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The Effect of Work and family conflict on Burnout - A Study of Taiwanese

Hospitality Female Managers

ABSTRACT

The demands of family and work cause a conflict in role and time for female managers, which often
led to emotional and physical problems. Burnout is the outcome of long term physical and emotional
labor, and has become one of the reasons for a high turnover rate in hospitality industry. The aim of
this study was to explore the possible solution to ease the work-family conflict of married female
managers from the point of view of providing job resources and family support. Male counterparts
were surveyed as a contrast to testify to the influence of work and family load on work-family
conflict and the following burnout in female managers. More specifically, the moderating effects of

work and family resources on relationships were compared between the two genders.

The results from 196 surveyed participants indicated that female supervisors presented a
higher perception of family demands, work disruption to family and exhaustion.
Dual-income families had a higher perception of the disruption of work on family and
exhaustion than a single-income family. Different age groups experienced different levels of
job demands and burnout. Work and family conflicts are partially mediated the relationship
between family demands in burnout for male managers, yet was the complete mediator for
female managers. Finally, benefits of job resources could buffer the demands of work and

family conflicts for female managers. These findings provided solid suggestions to



hospitality industry in assisting female supervisors to ease their work-family conflict through

providing better job benefits.

Keywords: married hospitality supervisors, work and family conflict, burnout, job resource,

family support.
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CHAPTER 1 INTRODUCTION

1.1 BACKGROUND TO THE STUDY

There is a growing trend for women to hold a managerial position in the hospitality industry. The
phenomenon is manifest worldwide, including Taiwan. However, the responsibility that woman
have in terms of family does not decrease with the devotion to their job. The demands of family and
work often cause the feeling of “burnout”. When work demands are high and resources are limited,
this negative emotion often leads to energy depletion and undermine an employee’s motivation
(Demerouti, Bakker, Nachreiner & Schaufeli, 2001). If a woman does not get enough support from
their family or their work, they may choose to leave the industry for their family. Therefore, burnout

often causes the loss of work force or diminishing work quality in a “people oriented” industry.

Although it is still apparent that the hospitality workplace has what are often seen as “male- value
systems”, such as, overtime, occupational achievement and visibility (Blomme, Rheede & Tromp,
2010), according to the recruitment of management occupation report from the Taiwan Council of
Labor Affairs 2010, 96.6% of hospitality companies are willing to hire both males and females in
supervisory positions. This can be explained by the outstanding characteristics of females, who are
typically seen to be cooperative, supportive, gentle and understanding (Rosner, 1990). These
characteristics are important when considering a leader. Moreover, when women assist someone,
they may feel a sense of self-esteem and satisfaction. Those characteristics may explain why women

can be extraordinary leaders in their positions.

These characteristics may help females to gain a managerial position; however, there is another

concern, which is the demand from work and family. In most of families, the household still largely



relies on women; moreover, the hospitality industry is highly demanding in physical labor,
emotional labor, and time (Berta, 2002). Under these circumstances, women and men may not

experience the same conflicts and stress.

Social expectations of both genders are often different depending on cultural background
(Namasivayam & Mount, 2004). In the respect of hospitality female managers, the question raised is
“do they receive reasonable support from work to reduce burnout or increase job satisfaction when
they spend most of their time and energy at work?” Moreover, what kind of family support will

efficiently ease their pressure?

1.2 SIGNIFICANCE OF THE STUDY

There have been a number of studies that document a positive relationship between work demands;
work and family conflict; and burnout (Lingard & Francis, 2005; Firth, Mellor, Moore & Loquet
2004). In most companies, one of the problems remains is the burnout of supervisors, and which
will have several serious impacts on companies when they intend to resign, and the worst condition

is to work for a company’s competitors.

This study attempts to explore the impact of supporting work resources and how family support
influences work and family conflict and burnout. In addition, women suffer a higher degree of
burnout than men, as do single (unmarried) managers (Buick & Thomas, 2001); however, there is
limited research focusing on this group of outstanding talent in a fast growing “people service”

industry.

The Research was conducted on married supervisors to understand their unique requirements. The

opinions of supervisors in hotels and restaurants about job demands, family demands, job resources



in the work environment and family support were collected to examine what job resources and

family support will significantly decrease the work and family conflicts.

1.3 PURPOSES OF THE STUDY

The research aims to explore the possible resources that can help female managers to resolve work
and family conflicts and help prevent emotional burnout. Work resources and family support will
both be assessed for their possible moderating role between the job/ family demands, work and

family conflict and burnout. The following aims of this study are:

1. To explore the relationship between work demands; family demands; work and family conflict;
work resources; family support; and burnout.

2. To examine the moderating role of work resources on the relationship between the demands of
work and family conflicts.

3. To examine the moderating role of family support in the relationship between family demands,

and work and family conflicts.



CHAPTER 2 LITERATURE REVIEW

2.1 WORK DEMANDS IN HOSPITALITY INDUSTRY

The demands of work can be defined as the physical, psychological, social, or organizational aspects
of a job that require sustained physical and/or psychological effort (Bakker, Demerouti & Schaufeli,
2003); therefore, it is often associated with several physical and/or psychological costs. In line with
two general demands, Thomas and Hersen (2002) further suggest that psychological demands cause
significant stress and burnout, including role-based stress, and stress related to career development,
promotion and job insecurity, the changing nature of interpersonal relationships and work-family
conflict. In addition to that, long hours of working and work overload result in physical exhaustion.

Both aspects correspond to the distinct characteristics of hospitality jobs.

There are several vital physical demands in the hospitality industry. Long and inflexible working
hours, low entry-level pay, heavy workload, not only causes physical pressure for employees but
there is also a possibility of emotional stress (Cleveland, O’Neill, Himelright, Harrison, Crouter,
Drago, 2007). Therefore, when job demands consume intrinsic effort, such as emotional demand,
staffing problems, supervisory challenges (Bakker et al. 2003), it is directly linked to the
psychological stress of employees. These job-related requests often make people leave their career

in hospitality because their personal agenda is not aligned with the company’s mission.

Supervisors in the hospitality industry have to communicate efficiently with customers, front line
staff and senior management in different ways. As Meier (1991) pointed out, when hotel employees
move into management levels, he or she will experience a number of difficulties, including long
hours, staffing problems, supervisory challenges and perishable inventory. As far as the

management level is concerned, the characteristics of their role are more involved with

4



decision-making, both task and people oriented. Generally speaking, when a person moves from
entry level to managerial job he/she will face more psychological demands rather than physical

demand, due to the shift in the nature of the tasks.

In most working environments, female and male employees often suffer similar demands from
workloads; however, Chang & Lu (2011) show that women perceived higher stress from job
demands than men. Because the society expects males to be successful in their work, in the family
domain, they only play supporting roles (Lu and Lin, 1998; Haas, 1999); in other words, they do not
have to pay same level of attention to their families. Therefore, female managers in the hospitality
industry, who experience heavy work-related psychological demands, will perceive greater pressure

than male managers.

Many companies equate the cost of losing one trained manager with the amount of that manager’s
annual salary; it typically takes about a year for a new manager to become fully productive (Kappa,
Nitschke & Schappert, 2008). If an organization cannot provide appropriate assistance to
supervisors, this valuable workforce will suffer from high job-related pressure and have a tendency

to switch to other careers.

2.2 FAMILY DEMANDS

Family demands fall into two groups of indicators, subjective family demands indicators and
objective family indicators (Chang & Lu, 2011). Subjective family demands are related to the
devotion time of housework, number of children and children’s ages. Objective indicators can test

the objective feelings toward housework of people involved in housework.

Fong (1992) investigated the causes of stress among Taiwanese working women, and “having too



much household work to do” topped the list of various role stressors. Today due to societal
progression toward gender equality, more and more is now expected of husbands in the sharing of

responsibilities for family maintenance.

Research that focuses on working families and work adjustments suggested that women more often
than men make work adjustments because of family demands. Becker and Moen (1999) found that
women were twice as likely as men to place reasonable limits on work life to shield the family from
work obligations, which may take the form of limiting the number of hours worked, refusing to
work overtime, refusing jobs that require frequent travel, or turning down promotions that require
relocation. Therefore, the strategy of making adjustments at work in response to family demands

may negatively affect a woman’s work experience more than a man’s.

Eby, Casper, Lockwood, Bordeaux, and Brinley (2005) stated that subjective indicators couldn’t
capture the essence of family roles. For example, if there is someone, such as a paid household
worker, dealing with housework, the number of children cannot be high in terms of family demands.
Therefore, objective indicators of family demands were used in this study to test family demands of

married supervisors.

