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Abstract

Work-related burnout (WBO) is prevalent in the global economy, culminating in profit loss, productivity declination, and employee absenteeism.
The COVID-19 pandenzic has worsened the preceding threats in human resource management within the manufacturing industry. The ongoing
discussions on WBO highlight the significance and value of this issue. Additionally, empirical proof regarding the association among emotional
intelligence (EQ), emotional labonr strategies, and WBO, particularly within the human resource division of the manufacturing industry, is
scarce. Thus, the current study aims to identify the relationships and models with emotional contagion theory as a foundation using the PLS-
SEM technigue. The responses from 311 questionnaires were collected among HR managers in selected 1SO 9001 Malaysian manufacturing
companies using an online survey. The study found a negative relationship between EQ and emotional labour-deep acting (ELSA) and a
positive relationship with emotional labour-surface acting (ELSA). Besides, E1.SA is also negatively correlated with WBO, while E1.D.A
has a positive relationship with WBO. The study also proved that emotional labour strategies (deep-acting and surface-acting) operated as an
intermediary factor in the connection between EQ and WBO. Past research on WBO bas been inconclusive, and there bas yet to be a
comprehensive exploration of the direct or indirect connections between EQ, E1.SA, EI.DA, and WBO. Furthermore, previous studies often
overlooked the viewpoint of HR managers in WBO investigations. The results of this research contribute to the literature concerning this issue,
particnlarly in the post-COVID-19 context, and help policy developers of human resource management bring in the elements of psychological
Jactors while forming human resource policies and practices.

Keywords: Emotional Intelligence, Emotional Labonr, Surface Acting, Deep Acting, HR Managers, Work-Related Burnout.

INTRODUCTION

The World Health Organization (WHO) officially acknowledged burnout as a recognised work-related
phenomenon in January 2022 (World Health Organization, 2023). WHO categorised work-related burnout as
“persistent workplace stress that has not been effectively mitigated”. Prolonged stress can lead to chronic
anxiety, psychosomatic sickness, and other emotional issues (Lloyd et al., 2002). A burnout employee would
feel sensations of drive depletion or extreme fatigue, heightened vigorous impartiality from employee’s
professional responsibilities, or the emergence of pessimism or cynicism in connection with one’s occupation,
along with diminished professional effectiveness (World Health Organization, 2023). American Institute of
Stress (2020) stated that the key factors contributing to work-related burnout (WBO) are excessive job demands
and imbalances in workload distribution. The research also revealed that 43% of employees experience a sense
of being overwhelmed by their job tasks, resulting in elevated stress levels and ultimately contributing to WBO.

A similar situation is in Malaysia, where more than 50% of Malaysian workers have reported experiencing WBO
in 2022, as written by providers of human resource solutions (The Star, 2023). In 2020, the COVID-19
pandemic induced a notable shift in how employees viewed the importance of their careers and mental health,
leading them to consider different industries or explore alternative work approaches (Free Malaysia Today,
2022). These would culminate in critical decision-making for them as Malaysia is currently in an economic
slump where quitting their job might lead to unemployment. Nevertheless, finding a means to survive with
some imbalances in mental health seems to be better than remaining still. The last few years have been tragic
for many people, with economic layoffs, recession, movement-restricted orders, political turmoil, and the high
depression. Sadly, the aftermath of the pandemic further exacerbates the already worst situation. The
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employees” WBO percentage increased by 58% in 2022. Even employees who maintain an appropriate
equilibrium between work and personal life have a 49% tendency to experience WBO (The Malaysian Reserve,
2022). The findings of the so-called survey The Healthiest Workplace by AIA Vitality Malaysia show a persistent
increase of 22% in mental health issues in the workplace (New Straits Times, 2019). Teoh and Kee (2022) stated
that the notable factors contributing to WBO encompassed elevated work demands, overwhelming workloads,
stringent time constraints, and extended working hours. Excessive workload and a high level of responsibility
can lead to overwhelming stress and eventual burnout (Hassan & Samy, 2022; Sidik et al., 2017a) would
inevitably lead to increasing turnover rates and a higher risk of mental health issues (IKKhalid et al., 2020; Sidik
et al., 2017b; Tulili et al., 2022). Employees who suffer from WBO are 9% more likely to perceive reduced
productivity (The Wellness at Work Report, 2022).

The manufacturing industry contributes significantly to Malaysia’s economic growth, accounting for RM156.3
billion in trade value, with sales value reaching RM1.8 trillion in 2022, up 8.6% year-over-year. As of December
2022, the manufacturing industry has employed 2.34 million people to cater to production and recover from
the COVID-19 pandemic (Department of Statistics Malaysia, 2023). Malaysian manufacturing bestows a
profusion to the country’s growth. Unfortunately, post-pandemic challenges such as political turbulence,
national inflation, supply chain disruptions, labour shortages, performance drop and profitability decline are
burdensome and need heavy attention too (The Edge Markets, 2022; The Malaysian Reserve, 2021; The Star,
2023). The manufacturing industry’s growth shows employees’ power, effort, and efficiency despite the
pandemic and linked difficulties. Notably, the recovery from the pandemic did not unfold uniformly across all
manufacturing industry segments. Challenges persistently evolved as the situation shifted. Thus, the sustained
recovery and growth of the Malaysian manufacturing industry require an ongoing commitment to adaptability
and resilience to change efforts.

Hence, this is a heavy challenge to human resource (HR) managers as the guardians of the workforce within a
business organisation, as they perform a multifaceted function in assisting business organisations in mitigating
the threats posed by the COVID-19 pandemic and are influential in driving the human resource recovery efforts
while ensuring the well-being and engagement of the workforce. Therefore, it is vital to study the phenomena
of the current WBO among HR managers working in the manufacturing industry. Researchers focus more on
WBO in the manufacturing industry than other industries, yet the findings are still not widely available.
Conversely, many past studies focus on different functional or operational managers rather than HR managers.
Understanding and acknowledging the HR manager’s WBO would help reverse the conditions and bring
significant organisational change, especially in getting the right person for the right job; mismatching would
lead to poor performance. Indeed, the continuous pressure on HR managers to develop, engage and sustain
competent employees for long-term success is high. Besides, working with other functional managers to ensure
the workforce is directly committed to achieving the mission and vision of the company also entails many levels
of stress, especially when the company has problematic employees. Haar (2023) stated that WBO is prevalent
among HR managers. Andreychik (2019) supports and alludes that an occupation designated for helping, such
as HR managers, is often struck with some forms of WBO. Previous research has also discovered the
connection between emotional intelligence (EQ), emotional labour (deep and surface acting), and WBO.
However, the findings in this area are inconclusive since research has not thoroughly examined the predictive
role of individual attributes such as EQ on WBO directly and indirectly, specifically on HR managers, across
various cultural and work environments. Neglect on the issue of WBO among HR managers, who are the key
personnel leading human capital, could lead to imbalances in human capital management and a decline in overall
organisational performance. At any point in time, it is essential to study the WBO of any profession; thus, this
study aims to estimate the antecedents of WBO among HR managers in Malaysia’s manufacturing industry.

