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Research on the Relationship of Psychological Capital,
Emotional Labor Strategies and Job Burnout

Li Xiaoyan,Zhou Erhua
School of Management, Huazhong University of Science and Technology, Wuhan 430074, China

Abstract : From the perspective of positive psychology this study intreduces psychological capital ( PsyCap) to explore the employ-
ees’ job burnout issue in the service industry. The research adopts the individual PsyCap as the inhibited factor of job burnout
and the antecedents of emotional labor strategies and explores the direct effect of PsyCap on job burnout and emotional labor strat-
egies as well as the mediating role of the emotional labor strategies between PsyCap and job burnout. To investigate those relation-
ships, we select customer service representatives in a call center as the sample. Through the large-scale survey, we get 800 valid
questionnaires and apply correlation analysis and a series of SEM ( structural equation model) analysis. The results reveal that
PsyCap has a significantly negative effect on all dimensions of job burnout and the surface behaviors of emotional labor strategies
and a notable positive impact on the passive deep behaviors and initiative deep behaviors. The direct effect of PsyCap on job
burnout is strikingly greater than the mediating effect of emotional labor strategies between PsyCap and job burnout. These find-
ings provide a new perspective to explore the issue of job bumout. Organizations can directly interfere with the employees’ job
burmout through PsyCap.

Keywords ; psychological capital ; emotional labor strategies;job burnout;service industry employees
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