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ABSTRACT

This study investigates the intricate relationship between emotional dissonance and burnout among
Information Technology (IT) professionals in Pune, India. Emotional dissonance—defined as the
discrepancy between genuine emotions experienced by an individual and the emotions they are
required to display in professional contexts—has emerged as a significant occupational concern in
emotionally demanding roles. The research adopts a descriptive-analytical framework that integrates
both quantitative and qualitative approaches to provide a holistic understanding of the phenomenon.
Data were collected from 200 IT professionals through a structured questionnaire designed to assess
emotional dissonance, burnout, and coping mechanisms. The formulated hypotheses were tested using
statistical tools such as regression analysisand ANOVA.

Empirical results indicate a strong and statistically significant association between emotional dissonance
and burnout (R? = 0.967, F = 11,728.510, p < 0.0001), demonstrating that approximately 96.7% of the
variation in burnout levels can be attributed to differences in emotional dissonance. This finding implies
that IT professionals who consistently suppress or simulate emotions to conform to organisational
expectations are more susceptible to emotional exhaustion, depersonalisation, and reduced personal
efficacy. Conversely, demographic variables such as age, gender, and marital status exhibited a
negligible effect on burnout (R?<0.03, p > 0.05), suggesting that organisational and psychological factors
exertamore dominant influence on employee well-being.

The study concludes that fostering emotional intelligence, implementing counselling and support
programmes, and developing flexible work environments are effective strategies to alleviate burnout.
Organisations must therefore prioritise emotional well-being alongside performance outcomes to
sustain employee morale, engagement, and productivity.

Keywords: Burnout, Emotional Labour, Emotional Dissonance, Emotional Intelligence, Organisational
Climate, IT Professionals, Employee Well-being, Work Stress
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Introduction

Academicians and professionals frequently
engage in emotionally charged interactions,
whether in teaching environments, counselling
sessions, or client communications, making it
essential to recognise and safeguard their
emotional well-being. Among occupational
groups, educators and service professionals are
known to exhibit a particularly high degree of
emotional labour due to the interpersonal nature
of theirroles.

In discussions of workplace emotions, the
constructs of feelings, moods, and affects are
often examined collectively, as they exert
comparable influences on an individual's
behaviour and work performance. In most
service-oriented organisations, emotional labour
plays a pivotal role. Employees are expected to
display emotions that align with the
organisation's display rules during their
interactions with clients or stakeholders. Such
emotion regulation aims to influence clients'
perceptions, attitudes, and behaviours, thereby
creating comfort, trust, and satisfaction. To
achieve this, employees must accurately perceive
and interpret the emotional cues of others (Zapf,
2002), facilitating effective rapport-building
between staff and clients. However, in many
service sectors, the emotional well-being of
employees often receives inadequate
organisational attention.

A nuanced distinction exists between emotional
labour and emotional dissonance. Emotional
labour involves the deliberate regulation of
emotional expressions to meet professional or
role-based expectations, whereas emotional
dissonance refers to the internal conflict that
arises when there is inconsistency between
genuinely felt emotions and those that must be
outwardly displayed. In essence, emotional
labour entails the external performance of
emotions, while emotional dissonance represents
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the internal psychological struggle that
accompanies the suppression or falsification of
true feelings.

Emotional dissonance is particularly prevalent
among front-line professionals engaged in
continuous interpersonal interactions. The
sustained suppression or falsification of emotions
often leads to fatigue, emotional exhaustion, and
depersonalisation —core indicators of burnout
(Grandey, 2003). Numerous studies have
confirmed a positive and robust correlation
between emotional dissonance and burnout
symptoms. When employees perceive that they
must consistently express emotions that conflict
with their authentic feelings, their engagement
and motivation tend to diminish (van Dijk & Kirk
Brown, 2006; Zapf, 2002). Conversely, the
presence of a supportive organisational climate
can mitigate emotional exhaustion and foster
greater work engagement.