LITERATURE REVIEW
Relationship between Emotional Intelligence and Emotional Labour Strategies

Emotional intelligence (EQ) is well-defined as the capability of individuals to recognise and control feelings, as
well as the skill to precisely perceive the emotions of others while flexibly prioritising the assimilation of
information to inform their decision-making processes (Mayer et al., 2016). Goleman (2021, 2020) and Sharma
and Tiwari (2023) pointed out that a person with a high level of EQ would demonstrate the capability to
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comprehend and proficiently control their own emotions, along with potentially understanding and navigating
the emotions of others. On the other hand, emotional labour is a strategic planning and conscious regulation
to regulate emotions that support the organisation’s goals throughout interpersonal interactions (Ashforth &
Humphrey, 1993; Gowan, 2023; Morris & Feldman, 1997; Ren, 2023). Emotional labour is a crucial aspect of
many jobs, including managing human resources involves the endeavour, provision, and regulation compulsory
to handle emotions to meet the demands of effective functioning of a job role or position in an organisational
hierarchy (Wang & Chen, 2022). Emotional labour consists of two strategies: deep acting and surface acting,
Emotional labour-deep acting (ELDA) signifies the practice of intentionally modifiable individual emotions to
align with organisational norms and expectations, even if they conflict with one’s personal feelings. Those who
practice this technique display positive emotions and create a positive workplace environment (Adams &
Mastracci, 2020; Jeung & Chang, 2021; Lartey et al., 2020; Lee & Madera, 2019). Meanwhile, Emotional labour-
surface acting (ELSA) implies suppressing or pretending an individual’s genuine emotions to exhibit emotions
that align with the circumstances. Those using this technique hide negative emotions and create a positive
workplace environment.

The association between EQ and ELDA has gained much attention in the past. Cote (2005) and Cote et al.
(2021) found that those with high EQ potentially participate in ELDA for interpersonal relationships. Those
who had high EQ tend to be more resilient under pressure. Their capacity to manage and channel their
emotions effectively enables them to manoeuvre through intricate social circumstances (Fteiha & Awwad, 2020;
Grandey, 2000; Goleman, 1995). Therefore, they have a solid commitment to their work, have better satisfaction
and are less susceptible to labour effects (Fteiha & Awwad, 2020; Kant & Shanker, 2021; Grandey, 2000). In a
study by Brotheridge (20006), employees with higher EQ were better at modulating their emotions following
organisational guidelines. On the other hand, employees with lower EQ tend not to use their feelings. Therefore,
EQ and ELDA are presumed to have a positive relationship.

Cote (2005) also supports a positive and robust connection between EQ and the practice of ELSA. EQ can
mitigate the negative impact of ELSA, reducing WBO (Bayighomog & Arasli, 2022). According to Grandey
(2000), individual differences and emotional expressiveness play a role in determining whether individuals need
to practice emotional regulation actively. Cottingham (2022) and Hwang and Park (2022) have found that a
person’s consistent emotional state remains unaffected, regardless of whether they mimic their emotions at
work instead of openly adjusting their mood. Hence, from these insights, it is presumed that EQ and ELSA
have a negative relationship.

Relationship between Emotional Labour and Work-Related Burnout

WBO refers to a condition characterised by emotional, mental, and physical fatigue that arises from continuous
or excessive exposure to stress in the workplace (Maslach & Leiter, 2022). World Health Organization (2023)
characterised burnout as pessimism, disengagement and hopelessness. Coherently, Vansoeterstede et al. (2023)
defined WBO as exhaustion, failing, and emotional and physical exhaustion owing to high energy, strength, or
demands. Moreover, WBO is a mixture of psychosocial and physical signs (Freudenberger, 1975). Hochschild
(1983) popularised “emotional labour” to describe organising emotions to show facial and physical responses.
He says it involves expressing or suppressing actual emotions to make others feel safe and cared for. Previous
studies discovered a significant linkage between ELDA and emotional exhaustion (Davis & Stazyk, 2022;
Fouquereau et al, 2019; Ha et al., 2021). Deep acting instils constructive outcomes, such as personal
achievement, and boosts emotional well-being (Adams & Mastracci, 2020; Jeung & Chang, 2021). Therefore, a
happy employee is less likely to experience WBO. Past studies found that ELDA has mitigated the WBO effects
on employees (Adams & Mastracci, 2020; Jeung & Chang, 2021; Lartey et al., 2020; Lee, 2019). Hence, a negative
relationship exists between ELDA and WBO.

Effective emotion regulation happens when HR managers alter their circumstances, manage and adapt their
thought processes, and react appropriately to counterparts in manners that don’t cause prolonged dissonance
and stress, as Hur et al. (2022) emphasised. Yin et al. (2023) have identified significant and positive correlations
between emotional labour surface acting (ELSA) and WBO. A substantial body of research findings
consistently supports the idea that ELSA is a strong and direct predictor of WBO (Kim, 2020; Nam & Kabutey,
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2021; Theodosius et al., 2021; Yin, 2023). Therefore, these observations show a positive relationship between
ELSA and WBO.

Mediating Role of ELDA and ELSA

Literature reviews define emotional labour as an innate emotional condition (Hochschild, 1983), including
ELDA (Grandey, 2000; Hochschild, 1983; Sayre et al., 2021). Practically, ELDA is well-established, positively
connected to performance, and reduces emotional exhaustion (Grandey, 2003). Choi et al. (2019) found that
ELDA appropriately manages and reduces emotional labour stress-induced WBO. In a study by Silbaugh et al.
(2023) on the mediation of ELDA between EQ and WBO, ELDA mediates the relationship between EQ and
WBO. Choi et al. (2019) found that individuals who can cope with their emotions moderate the WBO impact,
and having a solid EQ improves the relationship between ELSA and WBO. The findings also suggest that
employing high EQ and seeking support can reduce the effects of ELSA on WBO. Further, Chen et al. (2019)
and Silbaugh et al. (2023) found the mediation influence of ELSA on alleviating WBO. Hence, ELSA is
presumed to mediate the relationship between EQ and WBO.

Previous studies on emotional labour have focused on several critical factors within the workplace, such as the
WBO (Ardanty et al., 2023; Nam & Kabutey, 2021), turnover (Kang & Jang, 2022; Kerdpitak & Jermsittiparsert,
2020), organisational commitment (Akin, 2021; Yang & Guy, 2023) employees’ passion (Chen et al., 2019), job
satisfaction (Lee & Jang, 2020; Wen et al., 2019), and emotional regulations and displays (Riforgiate et al., 2022;
Weaver et al., 2022). It is also evident in various areas of research on surface acting and deep acting where the
former is positively correlated and the latter combats WBO (Brotheridge & Grandey, 2002; Chi & Grandey,
2019; Grandey, 2003; Grandey et al., 2020; Yang & Guy, 2023). The alternative of an emotion regulation
approach significantly affects personnel and organisational outcomes.

Theoretical Foundation

Emotional contagion theory (ECT) posits that emotions can spread from one person to another, particularly
in social interactions, leading to shared emotional experiences. WBO is emotional, bodily, and mental weariness
induced by chronic stress, generally from working, Prior studies illustrated that emotional contagion contributes
to WBO (Petitta & Jiang, 2020; Petitta et al., 2020). Social interactions can cause emotional contagion and
behavioural synchronisation. The ECT provides a valuable framework for understanding how emotions are
shared, communicated, and experienced within individuals and social groups and the potential consequences
in different domains. Therefore, this study conforms to the exposition of the ECT using EQ, ELDA, ELSA
and WBO.

