
 International Journal of Human Resource Studies 

ISSN 2162-3058 

2021, Vol. 11, No. 4 

http://ijhrs.macrothink.org 8 

The Effects of Emotional Labour, Job Characteristics 

and Job Demands on Job Burnout with 

Counterproductive Behaviour in Hermina Hospital 

Depok, West Java, Indonesia 

Sera Causalita Utami Putri (Corresponding Author) 

Faculty of Business & Management 

Universitas Pembangunan Nasional Veteran Jakarta, Indonesia 

 

Iwan Kresna Setiadi 

Faculty of Business and Management 

Universitas Pembangunan Nasional Veteran Jakarta, Indonesia 

 

Santoso Iman Mulyono 

Faculty of Business and Management 

Universitas Pembangunan Nasional Veteran Jakarta, Indonesia 

 

Received: Oct. 8, 2021   Accepted: Nov. 8, 2021   Online published: Nov. 21, 2021 

doi:10.5296/ijhrs.v11i4.19077      URL: https://doi.org/10.5296/ijhrs.v11i4.19077 

 

Abstract 

The quantitative research method is used in this research that aims to determine the effects of 

emotional labour, job characteristics and job demands on job burnout with counterproductive 

behaviour. The respondents in this research are nurses with a population of 160. The size of 

the sample was taken as much as 100 respondents, with a probability sampling method 

specifically for simple random sampling. The questionnaire was used for data collection. The 

analysis technique used in this research is the analysis PLS (Partial Least Square) method. 

The results of this study indicate that (1) emotional labour has an effect on job burnout with a 

path coefficient of 0.751. (2) job characteristics have an effect on job burnout with a path 

coefficient of 0.231 (3) job burnout has an effect on counterproductive behaviour with a path 
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coefficient of 0.951 and (4) job demands have an effect on job burnout with a path coefficient 

of 0.687. 

Keywords: emotional labour, job characteristics, job demands, job burnout, 

counterproductive behaviour 

1. Introduction 

Hospital is one of the service industries engaged in health services that have strategic tasks 

and roles with an emphasis on recovery, healing, and efforts to improve patient health status. 

Employees are human resources who have an important element in an organization because 

employees carry out organizational activities so that employees who work in hospitals can 

provide good quality of human resources which are expected to run following organizational 

goals, namely having productive human resource management. Out of the various hospitals in 

Depok, there is the Hermina Hospital which is a hospital that specifically serves children's 

and women's health, obstetrics, and various other specialist service units. According to 

Skakon et al. (2010) job burnout is an important area of study because controlling stress and 

fatigue have been found to affect employee well-being and has become a common thing 

among health care employees with characteristics of the work environment such as high 

workloads or overtime work that can affect the work atmosphere and affect patient 

satisfaction. Maslach Burnout Inventory (MBI) defined job burnout as a symptom of 

emotional exhaustion, depersonalization, and decreased employee performance that can occur 

among individuals (Khan, 2013). The company's target that has not been achieved to reduce 

job burnout can be caused by several factors, including emotional labour which is a role 

demand that requires employees to hide the emotions they feel and display work emotions 

that are regulated in display settings as part of the service.  

Another factor that can cause job burnout is job characteristics. By being given the diversity 

in work assignments, employees are expected to be able to motivate themselves to be able to 

improve their abilities, have responsibilities and knowledge related to the work carried out by 

employees and this triggers increased job burnout because of the many pressures and 

workloads. Furthermore, according to Robbins (2001), job characteristics is an attempt to 

identify the tasks of the job, how these characteristics are combined to form different jobs and 

the relationship with employee motivation, satisfaction and performance. Studies conducted 

by Schaufeli & Bakker (2004) stated job demands are an obligation carried out by employees 

to be able to complete the amount of work given simultaneously in a brief time, employees 

are required to be able to manage the time and speed in completing the amount of work given. 

Job burnout is one of the factors that cause counterproductive behaviour, according to Chang 

& Smithikrai (2010), counterproductive behaviour is a negative behaviour that originates 

from members of the organization which is seen by the organization as against their 

legitimate interests. Counterproductive behaviour has been described as deviant, antisocial 

behaviour, destructive and harmful behaviour that spreads and harms both the organization 

and the well-being of employees. 