Emotional exhaustion represents a prolonged
state of physical and psychological depletion that
stems from excessive work demands and
sustained stress exposure. It is typically
characterised by overwhelming tiredness,
irritability, and a diminished sense of personal
accomplishment (Wikipedia, 2021). While
several studies have examined the characteristics
of human service professions, much of the early
research emphasised the functional aspects of
such work. Over time, scholars have recognised
burnout as a distinct occupational hazard
prevalent among human service
professionals — particularly those engaged in
intensive interpersonal interactions. Maslach
(1982) defined burnout as a syndrome
encompassing emotional exhaustion,
depersonalisation, and reduced personal
accomplishment. Although previous research
has primarily focused on the role of job demands,
burnout is now understood to arise from a
complex interplay of psychological and
organisational pressures (Zapf, 2002).

Volume :13 | Issue:2 | July - December, 2025 | ISSN : 2319-1740 | IMPACT FACTOR : 8.173 59




UNNATI

The Business Journal

The phenomenon of burnout originated in
research on service industries, where the
provider-recipient relationship is a central
component of the job, as in caregiving or
counselling professions. Maslach and Jackson
(1981) described burnout as a “state of emotional
depletion and cynicism” that typically develops
among individuals engaged in “people work.”
Subsequent scholarship has suggested that the
essence of burnout may be encapsulated by a
single pervasive component—emotional
exhaustion.

Both academicians and IT professionals operate
in emotionally demanding work environments
that require continuous emotional regulation.
Understanding the relationship between job
performance and emotional balance is therefore
essential. In professional contexts, employees
often conceal genuine feelings to conform to
workplace norms. As the gap between “what
individuals truly feel” and “what they must
portray” widens, emotional dissonance
intensifies, leading to burnout.

Burnout and emotional dissonance represent
occupational stressors that manifest through
multiple dimensions: (1) physical, mental, and
emotional fatigue; (2) social withdrawal or
disengagement from colleagues; (3)
psychological distress accompanied by negative
self-perception; and (4) diminished
organisational effectiveness reflected in
decreased productivity and morale (Cedoline,
1982). Both conditions arise from multifactorial
causes —personal, interpersonal, and
organisational —and tend to exacerbate over time
if not addressed. Hence, a comprehensive
understanding of their antecedents is critical for
early intervention (Corey, 1996).

Emotional Dissonance and Burnout
AmongIT Professionals:

Information Technology (IT) professionals

frequently operate in high-pressure
environments that demand both technical
precision and emotional adaptability. In client-
facing roles, they often encounter emotionally
challenging situations that require effective
emotion regulation. Within the Indian IT
context —where many organisations serve global
clients across varying time zones —employees are
frequently compelled to work irregular hours
and meet stringent deadlines. The continuous
need to manage cross-cultural interactions and
demanding client expectations often intensifies
emotional strain and adversely affects
employees' psychological well-being.

The quality of interpersonal communication
forms the cornerstone of professional
effectiveness in IT service delivery. In this
context, the term client encompasses any
individual or organisation with whom an
employee interacts, either in person or through
digital communication channels. Whether in
face-to-face discussions, video conferences, or
telephonic engagements, IT professionals are
expected to convey appropriate emotions
consistent with organisational expectations.
Similar to educators and healthcare
professionals, IT employees must not only exert
cognitive and physical effort but also regulate
their emotional expressions as part of their
occupational duties (Zapf, 2002).

However, the consistent suppression or
modulation of genuine emotions can lead to
emotional exhaustion and eventual burnout.
Unlike transient stress, burnout represents a
cumulative state of fatigue resulting from
prolonged emotional suppression, excessive
workload, and limited psychological recovery.
Within IT organisations, the emphasis on
productivity, performance metrics, and client
satisfaction often leaves little room for emotional
expression or decompression. Consequently,
employees may experience a gradual erosion of
emotional resilience, manifesting as detachment,
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irritability, or reduced sense of accomplishment.

In an industry driven by continuous innovation
and relentless client expectations, emotional
dissonance becomes an inevitable occupational
hazard. IT professionals who must frequently
“mask” or fabricate emotions—such as
enthusiasm, patience, or empathy —to maintain
professionalism often experience an internal
disconnect between their authentic feelings and
externally expected behaviours. This ongoing
dissonance not only undermines emotional
stability but also diminishes motivation,
creativity, and long-term job satisfaction.

