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1. Introduction

Extensive research has been conducted on the various factors influencing employees'
work performance. The investigation into the determinants of employee work performance has
long been a subject of interest and importance among academic researchers and professionals
in the field (Otsuka, Itani, Matsumoto, & Kaneita, 2022). The workforce represents a paramount
source of competitive advantage for employers, necessitating a concerted effort to cultivate a
progressive and favorable work performance among employees, given its consequential
influence on the overarching financial performance of organizations. However, it is worth noting
that many employees’ express dissatisfaction regarding substandard work conditions, leading
to diminished performance levels. How theory is built regarding mental work or emotional labor
in the health care sector brings up several questions about whether there are cultural
dissimilarities in emotional labor or the way they perform them (Obschonka et al., 2022). So,
the stance of understanding emotional labor in the healthcare sector within health and fitness
centers should be evaluated, and ultimately, it will help to improve efficiency (Rughoobur-
Seetah, 2023).

The quality and excellence of the health care services, level of customer loyalty and
satisfaction, and the ability or potential to understand the proposal become feasible and
attainable due to the performance given by the employees (Heuven & Bakker, 2003; Yang,
Murad, Mirza, Chaudhary, & Saeed, 2022). The significance of natural emotion in this process
is expected from the employees to utilize these emotions and keep the client’s satisfaction and
loyalty at the maximum level. Emotions have gained economic value and become concrete
products (Irfan, Khalid, Kaka Khel, Magsoom, & Sherani, 2023). How to manage and control
emotions in professional or business life and private life are different (Maslach, Schaufeli, &
Leiter, 2001). The last few years,due to fast and rapid growth of health sectors, the concept of
“emotional labor * has gained attention as the vital and most popular element of workers in
health service. The emotional display by health professionals can increase patient turnover and
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create a positive impact on the attitude of patients (Guy, Newman, & Mastracci, 2014). Whether
in the public or private sectors, employees have to face different types of work environments.
They have to align it with their emotions, and sometimes job stress resultantly enhances burnout
issues (Zapf, Seifert, Schmutte, Mertini, & Holz, 2001).

Employees of health sectors must modify their facial emulates, gesture of body, and pitch
of voice as indicated by the circumstances, and it is found in different studies that emotional
labor has positive and negative consequences. Still, it changes in line with the situation (Cheng,
Fan, & Lau, 2023). Studies found that variety, emotional dissonance, and attentiveness directly
increase job stress and indirectly increase burnout. Still, the frequency could not have any
positive or negative affect (Debone, 2013). Thus, the major problem of this study is to explore
the degree to which emotional labor tactics result in burnout for representatives (practicing
nurses) who directly dealing with patients. This study will lead to show the relationship of
frequency and add to enhanced comprehension of both positive or negative consequences of
attentiveness, emotional dissonance and variety in the research of emotional labor in health
sector.

Numerous studies and research has been done on this topic by numerous researchers,
but mostly these studies and reports were in European context. A rarely couple of quantitative
studies have been done throughout Pakistani circumstance. So this research contains the job
stress is mediating between frequency, variety, attentiveness, emotional dissonance and
burnout in health sector of Pakistan.Thus, this study aims to explore the relationship between
the four dimensions of emotional labor and job burnout by considering the mediating function
associated with job stress within the health sector. The Research Questions are as under;

1. Is there any association between emotional labor dimensions and job burnout?
2. Does job stress mediate the relationship of emotional labor and job burnout?
3. Is there any relationship between job stress and job burnout?

The Research Objectives are as under;

1. To explore the relationship of emotional labor dimensions and job burnout.

2. To find the association between emotional labor and job burnout with the mediating
mechanism of job stress.

3. To check the association between job stress and job burnout.

2. Literature Review

Since Hochschild's initial deal with emotions and worked in a wide sense as
representative control of feelings, some exertion is required in hiding or misrepresenting the
genuine feelings, the exertion is called emotional labor (Hochschild, 1983). Morris and Feldman
(1996) demonstrated four measurements of emotional labor as Frequency of interaction,
attentiveness, variety of emotions required and emotional dissonance. Although they contribute
altogether to our comprehension of emotional labor in broad organization as well as even more
for the most part, these studies let us know less about the impacts of emotional labor as an
emotional state (i.e., passionate discord) or about applicable situational elements (i.e.,
recurrence, mindfulness, and mixed bag of emotional labor). Then again, these elements have
been explored from other disciplinary points of view (Yanchus, Eby, Lance, & Drollinger, 2010).

