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Abstract

Burnout, characterized by emotional exhaustion, depersonalization, and a diminished sense of
personal accomplishment, is an occupational phenomenon now recognized by the World Health
Organization. This study explores the interplay between psychological capital and emotional
labour in contributing to burnout among workers in a Malaysian non-profit organization (NPO).
Psychological capital encompasses positive psychological states such as self-efficacy,
optimism, hope, and resilience. Emotional labour involves managing emotions to fulfil job
roles, often requiring workers to present emotions that may not reflect their true feelings. The
constant need to maintain these emotional displays can lead to emotional dissonance and
burnout. Given Malaysia's demographic shifts towards an ageing population, the implications
of burnout among NPO workers, who provide critical services to vulnerable groups, are
significant. The high workload and emotional demands placed on these workers can result in
chronic stress, emotional exhaustion, and a decrease in job performance and motivation. This
study aims to fill the research gap by examining the specific factors that contribute to burnout
in the Malaysian context, considering the unique cultural and social dynamics that may
influence these relationships. The findings of this research can provide valuable insights for
developing interventions to enhance psychological resilience and manage emotional labour
more effectively among NPO workers. By addressing these challenges, organizations can
support their workforce in maintaining high levels of service quality and personal well-being,
which is crucial for the sustainability of NPOs and the well-being of the communities they
serve.
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1. Introduction

Burnout has been classified as one of the epidemics that can potentially spread through informal
encounters in the workplace. The World Health Organisation (WHO) has recently added burnout
to the 11th Revision of the International Classification of Diseases (ICD-11) as a recognised
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occupational phenomenon. Therefore, the occurrence of burnout among workers is a matter of
worry due to its harmful consequences for the individuals afflicted, the larger business, and the
consumers or community they serve. The burnout condition manifests as both physical fatigue
and emotional depletion. Malaysian non-profit organisations (NPOs) are worried about the
negative impact on the services they provide to the public due to the current shortage of
manpower and excessive workloads. It is important to take early measures to assess the existing
state of well-being among NPO workers, as Malaysia is actively progressing towards being one
of the countries with a high proportion of elderly population by 2030. The observable
manifestations of burnout include cephalalgia, abdominal discomfort, emesis, muscular tension,
and persistent, recurring exhaustion. Burnout symptoms manifest as psychological stressors,
including anxiety, depression, and sleep disturbances. Individuals experiencing burnout exhibit
emotional and physiological detachment from their work, reduce their time and energy spent on
daily activities, limit their engagement to certain tasks, and frequently have absences from work.
Producing work of exceptional quality requires a significant investment of time, effort,
commitment, and creativity. However, an individual who is experiencing burnout would not be
able to perform at their best.

Burnout is characterised by a decrease in both the standard and amount of work accomplished
(Schaufeli, 2017; Keri et al., 2020; Rafael et al., 2021). Non-profit organisation (NPO) personnel
assist individuals in managing and resolving personal, familial, and occupational challenges
(FSU Online, 2020). Miller (2022) investigated the heightened susceptibility of NPO personnel
to stress due to their focus on the needs of others. The excessive workload was associated with
compromised health and overall well-being (Chron, 2021). The workload is perceived as both
physically and psychologically exhausting. The impact is characterised by mistreatment and a
lack of recognition (Gozzoli et al., 2018). By 2050, the World Health Organisation (WHO, 2019)
predicts that around 16% of the global population will consist of old individuals due to the fast
ageing of the world's population. The majority of developed nations have adopted the age of 65
as the standard criteria for the old (Bilgili & Kitig, 2017). According to the World Health
Organisation (WHO) in 2019, the percentage of people aged 60 and beyond in the global
population is expected to rise from 12% to 22% between 2015 and 2050. As chronic diseases
persist, the demand for and attention to the aged population is increasing due to the heightened
vulnerability of the elderly to the present Covid-19 pandemic. A study conducted by Akgun-
Citak et al. (2019) shown that in four countries, carers of human services are likely to face
challenges in managing their personal lives and dealing with their emotions. It is necessary to
examine the difficulties associated with being a caring or carer.

Hence, it is imperative to have a comprehensive understanding of the phenomenon of burnout
among social workers, including its intricacies and strategies for overcoming it, in order to
sustain dedication to a noble mission and preserve empathy and dedication. After almost half a
century, burnout has become a prevailing phenomenon that resonates with people's collective
encounters. This phenomenon has motivated researchers to investigate and comprehend its
nature and underlying reasons. It has motivated physicians to seek methods of managing,
evading, or combating it. Burnout has been acknowledged as a significant social issue that merits
the attention of researchers and professionals. Due to its widespread acknowledgment in
numerous countries, this phenomenon has acquired exceptional international relevance.
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Research is shifting its perspective on burnout from being viewed as a static state to being seen
as a dynamic process (Maslach, 2017). This strategy offers significant benefits by enabling
individuals to swiftly intervene when they identify signs of pressure or worry, minimising the
necessity to wait for NPO workers to reach a breaking point. The NPO personnel and their
respective departments will assume responsibility for effectively managing this phenomenon in
order to achieve excellence in the field of social care (FSU Online, 2020). Presently, the World
Health Organisation (WHO) is undertaking the development of evidence-based guidelines on
mental well-being in the workplace. It is high time for Malaysia to take action in this regard.

Problem Statement

The phenomenon of burnout among NPO workers in Malaysia is a relatively recent topic in
research, posing a challenge for academics seeking to enhance the current understanding within
the Malaysian context. According to Maslach and Leiter (2016), there is a lack of credible data
on the elements that prevent burnout and those that increase the likelihood of experiencing it
across different demographics, personality traits, and types. There is a dearth of agreement and
ambiguity surrounding nearly every demographic variable that has been studied, with conflicting
results on the impact of gender, age, ethnicity, marital status, and parental status on burnout. The
proportion of human care workers experiencing job burnout has been consistently increasing.
The Child Welfare Workforce 2004 report, published by the American Public Human Services
Association (APHSA) in 2005, identified several factors that contribute to worker turnover in
the field. These factors include excessive workloads, large caseloads, after-hours work, excessive
paperwork, inadequate resources, limited career advancement opportunities, and low salaries.
These variables can potentially contribute to the symptoms of Secondary Traumatic Stress (STS).
Research undertaken by Pan (2017), Margaretha (2019), and Stefan (2020) indicates that burnout
among workers results in a decline in both overall employee performance and motivation.

