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ABSTRACT

Objectives: The purpose of the study is to investigate the influence of emotional labor on job burnout in dental hygienists based on the
moderating effect of employee support.

Methods: A self-reported questionnaire by Likert 5 point scale was completed by 219 dental hygienists in Ulsan and Gyeongbuk from
March 15 to April 9, 2016. The study instruments consisted of emotional labor, job burnout og Maslach Burnout Inventory, and employee
support. Data were analyzed by descriptive analysis, Pearson’s correlation, multiple regression analysis, and hierarchical regression
analysis using SPSS 18.0 program.

Results: Surface acting had a positive influence on achievement and negative influence on impersonal chemistry. Inner acting had a
positive influence on emotional burnout and achievement. Employee support had a moderating effect on emotional labor and job burnout.
Conclusions: The strategy of emotional labor management for dental hygienists is very important for job burnout solution.
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S0 ARaglo] thste] =& ZH7ko] Qolof| 3 AlFes HrlshErhal Azt vs Adoziy Wt oA 2
43k 43}, Cronbach’ a 0.7501¢ o= Ueh =5% & 3 7] Qe EAYS st G siehar Azt
Q9] A ABAS fA3HE Ao ebgrh L oapgor Aselglon, AEs BHd A
ARPINES] FEAA diRt F AP AR Cronbach’ a 0.7430]%]
64.04%2 eI, Ut AUomRE Wt e s <Table 2>o)H AAHwEI JRANS oz Ty
=olu 1] of HA& el nis) & Aol ARl 88l FA(exploratory factor analysis)< AlA] J A3} 7z
U= A hSolA W7t F3t Bsel &l IS AuRoR O] KMOZEZ 0.743, 0.853 0.2 Leh} AidEe] Qe
Table 1, The result of exploratory factor analysis
Factors Variables Scale items  Factor loading  Eigen value  Variance(%) Cronbach’ a
Emotional labor  Surface acts Items 1 0.886 2.203 32.03 0.823
Items 2 0.847
Items 3 0.736
Inner acts Items 4 0.848 2.142 31.43 0.788
Items 5 0.801
Items 6 0.781
Job burnout Emotion burnout Items 7 0.810 2.200 22.44 0.818
Items 8 0.801
Items 9 0.826
Achievement low Items 10 0.807 1.948 21.64 0.801
Items 11 0.794
Items 12 0.727
Impersonal Items 13 0.805 1.810 18.44 0.754
chemistry Items 14 0.764
Items 15 0.682
Employee support Items 16 0.821 2.962 64.04 0.743
Items 17 0.761
Items 18 0.711

Item
Item
Item

1:
2:
3:

Item 4:

Item
Item
Item
Item
Item
Item
Item
Item
Item
Item
Item
Item
Item
Item

5:
6:
7
8:
9:

10:
11:
12:
13:
14:
15:
16:
17:
18:

My expressions of emotions to the clients are rather violent.

The emotions that I express to the clients are strong.

I strongly express my emotions to the clients.

I fake the emotions I show when dealing with customers.

I just pretend to have the emotions I need to display for my job

I put on an act in order to deal with customers in an appropriate way.

I feel mentally exhausted from work.

I feel exhausted by the end of the day.

I feel completely exhausted form work.

I don’t have enough achievements considering that I meet many people and deal with them.
I avoid people since I started working.

I feel like I am at a dead end.

I became more sarcastic about people after I started working.

I don't care about whatever happens to the people 1 face.

I am not contributing to the nation and society through the work I am doing.

I believe that the employees will do their best in preparing the things I need., whether it is money or an object.
I think that employees objectively evaluate the right and wrong of my actions.

I think that I let the employees know that they are valuable people that I need.

Table 2. KMO and Bartlett’s test

Emotional labor Job burnout
x 667.245 1643.150
Bartlett’s Test of Sphericity degree of freedom 42 101
p-value <0.001 <0.001
KMO 0.743 0.853
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Table 3. Multiple regression analysis of the emotional labor and burnout results

Factors Emotion burnout Achievement low Impersonal chemistry
Surface acts 0.089 0.401"" -0.238™
Inner acts 0.146" 0.139" 0.074
Model evaluation R?=0.082 R?=0.236 R?=0.091
Adj R*=0.078 Adj R?=0.226 Adj R?=0.088
F=6.654 F=21.350 F=6.988
p<0.001 p<0.001 p<0.001

"p<0.05 "p<0.01 ""p<0.001

Table 4, Moderation effect of employee support and emotional labor and burnout

Job burnout

Emotion burnout

Achievement low

Impersonal chemistry

step 1 step 2 step 3 step 1 step 2 step 3 step 1 step 2 step 3
Surface acts 0.078 0.091 0.150  0.403 0.403™ 0409  -0239""  -0223""  0.028
Inner acts 0.154" 0.141"  0.198  0.137°7 0.133" 0.129 0.078 0.059 0.339"
Employee support 0.091 0.210 0.047 0.038 0.219™  0.789"
Emotional labor’ -0.188 0.010 -0.859"
Employee support
R? 0.082 0.037 0.037 0.236 0.227 0.227 0.091 0.134 0.147
Adj R? 0.078 0.021 0.017 0.226 0.215 0.212 0.088 0.120 0.129
F value 6.654 2.160 1.754  21.350 15.645 12.234 6.988 8.788 9.843

p<0.05 p<0.01 “'p<0.001
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