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Abstract

The aim of this study is to determine the moderating role of job resourcefulness under the influ-
ence of work–family and family–work life conflict on the burnout levels of employees. In this con-
text, a questionnaire was created using the Maslach Burnout Inventory (MBI), Work–Family 
Life Conflict, and Job Resourcefulness Scale. This survey was applied to travel agency employees 
in Izmir, Turkey, who were selected by using deliberate sampling method. At the end of the data 
collection period, 220 valid questionnaires were obtained. A hierarchical regression analysis 
was conducted to test the hypotheses based on the reliability and validity of the scales. Analysis 
results indicate that resourcefulness reduces detrimental effects of work-family conflict on emo-
tional exhaustion and depersonalization. In addition results also indicate that job resourceful-
ness reduces detrimental effects of family-work conflict on depersonalization. The implications 
of these results for future research are also discussed. 

Key words: work–family conflict, family-work conflict, burnout, job resourcefulness, travel 
agency, human resources, Turkey.

Introduction

In today’s tourism market due to the increase in stiff competition, employing skilled staff members 
who deliver high performance provides a great advantage for businesses (Licata, Mowen, Harris 
& Brown, 2003: 257). For instance, in travel agencies, which are one of the most important type of 
business that operate in tourism sector, employees are obliged to communicate directly with cus-
tomers and behave in a friendly manner throughout the sector. Quick changes in the market struc-
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ture and increase in customer demands have forced travel agents to operate with more qualified 
personnel and use their existing resources (Lam & Zhang, 1999: 341). Therefore, from the perspec-
tive of these businesses, the most rational behavior is to employ staff who can use available resourc-
es effectively and have a high level of job resourcefulness (Iverson & Deery, 1997: 71).

Despite of rapid technological development, the need for human labor in the tourism sector 
has not decreased. Although mechanization and automation have been partly incorporated into 
tourist products, service providers are still human being. The requirements to establish a close 
relationship with other customers, to work irregular hours, and to handle heavy workload at 
travel agencies because employees feel exhausted (Maslach & Jackson, 1981: 100) and experienc-
ing work–family conflicts arise from this role complexity (Greenhaus & Beutell, 1985: 78). 

According to the theory of spillover, what happens in the family or business can have effects 
in other environments. Negative effects lead to an increase in employees’ feelings of burnout. 
The purpose of this study is to determine the impacts of work–family and family–work life 
conflicts on feelings of burnout and to identify the moderating role of job resourcefulness in 
this process. In this paper, firstly theoretical insights into burnout, work–family and family–
work conflict, and job resourcefulness are discussed, and then the proposed hypotheses are 
presented. Accordingly, methods of and findings from the field researches which were con-
ducted at travel agencies are described. In the last section, comparison of the findings and the 
literature, recommendations for travel agents, and limitations of the research are given.

Literature review

Job Resourcefulness

Along with the increase in competition, managers’ expectations from their employees have 
changed in recent years, in particular it is best expressed in the popular phrase as ‘Produce 
more with less’ (Harris, Artis, Waters & Licata 2006: 407). Staff members are expected to be 
resourceful, effective, and efficient in every stage of the business. The state of coping with 
obstacles on objectives of the job by using available resources in the best way is referred as job 
resourcefulness (Licata et al., 2003: 257). 

Job resourcefulness results from the congruence between the characteristics of employees 
and the work environment (Ashill, Rod, Thirkell & Corruthers, 2009: 338; Rod & Ashill, 2009: 
60). It has been observed that some employees work more efficiently and have higher capaci-
ty than the others. These differences have been associated mostly with individual’s personali-
ty traits (Goldberg, 1990). Accordingly, individuals who have good communication skills, can 
quickly produce solutions, and maintain composure in the face of problems that have been 
observed to deliver high performance in their jobs (Benet-Martinez & John, 1998: 730). 

Job resourcefulness is evaluated in three different dimensions (Licata et al. 2003: 258): customer 
orientation (evaluation of personnel in terms of the services provided to the customer), staff mem-
bers’ evaluation of their own performance (self-evaluation), and managers’ evaluations of person-
nel’s performance. The effects of job resourcefulness are seen in employees’ overall work perfor-
mance and are closely associated with basic personality traits (Harris et al., 2006: 407). Therefore, 
the more the job is done compatible with the employee’s personality traits, the higher the employ-
ee’s efficiency is. Employees who are satisfied with the job (Meyer & Allen, 1984) and work willing-
ly have high levels of job resourcefulness and low levels of turnover intentions (Tett & Meyer, 1993). 
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High staff turnover in the tourism sector and the substantial costs to businesses from this situation 
(Harris et al., 2006), increase the importance of job resourcefulness.