Psychological Capital and Emotional Labour are two influential characteristics that can greatly
contribute to the occurrence of burnout among workers. Psychological capital encompasses an
individual's constructive mental assets, such as self-efficacy (confidence in one's ability to
achieve goals), optimism (favourable perspective on future results), hope (persistence and focus
on objectives), and resilience (capacity to recover from difficulties). Although these attributes
are typically advantageous, they can potentially have adverse consequences if not effectively
controlled, resulting in burnout. Individuals possessing a high level of psychological capital tend
to establish ambitious objectives for themselves, firmly believing in their ability to overcome
any hindrance. Nevertheless, maintaining a constant pursuit of flawlessness and exerting
excessive effort can lead to persistent tension and fatigue, ultimately leading to burnout.
Emotional work entails the management of emotions in order to fulfil job expectations,
frequently necessitating individuals to exhibit particular emotions irrespective of their genuine
sentiments. This is especially pertinent in occupations that entail direct engagements with clients,
consumers, or service users. Emotional labour is an essential aspect, yet it can result in burnout
in specific situations. Emotional dissonance arises when employees are compelled to display
emotions that contradict their authentic feelings. Persistently repressing or feigning emotions can
be emotionally exhausting and contribute to long-term burnout.
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Essentially, when individuals find it difficult to handle the responsibilities associated with
psychological capital and emotional labour, it can lead to burnout. Excessive psychological
capital can result in excessive effort and unreasonable expectations, while emotional labour can
result in emotional fatigue and lack of authenticity. In order to avoid burnout, it is necessary for
both individuals and organisations to cultivate a harmonious attitude to defining goals, managing
stress, regulating emotions, and taking care of oneself. Although there is increasing interest in
comprehending the elements that contribute to burnout among non-profit organisation (NPO)
workers, there is a notable lack of study in investigating the connections between psychological
capital, emotional labour, and burnout. The Malaysian context, characterised by its distinctive
cultural, religious, and social dynamics, offers an interesting setting for examining these
connections. This investigation could provide insights into the interplay and impact of these
factors on burnout among NPO workers in Malaysia. This context-specific investigation can
offer a detailed comprehension of these interactions, yielding insights that may be applicable to
other places with comparable cultural dynamics. By filling this research need, the study has the
potential to make valuable contributions to both academic literature and practical applications in
the fields of human resource management and organisational development within welfare
organisations in Malaysia.

2. Literature Review
Burnout

The term "burnout” is used to describe a phenomenon that occurs in the context of providing
care and services to individuals who are emotionally demanding (Maslach et al., 2001). Burnout
was initially defined as "a state of exhaustion or disillusionment resulting from a commitment to
a cause, lifestyle, or relationship that fails to yield the anticipated rewards" (Freudenberger &
Richelson, 1981), and subsequently characterised as "a psychological syndrome that arises from
prolonged interpersonal stressors in the workplace" by Maslach et al. (2001). The term was
initially employed to characterise an individual who lacked the ability to do their assigned tasks
competently. Devilly et al. (2009) provided a definition of burnout as a state of mind
characterised by enduring work-related stress. Burnout is characterised by three components: a)
experiencing emotional and physical exhaustion, b) disengaging from work (which may include
developing a negative attitude towards the job), and c) feeling ineffective and believing that one's
accomplishments are insignificant (Portero de la Cruz et al., 2020; Bang & Reio, 2017). Work-
related factors, rather than exposing clients to stressful situations, are the primary cause of
burnout (Sergio et al., 2022). Burnout typically arises from factors such as a large volume of
cases, excessive paperwork, insufficient support, a scarcity of personnel resulting from a lack of
new recruits, and excessive work demands (Poon et al., 2022; Talaee, et al., 2022). Burnout
impacts various professions, including social workers, teachers, police officers (Maslach, 2003),
as well as nurses, doctors, psychotherapists, counsellors, psychiatrists, pastors, and childcare
professionals. Burnout has been documented in both long-term care professionals (Kimes, 2016)
and nurses (Shah et al., 2021). Therapists who specialise in treating sexual abuse in individuals
who have committed sexual offences also experience burnout (Baum & Moyal, 2018).

ESIC | Vol. 8.2 | No. 1 | 2024 2%



Al-Shams Abdul Wahid, Muhamad Khalil Omar, Idaya Husna Mohd

Freudenberger and Richelson (1981) identified a range of symptoms associated with burnout,
including emotions of alienation, impaired cognitive skills, despair, fear, heart failure, insomnia,
loss of idealism, and loss of spirit. Maslach et al. (2001) define burnout as a state characterised
by emotional exhaustion, depersonalisation, and reduced sense of professional accomplishment.
It involves experiencing emotional depletion, a decline in self-esteem, and a decrease in
professional performance. Emotional depletion arises when stress and conflicts across roles are
combined with high expectations and a neglect of self-care. Individuals may experience
depersonalisation as a result of heightened stress from work, continuous personal involvement,
work demands, and managing customer grievances and difficulties. In order to assess a decline
in an individual's professional success, one can observe indicators such as diminished
acknowledgement, feelings of incompetence, inadequate guidance, limited involvement in
decision-making, and absence of acknowledgment in the absence of a reward system (Tutar et
al., 2020). Burnout is an occupational ailment that has detrimental consequences for enterprises,
such as increased absenteeism, significant employee turnover, and a disruption in the continuity
of care. Burnout adversely impacts the mental and physical well-being of employees. Employees
may have adverse consequences, such as substance addiction and marital difficulties (Wilkerson
etal., 2017). Individuals classified as experiencing burnout might have a negative effect on work
relationships due to personal conflicts and disruptions in productivity (Maslach, 2016). The
Maslach burnout inventory (MBI), created by Maslach and Jackson in 1981, is a highly utilised
and regarded tool for study in the topic of burnout. It has been translated and verified in numerous
languages, making it a globally accepted standard (Maslach & Leiter, 2016, p. 104).

Burnout has been linked to several detrimental impacts on the physical and emotional well-being
of employees (Abramson, 2022; Baka, 2015; Maslach & Leiter, 2016; Ozturk & Ay, 2018). The
tiredness factor of burnout is a stronger predictor of stress-related health and behavioural
problems compared to the other two components (Maslach & Leiter, 2016). Work burnout might
potentially result in mortality, which is regarded as the ultimate consequence of work burnout
(Kalra & Sahay, 2018). The research on parameters linked to burnout syndrome exhibits a
notably uneven pattern. A comprehensive investigation of the relationship between age and
burnout syndrome has shown inconclusive findings (Amoafo et al., 2015; Arrogante & Aparicio-
Zaldivar, 2017; De la Fuente-Solana et al., 2017; Gmez-Urquiza et al., 2017). Some scholars
argue that burnout syndrome might occur when there is a lack of experience in a specific field
(lorga et al., 2017; Kutluturkan et al., 2016; McKinley et al., 2017). Burnout syndrome is
correlated with an increase in stress, anxiety, and hopelessness (Lebares et al., 2018; Pereira-
Lima & Loureiro, 2015; Upadyaya et al., 2016). NPO worker burnout refers to a condition
characterised by extended stress and pressure, resulting in physical, emotional, and mental
depletion. Malaysian non-profit organisation (NPO) workers may face burnout as a result of
various causes, including heavy workloads, insufficient support and resources, and the emotional
strain of assisting disadvantaged populations (Pang et al., 2022). Due to the inconsistent data on
the components related to burnout syndrome, it can be difficult to predict the condition (Shahid
& Muchiri, 2019).
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Psychological Capital