METHOD
Population and Sample

A quantitative method was employed in this study to describe and explore the relationships between variables
while determining causality between them. The sampling frame for this study is 3016 manufacturing companies
registered and listed in the Federation of Malaysia Manufacturers (FMM) Directory (2022). All the companies
considered for selection have ISO 9001 standards certification within the Malaysian manufacturing industry.
Concerning Krejcie and Morgan’s (1970) population size calculation, a sample size 341 is statistically
appropriate. Nevertheless, the sample increased by 25% per cent to ensute a sizeable response, resulting in an
adjusted sample size of 426.

Instruments and Data Collection

The EQ construct was measured using the 16-item scale developed and validated by Wong and Law (2002).
The emotional Labour Scale (ELS) was used to measure ELDA (3 items) and ELSA (3 items) (Brotheridge &
Lee, 2003). The Copenhagen Burnout Inventory (CBI) was used to measure WBO, using a 7-item scale
specifically for WBO (Kristensen et al., 2005). A five-point Likert Scale, ‘1’ representing “strongly disagreeing”
and a scale of ‘5’ expressing “strongly agree”, was used to score the responses. Permission to use received from
the original creators of the instruments. Three experts thoroughly reviewed the final survey forms to ensure
their precision and extensiveness. This cross-sectional study used a self-administered survey to obtain the
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necessary responses. The survey questionnaire only took 10 minutes to complete and was distributed online
using Google Forms. The online self-administered questionnaire yielded 311 valid responses, with a response
rate of 73%. In this study, the respondents were HR managers. The participants were made aware that their
identity will remain anonymous.

Data Analysis Using PLS-SEM

Partial Least Squares-Structural Equation Modelling (PLS-SEM) using the SmartPLS 4 examines the
connections between the constructs. It can model latent constructs even when sample sizes are limited and
work under non-normal settings (Chin, 1998). This study’s model was developed from multi-item components,
reflecting measures rather than formative ones. The constructs that were inter-correlated, unidimensional, and
have high internal consistency. The research outcomes were based on a two-step procedure, initially evaluating
the measurement model and then estimating the structural model.

RESULT
Research Participants

One hundred eighty male HR managers (58%) and 131 female HR managers (42%) participated in the survey
willingly. Currently, males hold a slight majority of the HR manager jobs in Malaysia’s manufacturing industry.
Most HR managers in the survey fell into the age groups of 31-40 years (n=109; 35%) and 41-50 years (n=118;
38%). All responders have completed higher education and possess a range of accolades such as certificates,
degrees, PhDs, and professional certifications. The participants showed substantial tenure at their current
company in the survey. The respondents’ job experiences validated a reasonable response to the question.
Forty-seven employees have been with the company for over ten years. One hundred forty-six managers have
worked for the company for 6-10 years, and 109 managers have worked for 3-5 years. Only a minority of HR
managers (n=9) appear to be new to the organisation and have worked there for less than two years.

Common Method Bias

Anonymity was well-ensured because the study did not ask the respondents’ identities. As a result, there was a
decrease in the fear of being judged negatively by others and a rise in the number of sincere survey responses.
Second, there is no request for sensitive information or the company’s confidentiality, which could lower CMV
(Fulmer et al., 2009). Furthermore, exploratory factor analysis using Harman’s single-factor evaluation found
that the first component only accounted for 23.19% of the variability. Since no element could account for more
than 50% of the variance overall, CMV did not taint the research (Eichhorn, 2014; Podsakoff & Ozrgan, 19806).
The VIF scores (see Table 2) are another advantage in confirming the absence of CMB because they surpass
the suggested threshold value of less than 5 points (Hair et al., 2023; Sarstedt et al., 2021).

Measurement Model

When evaluating the construct validity, all the conditions are measured. Within the scope of this investigation,
an indication loading larger than 0.70 is deemed satisfactory. Table 1 shows that all sixteen items connected to
EQ, six items from ELDA and ELSA, and seven items from WBO were able to complete the conditions for
the measurement model assessment. Since this was the case, the PLS-SEM analysis included all the survey items
without leaving any out. Heterotrait—-Monotrait Ratio correlations (HTMT) criteria by Henseler et al. (2015) to
determine the discriminant validity of the test is commonly used and well established. Compated to the Fornell-
Larcker criterion, the HTMT criterion is a more stringent indicator that can find potential discriminant validity
between the latent variables. This claim is something that Hamid et al. (2017) support for. In their study,
Sarstedt et al. (2021) suggested that HTMT values should not be higher than 0.90. It was clear from Table 1
that all of the HTMT values stayed lower than 0.90, which proves the discriminant validity.
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Table 1: Results of constructs reliability, convergent and discriminant validities

Construct Reliability (CA & CR) Discriminant Validity:
Convergent Validity (AVE) Heterotrait-Monotrait Ratio (HIMT)
CA CR AVE ELDA ELSA EQ
ELDA 0.855 0.913 0.778
ELSA 0.849 0.909 0.770 0.757
EQ 0.837 0.891 0.671 0.719 0.792
WBO 0.927 0.941 0.694 0.636 0.768 0.819

Note: CA= Cronbach’s Alpha; CR=Composite Reliability; AVE=Average Variance Extracted;

HTMT=Heterotrait—Monotrait Ratio
Structural Model

Their R? values are robust regarding endogenous constructs if they are equal to or more than 0.75. Hair et al.
(2023) consider it moderate if the value is between 0.50 and 0.75. However, if the value is between 0.25 and
0.50, it is considered weak. Considering the data collected from SmartPLS 4.0, the report on the model fit
outcomes is in Table 2. The observed variance of ELSA (38.1%) and ELDA (44.4%) contained a considerable
contribution from EQ. ELSA and ELDA accounted for 54.1% of the observed variance in WBO. The effect
size is moderate if the f2 values are between 0.02 and 0.15. The effect is medium if the {2 values are between
0.15 and 0.35. Finally, if the {2 value is more significant than 0.35, the effect is considered large (Cohen, 1988).
Both ELSA and ELDA significantly impacted WBO. The Q-square values of the endogenous constructs
demonstrated that the models had a high level of predictive relevance, with values ranging from 0.291 to 0.377.
These values are from the blindfolding analysis.

Table 2: Models fit test

Exogenous R? £2 Q

Construct Endogenous Construct effect size Endogenous Construct

EQ ELSA 0.417 (high effect) ELSA (Q*=0.337)
(0.381: Moderate) Good predictive relevance

EQ ELDA 0.060 (small effect) ELDA (Q%*=0.291)
(0.444: Moderate) Good predictive relevance

ELSA WBO 0.797 (high effect) WBO (Q?=0.335)

