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Abstract: This study explores the relationship between emotional labor and burnout, fo-
cusing on the moderating role of conflict management strategies. A total of 233 employees
from diverse sectors in Portugal participated in this cross-sectional investigation. We em-
ployed the Emotional Labor Scale (ELS) and the Oldenburg Burnout Inventory (OLBI) to
quantitatively assess emotional labor and burnout levels. Additionally, the study examined
conflict management practices in the workplace using the Conflict Management Strategies
Assessment Scale (ROCI-2). The findings reveal that participants reported high emotional
labor and burnout levels and a positive correlation between these constructs. As expected,
conflict management strategies were found to moderate this relationship. Additionally,
participants reported employing collaborative approaches as the most frequent conflict
management strategy. These results underscore the urgent need for organizations to imple-
ment targeted conflict management training programs and psychological and emotional
support initiatives to alleviate the adverse effects of emotional labor on burnout. By foster-
ing healthier workplace environments, organizations can enhance employee well-being
and productivity.

Keywords: conflict management strategies; burnout; emotional labor

1. Introduction

The workplace demands are increasingly complex due to globalization, technological
advancements, and evolving job expectations that require employees’ greater emotional
and cognitive efforts [1].

In this regard, it is essential to understand individuals’ challenges in the professional
context that may contribute to the deterioration of the individual’s well-being [2]. Burnout
constitutes one situation of well-being deterioration, becoming a growing concern for
employees and organizations [3]. It is a complex phenomenon resulting from various
factors’ interaction [4]. Burnout represents an individual’s reaction to sustained occupa-
tional stress [5]. Empirical studies have shown that the fundamental characteristics of
burnout include exhaustion and disengagement [6]. Emotional exhaustion is the feeling of
having physical and emotional depletion resulting from work demands [6]. Conversely,
disengagement is characterized by how individuals distance themselves from their work.
It reflects an attitude of detachment, disinterest, or lack of connection with the tasks, goals,
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and values of one’s job [6]. Professionals suffering from burnout experience a decrease in
motivation and productivity, which can lead to negative consequences for both individuals
and organizations, such as high rates of absenteeism, turnover, and a reduction in work
quality [7].

Other factors that influence well-being and performance in the workplace include emo-
tional labor and conflict management [8-11]. Emotional labor refers to the effort required
to manage emotions and emotional expressions in the workplace, particularly in roles that
involve public interaction [12]. This concept was first introduced by Hochschild [13], who
described the efforts of workers to display the emotions desired by their organizations, irre-
spective of their genuine feelings [14,15]. Some studies emphasize the effects of emotional
labor strategies on burnout [16-18].

Conflict management is another fundamental element that significantly impacts indi-
viduals’ well-being through its relationship with burnout. When conflicts are not addressed
effectively, they can adversely affect organizational climate, collaboration, and productivity.
Therefore, developing conflict management skills is essential to fostering a healthier and
more harmonious work environment [10]. Conflict management encompasses individuals’
specific behavioral patterns when confronted with conflict [19]. Effective conflict manage-
ment seeks to minimize the negative repercussions of conflicts while enhancing positive
outcomes, thereby contributing to a healthier, more innovative, and more productive work
environment [20,21]. Considering the impact of emotional labor and conflict management
on individuals” well-being, this study explores how these factors relate to burnout as an
indicator of well-being deterioration. To the best of our knowledge, this research innovates
by examining these three variables within a unified conceptual framework. Furthermore, it
enhances our understanding of the moderating effect of conflict management strategies
in mitigating emotional labor’s impact on burnout. Consequently, this study carries sub-
stantial theoretical implications for the field. Additionally, the insights derived from this
research will enable us to propose practical human resource management recommendations
to cultivate healthier and more sustainable workplace environments.

1.1. Emotional Labor and Burnout

Emotional labor refers to the effort, planning and control required to express the
emotions desired by the organization during interpersonal interactions [22]. This con-
cept, introduced by Hochschild [13], describes employees” work managing emotions to
achieve organizational objectives. Emotional labor is a requirement in many occupations,
especially those with direct contact with customers or other employees [9]. Emotional
labor concerns other constructs such as emotional demands, deep acting, and surface
acting [23]. Emotional demands refer to the expectations of the organization or occupation
about which emotions the employee should display and with what intensity to influence
the behaviors and affective states of customers and colleagues [24]. Emotional demands
can include expressing positive emotions, such as calm and friendliness, or concealing
negative emotions, such as irritation or frustration [24]. Deep acting involves consciously
and intentionally altering one’s internal feelings to externally express emotions congruent
with the job demands [15]. Deep acting requires strong involvement and identification
with the profession to change internal states and maintain compliance with emotional
display rules [14]. Reappraisal is one of the main mechanisms of deep acting [24]. Surface
acting involves manipulating facial expressions, gestures, and tone of voice to simulate the
emotions desired by the organization without feeling those emotions [15]. Surface acting is
“faking” emotions, adapting expressions to organizational rules without changing internal
feelings [25].
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Several studies have established the relationship between emotional labor and its
impact on well-being and job performance. According to a meta-analytic regression anal-
ysis conducted by Hiilsheger and Schewe [26], emotion-rule dissonance, surface acting,
and deep acting play a crucial role in predicting well-being and performance outcomes.
Furthermore, their mediation analysis supports theoretical models of emotional labor,
demonstrating that surface acting partially mediates the relationship between emotion-rule
dissonance and well-being.

Consistent with these findings, Kammeyer-Mueller et al. [27] provide further evidence
that surface-acting emotion regulation strategies are associated with job-related outcomes,
including lower job satisfaction and higher levels of stress and exhaustion. However, they
do not have a direct impact on job performance. In addition, deep-acting strategies correlate
with well-being, job satisfaction, and overall job performance. These findings underscore
the relevant effects of emotion regulation strategies in workplace settings and highlight
important implications for research and organizational practices.

