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ABSTRACT

Objective — It is a known fact that hotel employees are constantly working in a demanding work environment. The
gruelling demand of the day-to-day operations and stress will eventually lead to the burnout dimensions (exhaustion and
disengagement). This may have adverse effects to their relationship with their family members. Interestingly, Malaysian’s
cultural dimension — collectivism; may explain this in a rather interesting discussion. Previous studies had revealed
fascinating findings of a relationship between the burnout dimensions with work-family conflict (WFC) and how flow
mediates the relationship between burnout dimensions with WFC

Methodology/Technique — A primary survey of 233 hotel employees in Kuching, Malaysia revealed that indeed there is
a correlation between the relationships and that flow mediates the variables.

Findings — The results obtained from this study suggest the importance of hotel organizations in utilizing some proactive
actions to promote flow experience among their employees. This article also discloses the practical implications and
provides suggestions for future research in the similar field of study.

Novelty — The research provides supported suggestions for proactive action to eliminate burnout at workplace.

Type of Paper: Empirical
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1. Introduction

Depending on their job scope, employees often experience different levels of job-related distress which will
ultimately expose them to exhaustion, disengagement, and health-related issues (Schaufelli & Greenglass,
2001). Consequently, their performance in the workplace will also be affected. Hotel employees often undergo
burnout due to excessive work, being underpaid, working through unrealistic working hours, lack of
appreciation, and the highly challenging nature of the hotel line (Nelson & Burke, 2000).

In recent years, studies on employee burnout have been conducted rather extensively and across multiple
working disciplines (Chang, Chou, Liou, & Tu, 2016). Even so, there is a rather limited number of literature
in this field of study conducted to investigate the burnout dimensions (disengagement and exhaustion),
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particularly focusing on hotel employees in the Eastern region, as noted by Karatepe (2011) and Kasa & Hassan
(2015). As a response to this, this study aims to bridge that gap by providing findings to enhance the necessary
knowledge on hotel employee burnout, its dimensions, focusing particularly in the East.

The challenging working conditions in the hotel could be the fitting environment for flow experience to
occur, which would then prompt employees to maximize their strength and skills to perform their task in both
an enjoyable and motivating manner (Csikszentmihayi, 2003). With such conditions, this current study
investigated the potential for flow to mediate the burnout dimensions and WFC.

2. Literature Review and Hypothesis
2.1 Burnout and Its Dimensions

Maslach, Schaufeli, & Leiter (2001) defined burnout as a process of depersonalization, reduced personal
accomplishment, and exhaustion. This particular viewpoint was later refined by Gorgievski & Hobfoll (2008)
whom modified the term ‘burnout’ as the end state of a gradual, long term process where resources such as
physical, emotional, and cognitive energy are lost. Bakker, Demerouti & Schaufeli (2005) constructed the
framework of burnout as a work-related, stress-reaction that happens to employees regardless of occupation.
The negative connotation exists even in an organizational perspective, where it is concluded that employee
burnout “increases organizational costs and reduces organizational productivity” (Kasa & Hassan, 2016, p.
421) as it could possibly contribute to undesirable outcomes (Palmer et al., 2004). Even though burnout is
often associated with employee’s exhaustion and disengagement (Gorgievski & Hobfoll, 2008; Maslach,
Schaufeli, & Leiter, 2001), this affiliation is not strongly supported in hotel industry, particularly so in the
Asian region. Previous studies on burnout had contributed to the extensive body of knowledge on the matter
and were researched in different working environments and professions (Kasa & Hassan, 2015; Francisco et
al., 2016).

The term ‘exhaustion’ refers to a consequence of intensive physical, affective and cognitive strain in a long-
term effect of prolonged exposure to the job demands (Demerouti, Mostert, Bakker, 2010). Individuals who
experience exhaustion are actually undergoing excessive psychological and emotional demands (Deckard et
al., 1994). Meanwhile, disengagement denotes a meaning of an extensive and intensive reaction in terms of an
emotional, cognitive, and behavioural rejection of the job (Bakker et al., 2003), a view that acknowledges its
link on how disengagement affects employees. Pech & Slade (2006) whom discovered a correlation between
the lack of psychological identification and psychological meaningfulness, explained that disengagement
reaches its max when employees have to work under poor leadership and the needed trust between managers
and subordinates is low. This particular area of research has been covered by few researchers in rather recent
studies (Wollard, 2011; Karatepe, 2013), and each brought new dimensions on the literature. As for this study,
one of the objectives is to determine the burnout dimensions as the antecedent to WFC.