ELDA (0.541: Moderate) 0.614 (high effect) Good predictive relevance

Before further testing the direct and indirect effects, it was essential to confirm there was no issue with
multicollinearity. Conferring to Hair et al. (2021, 2017), to ensure the research data is accessible from the
multicollinearity dispute, the variance inflated factor (VIF) is assured not to exceed 5 points. Since VIF values
( ranges between 1.001 — 1.724) were under the prescribed thresholds established by Hair et al. (2023) and
Sarstedt et al. (2021), multicollinearity was not an issue. Table 3 shows the paths and multicollinearity values.
There was no instance where the confidence interval between the lower level (LL) and upper level (UL)
contained a zero value. It indicates all the direct paths are significant and similarly suggests the presence of
mediation effects. Bootstrapping techniques were employed, with 5000 retests and the complete model PLS
algorithm (Wong, 2013). Path coefficients for direct and indirect relationships are in Table 3. confirming that a
positive relationship exists between EQ and ELDA (B = 0.617, t = 18.741, p < 0.001) and a negative
relationship between EQ and ELSA ( = -0.666, t = 19.371, p < 0.001). On the other hand, a negative
relationship between ELDA and WBO (8 = -0.219, t = 4.716, p < 0.001) and a positive relationship between
ELSA and WBO (§ = 0.575, t = 14.216, p < 0.001) revealed. Through the bootstrapping (5000 subsamples) at
the 95% CI, Both ELDA (@ = -0.135, t = 4.366, p < 0.001) and ELSA (8 = 0.383, t = 10.351, p < 0.001)
partially mediates the relationship between EQ and WBO. The observed direct and indirect effects are
statistically significant. Bias-corrected bootstrap confidence further supports the decisions for indirect
relationships.
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Table 3: Results of direct and indirect effects

Path Relationship Std. Beta o #-value p-value LL UL VIF Decision
®

Direct Effects
ELDA—WBO -0.219 0.046 4.716 0.001 -0.293 -0.14 1.724 Accept
ELSA—WBO 0.575 0.040 14.216 0.001 0.501 0.636 1.724 Accept
EQ—ELDA 0.617 0.033 18.741 0.001 0.553 0.665 1.001 Accept
EQ—ELSA -0.666 0.034 19.371 0.001 -0.717 -0.604 1.001 Accept
Indirect effects
EQ—ELDA—>WBO -0.135 0.031 4.366 0.001 -0.186 -0.084 - Accept
EQ—ELSA—>WBO -0.383 0.037 10.351 0.001 -0.442 -0.320 - Accept

Note: bias-corrected bootstrap confidence interval for upper level (UL), bias-corrected bootstrap confidence interval for lower level

5
DISCUSSION

In this study, the WBO concept was proposed and developed as an extension to the ECT to understand WBO
among HR managers in manufacturing firms in Malaysia. The three variables are functional in measuring and
identifying WBO effectively. EQ has a significant positive correlation with ELDA. The finding was following
the prior studies (Cote, 2005; Cote et al., 2021; Ftetha & Awwad, 2020; Grandey, 2000; Goleman, 1995;
Platsidou, 2013; Samaei et al., 2017). Therefore, HR managers had a solid commitment to their work, leading
them to have better satisfaction and less susceptibility to WBO. The finding aligns with previous studies that
found ELDA was negatively related to WBO (Brotheridge & Grandey, 2002; Kim, 2020; Yang & Jang, 2022).
There was also a lack of consistent literature that relates ELDA to WBO compared to ELSA (Diefendorff et
al,, 2011; Pandey & Singh, 2016; 2015).

The research findings also proposed that ELDA mediate the relationship between EQ and WBO. This study
supports Brotheridge’s (2006) claim that persons with more incredible EQ are likelier to behave intensely and
adapt their expressions to their organisation’s display norms. WBO is lower among HR managers that have a
high level of EQ. Since EQ strongly drives ELDA, it may shape an individual’s practice and reduce WBO. The
results were coherent with previous findings. Brotheridge and Grandey (2002), De Diego-Cordero et al. (2022),
Platsidou (2013), Shkoler and Tziner (2017) and Silbaugh et al. (2023) unanimously supported this claim. They
stated that employees with higher EQ may better regulate, use, express, and analyse emotional information,
reducing fatigue.

Another objective of this study was to gauge the mediation effect of ELSA on EQ and WBO. Coherent with
our expectations, the findings indicated that EQ significantly reduced ELSA, which mediated the decrement in
WBO. ELSA positively relates to WBO and thus demonstrates that displaying fake emotions at the workplace
causes mental exhaustion and WBO for employees. It is due to the mental stress and anguish of an individual
to fake their feelings so that the emotion displayed is presentable to their colleagues, denying their right to
express themselves freely. Nevertheless, this study proves that having high EQ, such as solid motivation, anger
management, high rationality, a sense of sympathy, and empathy, alleviates the negativity in ELSA and reduces
a positive correlation between ELSA and WBO.

These findings align with the studies by Brotheridge and Grandey (2002) and Silbaugh et al. (2023), which
identified a positive connection between ELSA and emotional exhaustion, an essential aspect of WBO. It holds
significance in comprehending the emotional labour requirements of HR managers. As internal service
providers, HR managers could conduct numerous interviews daily to attract suitable talent, as noted by
Fischbach and Schneider (2022). Alternatively, they may need to operate with prudence and efficiency when
addressing a substantial volume of claims from internal clients, a point emphasised by Adikaram et al. (2021).
This correlation becomes evident when employees hide their genuine emotions to present a suitable emotional
reaction. Our research revealed that Malaysian HR managers exhibit a reasonably elevated WBO and
correspondingly lower scores in EQ.
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Furthermore, in the context of extensive interpersonal engagements with subordinates and colleagues, HR
managers tend to rely more on ELSA. It reinforces Liu et al. (2021) observations regarding how collectivist
cultures prioritise social relationships in their emotional expressions. Comparable to other collectivist societies,
Malaysian culture encourages the regulation of emotions to nurture positive interpersonal connections (Tharbe
et al.,, 2020). For HR managers, this might occasionally necessitate concealing their genuine emotions to prevent
the emergence of discord within the organisation, as Liu et al. (2019) indicated. Furthermore, our research is
one of the limited initiatives aimed at comprehending the strategies for diminishing WBO among HR managers
in non-Western settings, as Fish et al. (2022) highlighted. Until now, our theoretical and practical
comprehension of HR managers and WBO has predominantly relied on Western theoretical and empirical
insights, as demonstrated by Rattrie et al. (2020) and Wang et al. (2022). A significant portion of HR managers’
responsibilities entails showing patience and empathy when addressing diverse employee requests, especially by
those who can effectively regulate their emotions.

HR managers who handle administrative chores should recognised as strategic partners and free to express
emotions and make constructive decisions. This mentality change may enhance HR practices and benefit
companies. Moreover, training programs, workshops and seminars should designed to improve EQ skills in
stress management, employee resilience and developing crisis response plans. Further, they help employees
better cope with future crises. The recommendations include companies’ policymakers incorporating
psychological aspects into the Malaysian manufacturing industry’s human resource practices and policies, such
as revising leave policies, implementing flexible working arrangements, and offering resources for managing
stress and WBO. The manufacturing industry is among the most challenging sectors globally. However, this
study is not confined solely to the manufacturing industry; other industries can also explore how EQ, ELDA
and ELSA affect WBO.

Additionally, previous studies have examined HR management practices in developing economies, but they
mainly described and portrayed the setting rather than explaining HR managers’ specific roles and
responsibilities (Gamage, 2021). Furthermore, this study illuminates the responsibilities and approaches of HR
managers within non-Western contexts, elucidating the cultural factors that influence them and enhancing
understanding of the interpersonal dynamics between HR managers and their co-workers. Other than that,
significant judgements are offered toward examining WBO amid Malaysian HR managers in the aftershock of
the COVID-19 pandemic, intending to facilitate recovery following the detrimental impact of the pandemic.

