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RESUMEN
Objetivo. Determinar la relación entre el desgaste ocupacional y las habilidades comunicativas 
en trabajadores del sector privado de Lima (Perú). Métodos. Estudio de enfoque cuantitativo, 
de tipo básico y diseño no experimental, con alcance correlacional y transversal. La población 
estuvo conformada por 128 trabajadores del sector privado de Lima, mientras que la muestra 
fue censal. Los instrumentos se utilizaron uno para cada variable, siendo ambos válidos y 
confiables. Para la contrastación de las hipótesis se usó el rho de Spearman. Resultados. En 
la variable desgaste ocupacional, el nivel moderado fue el más frecuente con un 75,8 %, y en 
la variable habilidades comunicativas, el nivel deficiente fue el más frecuente con un 45,3 %. 
Así mismo, se evidenció relación entre el desgaste ocupacional y las habilidades comunicativas 
(rho = 0,791; p-valor = 0,000). Conclusiones. Existe relación entre el desgaste ocupacional 
y las habilidades comunicativas en trabajadores del sector privado de Lima, a nivel general y 
en cada una de sus dimensiones.
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ABSTRACT
Objective. To determine the relationship between occupational burnout and communication 
skills in private sector workers in Lima (Peru). Methods. A quantitative study with a basic type 
and non-experimental design, with a correlational and cross-sectional scope. The population 
consisted of 128 private sector workers in Lima, while the sample was census-based. Two 
instruments were used, one for each variable, both valid and reliable. The Spearman's rho was 
used for hypothesis testing. Results. In the occupational burnout variable, the moderate level 
was the most frequent with 75.8%, and in the communication skills variable, the deficient level 
was the most frequent with 45.3%. Likewise, a relationship between occupational burnout 
and communication skills was found (rho = 0.791; p-value = 0.000). Conclusions. There is a 
relationship between occupational burnout and communication skills in private sector workers 
in Lima, both overall and in each of its dimensions.
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INTRODUCTION

Currently, there is a noticeable gap in scientific 
evidence regarding how occupational burnout 
relates to communication skills among private sector 
workers  (1). Investigating this aspect is essential to 
understand how physical, emotional, and cognitive 
exhaustion affects employees’ ability to interact 
effectively in their work environment (2).

Occupational burnout, characterized by chronic 
stress and task overload, can negatively influence 
communication skills such as active listening, verbal 
expression, and interpersonal interaction. These are 
all essential elements for efficient performance in 
teamwork and customer service. This analysis allows 
for the identification of preventive and corrective 
strategies that promote a healthy work environment, 
thereby improving both employee well-being and 
organizational productivity (3).

At the international level, in the United States, 
Quigley et al. (4) showed that burnout affects orga-
nizational communication by reducing effective 
interaction (p < 0.05). Khan et al. (5), also in the U.S., 
found that emotional exhaustion among service 
sector workers hinders communication with users 
and colleagues (p < 0.001). Likewise, Burner and 
Spadaro  (6), concluded that work overload limits 
communicative capacity (p < 0.01), recommending 
the inclusion of effective interventions.

At the national level, in Cusco, Siccos and Vargas  (7) 
found that work stress in the Peruvian public sector 
reduces the quality of internal communication 
(p  <  0.05). Rodríguez (8) concluded that emotional 
exhaustion does not significantly limit workers’ 
communication (p < 0.05). In contrast, in Huancayo, 
Requena and Rivera (9) showed that high levels of 
occupational burnout reduce listening capacity in 
communication (p < 0.01).

At the local level, in Lima, Araujo (10) analyzed an 
institution and concluded that there is an inverse 
relationship between occupational burnout and 
effective employee communication (p  <  0.05). In this 
vein, Guardian (11) found that emotional exhaustion 
reduces listening ability and a positive work 
environment (p < 0.05). Similarly, Aybar (12) showed that 
high stress levels limit communication and generate 
conflicts affecting occupational health (p < 0.05).

Clearly, ensuring a healthy work environment is 
essential to reduce the incidence of work-related 

illnesses, such as musculoskeletal disorders and work 
stress (13). Moreover, proper occupational health 
management improves overall employee well-being, 
which in turn helps to increase productivity, reduce 
absenteeism, and improve the organizational 
environment (14).