Furthermore, a work part requires socially suitable emotional display, the more
noteworthy the association's requests for controlled presentations of feeling will
notwithstanding, the conceptualization of emotional labor just in terms of recurrence of suitable
emotional labor may miss some intricacy in the build because recurrence alone does not catch
the level of arranging, control, or aptitude expected to direct and show enthusiastic expression.
Along these lines, three extra measurements of passionate work must be considered. This
varying can be used to probe just how much time staff commit and how regularly they must
deal with their feelings to achieve the position performed. An example piece can be, I generally
obscure our emotions when handling the population. Emotions in public organizations are heaver
to deal with direct public interactions. Public officeholders must follow emotional intelligence to
compare emotions and situations (Hennig-Thurau, &Walsh, 2017).
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Attentiveness analyzes how much consideration employees have for presenting
acceptable thoughts. This variable involves the two duration and high intensity associated with
mental present (Morris & Feldman, 1996). An example piece is "I seek to glimpse sort and for
you to work the population which has a look perhaps in the lengthy meeting. In addition, Morris
explored that yet another dimension involving emotional toil can be the attentiveness to show
off regulations essential because of the work. The greater attentiveness to show off regulations
essential, the greater subconscious energy and physical effort the assistance work will probably
require from employees—hence, the greater "labor" emotional shows will probably include.
Attentiveness to show off regulations essential is made of the length and depth of the emotional
show (Younas, Mirza, Hafeez, & Ghafoor, 2023).

Morris and Feldman (1996) described that the third critical aspect connected with over-
emotional work is the range of over-emotional displays essential through function functions. The
more complex the range of sensations being shown, the greater this over-emotional work
connected with role occupants in the room will probably be. Agencies that adjust these
sensations indicated to adapt to particular situational contexts ought to engage in more
productive setting up and conscious monitoring in their actions. Thus, the psychological energy
and weather resistance spent on emotional work will probably be higher. Sutton (1991), given
the dynamic way of numerous administration experiences, it is not astonishing to find that
diverse arrangements of word-related and hierarchical presentation principles are now and again
used as the requests of a given exchange change. For instance, sales representatives may be
urged to provide individualized consideration regarding clients when business is moderate, and
they might be encouraged to accelerate exchanges as the number of clients holding up in line
increments or as it nears shutting time (Leidner, 1989; Rafaeli, 1989).

Standards ordinarily guide work connections. The association sets up guidelines (formally
and casually) to guide specialist conduct, including social relationships. Numerous social
connections oblige representatives to deal with their feelings, considering the end goal to satisfy
their endorsed parts. The necessity to show particular feelings before clients, customers,
patients, and so forth. furthermore, dealing with one's feelings to accomplish the required
showcase is conceptualized as passionate or emotional work. Due to the way of this enthusiastic
regulation procedure, it is conceivable that numerous emotions appeared amid cooperation are
truth be told not felt, but rather "acted" by workers At the point when a representative is
required to show a feeling that is not truly felt we allude to it as enthusiastic discord (Grandey,
2000; Hochschild, 1983; Zzapf et al., 2001). But Abraham (1998) characterized Emotional
dissonance as the strife between communicated and experienced feeling. Another research
proposed that numerous administration situated occupations oblige workers to take after
integrative showcase standards ordering the presentation of positive influence and the
concealment of negative impact.

