L. > I
~

Journal of Korean Society of Dental Hygiene

orgnataice x| afo|Afe] 2 E - Sofl St 2FXIe} K|Th2lMALe)
ASOIAlH|

o

N

MY

I

Ok

Perceptual differences of emotional labor

between dental hygienists and patients: An
# empirical examination of the co-orientation
s Model

updates

Received: September 2,2018  Seon-Yeong Kim
Revised: September 18,2018  Department of Dental Hygiene, Kwangju Women’s University

Accepted: September 19, 2018
Corresponding Author: Seon-Yeong Kim, Department of Dental Hygiene, Kwangju Women’s University,
201 Yeodai-gil, wangsan-gu, Gwangju, Korea, Tel: +82-62-950-3995, Fax: +82-62-950-3840, E-mail :
bible750@kwu.ac.kr

Abstract

Objectives: This study aimed to provide basic data on ways to facilitate effective communication
between patients and dental hygienists, to improve the job satisfaction of dental hygienists,
and to reduce the turnover rate among dental hygienists. Therefore, a comparative analysis
of the perception of dental hygienists’ emotional labor was conducted targeting patients
and dental hygienists. Methods: Data were collected from August 1 to September 20, 2018,
from 367 participants, including 216 dental hygienists and 151 patients residing in Gwangju,
Jeonnam. Using the co-orientation model, their perception of dental hygienists’ emotional
labor was analyzed through the independent t-test and paired t-test. Results: With reference
to objective consistency, patients showed a higher perception of dental hygienists’ emotional
labor than dental hygienists did, indicating that the former perceived the emotional labor more
negatively. Regarding accuracy, there were significant differences in dental hygienists’ response
to six questions, while the same was observed for 11 questions for patients. Thus, the accuracy
of dental hygienists was relatively higher than that of patients. Conclusions: To help dental
hygienists perform dental health prevention activities more actively, consistently, and happily,
and to establish commitment and professionalism in dental hygienists to enhance national
dental health. Additionally, it would be necessary to sustain continuous research interest
on measures for understanding the co-oriented relationship between patients and dental
hygienists, and to solve the negative elements of dental hygienists’ emotional labor.
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Table 1. Comparison of objective agreement between dental hygienist and patient about emotional labor of

dental hygienist

Dental q Average %
liieuas hygienist e difference tp)
Even when dealing with dissatisfied customers, I try to be 3.69 3.64 0.05 0.61(0.546)
sincerely kind to them.

I try to be helpful for treatment by fully demonstrating my 401 3.90 0.11 1.56(0.120)
professionalism based on my sincere heart for customers.

I try to understand and empathize with the fear and pain of 3.99 3.71 0.28 3.35(0.001)
dental treatment in the position of customers.

In spite of customers' unfair acts, I apologize for the clinic 348 3.50 -0.02 -0.21(0.831)
In case of conflicts with customers, I try to suppress my 3.75 3.74 0.01 0.16(0.876)
emotions for my vocational growth

In case when customers misunderstand and point out my 3.37 3.46 -0.09 -0.93(0.365)
errors, I try to endure without making excuses.

Even though I feel uncomfortable about customers' double- 3.44 3.56 -0.12 -1.38(0.166)
sided attitude, I suppress my emotions without expressing

them

Regardless of my emotions, I am forced to be kind to 2.94 3.28 -0.34 -3.27(0.001)
customers by the clinic.

I am forced to conduct discriminatory acts depending on 2.49 2.79 -0.30 -2.91(0.004)
customers' social status and economic position.

Even when there are mistakes by medical staffs in 2.57 2.96 -0.39 -3.81(<0.001)
procedures, I am forced to explain and cover up in the

position of clinic.

I intentionally use the language(sorry) that does not contain 2.97 2.87 0.10 0.99(0.323)
the sincerity.

When customers do not obey directions, I superficially say 2.86 2.90 -0.04 -0.47(0.638)
that I understand while I do not sincerely understand them.

When dealing with customers who distrust me, I 2.67 2.79 0.12 -1.19(0.234)
exaggeratedly act in order not to get doubted about my

professionalism.

I feel afraid in case when customers scream loudly or act 3.54 3.66 -0.12 -1.29(0.198)
aggressively.

My pride gets hurt by customers' rude behaviors(talking 3.98 3.9 -0.01 -.183(0.855)
down or talking in the informal form).

I feel like being victimized in case when customers make 3.90 3.90 0.00 -0.03(0.976)
unreasonable demands with the attitude or words, different

from the agreement with them.

In the work performance, I sometimes get the discriminatory 291 3.32 -0.41 -3.68(<0.001)
treatment from customers or boss in accordance with

position, sex, and age.