Burnout

Employees, who work constantly in direct contact with customers in service industry, must 
quickly find effective solutions to problems and this creates pressure on them. Moreover this 
leads to emergence of a feeling of burnout, as well as causing emotional self-indulgence and 
general bad feelings among employees (Maslach & Jackson, 1981:100). The personality charac-
teristics of employees (Goldberg, 1990) are also cause factors in the tendency towards burn-
out. Individuals with a low sense of self-efficacy are especially at risk of burnout. An increase 
in the feeling of emotional burnout and employee’s belief that their emotional resources are 
depleted and their psychological state is worsening are the most important indicators of burn-
out (Maslach & Jackson, 1981: 101). 

Employees who become insensitive to what is going on around them (Leiter & Maslach, 
1988: 298) begin to experience problems in their relations with customers. Burnout starts with 
emotional exhaustion and progresses to depersonalization and finally a cause a decline in 
business success (Leiter & Maslach, 1988: 299; Maslach & Jackson, 1981: 105). When individuals 
do self-assessment, they see themselves as inadequate and unsuccessful (Maslach, Schaufeli & 
Leiter, 2001: 400). While emotional exhaustion manifests as excessive exhaustion and reluc-
tance (Leiter & Maslach, 1988: 299) in the depersonalization state, the individual has lost the 
emotional ability to respond to events. When people start to perceive themselves as incom-
petent and inadequate at their jobs, a decline in personal accomplishment inevitably follows.

Burnout leads to emergence of unintended consequences for employees who began working 
with great hopes (Villavicencio-Ayub, Jurado-Cardenas & Valencia-Cruz, 2015). A very small 
percentage of employees who are feeling exhausted can continue to do the same work where-
as a large majority them think that a quitting from their work is the fastest and most effective 
solution. Therefore, burnout can be considered with job stress which is associated with job sat-
isfaction, organizational commitment, and turnover intention (Maslach et al., 2001). Employ-
ee’s, who experience emotional exhaustion, decrease their satisfaction level that they get from 
their job (Civilidag, 2014; Lee & Ok, 2014). When an employee perceives that he/she is emo-
tionally supported by their organizations, he/she gives up feeling of burnout (Yaghoubi, Pourg-
haz & Toomaj, 2014). For this reason, managers should make effort to observe and find solu-
tions for the troubles that are experienced by their employees as much as possible. 

A research suggests that environmental factors (e.g., working conditions) have more influ-
ence on the emergence of burnout than personal characteristics (Leiter & Maslach, 1988: 298). 
Additionally staff members who have problems with their colleagues and customers have been 
found to be closer to the feeling of burnout. Employees who think that they are emotionally 
exhausted adopt the mentality of seeking a quick getaway and convince themselves that the 
most rational solution is to quit (Parasuraman, 1992: 120).

Work–Family and Family–Work Conflict

Work and family life are the two major areas of individuals’ lives (Netemeyer, Boles & McMur-
rian, 1996: 400). The roles of individuals in these two fields does not always fit together, hence 
individuals experience conflicts. An individual who devotes more time to work, especially as a 
requirement of business life, reduces time that he/she spent with their family (Voydanoff, 1988: 
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479). Therefore if an employee starts to have problems in their work life, this will affect their 
family instantly and negatively (Turliuc & Buliga, 2014). 

Work–family conflict is revealed by the incompatibility of some role demands arising from 
work and family (Greenhaus & Beutell, 1985; Netemeyer, Brashear-Alejandro & Boles, 2004: 
49). Conflicts which arise from family demands and hinder work–related tasks are described 
as family–work conflict (Netemeyer et al., 1996: 400). For example, time constraints and ten-
sion which is placed by family–related roles on work–related roles creates conflict. Work–fam-
ily conflict, which is described as incongruity due to the simultaneous emergence of work 
and family roles (Parasuraman & Simmers, 2001: 551), has three dimensions: time, tension, 
and behavior (Greenhaus & Beutell, 1985). Time-based conflict (Rotondo, Carlson & Kincaid, 
2003) is a difficulty to fulfill one role while fulfilling others (work or family), tension-based 
conflict is exposure to stress in an area that affects performance in other areas, and behav-
ior-based conflict is the incongruence of behaviors that is required by roles which are in differ-
ent areas. If organizations adjust their human resources policies in a way that employees feel 
relaxed in their family order to prevent work–family conflicts, rates of employee withdrawal 
will decrease (Nohe & Sonntag, 2014). 