2.3 WORK AND FAMILY CONFLICTS

Work and family play major roles in human life; however, these two domains clash with each other
most of the time. Work and family conflict occurs when one cannot meet the demand of the roles in
both domains at the same time (Burke, Greenglass, Cooper, Robertson 1987; Cooke & Rousseau,
1984; Greenhaus & Beutell, 1985). One may experience the conflict when they need to devote time
at work for an important project and also become exhausted from childcare at home. Gutek, Searle,

and Klepa (1991) examined the way in which hours were spent in the paid-work and family domains,



and further translated it into the perceived conflict between employment and family. The study
found that female managers spent significantly more time on housework and childcare than male
managers. On the other hand, females are reported to have more disruption from work to the family
than males in the same condition. Therefore, some companies plan accordingly to meet the family
demands for their employees to ease the pressure from the conflict. For instance, child and elderly

care may by provided to decrease work and family conflicts (Kossek, Noe & Demarr, 1999).

2.3.1 Types of Work and Family Conflicts

Greenhaus and Beutell (1985) distinguished between three types of work-family conflicts:
time-based conflict, behavior-based conflict and strain-based conflict. Time-based conflict occurs
when devoting time to achieve the demands of one domain; it sacrifices time to satisfy the demands
of another domain. For example, hospitality workers usually have to work during the weekend. That
individual may be overwhelmed by fulfilling the need of working at weekends and spending time
with the family. Second, behavior-based conflict occurs when a person forms a type of behavior
which is not appropriate in the other domain; moreover, a person cannot adjust this behavior in
order to fit in the other domain. Third, strain-based conflict occurs when one cannot manage the

pressure from two different domains.

Gutek et al. (1991) stated that each of these three forms of work and family conflict has two
directions, which are conflicts due to work disrupting family life and conflicts due to family
affecting work. Therefore, these three forms and two directions are combined into six dimensions of
work and family conflict: (1) time-based Work Impacts on Family (WIF) (2) time-based Family
Impacts on Work (FIW) (3) behavior- based WIF (4) behavior-based FIW (5) strain-based conflict

WIF (6) strain-based conflict FIW.



Research indicates that work-family conflict and/or family-work conflict have adverse effects
psychological (e.g., job satisfaction, organizational commitment, and staff turnover) and behavioral
(e.g., job performance) consequences for frontline employees (Karatepe and Kilic 2007; Netemeyer,
Maxham & Pulling, 2005). Therefore, it should be tested in two ways to identify which sides

influence managers the most.

2.3.2 The Effect of Work and Family Conflicts

Work-family conflict issues arise in many industries due to the intrinsic and extrinsic rewards which
results from satisfying the demands of a particular role (French, Caplan & Van, 1982). Work-family
conflict causes negative effects on work performance (Aryee, 1992; Goff, Mount & Jamison, 1990;
Netemeyer et al., 2005; Thomas & Ganster, 1995). Further, job dissatisfaction is often related to
work-family conflict (Frone, Russell & Cooper, 1992; Pleck, Staines & Lang, 1980). Studies by
Magnini (2009) and Namasivayam and Mount (2004) showed that work-family conflict can cause
loss from the personal level encompass the industry. Coping with the problems and rebuilding
relationships between work and family is a critical issue for both domains. Hospitality managers
spend much of their time and energy in work. Female managers are asked to maintain the same level
of performance, and they will face tremendous pressure and feel worn out if the demands of family
are heavy. Given the situation of working women with family, there is a need to identifying

demands and balance the work force between genders in hospitality industry.

2.3.3 Gender Differences in Work and Family Conflicts

Women and men might not experience the same conflict and stress. One of the reasons is that social
expectations on the genders are often different, depending on the cultural background
(Namasivayam & Mount, 2004). Magnini (2009) suggested that different genders might experience
different types of work-family conflict. For instance, women have to not only deal with tasks from
work but also spend extra energy to handle household tasks; therefore, they suffer more time-based

conflicts than men.



With the trend of increasing competition at workplace, work often demands the same resources or
often intrudes into the family to create problems, such as overload. Work-family conflicts probably
occur when either family or work domains were incompatible in some respect (Magnini, 2009). This
situation occurs in different industries, such as the high-tech industry, medical care-related jobs and
the hospitality industry (Perlow, 1998; Hsu, Lin & Su, 2009). The common characteristics of these
industries are high mental and time costs. Employees often sense higher stress levels compared to
other industries. The hospitality industry can be highly demanding in terms of physical labor,
emotional labor, and in time (Berta, 2002); moreover, women have to maintain a positive role in the
family, which may be an extra psychological burden for them. Netemeyer et al. (2005) further
suggested that hospitality workers are highly susceptible to strain-based conflict from the stress
associated with their jobs. Under these circumstances, some employees may choose to leave their
job for their family, while others may suffer from the stress due to the conflict. It has become an

important issue because it either causes a high turnover rate or low productivity in the workplace.

This situation of effectively two workloads might be more serious for the working women in
Taiwan due to the expectations of society. Women are considered to be responsible for housework.
In the past, most women were housewives who only had to concentrate on housework and care for
children. In addition, they were educated to e to complete all the housework regardless of heavy the

workload.

Women’s roles have changed over the past decade; they have become better educated and more
financially independent. However, the expectations from the society on women have not changed as
fast. Therefore, they not only have to handle domestic tasks but also have to devote their efforts to
their professional job. In contrast, men in Western countries share housework, and women may not

be so vulnerable to both the responsibilities of home and work.



2.3.4 Job Demands Cause Work and Family Conflicts

Long working hours are considered to be one of the major job demands in the hospitality industry.
Shift work is another issue for hospitality workers, preventing employees from being able to have a
flexible personal life. Presser (2000) stated that shift work is directly related to considerable marital
disagreements and child-related problems. In wider society, the majority believes that women
should take more responsibility for housework than men, and this point of view causes an extra
burden for female managers working in the hospitality industry, who may be asked to work at

weekends as well as to take care for their family at same time.

Cheng (2007) showed that women felt higher levels of stress from workload compared to men for
several reasons. Nearly 70% of women thought they did not get fair treatment at work; moreover,
some of the participants believed that they have to pay extra effort at work in order to gain approval
(China Times, 2003/03/08). From the respect of role conflict, women have to devote more to their
work and family, in order to release the pressure from not performing well in either area, which is
rarely the case with male workers. Because of the “glass ceiling,” in some workplaces women are
place high demands and expectations on themselves at work in order to break those hidden rules.

These factors may cause women to perceive more stress than men from the same workload.
Based on the job demands of the hospitality industry and conflicts between work and family, job
demands are often connected with work and family conflicts; moreover female managers experience

higher work and family conflicts than male. The following hypothesis is thus proposed:

Hypothesis 1: Job demands positively influence work and family conflicts.
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2.3.5 Family Demands Cause Work and Family Conflicts

Research has shown that married employees experience higher family and work conflicts than their
single counterparts, and parent’s experienced higher levels of family and work conflict than
nonparents (Herman & Gyllstrom, 1977). Parents with different ages of children experience
different levels of conflict. Pleck, et al., (1980) indicated that parents with young children
experience higher greater family and work conflict than those with older children (Pleck et al., 1980;

Beutell & Greenhaus, 1980).

Keith and Schafer (1980) noted that a husband’s working hours was positively related to their wife’s
family and work conflict. Similarly, husbands of female managers or professionals experienced
higher family and work conflict (Greenhaus & Kopelman, 1981), presumably because these women
devoted more time to their careers, thus forcing their spouses to share more home care

responsibilities.

Based on the family demands and work and family conflict, the influence of family demands on
work and family conflict is crucial. The following hypothesis is proposed:

Hypothesis 2: Family demands positively influence work and family conflict.

2.4 BURNOUT

Maslach (1982) defined burnout as a syndrome of emotional exhaustion, depersonalization, and
reduced personal accomplishment that can occur among people who do “people work”. Burnout
becomes a major concern for industries requiring heavy workload such as the service industry.
Maslach (1982) suggested that burnout consists of three dimensions: emotional exhaustion,
depersonalization (meaning the feeling of distance from others), and diminished personal
accomplishment. Emotional exhaustion derived from excessive job demands and continuous

difficulties that result from a prolonged state of emotional and physical erosion (Shirom, Cooper &
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Robertson, 1989; Zohar, 1997). Depersonalization refers to insensitive behavior toward customers
by workers, described as "dehumanization" in the social service occupations, where burnout has
been frequently investigated. Diminished personal accomplishment refers to individuals who
negatively evaluate themselves. A sense of diminished personal accomplishment would be displayed

when a worker feels ineffective and incompetent (Wright & Cropanzano, 1998).

2.4.1 Relationship Between Work and Family Conflict and Burnout

Numerous studies have indicated that work and family conflicts and emotional exhaustion have a
significantly positive relationship (Greenglass, Pantony & Burke, 1988; Major, Klein & Ehrhart,

2002; Parasuraman, Greenhaus & Granrose, 1992).