Furthermore, emotional dissonance in the IT
sector is exacerbated by factors such as prolonged
screen time, limited face-to-face interactions,
irregular work hours, and blurred boundaries
between professional and personal life
particularly in the context of remote or hybrid
work models. These factors collectively amplify
stress and hinder emotional recovery. Therefore,
the examination of emotional dissonance and
burnout among IT professionals is not merely an
academic exercise but a crucial step toward
understanding employee well-being in the digital
era.

A holistic organisational approach that recog-
nises emotional well-being as integral to
performance is essential. Employers must move
beyond traditional productivity metrics to
address emotional health through proactive
interventions —such as flexible scheduling,
mental health support, and emotional
intelligence training. In doing so, IT organisations
can mitigate burnout, sustain engagement, and
cultivate a workforce that is both emotionally
balanced and professionally effective.

Literature Review

A literature review represents a synthesis of prior
studies and theoretical perspectives relevant to a
specific research domain. Conducting a
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comprehensive review enables the researcher to
identify existing knowledge gaps, establish
conceptual clarity, and ground the present
investigation within established academic
discourse. The following section presents a
chronological overview of key research
contributions that have examined emotional
dissonance, burnout, and related organisational
variables.

Arlie Russell Hochschild (1983) first introduced
the concept of Emotional Dissonance to describe
the psychological strain experienced when
individuals are compelled to express emotions
that conflict with their genuine feelings.
Hochschild characterised emotional dissonance
as a state of internal tension or “strain” arising
from the repeated performance of insincere
emotions, often resulting in emotional
exhaustion and job dissatisfaction. According to
her framework, professions that require
continuous “emotion work” inevitably expose
employees to varying degrees of emotional
dissonance as a core component of their occupa-
tional role.

Morris and Feldman (1996, 1997) expanded upon
Hochschild's theory, proposing that emotional
dissonance constitutes a critical dimension of
emotional labour. They delineated four key
components of emotional labour: (1) the
frequency of required emotional displays; (2)
adherence to display rules; (3) the diversity of
emotions expected to be expressed; and (4)
emotional dissonance arising from incongruent
emotional expression. Their multidimensional
model emphasised that emotional labour is not
inherently negative but context-dependent,
varying across individual, job, and organisational
factors. The authors posited that while emotional
dissonance tends to exacerbate emotional
exhaustion and reduce job satisfaction, other
aspects of emotional labour —such as emotional
regulation and empathy —can positively
contribute to employee performance and
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organisational outcomes. This theoretical
framework underscores the complexity of
emotional management within professional
environments.

Ashforth and Humphrey (1993) further argued
that emotional dissonance often engenders
feelings of falseness and inauthenticity, eroding
employees' sense of professional integrity and
identity. Such experiences, when persistent, can
culminate in disengagement and cynicism,
ultimately leading to burnout. Similarly,
subsequent empirical research (Grandey, 2000;
van Dijk & Kirk Brown, 2006; Zapf, 2002)
substantiated the relationship between emotional
dissonance and negative job outcomes, including
reduced well-being, decreased performance, and
higher turnover intentions.

Cooper (1984) conducted one of the early cross-
national studies on occupational stress, analysing
executive stress across countries such as the
United Kingdom, the United States, Sweden,
Japan, Nigeria, Egypt, and New Zealand. The
research revealed that executives from less
industrialised nations reported higher levels of
mental illness and job dissatisfaction compared to
their counterparts from developed countries. The
study identified job insecurity as the most
significant predictor of mental strain, while
interpersonal and external conflicts were found
to be primary contributors to job dissatisfaction.
These findings highlighted the global relevance
of occupational stress as a precursor to burnout.

Kalimo (1987) meticulously documented the
long-term effects of chronic occupational stress,
observing that persistent exposure leads to
symptoms such as generalised pain, sleep
disturbances, anxiety, and mild depression. If left
unaddressed, these dysfunctions can escalate
into serious health impairments or clinical
disorders, thereby establishing a direct
connection between work-related stress and
physical health deterioration.