Based on further investigations where the interview was conducted with Mrs Ni Ketut Wiwik 

Widyawati as the HR Manager who manages the Education and Training Department at the 
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Hermina Hospital stated that once there were nurses who experienced uncomfortable 

treatment such as being scolded by doctors or patients and reprimanded by the head of the 

hospital unit because they did not come to work without permission and yet again decided not 

to come to work the next day, this is a form of counterproductive behaviour. Personality traits 

can also lead to counterproductive behaviour such as emotional instability felt by employees 

because of personal issues outside the office that make employees behave inconsistently with 

hospital regulations, decrease of work performance and subsequently employees who often 

do work incautiously can easily trigger counterproductive behaviour. Furthermore, Hermina 

Hospital has been instructed by the centre to think about how to reduce costs and increase 

revenue that should be implemented. The HRD is not allowed to increase revenue but 

emphasizes costs. One form of cost suppression is that Hermina Hospital streamlines the 

number of employees, if there are excessive employees the hospital shifts employees to units 

that lack manpower and the hospital does not want to add new employees because adding 

new employees means increasing costs with an estimated cost of IDR 4,000,000 to IDR 

6,000,000. In this case study, employees who work in hospitals experience high fatigue due to 

a large number of shift works and the amount of overtime that can lead to negative 

behaviours in forms of deviation such as anger which is sometimes difficult to control, 

provide unpleasant service to patients, create an ineffective work environment and establish a 

bad relationship with co-workers. Therefore, this study was aimed to identify possible 

reasons for emotional labour, job characteristics and job demands on job burnout with 

counterproductive behaviour and its relationship among nurses in Hermina Hospital. The 

specific objectives of the study are: 

1. To identify possible factors that can affect job burnout and factors that are influenced by 

job burnout. 

2. To analyze the factors which have significant effects on job burnout. 

1.2 Literature Review 

1.2.1 Emotional Labour 

Karim & Weisz explained Emotional labour is the process of planning, controlling and 

displaying the desired emotions required by the organization. Employees convey these 

emotions to patients through deep acting, surface acting and genuine emotions (as cited in 

Akhter, et al., 2016). Emotional labour requires employees to hide their personal feelings to 

show work emotions that exist in the organization by displaying display settings set by the 

organization as part of service performance. Furthermore, the performance of emotional 

labour requires that workers suppress their personal feelings to show the organizationally 

desirable work emotions by displaying organizationally specified “display rules” as part of 

their service performance, such as to “serve the customer with a smile” and/or to suppress 

negative emotions towards customers as part of the service performance (Igbojekwe, 2017, p. 

3). 

1.2.2 Job Characteristics 

Schurman (2011) states the definition of job characteristics are aspects specific to a job, such 
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as knowledge and skills, mental and physical demands, and working conditions that can be 

recognized, defined, and assessed that are important causes of employee health. Job 

characteristics as the core dimensions of work, namely the core dimensions of work are 

characteristics found in various types of work. Meanwhile, expressing perceived job 

satisfaction refers to job characteristics that determine the general nature as perceived by job 

holders (Hartiwi, 2016, p. 6). 

1.2.3 Job Demands 

Job demands denote to work prospects that take an individual to exert more psychological 

and physical efforts thus resulting in fatigue and strain. Job demands are categorized as some 

of the more challenging work aspects which could be from the work or the organization as 

well (Demerouti et al., 2001). Job demands stress out employees physical and mental 

capabilities which result in depleting their capabilities. This hence also results in making 

people work with lesser connectivity and energy (Schaufeli & Bakker, 2004). Generally, job 

demands are catered to result in making employees becoming absent (Bakker et al., 2003); 

facing health problems (Hakanen et al., 2006). Seemingly, these studies have outlined that job 

demands can have a deleterious effect on employees` in terms of their work outcomes and 

physical condition (as cited in Ahmed et al., 2017). 