Thus, it becomes evident that emotional labor can have significant implications for
employee’s well-being and health [28,29]. Specifically, the continuous effort required to
regulate emotions following organizational demands has been linked to an increased risk
of burnout [14,30]. Additionally, the perception of distributive justice plays a critical role
in shaping employees’ emotional responses to such demands. When employees attribute
responsibility for emotion regulation to external sources, such as clients, they are more
likely to perceive the effort as unjust, exacerbating emotional exhaustion [28,29]. Con-
versely, when responsibility is self-attributed, employees may perceive the effort as more
justified, mitigating the adverse effects. This suggests that structural and organizational
factors, such as fairness perceptions and accountability attributions, significantly mediate
the relationship between emotional labor and emotional exhaustion [28,29]. Furthermore,
a lack of overall justice can intensify the negative consequences of emotional labor, rein-
forcing the need for organizations to consider fairness perceptions in emotional regulation
strategies [28,29].

The expanding body of research in the literature further underscores that emotional
labor is a critical occupational stressor across various professions, intensifying the risk of
burnout and associated health consequences [14,30]. Indeed, Jeung et al. [9] provided in-
sights that emotional labor is a significant job stressor contributing to burnout, particularly
among employees with specific personality traits, such as low self-efficacy and Type A
behavior patterns. Further, Ozbey and Gelmez [31] confirmed a statistically significant
relationship between emotional labor and burnout in industries with high interpersonal
interaction demands, such as the hospitality sector. Studies by Cagliyan et al. [32] rein-
forced this relationship, highlighting that burnout is often accompanied by reduced job
performance in healthcare environments.

Additional research emphasizes mediating factors influencing the link between emo-
tional labor and burnout. Zaghini et al. [33] demonstrated that work-related stress mediates
this relationship, particularly in emotionally demanding occupations like nursing, leading
to adverse effects on mental health and job satisfaction. Similarly, Noor and Zainuddin [18]
found that work—family conflict mediates the effects of surface acting on burnout, especially
among female teachers balancing occupational and domestic responsibilities. Meanwhile,
Moon and Shin [34] indicated that resilience moderates the emotional labor-burnout rela-
tionship, suggesting interventions to strengthen resilience as potential mitigation strategies.

Occupation-specific studies further underscore the relationship between emotional
labor and burnout. Kariou et al. [22] conducted a systematic review that confirmed the
association between emotional labor and burnout in primary and secondary school teachers,
emphasizing the role of surface acting as a primary predictor of burnout. Likewise, Joffe
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and Peters [12] demonstrated that surface-acting predicted burnout among psychologists.
Pandey and Singh [35] found that surface-acting was linked to increased burnout.

Theoretical models further elaborate on these dynamics. Brotheridge and Grandey [36]
differentiated between job-focused and employee-focused emotional labor strategies, show-
ing that surface acting predicts depersonalization. Celiker et al. [25] supported these
findings in a meta-analysis, concluding that surface acting has stronger associations with
burnout than deep acting, exhibiting weak negative correlations with emotional exhaustion.

Overall, studies confirm the link between emotional labor and burnout. Hence, we
present the following hypothesis:

Hypothesis 1 (H1). Emotional labor has a positive relationship with burnout.

1.2. Conflict Management Strategies and Burnout

Conflict management strategies refer to individuals’ specific behavioral patterns when
dealing with conflict [37]. These strategies can be differentiated based on two dimensions:
concern for one’s interests and concern for the interests of others [38]. According to Rahim’s
model [39], based on this dual concern model, five conflict management strategies can
be identified: commitment, competition/domination, avoidance, accommodation, and
collaboration/integration. The commitment style involves a moderate level of concern
for both one’s interests and the interests of others [11]. The parties compromise on some
aspects to reach a mutually acceptable solution [40]. This style is often used in practice and
is a “give and take” approach [11,41]. The competition/domination style reflects a high
concern for one’s interests and a low concern for the interests of others [11]. This style is
characterized by the imposition of one party’s opinions and ideas on another, often with a
“win-lose” orientation [21,40]. It is an aggressive style that seeks favorable solutions only to
oneself [21]. The avoidance style demonstrates low concern for both one’s interests and the
interests of others [38]. This style is characterized by withdrawing from conflict, ignoring
the issue, and avoiding discussion [21]. It can be helpful in situations where time is needed
or when the conflict is trivial [41]. However, this style may be associated with higher
stress levels [11]. The accommodation style shows low concern for one’s interests and
high concern for the interests of others [38]. Those who adopt this style tend to minimize
differences and emphasize common ground to satisfy the other party’s concerns [21]. It
is a passive and self-sacrificing approach, where one party gives in to the wishes of the
other [40]. The collaboration/integration style is characterized by a high level of concern
for both one’s interests and the interests of others [38]. People who adopt this style seek
collaborative solutions, exchange information, and examine differences to resolve conflict in
a way that satisfies all involved [40]. This style promotes communication and interpersonal
relationships [42].

While individuals may employ various conflict management strategies, it is crucial
to recognize that no single style is inherently superior to others [20,41]. The selection of
an appropriate strategy is context-dependent and influenced by the nature of the relation-
ship between the involved parties [20]. Moreover, individuals may adapt their conflict
management styles based on the circumstances, timing, or the individuals they interact
with [43]. For instance, direct and assertive approaches are more commonly adopted when
interacting with subordinates or peers than with organizational superiors [43].

Overall, greater utilization of suitable conflict management strategies is associated
with enhanced well-being. Studies confirm that solution-oriented strategies, such as collab-
oration and integration, are associated with lower levels of burnout due to their emphasis
on problem-solving and mutual benefit [44,45].

Beyond organizational support, factors such as psychological capital and professional
experience may act as moderators of the impact of emotional labor on burnout [30,46].



Societies 2025, 15, 63

50f13

Empirical evidence supports this relationship, demonstrating a negative correlation
between effective conflict management strategies and burnout (e.g., [10,11]). Precisely,
non-confrontation styles, such as avoidance, may lead to higher stress levels and burnout,
whereas solution-oriented approaches mitigate these risks [47]. Consequently, fostering con-
flict management skills is essential for promoting well-being and mitigating burnout [11].
Thus, we posit the following hypothesis.