This study contributes to the body of knowledge of organisational behaviour by emphasising the function of
EQ and emotional labour (ELDA and ELSA) among HR managers. This study expands the research on WBO
in a developing nation to enhance and complement the existing studies. Unanimously, the linkage between
study variables appears consistent across countries, irrespective of their economic reliance. This study also
underpins ECT as evidence that humans, whether HR managers, their teams, workers, or other stakeholders,
are affected by emotions. Thus, this fills the gap in ECT, showing that individual differences in the construct
of EQ also affect the contagion effect.

CONCLUSION

In a nutshell, this study successtully proposed that the theoretical framework of ECT provides a robust basis
for clucidating the selection of emotional labour strategies and the potential alleviation of WBO within the
context of the Malaysian manufacturing industry. The outcomes prove that improving EQ helps form a better
ELDA and reduces ELSA, thus lowering WBO. Subsequently, this suggested that manufacturing companies
operating in developing nations should prioritise implementing strategies aimed at enhancing the EQ levels of
their workforces as a way of helping them choose the right emotional labour strategy, ELDA and limits ELSA.
While this study is valuable, it is not without limitations, notably the utilisation of small but reasonable
respondents. Thus, for better generalisation, future research could repeat this study on a wide-ranging or in
different settings, aforesaid in the various industries. The study was carried out and completed during the
recovery period of the COVID-19 pandemic. Therefore, the result of the study can be related to a tumultuous
situation. The findings of this study, thus, render it applicable to future studies. Besides, this study only used
individual differences as antecedents of WBO. Hence, future studies can examine the other antecedents of
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WBO, such as leadership styles or inadequate resources, work-life balance, spiritual intelligence, success
intelligence, and religiosity; this might provide significant benefits. Therefore, a longitudinal study can monitor
the development of WBO in HR managers. Finally, this study uses a survey or quantitative method. Future
research could employ qualitative or mixed methods to better validate the constructs and items.

Conflict of Interests
The authors have no conflicts of interest to declare.
Funding

The corresponding author (Professor Naresh Kumar Samy — naresh@umk.edu.my) from the Malaysian
Graduate School of Entrepreneurship and Business, Universiti Malaysia Kelantan, funded this research.

Acknowledgement

We are thankful to the HR managers from the Malaysian manufacturing industry who have voluntarily
participated in completing the online survey.

REFERENCES

Adams, I. T., & Mastracci, S. H. (2020). Contrasting emotional labor and burnout in civilian and sworn law enforcement
petsonnel. Policing, 43(2), 314-329. https://doi.org/10.1108/PIJPSM-06-2019-0094

Adikaram, A. S., Naotunna, N., & Priyankara, H. P. R. (2021). Battling COVID-19 with human resource management bundling.
Employee Relations: The International Journal, 43(6), 1269-1289. https://doi.org/10.1108 /ER-08-2020-0390

Akin, U. (2021). Exploring the Relationship between Emotional Labor and Organisational Commitment Levels of Teachers.
Eurasian Journal of Educational Research, 91, 61-82. DOL: 10.14689/¢jer.2021.91.4

American Institute of Stress (2020). Workplace Stress: Are you experiencing workplace stress? American Institute of Stress.
Retrieved from https://www.stress.org/workplace-stress on 9 September 2023.

Andreychik, M. R. (2019). Feeling your joy helps me to bear feeling your pain: Examining associations between empathy for
others’ positive versus negative emotions and burnout. Personality and Individual Differences, 137, 147-156.
https://doi.org/10.1016/.paid.2018.08.028

Ardanty, A. A, Sari, R. E., & Putrianti, F. G. (2023). Relationship between emotional labor and burnout at Umskey goat milk
factory employees. International Conference on Indigenous Psychology and Culture, 1(1), 304-308. Retrieved from
https://seminar.ustjogja.ac.id/index.php/icipc/atticle/view /770

Ashforth, B. E., & Humphrey, R. H. (1993). Emotional Labor in Service Roles: The Influence of Identity. Academy of
Management Review, 18(1), 88-115. https://doi.org/10.5465/amr.1993.3997508

Bayighomog, S. W., & Arasli, H. (2022). Reviving employees’ essence of hospitality through spiritual well-being, spiritual
leadership, and emotional intelligence. Tourism Management, 89(October 2021).
https://doi.org/10.1016/j.tourman.2021.104406

Brotheridge, C. M. (2006). The role of emotional intelligence and other individual difference variables in predicting emotional
labour relative to situational demands. Psicothema, 18, 139-144. http://www.redalyc.org/articulo.0a?id=72709521

Brotheridge, C. M., & Grandey, A. A. (2002). Emotional Labor and Burnout: Comparing Two Perspectives of “People Work.”
Journal of Vocational Behavior, 60(1), 17-39. https://doi.org/https://doi.org/10.1006/jvbe.2001.1815

Brotheridge, C. M., & Lee, R. T. (2003). Development and validation of the emotional labour scale. Journal of occupational and
Organizational Psychology, 76(3), 365-379. DOI1:10.1348/096317903769647229

Chen, K. Y., Chang, C. W., & Wang, C. H. (2019). Frontline employees’ passion and emotional exhaustion: The mediating role
of emotional labor strategies. International Journal of Hospitality Management, 76(July 2017), 163-172.
https://doi.org/10.1016/].ijhm.2018.05.006

Chi, N. W., & Grandey, A. A. (2019). Emotional labor predicts service performance depending on activation and inhibition
regulatory fit. Journal of Management, 45(2), 673-700. https://doi.org/10.1177/0149206316672530

Chin, W. W. (1998). The Partial Least Squares Approach to Structural Equation Modelling. Modern Methods for Business
Research, 295(2), 295-336.

Choi, H. M., Mohammad, A. A. A., & Kim, W. G. (2019). Understanding hotel frontline employees’ emotional intelligence,
emotional labor, job stress, coping strategies and burnout. International Journal of Hospitality Management, 82(April), 199—
208. https://doi.org/10.1016/j.ijhm.2019.05.002

Cohen, J. (1988). Set Correlation and Contingency Tables. Applied psychological measurement, 12(4), 425-434.
https://doi.org/10.1177/014662168801200410

Cote, S. (2005). A social interaction model of the effects of emotion regulation on work strain. Academy of Management Review,
30(3), 509-530. https://doi.org/10.5465/amr.2005.17293692

jjor.couk 4878


file:///C:/Users/Mano/AppData/Local/Temp/Temp1_paperswithpagenumbers.zip/ijor.co.uk

Hassan and Samy

Cote, S., Tremblay, M., & Chevrier, J. (2021). Emotional intelligence and job performance: A meta-analysis. Journal of
Organizational Behaviour, 42(1), 49-65. Doi: 10.1002/job.2446

Cottingham, M. D. (2022). Practical feelings: Emotions as resources in a dynamic social world. Oxford University Press.
DOI1:10.1093/0s0/9780197613689.0010001

Davis, R. S., & Stazyk, E. C. (2022). Ambiguity, appraisal, and affect: examining the connections between goal perceptions,
emotional labour, and exhaustion. Public Management Review, 24(10), 1499-1520.
https://doi.org/10.1080/14719037.2021.1909348

De Diego-Cordero, R., Iglesias-Romo, M., Badanta, B., Lucchetti, G., & Vega-Escafo, J. (2022). Burnout and Spirituality Among
Nurses: A Scoping Review. Explore, 18(5), 612-620. https://doi.org/10.1016/j.explore.2021.08.001

Department of Statistics Malaysia (2023). Annual Economic Statistics of the Manufacturing Sector. Department of Statistics
Malaysia. Retrieved from https://www.dosm.gov.my on 10 September 2023.