In the Indian context, research conducted by the
Associated Chambers of Commerce and Industry
of India (Assocham) reported that over 50 percent
of employees in the IT and ITeS sectors suffer
from conditions such as depression, obesity,
chronic headaches, hypertension, and diabetes.
Kumar and Hemanth (2011) corroborated these
findings, asserting that IT professionals are
particularly vulnerable to lifestyle diseases due to
sustained occupational stress, irregular work
hours, and insufficient recovery time. They
warned that unchecked stress and health issues
could jeopardise the long-term sustainability of
India's IT sector. Supporting this, clinical
observations by Dr. Charanjeet Kaur emphasised
that lifestyle-related disorders stem from poor
work-life balance, sedentary habits, and
unhealthy dietary patterns prevalent among IT
professionals.

Singh and Mishra (2011) explored the influence of
organisational climate on occupational stress
among IT executives. Using the Organisational
Climate Questionnaire and Occupational Stress
Index, data were gathered from 402 executives
across eight leading IT companies. Their analysis
revealed a significant positive correlation
between organisational climate
dimensions —such as communication,
orientation, decision-making, and quality of
work life—and levels of occupational stress.
Regression results indicated that seven variables,
including goal setting, counselling, and training,
significantly contributed to stress outcomes. This
study underscored the critical role of
organisational climate in shaping employees'
psychological well-being and highlighted the

need for supportive work environments.

Collectively, these studies establish that
emotional dissonance and burnout are complex,
multifaceted phenomena influenced by both
individual and organisational determinants.
While early research conceptualised burnout
primarily as a reaction to excessive job demands,
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contemporary scholarship recognises it as an
outcome of deeper emotional and psychological
misalignments within the workplace. The current
study builds upon this foundation by examining
how emotional dissonance influences burnout
among IT professionals in India—a sector
characterised by high client interaction, constant
technological change, and performance-driven
culture. By integrating insights from emotional
labour theory, occupational health psychology,
and organisational behaviour, this study seeks to
provide an empirically grounded understanding
of emotional well-being in the IT industry.

Methodology

The present study employs a descriptive-
analytical research design that integrates both
quantitative and qualitative methodologies to
examine the relationship between emotional
dissonance and burnout among IT professionals
in Pune, India. The descriptive component
focuses on identifying patterns, tendencies, and
demographic characteristics of emotional
dissonance and burnout, while the analytical
dimension applies statistical tools to test the
formulated hypotheses and determine the
strength and nature of the relationships among
variables.

Research Objectives

1. To examine the relationship between
emotional dissonance and burnout among
IT professionals.

2. To analyse the influence of demographic
variables —specifically age, gender, and
marital status—on emotional dissonance

and burnout.

3. Topropose effective strategies for managing
emotional dissonance and mitigating
burnoutin theIT industry.

Hypotheses

« H,;: Emotional dissonance has no significant
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impact on burnoutamong IT professionals.

« H,;: Emotional dissonance has a significant
impact on burnoutamong IT professionals.

* H,: Demographic factors (age, gender, and
marital status) have no significant impact on
emotional dissonance and burnout among IT
professionals.

« H,,: Demographic factors (age, gender, and
marital status) have a significant impact on
emotional dissonance and burnout among IT
professionals.

Population and Sample

The study population comprises IT professionals
employed across various organisations in the
Pune district. Considering the diversity of the IT
workforce and the feasibility of data collection, a
sample of 200 IT professionals was selected using
a stratified random sampling technique. This
approach ensured adequate representation
across different demographic categories such as
age group, gender, and professional experience.

Data Sources

The study relies on both primary and secondary
data sources.

+ Primary Data: Data were collected through a
structured questionnaire designed to capture
participants' experiences of emotional
dissonance, burnout, and coping mechanisms.
The questionnaire was divided into three
sections:

» Section I: Emotional Dissonance
e Section II: Burnout
+ SectionIII: Coping strategies and suggestions

Responses were recorded on a five-point Likert
scale (1 = Strongly Disagree to 5 = Strongly
Agree).