1.2.4 Job Burnout 

Job burnout is considered the negative psychological state people experience when they are 

exposed to stress for a prolonged period. Burnout differs from stress in that burnout is 

deliberated as a prolonged presence of stress and is distinguished from depression in terms of 

the domain (Maslach et al., 1996). The concept of burnout had its origin in the study by 

Herbert Freudenberger (1974) who observed it as a state of energy depletion and loss of 

commitment and motivation among human service and healthcare volunteers which was 

associated with psychological and physiological symptoms. Physiological symptoms were 

present in the form of chronic headache and cold, sleeplessness, and weight loss among 

others. Since then, it has become an important topic that has been widely studied in various 

areas of occupations. Specifically, research on job burnout is heavily based on the 

conceptualization proposed by Maslach and colleagues who suggested that job burnout is a 

multidimensional construct consisting of three aspects: emotional exhaustion, 

depersonalization, and perceived lack of personal accomplishment (Charoensukmongkol, et 

al., 2016, p. 5). 

1.2.5 Counterproductive Behaviour 

Counterproductive behaviour is defined as such type of behaviour that disregards the norms 

of the rules of organization and its purpose is to harm the organization or people working 

their counterproductive behaviour can take different forms of violence, deviance, revenge, 

cyberloafing (Rehman, et al., 2017). Counterproductive behaviour is not only a single type of 

behaviour but also aggregated set of behaviours. By comparing it with a single type of 

behaviour, we come to know that counterproductive behaviours are more constant and valid 

regarding time/personality and situational variables (Lobnikar & Pagon, 2014). Literature has 
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shown that workplace shunning may result in depression and maladaptive (such type of 

behaviour does not provide adequate adjustment for suitable environment or situation. 

Shunning type of behaviour should be avoided in the organizations as research has shown 

that workplace aggression and counterproductive behaviour are positively related (as cited in 

Nawaz et al., 2018). 

1.3 Statement of the Hypotheses 

1.3.1 Emotional Labor on Job Burnout 

Previous research done by Ma, Chen & Tang (2010) indicated that job burnout is probably 

one of the most predictable consequences of emotional labour. In other words, employees in 

roles that are more emotionally demanding experience higher levels of fatigue than 

employees in roles that are less emotionally demanding. There are two types of theories to 

explain the relationship between emotional labour and job burnout. One of them is the action 

theory developed by Zapf (2002) which has found that there is a positive correlation between 

emotional labour and job burnout. The theory of action suggests that surface acting is a 

conventional activity, and does not require a lot of psychological resources. On the other hand, 

deep acting needs to use a lot of psychological resources because it is an internal cognitive 

process. This means that employees who control their emotions through deep acting can 

experience high levels of job burnout. Thus, employees who control their emotions through 

surface acting may experience more serious psychological conflict and higher levels of 

internal tension. Furthermore, Wu & Shie (2017) indicated that deep acting plays a positive 

role in mitigating employees’ job stress, while surface acting increases job stress by 

exhausting employees’ emotional resources during service (Lee et al., 2015). Employees who 

are motivated to comply with organizational display rules and can understand and regulate 

emotions have a resulting reduction in job burnout. Thus, it is hypothesized that: 

H1: There is a significant influence of emotional labour on job burnout. 

1.3.2 Job Characteristics on Job Burnout 

Based on the study conducted by Salami & Ajitoni (2015) stated that emotional intelligence is 

chosen as a moderator which is a different factor from individuals who have the potential to 

prevent feelings of fatigue and also reduce the impact of unfavourable job characteristics on 

the onset of job burnout. Motivation is a force within a person that affects the goals, intensity, 

and persistence of employee behaviour in doing work. Individuals with high achievement 

motivation tend to be more ambitious, optimistic, have greater persistence and are more 

focused on achieving high-performance standards. Thus, individuals are more likely to have 

high self-esteem, increased morale, persistence, personal resources and overcome job 

characteristics that affect low job burnout. Several researchers have found a significant 

negative relationship between motivational factors and job burnout and used motivation as a 

moderator of the relationship between job characteristics and job burnout (Farzalipour et al, 

2012). According to Ozbag & Ceyhun (2014) stated emotional exhaustion is characterized by 

a lack of energy and individuals feel that they are emotionally overextended and exhausted at 

work. Cynicism refers to the development of negative, cynical attitudes and feelings about 
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one’s patients and excessively detached responses to other people at work. The third 

component of burnout, reduced personal accomplishment is the tendency to evaluate oneself 

negatively, particularly concerning one’s work with patients or interactions with people at 

work. Various possible causes of burnout have been investigated and three categories 

including job characteristics, workload and role characteristics are identified as factors 

contributing to job burnout (Chen et al, 2012, p. 805). Thus, it is hypothesized that: 

H2: There is a significant influence of job characteristics on job burnout. 