2.2 Work-Family Conflict (WFC)

Greenhaus & Beutell (1985) viewed WFC as the incompatibility between the employee’s work (workload)
and family roles. This incompatibility will consequently lead to conflict as the clashing demands from both
roles are often competing with one another in priority. Inevitably, as the demands become too overwhelming
for employees, their work performance and well-being will later be affected (Brough et al., 2005). Furthermore,
past study also revealed burnout results in WFC (Francisco et al., 2016). Though studies were done to
investigate on the effects of burnout, and/or exhaustion, and disengagement in the hotel line (Karatepe, 2013;
Kasa & Hassan, 2015), there was very limited literature that focussed on the burnout dimensions with WFC
among hotel employees in Asia. In addition, the matters of disengagement and exhaustion have been observed
beforehand though the focus was centred on the account that WFC mediates the relationship between work
overload and exhaustion and disengagement (Karatepe, 2013). In conclusion, the availability of studies
between the burnout dimensions and WFC in the hotel industry is significantly limited. Based on the limitation
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stated above, the following hypotheses are proposed for this study: (H1) There is a relationship between
exhaustion and WFC and (H2) There is a relationship between disengagement and WFC.

2.3 Flow

According to Csikszentmihalyi (1990), flow is defined as a state where individuals are engaged in deep
concentration whilst doing an activity in a passionate manner. This quality can be a strong aspect in the field
of human resource management as flow will increase the employees’ overall productivity and thereafter will
motivate them to show better work performance, makes them more efficient, and at the same time, increases
employees’ resiliency at workplace, as noted by Ensenger and Rheinberg (2008). Based on current findings,
flow has often been linked to positive improvements among employees. In their personal life, flow assists
employees by improving the positive mood they experienced back home by reducing the conflict between
work and family (Frone, 2000).

There have been numerous studies on flow, though there is, at present, no known research conducted that
utilized flow as the mediator for human resource-related studies among hotel employees in eastern context. As
mentioned earlier, working in the hotel environment can be very challenging for employees, as the demanding
workload may affect both their professional and personal life. Thus, to fill this specific research gap, the
following hypotheses are proposed: (H3) Flow mediates the relationship between exhaustion and WFC and
(H4) Flow mediates the relationship between disengagement and WFC.

Exhaustion

Flow WFC

Disengagement

Figure 1: The Research Conceptual Model
2.4 Underpinning Theory

This study utilized the Conservation of Resources theory proposed by Hobfoll (1989) as its underpinning
theory. This motivational theory posits that individuals constantly aim to “strive to retain, protect, and build
resources”. Thus, “the potential or actual loss of these valued resources” is considered as a contradictory value.
The resources referred by Hobfall (1989) include status, position, loved ones, economic stability, basic beliefs,
or self-esteem”. However, environmental circumstances are concluded to be the reason that brought the causes
to threaten or deplete people’s resources. As hotel employees have their own personal and professional
wellbeing (resources) that are prone to being threatened by working in the stressful working environment
(threats), this theory thus shows an interesting correlation for the basis of this study.

3. Methodology

The instruments (self-administered questionnaires) used for this paper were adopted and adapted from past
studies and were constructed in both English and Bahasa Melayu. As the research objective was to sample full-
time hotel employees in Kuching, non-probability purposive sampling was deemed to be the most fitting
method, hence it was employed for this research. In order to ensure the reliability and validity of the research’s
instruments and to eliminate any error and ambiguity in the chosen methods, a pilot study was conducted prior
to the actual research. It is also important to mention that the data collection process was only commenced
upon getting approval from each hotel’s management. In the actual study, 300 questionnaires were distributed
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and of which, 233 were returned. The number of sample collected showed an amount higher than 107
respondents, which was calculated using G*Power 3.1.9.2 (with the 2 indicators and output of parameter of
actual power at 0.95). This study utilized quantitative method involving descriptive statistics and inferential
statistic that was based on the use of Scientific Package for Social Sciences (SPSS) version 21. There had been
no issues found regarding the validity and reliability discovered in the actual study phase for all constructs,
which is proven as follows; (i) the items for each construct exceeded the factor loadings of 0.40 (Hair et al.,
1998), (ii) exceeded the acceptable standard of KMO’s value of 0.7, and (iii) in terms of Bartlett’s test of
Sphericity, the value less than .05 indicated that correlation matrix was significantly different from an identity
matrix (Hair et al., 1998).