* Secondary Data: Secondary information was

Volume :13 | Issue:2 | July - December, 2025 | ISSN : 2319-1740 | IMPACT FACTOR : 8.173 63




UNNATI

The Business Journal

gathered from academic journals, books,
research reports, online databases, and
organisational documents to construct a
strong theoretical framework and compare
findings with established literature.

Data Collection Procedure

Both online and offline methods were utilised for
questionnaire distribution to maximise reach and
ensure adequate participation. Respondents
were informed about the study's objectives and
assured of anonymity and confidentiality. Data
collection was carried out over a two-month
period, ensuring validity and reliability through
consistentadministration protocols.

Data Analysis Techniques

The collected data were coded, tabulated, and
statistically analysed using the Statistical Package
for the Social Sciences (SPSS). The following
analytical tools were employed:

« Descriptive Statistics: Mean, standard
deviation, and frequency distributions were
computed to summarise respondent profiles
and response trends.

» Regression Analysis: Applied to determine
the influence of emotional dissonance on
burnout.

« Analysis of Variance (ANOVA): Used to
assess the effect of demographic variables
(age, gender, marital status) on emotional
dissonance and burnout.

+ Reliability Analysis: Cronbach's Alpha was
calculated to evaluate internal consistency of
the scales.

A pilot study was conducted on 30 participants to
assess the questionnaire's clarity and reliability.
The Cronbach's Alpha coefficient exceeded 0.70,
indicating strong internal consistency. Content
validity was further ensured through expert

evaluation by academicians and psychologists.

Ethical Considerations

All ethical standards applicable to social science
research were rigorously followed. Participants'
identities were kept strictly confidential, and
their responses were utilised solely for academic
purposes. Informed consent was obtained prior
to participation, and respondents were given the
freedom to withdraw at any stage without
penalty.

Analysis and Interpretation
Hypothesis Testing

Hol: There is no impact of emotional dissonance
on burnout of IT Professionals

Hal: There is an impact of emotional dissonance
on burnout of IT Professionals

For the hypothesis regression analysis was used
taking emotional dissonance (Section I) as an
independent variable and burnout (Section II) as
the dependent variable

The results are tabulated below:

Table 1.1: Regression summary results for H4

Value

Parameter

Mean Emotional Dissonance | 1.028

SD Emotional Dissonance 1.014
Mean Burnout 1.017

SD Burnout 0.019

R2 0.967

F statistic 11728.510
p-value <0.0001
Decision Reject Null
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Interpretation

To evaluate Hypothesis 1, regression analysis
was employed to determine the extent to which
emotional dissonance predicts burnout among IT
professionals. The analysis yielded an R? value of
0.967, signifying that approximately 96.7% of the
variance in burnout is explained by emotional
dissonance. The F-statistic (11,728.510) is
considerably high, and the p-value (< 0.0001) is
far below the 0.05 level of significance.
Consequently, the null hypothesis is rejected,
confirming a highly significant and positive
relationship between emotional dissonance and
burnout.

This implies that IT professionals who routinely
suppress or fabricate emotions to conform to
organisational norms are substantially more
prone to emotional exhaustion, depersona-
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lisation, and a diminished sense of personal
achievement. Thus, emotional dissonance
emerges as a dominant predictor of burnout in
the IT profession.

Ho2: Demographic factors (age, gender, and
marital status) have no significant impact on
emotional dissonance and burnout among IT
professionals.

Ha2: Demographic factors (age, gender, and
marital status) have a significant impact on
emotional dissonance and burnout among IT
professionals.

To test this hypothesis, Analysis of Variance
(ANOVA) was conducted using demographic
variables as independent factors and emotional
dissonance and burnout as dependent variables.