From the perspective of businesses, work–family and family–work conflict reduces individ-
ual productivity in the workplace and imposes a financial burden on the organization (Nete-
meyer et al., 2004: 57). When individuals lose their control on the challenges that they face in 
workplace, problems that over flow from the job, will effect negatively to individual’s level of 
well-being, and significantly reduce individual’s quality of life (Greenhaus, Bedeian & Moss-
holder, 1987). Factors such as long, inflexible working hours, shift work, and presence of pre-
school age children and elderly relatives in the family create conflicts for employees (Greenhaus 
& Beutell, 1985). The emergence of conflict directly relates to emotions, such as job satisfac-
tion, burnout, turnover intention, psychological distress, and private life dissatisfaction (Nete-
meyer et al., 1996: 400). As an individual’s sense of conflict becomes more severe, the adverse 
effects will increase (Greenhaus & Beutell, 1985). Studies on gender and conflict show that gen-
ders have different ways of experiencing conflicts (Voydanoff, 1988: 749). It has been found that, 
while duties and responsibilities in the workplace are more prominent in the foreground for 
men, responsibilities at home are more important to women. Whether employees are married 
or not is quite affective in having conflicts (Gamor, Amissah & Boakye, 2014). Because indef-
inite working times encountered in especially hotel business, this business is one of the most 
important premises of becoming evident in work–family conflicts. If managers realize that 
employees have work–family conflict and try to find plausible solutions for them, employees 
will start to feel better and increase their efficiency (Winefield, Boyd & Winefield, 2014).

Development of Hypotheses

Work–family conflict, which is regarded as a form of inter-role conflict, occurs as a result of 
incompatibility between the role assumed as member of an organization and the role assumed 
as member of a family (Mete, Ünal & Bilen, 2014). Impact of work–family conflict on the 
behaviors of employees in organizations can be explained by spillover theory which is devel-
oped by Staines (1980). According to this theory, experiences of employees inside and outside 
the job environment have similarities. Both positive and negative overflow can be experienced. 
Tensions, pressures, and concerns within the family or the organization reveal negative emo-
tions, while feelings, such as excitement, happiness, and development, reveal positive emotions 
(Onderoglu, 2010). Employees’ family–work or work–family conflicts affect other employees 
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and can lead to negative feelings among employees. Studies have shown that work–family 
life conflicts cause organizational problems, such as turnover intention (Carikci & Celikkol, 
2009; Karatepe & Uludag, 2008; Karatepe, 2009; Netemeyer et al., 2004) and burnout among 
employees (Cleveland et al., 2007; Karatepe, Sokmen, Yavas & Babakus, 2010). Based on the lit-
erature and spillover theory, hypotheses1 and 2 are proposed.

H1. Employees’ work–family conflicts positively affect their feelings of burnout.
H1a. Employees’ work–family conflicts positively affect feelings of emotional burnout.
H1b. Employees’ work–family conflict positively affects feelings of personal accomplishment.
H1c. Employees’ work–family conflicts positively affect feelings of depersonalization.
H2. Employees’ family–work conflicts positively affect their feelings of burnout.
H2a Employees’ family–work conflicts positively affect feelings of emotional burnout.
H2b. Employees’ family–work conflicts positively affect feelings of personal accomplishment.
H2c. Employees’ family–work conflicts positively affect feelings of depersonalization.

Even if there is a reduction in resources that is available in organization, employees are 
expected to deliver same performance (Licata et al., 2003, p. 258). Employees with high lev-
els of job resourcefulness produce better results with fewer resources and they can easily han-
dle challenges that arise from conflicts of family and work roles (Hobfoll, 1989). Therefore, as a 
positive concept, job resourcefulness, is expected to reduce problems that might arise within 
an organization, such as feelings of burnout. Rod and Ashill (2009) determined that employees 
with high job resourcefulness, which is a personal trait, have lower levels of burnout. Based on 
the results of previous studies, if employees have job resourcefulness, their feelings of burnout 
are expected to be low. Hypothesis 3 is proposed in this context.