1.3.3 Job Demands on Job Burnout 

According to Hakanen et al. (2008), Job demands are stressors in a situation that involves 

high efforts endured to achieve the expected performance level. Employees need to invest 

more resources to meet the demands and to protect themselves from further depletion. 

Maslach (1993) stated that burnout is caused by high job demands that drain the employee’s 

energy, and in an attempt to cope with the resulting burnout, the employee withdraws 

mentally. Several studies investigating burnout show that burnout is related to job demands, 

such as time pressure and work overload. This is because giving too much for too long is 

energy depleting and this leads to burnout. For instance, when employees are burdened with a 

heavy workload for a sustained period, the energy required to perform their tasks would be 

depleting and this leads to burnout (Roslan et al., 2015, p. 3). Based on a study conducted by 

Baka (2015) stated previous researchers who examined the JD-R model proposed a new 

concept of the phenomenon of job burnout by defining it as the long-term effect of chronic 

work-related stress caused by high problems and poor job resources. The JD-R model is not 

only an emotional but also a physical and cognitive aspect. Instead of depersonalization i.e. 

maintaining emotional distance from employees which is defined as a distanced attitude with 

coworkers, and all work-related contexts such as work of the employee, work values, and 

organizational culture. Thus, employee exit from the organization is a broader notion, 

consisting of depersonalization and personal independence (Demerouti et al., 2001). Thus, it 

is hypothesized that: 

H3: There is a significant influence of job demands on job burnout. 

1.3.4 Job Burnout on Counterproductive Behaviour 

According to Cropanzano et al. (2003) stated that based on resource conservation theory, if 

they feel that they lack sufficient resources to get the job done or their efforts fail to deliver 

the results the organization expects, employees become emotionally exhausted. Emotional 

exhaustion of employees can influence counterproductive behaviour through 

depersonalization such as emotional from individual work, consumers or co-workers and 

improper emotions within the organization. Furthermore, Liang & Hsieh (2007) found a 

relationship between job burnout and counterproductive behaviour and found that 

depersonalization behaviour significantly predicts burnout, burnout and personal achievement 

cannot be predicted. A related study by Krischer et al. (2010) found that employees who 

reported being emotionally exhausted were more likely to display counterproductive 

behaviour. Other studies by Bolton et al. (2012) investigated the relationship between job 
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burnout (using the dimension of depersonalization) and counterproductive behaviour, They 

found that depersonalization significantly influenced counterproductive behaviour. However, 

concluded that the finding was consistent with the conservation of resources theory (Hobfoll, 

1989), which argued that in a state of depleted emotional resources, heightened 

depersonalization increased the likelihood of counterproductive occurring. Uchenna (2013) 

conducted a study on the influence of perceived organizational support and job burnout on 

counterproductive behaviour showed that employees who reported job burnout showed a 

higher tendency of engaging in counterproductive behaviour than those who did not report 

job burnout. The present study uses the multidimensional construct of burnout—emotional 

exhaustion, depersonalization and low personal accomplishment to ascertain the unique 

contribution of each dimension in influencing employees’ counterproductive behaviour 

(Ugwu, et al., 2017, p. 107). Thus, it is hypothesized that: 

H4: There is a significant influence of job burnout on counterproductive behaviour. 
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Figure 1. Research Model 
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2.1 Research Design 

The associative quantitative method is used in this study to determine the effect of the 
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the sample from the population that is carried out randomly without regard to the strata in the 

population. Respondents selected in this study were nurses with a population of 160 nurses 

The research method used is Partial Least Square which is recommended to range from 30 to 

100. According to Roscoe in Ferdinand (2011) stated that the sample size is found to be 25 

times the independent variable. Furthermore, this study consists of 4 independent variables 

and 1 dependent variable, so the determination of the sample size is calculated from 4 

independent variables, then the determination of the sample size is calculated from 4 x 25= 

100 respondents. Thus, the number of samples taken is 100 nurses at Hermina Hospital 

Depok. 

