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ABSTRACT

Objectives: The purposes of this study is to examine the relationship between emotional labor and burnout among dental hygienists.
Methods: A self-reported questionnaire was completed by 247 dental hygienists from September 4 to October 9, 2014. The questionnaire
consisted of emotional labor, job burnout, and job stress. Emotional labor included frequency of emotional expression, compliance with
emotional regulation, emotional diversity, and emotional dissonance by the instrument pf Morris and Feldman. Job burnout was adopted
from Maslach burnout inventory(MBI). Job stress was adpoted from instrument of Chang. Except 13 incomplete answers, 234 data were
analyzed by AMOS 18.0 and SPSS 18.0 program.

Results: The emotional labor has a significant positive relation to the job burnout. There was a statistical significance between emotional
labor and job stress. Job stress had a positive relation to job burnout. Job stress had a mediating effect between emotional labor and
job burnout. Emotional labor had a direct effect on the job burnout. Job stress also had a mediating effect on job burnout.
Conclusions: It is necessary to improve working environment that can enhance emotional balance and to develop job stress management
program.
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Table 1, Exploratory factor analysis and validity analysis
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Factors Variables Estimate Cronbach’ a
Factor 1 The frequency of the emotional expression 0.854 0.836
(Level of emotional labor) Compliance with emotion regulation 0.798
Emotional diversity 0.850
Emotional dissonance 0.812
Factor 2(Job stress) Physical environment 0.823 0.824
Job requirements 0.751
Job autonomy 0.774
Relationship conflict 0.871
Job insecurity 0.823
Organizational structure 0.756
Inadequate compensation 0.722
Workplace culture 0.768
Factor 3(Job burnout) Emotional exhaustion of employees 0.787 0.801
Impersonal angry customers 0.778

Lowering of self-fulfillment 0.832
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Table 2, Confirmatory factor analysis

Factors Variable Unstanfl T CR. CR AVE
estimate
Level of emotional labor  The frequency of the emotional expression 0.851 7.508 0.858 0.629
Compliance with emotion regulation 1.000 -
Emotional diversity 0.849 8.346
Emotional dissonance 0.809 11.156
Job stress Physical environment 0.943 10.328 0.942 0.712
Job requirements 1.000 -
Job autonomy 0.798 6.942
Relationship conflict 0.897 7.354
Job insecurity 0.876 6.432
Organizational structure 0.769 5.865
Inadequate compensation 0.912 10.546
Workplace culture 0.823 7.468
Job burnout Emotional exhaustion of employees 0.921 8.251 0.929 0.721
Impersonal angry customers 0.839 5.102
Lowering of self-fulfillment 1.000 -
Table 3, Discriminant validity analysis
Factors Level of emotional labor Job stress Job burnout
Level of emotional labor 0.631
Job stress 0.772 0.707
0.593
Job burnout 0.694 0.820 0.719
0.473 0.671
Table 4. Research hypothesis testing results
HO Path Path coefficient S.E. CR. p-value Results
H 1 Emotional labor—Job burnout 0.122 0.024 3.651 <0.001 Accept
H?2 Emotional labor—Job stress 0.234 0.058 3.598 <0.001 Accept
H 3 Job stress—Job burnout 0.074 0.016 6.771 <0.001 Accept
H 4 Emotional labor—(Job stress)—Job burnout 0.139 0.049 2.846 <0.001 Accept
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Fig. 1. Research summary
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