Lee and Ashforth (1996) examined the three dimensions of burnout for workers and indicated that
three types of burnout were separately related to the different variables. Emotional exhaustion was
strongly related to time pressure, whereas depersonalization and reduced personal accomplishment
were significantly related to teachers’ relations with parents. All three components are potentially
important; however, a growing body of research has concluded that emotional exhaustion is the vital
dimension of burnout (Cordes & Dougherty, 1993; Gaines & Jermier, 1983; Wright & Bonett, 1997;
Zohar, 1997). Jobs in the hospitality industry involve tremendous “people work,” and consequently
strain from various situational problems, besides a heavy physical workload. All these

characteristics contribute to the risk of burnout.

Some studies have pointed to several negative affects strongly related to emotional exhaustion. It
has a negative effect on health (Cherniss, 1980; Melamed, Shirom, Toker & Shapira, 2006) and is
associated to poor job performance (Cropanzano, Rupp & Byne, 2003). In addition, some
researchers found that personal emotional exhaustion may spread to other members of the
organization (Bakker, Schaufeli, Sixma, & Bosveld, 2001; Halbesleben & Buckley, 2004). If

organizations cannot effectively deal with this issue, it will not only influence an individual’s career
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path, but also the company cannot achieve their long-term goals due to low morale and a high

turnover rate at the workplace.

Nowadays, the family structure has changed to families with a double income or those with single
parent; as a result, both genders feel stressed from work and family conflict (Eagle, Icenogle, Maes
& Miles, 1998). However, in most of the families, housework still largely relies on women; men are
able to keep enough energy to deal with work tactics. Therefore, Burke and Mckeen (1994)
identified that working women suffered more stress than men, and the sources of that stress are
“related to the expected and actual roles of women in society and to the fact that women still
occupy minority status in organizations” (p.18). Therefore, when work and family are
incompatible, women suffer stress from both sides. The following hypothesis was predicted:

Hypothesis 3: Work and family conflicts positively influence burnout of female managers.

2.5 JOB RESOURCES

Job resources refer to the physical, psychological, social or organizational assistance from the
workplace, which can diminish job pressure from demands or related physiological and
psychological costs. It can help one in achieving the targets of work and encourage personal

development and growth (Demerouti et al., 2001).

Resources may be located at four levels. The first level is organizational support, such as pay, career

opportunities, family-friendly policies and job security.

The second level is at the interpersonal and social relation level; for example, supervisor and
co-worker support, while the third level is empowerment from the organization of work, including

participation in decision-making.
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Finally, the task level includes performance feedback, and autonomy (Goff, Mount & Jamison, 1990;
Bakker & Demerouti, 2008; Demerouti et al., 2001). More specifically, people might need various

job resources based on the characteristics of their particular job.

Diener and Fujita (1995) asserted that people have different needs and the most importance of
resources is likely to vary according to individuals, because it is relevant to their specific goals. In
other words, the type of occupation or the level of the job may categorize resources. The resources
at the first and second levels might be crucial for front line staff, since the higher pay or tips are the
most direct reward of their job performance. In addition, the collaboration and relationship with

their colleagues will often determine the atmosphere and flow of their work.

Usually the resources for a well-paid manager will be more at the level of empowerment and
organizational support for execution. Management levels often feel frustrated and are at risk of
burnout if a certain decision is not supported by the organization, which can explain the resignation
of some high profile political officials. Lin (2005) reported that incentive projects provided by an
organization can positively influence the retention of internal auditors. In addition, workers holding
similar level of jobs, yet with different demographic backgrounds require diverse support to remedy
burnout. Tabacchi, Krone and Farber (1990) investigated managerial a worker’s sense of job
burnout. Their findings indicated that women experienced higher burnout level than men if less
subordinate support was provided. Older, married men who have stayed longer with one company
perceive more support and less burnout than do their younger, single, counterparts. Obviously, when
organizations provide helpful resources, it can positively influence their employees. This has also
been seen for other professions, such as dentists and teachers (Hakanen, Bakker & Demerouti,

2005; Santavirta, Solovieva & Theorell, 2007). It has been found that high job demands or
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inappropriate job designs without providing enough resources may cause mental and physical

exhaustion in employees.

Some researchers stated that in the workplace, particular demands should fit in with the specific
resources (Frese, 1999; Van der Doef & Maes, 1999). Van der Doef and Maes (1999) suggested that
the support from the moderating influence of job control and social support depends on the demands
and control of a job. Providing certain job control corresponding to a specific job demand can
moderate the pressure caused from spending time on gaining approval for tedious tasks. For
example, Bakker, Demerouti & Euwema (2005) demonstrated that some kinds of job resources
could alleviate more than one job demand. The integrated result from these four levels of job
resources is “autonomy”. Employees with autonomy will have the social support from their
colleagues, knowledge to solve a given problem immediately and the power of execution. Job
resources can ease more than one area of the demands of work, yet it may provide support at various

levels depending on the relevance of the resources to the specific demand.

Management levels facing different pressures may require more specific resources to relieve the
burnout associated with their positions. Limited research has focused on the buffer effect at the
management level work-related stress in the hospitality industry, although a recent study has pointed
shown that some strain can almost certainly cause stress-related illnesses in managers (Johanson,
Youn & Woods, 2008). It should not be underestimated by any organization because this group of
employees is an invaluable resource for company performance. The company will be at risk of
losing important accumulated knowledge and experience from these senior managers, if the

appropriate resources are not allocated to relieve their stress and to motivate them.

The buffering theory was proposed by Caplan, Cobb, French, Van Harrison & Pinneau, 1975;

Hakanen et al., (2005) which suggested that when employees were given an enough resources, it
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effectively eased the strain of work. From the manager’s point of view, they had to experienced
psychological demands, which caused serious emotional exhaustion and burnout. Therefore, if
practitioners are devoted to decreasing the turnover rate caused by burnout, it is necessary to bestow
beneficial resources on needed employees. There were few studies to indicate which kinds of job
resources can meet the demands at the managerial levels. In order to fill in the gap in finding the
appropriate job resources to ease emotional burnout, this study included different levels of job
resources, in order to prevent emotional exhaustion at the managerial level as the buffering
component. In light of the aforementioned findings, the following hypothesis is proposed:

Hypothesis 4: Job resources moderate the relationship between job demands and work and

family conflict.

2.6 FAMILY SUPPORT

Family may be defined as persons related by biological ties, marriage, or adoption, and there can be
little doubt that family plays an important role in most people’s lives (Burke & Greenglass, 1987;
Piotrkowski, Rapoport, Rapoport, Sussman & Steinmetz, 1987). Due to the affective connection
between family members, when people make a serious decision at different stages of their life,
family support becomes an important part of their motivation in pursuing the goal. As far as
work-related decisions are concerned, because individuals spend on average more than one third of
their lifetimes at work, they need family support to be fully devoted to their job. In terms of family
support, family members can provide two different types of support, emotional and instrumental

(King, Mattimore, King & Adams, 1995).

Lee and Zhao (2009) used interviews and open-ended questionnaires to investigate these two kinds
of support. The results indicated that emotional support occurs when family members offer

encouragement, listen to their concerns and communicate with them about the stress suffering from
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their work, which is directly relevant to an individual’s psychological demands. In contrast,
instrumental support includes lessening the burden of housework and giving them more time to deal
with their work. When employees received greater family support, they would perceive less family

interference with their work (Adams, King & King, 1996).

Kim, David & Taylor (2008) presents evidence that Asians and Asian Americans were more
reluctant to explicitly ask for support from close others than Europeans and Americans, because
they are more concerned about the potentially negative relational consequences of such behavior.
Asians and Asian Americans are more likely to use and take advantage from support that does not
involve explicit disclosure of personal stressful events and feelings of distress. From this respect,
because of the cultural difference, there are different perspectives on family support. If the family
can provide support spontaneously, it might significantly ease the pressure of female managers who
often prioritize their family. For example, the husband’s help with childcare will release the guilt of
working women not being able to take care of their children, which can be seen as instrumental
support. Consequently, the alleviated mood may motivate them and create a positive attitude in

facing either their jobs or family.