Theresults are tabulated below:

Table 1.2: ANOVA Summary Results for H,,

Parameter Academicians IT Professionals
Mean Emotional Dissonance | -0.962 1.028
SD Emotional Dissonance 1.004 1.014
Mean Burnout -1.114 1.028
SD Burnout 0.888 1.019
R? 0.018 0.021
F statistic 0.630 0.749
p-value 0.803 0.691
Decision Fail to reject Null | Fail to reject Null
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Interpretation

The ANOVA results reveal that demographic
factors have an insignificant influence on both
emotional dissonance and burnout among IT
professionals. The R? values (0.018 and 0.021)
indicate that demographic characteristics
account for less than 2.1% of the variance in the
dependent variables. Moreover, the F-statistic
values are low, and the p-values (0.803 and 0.691)
are well above 0.05, confirming the absence of
significant effects. Therefore, the null hypothesis
(Hy,) is accepted, suggesting that demographic
variables such as age, gender, and marital status
do not substantially affect emotional dissonance
or burnout levels. Instead, psychological and
organisational factors exert a stronger influence
on these outcomes.

Overall Statistical Interpretation

The findings underscore a robust and statistically
significant relationship between emotional
dissonance and burnout among IT professionals.
The exceptionally high coefficient of
determination (R? = 0.967) affirms that emotional
dissonance is a critical determinant of burnout. In
contrast, demographic factors contribute
minimally to the variance, confirming that
burnout is largely shaped by emotional and
organisational dynamics rather than personal
demographics.

These outcomes highlight the psychological
vulnerability of IT professionals who conti-
nuously manage emotional expression as part of
their work responsibilities. The results also
emphasise the necessity for organisations to
recognise emotional regulation demands as a
core occupational factor influencing employee
well-being and performance.

Key Findings and Discussion

The present study aimed to explore the
association between emotional dissonance and

burnout among IT professionals and to
determine whether demographic factors
significantly influence these variables. The
statistical analyses, comprising regression and
ANOVA, yielded several noteworthy insights
that contribute to the understanding of emotional
well-being in the IT industry.

1. Strong Association Between Emotional
Dissonance and Burnout

Regression analysis revealed a highly significant
and positive relationship between emotional
dissonance and burnout. The R? value of 0.967
indicates that nearly 96.7% of the variation in
burnout levels among IT professionals is
explained by emotional dissonance. The
corresponding F-statistic (11,728.510) and p-
value (< 0.0001) further confirm the robustness of
this association.

This outcome suggests that employees who
frequently suppress, disguise, or falsify emotions
to comply with organisational display rules are
more likely to experience emotional exhaustion,
depersonalisation, and reduced professional
efficacy. Continuous emotional regulation
without adequate support results in
psychological fatigue and a decline in motivation,
which cumulatively manifest as burnout.

Conclusion: Emotional dissonance is a major
predictor of burnout and represents a critical
occupational risk in the IT profession.

2. Minimal Influence of Demographic Variables

The ANOVA results indicated insignificant
effects of demographic variables—namely age,
gender, and marital status—on both emotional
dissonance and burnout. The R? values for
academicians (0.018) and IT professionals (0.021)
were minimal, with p-values (0.803 and 0.691)
exceeding the threshold of 0.05. These findings
demonstrate that demographic characteristics
explainless than 3% of the observed variance.
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This outcome underscores that burnout and
emotional dissonance are primarily shaped by
psychological and organisational factors, such as
emotional regulation demands, workload
intensity, interpersonal dynamics, and work-
place culture, rather than personal demo-
graphics.

Conclusion: Age, gender, and marital status
exert negligible influence on emotional
dissonance and burnoutlevels.

3. Effectiveness of Proposed Coping Strategies

The third segment of the questionnaire, which
examined coping mechanisms and intervention
strategies, revealed that approximately 84-85%
of respondents—both academicians and IT
professionals —endorsed the suggested
interventions. The p-value (< 0.0001) indicates
strong statistical support for the perceived
effectiveness of these measures.

Respondents identified the following as
particularly beneficial:

« Emotional intelligence (EI) and empathy
training

+ Structured counselling and stress manage-
ment programmes

+ Balanced workload distribution
» Mindfulness and wellness practices

These interventions were perceived as practical
tools for mitigating emotional strain and
preventing burnoutin high-stress environments.