Psychological capital is a concept that describes an individual's positive psychological condition
of growth, typified by qualities such as hope, resiliency, strong self-efficacy, and optimism
(Luthans et al., 2015, p.3). The subsequent section will provide a more comprehensive analysis
of each of these qualities. According to Luthans et al. (2015, p.3), individuals with high
psychological capital possess the self-assurance and belief in their own abilities to persist in their
efforts until they achieve success, even in the face of challenges. They maintain an optimistic
outlook and continue to pursue their goals with determination and hope, remaining resilient and
persevering through problems and adversity until they reach their desired outcome. According
to Bandura (1999), leaders require four essential resources in order to develop efficacy, which is
closely linked to psychological capital. Psychological capital is derived from the literature on
job motivation (Stajkovic, 2006), positive psychology (Lopes & Synder, 2009), and social
cognition (Lynn et al., 2022). Psychological Capital (PsyCap) was created as a defence
mechanism that can promote positive well-being (Wang et al., 2022). The optimistic
psychological attitude towards the well-being of workers has led to an increased focus on
positive organisational behaviour (POB) (Manuti & Giancaspro, 2018). Psychological capital is
a promising construct for discovering factors that promote employee well-being.

Studies have demonstrated that these traits can be inherent and influenced by personality and
culture, as observed by Yin et al. (2016). They acknowledge that psychological capital has a
positive effect on the mental regulatory mechanism and reduces emotional fatigue among
employees. According to Newman et al. (2014), those who have high PsyCap scores exhibit a
greater sense of optimism towards the future and possess stronger confidence in their ability to
overcome work-related challenges compared to those with lower scores. Individuals who possess
these advantageous psychological states are more inclined to exert effort and achieve high
performance, thereby enhancing job satisfaction (Newman et al., 2014). PsyCap is an important
concept because it has a significant impact on attitudes, behaviours, and performance results. It
is considered state-like, meaning it can fluctuate over time. This influence has been supported
by research conducted by Da et al. in 2021. Psychological capital is comprised of four separate
attributes: hope, efficacy, resilience, and optimism. Collectively, these four attributes equip
individuals to have confidence in undertaking difficult responsibilities, to have faith in their
capacity to surpass expectations, and to overcome adversity.

Hope

Both physical and mental health have been linked to characteristics such as optimism and hope
(Du et al., 2015). Snyder et al. (2003) argue that hopeful thought is the belief that one may find
solutions to achieve their goals and be inspired to take action towards those goals. Hope is a
cognitive process that fosters the cultivation of resolve (a focused intention to achieve a goal)
and volition (the formulation of plans to attain goals), both of which lead to positive emotions
(the anticipation of fulfilling desired objectives). Hope is often regarded as a mental attitude or
cognitive approach that is rooted in the belief that transformation is achievable and the
expectation that the future will be favourable. Individuals who exhibit higher levels of hope
generally report having increased self-esteem and decreased self-deprecating thoughts. Hope is
closely associated with "agency," which refers to the extent to which an individual feels in charge
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of their own life, particularly in terms of addressing mental health concerns or inappropriate
pharmaceutical usage (also known as "Recovery"). The concept that hope and self-confidence
can be enhanced via interaction with individuals who have faced comparable challenges and
successfully overcame them is a fundamental aspect of the most influential approach in fostering
hope within the "Recovery Movements." This procedure is referred to as "Visible Recovery."
Heightened optimism might bolster perceptions of one's effectiveness.

Self-Efficacy

Self-efficacy is often regarded as the fundamental basis of human organisations (Bandura et al.,
1999). Bandura has conceptualised self-efficacy as an individual's belief in their ability to
mobilise motivation, cognitive resources, and organisation to address a circumstance. Self-
efficacy refers to the belief in one's ability to achieve a specific goal or objective (Bandura et al.,
1999). Furthermore, there exists a sense of determination and persistence among individuals who
have confidence in their capacity to regulate their emotions despite challenging situations.
Individuals with a sense of efficacy are more inclined to disregard negative emotions about
themselves and their capabilities compared to those who feel unsuccessful (Scott, 2022).
Bandura et al. (1999) posited that individuals could postpone difficult work duties by relying on
their qualifications. When faced with a difficult task, these persons tend to focus on negative
outcomes and hence experience a heightened level of fear. They spend more time thinking about
their future failures rather than finding solutions to the problem at hand. It is commonly asserted
that some individuals attribute their failure on personal shortcomings. Individuals that possess
self-efficacy have a higher level of confidence in their abilities, which leads them to invest more
time in searching for a solution. Through our endeavours, we exhibit increased diligence and,
hence, achieve greater effectiveness in confronting demanding and typically arduous tasks. Self-
efficacy is considered equivalent to resilience because it is believed that self-efficacy has a vital
role in an individual's capacity to adjust and manage difficult situations (Sabouripour et al.,
2021). Individuals with a robust sense of self-efficacy are more inclined to feel that their
activities and endeavours can result in beneficial outcomes. This conviction drives their
determination to confront issues directly and utilise efficient problem-solving techniques.
Proactive and adaptive coping techniques are essential components of resilience. Various
research has demonstrated that self-efficacy is a crucial component.

Resilience

The concept of resilience has evolved over the past four decades as it is found in scientific
literature (Cicchetti, 2010). Consequently, there was a dearth of agreement over the definition
(Bonanno & Keltner, 2004; Luthar et al., 2000; Masten, 2007; Olsson et al., 2003). However,
the comprehensive resilience literature has established three distinct concept definitions:
resilience as an outcome, as a mechanism, and as a personality trait (Ya et al., 2014). Resilience,
in the face of dangers, has been recognised as a successful response to sudden pressures and
ongoing challenges (Mahdiani & Ungar, 2021; Chmitorz et al., 2018). Resilience is an intricate
mechanism that helps individuals adapt to situations including risks by considering the
interaction between risk factors and protective resources within a given process. Resilience is a
favourable attribute within the broader group of personality traits that enables individuals to
bounce back from adversity and thrive, grow, and enhance themselves in challenging situations.
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Although these three specific categories of concern focus on resilience, for the purpose of this
research, resilience will be regarded as a human trait that aids individuals in recovering from
adversity and thriving. The development of resilience allows for a more distinct comparison with
other traits of personality. Employees who are resilient have a greater capacity to recover from
setbacks or obstacles and regain or surpass their previous level of production (Craig & Muskat,
2013).