3. Results and Findings 

Based on data obtained in this study, of 100 respondents there were 92% female and 8% male 

nurses. This means that female respondents dominate because the Hermina Hospital 

previously only specialized in maternal and child care, then it was repositioned to become a 

General Hospital, therefore female nurses are believed to have more expertise in treating 

patients with patience and compassion. Female nurses understand patients better when 

complaints occur and handle problems well. The majority of respondents were aged between 

26-30 years old (41%), followed by respondents aged 20-25 years old (27%), then aged 31-35 

years old (19%) and those aged above 35 years old (13%). As for the timeline of work, the 

majority of respondents have experienced working for 4-6 years (43%) which makes them 

fully competent at work, then 1-3 years of work (33%) and above 6 years (24%). Furthermore, 

there were divided into different work units, majority of the respondents were from the ICU 

unit with a percentage of 44% as ICU is more dominant because it needs a lot of nurses to be 

able to promptly help treat critical patients that possibly threaten patient safety if they are not 

given proper and fast treatment by nurses, followed by mother nursing no. 2 unit with a 

percentage of 19%, mother nursing no.1 unit with a percentage of 14%, then general nursing 

unit with a percentage of 12%, operation room unit with a percentage of 6% and newborn 

baby room unit with a percentage of 5%. In terms of education level, the majority of 

respondents had received associate degrees with a percentage of 96% and followed by 

respondents with bachelor degrees with a percentage of 4%. Hence, it can be said that nurses 

with associate degrees play a vital role in the nursing community and can either be a great 

starting point in nursing as students can take the degree when/where they want and also have 

an excellent and satisfying career ahead.   

Subsequently, a discriminant validity test was done to analyse the average variance extracted 

(AVE) between the variables. Furthermore, a study conducted by Ghozali (2019) stated a 

questionnaire is said to be valid if the questions on the questionnaire can reveal something 

that will be measured by the questionnaire. A test is said to have high validity if the test 

performs a precise and accurate measurement function according to its purpose. 

As presented in Table 1 shows the average variance extracted for independent variables and 

dependent variables. Results of the emotional labour (AVE= 0.776), job characteristics 

(mean= 0.763), job burnout (AVE= 0.816), counterproductive behaviour (AVE= 0.725) and 

job demands (AVE=0.795) show AVE values for all variables are above 0.5 point as set for 



 International Journal of Human Resource Studies 

ISSN 2162-3058 

2021, Vol. 11, No. 4 

http://ijhrs.macrothink.org 16 

AVE to be valid as variable measuring instrument. 

Table 1. Average Variance Extracted of All Variables 

  Variables                             AVE 

 Emotional Labour                        .776 

 Job Characteristics                       .763 

 Job Burnout                            .816 

 Counterproductive Behaviour              .725 

 Job Demands                           .795 

The next step after obtaining the validity of each instrument of question per variable is a 

reliability test. Table 2 shows that the values of composite reliability (CR) and Cronbach's 

alpha (CA) for all constructs are above 0.7 which indicates that all constructs in the estimated 

model meet the criteria. Based on the result obtained, emotional labour (CR=0.985, CA= 

0.9844), job characteristics (CR=0.984, CA=0.983), job burnout (CR= 0.988, CA=0.987), 

counterproductive behaviour (CR=0.980, CA=0.979) and job demands (CR=0.987, 

CA=0.985). This reliability test leads to an understanding that the instrument used in the 

research is to obtain information that is used to be reliable as a data collection tool and can 

reveal actual information in the field. 