H3. Employees’ job resourcefulness negatively affects feelings of burnout.
H3a. Employees’ job resourcefulness negatively affects feelings of emotional burnout.
H3b. Employees’ job resourcefulness negatively affects feelings of personal accomplishment.
H3c. Employees’ job resourcefulness negatively affects feelings of depersonalization.

Karatepe (2011) found that employees with higher job resourcefulness have lower levels of 
work–family conflict; additionally Kim, Shin & Umbreit (2007) reported that employees which 
have personal trait of compliance have lower levels of burnout. Employees’ job resourcefulness 
is expected to have moderating role in the intensification of feelings of burnout by work–fam-
ily and family–work conflict; therefore, hypotheses 4 and 5 are proposed.

H4. Job resourcefulness has a moderating role in the effect of employees’ work–family con-
flict on feelings of burnout. 

H4a. Job resourcefulness has a moderating role in the effect of employees’ work–family 
conflict on feelings of emotional burnout.

H4b. Job resourcefulness has a moderating role in the effect of employees’ work–family 
conflict on feelings of personal accomplishment.

H4c. Job resourcefulness has a moderating role in the effect of employees’ work–family 
conflict on feelings of depersonalization.

H5. Job resourcefulness has a moderating role in the effect of employees’ family–work con-
flict on feelings of burnout. 
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H5a. Job resourcefulness has a moderating role in the effect of employees’ family –family 
conflict on feelings of emotional burnout.

H5b. Job resourcefulness has a moderating role in the effect of employees’ family –family 
conflict on feelings of personal accomplishment.

H5c. Job resourcefulness has a moderating role in the effect of employees’ family –family 
conflict on feelings of depersonalization.

Methods

Population and sample

This study was applied to employees that work at travel agencies which operate in Izmir, Tur-
key. According to the records of Association of Turkish Travel Agencies (TURSAB), 374 trav-
el agencies operate in Izmir. Data were collected from Alsancak, Konak, Karsiyaka, and Can-
kaya districts, which have high work flow. Intentional (decisional) sampling method was used 
in the study. Data were collected from travel agencies that operate in Alsancak (77 agencies), 
Konak (64 agencies), Karsiyaka (39 agencies), and Cankaya (26 agencies) districts. Population 
size was determined to be 618 based on an average of 3 employees per agency due to the lack 
of exact information about number of employees that work at the agencies. The population 
size for this study was calculated using the notation n=238, a 95% confidence interval, and a 
5% margin of error for the main population (Hair et al., 2010). By the end of the data collection 
from 21 April–20 June 2014, 220 valid questionnaires were collected. 

Data Collection Tools

MBI was used to determine burnout feelings of employees. MBI which was developed by Maslach 
(1982) has been applied in many sectors including tourism. MBI has 3 dimensions (emotional 
burnout, depersonalization, and personal accomplishment) and 22 items (Maslach, 1982). A five-

Figure 1. Research model
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point likert type scale was used in the study. The scale was composed of expressions that range 
from 1 (never) to 5 (always). A version of MBI which was developed by Türkmen and Pelit (2008) 
was used in the study. Work-Family Conflict Scale was developed by Netenmeyer et al. (1996) and 
adapted by Efeoglu (2006). The adapted version of the scale was used in this study. The scale has 
two dimensions (work–family and family–work conflict), with five items each. 

The Job Resourcefulness Scale which was developed by Licata et al. (2003: 269) has one 
dimension and four items. After the authors of this study translated the scale in Turkish, it 
was evaluated by three academicians in the field of organizational behavior. The scale was also 
modified based on the results of pilot test. The items of the Work-Family Conflict Scale and 
the Job Resourcefulness Scale were expressed in 5 point likert-type scale that range from 1 (dis-
agree) to 5 (strongly agree).

In addition, the survey included two closed-ended items to determine participants’ gender 
and educational status and three open-ended items to determine their age, department, and 
length of time at their current employer.