Based on this evidence, the importance and 
relevance of exploring the relationship between 
occupational burnout and workers’ communication 
skills from an occupational health perspective is 
supported. In this regard, the objective of this 
study was to determine the relationship between 
occupational burnout and communication skills in 
private sector workers in Lima.

METHODS

Type and study area
The research followed a quantitative approach, with 
a non-experimental, correlational, and cross-sectional 
design. It was conducted in a private commercial 
sector company located in Lima, Peru, during the year 
2025.

Population and sample
The study population consisted of 128 workers from a 
private company in the commercial sector. The entire 
accessible population was used as the sample (15), due 
to the feasibility of reaching every subject in the study. 
The inclusion criteria were: being of legal age and 
completing the informed consent form. The exclusion 
criteria were: failure to complete the measurement 
instrument, participation in another study, or being 
under medical treatment.

Variables and data collection instruments
The first variable was “occupational burnout”, 
measured using the Occupational Burnout Scale 
(see Appendix 1), designed and validated by 
Uribe-Prado  (16). A content validation was also 
performed, resulting in an Aiken’s V coefficient of 
0.88, which was considered highly satisfactory (17). 
The instrument consisted of 25 negatively worded 
items distributed across three dimensions: exhaustion 
(α  =  0.789), depersonalization (α = 0.774), and dissa-
tisfaction (α = 0.862). The items were answered using 
a Likert-type scale, with four response options ranging 
from strongly disagree (1 point) to strongly agree (4 
points). Thus, the total score ranged from 25 to 100 
points. Based on the score, occupational burnout was 
categorized as low (25–49 points), moderate (50–75 
points), or high (76–100 points).
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The second variable was “communication skills”, 
measured using the Communication Skills Scale (see 
Appendix 2), designed and validated by Leal-Costa 
et al. (18). A content validation was conducted, 
resulting in an Aiken’s V coefficient of 0.90, which 
was considered highly satisfactory (17). The instrument 
included 18 positively worded items grouped into 
four dimensions: empathy (α = 0.77), informative 
communication (α  =  0.76), respect (α = 0.73), and 
social skills (α = 0.80). Responses were recorded using 
a Likert-type scale with four options, ranging from 
strongly disagree (1 point) to strongly agree (4 points). 
The total score ranged from 18 to 72 points. Based on 
the score, communication skills were categorized as 
deficient (18–35 points), moderate (36–54 points), or 
optimal (55–72 points).

Data collection techniques and procedures
The technique used was the survey. Authorization 
was requested from the company through an 
official letter; upon approval, participation was 
conditioned upon the individual’s acceptance 
through a face-to-face informed consent form, 
followed by a Google Forms® questionnaire. First, 
sociodemographic characteristics (age, sex, and 
socioeconomic status) were explored, and then 
the instruments were administered. Participants 
were given approximately 30 minutes to complete 
the process. The research adhered to the relevant 
ethical standards.

Data analysis
Once the data were collected, they were processed 
using Microsoft Excel, which enabled the creation of 
a database and the development of tables for analysis 
and interpretation. Results were presented in terms of 
frequencies, percentages, mean, median, and standard 
deviation. Regarding inferential statistics, due to the 
ordinal nature of both variables, Spearman’s rho 
correlation coefficient was used (19). Prior to selecting 
the statistical test, the Kolmogorov-Smirnov test for 
normality was conducted, as the sample size was 
greater than 30.

Ethical considerations
All principles outlined in the Declaration of Helsinki 
were upheld. The informed consent process was 
implemented, and responsible research conduct was 
maintained throughout the study. The research was 
approved by the Ethics Committee of the Faculty of 
Medicine at the Universidad Nacional Mayor de San 
Marcos, under study code 0025-2025.

RESULTS

Regarding the essential characteristics of the 
participants, males predominated, representing 52.3% 
of the total. In terms of age, the 18–30 age group 
stood out, accounting for 49.2% of the total. As for the 
self-perceived socioeconomic level, the low level was 
the most frequent, with 75.8% of the total (see Table 1).