In an investigation of aircraft faculty, Heuven and Bakker (2003) found that the
cooperation of emotional dissonance brought about misrepresented levels of enthusiastic
depletion and depersonalization along with enthusiastic disharmony was a more vital indicator
of Burnout than employment control or whatever other occupation requests. Their "theoretical
emotional dissonance model" proposes that emotional dissonance, employment control, and
occupation requests together prompt depletion and after that depersonalization (Heuven &
Bakker, 2003). Gallina (2010) summed up that in his study laborers portrayed themselves as
"Double nationals" because they needed to adjust the association's needs with the requirements
of the customer and to utilize passionate work to evade the subjective. Dissonance resulted
from these cramps or limitations to giving whatever they felt was genuine social work. Debone
(2013) explored lighting Ontario's ongoing and modern monetary circumstance; this may
become a more significant issue for employees. While the youngster welfare administrations in
Ontario are not revenue-driven and supported by the provincial government, currently, there
have been several substantial budget reductions that have led to diminished staffing and
services. Individuals’ staff that integrated the corporation's actual valuations to their identities
may have less dissonance. More exploration of this type might need to be done to look for the
scope to which often this is consequence of persona versus Organizational tradition in addition
to command. It may be that will working using complicated discord delivers several staff
members a good sense involving fulfilment in addition to knowledge (Yu, Mirza, Chaudhary,
Arshad, & Wu, 2022).
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There is data that will some individuals might thrive under tense conditions that will
contain function discord (Kinman & Grant, 2010; Marchand, Demers, & Durand, 2005). The
amount in order to which a new technician senses emotional dissonance might be dependent on
how significant it can be to enable them to be traditional (Pugh, Groth, & Hennig-Thurau, 2011)
as well as the actual degree in order to which the particular person trust that social work has
any effect (Stalker, Mandell, Frensch, Harvey, & Wright, 2007). Quite simply, a new technician
may experience far more emotional dissonance any time the individual identifies, and is
particularly worried simply by, the actual hole between what exactly they're experience as well
as what exactly they're presenting towards buyer. If a technician believes which social perform
may sincerely guide individuals, the individual may feel the conflict involving the social perform
paradigm as well as child wellbeing train more deeply. Burnout was pushed aside as an
important theme pertaining to examination and analysis. It turned out regarded as careless and
even more the product or service of unusual theorizing from the common behaviorism of the
time. Seeing that period and analysis possess moved on, understanding burnout and relevancy
across procedures has gained worldwide consideration, as explained by (Maslach & Jackson,
2013). Templeton and Satcher has argued in his study that Burnt out working staff possess
increased rates involving absenteeism, lower efficiency, supply inadequate client solutions, are
usually unsuccessful, and may even ultimately search for additional work. Maslach et al. (2001)
stated in his study that burnout can be recognized by delayed depletion, skepticism, or
wastefulness as a reaction to incessant passionate and interpersonal stressors at work. Job
stress evaluates the extent to which workers feel weight or strain when working. The degree to
which representatives feel exhausted or aggravated at work is incorporated into this variable.
An example thing is "I feel disappointed by my work."

Large degrees of work pressure, job stress or employment anxiety has long been thought
to have bad and negative effects for people and employees along with organizations. Though
studies have realized emotional dissonance being the antecedent associated with employment
stress (Karimi, Leggat, Donohue, Farrell, & Couper, 2014; Tewksbury & Higgins, 2006).
Furthermore Kim (2009) documented the actual impression regarding these components of
emotional labor .We hope to find that frequency, attentiveness, variety and dissonance lead to
employment and job stress. According to a study in 2001 burnout gives you some basic
characteristics together with stress; however they are having distinctive ideas. actually burnout
can be distinguished by means of continuous exhaustion as well as inefficiency as being a
reaction to persistent emotional stress on job and therefore can be a result regarding long haul
stress (Maslach et al., 2001). Lewig and Dollard (2003) explored that the several studies get
that emotional dissonance increases emotional exhaustion. Furthermore as argued by the (Kim,
2009; Lee & Kim, 2011) that this connection and link has been investigated by Korean scientific
studies associated with emotional labor, which have observed it (job stress) to be a precursor
of emotional exhaustion.