Hypothesis 2 (H2). The use of conflict management strategies has a negative relationship
with burnout.

1.3. The Moderating Role of Conflict Management Strategies

Previous research has highlighted a positive relationship between emotional labor and
burnout (e.g., [9,22]). This connection arises because emotional labor involves the ongoing
effort to manage and regulate emotions to align with organizational expectations [24].
The sustained use of emotional resources can deplete an individual’s capacity to cope,
thereby increasing vulnerability and negatively affecting well-being. The Conservation of
Resources (COR) theory [48] provides a theoretical framework to explain this phenomenon,
suggesting that individuals with limited resources are more susceptible to further resource
depletion. This loss cycle not only exacerbates existing vulnerabilities but also heightens the
risk of additional resource losses. Consequently, the emotional demands associated with
emotional labor can significantly elevate the risk of burnout by progressively depleting
emotional and psychological resources.

This study proposes that conflict management strategies can moderate how work-
related emotional demands contribute to burnout. This moderating role is grounded in
the premise that regardless of the specific style employed (i.e., commitment, competi-
tion/domination, avoidance, accommodation, or collaboration/integration), engaging in a
conflict management strategy reflects an effort to address conflict situations [37]. Effectively
managing conflict can enhance individuals” sense of efficacy, boost morale, and support
overall well-being [10]. Thus, conflict management strategies may buffer the positive
relationship between emotional labor and burnout [11,43].

In other words, conflict management strategies may act as a protective factor, mitigat-
ing the potentially harmful effects of emotional labor on burnout [11,43]. This leads us to
formulate the following hypothesis.

Hypothesis 3 (H3). Conflict management strategies have a moderating effect on the
relationship between work-related emotional demands and burnout.

2. Materials and Methods
2.1. Research Design and Data Collection Procedure

Following our research objectives, the current study utilizes a non-experimental,
exploratory, and correlational design. Data collection was facilitated through an online
questionnaire administered via the Qualtrics platform. The research sample was obtained
through a convenience sampling approach, which is inherently non-probabilistic. We
presented this study to companies across various sectors in Portugal, encompassing both
industrial and service industries as well as public and private organizations. The inclusion
criteria for participation were being over 18 years old and employed. Following their
acceptance to participate, these companies received an email containing the link to the
online survey, which they subsequently forwarded to their employees.

Ethical considerations were paramount throughout the development of this study.
To ensure confidentiality, access to the collected data was restricted solely to the research
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team. Furthermore, no personal information that could compromise the anonymity of
respondents was collected, such as participants’ names or company identifiers. Importantly,
no financial or other incentive was offered to participate in this study.

2.2. Participants

The sample included 233 participants aged between 18 and 65, with approximately
34 years old on average (SD = 11.68). Of the participants, 123 were female (52.8%), 107 were
male (45.9%), and 3 chose not to answer. Most had been employed for up to 5 years (50.6%)
and worked between 8 and 12 h daily (63.9%). In terms of academic qualifications, most
participants had completed secondary education (38.6%), a bachelor’s degree or equivalent
(28.8%), and a master’s degree (19.3%). Most of them (85%) work in companies located in
the country’s northern region.

2.3. Instruments
2.3.1. Sociodemographic Questionnaire

The sociodemographic questionnaire collected information on gender, age, length of
time working for the organization, and level of education.

2.3.2. Oldenburg Burnout Inventory

To assess burnout, a translated and adapted version of the Oldenburg Burnout In-
ventory (OLBI, [6,49]) was used, consisting of 16 items distributed in two dimensions.
Exhaustion was measured through eight items (e.g., “There are days when I feel tired
when I get home from work”). Disengagement was also measured through eight items
(e.g., “I often talk about my work negatively”). Participants were asked to respond to the
items using a Likert-type response format ranging from (1) Strongly Disagree, (2) Disagree,
(3) Neither Agree nor Disagree, (4) Agree, and (5) Strongly Agree. In the present study,
Cronbach’s Alpha was 0.72.

2.3.3. Conflict Management Strategies Assessment Scale (ROCI-II)

To assess conflict management strategies, we used the Scale for the Evaluation of
Conflict Management Strategies (ROCI-II), created by Rahim [39] and adapted for the
Portuguese population by Dimas [50]. The ROCI-II consists of 28 items distributed over
five dimensions corresponding to five conflict management strategies: commitment (e.g.,
“To solve an impasse, I try to find a solution of compromise”), competition/domination
(e.g., “I use my influence to ensure that the ideas I defend are accepted”), avoidance (e.g., “1
avoid open discussions with other members about our differences”), accommodation (e.g.,
“I seek to satisfy the needs of others more than my own”), and collaboration/integration
(e.g., “I try to find solutions that satisfy everyone’s expectations”). Participants are asked to
assess the items using a Likert-type response format ranging from 1—Never happens to
7—Always happens. In this study, the Cronbach’s alpha value was 0.91.

2.3.4. Emotional Labor Scale (ELS)

The Emotional Labor Scale (ELS) was used to measure emotional labor. The ELS
has shown evidence of validity and was initially developed in English by Brotheridge
and Lee [23]. The Portuguese version was validated by Castanheira and Chambel [51].
The instrument consists of nine items divided into three dimensions. One dimension
refers to the emotional demands of work and comprises three items (e.g., “Express intense
emotions”). The other two dimensions pertain to emotional regulation strategies, namely
deep action, which involves modifying the felt emotion to align with the expressed emotion
required by the professional role (consisting of three items, e.g., “Try to experience the
emotions that I must show”), and surface action, which involves expressing an emotion
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required by the professional role that does not align with the felt emotion (consisting of
three items, e.g., “Pretend to have emotions that I do not have”). Participants are asked to
answer the items using a Likert-type response format ranging from 1—Never to 5—Always.
In this study, the Cronbach’s alpha value was 0.76.