I sometimes feel bad when my boss sends me on personal 3.28 3.72 -0.44 -4.40(<0.001)
errands.

I have an experience in getting hurt when my boss or 345 3.66 -0.21 -2.02(0.044)
colleague scolds me about work in front of customers.

I sometimes feel hurt when customers who do not trust me 3.37 3.82 -0.45 -4.62(<0.001)

ask for replacing me with another dental hygienist.

*by independent t-test
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Table 2. Congruence of dental hygienist on emotional labor of dental hygienist and congruence of patient on dental

hygienist emotional labor

Congruence 1 Congruence 2
Dental Patients’
hygienists' estimation
ftem hDe.ntajl . estimation df fxf/erage t(p)* Patient  of Dental df gerage t(p)*
HEEEE R erence e erence
perception perception
;EV treyn %@Zﬁiﬁ?ﬁ?@ﬁf& (tig)SE}?:rsrﬁed FUSIOmERS 369 3.65 004  066(0.509) 3.64 3.72 0.08  -1.21(0.228)
I try to be helpful for treatment by fully
demonstrating my professionalism based on 4.01 3.84 017  3.79(<0.001)  3.90 391 0.01  -0.12(0.905)
my sincere heart for customers.
T try to understand and empathize with the fear
and pain of dental treatment in the position of ~ 3.99 3.74 0.25 4.83(<0.001) 3.71 3.79 -0.08  -1.23(0.223)
customers.
gfgf;f;i‘smmem unfair acts, Tapologize 5 g 3.63 015 229(0023) 350 358 008 -1.28(0.201)
In case of conflicts with customers, I try to
sup‘y:frtﬁss my emotions for my vocational 3.75 3.70 005  093(0.353) 374 3.70 0.04  0.638(0.524)
gro
In case when customers misunderstand and
point out my errors, I try to endure without 3.37 3.53 0.16  -247(0.014) 3.46 3.62 0.16  -2.01(0.047)
making excuses.
Even though I feel uncomfortable about
customers' double-sided attitude, I suppress 3.44 3.60 016  -2.77(0.006)  3.56 3.61 -0.05  -0.63(0.530)
my emotions without expressing them
Eengﬁglﬁ%ﬁ}{segﬁfﬁgéﬁn forcedtobe ) g 3.23 029  -436(<0.001) 328 334 006 -0.85(0.39)
I am forced to conduct discriminatory acts
depending on customers' social status and 2.49 2.94 -045  -6.30(<0.001) 2.79 2.92 0.13  -1.66(0.100)
economic position.
Even when there are mistakes by medical staffs
in procedures, I am forced to explain and cover ~ 2.57 3.13 -0.56  -7.59(<0.001) 2.96 3.07 -0.11  -1.61(0.110)
up in the position of clinic.
é;%fﬁg?gggfﬁ;fiﬁ?fg@?e(Som’) that 297 323 026 -406(<0001) 287 314 027 -3.88(<001)
When customers do not obey directions, I
superficially say that I understand while I do 2.86 3.04 0.18  -2.86(0.005)  2.90 3.01 0.11  -1.35(0.180)
not sincerely understand them.
When dealing with customers who distrust me,
I exaggeratedly act in order not to get doubted ~ 2.67 3.00 -0.33  -10.44(<0.001) 2.79 2.94 -0.15  -2.01(0.046)
about my professionalism.
{Ofgi;foﬁdct“;gcgfeesggeﬁ; customersscream 354 3.53 001 0150885 366 377 011 -2.07(0.040)
My pride gets hurt by customers' rude
behaviors(talking down or talking in the 3.98 3.68 030  4.91(<0.001) 3.9 4.05 0.06 -1.01(0.313)
informal form).
I feel like being victimized in case when
;‘;fﬁoﬂn;s;s&agg gfﬁfgfgﬁﬁﬁ;ﬁ?ﬁ; e 390 3.64 026 429(<0.001) 390 38 008  151(0.314)
agreement with them.
In the work performance, I sometimes get the
discriminatory treatment from customers or 291 3.22 031  -4.68(<0.001) 3.32 3.42 010  -1.41(0.161)
boss in accordance with position, sex, and age.
e o whenmybosssends e 505 a4l 013 1940059 372 387 015 2350020
I have an experience in getting hurt when my
boss or colleague scolds me about work in 3.45 3.45 0.00 0.06(0.947)  3.66 3.72 -0.06  -1.00(0.319)
front of customers.
I sometimes feel hurt when customers who do
not trust me ask for replacing me with another ~ 3.37 3.44 -0.07  -0.990.322) 3.82 3.88 -0.06 -1.07(0.287)

dental hygienist.