Results

Table 1, which reports participants’ demographic characteristics, shows that 61% are women 
(133), 71% have undergraduate and graduate degrees, 62% (130) are 30 years old or younger, 64% 
(134) have work experience of 6 years or more, and 52% (106) work in ticket sales.

Table 1. Demographic characteristics of participants

n=220 % n=220 %

Gender Work Time

Women 133 61 5 years or less 74 36

Men 86 39 6 years and above 134 64

Education Department

Primary school 1 1 Sales 106 52

Secondary school 1 1 Conferences 6 3

High school 49 22 Switchboard 1 1

Associate’s degree 61 28 In-coming 6 3

Bachelor’s degree 92 43 Travel advice 27 13

Master’s degree 11 5 Marketing 10 5

Age Management 15 7

30 years old or younger 130 62 Accounting 13 6

31 years old or older 78 38 Operations 18 9

The convergent and discriminant validity of the overall measurement quality is employed 
through confirmatory factor analysis (CFA) (Anderson & Gerbing, 1988). It is necessary for 
the standardized loads not to be below 0.50 or over 0.70; and t values should be over 1.96 
(Hair, Black, Babin & Anderson, 2010). Therefore, internal consistency reliability was checked 
through composite reliability using the cut-off value of 0.70 (Hair et al., 2010). Three items 
from emotional burnout, two items from personal accomplishment, and one item from the 
depersonalization measurement were excluded from the analysis. 
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The final results of CFA revealed the following fit statistics: X²=836.50; df=390 X²/df= 2.14; 
root mean square error of approximation=0.066; goodness-of-fit index=0.88; adjusted good-
ness of fit index=0.84; parsimony goodness of fit index=0.66; comparative fit index=0.97; incre-
mental fit index=0.97; relative fit index=0.95; parsimony normed fit index=0.81; non-normed fit 
index=0.96; normed fit index=0.96; root mean square residual=0.044; and standardized root 
mean square residual=0.053. The results indicated a reasonable fit of the four-factor model to 
the data. As shown in Table 2, the results collectively showed that there was evidence of con-
vergent validity (Hair et al., 2010). 

Table 2. CFA results

Standardized 
loading

t-value AVE CR

Emotional Burnout (6 items) 0.55 0.88

I feel emotionally drained from my work. - - - -

I feel frustrated by my job. - - - -

I feel burned out from my work. - - - -

Working with people all day is really a strain for me. 0.83 14.63

I feel fatigued when I get up in the morning and have to face another day on the job. 0.73 12.15

I feel used up at the end of the workday. 0.77 13.14

I feel I am working too hard on my job. 0.64 10.07

I feel like I am at the end of my rope. 0.64 10.17

Working with people directly puts too much stress on me 0.80 13.81

Personal Accomplishment (6 items) 0.51 0.86

I deal effectively with the problems of my customers.* - - - -

I feel I am positively influencing other people’s lives through my work.* - - - -

I feel exhilarated after working closely with my customers.* 0.74 12.02

I can easily create a relaxed atmosphere with my customers.* 0.70 11.03

I feel very energetic. 0.54 7.96

I have accomplished many worthwhile things in this job.* 0.87 16.91

I can easily understand how my recipients feel about things 0.60 9.13

In my work, I deal with emotional problems very calmly.* 0.79 13.09

Depersonalization (5 items) 0.56 0.84

I feel I treat some customers as if they were impersonal objects - -

I have become more callous towards people since I took this job. 0.87 12.37

I worry that this job is hardening me emotionally. 0.64 10.01

I do not really care what happens to some customers. 0.71 11.82

I feel customers blame me for some of their problems. 0.76 14.80

Work-Family Conflict 0.61 0.89

The demands of my work interfere with my home and family life. 0.75 12.48

The amount of time my job takes up makes it difficult to fulfill my family 
responsibilities.

0.84 14.68

Things I want to do at home do not get done because of the demands my job puts on me. 0.83 14.32

My job produces strain that makes it difficult to fulfill family duties. 0.81 14.01

Due to work-related duties, I have no make changes to my plans for family activities. 0.65 10.28
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Standardized 
loading

t-value AVE CR

Family-Work Conflict 0.59 0.88

The demands of my family or spouse interfere with work-related activities. 0.69 11.05

I have to put off doing things at work because of demands on my time at home. 0.77 13.01

Things I want to do at work do not get done because of the demands of my family or 
spouse.