2.4. Data Analysis Procedures

The data collected was analyzed using IBM SPSS Statistics Version 28. The analysis
involved two phases. In the first phase, descriptive statistics, such as measures of central
tendency, were used, considering the variable type. In the second phase, inferential statistics
were used, considering the sample distribution and the variable type. Before starting
our analyses, we assessed the normality of the variables using the Shapiro-Wilk test,
which is well-regarded for its ability to detect deviations from normality. In addition to
this statistical test, we performed graphical assessments, including histograms and Q-Q
plots, to visually examine the data distribution. The results of these evaluations show no
significant deviations from a normal distribution, confirming that it was appropriate to use
parametric tests in our subsequent analyses [52]. Parametric tests, specifically Pearson’s test,
were used to study the correlations among the variables. Additionally, Hayes” PROCESS
macro for SPSS was employed to study the moderating role of conflict management in the
relationship between burnout and emotional labor.

3. Results
3.1. Descriptive Statistics and Correlations

Table 1 displays the means and standard deviations of the studied variables. The
results indicate that participants perceived their professional activity as emotionally de-
manding (M = 27.85; SD = 6.16), with a minimum value of 9 and a maximum of 45.
Regarding the “Emotional Demands at Work” dimension, participants demonstrate high
levels M = 10.22; SD = 2.59), with a minimum value of 3 and a maximum value of 15.
Concerning the dimension of “Emotional Regulation Strategies”, the values indicate that
participants demonstrated moderately high scores (M = 17.62; SD = 4.89). This dimension is
divided into “Surface Acting Strategies” and “Deep Acting Strategies.” Both present mod-
erate values reported by participants. The first sub-dimension pertains to surface acting
strategies (M = 8.18; SD = 3.15). Regarding the sub-dimension of deep acting strategies
(M =9.44; SD = 2.93), the minimum value for both sub-dimensions is 3, and the maximum
is 15.

Regarding conflict management strategies (Table 1), the results indicate that the conflict
management strategies most utilized by participants during their professional activities
are integrating/collaborating strategies (M = 38.24; SD = 8.04). It should be noted that
a lower score does not imply the absence of conflict management strategies but rather a
lower reliance on structured conflict resolution techniques.

As is possible to observe in Table 1, using the value of 80, which corresponds to the
maximum score that the OLBS can achieve, the results indicate high levels of burnout
perception among participants (M = 51.56; SD = 8.11), with a minimum value of 16 and a
maximum value of 80. Regarding the dimensions of burnout (disinvestment and exhaus-
tion), participants also reported high values, with a minimum value of 8 and a maximum
value of 40. In the dimension of “Disengagement”, the scores were (M = 25.77; SD = 4.43),
and in the dimension of “Exhaustion”, the scores were (M = 25.78; SD = 4.8).
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Table 1. Descriptive statistics.
Min. Max. Mean SD Skewness Kurtosis

ELS Total 9 45 27.85 6.16 0.36 1.36

ELS—emotional demands at work 3 15 10.22 2.59 0.01 —0.22
ELS—emotional regulation strategies 6 30 17.62 4.89 0.10 0.72

ELS—surface acting 3 15 8.18 3.15 0.10 —0.52

ELS—deep acting 3 15 9.44 2.93 —0.09 —0.05
ROCI Total 29 196 123.11 24.30 —0.95 4.60
ROCI—integrating/collaborating 7 49 38.24 8.04 —1.46 3.47
ROCI—obliging /accommodating 7 42 25.22 6.33 —0.31 0.81
ROCI—dominating/competing 5 35 16.84 6.34 0.40 0.32
ROCI—avoidance 6 42 24.55 7.51 -0.09 0.12
ROCI—compromising 4 28 18.35 4.65 -0.72 1.38
OLBI Total 16 80 51.56 8.11 0.46 4.72
OLBI—disengagement 8 40 25.77 443 0.56 3.52
OLBI—exhaustion 8 40 25.78 4.80 0.06 1.83

Note: Min.—minimum; Max.: maximum; SD—standard deviation; ELS—Emotional Labor Scale; ROCI—Rahim
Organizational Conflict Inventory; OLBI—Oldenburg Burnout Inventory.

As can be observed in Table 2, the results indicate a positive (r = 0.49) and significant
(p < 0.01) association between emotional demands at work and burnout. In this sense, the
results demonstrate that the greater the perception of emotional demands at work, the
higher the levels of burnout among participants. Additionally, it is possible to observe a
negative (r = —0.16) and significant (p < 0.05) relationship between conflict management
strategies and burnout. Thus, the more the participants use conflict management strategies
(regardless of the styles used), the lower the levels of burnout among participants.

Table 2. Correlations.

1 2.
ELS Total
ROCI Total 0.04
OLBI Total 0.49 ** -0.16 *

Note: ELS—Emotional Labor Scale; ROCI—Rahim Organizational Conflict Inventory; OLBI Oldenburg Burnout
Inventory; **: p < 0.01; *: p < 0.05.

3.2. Test of Hypotheses

Hypothesis testing was conducted with model 1 of the Process tool [53], supported by
the SPSS program. The model tested considered one independent variable (i.e., emotional
demands at work), a moderator variable (i.e., conflict management strategies), and a de-
pendent variable (i.e., burnout). As anticipated, the results reveal a positive and significant
relationship between work-related emotional demands and burnout (f = 0.49, t = 8.19,
p < 0.01), thereby supporting Hypothesis 1. Furthermore, a negative and significant rela-
tionship was identified between conflict management strategies and burnout (3 = —0.19,
t=—3.16, p < 0.01), which supports Hypothesis 2. Regarding the moderating effect of con-
flict management strategies on the relationship between work-related emotional demands
and burnout, the interaction term between the independent and moderator variables was
significant (effect = 0.55, SE = 0.07, t = 7.43, CI: 0.41 to 0.70). Implementing conflict manage-
ment strategies seems to reduce the adverse effects of work-related emotional demands on
the rise of burnout among individuals (Figure 1). This finding supports Hypothesis 3.
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Figure 1. The moderating effect conflict management strategies. (Note: ELS_T—work-related
emotional demands; ROCI_T—conflict management strategies).