Rate of frequency has substantial and significant effect. We hope to see that frequency;
emotional dissonance and job stress all boost the burnout (Kim, 2009). Emotional function
joined with Emotive labor in addition to Burnout Relationship organizational problems have been
linked to substantial amounts of burnout. High and Excessive emotive needs in addition to
substantial role-conflicts experienced an effect about most several proportions involving burnout
(Zapf, 2002). Maslach et al. (2001) proposed that The interpersonal setting of the employment
suggested, from the earliest starting point, burnout was considered not as an individual anxiety
reaction, but rather as far as an individual's social exchanges in the working environment and
centered consideration on the singular's feelings, and on the intentions and qualities
fundamental his or her work with beneficiaries. The administration workers are candidly
burdened. Furthermore Hochschild (1983) Enlightened that Emotional dissonance is base of
significant issues of the administration representatives or service employees. As concerning to
the actual frequency of being required to show feelings, opposing theories exist. Schaubroeck
and Jones (2000) examined in his study that it has a beneficial outcome with regard to the
requirement to show positive feelings. But on the other hand A few creators suggested that
these necessities have negative wellbeing impacts (Hochschild, 1983; Morris & Feldman, 1996).
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4, Conceptual Framework
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Figure 1: Conceptual Framework

4, Research Methodology

The fundamental goal of this study is to find the effects of four dimensions of emotional
labor which are frequency, attentiveness, variety and emotional dissonance, on the job burnout
by having the job stress as mediator. The nature of this study is quantitative and descriptive
which will enhance the knowing and understanding of the relationship and will prove the
relationship discussed in past studies within the context of health sector of Pakistan. Survey
method was used to investigate the association between frequency, variety, attentiveness,
emotional dissonance, job stress and burn out. For this purpose, Adapted Questionnaire was
used for data collection and it contained all the questions and scales related to frequency,
variety, attentiveness, emotional dissonance and job stress and job burnout. In order to collect
the data we select the nursing staff and doctors in major cities of Pakistan as our population. As
concern to sample size, we selected the thumb rule which was introduced by the Hair et al
(2010). According to this method one can obtain the sample size by multiplying the number of
questions in questioner by ten. So by utilizing this method our sample size for this study was
180 and out of them 107 respondents response correctly. 2" time we just collect data from
same employees. Simple random sample technique was applied to collect data and this method
was adopted in the light of that majority of the scientific studies inside social sciences taken this
technique.

In order to collect the data we select the nursing staff and doctors in major cities of
Pakistan as our population. As for as concern with the sample size we select the thumb rule of
Hair et al (2010). According to this method one can obtain the sample size by multiplying the
number of questions in questioner by ten. So by utilizing this method our sample size for this
study was 180 but the correct responses were 107 for both times. Simple random sample
technique was applied to collect data and this method was adopted in the light of that majority
of the scientific studies inside sociable sciences taken this technique. Emotional labor involves
the management of emotions and expressions of employees into the workplace. It has four
major dimensions such as attentiveness which means display of rules of emotions, frequency
means the appropriate way of feelings, variety means displaying the different emotions at
workplace and finally emotional dissonance which means balancing of managing the emotions
at organization.

4.1. Results and Analysis

Respondents of our study contained 42 responses by male and 65 by female whose
percentage is 39.3 % & 60.7% respectively. Mostly respondents were between the ages of 26-
45 years whose percentage is 64.5%.following to this 16.8% were of the age group up to 25
years , 11.2% were of the age group of 46-65 and 7.5% were the age group of 56 above. Among
these respondents 45 respondents whose percentage is 42.1 were bachelors, 55 respondents
whose percentage is 51.4% were masters, 1 respondent whose percentage is 0.9% belongs to
PhD, 6 respondents whose percentage is 5.6% are others respectively. Among all of these
respondents 25.2% respondents are on contractual basis, 67.3% are permanent job holder,
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7.5% are others respectively. Length of experience of these respondents are 14% respondents
having up to 1 year, 27.1% have 2-5 years , 26.2% have 5-10 years , 31.8% have above 10
years respectively.

Table 1:
Construct Mean SD a 1 2 3 4 5 6
1 Frequency 3.71 .643 .818 -
2 Attentiveness 3.83 .796 .798 332" ---
3 Variety 3.69 .885 .755 278" .555* ---
4 Emotion Dissonances 3.13 1.07 .732 .284* 168 4137 ---
5 Job Stress 2.48 .974 .763 .269* .445™* .388 418 ---
6 Burnout 3.05 1.43 741 .332" .403" .399"" . 453** 270" ---