In this study, a total of 41 items were employed in the questionnaire. A total of 16 items, adopted from the
Oldenburg Burnout Inventory (OLBI)’s study by Demerouti, Mostert, & Bakker (2010). The items were
constructed based on the score made on a 5-points scale, ranging from (1) “Strongly Disagree” to (5) “Strongly
Agree”. The OLBI instruments contain two factors — exhaustion and disengagement, which is required for the
research’s objective. To measure work-family conflict (WFC) in this study, a 5-points scale was used as well,
ranging from (1) “Never” to (5) “Very Often” to score the responses. These particular instruments inspired by
Bohen & Viveros-Long (1981)’s theory/method/research, were used to determine the rate/level of respondents’
concerns over their work and family roles. High scores of the result reflected a high level of WFC. Thus, the
flow was assessed with the work-related flow instrument (WOLF; Bakker, 2008); consisting of 13 items. The
reliability (o) value for the burnout, work-family conflict and flow is 0.805, 0.839 and 0.880 respectively.

4. Results
4.1 Respondents’ Demographic

The 233 respondents consisted of 157 females and 76 males. Age-wise, the majority of the respondents are
of the age group of 21 to 29 years old (51.1%), followed by those who are below 20 years old (24.9%), 30 to
39 years old (18%), 40 to 49 years old (5.6%), and 50 years old and above (0.4%). In terms of their marital
status, single respondents made up the largest percentage of 82.4% while the remaining 17.6% are married. As
for the length of service, a proportion of 60% of the respondents have been working for less than 1 year,
followed by 32% who have worked for 2 to 6 years, 5% for 7 to 11 years, and 3% for 12 to 16 years. The
results also indicated the education level of the respondents varied as follow; the largest group were of
Bachelor’s degree holder (42.9%), followed by Diploma/STPM/HSE (36.9%), SPM/MCE (10.7%), Master’s
degree (6.9%), and at 3% each for PMR/SRP/LCE and others. When asked about the frequency of the
respondents taking their work back home, 36% responded “Never”, followed by 30% “Sometimes”. 21%
“Frequent”, and 13% “Very Frequent”.

4.2 Hypotheses Testing

This study has four hypotheses as mentioned below:

Hypotheses 1 proposed a relationship between exhaustion and work-family conflict. A Pearson product
moment correlation coefficient was computed to assess the relationship between exhaustion and WFC; in
which the result revealed that the two variables are significantly related [r = 0.352, n = 233, p = .000].

Hypotheses 2 suggested that there is a connection between disengagement and WFC. A Pearson product
moment correlation coefficient was analyzed and it was revealed that disengagement is indeed related to WFC
[r=0.176, n = 233, p =.007].

J. Mgt. Mkt. Review 2 (2) 1 -7 (2017)



Mark Kasa and Zaiton Hassan

Table 1: The Hypotheses Testing for Direct Correlation

. . 'Work-Family
Exhaustion [Disengagement Conflict
. Pearson Correlation |1
Exhaustion - -
Sig. (2-tailed)
Disencagement Pearson Correlation  |.114** 1
949 Sig. (2-tailed) 082
. . . [Pearson Correlation | 352** 176**
Work-Family Conflict . " > tailed) 000 007 1

**Correlation is significant at the 0.01 level (2-tailed)

In analyzing the significant mediating effect (flow) between the predictors (exhaustion and disengagement)
and the outcome (work-family conflict), the Preacher & Hayes (2004)’s approach of analyses was best to
explain the results and thus was utilized in this study. The Preacher and Hayes (2004)’s approach of analyzing
the mediator model theory was provided through SPSS macros. This SPSS macros approach facilitates the
process of obtaining an estimation of the indirect effect in simple mediation model as well as a bootstrap
approach in order to obtain the confidence intervals (Mackinnon et al., 2007). Based on Preacher & Hayes
(2004)’s approach, the significant value should be quantities above zero or of positive value (> 0 / + value).
Furthermore, it is important that the bootstrap upper and lower bound value be above zero or of positive value
(> 0/ + value) to be able to determine the significance of indirect effect of the mediator variable.