Work-family conflict is a form of inter-role conflict in which work and family role demands are
mutually incompatible, so that meeting the demands of one domain makes it difficult to meet
demands in the other (Burke et al., 1987; Cooke & Rousseau, 1984; Greenhaus & Beutell, 1985).
The enrichment approach, which has a number of advocates, illustrates that links between family
and work can be positively influenced and enriched by both sides (Edwards & Rothbard, 2000;
Greenhaus & Powell, 2006). Buick and Thomas (2001) reported that single employees suffered
greater burnout than married staff and perceive less supervisory and family support. Several studies
suggest that when employees have a satisfying family life, workload causes les hazardous effects on

well-being (Barnett, Marshall & Pleck, 1992; Greenhaus & Powell, 2006; Rothbard, 2001).
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Lautenbach (2006) showed that burnout levels are lower among women who have a partner and
children than among single or childless women. Aryee, Luk, Leung & Lo (1997) further indicated
that spouse support could efficiently moderate the tension from family having on impact on work.
From this point of view, female managers will suffer less work and family conflicts from workload
than when the family gives full support. It indicates that family can have a crucial role in easing an
employee’s work and family conflicts. Family can positively or negatively influence job strain for
everyone. When they understand and support individuals, it is not only an effective relief channel,
but it can also assist employees to be successful at their job. This suggests that when women suffer

from emotional stress, family members can be a vital moderating factor to ease their pressure.

The study focused on the moderating role of family support between family demands, work and
family conflicts and burnout. The following hypothesis is proposed:
Hypothesis 5: Family support will moderate the relationship between family demands and

work and family conflicts.
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CHAPTER 3 METODOLOGY

3.1 RESEARCH FRAMEWORK

This study aimed to explore the demands of work causing conflicts between work and family and
subsequent burnout with respect to female managers. In addition to the main scheme, the
moderating effect of job resources and family support were assessed to provide suggestions to
practitioners for a better understanding on reducing work and family conflicts. Figure 1 was

established from the literature review to show the causal relationship of each domain.

Job Demands

Work and Family
Conflict

Family Supports

FIGURE 1. RESEARCH FRAMEWORK
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3.2 METHOD

3.2.1 Sampling and Survey

A convenience sampling of hospitality managers in Taiwan was conducted using a
self-administrated questionnaire among six international hotels, a local hotel, and six types of
restaurants, including Chinese, private clubs and western styles of restaurant. All the
enterprises represent the typical characteristics of Taiwanese hospitality industry, which are
highly demanding in physical labor, emotional labor, and time. Phone calls to the human
resources departments were made to initiate the contact regarding the survey. A formal letter
or personal visit following the initial phone familiarized the participants with the survey. The

two-staged survey included a pre-test and a follow up formal test.

3.2.2 Instrumentation

Questionnaire development was based on the interpretation of the extensive literature review on the
theories and research on emotional labor. The questionnaire consisted of 4 sections with items
assessing: (1) job demands (Cheng, Luh & Guo, 2003; Cleveland et al., 2007), family demands
(Allen, 2001), work and family conflict (Carlson, Kacmar & Williams, 2000) burnout (Maslach &
Jackson, 1996), (2) job resources (Goff et al., 1990; Bakker & Demerouti, 2007; Demerouti et al.,
2001), (3) family support (Li & Chao, 2009), and (4) demographic information. The first three
sections were measured on a five-point Likert scale, with 1 representing “strongly disagree”, 2
representing “disagree”, 3 representing ‘“no comment”, 4 representing “agree”, 5 representing

“strongly agree”, respectively.

Job demands were assessed with seven items: No time to take a break; spending lots of energy;
excessive amount of work; constraints on time to get the job done; conflicting demands from others;

long working hours; and inflexible working hours (Cleveland et al., 2007; Cheng et al., 2003).
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Family demands consisted of three items: requests from family; family matters; and the burden of
family (Allen, 2001). Work and family conflict consisted of fourteen items: pressure from family
influences my job; paying too much attention to family; missing work activities; exhaustion caused
by family; building work relationships; feeling guilty about spending time with family; behavior at
work that is inappropriate with family; behavior with family that is inappropriate for work; problem
solving methods, presenting different problem solving skills, in order to work presenting different
behavior; missing family activities; spending too much time on work; pressure duty distribution
(Carlson et al., 2000). The measurement of burnout was adopted by the revised version of the MBI
(Maslach & Jackson, 1996). There were ten items: Tired of serving people; feeling depressed about
work; impatient about guests’ requirements; running out of energy; loss of enthusiasm about work;
doubt about the meaning of work; only personal duty; unable to the satisfy demands of work and
family; unable to take care of family; exhausted by showing positive emotion at home after a heavy
workload at work. Following this was the section that related to job resources (Michaels et al., 1982).
Job resources included nine items: Satisfying salary; opportunities for promotion; job security;
support from colleagues; authority in decision-making; role at work; thinking and acting
independently; able to take decisions on work schedule; able to take decisions on job process (Goff
et al.,, 1990; Bakker & Demerouti, 2007; Demerouti et al., 2001). Family supports were assessed
with six items: Work suggestions from family; understanding from family; sharing difficulties;
talking about work problems; comforted by family; feeling comfortable in talking about work (Li &
Chao, 2009). The demographic information was composed of personal and organizational
dimensions. The demographic profile was featured with eight items: Gender, age, marriage,
educational background, income, family income status, position, seniority and working hour. In

addition, the characteristics of the organization were asked as one item : Type of organization.
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3.2.3 Statistical Analysis

Descriptive Analysis

Descriptive statistics will be applied to describe the basic information of the sampling and confirm

the representativeness of the pool in this study. It will demonstrate the distribution of samples.

Factor Analysis

Exploratory factor analysis was used to extract the common factors for dimensions. Principal
component analysis was applied to concentrate a large number of initial variables into a small

number of factors (Jolliffe, 2002).

t-Test

A t-test was used to examine whether there was a significant difference in every dimension between

male and female, and between single-income and dual-income families.

ANOVA

One-way ANOVA was conducted to examine whether there was a significant difference in every

dimension between family income level and different age group.

Multiple Regression Analysis

Regression analysis was conducted to understand how the change to the dependent variables
influenced the independent variables. Moreover, the study used hierarchical regression analyses to
examine if the interactions between job resources and job demands, and family support and family

demands would significantly decrease work and family conflicts.
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3.3 PILOT STUDY

3.3.1 Reliability

Reliability was measured by Cronbach‘s alpha value to assess the internal consistency of the factors
(Tablel). Nunnally and Bernstein (1994) illustrated that if o is greater than 0.7, it has a high
reliability and if a is less than 0.3, then it implies that there is low reliability. The results shown in

Tablel indicate good reliability for each dimension.

Table 1 shows the results for the reliability analysis of each dimension. The question of “heavy
workload” of the job demands dimension was deleted, making Cronbach’s a 0.740. Moreover, the
question of “work efficiently” was corrected as “time to take a break”, and the question of “hard
working” was corrected into “spending lots of energy on work”, in order that participants fully

understood the questions.

The dimensions of family demands (Cronbach’s a=0.80), work and family conflicts (Cronbach’s
0=0.88), burnout (Cronbach’s 0=0.87), job resources (Cronbach’s a=0.80) and family support
(Cronbach’s 0=0.83) possess reasonable Cronbach’s a; therefore, questions relating to these

dimensions were retained.
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Table 1 Reliability Test

Cronbach’s a after

Cronbach’sa o If [tem item deleted
Dimensions Items deleted
1.Work efficiently ——> 775
(No time to take a break) '
2.Hard working ———> 735
(Spending lots of energy on work) '
3.Excessive amount of work 618
Job Demands ) ) 728 740

4.Constraints on time to get the
) .606
job done
5.Conflicting demands from others .678
6.Long working hours .696
7.Inflexible working hours .688
8.Heavy workload (Deleted) .740

) 9. Requests from family 716

Family
10. Family matter s .808 .801 .808
Demands

11. Burden of family .698
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Table 1 Reliability Test (Continued)

Cronbach’s a after

Cronbach’s a a If Item item deleted
Dimensions Items deleted
12.Spending too much time on work .880
13.Missing family activities .881
14.Problem solving methods .870
15.Behavior at work is inappropriate .870
for family
16.Presenting different problem solving .881
skills
Work and .866
17.Behavior with family that is
Family ) ) .882 .882
Conflicts inappropriate for work
18.In order to work, presenting different 877
behavior
19.Pressure duty distribution .873
20.Building work relationships 871
21.Missing work activities .876
22 Feeling guilty about spending time .876
with family
23.Exhaustion caused by family .874
24 Paying too much attention to family 878
25.Pressure from family influences my job 875
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Table 1 Reliability Test (Continued)

a If Item Cronbach’s a after
Dimensions Items Cronbach’s a deleted item deleted
26.Tired of serving people .854
27.Feeling depressed about work .855
28.Impatient about guests’ requirement .859
29.Running out of energy .866
Burnout  30.Loss of enthusiasm for work .864
31.Doubts about the meaning of Work .865
32.0nly personal duty .874 .862 .874
33.Unable to satisfy the demands of 260
work and family
34.Unable to take care of family .868
35.Exhausted by showing positive
emotion at home after a heavy worklo .855

ad at work
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Table 1 Reliability Test (Continued)

a If Item Cronbach’s a after
Dimensions Items Cronbach’s a deleted item deleted
36.Satisfying Salary 77
37. Opportunities for promotion 765
38.Job security .801
Job Resources 39.Support from colleagues .808 789 .808

40.Authority in decision making 769
41.Role at Work 73
42.Thinking and performing independently 796
43.Able to take decisions on work .801

schedule
44 Able to take decisions on work .808

process
45.Work suggestions from family .830
46.Understanding from family 816
47.Sharing difficulties .822

Family
48.Talking about work problems .830 798 .830
Support

49.Comforted by family 799
50.Personal space .810
51.Sharing housework .827
52.Feeling comfortable in talking about 790

work
53.Interested in my work .820
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3.4 OPERATIONAL DEFINITION

Family Demands
Family demands can be categorized into two indicators, subjective family demands and objective

family indicators (Chang & Lu, 2011).