0.81 13.79

My home life interferes with my responsibilities at work such as getting to work on 
time, accomplishing daily tasks, and working overtime.

0.79 13.51

Family-related strain interferes with my ability perform job-related duties. 0.78 13.11

Job Resourcefulness 0.61 0.86

When it comes to completing tasks at my job I am very clever and enterprising 0.81 13.55

I am able to make things happen in the face of scarcity at my job 0.85 14.57

At my job, I think I am a fairly resourceful person. 0.75 12.17

On the job I am clever and inventive in overcoming barriers. 0.72 11.66

Notes: All loadings are significant at the 0.01 level. AVE, average variance extracted; CR, composite reliability;  
–, dropped during CFA. *Reversed scored.   
Model fit statistics: X²=836.50 df=390 X²/df= 2.14 AGFI = 0.84; GFI = 0.88; CFI =0.97; IFI=0.97; RMSEA=0.066.

In this study, the discriminant validity was also assessed. Fornell & Lacker (1981) suggest 
that the AVE value of every construct should be greater than the squared correlation coeffi-
cient with other constructs. Table 3 confirms the discriminant validity.

Table 3. Discriminant validity

1 2 3 4 5 6

Emotional Burnout 0.55

Personal accomplishment 0.55 0.51

Depersonalization 0.40 0.27 0.56

Work–Family Conflict 0.04 0.11 0.29 0.61

Family–Work Conflict 0.37 0.17 0.13 0.08 0.59

Job Resourcefulness 0.21 0.08 0.15 0.12 0.25 0.61

Note:  
The numbers in the cells of diagonal line are AVE;  
The numbers in the cells of off-diagonal line are squared correlation coefficients of one factor with another factor;  
Denotes significance level of 0.01.

The means, standard error values, reliability, and correlation values of burnout, job resource-
fulness, and work–family and family–work conflict, which were analyzed in the research, are 
presented in Table 4. 

Table 4. Descriptive analyses

Mean SD 1 2 3 4 5 6

1. Emotional Burnout 2.813 0.830 1

2. Personal Accomplishment 3.815 0.599 0.74 1

3. Depersonalization 2.291 0.917 0.63 0.52 1

4. Job Resourcefulness 3.956 0.661 -0.20 -0.33 -0.54 1
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5. Work–Family Conflict 2.911 1.002 0.61 0.41 0.36 -0.29 1

6. Family–Work Conflict 2.212 1.105 0.46 0.28 0.39 -0.34 0 .50 1

Note. Denotes significance level of 0.01; SD is standard deviation

In the correlation analysis, emotional burnout was found to have significant negative rela-
tionship with job resourcefulness (r=0.20 p<0.01); positive relationship with work–family con-
flict (r=0.61 p<0.01), and family–work conflict (r=0.46 p<0.01). Personal accomplishment have 
significant negative relationship with job resourcefulness (r=0.33 p<0.01); positive relationship 
with work–family conflict (r=0.41 p<0.01), and family–work conflict (r=0.28 p<0.01). Deperson-
alization have significant negative relationship with job resourcefulness (r=0.54 p<0.01); pos-
itive relationship with work–family conflict (r=0.36 p<0.01), and family–work conflict (r=0.39 
p<0.01). Additionally, job resourcefulness was found to have significant negative relationship 
with work–family conflict (r=0.29 p<0.01), and family–work conflict (r=0.34 p<0.01). 

The results of the hierarchical regression analysis conducted to test the proposed hypothe-
ses are summarized in Table 5, 6, and 7. 

Table 5. Regression analysis results on the moderator role of job resourcefulness

Emotional Burnout Emotional Burnout

Independent Variables
Number of Levels

Independent Variables
Number of Levels

1. 2. 3. 1. 2. 3.

