Author’s Accepted Manuscript

Positive resources for combating job burnout
among Chinese telephone operators: Resilience and
psychological empowerment

Xiaohong Tian, Chungin Liu, Guiyuan Zou,
Guopeng Li, Linghua Kong, Ping Li

www.elsevier.convlocate/psychres

PII: S0165-1781(15)00385-6
DOI: http://dx.doi.org/10.1016/j.psychres.2015.05.073
Reference: PSY8992

To appear in:  Psychiatry Research

Received date: 27 October 2014
Revised date: 22 May 2015
Accepted date: 24 May 2015

Cite this article as: Xiaohong Tian, Chunqin Liu, Guiyuan Zou, Guopeng Li,
Linghua Kong and Ping Li, Positive resources for combating job burnout among
Chinese telephone operators: Resilience and psychological empowerment,
Psychiatry Research, http://dx.doi.org/10.1016/j.psychres.2015.05.073

This is a PDF file of an unedited manuscript that has been accepted for
publication. As a service to our customers we are providing this early version of
the manuscript. The manuscript will undergo copyediting, typesetting, and
review of the resulting galley proof before it is published in its final citable form.
Please note that during the production process errors may be discovered which
could affect the content, and all legal disclaimers that apply to the journal pertain.


http://www.elsevier.com/locate/psychres
http://dx.doi.org/10.1016/j.psychres.2015.05.073
http://dx.doi.org/10.1016/j.psychres.2015.05.073

Positive resources for combating job burnout among Chinese telephone

operators: resilience and psychological empowerment

Xiaohong Tian, Chungin Liu, Guiyuan Zou, Guopeng Li, Linghua Kong, Ping Li *

School of Nursing, Shandong University, Jinan, China

*Corresponding author at: School of Nursing, Shandong University, 44 Wenhua West
Road, Jinan, Shandong, 250012, P.R. China. Tel: +86-531-88382002; Fax: +86-531-

82942003.

Email address: pinglil2@sdu.edu.cn

Abstract

Job burnout is a major concern within the service industry. However, there is a lack of
research exploring positive resources for combating burnout among telephone
operators. The purpose of this study was to examine the associations between
resilience, psychological empowerment, and job burnout, and the mediating role of
psychological empowerment. A cross-sectional survey of 575 telephone operators was
conducted in 2 call centers in Shandong Province, China. Self-report questionnaires
were used to assess job burnout symptoms, resilience, and psychological
empowerment. Hierarchical linear regression was performed to analyze the degree to
which resilience and psychological empowerment are associated with job burnout,
and the mediating role of psychological empowerment. The results showed that

resilience and psychological empowerment had significant “net effects” on job
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