Job Demands

Job demands are defined as the characteristics of the job that can potentially cause stress in cases
where they exceed the employee’s adaptive capability (Bakker et al., 2003). It refers to those
physical, social, or organizational aspects of the job that require sustained physical and/or
psychological effort from the employee and are therefore associated with certain physiological

and/or psychological costs (Robert & Hockey, 1997).

Work and Family Conflict
Work and family conflict are defined as occurring when people cannot meet the demands of work

and family roles at the same time (Burke et al., 1987; Cooke & Rousseau, 1984; Greenhaus &

Beutell, 1985).

Burnout
Burnout indicates a phenomenon featuring emotional exhaustion, depersonalization and diminished
personal accomplishment (Maslach, 1981). It often causes poor job performance (Cropanzano et al.,

2003).

Family Support
Family support is defined as persons able to seek assistance from relations through biological ties,

marriage, or adoption (Burke et al., 1987; Piotrkowski et al, 1987).
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Job Resources
Job resources refer to those physical, psychological, social or organizational resources from work
that can assist in achieving goals, or stimulating personal growth and development at work (Bakker

et al., 2005; Halbesleben & Buckley, 2004).
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CHAPTER 4 FINDINGS AND DISCUSSION

4.1 DESCRIPTIVE STATISTICS

A total of 220 questionnaires were collected, 196 of which were valid. The survey was conducted in

7 hotels and 6 restaurants located in the north, middle and south of Taiwan.

Only married supervisors were surveyed in order to testify the effects of work and family conflict on
burnout. The demographic profile of the supervisors is shown in Table 3. According to the
descriptive analysis, 48.5% of the supervisors were male, while 51.5% of them were female. The
age 30s-40s age group accounted for more than 50% of the supervisors. Over 40% of supervisors
obtained a bachelor’s degree. Most of the supervisors earned NTD28,001~48,000 every month. 64%
of the respondents were from dual-income families, and 21% of respondents had been working in
the hospitality industry for over 15 years. More than 50% of the participants were at the middle
management level, which was often the group most vulnerable to the pressure caused by
work-family conflict. 59% of the respondents were hotel employees. Over half of the supervisors
(57%) worked over ten hours per day. According to the Council of Labor Affairs (2009), daily
working hours cannot exceed 8 hours, which shows that two hours are spent working overtime. The
number of hours spent weekly in work activities has been shown to have a positive relationship with
work and family conflicts (Fu and Shaffer, 2001). Working overtime was commonplace for
supervisors in the hospitality industry, yet it should not be a dilemma that they either accept the fact

or leave the industry.
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Table 2 Descriptive Profile of the Participants (N=196)

Frequency Frequency
Gender Male 95(48.5%) 1~3 Years 24(12.2%)
Female 101(51.5%) 4~6 Years 39(19.9%)
Under 25 8(4.1%) 7~9 Years 27(13.8%)
26~30 35(17.9%) Seniority 10~12 Years 28(14.3%)
31~35 56(28.6%) 13~15 Years 16(8.2%)
Age 36~40 51(26.0%) Overl5 Years 43(21.9%)
41~45 27(13.8%) Entry Level 91(46.4%)
46~50 12(6.1%) Position Middle Level 103(52.6%)
Over 50 7(3.6%) Executive 2(1.0%)
Under High 2(1.0%) Type of Restaurant 79(40.3%)
School Company
Education High School 33(16.8%) Hotel 117(59.7%)
level 5-Year-College 70(35.7%) 7 1(0.5%)
University 80(40.8%) 8 29(14.8%)
Master/Above 11(5.6%) 9.5 7(3.6%)
Master
Under 22,000 2(1.0%) 9 43(21.9%)
22,001~28,000 23(11.7%) 10.5 4(2.0%)
28,001~38,000 54(27.6%) Average 10 56(28.6%)
Salary 38,001~48,000 48(24.5%) Working 11.5 2(1.0%)
48,001~58,000 31(15.8%) Hours 11 16(8.2%)
58,001~68,000 15(7.7%) Per Day 12.5 3(1.5%)
Over 68,000 23(11.7%) 12 24(12.2%)
Family Single 69(35.2%) 13.5 1(0.5%)
Income Dual 127(64.8%) 13 3(1.5%)
Status
14 3(1.5%)
Seniority Under 1 Year 19(9.7%) 15 3(1.5%)
16 1(0.5%)
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4.2 EXPLORATORY FACTOR ANALYSIS

Exploratory factor analysis was conducted to further extract categories from each dimension. The
Kaiser—Meyer—Olkin (KMO) measure and Bartlett’s test of sphericity were analyzed to ensure that
the data had inherent sufficient correlations to perform explore factor analysis. Kaiser (1974)
indicated that a KMO under 0.5 was not appropriate to conduct the factor analysis. The KMO of
each dimension in the study were: Job demands: 0.82; family demands: 0.83; work and family
conflicts: 0.88; burnout: 0.87; job resources: 0.71; and family support: 0.83, respectively; which

indicated they were suitable for factor analysis.

A Varimax rotation was conducted to reduce the number of items, and the principal component
factor analysis extracted factors from dimensions. Table 3 shows the results of the factor analysis.
The dimensions of job demands and family support demonstrated the characteristics of
uni-dimension with explained variances of 53% and 58%. Three factors were extracted from the
work and family conflicts dimensions: “Family interfering with work”, “behavior conflicts” and
“work interfering with family”, and with the accumulated explained variance of 30%, 55% and 70%.
There were two factors extracted from the burnout dimension: “loss of passion” and “exhaustion,”
accounting for a total explained variances of 38% and 75%. Two factors were extracted from the job
resources dimension: “benefits” and “authority,” accounting for a total explained variances of 35%
and 66%. “Doubt about the meaning of work” was a cross-loading factor, and the loading factor was
lower than 0.5; therefore, it was deleted. Furthermore, the items “only personal duty”, “authority of
decision” and “role at work” were dropped due to cross-loading. The questions of “sharing

housework™ and “interested in my work™ were deleted due to their correct item to total correlations

being less than 0.5.
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Table 3 Exploratory Factor Analysis of the Dimensions of Job Demands, Work and Family Conflict,

Burnout and Job Resources and Family Support

Job Demands

1. Time to take a break .665
2. Spending lots of energy on work 733
3.Excessive amount of work .856
4.Constraints on time to get the job done 71
5.Conflicting demands from others 617
6.Long working hours 783
7.Inflexible working hours .672
Variance explained (%) 53.611
Kaiser-Meyer-Olkin measure of sampling adequacy .829
Bartlett’s test of sphericity (significance level) .000

Family Support

44 Work suggestions from family .665
45.Understanding from family 758
46.Sharing difficulties 776
47.Talking about work problems .832
48.Comforted by family 772
51.Feeling comfortable in 771

talking about work

Variance explained (%) 58.344
Kaiser-Meyer-Olkin measure of sampling adequacy .832
Bartlett’s test of sphericity (significance level) .000
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Table 3 Exploratory Factor Analysis of the Dimensions of Job Demands, Work and Family

Conflicts, Burnout and Job Resources and Family Supports (Continued)

Family Work
Interfering Behavior Interfering

Work and Family Conflicts Work Conflicts Family
24 Pressure from family influences my job 877

. : . .874
23.Paying too much attention to family
20.Missing work activities .863
22 Exhaustion caused by family 798
19.Building work relationships 676
21.Feeling guilty about spending time with family .675
14.Behavior at work is inappropriate with family 23
16.Behavior with family is inappropriate at work .822
13.Problem solving methods .801
15.Presenting different problem solving skills 795
17.In order to work, presenting different behavior 157
12.Missing family activities .856
11.Spending too much time on work .840
18.Pressure duty distribution 576
Variance explained (%) 30.140 55.428 70.652
Kaiser-Meyer-Olkin measure of sampling adequacy .889
Bartlett’s test of sphericity (significance level) .000
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Table 3 Exploratory Factor Analysis of the Dimensions of Job Demands, Work and Family
Conflicts, Burnout and Job Resources and Family Supports (Continued)