Optimism

Optimism can be defined as the act of making a confident assumption about achieving success
in both the present and the future. Individuals with a low external locus of control are more
inclined to internalise and attribute positive experiences. They believe that exerting effort is
necessary for favourable outcomes to happen. Nevertheless, optimists maintain the belief that
they will consistently encounter amazing opportunities in the days to come. To enhance
optimism, it is crucial to redirect your focus. It can be cultivated through practising acceptance
of the past, savouring the current moment, and recognising opportunities in the future. The
manner in which we assess previous events has an impact on our ability to predict future
occurrences. Optimism is the overall belief of an individual that they will experience more
advantageous situations than disadvantageous ones in the future. Additionally, it examines how
individuals perceive the elements that contributed to previous events, whether favourable or
negative, in order to shape their anticipations for the future. From this perspective, pessimists
assign the causes of terrible experiences to internal factors, such as believing that they are
responsible for things going wrong, whereas optimists attribute the causes of negative
experiences to external factors, such as bad luck. In contrast, individuals with a pessimistic
outlook believe that success is a result of luck, whilst those with an optimistic mindset attribute
it to their capabilities (Cavus & Gokgen, 2015).

The Relationship Between Psychological Capital and Burnout

Psychological capital is a promising construct for discovering factors that promote employee
well-being. Priorly said, PsyCap encompasses four separate attributes: hope, efficacy, resilience,
and optimism. Collectively, these four attributes equip individuals to have confidence in
undertaking difficult responsibilities, to have faith in their capacity to surpass expectations, and
to overcome adversity. Prior study has investigated the correlation between resilience and
burnout syndrome. The durability of the PsyCap concept has been linked to the prevention and
alleviation of symptoms related to burnout syndrome (Arrogante & Aparicio-Zaldivar, 2017;
Rosenberg, 2018; Rushton et al., 2015). Rushton et al. (2015) did a quantitative correlation study
to investigate the association between resilience, hope, and burnout syndrome among nurses in
order to establish the components of a healthy work environment. The results showed a
significant and inverse relationship between emotional exhaustion, depersonalisation, and
resilience aspects of burnout syndrome in the surveyed nursing staff (Rushton et al., 2015).
Resilience was found to have a favourable correlation with the personal performance aspect of
burnout syndrome. Furthermore, the study revealed statistically significant correlations between
hope and burnout syndrome. Rushton et al. (2015) identified a correlation between hope and
nursing burnout. The study conducted by Rushton et al. (2015) revealed a significant negative
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association between hope and emotional tiredness (-0.34) as well as depersonalisation symptoms
of burnout syndrome (-0.31).

Conversely, hope showed a positive correlation with the individual performance aspect of
burnout syndrome, with a correlation coefficient of 0.43 (Rushton et al., 2015). The evidence
suggests that as individuals' hope increases, their evaluations of their accomplishments and
effectiveness rise, while their emotional fatigue, depersonalisation, and cynicism decrease.
Previous studies have also investigated the correlation between self-efficacy and burnout
syndrome. Research conducted by Amiri et al. (2019) and Onuoha & Idemudia (2017) has shown
a negative correlation between self-efficacy and burnout syndrome. Optimism has been linked
to higher levels of work and organisational engagement, but it has also been linked to worse
levels of physical and mental health (Fortes et al., 2020). This study investigates the impact of
four components of PsyCap, specifically self-efficacy, hope, resilience, and optimism, on
burnout. Although prior studies have established a connection between burnout and
psychological issues as well as stress, none have particularly investigated the many aspects of
PsyCap. Thus, this study seeks to fill the void in knowledge through its discoveries.
Consequently, the theories for these correlations are as follows:

i) Hypothesis 1 (Hi): There is a significant relationship between the psychological
capital’s dimension of hope and burnout among Malaysian NPO workers.

i) Hypothesis 2 (Hz): There is a significant relationship between the psychological
capital’s dimension of efficacy and burnout among Malaysian NPO workers.

iii) Hypothesis 3 (Hs): There is a significant relationship between the psychological
capital’s dimension of resilience and burnout among Malaysian NPO workers.

iv) Hypothesis 4 (H.): There is a significant relationship between the psychological
capital’s dimension of optimism and burnout among Malaysian NPO workers.

Emotional Labour

Emotion is a multifaceted condition that encompasses subjective experiences, physiological
alterations, expressive acts, and cognitive processes. It emerges as a result of different stimuli,
including both external and internal factors, and has a significant impact on an individual's ideas,
behaviours, and interactions with the surroundings. Emotions consist of a broad range of
experiences, including happiness, sorrow, anger, fear, surprise, and disgust, among other feelings
(Levenson, 2019). Emotional contagion refers to the transmission of different moods and
emotions that a worker in an organisation may acquire from a colleague or acquaintance.
Essentially, this concept illustrates that human emotions are infectious and can sometimes be
transmitted from one individual to another. Doherty (1997) categorised five primary emotions
as follows: happiness, love, rage, fear, and sadness. Emotional labour is the process of managing
emotions and expressions in accordance with organisational guidelines. It involves aligning one's
emotions with the emotions deemed necessary by the organisation for effective interpersonal
relationships (Hochschild, 2003; Mikolajczak et al., 2007). Emotional work can be defined as
the conscientious exertion of mental and emotional effort to comprehend and empathise with
others, experiencing their emotions as if they were one's own (Basm & Beenirba, 2012).
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Emotional labour has become a crucial component in a variety of professions and service
industries (Adams & Mastracci, 2018; Yucebalkan & Karasakal, 2016). The professions
mentioned encompass medical practitioners, nursing professionals, educators, airline personnel,
social service providers, call centre workers, and sales agents (Han et al., 2022; Bayram et al.,
2012). Emaotional labour refers to the act of expressing suitable emotions in order to improve job
performance (Kumar et al., 2022).