Table 2. Composite Reliability and Cronbach’s Alpha 

      Variables                   CR        CA       

 Emotional Labour                .985        .984 

 Job Characteristics               .984        .983 

 Job Burnout                    .988        .987 

 Counterproductive Behaviour      .980        .979 

 Job Demands                   .987        .985 

Additionally, Table 3 shows that the magnitude of R Square (R2) of job burnout is 0.913, thus 

showing the effects of emotional labour, job characteristics and job demands on job burnout 

of 91.3% and the remaining 8.7% is influenced by other factors or other variables such as job 

satisfaction, workload and turnover intention. Thus, the R Square value for counterproductive 

behaviour is 0.904, which means that job burnout affects counterproductive behaviour by 

90.4% and the remaining 9.6% is influenced by other variables such as organizational justice 

and moral identity. 

Table 3. Value of R Square (R
2
) 

      Variables                          R
2
 

 Job Burnout                            .913 

 Counterproductive Behaviour              .904 

Next, after the statement items per variable are declared valid, then all variables are also 

declared reliable and the research structural model is declared fit, thus it can be continued by 

conducting the t-statistical test of the study. The t-statistic test in this study, t-test or partial 

test is used to determine whether there is an effect between emotional labour, job 
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characteristics, job demands on job burnout and job burnout on counterproductive behaviour. 

According to Sarjono & Julianita (2011, p. 133) stated to find the t table value is obtained 

from the 0.05 significance level and the t table-level is obtained from df = number of samples 

- number of variables. Therefore, it is known that t-table = 1.985 which is obtained from the 

formula df = N-K or df = 100-5 = 95, then associated with an error degree of 5% or 0.05. 

Furthermore, Ghozali (2016, p.97) stated that statistical tests (t-statistics) show how far the 

influence of an individual variable is in explaining the dependent variable. According to 

Sarjono & Julianita (2013, p. 101) states that the basis for taking the hypothesis is: 

a. If the probability value is less than or equal to the probability value of Sig. (0.05 sig.), H0 

is accepted (Ha is rejected). That is, significant. 

b. If the probability value is greater than or equal to the probability value Sig. (0.05 sig.), Ha 

is accepted (H0 is rejected). That is, not significant.  

Based on the data obtained in table 4, the results of the testing hypothesis of emotional labour 

on job burnout show the t value of 4.706 > t table of 1.985 and the p-value of 0.000 < 0.05, 

this shows that emotional labour has a significant effect on job burnout. Meanwhile, if the 

positive effect of emotional labour on job burnout can be obtained from the Original Sample 

of 0.751, which means that if the emotional labour is well, job burnout will decrease. Based 

on t count it is concluded that Ha1 is accepted and Ho1 is rejected. These results are relevant 

to the situation faced by nurses in hospitals, where good emotional control of work will 

reduce work fatigue. In carrying out emotional control, nurses must be able to motivate 

themselves and get used to displaying positive and sincere emotions when serving patients. 

Positive behaviour can help stabilize nurses' emotions and create a good work environment 

and establish good communication with coworkers and patients. 

Furthermore, the results of the testing hypothesis of job characteristics on job burnout in table 

4 show the t value of 2.333 > t-table 1.985 and the p-value of 0.020 < 0.05, this shows that 

job characteristics have a significant effect on job burnout. Meanwhile, a positive effect 

between job characteristics on job burnout can be obtained from the Original Sample of 0.231, 

based on t count it is concluded that Ha2 is accepted and Ho2 is rejected. These results are 

relevant to the situation at Hospital, where nurses are given independence in carrying out 

various jobs and responsibilities to achieve work results that have an impact on self-emotions 

and high work motivation. Nurses must be able to divide the time to do one job with another 

job and decide which job must be done first to achieve maximum work results.   