Diefendorff, J. M., Erickson, R. J., Grandey, A. A., & Dahling, J. J. (2011). Emotional display rules as work unit norms: a
multilevel analysis of emotional labor among nurses. Journal of occupational health psychology, 16(2), 170.
https://psycnet.apa.otg/doi/10.1037 /20021725

Federation of Malaysian Manufacturers (2022). Federation of Malaysian Manufacturers (FMM) Directory 52nd Edition
2021/2022.

Fischbach, A., & Schneider, B. (2022). Emotional labor work attributes and emotional labor climate: Toward contextualising the
study of emotional labor. In Emotions and Negativity (Vol. 17, pp. 141-160). Emerald Publishing Limited.
https://doi.org/10.1108/S1746-979120210000017013

Fish, J. A., Sharplin, G., Wang, L., An, Y., Fan, X., & Eckert, M. (2022). Cross-cultural differences in nurse burnout and the
relationship with patient safety: An East-West comparative study. Journal of Advanced Nursing, 78(4), 1001-1011.
https://doi.org/10.1111/jan.15024

Fouquereau, E., Morin, A. J., Lapointe, E., Mokounkolo, R., & Gillet, N. (2019). Emotional labour profiles: Associations with
key predictors and outcomes. Work & Stress, 33(3), 268-294. https://doi.org/10.1080/02678373.2018.1502835

Free Malaysia Today (2022). Over half of Malaysian workers burnt out, says report. Free Malaysia Today. Retrieved on 10
September 2023 from https://www.freemalaysiatoday.com/category/nation/2022/05/12/over-half-of-malaysian-workers-
butnt-out-says-report/

Freudenberger, H. J. (1975). The staff burnout syndrome in alternative institutions. Psychotherapy: Theory, Research & Practice,
12(1), 73. https://doi.otg/10.1037 /h0086411

Fteiha, M., & Awwad, N. (2020). Emotional intelligence and its relationship with stress coping style. Health Psychology Open,
7(2). https://doi.org/10.1177/2055102920970416

Fulmer, I. S., Barry, B., & Long, D. A. (2009). Lying and smiling: Informational and emotional deception in negotiation. Journal
of Business Ethics, 88, 691-709. DOI:10.1007/s10551-008-9975-x

Gamage, A. (2021). Content and process approach to the job demands-resources model of emotional labour: A conceptual
model. Public Money & Management, 1-9. https://doi.org/10.1080/09540962.2021.1999596

Goleman, D. (1995). Emotional intelligence. New York: Bantam Books.

Goleman, D. (2020). Emotional intelligence. Bloomsbury Publishing.

Goleman, D. (2021). Leadership: The power of emotional intelligence. More Than Sound LLC.

Gowan, S. (2023). The Substance and Style of Emotional Labour. In The Ethnically Diverse Workplace: Experience of
Immigrant Indian Professionals in Australia (pp. 69-92). Emerald Publishing Limited. https://doi.org/10.1108/978-1-
80382-053-820221004

Grandey, A. A. (2000). Emotional regulation in the workplace: A new way to conceptualise emotional labour. Journal of
Occupational Health Psychology, 5(1), 95-110. https://doi.org/10.1037/1076-8998.5.1.95

Grandey, A. A. (2003). When “the show must go on”: Surface acting and deep acting as determinants of emotional exhaustion
and peer-rated service delivery. Academy of management Journal, 46(1), 86-96. https://doi.org/10.5465/30040678

Grandey, A. A., England, K. E., & Boemerman, L. (2020). Emotional labor: Display rules and emotion regulation at work.
https://doi.org/10.1017/9781108573887.012

Ha,]. P., Kim, J. H., & Ha, J. (2021). Relationship between emotional labour and burnout among sports coaches in South Korea:
Moderating role of social support. Sustainability (Switzerland), 13(10). https://doi.org/10.3390/su13105754

Haar, J. (2023). What are the odds of burnt-out risk and leaving the job? Turnover intent consequences of worker burnout using
a two sample New Zealand study. International Journal of Selection and Assessment, 31(1), 189-197.
https://doi.org/10.1111/ijsa.12393

Hair Jr, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2021). A primer on partial least squares structural equation modeling
(PLS-SEM). Sage publications.

Hair Jr, J. F., Sarstedt, M., Ringle, C. M., & Gudergan, S. P. (2023). Advanced issues in partial least squares structural equation
modeling. Sage publications.

Hair, . F., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2017). A primer on partial least squares structural equation modeling (PLS-
SEM) (2nd ed.). Sage Publications. https://doi.org/10.1007/978-3-319-05542-8_15-2#DOI

Hassan, N. H. H. W., & Samy, N. K. (2022). Workplace Emotions and Burnout: Implications for Practice and Research. Asian
Journal of Research in Business and Management. https://doi.org/10.55057 /ajtbm.2022.4.3.32

INTERNATIONAL JOURNAL OF RELIGION 4879



The Mediating Role of Surface and Deep Acting on the Nexus between Emotional Intelligence and Work-Related Burnout

Hamid, M. R., Sami, W., & Sidek, M. H. M. (2017). Discriminant validity assessment: Use of Fornell & Larcker criterion versus
HTMT ctitetion. Journal of Physics: Conference Seties, 890(1), 12163. DOI 10.1088/1742-6596/890/1/012163

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing discriminant validity in variance-based structural
equation modelling. Journal of the Academy of Marketing Science, 43(1), 115-135. https://doi.org/10.1007/s11747-014-
0403-8

Hochschild, A. (1983). Comment on Kemper’s Social Constructionist and Positivist Approaches to the Sociology of Emotions.
Ametrican Journal of Sociology, 89(2), 432-434 https:/ /www.thestar.com.my/business/business-
news/2022/07/20/looking-for-stability-and-growing-earning-capacity-in-a-post-pandemic-wotld

Hur, W. M., Shin, Y., & Moon, T. W. (2022). Linking motivation, emotional labor, and service performance from a self-
determination petspective. Journal of Setvice Reseatch, 25(2), 227-241. https://doi.org/10.1177/1094670520975204

Hwang, W. J., & Park, E. H. (2022). Developing a structural equation model from Grandey’s emotional regulation model to
measure nurses’ emotional labor, job satisfaction, and job performance. Applied Nursing Research, 64, 151557.
https://doi.org/10.1016/j.apnr.2021.151557

Jeung, D. Y., & Chang, S. J. (2021). Moderating effects of organisational climate on the relationship between emotional labour
and burnout among korean firefighters. International Journal of Environmental Research and Public Health, 18(3), 1-12.
https://doi.org/10.3390/ijerph18030914

Kang, J., & Jang, J. (2022). Frontline employees’ emotional labor toward their co-workers: The mediating role of team member
exchange. International Journal of Hospitality Management, 102, 103130. https://doi.org/10.1016/}.ijhm.2021.103130