Hochschild (2003) coined the term "emotional work™ to refer to the act of effectively controlling
one's emotions in response to workplace demands. This process entails the manipulation,
modification, fabrication, or adjustment of emotions to adhere to the organization's regulations
for how emotions should be displayed in the workplace (Jeung et al., 2018; Lee & Ok, 2012;
Hochschild, 2003). The extensive study employs two procedures for managing emotions: (a)
surface acting, which involves manipulating imagined sentiments on the surface; and (b) deep
acting, which involves shifting ideas (Grandey, 2000; Hochschild, 2003). Emotional expressions
in the workplace can be altered or fabricated in order to conform to the expectations and
standards set by the organisation or job performance requirements (Grandey & Gabriel, 2015;
Lisa et al., 2019; lvona & Gerben, 2017). Emotional labour refers to the practice of individuals
effectively managing their emotions by engaging in surface-level activities. This involves
actively regulating their sentiments in order to display the desired emotion, making it a dynamic
and significant process (Grandey, 2000; Hochschild, 2003). Hochschild (2003) hypothesised that
surface acting is associated with a reduced sense of personal achievement, specifically in relation
to feelings of shame and dissatisfaction. Nevertheless, research indicates that deep acting, which
involves aligning internal ideas and feelings with the requirements of display rules, reduces
discrepancies and is not related to weariness. Aligning internal emotional states with corporate
rules can enhance professional achievement and reduce feelings of separation (Brotheridge &
Grandey, 2002). Organisations have shown that mental well-being is positively associated with
enhanced productivity, reduced employee turnover, and decreased absenteeism (Scanlan & Still,
2019; Bowers et al., 2021; Yasir et al., 2020). From the perspective of an employee, emotional
well-being has positive effects on physical and mental health, workplace engagement, and
overall satisfaction (Kun & Gadanecz, 2022; Ruggeri et al., 2020).

There are two main approaches that employees might use to carry out emotional labour: surface
acting (SA) and deep acting (DA). Surface acting is the act of seeming to show a certain emotion
without actually feeling it internally, while deep acting is genuinely trying to build the necessary
emotion before expressing it outwardly. Surface acting can be seen as fake since it requires
adopting a demeanour that lacks authenticity, while deep acting is typically seen as genuine and
emotional. Deep acting is a type of emotional regulation that involves proactively dealing with
emotional situations, whereas surface acting is a type of emotional regulation that involves
quickly responding to spontaneous requests for emotional expressions (Byrne et al., 2011).
Individual emotional work can be studied as different forms of emotion regulation that utilise
demanding methods such as surface acting and deep acting to manage emotions and expressions
(Grandey, 2000). Surface action involves the act of seeming to have emotions that one does not
genuinely feel or hiding one's true feelings. On the other hand, profound action involves
changing or converting the experienced emotions into more favourable ones by reevaluating or
focusing on them (Hochschild, 2003). According to Grandey (2000), emotional work refers to
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the process of regulating emotions by employing both superficial acts, such as changing
expressions, and inner activities, such as changing feelings. According to Chen and Fellenz
(2020), service professionals can develop the determination and vitality needed to engage in deep
acting during service encounters.

The core aspect of emotional labour is the individual's ability to regulate their emotions (Grandey
& Melloy, 2017). It is crucial to comprehend the value of emotional labour in terms of exchange,
as well as the regulations and job expectations in different professions. Due to the emotional
strain, individuals may develop pessimistic and cynical views towards others, along with
dehumanising and apathetic responses. These negative emotions can result in decreased
productivity and ultimately lead to unfavourable evaluations (Edu-Valsania et al., 2022).
Employees must effectively regulate their emotions to ensure that these encounters stay pleasant
and long-lasting. This frequently involves conforming to the specified facial expressions and
behavioural norms mandated by the organisation as a requirement of their job responsibilities.
Nevertheless, this emotional strain often leads to persistent emotional exhaustion, dissatisfaction
with one's employment, and increased rates of employee turnover, all of which have significant
consequences for service-oriented businesses (Grandey, 2000). Workers in non-profit
organisations (NPOs) in Malaysia frequently do emotional labour as a regular component of their
job, as they interact with customers who may be grappling with challenging personal and social
problems. This entails effectively controlling one's own emotions to uphold a professional
demeanour, as well as managing the emotions of clients to assist them in dealing with their
circumstances. Emotional labour can exert a significant toll on social workers and may lead to
burnout if not effectively handled.

The Relationship Between Emotional Labour and Burnout

Although there is a growing body of information regarding stress, emotional labour, and
symptoms of burnout, the research has not sufficiently examined the different aspects of
emotional labour as predictors of burnout. There was a widespread assumption that professions
involving "caregiving" possess a unique quality that enhances the sense of fulfilment in their
work. Research indicates that in challenging circumstances, the presence of conflict and the
dedication to regulating emotions are associated with increased stress and emotions linked to
burnout (Brotheridge & Grandey, 2002). According to Blomstrom-Johnson (2021), engaging
with consumers who visit regularly and over a long period of time was seen as a factor that can
lead to burnout. Occupations that necessitate substantial emotional labour, particularly when the
displayed feelings are insincere, might contribute to emotional fatigue and result in burnout
(zZhang et al., 2021; Kaur & Malodia, 2013). Superficial behaviours in emotional work
techniques have frequently been linked to low employee well-being, as indicated by studies
conducted by Sciotto & Pace (2022) and Zhang et al. (2023). The framework developed by
Grandeys (2000) helps to understand emotional work and its associated concepts. The
commencement of emotional labour is strongly linked to context cues, including overall
interaction norms and immediate emotional occurrences. Furthermore, engaging in demanding
emotional labour can result in enduring effects, impacting both personal factors such as burnout
or job satisfaction, as well as organisational factors such as performance or work avoidance
behaviour, in the long run. Jeung et al. (2018) conducted a literature review and found that
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emotional labour is a prevalent source of job stress in contemporary society, which ultimately
results in burnout. To comprehend the connection between emotional labour and its effects, such
as burnout, it is crucial to investigate personality traits like self-efficacy.

According to Morgan (2022), burnout is more prevalent among customer service personnel
compared to those working in industrial businesses. Given the significant emotional demands
placed on carers, our findings indicate that it is crucial to prioritise the recognition and
management of carer burnout (Gérain & Zech, 2019). Multiple meta-analyses have demonstrated
that surface actions and negative presentation rules are positively correlated with employee
burnout. These findings are supported by studies conducted by Hori & Chao (2019), Meinert
(2017), Kammeyer-Mueller et al. (2013), Thomas et al. (2017), Salama et al. (2022), and Dudley
(2017). However, a contrasting perspective on emotional labour has surfaced, emphasising that
negative outcomes associated with emotional labour may be due to a mismatch between
individuals and their employment rather than the actual use of such strategies (Humphrey et al.,
2015). Displaying suitable emotion on every occasion requires both exertion and a profound
aspect of an employee's uniqueness. When a corporation exerts control over an employee's
emotions, it can have detrimental effects on their physical and mental health, and can also
contribute to burnout (Hochschild, 2003). Thus, the assumptions for these correlations might be
stated as:

i) Hypothesis 5 (Hs): There is a significant relationship between emotional labour’s
dimension of surface acting and burnout among Malaysian NPO workers.

i) Hypothesis 6 (He): There is a significant relationship between emotional labour’s
dimension of deep acting and burnout among Malaysian NPO workers.