Burnout Loss of passion Exhaustion

27 Impatient about guests’ requirements .870

29.Loss of enthusiasm for work 813

26.Feeling depressed about work 781

25.Tired of serving people 740

33.Could not take care of family 912

32.Could not satisfy requirements of work and .897

family

34.Exhausted by showing positive emotions at 751

home with a heavy workload at work

28.Running out of energy .647
471 556

31.Only personal duty (Deleted)

30.Doubt about the meaning of work(Deleted) 479 414

Variance explained (%) 38.573 75.950

Kaiser-Meyer-Olkin measure of sampling adequacy 872

Bartlett’s test of sphericity .000

(significance level)
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Table 3 Exploratory Factor Analysis of the Dimensions of Job Demands, Work and Family

Conflicts, Burnout and Job Resources and Family Supports (Continued)

Job Resources Benefit Authority

35.Satisfying Salary .835

36.0Opportunities for promotion .806

37.Job security 172

38.Support from colleagues 713

39.Authority of decision making (Deleted) 552 528
40.Role at work (Deleted) 518 423
42.Able to make decision on work schedule 871
43.Able to make decision on work process .824
41.Thinking and performing independently 792
Variance explained (%) 35.748 66.747
Kaiser-Meyer-Olkin measure of sampling adequacy 718

Bartlett’s test of sphericity (significance level) .000
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4.3 THE EFFECT OF GENDER ON THE CONSTRUCT DIMENSIONS

2 [13

Table 4 indicates that there were significantly different influences on “family demands”, “work
interfering with family” and “exhaustion” between male and female managers (p < 0.05). Female
(M = 2.37) presented a higher perception of “family demands” than male (M = 2.10). Secondly,
gender had a significant different influence on “work interference with family” (p < 0.05). Female
(M = 3.17) perceived higher “work interfering with family” than their Male counterparts (M = 2.90).
Third, female (M = 2.71) managers presented higher “exhaustion” than male managers (M = 2.33).
Lastly, there were no significant differences on the perception of “job demands”, “behavior

conflicts”, “family interfering work™ and “loss of passion” between different genders (p >.05).

Table 4 The influence of Gender on Construct Dimensions- by t test analysis

Mean
p-value

Male Female t (Sig.)
Family Demands 2.101 2.379 -2.753 006%*
Job Demands 3.040 3.149 -1.010 314
Work Interference with 2.901 3.171 -2.035 .043%*
Family
Behavior Conflicts 2.949 3.132 -1.511 133
Family Interfering Work 2.254 2.396 -1.397 164
Loss of passion 2.373 2.616 -1.839 .068
Exhaustion 2.339 2.717 -3.149 .002%*

Note: **p <.05
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In general, Chang & Lu (2011) indicated that men would receive more support from their spouse
than women when they faced the same level of job and family demands. Fong (1992) further
investigated that “Having too many household tasks to do” topped the list of various role stressors
for Taiwanese working women. Female supervisors experienced stronger “family demands” and
“exhaustion” than male supervisors in Taiwanese society. This suggests that female supervisors took
most of the responsibility in their families; moreover, they devoted the same physical and
psychological effort in work as male supervisors. The heavier workload of housework and equal
responsibility for their jobs made it difficult for women to balance their psychological condition.
Burnout was often the consequence of unbalanced emotion. Another explanation could be that
women were more sensitive to pressure than men. These reasons might be the crucial factors why

women suffer higher “family demands” and “exhaustion” than men.
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4.4 THE EFFECT OF FAMILY INCOME STATUS ON THE CONSTRUCT DIMENSIONS

Table 5 indicates that family income status, single-income or dual-income family does not present
significantly different influences on “family demands”, “job demands”, “behavior conflicts”,
“family interference with work™ and “loss of passion”; however, it could make distinct differences
in “work interference with family” and “exhaustion” (p < 0.05). The results show that supervisors
from dual-income families (M = 3.14) had a higher perception of “work interference with family”
than those from a single-income family (M = 2.85). Nonetheless, supervisors from dual-income
families (M = 2.62) had a higher perception of “exhaustion” than those from single-income

families (M = 2.36).

Table 5 The Comparison Between Family Income Status on Construct Dimensions- by t test

analysis
Mean
Single-income family Dual-income family p-value
t (Sig.)
Family Demands 2.154 2.294 -1.301 .195
Job Demands 3.008 3.145 -1.205 230
Work Interference  with 2.850 3.144 -2.065 041+
Family
Behavior Conflicts 2.913 3.115 -1.573 118
Family Interfering Work 2.225 2.381 -1.410 161
Loss of Passion 2.402 2.551 -1.080 282
Exhaustion 2.369 2.624 -2.060 041+

Note: **p< .05
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In conclusion, Chang (1997) asserted that dual-income families were more likely to suffer stress
due to the pace of life. When husbands or wives of dual-income families tried to balance the
demands of work and family, both felt that they did not have enough time to spend a lot of tim
(Kao, 2000). This phenomenon was the case with female workers as well as males in dual-income
families (Barnett, 1994). Supervisors from dual-income families had to distribute their time
between family and work rather than having someone taking care of their family duty as with
supervisors from single-income family. Supervisors from dual-income families have to find extra
time or manage the time very well to handle housework and responsibilities. It can be seen why

¢

supervisors from dual-income families experienced more “work interfering family” and

“exhaustion”.

40



4.5 THE INFLUENCE OF FAMILY INCOME LEVEL ON THE CONSTRUCT DIMENSIONS

Table 6 shows the results from one-way ANOVA on the effects of family income level on the
dimensions. There were no significant differences among participants with different family income
levels on job demands, family demands, work and family conflict and burnout (p > 0.05).
Therefore, income might not be the influencing factor on the perception of the antecedents or
burnout itself. In another word, a higher salary may not be the cure for burnout caused by
work-family conflict. Thus, further exploration is warranted for the analysis on finding the

alleviator for the problem.
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Table 6 The Influence of Family Income Level on the Construct Dimensions- by ANOVA

Dimensions Salary Mean Std. ANOVA
Level Deviation Sum of df  Mean Square F Sig.
Squares
(D 2.714 404 4.361 6 727 1.255 283
) 3.149 908
3) 3.164 877
Job Demands 4) 2.967 765
%) 3.345 654
(6) 3.047 530
@) 2.888 544
Total 3.096 .765
(1) 1.500 707 6.163 6 1.027 2.059 060
) 2.536 857
3) 2290 697
Family 4 2319 730
Demands %) 2.086 .596
(6) 1.888 529
@) 2202 743
Total 2.244 717
(1) 2.535 151 1.679 6 280 675 670
) 2.729 756
Work and 3) 2772 695
Family 4 2.629 .694
Conlflicts %) 2714 .500
(6) 2.742 331
@) 2.941 616
Total 2.738 .640

Note: (1) Under 22,000 (2) 22,001-28,000 (3) 28,001-38,000 (4) 38,001-48,000 (5) 48,001-58,000
(6) 58,001-68,000 (7) Over 68,000
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Table 6 The Influence of Family Income Level on the Construct Dimensions- by ANOVA
(Continued)

Dimensions  Salary =~ Mean Std. ANOVA
Level Deviation Sum of df Mean Square F Sig.
Squares
@) 3.062 795 5.573 6 929 1.404 215
2) 2.815 770
(3) 2.629 871
Burnout 4) 2.393 .822
(5) 2.427 775
(6) 2.233 797
(7) 2.467 751
Total 2516 818

Note: (1) Under 22,000 (2) 22,001-28,000 (3) 28,001-38,000 (4) 38,001-48,000 (5) 48,001-58,000
(6) 58,001-68,000 (7) Over 68,000
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4.6 THE INFLUENCE OF AGE GROUP ON THE CONSTRUCT DIMENSIONS

Age is usually an important determinant in a worker’s attitude. One-way ANOVA was conducted
to distinguish the effect of different age groups for the participants on the dimensions. The results
in table 7 indicate that there were significant differences among different age groups on job
demands (p < 0.05) and burnout (p < 0.05). A further post hoc test indicates that being aged
between 26 and 30 had a significantly higher level of job demands level than any other age groups.
In the hospitality industry, the 26~30 age group experienced significant “job demands”, which
can be explained that a company may need to take more care of this group. They may need further

support from companies or families.