4. Discussion

This study explored the relationships among emotional labor, conflict management
strategies, and burnout, emphasizing the moderating role of conflict management strategies
in mitigating the effects of emotional labor on burnout. The findings align with the
Conservation of Resources (COR) theory [48], which posits that individuals strive to retain,
protect, and build resources and that stress arises when these resources are threatened
or depleted. By integrating COR theory, this study reinforces the notion that emotional
labor represents a substantial drain on emotional and psychological resources, potentially
leading to burnout when coping mechanisms are insufficient.

The findings provide significant insights into these constructs, offering theoretical and
practical implications for organizational settings.

Consistent with prior research, the results confirm a positive association between
emotional labor and burnout, supporting Hypothesis 1. Employees experiencing higher
emotional demands in the workplace are more likely to report increased burnout, charac-
terized by emotional exhaustion and disengagement.

This observation is theoretically grounded in COR theory, which suggests that indi-
viduals deplete their emotional resources to meet organizational demands, leaving them
vulnerable to further stress and exhaustion [48]. Similar conclusions were reached by Jeung
et al. [9] and Kariou et al. [22], who identified emotional labor as a significant predictor
of burnout across various professional contexts. Further supporting this view, Noor and
Zainuddin [18] also observed a relationship between emotional labor and burnout.

In addition, the study found a negative relationship between conflict management
strategies and burnout, confirming Hypothesis 2. Participants who frequently utilized
conflict management strategies, irrespective of style, reported lower levels of burnout.
This finding builds on COR theory by suggesting that conflict management strategies can
function as resource-preserving mechanisms. Effective strategies like collaboration and
integration allow individuals to regain control and efficacy, protecting their emotional
resources and reducing stress. Evidence from previous studies (e.g., [10,11]) supports this
argument, indicating that conflict resolution skills enhance resource management and
psychological resilience. Similarly, Carlson et al. [54] emphasized that emotional labor
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mediates the relationship between abusive supervision and burnout, highlighting the role
of conflict management in mitigating this stress cycle.

Notably, the moderating role of conflict management strategies in the relationship
between emotional labor and burnout was also supported, validating Hypothesis 3. From
a COR perspective, conflict management strategies act as resource-enhancing mechanisms
that buffer the negative effects of emotional demands. Specifically, integrating strategies pro-
vides opportunities to replenish depleted resources by fostering supportive interactions and
promoting problem-solving [44]. Conversely, avoidant strategies may exacerbate resource
depletion, reinforcing the harmful impact of emotional labor [47]. Prentice [55] further
supports this, demonstrating that emotional intelligence can moderate emotional labor’s
effects on burnout, suggesting that resource-focused approaches enhance coping capacity.

These findings underscore the theoretical relevance of COR theory, highlighting how
resource-oriented strategies, such as collaboration and integration, reduce burnout risk by
preserving and enhancing emotional resources.

These results carry significant practical implications. Organizations should prioritize
training programs that enhance employees’ conflict management skills, equipping them
with tools to preserve emotional resources and reduce burnout risk. Such initiatives could
include workshops on collaborative problem-solving, emotional regulation techniques, and
resilience-building strategies grounded in COR theory. Furthermore, organizational policies
should be designed to mitigate excessive emotional demands by fostering supportive work
environments and providing access to psychological resources. By doing so, organizations
can help employees preserve their emotional resources, reduce burnout risk, and improve
overall well-being.

Limitations and Future Research

While this study offers valuable insights, certain limitations must be acknowledged.
First, the sample consisted exclusively of Portuguese employees, which may limit the
generalizability of the findings. Given that cultural values and workplace norms influence
emotional labor and conflict management practices, future research should expand the
geographical scope to include non-European contexts, such as Asia, North America, and
Africa, enhancing the cultural and contextual relevance of the results [18]. Incorporat-
ing cross-cultural comparisons could offer deeper insights into how cultural dimensions
moderate the relationships examined.

Second, the cross-sectional design precludes causal inferences. While this approach
identifies associations, it cannot capture the temporal dynamics or long-term effects of
emotional labor, conflict management strategies, and burnout. Longitudinal studies are
recommended to establish causality and examine how these relationships evolve. Such
studies could also investigate how emotional demands and resource availability fluctua-
tions influence burnout trajectories, as suggested by the Conservation of Resources (COR)
theory [48].

Finally, the reliance on self-report measures raises concerns about common method
bias and social desirability effects. Future studies could incorporate multi-method ap-
proaches, including objective well-being indicators such as physiological markers (e.g.,
cortisol levels) or observational assessments, to provide a more comprehensive under-
standing of these dynamics. Experimental designs or diary studies capturing momentary
assessments could further enrich findings by examining real-time emotional fluctuations
and coping strategies.

By addressing these limitations, future research can strengthen the theoretical frame-
work and practical applications of conflict management strategies as protective mechanisms
against burnout in emotionally demanding work environments.
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5. Conclusions

In conclusion, this study underscores the pivotal role of conflict management strategies
in buffering the adverse effects of emotional labor on burnout. Anchored in the Conser-
vation of Resources (COR) theory [48], the findings highlight how resource-preserving
mechanisms, such as effective conflict management, can mitigate the emotional depletion
caused by workplace demands. By integrating these strategies into organizational practices,
employers can foster healthier and more sustainable work environments, ultimately en-
hancing employee well-being and productivity. Recognizing these dynamics, organizations
should prioritize training programs that develop employees’ conflict resolution skills and
emotional resilience, equipping them to manage stress more effectively.

Finally, this research highlights the need to explore further cross-cultural variations
in conflict management effectiveness and the long-term impact of these strategies. Future
studies should investigate how different cultural frameworks influence the role of emotional
labor and conflict management strategies in shaping employee outcomes [18]. Such insights
will further refine interventions to reduce burnout and enhance workplace well-being.

Author Contributions: Conceptualization, A.R., M.F. and S.L.; methodology, IM.O. and A.L,; vali-
dation, A.L. and S.L.; formal analysis, IM.O.and A.L; investigation, A.R. and M.F,; data curation,
IM.O; writing—original draft preparation, A.R. and M.F,; writing—review and editing, AL,IMO.
and S.L.; visualization, S.L.; supervision, S.L. All authors have read and agreed to the published
version of the manuscript.