Table 1. Sociodemographic characteristics of the sample

Characteristic
n = 128

Freq. %

Sex

   Male 67 52.3

   Female 61 47.7

Age

   18 - 30 years 63 49.2

   31 - 50 years 48 37.5

   51 - 65 years 17 13.3

Socioeconomic level

   High 01 0.8

   Middle 30 23.4

   Low 97 75.8
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In the variable occupational burnout, the highest 
value in the exhaustion dimension was found in item I2 
(mean = 3.23; median = 3; standard deviation  =  0.66). 
In the depersonalization dimension, the highest value 
was in item I15 (mean = 3.21; median = 3; SD  =  0.62). 
Finally, in the dissatisfaction dimension, the highest 
value was in item I24 (mean = 3.36; median = 3; 
SD  =  0.68) (see Table 2).

For the occupational burnout variable in private 
company workers, the moderate level was the most 
frequent, representing 75.8% of the total (see Table 3).

In the communication skills variable, the highest 
value was in item I1 (mean = 3.11; median = 3; SD  =  0.78). 
In the informative communication dimension, the 
highest value was in item I8 (mean  =  3.26; median  = 3; 
SD =  0.79). In the respect dimension, the highest value 
was in item I12 (mean  =  3.19; median = 3; SD = 0.81). In 
the social skills dimension, the highest value was in item 
I15 (mean = 3.14; median = 3; SD = 0.78) (see Table 4).

Table 2. Descriptive statistics (numeric) of occupational burnout 
by dimensions and items

Dimension Item Mean Median Standard 
deviation

Exhaustion

I1 3.08 3 0.67

I2 3.23 3 0.66

I3 3.21 3 0.69

I4 2.87 3 0.75

I5 2.26 2 0.60

I6 2.84 3 0.76

I7 2.89 3 0.72

I8 3.02 3 0.78

I9 3.15 3 0.66

Depersonalization

I10 2.98 3 0.63

I11 2.91 3 0.63

I12 2.39 2 0.69

I13 3.04 3 0.73

I14 2.86 3 0.61

I15 3.21 3 0.62

I16 2.99 3 0.73

Dissatisfaction

I17 3.11 3 0.79
I18 3.03 3 0.80

I19 2.80 3 0.69

I20 2.17 2 0.59

I21 3.07 3 0.66

I22 2.83 3 0.74

I23 2.26 2 0.61

I24 3.36 3 0.68

I25 2.11 2 0.58

Table 3. Level of occupational burnout in private sector workers 
in Lima

Occupational burnout level
n = 128

fi %

High 28 21.9

Moderate 97 75.8

Low 03 2.3

Table 4. Descriptive statistics (numeric) of communication skills 
by dimensions and items

Dimension Item Mean Median Standard 
deviation

Empathy

I1 3.11 3 0.78

I2 2.19 2 0.65

I3 3.03 3 0.73

I4 2.99 3 0.75

I5 2.97 3 0.77

Informative 
communication

I6 3.04 3 0.72

I7 2.90 3 0.75

I8 3.26 3 0.79

I9 2.05 2 0.63

I10 2.06 2 0.62

I11 3.11 3 0.79

Respect
I12 3.19 3 0.81

I13 2.89 3 0.86

I14 2.88 3 0.77

Social skills

I15 3.14 3 0.78

I16 3.10 3 0.73

I17 2.02 2 0.61

I18 2.37 2 0.67

Table 5. Level of communication skills in private sector workers 
in Lima

Level of communication skills
n = 128

Freq. %

Optimal 13 10.2

Moderate 57 44.5

Deficient 58 45.3
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For the communication skills variable among private 
company employees, the deficient level was the most 
frequent, representing 45.3% of the total (see Table 5).

The decision rule was met in each specific hypothesis 
and the general hypothesis (p < 0.05), therefore, all 
null hypotheses were rejected, confirming that there 
is a significant relationship between occupational 
burnout and communication skills among private 
company workers, both overall and in each of its 
dimensions (see Table 6).

 

DISCUSSION

Investigating occupational burnout and 
communication skills among private sector workers 
from an occupational health perspective is essential, 
given that today’s work environment is characterized 
by high levels of stress, pressure, and emotional 
demands, which can negatively impact employees’ 
physical and mental health (20). Occupational 
burnout has become a growing concern due to its 
consequences on employee well-being, productivity, 
and organizational environment—especially in the 
aftermath of the COVID-19 pandemic (21).

