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[Abstract] Objective: To explore the relationship between the call-center agents and their job burnout degree when
they adopt different ways in emotional labor. Methods: Assessing 1962 call—center agents’ performances by using Style
Scale For Emotional Labor and Job Burnout Inventory (MBI-GS Scale). Results: Gender is significantly positively
correlated with deep action; age has a significantly positive correlation with both deep action and surface action, and is
more deep action —related; age is significantly negatively correlated with job burnout; marital status is significantly
negatively corelated with deep action, and demonstrates a significantly positive correlation with job burnout. After
controlling the demographic variables, surface action will be significantly positively correlated with job burnout and has a
positive predictive effect (P<0.001), while deep action presents a significantly negative correlation with job burnout and
has a negative predictive effect (P<0.001). Conclusion: Using deep action at work is less likely to result in job burnout,
while using the surface action at work is more likely to lead to job burnout.
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