Funding: This research received no external funding.

Institutional Review Board Statement: The study was conducted following the Declaration of
Helsinki and approved by the Portuguese Catholic University Scientific Council (UCP-2024-075) on
8 January 2024.

Informed Consent Statement: Informed consent was obtained from all subjects involved in the study.

Data Availability Statement: The data supporting this study’s findings are available from the
corresponding author, S.L., upon reasonable request.

Conflicts of Interest: The authors declare no conflicts of interest.

References

1. Cao, M.; Zhao, Y;; Zhao, S. How CEQOs’ inclusive leadership fuels employees” well-being: A three-level model. Int. ]. Hum. Resour.
Manag. 2023, 34, 2305-2330. [CrossRef]

2. Claes, S.; Vandepitte, S.; Clays, E.; Annemans, L. How job demands and job resources contribute to our overall subjective
well-being. Front. Psychol. 2023, 14, 1220263. [CrossRef]

3. Johnson, T.; Shamroukh, S. Predictive modeling of burnout based on organizational culture perceptions among health systems
employees: A comparative study using correlation, decision tree, and Bayesian analyses. Sci. Rep. 2024, 14, 6083. [CrossRef]
[PubMed]

4. Maslach, C.; Leiter, M.P. Understanding the burnout experience: Recent research and its implications for psychiatry. World
Psychiatry 2016, 15, 103-111. [CrossRef] [PubMed]

5. Maslach, C. Job burnout: New directions in research and intervention. Am. Psychol. Soc. 2003, 2, 189-192. [CrossRef]

6.  Halbesleben, ].R.; Demerouti, E. The construct validity of an alternative measure of burnout: Investigating the English translation
of the Oldenburg Burnout Inventory. Work Stress 2005, 19, 208-220. [CrossRef]

7. World Health Organization [WHO]. Burn-Out an “Occupational Phenomenon”: International Classification of Diseases. 28 May
2019. Available online: https:/ /www.who.int/news/item/28-05-2019-burn-out-an-occupational-phenomenon-international-
classification-of-diseases (accessed on 17 December 2024).

8. Aziz, S.; Widis, A.; Wuensch, K. The association between emotional labor and burnout: The moderating role of psychological
capital. Occup. Health Sci. 2018, 2, 365-383. [CrossRef]

9. Jeung, D.Y,; Kim, C.; Chang, S.J. Emotional labor and burnout: A review of the literature. Yonsei Med. ]. 2018, 59, 187-193.

[CrossRef] [PubMed]


https://doi.org/10.1080/09585192.2022.2077126
https://doi.org/10.3389/fpsyg.2023.1220263
https://doi.org/10.1038/s41598-024-56771-2
https://www.ncbi.nlm.nih.gov/pubmed/38480806
https://doi.org/10.1002/wps.20311
https://www.ncbi.nlm.nih.gov/pubmed/27265691
https://doi.org/10.1111/1467-8721.01258
https://doi.org/10.1080/02678370500340728
https://www.who.int/news/item/28-05-2019-burn-out-an-occupational-phenomenon-international-classification-of-diseases
https://www.who.int/news/item/28-05-2019-burn-out-an-occupational-phenomenon-international-classification-of-diseases
https://doi.org/10.1007/s41542-018-0029-1
https://doi.org/10.3349/ymj.2018.59.2.187
https://www.ncbi.nlm.nih.gov/pubmed/29436185

Societies 2025, 15, 63 12 of 13

10.

11.

12.

13.
14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

Kizilkaya, S. The mediating role of job burnout in the effect of conflict management on work stress in nurses. Curr. Psychol. 2024,
43, 20275-20285. [CrossRef]

Michinov, E. The moderating role of emotional intelligence on the relationship between conflict management styles and burnout
among firefighters. Saf. Health Work 2022, 13, 448-455. [CrossRef] [PubMed]

Joffe, A.D.; Peters, L. The association between emotional labor, affective symptoms, and burnout in Australian psychologists.
Aust. Psychol. 2024, 59, 354-366. [CrossRef]

Hochschild, A. The Presentation of Emotion; Sage Publications: Washington, DC, USA, 1983.

Bodenheimer, G.; Shuster, S.M. Emotional labor, teaching and burnout: Investigating complex relationships. Educ. Res. 2020, 62,
63-76. [CrossRef]

Rughoobur-Seetah, S. An assessment of the impact of emotional labor and burnout on the employees’ work performance. Int. J.
Organ. Anal. 2024, 32, 1264-1284. [CrossRef]

Kim, J.S. Emotional labor strategies, stress, and burnout among hospital nurses: A path analysis. J. Nurs. Scholarsh. 2020, 52,
105-112. [CrossRef] [PubMed]

Mikolajczak, M.; Menil, C.; Luminet, O. Explaining the protective effect of trait emotional intelligence regarding occupational
stress: Exploration of emotional labor processes. J. Res. Personal. 2007, 41, 1107-1117. [CrossRef]

Noor, N.M.; Zainuddin, M. Emotional labor and burnout among female teachers: Work—family conflict as mediator. Asian J. Soc.
Psychol. 2011, 14, 283-293. [CrossRef]

Shih, H.A.; Susanto, E. Conflict management styles, emotional intelligence, and job performance in public organisations. Int. J.
Confl. Manag. 2010, 21, 147-168. [CrossRef]

Al-Hamdan, Z.; Adnan Al-Ta’amneh, I; Rayan, A.; Bawadi, H. The impact of emotional intelligence on conflict management
styles used by Jordanian nurse managers. |. Nurs. Manag. 2019, 27, 560-566. [CrossRef]

Chen, H.X.; Xu, X,; Phillips, P. Emotional intelligence and conflict management styles. Int. |. Organ. Anal. 2019, 27, 458-470.
[CrossRef]

Kariou, A.; Koutsimani, P.; Montgomery, A.; Lainidi, O. Emotional labor and burnout among teachers: A systematic review. Int. .
Environ. Res. Public Health 2021, 18, 12760. [CrossRef] [PubMed]