Hope

Rezilience

| Efficacy

Optirmism

Burnout

Emotional Labour

| Deep Acting

| Surface Acting

___________________

Figure 1. Research framework
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3. Methodology

The cross-sectional quantitative study was chosen since it allows for a thorough examination of
a complex subject through a scientific and targeted approach, with a focus on the specific
objectives and correlations being investigated (Sang, 2008). According to Figure 1, the variables
that were not influenced by other factors in this study were PsyCap and emotional labour. In this
study, burnout was the dependent variable. The investigation is a correlational study aimed at
describing the variables in the research framework and identifying the links between them. The
level of researcher intervention is modest, and the study environment is authentic. The study
conducted a survey of all 164 employees of a Malaysian non-profit organisation (NPO) based in
Shah Alam, Selangor. The survey included employees from the organization's branches in Perak,
Pahang, Borneo of Malaysia, as well as from Indonesia, Egypt, Africa, Japan, and New Zealand.
Therefore, the participants must be employees who have been employed by the organisation for
a minimum of three months, have dedicated themselves to a specific project, and work on a full-
time, contractual, or part-time basis. The employees are distributed among many departments,
such as operations, marketing, creative, public relations, finance, human resources, and other
areas. For this study, the researcher opted to employ a census methodology. A web-based survey
was administered to 164 employees, who constituted the entire population, in order to gather
data for this study.

The entirety of the data was gathered through the utilisation of an online survey questionnaire.
Respondents have an indirect role in the management and operation of the non-profit
organization's main office and all its branches in Malaysia and other countries. The participants
were allocated a period of ten business days to fill out the questionnaires. As a result, the
researcher obtained 122 sets of questionnaires. However, after careful examination, only 118
sets were considered suitable because the remaining 4 sets had either incomplete or inconsistent
data, and so had to be excluded at the data input stage. The data was analysed using version 26
of the Social Science Statistics Package (SPSS). The data analysis method commences by
ascertaining the demographic characteristics of the data by the utilisation of descriptive statistics,
including percentage, mean, frequency, and standard deviation. The following analyses were
conducted to assess the normality of the data by assessing the shape of the distribution and the
internal consistency using reliability analysis. This study utilised multiple regression analysis to
examine the predictive capabilities of PsyCap and emotional labour in relation to burnout.
Multiple regression can be viewed as an advanced expansion of correlation analysis (Pallant,
2010). Itis employed to assess the ability of a set of independent variables to predict a continuous
dependent variable. The text examines the correlation between two or more variables by
examining the data obtained from respondents using the Statistical Package for Social Science
(SPSS).

The data has been gathered utilising three established instruments: the Psychological Capital
Questionnaires (PSQ), the Emotional Labour Scale (ELS), and the Copenhagen Burnout
Inventory (CBI) Questionnaires. The measurement of Psychological Capital (PsyCap) was
conducted using the Psychological Capital Questionnaire (PCQ-24). The Psychological Capital
scale is the predominant tool utilised for evaluating PsyCap, as stated by Luthans et al. (2015).
The PCQ consists of 24 items, with six items for each of the four PsyCap subscales: efficacy,
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hope, optimism, and resilience (Luthans et al., 2015). Participants will be instructed to introspect
and evaluate their own opinions by assigning a numerical value on a Likert scale, which spans
from 1 (indicating strong disagreement) to 5 (indicating strong agreement), for each topic.
Luthans et al. (2015) discovered that the PCQ had an internal consistency reliability of .89 during
their validity examination. The measurement of emotional labour was conducted using
Brotheridge and Lee's (2003) self-report questionnaire consisting of fifteen items. This
questionnaire is based on a theoretical model developed by Hochschild (2003). The scale consists
of 15 items, with one item specifically addressing the time of the encounter (A normal interaction
with consumers lasts approximately 10 minutes), and the remaining 14 items divided into five
subscales: (a) Frequency (I exhibit specific emotions as necessary for my job); (b) Intensity (I
exhibit strong emotions at work); (c) Variety (I exhibit a wide range of emotions at work); (d)
Superficial representation (I refrain from expressing my genuine feelings at work); and (e) Deep
representation (I genuinely strive to experience the emotions that | am expected to exhibit at
work). The items are evaluated using a 5-point Likert scale that ranges from the lowest rating of
never (1) to the highest rating of always (5). The initial scale demonstrates satisfactory
Cronbach's alpha values ranging from .74 to .91.

The Copenhagen Burnout Inventory (CBI) developed by Kristensen et al., (2005) was used to
assess burnout. The CBI is a questionnaire consisting of 16 items that assess three main aspects
of burnout: personal-related burnout (six items; e.g., 'How frequently do you experience thoughts
like "1 can't take it anymore?" and 'How often do you feel physically weak and prone to illness?"),
work-related burnout (seven items; e.g., 'Do you feel exhausted in the morning at the mere
thought of another day at work?' and 'Do you feel completely drained at the end of your working
day?"), and client/customer related burnout (six items; e.g., 'Does working with clients drain your
energy?' and 'Do you feel that you invest more effort than you receive when working with
clients?). The items were evaluated using a 5-point Likert scale, with 1 representing
"Never/almost never or To a very low degree," 2 representing "Seldom or To a low degree," 3
representing "Sometimes or Somewhat," 4 representing "Often or To a high degree," and 5
representing "Always or To a very high degree." The Cronbach's alpha coefficient for internal
dependability is exceptionally high, ranging from .85 to .87. Although the Maslach Burnout
Inventory (MBI) continues to be widely used in social science research, the CBI has emerged as
the preferred assessment for healthcare and the helping professions. By not assuming an inherent
American bias, the utilisation of the CBI (Kristensen, et al., 2005) has facilitated the worldwide
expansion of burnout research. Furthermore, this tool, which is not only cost-free but also
concise, universally accessible, robust in terms of psychometric properties, and appropriate to
all professional fields (Dyrbye et al., 2018), has not been utilised by any other researchers to
assess burnout specifically among librarians, as revealed by a comprehensive literature study.
The authors chose the CBI for their study due to these reasons.
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4. Findings
Table 1. Demographics Profile of Respondent (n=118)
Variable Frequency Percentage (%)
Gender:
Female 85 72.0
Male 33 28.0
Age:
18-20 years 10 85
21-25 years 31 26.3
26-30 years 49 415
31-35 years 17 14.4
36-40 years 7 59
41-45 years 2 17
46-50 years 2 17
Ethnicity:
Malay 106 89.8
Indian 1 0.8
Bumiputra 3 25
Others 8 6.8
Education Level:
SPM/ O Level 11 9.3
Diploma 8 6.8
Bachelor’s degree 86 72.9
Master’s degree 8 6.8
PhD 5 4.2
Like Joining Volunteerism:
Yes 104 88.1
No 3 25
Not sure 11 9.3
Years of volunteer activist:
None 15 12.7
Less than 1 18 153
1-2 years 13 110
3-4 years 18 15.3
5-6 years 6 51
7-10 years 31 26.3
11-15 years 13 110
16-20 years 2 17
21-25 years 2 17
Work Experience:
Less than 1 29 24.6
1-2 years 22 18.6
3-4 years 16 136
5-6 years 24 20.3
7-10 years 16 136
11-15 years 6 51
16-20 years 3 25
21-25 years 1 0.8
26 years over 1 0.8