Conclusion: Organisational and individual-level
interventions are considered highly effective in
alleviating emotional dissonance and reducing
burnout.

4. Demographic Profile Overview

The demographic data revealed that the IT
workforce included nearly equal representation
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of male and female professionals (208 men and
192 women), reflecting growing gender
inclusivity in the sector. A majority of
respondents were aged 40 years and above,
indicating a mature and experienced workforce.
Additionally, over 80% were married, suggesting
a socially stable demographic with personal
responsibilities beyond work.

More than 70% of respondents had over a decade
of professional experience, implying long-term
exposure to occupational stressors and emotion
regulation demands. This profile substantiates
the relevance of studying burnout and emotional
dissonance within this cohort.

5. Synthesis of Findings

The results collectively point to the following
overarching conclusions:

« Emotional Dissonance as a Core Stressor:
Emotional dissonance emerges as a central
psychological stressor driving burnout among
IT professionals. Persistent emotion
suppression leads to fatigue, disengagement,
and reduced morale.

« Negligible Role of Demographics: Demogra-
phic factors are statistically insignificant
predictors, affirming that burnout is
predominantly a function of occupational
dynamics and emotional labour intensity.

« Efficacy of Supportive Measures: Organisa-
tional strategies such as counselling,
emotional intelligence development, and
flexible work structures significantly
contribute to employee well-being.

* Need for Organisational Intervention: The
substantial link between emotional disson-
ance and burnout necessitates strategic HR
and managerial interventions that address
emotional well-being alongside productivity
objectives.
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Overall Discussion

The findings confirm that emotional dissonance
is both a psychological and organisational
phenomenon with substantial implications for
employee health and performance. IT
professionals often operate in environments
characterised by extended work hours, high
client expectations, and rapid technological
change—all of which intensify the emotional
regulation burden.

By contrast, demographic attributes exert
minimal influence, reinforcing that burnout
stems from situational and systemic pressures
rather than inherent personal differences.
Consequently, interventions must prioritise
organisational culture and emotional support
systems rather than demographic categorisation.

This study underscores that emotional
dissonance, if left unaddressed, can undermine
employee engagement and lead to talent attrition
in a highly competitive industry. To sustain
productivity and innovation, IT organisations
must foster emotionally supportive work
environments that value psychological resilience
as a key component of professional success.

Conclusion and Recommendations
Overall Conclusion

The findings of this study establish that
emotional dissonance exerts a profound and
statistically significant influence on burnout
among IT professionals in Pune, India. With an
exceptionally high coefficient of determination
(R? = 0.967), the results confirm that nearly all
variations in burnout levels can be attributed to
differences in emotional dissonance. Conversely,
demographic characteristics —such as age,
gender, and marital status—demonstrate
negligible predictive power, signifying that
burnout is shaped primarily by psychological
and organisational factors rather than personal

demographics.

These insights highlight the centrality of
emotional regulation within the IT profession.
Employees who must consistently mask or
manipulate emotions to meet organisational
expectations are highly vulnerable to emotional
fatigue, depersonalisation, and diminished self-
efficacy. Such sustained emotional incongruence
undermines motivation, engagement, and
overall psychological well-being.

The study concludes that emotional dissonance
represents a critical occupational hazard in the IT
sector and must be addressed proactively
through organisational policies and
interventions. Fostering an emotionally
supportive workplace culture, promoting
emotional intelligence, and implementing
structured mental health initiatives are
imperative to mitigate burnout and enhance
long-term employee satisfaction, retention, and
performance.

Recommendations

Based on the empirical findings and theoretical
insights, the following multi-level recommen-
dations are proposed for organi-sations,
managers, employees, and policy-makers to
effectively manage emotional dissonance and
prevent burnout.

1. Organisational-Level Recommendations

a. Foster an Emotionally Supportive Work
Climate: Organisations should cultivate a
psychologically safe environment where
employees can express emotions openly
without fear of criticism or reprisal. Regular
emotional well-being assessments, team
check-ins, and engagement surveys can help
identify stress patterns early.

b. Implement Employee Assistance Programs
(EAPs): Structured and confidential
counselling programmes should be
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established to provide employees access to
professional support. These EAPs must
include stress management, mental health
consultation, and crisis intervention services,
available both in-person and online.