I Work–Family Conflict 0.538* 0.551* 0.958* I Family–Work Conflict 0.414* 0.410 -0.305

II Job Resourcefulness -0.153* -0.121* II Job Resourcefulness -0.23* -0.127*

III
Work–Family Conflict*  
Job Resourcefulness

-0.483* III
Family–Work Conflict*  
Job Resourcefulness

0.085

F 88.743 49.311 33.743 F 45.138 22.548 15.302

R 0.538 0.559 0.565 R 0.414 0.415 0.419

R² at each step 0.289 0.312 0.319 R² at each step 0.172 0.172 0.175

ΔR² 0.286 0.306 0.320 ΔR² 0.107 0.166 0.164

Sig 0.000 0.000 0.000 Sig 0.000 0.000 0.000

* p-Value < 0.01

The finding in Table 5 show that although work-family conflict and family-work conflict 
have a significantly positive effect on employees’ emotional burnout, job resourcefulness has 
a significantly negative effect on employees’ emotional burnout. Therefore H1a, H2a, and H3a 
are supported. 

As reported in Table 5, the interaction of work-family conflict and job resourcefulness sig-
nificantly negative effect on employees’ emotional burnout (β=-0.483 p<0.01). There is a signif-
icant increment in R² of the model (ΔR² =0.32 p<0.05). Therefore, Hypothesis 4a is supported. 
In addition, according to Table 6, the interaction of family-work conflict and job resourceful-
ness does not significant effect on employees’ emotional burnout (β=-0.085, p>0.05). Therefore, 
Hypothesis 5a is not supported.
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Table 6. Regression analysis results on the moderator role of job resourcefulness

Personal Accomplishment Personal Accomplishment

Independent Variables
Number of Levels

Independent Variables
Number of Levels

1. 2. 3. 1. 2. 3.

I Work–Family Conflict 0.466* 0.483* 0.567* I Family–Work Conflict 0.374* 0.360* -0.298*

II Job Resourcefulness -0.184* -0.139* II Job Resourcefulness -0.170* -0.358*

III
Work–Family Conflict*  
Job Resourcefulness

-0.101 III
Family–Work Conflict*  
Job Resourcefulness

0.585

F 60.420 36.262 24.101 F 35.514 18.371 13.371

R 0.466 0.500 0.501 R 0.374 0.381 0.396

R² at each step 0.217 0.250 0.251 R² at each step 0.140 0.145 0.157

ΔR² 0.213 0.244 0.240 ΔR² 0.136 0.137 0.145

Sig 0.000 0.000 0.000 Sig 0.000 0.000 0.000

* p-Value < 0.01

The finding in Table 6 show that although work-family conflict and family-work conflict 
have a significantly positive affect on employees’ personal accomplishment, job resourceful-
ness has a significantly negative effect on employees’ personal accomplishment. Therefore 
H1b, H2b, and H3b are supported. In addition, according to Table 6 neither the interaction 
of work-family conflict and job resourcefulness, nor the interaction of family-work conflict 
and job resourcefulness significantly affect employees’ personal accomplishment. Therefore, 
Hypothesis 4b, and 5b are not supported.

The finding in Table 7 show that although work-family conflict and family-work conflict 
have a significantly positive affect on employees’ depersonalization, job resourcefulness has a 
significantly negative effect on employees’ depersonalization. Therefore H1c, H2c, and H3c are 
supported. As indicated in Table 7, both interaction of work-family conflict and job resource-
fulness (β=0.522 p<0.01), and the interaction of family-work conflict and job resourcefulness 
(β=0.176 p<0.01) significantly and positively affect employees’ depersonalization. Therefore, 
Hypothesis 4c and 5c are supported. These results indicate that job resourcefulness reduces 
detrimental effects of work-family and family-work conflict on employees’ depersonalization.

Table 7. Regression analysis results on the moderator role of job resourcefulness

Depersonalization Depersonalization

Independent Variables
Number of Levels

Independent Variables
Number of Levels

1. 2. 3. 1. 2. 3.

I Work–Family Conflict 0.382* 0.362* 0.827* I Family–Work Conflict 0.202* 0.265* 0.433*

II Job Resourcefulness -0.232* -0.476* II Job Resourcefulness -0.316* -0.403*

III
Work–Family Conflict*  
Job Resourcefulness

0.522* III
Family–Work Conflict*  
Job Resourcefulness

0.176*

F 37.272 26.998 18.899 F 9.311 17.194 11.513

R 0.382 0.446 0.456 R 0.202 0.370 0.371

R² at each step 0.146 0.199 0.208 R² at each step 0.041 0.137 0.138

ΔR² 0.142 0.192 0.197 ΔR² 0.037 0.129 0.126

Sig 0.000 0.000 0.000 Sig 0.000 0.000 0.000

* p-Value < 0.01
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Discussion

The aim of this study is to determine the effect of work–family conflict and family–work con-
flict on employee burnout (emotional burnout, personal accomplishment, and depersonaliza-
tion) and moderating role of job resourcefulness in this effect on travel agency employees. The 
present study contributes to the literature in particular by investigating job resourcefulness 
as a moderator role of effects of work-family conflict and family-work conflict on burnout via 
data which were gathered from travel agencies of Izmir. 