Table 7 Comparisons Among Different Age Group on Job Demands, Family Demands, Work and
Family Conflict and Burnout by One-Way ANOVA

ANOVA
Std. Sum of Mean Post Hoc Test
Dimensions Age Mean  Deviation Squares df Square F Sig.
€)) 3.125 924 7.475 6 1.246 2202  .045%* (2)>(6)
2) 3.318 .839 (H=2)=
(3) 3.112 .803 (3)=(4)=
Job Demands ) 3.126 598 (5)=(7)
%) 3.026 .546
(6) 2416 .881
@) 3.061 1.099
Total 3.096 765

Note: (1) Under 25 (2) 26~30 (3) 31~35 (4) 36~40 (5) 41~45 (6) 46~50 (7) Over 50; **p < .05
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Table 7 Comparisons Among Different Age Group on Job Demands, Family Demands, Work and
Family Conflict and Burnout by One-Way ANOVA

(Continued)

ANOVA
Std. Sum of Mean
Dimensions Age  Mean Deviation Squares df Square F Sig. Post Hoc Test

1) 2.458 .688  5.900 6 983 1.965 .073 a.
2) 2.295 .635
3) 2.226 .696
Family @) 2.366 718
Demands 5) 2.246 776
(6) 1.638 501
@) 2.047 1.044
Total 2.244 v

1) 2.723 746 4.940 6 .823 2.072 .058 a.
2) 2.749 617
Work and 3) 2.658 .658
Family @) 2.795 522
Conflicts 5 3.007 .603
(6) 2.291 781
@) 2.653 .866
Total  2.738 .640

(1) 2.859 568 9.343 6 1557 2426 .028%* No significant
difference

2) 2.817 .873
3) 2.305 .696
@) 2.595 .835
Burnout ®)) 2.555 871
(6) 2.229 .682
@) 2.071 1.052
Total 2.516 818

Note: (1) Under 25 (2) 26~30 (3) 31~35 (4) 36~40 (5) 41~45 (6) 46~50 (7) Over 50; **p < .05; a. = N.A.
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4.7 EXAMINATION OF THE MEDIATION EFFECT OF WORK AND
FAMILY CONFLICTS ON BURNOUT

The study followed the suggestion from Baron and Kenny (1986) in examining the mediation

effect through three steps as shown in Fig 1. (Xiao, 2009).

B
X |—s Y

Stepl: Use X to predict Y; when B11 is significant, the second step can be executed , otherwise,

should end the mediation effect of analysis

Bas
X |—> M

Step2: Use X to predict M; when P21 is significant, the third step can be executed ; otherwise, the

mediation effect of analysis should end

Step3: Use X and M to predicted Y;; if coefficient B31 is not significant and close to 0, it is fully
mediated. If the coefficient is significant, and lower than the coefficient in step 1(B11), then there

is partial mediation

FIGURE 2 THREE STEPS OF MEDIATION EFFECT
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At the first step, family demands and job demands were applied as independent variables, and
burnout was entered as the dependent variable. Table 8 shows the results from linear regression
analysis of the relationship between the family demands, job demands, work and family conflicts
and burnout. The results show that family demands (f = 0.33, p <0.01) and job demands (p = 0.35,
p < 0.01) had a significantly positive effect on burnout. The casual relationship between the
antecedents and the consequence was confirmed. Further analysis was conducted to test the
relationship between the antecedents and proposed mediator (work and family conflicts). Family
demands and job demands were applied as independent variables to verify their relationship with,
work and family conflicts. Results of the regression analysis indicated that family demands (B =
0.41, p < 0.01) and job demands (B = 0.42, p < 0.01) positively influenced work and family
conflicts; therefore, the second step is testified. Finally, at the third step family demands, job
demands and work and family conflicts were entered as independent variables and burnout as a
dependent variable. The result in step 3 indicates that the beta coefficient from job demands to
burnout (B = 0.14, p < 0.05) is significant and lower than step one (B = 0.35). The beta coefficient
from family demands to burnout (f=0.13,p <0.05) is significant; moreover, it is lower than in
step one (B = 0.33). A standardized regression coefficient from work and family conflicts to
burnout (B =0.48, p <.05)is significant. In summary, the results demonstrated that as a mediator,
work and family conflicts partially mediate the relationship between family demands to burnout

and job demands to burnout.
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Table 8 Three Steps to testify the mediation effect

Stepl Step2 Step3
DV: Burnout DV: Work and family conflicts DV: Burnout
Beta t Beta t Beta t
Job Demands 350%** 5.526 423k 7.572 147 2.237
Family Demands 338k 5.331 415k 7.427 37 2.091
Work and Family A86F** 6.536
Conflicts

Note: ***p < .01; **p <.
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4.8 PATH ANALYSIS OF FRAMEWORKS

The path analysis was conducted to test the hypotheses of the study. Moreover, path analyses were
conducted for all participants together, as well as male and female supervisors separately, in order to

examine for disparities between the two genders.

4.8.1 Path analysis of overall framework

In the first step, the independent variables were job demands and family demands, and the
dependent variable was work and family conflict. The results of the overall path analysis are shown
in Table 10. It indicates that job demands (B = 0.42, p < 0.01) and family demands (B = 0.41, p <

0.01) were significant at the first step. Therefore, hypothesis 1 and 2 were confirmed (Table 9).

The second step’s independent variables were job demands, family demands, work and family
conflict, and the dependent variable was burnout. Based on the results, standardized coefficients of
work and family conflicts at the path analysis were significant (B = 6.53, p < 0.01). Therefore, the
hypothesis 3 was corroborated (Table 9). Job demands ( = 0.14, p < 0.05) and family demands

(B=0.13, p <0.05) could therefore directly influence burnout. Figure 3 clearly illustrates this result.

Table 9 Hypotheses Verification- H1, H2, H3

Hypotheses Path Results
H1 Job Demands —>> Work and Family Conflicts Supported
H2 Family Demands ———=>Work and Family Conflicts Supported
H3 Work and Family Conflicts >>Burnout Supported
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Table 10 Path Analysis among Overall Framework

Stepl
DV: Work and family conflicts DV: Burnout
Beta t Beta t
Overall

Job Demands A3k 7.572 147%* 2.237

Family Demands A15%%* 7.427 137 2.091

Work and Family Conflicts A486*** 6.536

Note: ***p<.01; **p<.05
Job Demands B=0.147**

B=0.423%*x*
Work and Family

Conflicts

B=0.486***
B=0.415%**

B=0.137**

Family Demands

FIGURE 3. PATH ANALYSIS- OVERALL FRAMEWORK
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4.8.2 Comparing the Path Analysis between Male and Female Supervisors

The differences on path coefficients between different genders can be compared through path
analysis on the relationship between job demands, family demands and work and family conflict and

eventually burnout.

At the first step, job demands and family demands were entered as independent variables, and work
and family conflicts was entered as dependent variables. The path coefficient from job demands to
work and family conflicts shows that male supervisors (f = 0.44, p < 0.01) experienced higher job
demands, which could lead to higher levels of work and family conflicts than with female
supervisors (f = 0.41, p < 0.01). Conversely, the path coefficients from family demands to work and
family conflicts revealed that female supervisors (B = 0.47, p < 0.01) experienced greater family

demands than male supervisors (B = 0.31, p <0.01).

The independent variables in step 2 were job demands, family demands and work and family
conflicts; the dependent variable was burnout. Based on the results, work and family conflicts as
causing burnout were significant for males (f = 0.39, p < 0.01) and females (B = 0.58, p < 0.01);
however, female supervisors still went through greater conflicts than male. Next, the result shows
that job demands do not influence burnout directly for males (B = 0.12, p > 0.05) and females (f =
0.14, p > .05); however, from a male supervisor’s perspective, family demands could influence
burnout directly (B = 0.23, p < 0.05). This result indicates that when male supervisors experienced
stronger family demands, they more likely to experience burnout. Perry-Jenkins, Repetti and
Crouter (1990) indicated that when men contribute less effort to housework, they would be more
satisfied with their marriage. Conversely, female supervisors would experience burnout, if they
endured demands from the family, and they might experience burnout following work and family

conflicts. The path diagram shown in Figure 5 demonstrates the complete mediation effect through
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path analyses.

Table 11 Path Analysis for Male and Female Supervisors

Stepl Step2
DV: Work and family conflicts DV: Burnout
Beta t Beta t
Male

Job Demands 447k 5.165 121 1.212

Family Demands J15%** 3.646 233%* 2.491

Work and Family .398%** 3.764
Conflicts

Female

Job Demands 411k 5.531 147 1.639

Family Demands A470%%* 6.320 .014 152

Work and Family S588*H* 5.529
Conflicts

Note: *¥**p<.01; **p<.05
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B=0.447%*x*
Work and Family

Conflicts

B=0.308%**
B=0.315%**

B=0.233**

FIGURE 4. PATH ANALYSIS- MALE
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B=0.411%**
Work and Family

Conflicts

B=0.588***
B=0.470%**

FIGURE 5. PATH ANALYSIS- FEMALE

53



4.9 EXAMINED MODERATING EFFECT OF JOB RESOURCES AND FAMILY SUPPORTS

A hierarchical regression analysis (Stone & Hollenbeck, 1989) was used to demonstrate statistical
significance and form of the main and interactive terms using benefits of job resources, authority of
job resources and family support as a moderator, and work and family conflicts as a dependent
variable. The study divided data into male and female supervisors, in order to examine different
moderating factors between genders. Table 13 shows that neither job resources nor family support
had any moderating effect on work and family conflicts for male supervisors. Table 14 illustrates the
moderating effect on females, showing that the benefits of job resources (f = 0.66, p < 0.05) was a
positive buffer between work and family conflicts. Figure 6 shows that when female supervisors
experienced higher job demands, the level of work and family conflicts would rise. If there were

some efficient benefits provided to them, the level of work and family conflicts would decline.