*by paired t-test

Congruence 1: Dental hygienist vs Dental hygienists' estimation of patients' perception
Congruence 2: Patient vs Patients’ estimation of Dental hygienists' perception
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Table 3. Dental hygienists™ accuracy and patient's accuracy about emotional labor

Accuracy 1 Accuracy 2
Dental patients’

hygienists' estimation

ftem Patient estimation d1A f\fzerage t(p)* Dental = rpyong  Average t(p)*
— erence hygienist - .~ difference

of patients hygienists

perception perception
Even when ing with dissatisfi mer:
Iffy A Siiecfre§ Vlflﬁ fésfﬁ:;'ed CUSIOMETS, 364 365 001 0110913) 3.69 372 003 0.24(0.809)
T try to be helpful for treatment by fully
demonstrating my professionalism based on ~ 3.90 3.84 0.06 -0.92(0.358)  4.01 391 0.10 1.41(0.158)
my sincere heart for customers.
I try to understand and empathize with the fear
and pain of dental treatment in the position of ~ 3.71 3.73 -0.02 0.27(0.787)  3.99 3.79 0.20 2.59(0.010)
customers.
ispite of customers unfairacts, [apologize 350 363 013 1580115 348 358 010 -113(0259)
In case of conflicts with customers, I try to
sngéiss my emotions for my vocational 3.74 3.70 0.04 -0.55(0.582)  3.75 3.70 0.05 0.63(0.532)
gro
In case when customers misunderstand and
point out my errors, I try to endure without 3.46 3.53 -0.07 0.83(0.406) 3.37 3.62 -0.25 -2.76(0.006)
making excuses.
Even though I feel uncomfortable about
customers' double-sided attitude, I suppress 3.56 3.60 -0.04 0.40(0.690) 3.44 3.61 -0.17 -1.85(0.065)
my emotions without expressing them
Efﬁfﬁii;ﬁﬁ:@ﬁﬁgﬁn forcedtobe 328 323 005 0450650 294 334 040 -3.90(<0.001)
Tam forced to conduct discriminatory acts
depending on customers' social status and 2.79 3.94 -1.15 1.39(0.167) 2.49 2.92 043  -3.82(<0.001)
economic position.
Even when there are mistakes by medical staffs
in procedures, I am forced to explain and cover 2.96 3.13 0.17 1.72(0.086) 2.57 3.07 -0.50  -4.78(<0.001)
up in the position of clinic.
fﬂg;tseﬁgfgsﬂtyaﬁ;ﬂg;ﬁgegggge(Sorry) hat — ogr 323 036 365(<0.001) 297 3.14 017 -167(0.097)
When customers do not obey directions, I
superficially say that T understand whileIdo ~ 2.90 3.04 0.14 1.50(0.134) 2.86 3.01 -0.15 -1.55(0.122)
not sincerely understand them.
When dealing with customers who distrust me,
I exaggeratedly act in order not to get doubted ~ 2.79 3.00 021 2.08(0.039) 2.67 2.94 -0.27 -2.66(0.008)
about my professionalism.
{ig};ﬁiﬁtﬁggfgg‘ﬁ; cuslomersscream 366 353 013 1520129 3.54 3.77 023 -2.48(0.014)
My pride gets hurt by customers' rude
behaviors(talking down or talking in the 3.9 3.68 0.31 -3.73(<0.001)  3.98 4.05 0.07 -0.85(0.394)
informal form).
I feel like being victimized in case when
customers make unreasonable demands
with the attitude or words, different from the 3.90 3.64 0.26 -3.23(0.001)  3.90 3.82 0.08 0.87(0.383)
agreement with them.
In the work performance, I sometimes get the
discriminatory treatment from customers or 3.32 3.22 0.10 -0.95(0.342) 291 3.42 -0.51  -4.55(<0.001)
boss in accordance with position, sex, and age.
e o Whenmybosssends e 37) a4l 031 433000 328 38 059 61060000
T have an experience in getting hurt when my
boss or colleague scolds me about work in 3.66 3.45 0.21 -2.28(0.023)  3.45 3.72 -0.27 -2.61(0.009)
front of customers.
T sometimes feel hurt when customers who do
not trust me ask for replacing me with another  3.82 3.44 0.38 -4.23(<0.001) 3.37 3.88 051  -5.17(<0.001)

dental hygienist.

*by paired t-test

Accuracy 1: Patient vs Dental hygienists” estimation of Patients™ hygienists' perception
Accuracy 2: Dental hygienist vs Patients’ estimation of Dental hygienists' perception
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