Next, the results of the testing hypothesis of job burnout on counterproductive behaviour in 

table 4 show a t-value of 68.602 > t-table 1.985 and a P-value of 0.000 <0.05, this indicates 

that job burnout has a significant effect on counterproductive behaviour. The positive effect 

of job burnout on counterproductive behaviour can be obtained from the Original Sample of 

0.951. Based on t count, it is concluded that Ha3 is accepted and Ho3 is rejected. These 

results are relevant to the situation at Hospital, where nurses feel low burnout in doing the 

work they are engaged in with high work productivity which can have an impact on 

decreasing counterproductive behaviour.  
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Lastly, the results of the testing hypothesis of job demands on job burnout in table 4 show a 

t-count of 6.660 > t-table of 1.985 and a P-value of 0.000 <0.05. This indicates that job 

demands have a significant effect on job burnout. The positive influence between job 

demands on job burnout can be obtained from the Original Sample of 0.687, which means 

that if the job demands are good, work fatigue will decrease. Based on t count, it is concluded 

that Ha4 is accepted and Ho4 is rejected. The results are relevant to Hospital, where nurses 

can use their skills well and display high work productivity and provide quality services. Due 

to this, nurses must be more active and focused in doing work using their skills so that they 

can be appreciated by the organization. 

Table 4. Results of t-statistics   

      Variables                           Original    t- statistics     P values  

                                         Sample    

Emotional Labour  Job Burnout              .751        4.706        .000 

Job Characteristics Job Burnout              .231        2.333        .020 

Job Burnout- Counterproductive Behaviour    .951.        68.602       .000           

Job Demands Job Burnout                  .687        6.660        .000  

4. Discussion 

This study was obtained to describe the effects of emotional labour, job characteristics and 

job demands on job burnout with counterproductive behaviour. This study found that there is 

a significant relationship between these variables, emotional labour, job characteristics and 

job demands on job burnout with counterproductive behaviour. The results are obtained with 

variables that have a significant effect, namely emotional labour and job burnout, it is 

necessary to enhance the explanation of the dimensions and factors in each variable and there 

is a need for further research on the relationship between emotional labour and job burnout, 

which currently lacks a lot of research that has been done before. For emotional labour 

variables, it is necessary to create a comfortable working atmosphere and communication 

with coworkers and when serving patients to provide good quality services and achieve 

maximum work results. Nurses need to get used to displaying sincere emotions when caring 

for patients and controlling their emotions in any situation because providing services to 

patients is a top priority in their work as nurses, and also increases the friendliness when 

interacting in front of patients so that patients feel satisfied with the services provided not 

only to patients.  

As for the variables of job characteristics and job burnout that have a significant effect, it is 

necessary to add a deeper theoretical explanation of each variable relationship by combining 

theories regarding the relationship between job characteristics and job burnout and also 

theories from other variables such as workload, job satisfaction and employee involvement 

that have a relationship with job burnout. The characteristics of the work need to be improved 

so that nurses feel responsible for making their own decisions about the work arrangements 

carried out so that nurses can feel appreciated by their superiors and feel they have high 

control over the work results to be achieved. Another thing that needs to be maintained is to 

manage time properly between doing one job and another so that nurses can further increase 
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productivity and maximum work performance.  

Furthermore, for the variables of job demands and job burnout that have a significant effect, 

it is necessary to enhance the explanation of theories regarding the relationship between the 

variables of job demands and job burnout in the discussion of hypotheses regarding the effect 

of the two variables that explain positive and negative effects and also add theory to the 

definition of job demands in a more complete manner and well understood by the researchers. 

Nurses need to increase the use of their work skills to the maximum, so nurses can effectively 

do their jobs and provide good quality of service and nurses can get used to completing work 

demands by the allotted time. Another thing that needs to be improved is teamwork within the 

work unit to be more effective in doing work simultaneously, especially in achieving 

harmony in the expected work results and the importance of relying on each other to help 

each other and share opinions.  

Lastly, for variables that have a significant effect, namely job burnout and counterproductive 

behaviour, it is necessary to develop more research on questionnaire statements on the 

variables of job burnout and counterproductive behaviour due to the lack of complete 

statements to be used as reference sources in this study. Furthermore, it is necessary to 

increase work performance and productivity to be maximized because the most important 

task of nurses is to provide services to patients and nurses need to stabilize positive emotions 

to display these positive emotions and work behaviours. Another thing that needs to be 

improved is by creating a comfortable atmosphere when serving patients, such as ensuring 

that the patient room is always clean and tidy, communicating as clearly as possible to 

patients, always being alert in providing services when patients need help and the need for 

patients to be satisfied with the services provided by the hospital. 
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