Estimated Marginal Means of WFC

Lbenefits

==— highbenefits
lowbenefits

Estimated Marginal Means

T T
lowjobdemands highjobdemands

LJD

FIGURE 6. ESTIMATED MARGINAL MEANS OF WORK AND FAMILY CONFLICTS
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When job resources of authority was applied as the moderator, there were no significant moderating
effects on the relationship between “job demand” and “work and family conflicts” (B = -0.27, p
> .05). Likewise, family support was not found to be a significant moderator between family
demands, and work and family conflict (B =-0.16, p > .05). The results indicated that benefits were
capable of buffering the impact of job demands on female supervisors in the hospitality industry,

when they perceived high job demands.

Table 12 Hypotheses Verification- H4, HS

Hypotheses  Path Results
H4 Job Resources’ Moderating Effect Between Job Demands and Work Partially Supported
and Family Conflicts
H5 Family Supports’ Moderating Effect Between Family Demands and Rejected

Work and Family Conflicts
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Table 13 Hierarchical Multiple Regression Analysis of Benefits of Job Resources, Authority of Job
Resources and Family Supports on Work and Family Conflicts-Male

Unstandardized Standardized
Coefficients Coefficients
Moderator B Std. Error Beta t
(Constant) 1.240 508 2.443
Job Demands 532 .094 532 5.631
Benefits of Benefits -.062 .090 -.065 -.685
Job (Constant) 2.065 1.296 1.594
resources Job Demands 260 404 .260 .645
Benefits -.285 334 -.297 -.851
Job Demands*benefits .074 .108 283 .692
(Constant) .680 .500 1.361
Job Demands 575 .091 575 6.340
Authority of Authority .056 .089 057 .626
Job (Constant) 384 1.403 274
resources Job Demands .674 445 674 1.514
Authority 135 359 137 375
Job Demands*authority -.026 117 -.108 -.226
(Constant) 2.262 395 5.732
Family Demands 385 .084 435 4.584
Family Supports -.122 .086 -.135 -1.423
Family (Constant) 2.549 974 2.617
supports Family Demands 238 462 269 515
Family Supports -.207 276 -.229 -.749
Family Demands*Family .044 136 168 323

Supports

Note: Dependent Variable- Work and Family Conflicts
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Table 14 Hierarchical Multiple Regression Analysis of Benefits of Job Resources, Authority of Job
Resources and Family Supports on Work and Family Conflicts- Female

Standardized
Unstandardized Coefficients Coefficients
Moderator B Std. Error Beta t

(Constant) 1.674 355 4.711
Job Demands 416 .064 .559 6.500

Benefits of Benefits -.047 071 -.056 -.656
job (Constant) 3.055 715 4.272
resources Job Demands -.020 207 -.027 -.097
Benefits -.447 194 -.539 -2.304

Job Demands*benefits 129 .058 .668 2.212%*

(Constant) 1.407 394 3.567

Job Demands 432 .064 .581 6.713

Authority Authority .016 .075 .019 221

of job (Constant) 795 841 945
resources Job Demands .620 237 .834 2.616
Authority 181 213 .209 .849

Job Demands*authority -.051 .062 -.276 -.824

(Constant) 2.006 403 4.974

Family Demands .543 .073 .596 7.444
Family Supports -.130 .093 -.112 -1.404

Family (Constant) 1.663 1.190 1.397
supports Family Demands .685 469 752 1.459
Family Supports -.037 318 -.032 -.116

Family Demands*Family -.039 127 -.165 -.307

Supports

Note: Dependent Variable- Work and Family Conflicts; **p<.05
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CHAPTER 5 CONCLUSION, IMPLICATIONS, LIMITATION AND FURTHER
RESEARCH

5.1 CONCLUSION AND IMPLICATIONS

The research results show the levels of burnout that Taiwanese female managers encountered in the
hospitality industry. They further indicated that over half of the participants working average hours
exceeded the regulated eight hours by the Taiwan Council of Labor Affairs. Besides working
overtime, most of the female managers have to handle numerous housework tasks after they come
back home. In the course of time, female managers perceived greater family demands, work

disruption to family and higher levels of exhaustion than male managers.

This study also indicated that the most vulnerable group for sensing burnout was aged between
25~30 years old, and coming from the dual-income families. They would suffer higher job demands,
work disruption to family and higher levels of burnout compared to other groups. The explanation
could be that female managers at this age were facing the busiest period of their life cycle, with
young families and childcare obligations. Even though the children were tat day care or school,
women were usually running the errands in Taiwan. Therefore, the study suggested that
practitioners in the hospitality industry should find a way to relieve the tension of the female

managers who belong to these two groups.

For female managers, the study shows that the benefits of job resources could efficiently moderate
work and family conflicts, which was often caused by the demands of work. Therefore, the study
suggests that practitioners could offer benefits, such as fast-track promotion and bonuses, which can
boost their motivation. Moreover, daycare will be another efficient benefit to alleviate stress from

the disruption of work to family life for female managers, for those that have to young children.
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When female managers receive these benefits from companies, they will be more likely to

contribute their efforts to the hospitality industry.

5.2 LIMITATIONS AND FURTHER RESEARCH OPPORTUNITIES

This study was targeted at married managers; therefore, due to limited time, data was collected on
220 participants. Future research should collected more data in order to increase the
representativeness of sample. Future research could be conducted as cross-cultural research to
compare whether there are different work and family conflicts and issues of burnout between
different cultures. Children or elderly may influence family demands for married supervisors;
therefore, future research can include this information to clarify the relationship between these

family members and family demands.
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REHBRBMHTERAMER
30. L Ol S| @O
I doubt the significance of my work
BREFBRONFEMTNT  REEFEFZERNA
31. _ . ORI I NG
I just want to do my job and not be bothered
BIOLRE R R TR R o) B R AE R B AR
32. | I feel exhausted because I can not satisfy the demand from work and | @ @ €) @ | ®
family at the same time
BERBRBEEANBRETEREFESKE
33. . , QO ® |6
I feel depressed about not being able to take care of my family
I EHEESHOAERR T ARG ERRE A
34. |1 feel tired about providing emotional labor at work and keeping | @ @ €) @ | ®
positive mood in my family
NEAREABRBENFE
35, T Ol |3 |a|6
I am satisfied about my salary from my company
NEAREBRTENABETEAKE
36. | My company provides me satisfactory promotion channel and | @ @ €) @ | ®
opportunity
N5 # B E R o) TAEPRE
37. o _ |l O | ® |00
My company offer me certain job security
T AR B/ L A T AR B
38. . _ ORI I NG
My colleagues/supervisor can provide adequate support
RAMAN LT T HRZE
39. . . Ol SIS @O
My job allows me to make a lot of decisions on my own
F A TAE Ly f & 0A Bk
40. S QO @ |6
My role of job is clear
Kooy TR E AR ARG LB E ST
41. . . . Ol SIS @O
The characteristic of my work can let me think and act independently
REAZBTHIHEE  RAIXANADE
42, . OO || @ |®
I can decide the progress of my work by myself
RAE A TAF T R EIATH FRR M
43. | I have the flexibility to decide how to perform my work e)) ) €) @ | ®
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44, _ . . Ol || @ |®
My family often give me some suggestion about my work
TIABKET  FALZAEEAERGSE
== )
45, . . ole|e|la| o6
My family understand my feeling of work-related worry
% TAF LB E R 0 FALR IR — B 45
)=z}
46. _ o ORI I NG
My family always share my work difficulties
% IAF LBE PR 0 RALTREAR
== =]
47. _ _ |l O | ® |00
I always talk about my work problems with my family
IAEE BRI > FABERER
48. _ OO || @ |®
My family always comfort me, when I face problem at work
ITAEZ 4R RAMBAEL R —EEAZEH
49. . _ OO || @ |®
Family always give me some personal space after work
FTRIRICHE > RALRRESMERSE
50. ) ) Ol O | ® |00
When my work is busy, family would share more housework for me
BRARFABRAMIAE L FHEEHFRE L
51. . . . . |l O | ® |00
I feel comfortable with talking about work with my family
FANH P8 T A R FL AR
52. |l O | ® |00

My family is interested in my work
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