Brotheridge, C.M.; Lee, R.T. Development and validation of the emotional labor scale. . Occup. Organ. Psychol. 2003, 76, 365-379.
[CrossRef]

Alves, ].5.C.; Bendassolli, P.E.; Gondim, S.M.G. Trabalho emocional e burnout: Um estudo com policiais militares [Emotional
labor and burnout: A study with the military police]. Av. En Psicol. Latinoam. 2017, 35, 459-472. [CrossRef]

Celiker, N.; Ustunel, M.E,; Guzeller, C.O. The relationship between emotional labor and burnout: A meta-analysis. Anatolia 2019,
30, 328-345. [CrossRef]

Hiilsheger, U.R.; Schewe, A.F. On the costs and benefits of emotional labor: A meta-analysis of three decades of research. J. Occup.
Health Psychol. 2011, 16, 361. [CrossRef]

Kammeyer-Mueller, ].D.; Rubenstein, A.L.; Long, D.M.; Odio, M.A; Buckman, B.R.; Zhang, Y.; Halvorsen-Ganepola, M.D.K. A
meta-analytic structural model of dispositonal affectivity and emotional labor. Pers. Psychol. 2013, 66, 47-90. [CrossRef]
Haynie, J.].; Fuller, B.; Martin, C.L.; Story, J. Overall justice and emotion regulation: Combining surface acting with unfairness
talk for greater satisfaction and less exhaustion. Manag. Decis. 2023, 61, 1517-1534. [CrossRef]

Garcia-Romero, A.; Martinez-Iiiigo, D. Validation of an attributional and distributive justice mediational model on the effects
of surface acting on emotional exhaustion: An experimental study. Int. . Environ. Res. Public Health 2021, 18, 7505. [CrossRef]
[PubMed]

Jeung, D. Effect of Emotional Labor on Burnout Among Korean Firefighters; Korean Association of Health and Medical Sociology:
Busan, Republic of Korea, 2022. [CrossRef]

Ozbey, D.O.; Gelmez, E. A Research to Determine the Relationship Between Emotional Labor and Burnout. In Business Challenges
in the Changing Economic Landscape—Vol. 2: Proceedings of the 14th Eurasia Business and Economics Society Conference; Springer
International Publishing: Barcelona, Spain, 2016; pp. 469—478. [CrossRef]

Cagliyan, V.; Findik, M.; Doganalp, B. A consideration on emotional labor, burnout syndrome and job performance: The case of
health institutions. Mediterr. J. Soc. Sci. 2013, 4, 532-540. [CrossRef]

Zaghini, F,; Biagioli, V.; Proietti, M.; Badolamenti, S.; Fiorini, J.; Sili, A. The role of occupational stress in the association between
emotional labor and burnout in nurses: A cross-sectional study. Appl. Nurs. Res. 2020, 54, 151277. [CrossRef] [PubMed]

Moon, Y.; Shin, S.Y. Moderating Effects of resilience on the relationship between emotional labor and burnout in care workers. J.
Gerontol. Nurs. 2018, 44, 30-39. [CrossRef] [PubMed]

Pandey, J.; Singh, M. Donning the mask: Effects of emotional labor strategies on burnout and job satisfaction in community
healthcare. Health Policy Plan. 2016, 31, 551-562. [CrossRef]

Brotheridge, C.M.; Grandey, A.A. Emotional labor and burnout: Comparing two perspectives of “people work”. J. Vocat. Behav.
2002, 60, 17-39. [CrossRef]


https://doi.org/10.1007/s12144-024-05776-1
https://doi.org/10.1016/j.shaw.2022.07.001
https://www.ncbi.nlm.nih.gov/pubmed/36579009
https://doi.org/10.1080/00050067.2023.2299668
https://doi.org/10.1080/00131881.2019.1705868
https://doi.org/10.1108/IJOA-09-2022-3429
https://doi.org/10.1111/jnu.12532
https://www.ncbi.nlm.nih.gov/pubmed/31758662
https://doi.org/10.1016/j.jrp.2007.01.003
https://doi.org/10.1111/j.1467-839X.2011.01349.x
https://doi.org/10.1108/10444061011037387
https://doi.org/10.1111/jonm.12711
https://doi.org/10.1108/IJOA-11-2017-1272
https://doi.org/10.3390/ijerph182312760
https://www.ncbi.nlm.nih.gov/pubmed/34886485
https://doi.org/10.1348/096317903769647229
https://doi.org/10.12804/revistas.urosario.edu.co/apl/a.4505
https://doi.org/10.1080/13032917.2019.1581625
https://doi.org/10.1037/a0022876
https://doi.org/10.1111/peps.12009
https://doi.org/10.1108/MD-02-2022-0250
https://doi.org/10.3390/ijerph18147505
https://www.ncbi.nlm.nih.gov/pubmed/34299956
https://doi.org/10.37243/kahms.2022.61.31
https://doi.org/10.1007/978-3-319-22593-7_35
https://doi.org/10.5901/mjss.2013.v4n10p532
https://doi.org/10.1016/j.apnr.2020.151277
https://www.ncbi.nlm.nih.gov/pubmed/32650898
https://doi.org/10.3928/00989134-20180815-01
https://www.ncbi.nlm.nih.gov/pubmed/30257022
https://doi.org/10.1093/heapol/czv102
https://doi.org/10.1006/jvbe.2001.1815

Societies 2025, 15, 63 13 of 13

37.

38.

39.
40.

41.

42.

43.

44.

45.

46.

47.

48.

49.

50.

51.

52.

53.

54.

55.

Caputo, A.; Marzi, G.; Maley, J.; Silic, M. Ten years of conflict management research 2007-2017: An update on themes, concepts
and relationships. Int. . Confl. Manag. 2019, 30, 87-110. [CrossRef]

Winardi, M.A; Prentice, C.; Weaven, S. Systematic literature review on emotional intelligence and conflict management. J. Glob.
Sch. Mark. Sci. 2022, 32, 372-397. [CrossRef]

Rahim, M.A. A measure of styles of handling interpersonal conflict. Acad. Manag. ]. 1983, 26, 368-376. [CrossRef]

Vashisht, R.; Singh, K.; Sharma, S. Emotional intelligence and its relationship with conflict management and occupational stress:
A meta-analysis. Pac. Bus. Rev. Int. 2018, 11, 30-38.

