 -0.108 -0.137 0.447 1
Turnover intention 0.261 0.169 0.232 0.494 -0.150 -0.257

205 “p.01 T pC.001

—l O - -
G ol A, GAE, A, A1

(r=261, p=.000),
p=020), &= - ng}i—rﬂ ) 0101 A9
p=001)3 A =FIHr=494, p<000)= o3k A(+)
HAAATE A= AR Yo A5 (r=-150,
p=040)3}+ A}8] A A=) (r=-257, p=.000)2H= F-<J w3k B
AFRRAT = Ao e,

AL A QA el A
(r=447, p<.000)7}, e At=HE 2] oA
p=025)3} 7¥9_A}ETEH HGE
p<O00 A= frefmleh F(-) A daAAE Ve on,
4 - Eix}ETEH ?ioigm 73 (r=-.108, p=.140)2}
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AT YAIRFEY doEFH AH(r=-034,
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(Table 9) Stepwise Multiple Regression on Turnover intention (N=189)
B SE ﬂ t el VIF
Constant 26.82 5.52 4.86 0.000
30~39 1.41 1.33 0.085 1.06 0.292 1.90
Age(yrs)
>40 —1.11 5.35 -0.037 -0.21 0.836 9.51
Marital state Married -1.53 1.55 -0.079 -0.99 0.323 1.91
27 (3 0.31 2.05 0.019 0.15 0.879 4.58
Clinical career ~
ool s 47 (6 0.98 2.08 0.064 0.47 0.636 5.49
>7 -0.63 2.74 -0.034 -0.23 0.819 6.39
Charge nurse 0.37 3.11 0.008 0.12 0.905 1.29
Job position
>Head nurse 2.97 4.88 0.088 0.61 0.543 6.20
Surgical unites -0.24 1.17 -0.014 -0.21 0.838 1.45
Icu -0.14 1.45 -0.007 -0.10 0.923 1.38
Working ER -6.07 1.92 -0.217 -3.17 0.002 1.39
department OPD 1.94 5.37 0.077 0.36 0.719 13.53
Laboratory -1.99 5.69 -0.042 -0.35 0.726 4.32
Others -1.29 3.00 -0.027 -0.43 0.667 1.20
Full-time work -6.06 5.11 -0.307 -1.19 0.238 19.98
Duty type
Others -8.49 5.94 -0.140 -1.43 0.155 2.86
200 ~ <249 0.25 1.75 0.016 0.14 0.889 3.76
Payment
(10,00(3/\;1v)on/mont 250 ~ <299 -2.08 2.08 -0.105 -1.00 0.320 3.32
>300 -0.02 2.79 -0.001 -0.01 0.994 4.32
Doctor 0.10 0.09 0.083 1.06 0.290 1.84
Experience of N 0.04 0.08 0.039 0.51 0.608 1.67
verbal abuse urse
Patient - caregivers -0.02 0.05 -0.029 -0.39 0.699 1.65
Emotional labor 0.60 0.10 0.415 6.25 0.000 1.31
Emotional intelligence -0.03 0.05 -0.042 -0.60 0.546 1.45
Social support -0.06 0.04 -0.106 -1.48 0.141 1.53
F=5.39 \ p ( .000 Adj R® = 0.368 \ Durbin-Waston = 2.162
4, =9 Z2 73 8877, AR FE 9] do)EH FF 2392
A, A 2 EEZPETE14 AojEy 4y 2391402
2R W 713 22 5 y = s =
AT B2 9 Ak AR BR AL o)} gicHool & B el B4 ¥ nEA
£ E}Q}'E}'Jl Q’Xéi%, Zj]%éx]l_o‘ ‘3% /\}ﬂ;ﬂ X]Z]ﬂ' O]Z‘]l l?_ag] @oi%aﬂo] 7}1]— l-:;ﬂ 14,5}_1/1—01/], zjo %(2016)
e A= G defslrl Agolth AAFH o) 1o oalzEE o] dlo]E e o] 7b =] U}
o B3 5 =R 1 7)3
s SR PR A I e 24 B AR ggog) o) 719kS(2016)9] AT A ESEA el
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