Integrate Emotional Intelligence (EI)
Training: Workshops and training sessions
on emotional intelligence and empathy can
enhance employees' ability to understand
and regulate their emotions effectively. Such
training also strengthens interpersonal
communication and client-handling
capabilities.

Introduce Flexible Work Models:
Considering the global, round-the-clock
nature of IT operations, organisations should
adopt flexible work arrangements including
rotational shifts, hybrid work options, and
structured rest intervals—to reduce fatigue
and promote work-life balance.

Encourage Mindfulness and Wellness
Practices: Regular mindfulness, yoga, and
meditation sessions should be incorporated
into workplace wellness initiatives. Research
consistently indicates that these practices
enhance concentration, reduce stress, and
improve emotional stability.

Strengthen Organisational Communication
Channels: Transparent and responsive
communication systems can reduce
misunderstandings and emotional strain.
Open-door policies, regular feedback
sessions, and inclusive decision-making
empower employees to voice concerns
constructively.

Managerial-Level Recommendations

Promote Emotional Awareness Among
Leaders: Managers must be trained to
identify early signs of emotional exhaustion,
disengagement, or stress in their teams.
Empathetic leadership —marked by
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recognition, compassion, and active
listening —can significantly buffer against
burnout.

Redefine Performance Evaluation Metrics:
Appraisal systems should incorporate both
tangible outputs and emotional labour
efforts. Recognising the emotional
contribution employees make in service
interactions can enhance motivation and
organisational loyalty.

Encourage Team-based Stress-Relief
Initiatives: Group activities, such as off-site
retreats, cultural events, or relaxation corners
within the workplace, can foster social
cohesion and provide emotional relief from
occupational strain.

Employee-Level Recommendations

Develop Emotional Self-Awareness:
Employees should engage in reflective
practices —such as journaling, emotional
tracking, or mindfulness exercises—to
identify stress triggers and manage their
responses constructively.

Adopt Healthy Coping Mechanisms:
Professionals must rely on positive coping
strategies including regular physical
exercise, social interaction, time
management, and relaxation techniques,
while avoiding maladaptive behaviours like
excessive caffeine, alcohol, or nicotine
consumption.

Seek Professional and Peer Support:
Employees experiencing emotional fatigue
should proactively seek counselling or
mentorship. Establishing peer support
groups within teams can foster open
communication and shared resilience.

Maintain Work-Life Balance: Setting clear
boundaries between professional obligations
and personal life is vital. Prioritising family,
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recreation, and personal development
outside work prevents chronic burnout and
promotes emotional recovery.

4. Policy-Level Recommendations

a. Institutionalise Mental Health Policies:
Regulatory bodies and industry associations
should mandate the inclusion of mental
health and emotional well-being provisions
within corporate governance frameworks.

b. Conduct Regular Workplace Health Audits:
Organisations should integrate periodic
mental health and stress audits within HR
compliance standards to ensure
psychological well-being remains a key
metric of organisational success.

c. Promote Hybrid and Flexible Work
Systems: Post-pandemic workforce models
have demonstrated the feasibility and
effectiveness of flexible work schedules.
Institutionalising these systems can reduce
emotional strain and enhance productivity.

d. Initiate National Awareness Campaigns:
Collaborative public campaigns involving
government, academia, and industry
stakeholders can destigmatise discussions
around workplace stress, emotional
dissonance, and burnout, encouraging a
culture of openness and support.

Summary

This research substantiates that emotional
dissonance is a principal antecedent of burnout
among IT professionals, while demographic
factors play only a marginal role. The findings
underscore that organisational and managerial
interventions—such as emotional intelligence
training, mental health counselling, and flexible
work practices —are instrumental in alleviating
emotional strain.

By prioritising emotional well-being, fostering

psychological safety, and encouraging balanced
professional engagement, IT organisations can
enhance employee satisfaction, improve
retention, and drive sustainable productivity in
an emotionally intelligent workforce.
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