Hypotheses 3 suggested that flow has a mediating effect between exhaustion and work-family conflict.
Based on the regression-based analyses through bootstrapping output, the outcome obtained revealed that the
significant indirect effect of flow in correlation between disengagement and WFC is significant at 0.2028**
(LLCI .0904, ULCI .3267).

Hypotheses 4 proposed that flow has mediating effect between disengagement and work-family conflict.
By adopting Andrew Hayes’ matrix output from regression-based approaches, the analyses obtained disclosed
the significant indirect effect of flow correlated, between disengagement and WFC conflict, is significant at
0.0858** (LLCI .0263, ULCI .1671).

The results demonstrated a mediating effect of flow on the correlation between exhaustion and WFC, as
well as disengagement and WFC. Thus, it can be concluded that H3 and H4 are both supported.

5. Discussion

In this study, it was firstly suggested that a relationship between exhaustion and work-family conflict is in
fact, existing. As put forward by Demerouti, Mostert & Bakker (2010), exhaustion is caused by workplace’s
emotional demands and the feelings of being over-extended. Particularly in the hotel line, the workload can be
too exhausting, both physically and emotionally, which drains the employees’ energy and affects their state of
wellbeing.

The second premise of this study is that there is a correlation between disengagement and work-family
conflict, which, based on the results obtained, is supported. To get a better grasp on this assumption, plausible
explanation can be referred to Kahn (1990) and Pech & Slade (2006)’s study; it may as well be that the hotel
employees may have little psychological identification and perceived little meaningfulness between their work
and themselves. As the majority of the hotel employees were Bachelor degree holders (42.9%), and there is a
possibility they might not see the significance of their degree with their line of work, which in return promotes
detachment from their workplace and subsequently causes the feeling of disengagement.

The third research hypothesis argues that flow mediates the relationship between exhaustion and WFC.
This premise is also proven to be supported. Even though the majority of the respondents are single (82.4%),
it can be assumed that flow experience does help employees to ward off the negative effects of work exhaustion
from affecting their personal life. By being focused on the tasks, they tend to see their work as rewarding and
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beneficial for the long run. This motivates them to complete said task and even have the need to take their
work home (as 64% of the respondents brought their work home). In other words, the benefits that come from
flow experience balance out the ill effects of exhaustion from WFC. Unfortunately, this finding could not be
supported based on previous studies due the lack of known literature on this research hypothesis.

The final research hypothesis is that flow mediates the relationship between disengagement and WFC,
which is supported. Majority of the respondents have been working for less than a year (60%), indicating that
they have yet to be fully acculturated with their organizations’ work culture and a strong sense of belonging to
their workplace may not be fully present. With flow, that feeling of disengagement is set aside, which in turn,
causes the effects of WFC to not be an issue although it exists. This seems to be the reasonable justification to
support the hypothesis.

By placing flow as mediator; based on collectivism, work and family boundary are more suitable to be
discussed within the Asian context where bringing work home is tolerable. Flow, although is a positive
experience, can still create WFC due to inability of the collectivist culture to properly separate work and family
domains. This is in agreement with the discovery found in past study in which WFC was shown to be positively
correlated to job satisfaction (Hassan, Dollard, & Winefield, 2010). However, this premise contradicts with
findings in the western context. Although employees experience WFC, they are positive about the job because
it is an important mean to provide to the well-being of their family.

6. Conclusion & Implications

The burnout dimensions - disengagement and exhaustion - can bring negative effects to the organization,
including but not limited to increased organizational costs, a reduction in productivity and the rise of negative
impact to employee’s family. However, with flow experience as a proactive action done by employers, the
dynamic can motivate employee to be more flexible, integrative, and creative (Isen, 2000).

Proactive action is to eliminate, or at the very least, minimize the probability of burnout occurring by
providing adequate support to hotel employees’ social, mental, and physical wellbeing. The support could be
in the form of enhancement of the relationship between employee-supervisor relationship, peer support and
care, access to professional counselors, constant and genuine positive affirmation from the management
regarding the employees’ contribution, and adequate rest for them to spend time with family and friends. If
support is continuously delivered, enhancing hotel employees’ job performance will be less of a challenge
(Brotheridge & Lee, 2005). Subsequently, the harmonic situation will ultimately improve the hotel’s reputation
and service. Future qualitative study could also provide other insightful perspectives that will be useful in
understanding some of the affecting factor to flow, burnout and WFC.
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