Results demonstrate that work-family conflict and family-work conflict increase trav-
el agencies employees’ emotional burnout, personal accomplishment, and depersonalization. 
This finding corresponds with previous studies (Adam et al., 2008; Jensen, 2014; Lingard & 
Francis, 2006; Wang, Liu, Wang & Wang, 2012). It can be argued that effects of work–fam-
ily conflict on burnout feelings cause employees to feel tired, exhausted, and helpless in the 
work environment because time and labor is needed to fulfill their job requirements to cre-
ate some problems. To derive maximum benefit from employees, businesses sometimes assign 
employees over workload which might adversely affect their family life. Employees, who strive 
to accomplish these tasks, cannot fulfill their responsibilities to their families. However, when 
considered in the long run, it is natural that employees will face numerous adversities when 
they cannot fulfill their family responsibilities due to their workload or job responsibilities. 
Behaviors of employees whose jobs cause problems in their family lives are negatively affect-
ed by this dynamic. Therefore, when determining employees’ duties and responsibilities, man-
agers should assign employees a level of tasks and responsibilities that will not adversely affect 
their family life. Therefore this approach will allow the businesses to benefit more from its 
employees in the long run.

In this study family–work conflict was found to increase levels of employee emotional burn-
out, personal accomplishment, and depersonalization. It can be seen that employees who strug-
gle to fulfill family responsibilities feel tired, exhausted, and sometimes helpless at their jobs. 
The findings support previous studies in the literature (Burke & Greenglass, 2001; Karatepe et al., 
2010; Lin, Huang, Yang & Chiang, 2014; Rupert, Stevanovi & Hunley, 2009). Managers should 
arrange working hours of employees the way that employees could fulfill their responsibilities to 
their families as a social and physiological being; likewise they should also take account of their 
special situations. Therefore this approach might help to reduce family–work conflict and the 
reduced family–work conflict will help to decrease employees’ feelings of burnout.

Evidence from this study indicates that organizational success is effective in decreasing 
exhaustion level of travel agency employees. Business success of employees is directly related 
with their work efficiency and their capabilities of coping with problems arising in this pro-
cess (Ashill, Rod, Thirkell & Corruthers, 2009). Therefore assigning tasks to employees who 
are appropriate for their abilities will increase organizational success hence decrease level of 
exhaustion of employees. Findings of this study indicate that work-family conflict increase 
emotional exhaustion and depersonalization and decrease organizational success. Depending 
on the evidences regarding directing effect of organizational success, it is certain that work–
family and family–work conflict increase emotional exhaustion and depersonalization on 
the contrary organizational success weakens this negative effect. For this reason, if manag-
ers increase employees’ work success, it is possible that managers would decrease work–fam-
ily and family–work conflicts, emotional exhaustion and depersonalization. It is clear that in 
order to increase employees’ business success, managers should maintain training and coach-
ing applications autonomously and give feedbacks to employees.
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Limitations and Future Research

The sample of this study is limited with travel agency employees in Izmir. The required sample 
size was collected however the preferred method of data collection and sampling method are 
the limitations of the study. To reduce negative impact of the limitations, future studies should 
use quota sampling method that takes into account distribution of departments at travel agen-
cies. Additionally they should also support survey results with in-depth interviews, and recruit 
a larger sample from other tourism businesses.

This study used the MBI, Work–Family Conflict Scale, and Job Resourcefulness Scale. Par-
ticipants were able to assess themselves only in this context. In future studies, investigating 
variables such as burnout, work–family conflict, and job resourcefulness, along with person-
ality traits and core self-evaluation, could determine the relationships between the variables 
in question and the influence of participants’ evaluation of their personality characteristics 
on their feelings of burnout. Additionally, future studies could test different hypotheses by 
including statements about how the variables in question affect employees’ job performance 
and turnover intention. 
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