Regarding the relationship between the two 
study variables, a significant correlation was 
found. This result is supported by the idea that 
effective communication is key to reducing stress 
and workplace conflicts. Workers with adequate 
communication skills—such as active listening and 
clearly expressing their needs—are better equipped 
to cope with difficult work situations with greater 
resilience (22). These findings align with those reported 
by Quigley et al. (4) and Siccos and Vargas(7), both 
internationally and nationally. However, multiple 

factors influence burnout, such as workload, lack of 
organizational support, or poor working conditions, 
which may be more determinant than individual 
communication skills (23).

Likewise, a significant relationship was found 
between occupational burnout and the empathy 
dimension. This may be explained by the fact that 
empathy allows employees to better understand 
the emotions and needs of their coworkers, which 
helps reduce interpersonal conflicts and improve 
collaboration. Khan et al. (5), demonstrated that better 
communicative understanding reduces burnout 
levels. An empathetic employee is more capable of 
managing stress and pressure, which may decrease 
the risk of burnout (24). Nevertheless, not all aspects of 
burnout can be explained by empathy alone. Although 
empathy is essential for improving interpersonal 
relationships, it is not sufficient on its own to prevent 
burnout—as highlighted by Rodríguez (8), —since 
external factors such as workload, lack of resources, 
or poor leadership also significantly contribute to 
exhaustion (8).

A significant relationship was also found 
between occupational burnout and the informative 
communication dimension. This can be explained 
by the fact that clear and effective communication 
is essential to reduce uncertainty and stress in 
the workplace. Employees who receive adequate 
information about their tasks, expectations, and orga-
nizational changes are less likely to feel overwhelmed 
or frustrated, contributing to a lower sense of burnout. 
These findings are consistent with those of Burner 
and Spadaro (6), Requena and Rivera (9), and Aybar (12). 
Good informative communication also facilitates deci-
sion-making and problem-solving, which can relieve 
employees’ emotional and mental burdens, thus 
reducing the risk of burnout (26,27). On the other hand, 
although informative communication may reduce 
confusion, there are situations where information 
overload or lack of clarity in other aspects—such 
as organizational support or workload—can still 
contribute to employee exhaustion (28).

Similarly, a significant relationship was observed 
between occupational burnout and the respect 
dimension. This can be attributed to the fact that 
respectful communication fosters a healthy work 
environment where employees feel valued and 
understood  (29). Disrespect—whether through 
disparaging remarks or ignoring others’ opinions 
and emotions—can create a hostile and stressful 
environment, increasing the likelihood of burnout. 

Table 6. Correlation between occupational burnout and 
communication skills dimensions

Variables
Communication skills

Spearman’s 
rho coefficient p-value

Occupational burnout 0.791 0.00

Dimensions

Empathy 0.830 0.00

Informative communication 0.773 0.03

Respect 0.808 0.01

Social skills 0.799 0.00
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However, although respect is a key component of 
workplace dynamics, there are cases where workload, 
unrealistic expectations, or lack of organizational 
support may be more decisive in causing burnout (30). 
This is supported by Rodríguez (8), who emphasizes 
the need to continue investigating the underlying 
causes of the relationship between these variables.

Lastly, a significant relationship was found between 
occupational burnout and the social skills dimension. 
This is supported by the notion that employees with 
strong social skills—such as the ability to build positive 
relationships and manage interpersonal interactions—
are better equipped to cope with stress and 
conflicts in the workplace (31,32). Social skills facilitate 
problem-solving and the development of support 
networks within the company, reducing feelings of 
isolation and exhaustion. These findings align with 
those of Araujo (10) and Guardian (11). However, the 
relationship between burnout and social skills may not 
be as decisive as suggested. While social skills can aid 
in conflict management, burnout may still result from 
structural factors such as excessive workload, lack of 
recognition, or poor leadership. Even employees with 
strong social skills may experience burnout if working 
conditions are unfavorable, regardless of their ability 
to interact effectively with coworkers (33).

One of the main limitations of this study is 
that it focused solely on one sector, which may 
limit the generalizability of the findings to other 
work environments with different characteristics. 
Another limitation is the reliance on self-reported 
measurement instruments, which may be subject 
to response biases such as social desirability or 
subjective interpretation of questions. Additionally, 
the cross-sectional nature of the study prevents 
the establishment of causal relationships between 
the variables, limiting the deeper understanding of 
underlying processes. Lastly, the online data collection 
method may have influenced response accuracy due 
to factors such as lack of supervision, participant 
distraction during completion, or difficulties in 
clarifying doubts in real-time.