Table 1 displays the outcome of the demographic profile. The survey participants were 72 per
cent females and 28 per cent males. Out of the total sample, 41.5% of respondents were aged
between 26 and 30 years old, making them the largest age group. The second largest group
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consisted of respondents aged 21 to 25 years old, accounting for 26.3% of the sample. The
remaining age groups were as follows: 14.4% were aged 31 to 35 years old, 8.5% were aged 18
to 20 years old, 5.9% were aged 36 to 40 years old, 0.9% were aged 50 to 59 years old, 1.7%
were aged 41 to 45 years old and 46 to 50 years old, respectively. The ethnic composition of the
respondents is as follows: 106 (89.8%) are Malay, 8 (6.8%) are from other ethnic groups, which
mainly consist of overseas personnel, 3 (2.5%) are bumiputra, and 1 (0.8%) is Indian. The
majority of the respondents (72.9%) held a University Degree, followed by O-Level (9.3%),
Diploma (6.8%), Master's (6.8%), and Ph.D. (4.2%). Among the 118 respondents, 88.1 per cent
had a positive inclination towards participating in the volunteers’ programme, while 9.3 per cent
were uncertain and 2.5 per cent expressed a negative sentiment. The respondents' involvement
as volunteer activists can be categorised as follows: 26.3% have been involved for 7-10 years,
15.3% for 3-4 years, 15.3% for less than 1 year, 12.7% are not currently active as volunteers,
11% for 1-2 years, 11% for 11-15 years, 5.1% for 5-6 years, and 1.7% each for 16-17 years and
21-25 years. The majority of respondents were from the operation department (35.6%), followed
by marketing (16.9%), creative (15.3%), public relations (10.2%), finance (8.5%), human
resources (5.9%), others (5.1%), and information technology (2.5%). The majority of
respondents have less than 1 year of work experience (24.6%), followed by 5-6 years (20.3%),
1-2 years (18.6%), 3-4 years (13.6%), 7-10 years (13.6%), 11-15 years (5.1%), 16-20 years
(2.5%), 21-25 years (0.8%), and over 26 years (0.8%).

Table 2. Results of Mean, Normality, and Reliability for All Variables (N=118)

Variables Mean Standard Skewness Kurtosis Reliability Items
Deviation Cronbach’s Alpha

PsyCap - Hope 3.89 .68 -.377 -.205 .80 4
PsyCap - Efficacy 3.53 .83 -.856 1.829 77 5
PsyCap - Resilience 3.61 .81 -.384 -.259 81 5
PsyCap - Optimism 4.10 76 -.556 -.453 .88 5
Emotional Labour — Surface Acting 3.76 .79 -313 -.265 67 3
Emotional Labour — Deep Acting  4.01 91 -.718 -371 93 6
Burnout 3.89 .63 -.198 -.281 .94 16

Table 2 presents the descriptive analysis, which includes the mean and standard deviation. The
optimism component of PsyCap has the greatest mean score, while the efficacy dimension of
PsyCap has the lowest mean score among all variables. The mean score for burnout is 3.45,
indicating a moderate level of burnout among respondents. Psychological Capital has a mean of
4.20, suggesting a high level of positive psychological traits among the respondents. Emotional
Labor has a mean of 3.90, indicating a relatively high level of emotional effort required in their
roles. Subsequently, the data's normality was assessed by examining the distribution's form.
Coakes and Steed (2009) state that the assumption of normalcy is necessary for many inferential
statistical approaches. According to Coakes and Ong (2011), a normal distribution is considered
acceptable if the skewness and kurtosis values fall within the range of +/-3. Furthermore, Coakes
and Ong (2011) stated that data following a normal distribution will have a distribution pattern
that aligns with a straight diagonal line. According to Table 1, the data was classified as normally
distributed because the skewness and kurtosis values for each variable were within the range of
+/-3. Therefore, it is possible to further examine other approaches to inferential statistical
techniques.
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This study employs Cronbach Alpha as a metric to assess dependability and internal consistency.
According to the findings in Table 2, the Cronbach Alpha values ranged from .67 to .94, above
the minimum criteria of .60 set by Nunally (1978). The reliability coefficients for all dimensions
of PsyCap ranged from .77 to .88. More precisely, the dependability values for both measures of
emotional labour were 0.67 and 0.93. The reliability value for burnout was .94.

The Pearson correlation coefficients (r) were utilised to assess the association between PsyCap
(including hope, efficacy, resilience, and optimism), emotional labour (comprising surface acting
and deep acting), and burnout. The Guilford Rule of Thumb states that a correlation coefficient
(r) of 0.70 or higher indicates a strong relationship between variables. If the r coefficient falls
between 0.30 and 0.69, the relationship is considered moderate. A relationship is considered
weak if the r coefficient is less than 0.30. Table 3 illustrates the result of the correlation between
PsyCap dimensions and burnout with moderate correlation values, hope (r=-.43, p<0.01),
efficacy (r=-.53, p<0.01), resilience (r=-.58, p<0.01), and optimism (r=-.44, p<0.01). The data
suggest a strong and statistically significant negative association between PsyCap and burnout,
suggesting that higher levels of Psychological Capital are associated with lower burnout.
Conversely, the correlation analysis revealed that there is a significant positive relationship
between the dimensions of emotional labour and burnout, indicating that higher levels of
Emotional Labor are associated with higher burnout. Specifically, surface acting showed a
correlation coefficient of .52 (p<0.01), while deep acting showed a correlation coefficient of .59
(p<0.01), indicating moderate levels of correlation. There is also a negative correlation between
Psychological Capital and Emotional Labor (-0.30), suggesting that higher Psychological Capital
is associated with lower levels of Emotional Labor.

