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The Effects of Customer's Badness Behavior, Job Burnout,
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Abstract This study was undertaken to identify the impact of bad customer behavior, job burnout, and
positive psychological capital, on the job embeddedness of nurses. Data was collected from July 1 to July
31, 2019 using a structured questionnaire, enrolling 198 nurses working at three general hospitals located
in 2 metropolitan cities. Data were analyzed by applying t-test, ANOVA, Scheffe? test, Pearson's
correlation coefficients, and multiple regression, using the SPSS/WIN 21.0 program. Our results indicate
that bad customer behavior significantly correlates with job burnout (r=0.24, p=<{0.001), positive
psychological capital (r=-0.37, p={0.001), and job embeddedness (r=-0.48, p=<0.001). Moreover, job
burnout had a positive impact on psychological capital (r=-0.44, p=<0.001) and job embeddedness
(r=-0.31, p={0.001), whereas positive psychological capital impacted job embeddedness (r=0.49,
p=<0.001). Multiple regression analysis revealed that bad customer behavior (8=-0.34, p<0.001), positive
psychological capital (8=0.32, p=0.004), and position (8=-0.19, p=0.001) had maximum influence (38%) on
the level of job embeddedness experienced by nurses. Taken together, results of this study indicate that
in order to increase the level of job embeddedness of nurses, it is necessary to develop strategies that
eradicate and manage bad customer behavior, and also develop programs that strengthen and develop
positive psychological capital.
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Table 1. General Characteristics and Differences in Job Embeddedness according to General and Job-related

(N=198)
Job Embeddedness
Variables Categories n(%)
M+£SD t or F(p) Scheffé
Age(year) <29 122(61.6) 3.03+0.51 0.77
30-39 53(26.8) 3.15+0.48 (.463)
=40 23(11.6) 2.94+0.46
Marital status Married 48(24.2) 3.15+0.46 1.75
Not married 150(75.8) 3.00+0.51 (.084)
Religion Yes 174(87.9) 3.05+0.47 1.16
NO 24(12.1) 3.15£0.51 (.250)
Education Diploma 121(61.1) 3.02+0.52 0.49
>Bachelor 77(38.9) 3.06+0.47 (.624)
Work department General unit 106(53.5) 3.01+0.51 0.47
Special unit(OR, ER, ICU) 63(31.8) 3.08+0.44 (.625)
Others 29(14.6) 3.05+0.61
Type of work Shift 134(67.7) 3.05+0.49 0.45
Non shift 64(32.3) 3.01+£0.54 (.650)
Position Staff nurses® 171(86.4) 3.00£0.50 4.55
Charge nurse” 16(8.1) 3.06£0.43 (012)
Head nursec 11(5.6) 3.47+0.41 alc
Clinical experience(years) 1~3 60(30.3) 3.00+0.41 1.64
3~(5 44(22.2) 2.92+0.52 (.182)
5~<10 29(14.6) 3.13+£0.62
=10 65(32.8) 3.10£0.51
Clinical experience 1~3 86(43.4) 3.04+0.49 0.58
in current hospital(years) 3~(5 25(12.6) 3.04+0.35 (.627)
5~<10 10(5.1) 2.93£0.78
=10 77(38.9) 3.09+0.52
Reason to work life Economic assistance 115(58.1) 2.90+0.47 7.01
Self actualization 23(11.6) 3.38+0.63 (<.001)
Work matching 6(3.0) 3.02+0.22 a<b,d
Majors and aptitude 42(21.2) 3.23+0.47
Others 12(6.1) 2.99+0.28
Monthly salary(10,000 won) {250 162(81.8) 3.03+0.51 0.77
250~¢300 20(10.1) 3.15+0.48 (463)
>300 16(8.1) 2.94+0.46
Experience of turnover Yes 94(47.5) 3.08+0.47 1.09
NO 104(52.5) 3.00£0.53 (275)

Table 2. Levels of Customer's Bad Behavior, Job
Burnout, Positive Psychological Capital,

Table 3. Correlations among Customer's Bad Behavior,
Job Burnout, Positive Psychological Capital

and Job Embeddedness (N=198)
Job Embeddedness (N=198) J
Variabl X1 X2 X3 X4
Variables M+SD range artables r(p) r(p) r(p) r(p)
Customer's Bad Behavior 2.70+£0.63 1~5 g:(sit(l)%z]ﬁ;jior 1
Job Burnout 3.14+0.59 1~5 Job Burnout (62041) 1
Positive Psychological Capital 3.25£0.50 1~5 Positive 37 44
Psychological > > 1
Job Embeddedness 3.01£061 1~5 e e (€001 | (€001)
apital
Job -.48 -31 49 1
Embeddedness (<.001) ({.001) (€.001)

209

X1 Customer's Bad Behavior,
Psychological Capital, X4 Job Embeddedness

X2 Job Burnout, X3 Positive
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