Kant, R., & Shanker, A. (2021). Relationship between Emotional Intelligence and Burnout: An Empirical Investigation of
Teacher Educators. International Journal of Evaluation and Research in Education, 10(3), 966-975. DOI:
10.11591/ijere.v10i3.21255

Kerdpitak, C., & Jermsittiparsert, K. (2020). The Effects of Workplace Stress, Work-Life Balance on Turnover Intention: An
Empirical Evidence from Pharmaceutical Industry in Thailand. Systematic Reviews in Pharmacy, 11(2). DOL:
10.5530/s1p.2020.2.86

Khalid, A., Pan, F., Li, P., Wang, W., & Ghaffari, A. S. (2020). The impact of occupational stress on job burnout among bank
employees in Pakistan, with psychological capital as a mediator. Frontiers in public health, 7, 410.
https://doi.org/10.3389/fpubh.2019.00410

Kim, J. S. (2020). Emotional Labor Strategies, Stress, and Burnout Among Hospital Nurses: A Path Analysis. Journal of Nursing
Scholarship, 52(1), 105-112. https://doi.org/10.1111/jnu.12532

Krejcie, R. V., & Morgan, D. W. (1970). Determining sample size for research activities. Educational and psychological
measurement, 30(3), 607-610. https://doi.org/10.1177%2F001316447003000308

Kristensen, T. S., Borritz, M., Villadsen, E., & Christensen, K. B. (2005). The Copenhagen Burnout Inventory: A new tool for
the assessment of burnout. Work & Stress, 19(3), 192-207. https://doi.org/10.1080/02678370500297720

Lartey, J. K. S., Osafo, J., Andoh-Arthur, J., & Asante, K. O. (2020). Emotional experiences and coping strategies of nursing and
midwifery practitioners in Ghana: a qualitative study. BMC nursing, 19(1), 1-12. https://doi.org/10.1186/12912-020-00484-
0

Lee, L., & Madera, J. M. (2019). A systematic literature review of emotional labor research from the hospitality and tourism
literature. International ~ Journal = of  Contemporary  Hospitality =~ Management, 31(7),  2808-2826.
https://doi.org/10.1108/IJCHM-05-2018-0395

Lee, M., & Jang, K. S. (2020). Nurses’ emotions, emotional labor, and job satisfaction. International Journal of Workplace Health
Management, 13(1), 16-31. https://doi.org/10.1108/IJWHM-01-2019-0012

Liu, S. S., Shteynberg, G., Morris, M. W., Yang, Q., & Galinsky, A. D. (2021). How does collectivism affect social interactions?
A test of two competing accounts. Personality and Social Psychology Bulletin, 47(3), 362-376.
https://doi.org/10.1177/0146167220923230

Liu, X., Wang, ., & Zhao, C. (2019). An examination of the congruence and incongruence between employee actual and customer
petceived emotional labor. Psychology & Marketing, 36(9), 863—874. https://doi.org/10.1002/mar.21241

Lloyd, C., King, R., & Chenoweth, L. (2002). Social work, stress and burnout: A review. Journal of mental health, 11(3), 255-
265. https://doi.org/10.1080/09638230020023642

Maslach, C., & Leiter, M. P. (2022). The Burnout Challenge: Managing People’s Relationships with Their Jobs. Harvard
University Press. https://lcen.loc.gov/2022001811

Mayer, J. D., Caruso, D. R., & Salovey, P. (2016). The ability model of emotional intelligence: Principles and updates. Emotion
Review, 8(4), 290-300. https://doi.org/10.1177/1754073916639667

Moriis, J. A., & Feldman, D. C. (1996). The dimensions, antecedents, and consequences of emotional labor. Academy of
Management Review, 21(4), 986-1010. https://doi.org/10.5465/amt.1996.9704071861

Nam, T., & Kabutey, R. (2021). How Does Social Media Use Influence the Relationship Between Emotional Labor and Burnout?:
The Case of Public Employees in Ghana. Journal of Global Information Management (JGIM), 29(4), 32-52. DOI:
10.4018/JGIM.20210701.0a2

News Straight Times (2019). Survey: Malaysian employees are overworked, sleep deprived, unhealthy. Retrieved from
https:/ /www.nst.com.my/news/nation/2019/11/539026/ survey-malaysian-employees-are-overworked-sleep-deptived-
unhealthy on 8 September 2023.

ijor.couk 4880


file:///C:/Users/Mano/AppData/Local/Temp/Temp1_paperswithpagenumbers.zip/ijor.co.uk

Hassan and Samy

Pandey, J., & Singh, M. (2015). Asakti-Anasakti as mediator of emotional labor strategies & burnout: a study on ASHA workers.
Indian Journal of Industrial Relations, 57-69. https://doi.org/10.5465/ambpp.2015.11130

Pandey, J., & Singh, M. (2016). Donning the mask: effects of emotional labour strategies on burnout and job satisfaction in
community healthcare. Health policy and planning, 31(5), 551-562. https://doi.org/10.1093 /heapol/czv102

Petitta, L., & Jiang, L. (2020). How emotional contagion relates to burnout: A moderated mediation model of job insecurity and
group member prototypicality. International ~ Journal of Stress Management, 27(1), 12.
https://psycnet.apa.otg/doi/10.1037 /stt0000134

Petitta, L., Probst, T. M., Ghezzi, V., & Barbaranelli, C. (2020). Economic stress, emotional contagion and safety outcomes: A
cross-country study. Work, 66(2), 421-435. DOI: 10.3233/WOR-203182

Platsidou, M. (2013). Trait emotional intelligence predicts happiness, but how? An empirical study in adolescents and young
adults. International Journal of Well-being, 3(2). Do0i:10.5502/ijw.v3i2.6

Rattrie, L. T. B., Kittler, M. G., & Paul, K. I. (2020). Culture, burnout, and engagement: A meta-analysis on national cultural
values as moderators in JD-R theory. Applied Psychology, 69(1), 176-220. https://doi.org/10.1111/apps.12209

Ren, L., & Kim, H. (2023). Setial multiple mediation of psychological empowerment and job burnout in the relationship between
workplace bullying and turnover intention among Chinese novice nurses. Nursing open, 10(6), 3687-3695.
https://doi.org/10.1002/n0p2.1621

Riforgiate, S. E., Howes, S. S., & Simmons, M. J. (2022). The impact of daily emotional labor on health and well-being.
Management Communication Quartetly, 36(3), 391-417. https://doi.otg/10.1177/08933189211041352

Samaei, S. E., Khosravi, Y., Heravizadeh, O., Ahangar, H. G., Pourshariati, F., & Amrollahi, M. (2017). The effect of emotional
intelligence and job stress on burnout: a structural equation model among hospital nurses. International journal of
occupational hygiene, 9(2), 52-59.