Soriano-Véazquez, 1.; Cajachagua Castro, M.; Morales-Garcia, W.C. Emotional intelligence as a predictor of job satisfaction:
The mediating role of conflict management in nurses. Front. Public Health 2023, 11, 1249020. [CrossRef] [PubMed]

Schlaerth, A.; Ensari, N.; Christian, . A meta-analytical review of the relationship between emotional intelligence and leaders’
constructive conflict management. Group Process. Intergroup Relat. 2013, 16, 126-136. [CrossRef]

Rutner, P; Riemenschneider, C. The impact of emotional labor and conflict-management style on work exhaustion of information
technology professionals. Commun. Assoc. Inf. Syst. 2015, 36, 13. [CrossRef]

Safi, M.H.; Mohamadj, F.; Kolahi, A.A. The Relationship between Job Satisfaction with Burnout and Conflict Management Styles
in Employees. Community Health 2015, 2, 266-274.

Yilmaz, H. The Moderating Effect of The Demographic Variables on the Relationship between Burnout Syndrome and the
Management of Conflicts. Yonetim Bilim. Derg. 2022, 20, 497-522. [CrossRef]

Wahid, A.S.; Omar, M.K,; Mohd, I.H. Psychological Capital, Emotional Labor, and Burnout Among Malaysian Workers. Evolu-
tionary Studies in Imaginative Culture. Evol. Stud. Imaginative Cult. 2024, 8, 292-316. [CrossRef]

Ghazliyar, M.; Borghei, Z. Determination of the relationship between job burnout and conflict management styles in employees
of health administration and assessment of medical documents office of Golestan Province branch of social security organization
of Islamic Republic of Iran. Mediterr. ]. Soc. Sci. 2015, 6, 741-746. [CrossRef]

Hobfoll, S.E.; Halbesleben, J.; Neveu, ].P.; Westman, M. Conservation of resources in the organizational context: The reality of
resources and their consequences. Annu. Rev. Organ. Psychol. Organ. Behav. 2018, 5, 103-128. [CrossRef]

Campos, ].A.D.B.; Carlotto, M.S.; Mardco, J. Oldenburg Burnout Inventory-student version: Cultural adaptation and validation
into Portuguese. Psicol. Reflexio Critica 2012, 25, 709-718. [CrossRef]

Dimas, I.C.D. (Re)pensar o Conflito Intragrupal: Niveis de Desenvolvimento e Eficacia [(Re)Thinking Intragroup Conflict: Levels
of Development and Effectiveness]. Doctoral Dissertation, Faculdade de Psicologia e de Ciéncias da Educagao, Universidade de
Coimbra, Coimbra, Portugal, 2007. Available online: https://hdl.handle.net/10316/7484 (accessed on 17 December 2024).
Castanheira, F.; Chambel, M.J. Emotion work, psychological contract, and their relationship with burnout. In New Research Trends
in Effectiveness, Health, and Work: A Criteos Scientific and Professional Account; Morin, E., Ramalho, N., Silva, C., Eds.; Edi¢oes Silabo:
Lisboa, Portugal, 2009; pp. 101-120.

Maroéco, J. Andlise Estatistica com o SPSS Statistics [Statistical Analysis with SPSS Statistics], 7th ed.; ReportNumber; Edi¢oes Nosso
Conhecimento: Péro Pinheiro, Portugal, 2018.

Hayes, A.E. Introduction to Mediation, Moderation, and Conditional Process Analysis: A Regression-Based Approach (2°); Guilford
Publications: New York, NY, USA, 2018.

Carlson, D.; Ferguson, M.; Hunter, E.; Whitten, D. Abusive supervision and work-family conflict: The path through emotional
labor and burnout. Leadersh. Q. 2012, 23, 849-859. [CrossRef]

Prentice, C. Emotional labor and its consequences: The moderating effect of emotional intelligence. In Individual Sources, Dynamics,
and Expressions of Emotion; Emerald Group Publishing Ltd.: Leeds, UK, 2013; pp. 187-201. [CrossRef]

Disclaimer/Publisher’s Note: The statements, opinions and data contained in all publications are solely those of the individual

author(s) and contributor(s) and not of MDPI and/or the editor(s). MDPI and/or the editor(s) disclaim responsibility for any injury to

people or property resulting from any ideas, methods, instructions or products referred to in the content.


https://doi.org/10.1108/IJCMA-06-2018-0078
https://doi.org/10.1080/21639159.2020.1808847
https://doi.org/10.2307/255985
https://doi.org/10.3389/fpubh.2023.1249020
https://www.ncbi.nlm.nih.gov/pubmed/38026285
https://doi.org/10.1177/1368430212439907
https://doi.org/10.17705/1CAIS.03613
https://doi.org/10.35408/comuybd.1040049
https://doi.org/10.70082/esiculture.vi.811
https://doi.org/10.5901/mjss.2015.v6n3s2p741
https://doi.org/10.1146/annurev-orgpsych-032117-104640
https://doi.org/10.1590/S0102-79722012000400010
https://hdl.handle.net/10316/7484
https://doi.org/10.1016/j.leaqua.2012.05.003
https://doi.org/10.1108/S1746-9791(2013)0000009013

	Introduction 
	Emotional Labor and Burnout 
	Conflict Management Strategies and Burnout 
	The Moderating Role of Conflict Management Strategies 

	Materials and Methods 
	Research Design and Data Collection Procedure 
	Participants 
	Instruments 
	Sociodemographic Questionnaire 
	Oldenburg Burnout Inventory 
	Conflict Management Strategies Assessment Scale (ROCI-II) 
	Emotional Labor Scale (ELS) 

	Data Analysis Procedures 

	Results 
	Descriptive Statistics and Correlations 
	Test of Hypotheses 

	Discussion 
	Conclusions 
	References