This study was longitudinal so we use to collect the data two times from each respondent.
The gap of responses was of for four months. The results were different both times. Table 1
showing the actual standard deviation, arithmetic mean and also Pearson correlations between
the variables of the study based on responses associated with employees of the hospitals for
time one and time two. All the correlation results of the variables fairly demonstrated strengthen
connection with time 2 answers. All the variables were positively and significantly correlated
with each other’s. The value 0.555 is the highest correlation value in table 1 for the first times
response which is existed between the attentiveness and variety. . It is highlighting that the
variety and attentiveness are positively correlating with each other and having moderate
standard deviation. In second time the results of the responses were same in nature but with
different values. This time the highest correlation value was 0.567. Other variables (Emotional
dissonance, frequency, Job stress and burnout) are also correlated with one another. The values
of arithmetic mean are displaying the responses trend that a lot of them usually are humiliated
toward agreeableness. The alpha values are also under acceptable range for all the variables for
both times which are proving the reliability of data. Effects portrayed the partnership concerning
underneath variables grew to be better at time two as compared to period 1 which shows that
with the increase in independent variables.

4.2. Psychometric Analysis
Table 2: Time 1

CR AVE F A \'"/ ED JS B
Frequency 0.766 0.545 0.875
Attentiveness 0.871 0.645 0.434 0.775
Variety 0.78 0.590 0.554 0.347 0.769
Emotion Dissonances 0.719 0.645 0.672 0.678 0.569 0.779
Job Stress 0.712 0.562 0.652 0.383 0.747 0.674 0.712
Burnout 0.734 0.582 0.562 0.691 0.610 0.772 0.533 0.672
Table 3: Time 2
CR AVE F A \'"/ ED JS B
Frequency 0.810 0.568 0.881
Attentiveness 0.859 0.659 0.548 0.784
Variety 0.820 0.598 0.569 0.383 0.747
Emotion Dissonances 0.762 0.692 0.672 0.691 0.610 0.792
Job Stress 0.778 0.571 0.643 0.344 0.718 0.653 0.653
Burnout 0.762 0.593 0.592 0.682 0.673 0.738 0.676 0.778

The above notice table is representing the modal’s convergent and discriminant validity.
The value of composite reliability is grater then 0.7 and in second time response results were
same with increasing trend the AVE’s value is grater then 0.5in first response and second time
ratio is increasing so we can say that this modal having convergent validity. The AVE’s square
root value must be higher than the values of correlation because the discriminant validity
depends upon it. And in results mentioned above the values of AVE square root are greater than
the correlation’s values which are representing the discriminant validity of table.
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4.3 Fit indices for SEM& CFA

Table 4:
Timel Time2
Fit Indices CFA SEM CFA SEM
Cmin/df 3.05 2.99 3.02 3.02
GFI 0.95 0.94 0.94 0.93
AGFI 0.82 0.84 0.83 0.82
CFI 0.94 0.93 0.94 0.94
RMSEA 0.07 0.06 0.07 0.05

Table 4 presenting the results of model fitness from both CFA and SEM dimensions.
Goodness of fit index is given at the first place which represents the variance covariance matrix
and as its value is greater than 0.90 so it is declaring a good fit of the model. AGFI is adjusted
GFI whose value is greater than 0.8 which is quite good to prove that model is good fit. CFI is
representing the comparative fit index which is showing more realistic values that are proving
that model is near to absolute fit due to greater than 0.9 values. RMSEA is root mean square
error of approximation whose value is lesser than 0.10 so that is also indicating the good fitness
of model. The values of NFI, PGFI and PNFI are also lies in good range so they are also
contributing that the understudy model is quite fit in statistical terms.

4.4. SEM Path Analysis
Table 5: Timel

Direct Effects Indirect Effects Total Effects

Burnout <---Job Stress <--- Frequency .45%* .34%* .48%*
Burnout <-- -Job Stress <--- Attentiveness .38% .32%* 45%
Burnout < --- Job Stress <--- variety .29%* 27* .34%*
Burnout<-- Job Stress <--- Emotion Dissonances .42* .33%* 46%*

*p<0.05, **p<0.01, ***p<0.001

Table 6: Time 2

Direct Effect Indirect Effects Total Effects

Burnout <---Job Stress <--- Frequency 47%* .32%* .54%
Burnout <-- -Job Stress <--- Attentiveness .39%* .34%* 46%*
Burnout < --- Job Stress <--- variety .30%* .29%* .36%
Burnout <-- Job Stress <--- Emotion Dissonances .45% .34%* 49%*

*p<0.05, **p<0.01, ***p<0.001

For the Hypothesized association of the model table 5 and 6 are showing the regression
weight significances. The direct relationship between burnout and frequency was .47 which
significant but due to mediating role of job stress it reduce to .32. Relationship between burnout
and attentiveness is .39 and due to mediating role job stress in decrees to .34 ... the table
showing that with mediating effect remains significant so job stress is partly mediating the
relationship.