The findings of this study have important practical 
implications in the field of occupational health. They 
highlight the need to implement comprehensive 
strategies addressing both the prevention of 
occupational burnout and the strengthening 
of communication skills among employees. 
Demonstrating a significant relationship between 
the two variables underscores the importance of 
promoting healthy work environments that encourage 

effective expression, active listening, and emotional 
management as means to reduce job-related 
exhaustion.

Conclusions
This study concludes that there is a significant 
relationship between occupational burnout and 
communication skills among employees of a private 
company, both overall and across each of the 
specific dimensions. Future research could focus on 
deepening the understanding of the relationship 
between work-related stress levels and specific 
communication skills, such as active listening and 
emotional expression, in various sectors of the private 
and public markets. In addition, it would be relevant 
to explore the effectiveness of interventions aimed at 
developing communication competencies to enhance 
overall occupational health. Another interesting 
line of research could be to compare the effects of 
occupational burnout across different demographic 
profiles, such as age, gender, or length of service, and 
how these factors influence the ability to manage 
difficult workplace situations.

Recommendations
Private sector organizations should implement training 
programs in communication skills, such as active 
listening and assertive communication, to reduce 
occupational burnout and strengthen employees’ 
ability to manage stress, thereby ensuring their 
occupational health. The integration of workshops 
and interactive dynamics can improve interpersonal 
interaction and conflict resolution, which in turn can 
increase job satisfaction. Additionally, future research 
should analyze individual factors such as gender, 
age, and length of employment through longitudinal 
studies and diverse samples to develop more effective 
and context-specific intervention strategies.
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APPENDICES
Appendix 1. Occupational Burnout Scale

Strongly
disagree Disagree Agree Strongly 

agree
Dimension: Exhaustion
1. I wake up in the morning without ease and lack energy to start a new workday
2. My body demands more hours of rest
3. It is difficult for me to get up in the mornings to go to work
4. I feel that one of these days my mind will explode from so much work pressure
5. I feel mentally exhausted to the point that I cannot concentrate on my work
6. My hours of rest are not enough to regain the energy I expend at work
7. I feel that I cannot recover the energy I use at work
8. When I get home after work, all I want is to rest
9. The situations I face at work cause me stress

Dimension: Depersonalization

10. Providing good service to users at work is not important to me
11. What I like the least about my job is the interaction with users
12. At work, everyone seems like strangers, so I’m not interested in interacting with them
13. It is very difficult for me to be polite to users at work
14. I have found that people respect me more if I treat them poorly
15. I find it hard to communicate with users at work
16. I find it difficult to understand the problems of users at work

Dimension: Dissatisfaction

17. Every day I wake up and think I should look for another job where I can be more effective
18. I feel that my job performance would improve if I had a different kind of job
19. I feel that my skills and knowledge are wasted in my current job
20. My work activities no longer seem important to me
21. I feel that my job is so monotonous that I no longer enjoy it
22. Even though I do my job well, I do it out of obligation
23. Even when I put in effort, I don’t feel satisfied with my work
24. It’s been a long time since I’ve done my job with passion
25. My work is so uninteresting that I find it difficult to do it well

Appendix 2. Communication Skills Scale
Strongly
disagree Disagree Agree Strongly

agree
Dimension: Empathy
1. I explore the emotions of the people around me
2. When someone talks to me, I show interest through body language (nodding, eye contact,        
    smiling, etc.)
 3. I listen to people without prejudice, regardless of their physical appearance, manners, or way of 
     speaking
4. I dedicate time to listen to and try to understand people’s needs
5. I try to understand people’s feelings

Dimension: Informative Communication
6. I provide information to people (when it is within my responsibilities) about what concerns them
7. When giving information, I use pauses to allow the person to process what I’m saying
8. When I give information, I do so in understandable terms
9. I believe people have the right to receive truthful information
10. I make sure people have understood the information provided
11. I find it easy to ask people for information

Dimension: Respect

12. I respect people’s right to express themselves freely
13. I respect people’s autonomy and freedom
14. I feel that I respect people’s needs

Dimension: Social Skills
15. I clearly express my opinions and desires
16. When someone does something I disapprove of, I express my disagreement or discomfort
17. When interacting with others, I express my comments in a clear and assertive way
18. I find it easy to make requests to people
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