Sarstedt, M., Hair Jr, J. F., Nitzl, C., Ringle, C. M., & Howard, M. C. (2021). Beyond a tandem analysis of SEM and PROCESS:
Use of PLS-SEM for mediation analyses! International Journal of Market Research, 62(3), 288-299. DOI:
10.177/147085320915686

Sayre, G. M., Chi, N. W., & Grandey, A. A. (2021). Investment in emotional labor: Daily resource spirals and recovery. In
Academy of Management Proceedings (Vol. 2021, No. 1, p. 14316). Briarcliff Manor, NY 10510: Academy of Management.
https://doi.org/10.5465/ AMBPP.2021.14316

Sharma, S., & Tiwari, V. (2023). Emotional intelligence and career success: Does resilience matter? Global Business and
Organizational Excellence. https://doi.org/10.1002/joe.22196

Shkoler, O., & Tziner, A. (2017). The mediating and moderating role of burnout and emotional intelligence in the relationship
between organisational justice and work misbehavior. Revista de Psicologia del Trabajo y de las Organizaciones, 33(2), 157-
164. https://doi.org/10.1016/j.rpt0.2017.05.002

Sidik, M. H. M., Ab Hamid, M. R., Ibrahim, A., & Ali, Z. M. (2017b). Theoretical support for staff satisfaction in higher education
institutions: A conceptual framework. Journal of Quality Measurement and Analysis JOMA, 13(2), 1-16.

Sidik, M. H., Hamid, M. R. A., & Ibrahim, A. (2017a). Descriptive analysis of staff satisfaction and turnover intention in a
Malaysian ~ University. In  AIP  Conference  Proceedings (Vol. 1842, No. 1). AIP  Publishing.
https://doi.org/10.1063/1.4982874

Silbaugh, M. W., Barker, D. B., & Arghode, V. (2023). Emotional Labor, Emotional Intelligence, and Burnout among School
Principals: ~ Testing a  Mediational ~Model.  Leadership and  Policy in  Schools, 22(1), 73-86.
https://doi.org/10.1080/15700763.2021.1904511

Teoh, K. B., & Kee, D. M. H. (2022). Psychosocial safety climate and burnout among Malaysian research university academicians:
the mediating role of job demands and work engagement. International Journal of Trade and Global Markets, 15(4), 471-
496. https:/ /doi.org/10.1504 /1 TGM.2022.125910

Tharbe, I. H. A., Sumari, M., Ng, K.-M., Razak, N. A. A, & Amat, S. (2020). Emotional intelligence from the perspectives of
Malaysian  helping professionals: A qualitative study. Pertanika J. Soc. Sci. & Hum, 28(4), 1-18.
https://doi.org/10.47836/pjssh.28.4.03

The Edge Markets (2022). After weathering the storm, Malaysia is finding its place in the sun. The Edge Markets. Retrieved on
9 September 2023 from https://theedgemalaysia.com/article/after-weathering-storm-malaysia-finding-its-place-sun

The Malaysian Reserve (2021). Pandemic reset presents opportunity to build business back better. The Malaysian Reserve.
Retrieved on 9 September 2023 from https://themalaysianreserve.com/2021/10/21/pandemic-reset-presents-opportunity-
to-build-business-back-better/

The Malaysian Reserve (2022). Employees seck more mental health support due to pandemic burnout. The Malaysian Reserve.
Retrieved on from https://themalaysianreserve.com/2022/05/12/employees-seck-more-mental-health-support-due-to-
pandemic-burnout/

The Star (2023). Looking for stability and growing earning capacity in a post-pandemic world. The Star Online. Retrieved from
on 9 September 2023 fromhttps://www.thestar.com.my/business/business-news/2022/07/20/looking-for-stability-and-
growing-earning-capacity-in-a-post-pandemic-world

The Wellness at Work (2022). Employment Hero, Malaysia. Retrieved on 9 September 2023 from
https://employmenthero.com/my/resources/wellness-at-work-report/

INTERNATIONAL JOURNAL OF RELIGION 4881



The Mediating Role of Surface and Deep Acting on the Nexus between Emotional Intelligence and Work-Related Burnout

Theodosius, C., Koulouglioti, C., Kersten, P., & Rosten, C. (2021). Collegial surface acting emotional labour, burnout and
intention to leave in novice and pre-retirement nurses in the United Kingdom: A cross-sectional study. Nursing Open, 8(1),
463—472. https://doi.org/10.1002/nop2.649

Thulili, T. R., Capiluppi, A., & Rastogi, A. (2022). Burnout in software engineering: A systematic mapping study. Information and
Software Technology, 107116. https://doi.otg/10.1016/}.infs0f.2022.107116

Vansoeterstede, A., Cappe, E., Lichtle, J., & Boujut, E. (2023). A systematic review of longitudinal changes in school burnout
among adolescents: Trajectories, predictors, and outcomes. Journal of Adolescence, 95(2), 224-247.
https://doi.org/10.1002/jad. 12121

Wang, W., Atingabili, S., Mensah, I. A, Jiang, H., Zhang, H., Omari-Sasu, A. Y., & Tackie, E. A. (2022). Teamwork quality and
health workers burnout nexus: a new insight from canonical correlation analysis. Human Resources for Health, 20(1), 52.
https://doi.org/10.1186/512960-022-00734-2

Wang, Y., & Chen, H. (2022). Are human resource managers with good listening competency more likely to avoid job burnout?
BMC Public Health, 22(1), 1-13. https://doi.org/10.1186/s12889-022-12618-x

Weaver, N. L., Grandey, A. A., Weeks, K. P, Bell, M. P., & Hall, A. V. (2022). Intersectionality and Emotional Labor for HR
Professionals. Academy of Management Proceedings, 2022(1), 15181. https://doi.org/10.5465/ AMBPP.2022.15181

Wen, J., Huang, S. (Sam), & Hou, P. (2019). Emotional intelligence, emotional labor, perceived organisational support, and job
satisfaction: A moderated mediation model. International Journal of Hospitality Management, 81(July 2017), 120-130.
https://doi.org/10.1016/}.ijhm.2019.01.009

Wong, C. S, & ILaw, K. S. (2002). Wong and Law emotional intelligence scale. The Leadership Quarterly.
https://psycnet.apa.otg/doi/10.1037 /t07398-000

Wong, K. K. K. (2013). Partial least squares structural equation modelling (PLS-SEM) techniques using SmartPLS. Marketing
Bulletin, 24(1), 1-32. http:/ /www.tesearchgate.net/publication/268449353

World Health Organization (2023). Burnout an “occupational phenomenon”: International Classification of Diseases.
Departmental News. Wotld Health Organization. Rettieved from https://www.who.int/news/item/28-05-2019-burn-out-
an-occupational-phenomenon-international-classification-of-diseases on 9 September 2023

Yang, K., & Jang, H. (2022). Mechanisms linking emotional labour and emotional exhaustion: Combining two different
petspectives. Asian Journal of Social Psychology. https://doi.org/10.1111/2jsp.12530

Yang, S., & Guy, M. E. (2023). Comparing public servants’ behavior in South Korea and the United States: How emotional labor
moderates the relationship between organisational commitment and job performance. Public Administration, 101(2), 406—
421. https://doi.org/10.1111/padm.12794

Yin, H., Tam, W. W. Y., Park, M., & Keung, C. P. C. (2023). Emotional labour matters for kindergarten teachers: An Examination
of the antecedents and consequences. The  Asia-Pacific Education Researcher, 32(2), 239-249.
https://doi.org/10.1007/s40299-022-00647-4

Yin, W. (2023). Psychological capital moderates the effect of emotional labor strategies on job burnout in college teachers. Social
Behavior and Personality: An International Journal, 51(1), 1-8. DOI: https://doi.org/10.2224/sbp.12026.

ijjor.couk 4882


file:///C:/Users/Mano/AppData/Local/Temp/Temp1_paperswithpagenumbers.zip/ijor.co.uk