5. Conclusion and Policy Implications

The study represents emotional labor and its components with burnout effect. All the
components of emotional labors are significant and statistically substantial. These kinds of
studies are crucial, because the particular consequences fluctuate with regards to the higher
level of attentiveness, variety, along with over emotional Dissonance, and there's importance
with checking out these kinds of factors, which may have largely been ruled out coming from
open public management research associated with emotive labor.The end result regarding
frequency is usually exciting given the initial focus on this specific component (Kim, 2009).
Furthermore, according to its analysis which includes were known to set a lot more focus on
some other factors, especially emotional dissonance (Kruml & Geddes, 2000; Lewig & Dollard,
2003; Morris & Feldman, 1996).

Attentiveness had been located to be able to specifically raise job stress along with not
directly but indirectly raise burnout because of the mediating mechanism of job stress.The
negative consequences can be seen for the employees in case if timeframe and intensity of
emotional labor enlarged.This finding is in keeping with previous research with other
areas.Variety has both effects which means that this may propose a division involving people
3015



workers who want to perform much more different psychological job along with consider
pleasure by performing his or her tasks in this way and people exactly who find it burdensome
to switch among displaying various emotions.The study contributes in the field of health sector
regarding the dealings of emotions and makes the compatible with the public environments. It
also includes stress management that holds ultimately burnout issues specifically in healthcare
sector of Pakistan within the practicing nurses.

Emotional dissonance had been identified to lead to additional constantly adverse
outcomes. Dissonance had been linked with enhanced job stress and burnout, though these
types of findings usually are consistent with previous study (Grandey, 2000; Lewig & Dollard,
2003; Morris & Feldman, 1996).

5.1. Limitations and Directions for Further Research

This study possesses a number of limitations.For example, this reviews the results of a
convenience test of staff of hospitals wards within major cities of Pakistan.The sample size
seemed to be small on account of which often results might not be substantial and because of
monetary in addition to time limitations study is done only in major cities of Pakistan.
Furthermore,the same research can also be made in different cities and with different sectors.
Further researcher can include more dimensions for study as we take job stress as mediator and
burnout as dependent variable while the other can include the job satisfaction in it.This study
has some public sector specifically data collection limitations (practicing health care nurses) like
approaching the respondents and taking their time for filling the questionnaire.Another limitation
is that it failed to incorporate emotional labor conducted throughout intra-organizational
connection involving co-workers, managers and supervisors, and therefore their ramifications
as well as recommendations are generally restricted to staff incurs while using the general
public. In our study the burnout is dependent variable further study can take job satisfaction as
there dependent variable. It is something that might have obvious gains pertaining to both
equally employees and also companies within the public segment.

5.2. Practical Implication

Emotional labor can be reduced by making the relaxation in the displaying rules for the
employees, inside the impression of which staff members might be urged to act much more
naturally. The particular positive results associated with variety could possibly be gathered
simply by providing employees options to manage a variety of consumer inquiries, by including
those employees that are required for being achieved using the two positive and adverse
emotions. Relaxation in the display rules might be resisted by the management as a result of
ways emotional labor is actually typically a lot more noticeable through it is deficiency along
with providing the right sentiment is indeed firmly limited way up having suggestions involving
what creates a professional services. In additionone recommendation is that it is good for
training program for the employees to add in substantive content material upon handling
emotional dissonance. It also can be beneficial for the management at the time of recruitment
the management can select the person who used to feel less emotional dissonance and
consequently more unlikely to get stressed or even burned out.Ethical consideration applied in
this research as it indicated the informed consent along with maintenance of confidentiality and
privacy throughout data collection from respondents. Privacy is an important element and it will
be maintained in future as well. Furthermore, there is no any deception and hazards associated
with this study.
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