Table 3. Pearson Correlation for All Variables (N=118)

PsyCap -PsyCap -PsyCap -PsyCap -Emotional Emotional Burnout
Hope Efficacy Resilience Optimism Labour — SurfaceLabour — Deep
Acting Acting

PsyCap - Hope 1

PsyCap - Efficacy 525" 1

PsyCap - Resilience 465" 528" 1

PsyCap - Optimism 471" 5357 6117 1

Emotional Labour — Surface-.482" -428™  .-486™ -.490™ 1

Acting

Emotional Labour — Deep-.253" -369™  -.478" -.340™ 342" 1

Acting

Burnout -434™ -530™ -577" -437" 518" 590" 1

**_Correlation is significant at the 0.01 level (2-tailed).

The research employed Multiple Regression Analysis to investigate the relationships between
the independent and dependent variables (Sekaran, 2006). The information shown in Table 4
provides a concise summary of the findings from a multiple regression analysis examining the
association between PsyCap (which includes hope, efficacy, resilience, and optimism),
emotional labour (specifically surface acting and deep acting), and burnout. The coefficient of
determination, also known as the R2 value, is the primary metric used to evaluate the structural
model.
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The coefficient in question measures the degree of correlation between the real and predicted
values of an internal construct and is used to assess the accuracy of the model's predictions.
Greater numbers indicate increased levels of predictive accuracy, and the R2 value varies
between 0 and 1 (Hair, 2013). The correlation coefficient (R2 value) between PsyCap, emotional
labour, and burnout was found to be 0.54. This research model demonstrates that 54% of the
variation in burnout can be accounted for by PsyCap, which includes hope, efficacy, resilience,
and optimism, as well as emational labour, which encompasses surface acting and deep acting.
Table 3 displays the correlation between PsyCap (which includes hope, efficacy, resilience, and
optimism), emotional labour (specifically surface acting and deep acting), and burnout. Only two
out of the four components of PsyCap, namely efficacy and resilience, were found to have a
statistically significant negative connection with burnout. Thus, only hypotheses H2 and H3 were
corroborated, but hypotheses H1 and H4 were not substantiated. More precisely, there is a
statistically significant negative correlation between efficacy and burnout (B = -.19, p < .05),
with a t value of -2.27. Additionally, resilience also exhibits a statistically significant negative
correlation with burnout ( = -.20, p <.05), with a t value of -2.19. The study revealed that both
aspects of emotional labour, namely surface acting (B = .20, p < .05) with a t value of 2.53, and
deep acting (B = .35, p < .05) with a t value of 4.67, had a substantial favourable impact on
burnout. Therefore, both hypotheses H5 and H6 were confirmed.

Table 4. Result of regression between Independent Variables and Dependent Variables

Unstandardized Coefficients Standardized
Independent Variables Coefficients
t Sig.
B Std. Error Beta
(Constant) 1.239 .348 3.556 .001
PsyCap - Hope .066 075 072 .880 381
PsyCap - Efficacy -.145 .064 -192 -2.266 .025
PsyCap - Resilience -.166 076 -201 -2.189 .031
PsyCap - Optimism .031 .068 .041 460 647
Emotional Labour — Surface Acting 162 .064 .204 2.531 .013
Emotional Labour — Deep Acting .240 .051 .349 4.673 .000

Note. Dependent Variable: Burnout, F- value: 21.926, Sig.: .000, R% .542, Adjusted R?: .518

5. Discussion

Psychological capital is of special significance for NPO workers in Malaysia due to their frequent
exposure to high-stress conditions and their involvement in addressing complex personal and
social problems. According to the findings of this study, the resilience dimension of PsyCap was
identified as the most influential element in relation to burnout. The efficacy dimension also had
a substantial impact, and both effects were determined to be negative. Neither the dimensions of
hope nor optimism were found to be statistically significant. These data suggest that enhancing
either the employees' resilience or self-efficacy can decrease their experience of burnout. This
study has corroborated the findings of previous studies conducted by Arrogante and Aparicio-
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Zaldivar (2017), Rosenberg (2018), and Rushton et al. (2015), which all concluded that PsyCap
has a comparable impact on employees' burnout. Therefore, workers in non-profit organisations
(NPOs) can enhance and sustain their psychological capital by participating in diverse activities
such as introspection, goal setting, and drawing lessons from their mistakes (Zhou et al., 2020).
Additionally, individuals might prioritise the development of self-efficacy, which refers to
confidence in one's capability to achieve success in particular circumstances or complete a task.
Organisations can enhance the cultivation of psychological capital in its social workers by
offering avenues for professional growth, cultivating a conducive work atmosphere, and
advocating for a healthy work-life equilibrium (Virga et al., 2020). Psychological capital is a
dynamic characteristic that may be cultivated and enhanced, and its levels may vary depending
on life events and individual circumstances. Regularly evaluating and enhancing their
psychological capital can help workers acquire the necessary resources to effectively handle the
demands of their job.

Furthermore, it was discovered that both aspects of emotional labour had a notable and
meaningful influence on burnout. Among the two, deep action dimension exhibited the most
predictive power, with surface acting being the subsequent factor. These data demonstrate that
an increase in either deep or surface acting will lead to higher levels of burnout among NPO
staff. Therefore, our study added to the existing information by confirming the similar impact of
emotional labour and burnout, which has been recently examined by Zhang et al. (2018), Gérain
and Zech (2019), Hori and Chao (2019), and Jeung et al. (2018). Therefore, organisations can
offer assistance by providing regular oversight, chances for ongoing professional development,
and sufficient resources to assist with the workload (WHO, 2019). In order to mitigate burnout,
non-profit organisation (NPO) workers in Malaysia can adopt self-care strategies, including
establishing clear limits, taking regular breaks, and requesting assistance from colleagues and
supervisors (Menaldi et al., 2023). Long working hours, job dissatisfaction, and a failure to
engage in health-promoting practices such as regular exercise, medical check-ups, and sufficient
sleep have all been associated with an increased likelihood of experiencing burnout syndrome
(Amoafo et al., 2015; lorga et al., 2017).

6. Conclusion

This study contributes to the expanding corpus of knowledge on burnout, psychological capital
(PsyCap), and emotional labour in the workplace, making it a significant addition. This study is
unique because to its location in Malaysia as opposed to a Western context. This study not only
investigates the correlation between workplace study characteristics, but also explores the role
of emotions in this association. The results of this study would contribute to the extensive and
ongoing research on burnout conducted by scholars in the fields of business, management,
industrial and organisational psychology, and other related disciplines. The findings are expected
to contribute to the current knowledge base and serve as a reference for other studies.
Additionally, they can be used by government leaders and policymakers as a source of guidance
for developing new policies, procedures, and guidelines. The data for this study were collected
from the Malaysian context. Given that the majority of the research were conducted in Western
developed nations, the results of this study could enhance the strength of the burnout theory
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among Malaysian NPO workers by validating the current theory within a distinct cultural
context. The findings of this study in Malaysia and ASEAN are expected to have significant
implications for the nation and the region. It is hoped that these findings would serve as a catalyst
for further research by scholars globally.
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