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ABSTRACT

A model is developed on the effects of work-faoalyflict on employees’ emotional exhaustion, jotis&action
and job performance based on the role theory amdctinservation of resources theory as well as eelatudies. The
model proposes that the consequences of work-fasoihflict can be traced through four different pathnd the
relationships between work-family conflict and thecome variables are: 1) work-family conflict heslirect negative
effect on the level of employees’ job performariework-family conflict tends to increase employessaotional
exhaustion which will in turn lower the job perfance level; 3) work-family conflict reduces empksjejob
satisfaction which will in turn decrease the lewdl job performance; 4) work-family conflict leads €motional
exhaustion experienced by employees which will gedihe job satisfaction level and consequently tothe job
performance level.
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INTRODUCTION

With the increase in dual-career households, enggl®yare increasingly occupying both work and familgs
simultaneously and they have to deal with job-sslademands that place limits on the performandarofly role and
vice versa. With responsibilities for multiple relemployees are more likely to experience intemwolerork-family conflict
involving incompatible demands (Aminah & Zoharahpress; Boyar, Maertz Jr., & Pearson, 2005; Yangagkins,
2004). As a result, there has been an increasetenomover the interrrole conflict that employees experiencing as
they try to balance the demands of work and famolgs since this conflict could result in negatt@nsequences
(Allen, Herst, Bruck, & Sutton, 2000; Butler & Skkebo, 2004; Frone, Yardley, & Markel, 1997). Javfprmance as
one of the direct consequences of work-family dohthas been examined by several researchersdingluAryee
(1992), Frone et al. (1997), Karatepe and SoknZ90q) and Netemeyer, Maxham, and Pullig, (2005) velpmrted a
significant negative relationship. Nonetheless, dbp in job performance research lies in the ldcknophasis on the
indirect effects of work-family conflict on job germance althoug previous studies have shown tfeetsfof work-
family conflict on emotional exhaustion (NetemeyRoles, & McMurrian, 1996) and job satisfaction (Bdn, Menguc,
& Borsboom, 2005; Wayne, Musisca, & Fleeson, 2084, effects of emotional exhaustion on job sattida (Cam,
2001),as well as the effects of emotional exhaustion jahdsatisfaction on job performance (Carmeli, 2008it,
Andrews, & Carlson 2004). Against this backdropnadel is developed that examines the most effegiath that
predicts job performance as a consequence of waorkhf conflict, emotional exhaustion and job satidfon.

RELATIONSHIPSBETWEEN WORK-FAMILY CONFLICT AND OUTCOME VARIABLES

Work-Family Conflict and Job Perfor mance

Several studies have examined the relationship detvwork-family conflict and job performance withixed
results. Frone et al. (1997) found a significatatienship using a self-rated measure of job penforce. Aryee (1992)
used a self-rated measure of work quality and fotlmadl it was related to job-parent conflict but tmtjob-spouse or
job-homemaker conflict. Karatepe and Sokmen (20€&)ducted a study in Ankara, Turkey on frontlineteho
employees and found a significant negative relatigm between both work-family conflict and familyerk conflict
with job performance. Netemeyer et al. (2005), it study on customer service employees, custoraads
supervisors, found direct and indirect effects et work-family conflict and employee performaneged by
supervisor. How the experience of work-family cartfaffected performance ratings given to men andhen has also
been studied by Butler and Skattebo (2004). Geridenthey found that men who experienced work-farodnflict
was rated lower on overall performance than men didanot, but no difference in overall performamaéings were
given to women who experienced the conflict and wonwho did not.

While there were studies supporting the relatiomst@tween work-family conflict and job performanoghers did
not. Bhuian et al. (2005), found no significantat&nship between work-family conflict and job perhance. Similar
findings were reported by Netemeyer et al. (19%hce there were a number of studies that tenduppat the
relationship between work-family conflict and jobrfprmance, therefore the following hypothesisrizposed:

H1. Work-family conflict has a significant negagivelationship with employees’ job performance.
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Work-Family Conflict and Emotional Exhaustion

Previous studies have shown that women who exparéerwork-family conflict also experienced emotional
exhaustion. Bacharach, Bamberger, and Conley (1fe@ibd significant correlations between work-fangiynflict and
emotional exhaustion among nurses and engineeey fEsted an integrated research framework whicisisted of
inter-relationships among role overload, role detflwork-home conflict, emotional exhaustion awt jsatisfaction.
Aryee (1993) examined determinants of burnout amdugl-career couples in Singapore. His study indatahat
burnout experienced by married working women wélsémced by both work and non-work stressors, wiekirnout
experienced by their husbands was only affecteddrk-related stressors. Ray and Miller (1994) destiated further
evidence regarding the relationship between wonkilfaconflict and emotional exhaustion. Their fings revealed
that among the three dimensions of burnout, emati@xhaustion was the most prevalent effect resplfrom
home/work stress. Netemeyer et al. (1996) diststwpd the effects of work-family conflict from famlvork conflict
in relation to job burnout. They reported that wdatknily conflict experienced by teachers and bussnewners was
more highly correlated with burnout than family-waonflict.

Boles, Johnston, Hair, and Jr. (1997) found thatkviamily conflict experienced by sales personneléased their
emotional exhaustion. A study conducted among tfime employed fathers (Kinnunen, Vermulst, Gers,
Makikangas, 2003) showed that emotional stabilipdarated the relationships between work interfexremith family
and depression. Demerouti, Bakker, and Bulters 4p@@nducted a longitudinal study on employees (Abéte
women) to examine the relationship between work-éanterference or work-family conflict and emotibeahaustion.
They found that work-family conflict was a causetefminant of emotional exhaustion.

Based on the literature review, the following hypetis is proposed:

H2: Work-family conflict has a significant positivelationship with emotional exhaustion.

Work-Family Conflict and Job Satisfaction

A number of studies have examined the relationblipveen work-family conflict and job satisfactiondafound
that work-family conflict was negatively related job satisfaction. Aryee (1992) carried out a stumy married
professional women from dual-career families ing8imore. All the work-family conflict dimensions dted (job-
spouse conflict, job-parent conflict and job-homé&eraconflict) were negatively related to job satctfon. A study
was conducted by Judge, Boudreau, Bretz, and 994{lon male executives to address the path acalssociations
between work-family conflict, job stress and joltisfaction. Multivariate regression analyses regddhat increased in
work-family conflict experienced tended to redulee job satisfaction level.

A significant relationship between work-family ctiaf and job satisfaction was also established byirah (1996)
who examined the path associations among work-famdnflict, job satisfaction, family satisfactioma life
satisfaction among women researchers in Malaysté® &and Choo (2001) studied the work-family confachong
married Singapore women entrepreneurs. They repdhat work-family conflict was negatively and diigantly
correlated with outcome variables including jobritad and life satisfaction. Significant negativerrelations between
work-family conflict and job satisfaction were alsgported by Bhuian et al. (2005) and Wayne ef2&l04). Therefore,
the following hypothesis is proposed:

H3: Work-family conflict has a significant positivelationship with job satisfaction.

Emotional Exhaustion and Job Satisfaction

A number of evidences with the exception of a feavéhshown that increased psychological burnoutudeg
emotional exhaustion, is associated with decrepsedatisfaction. A study by Wolpin, Burke, and &mnglass (1991)
documented evidence that there was a moderatet effeburnout on job satisfaction, longitudinallyhd results
indicated that increased psychological burnoutlidicig emotional exhaustion has resulted in dectepdesatisfaction.
A significant correlation between emotional exharsiand job satisfaction have also been documef@ad, 2001).
Singh, Goolsby, and Rhoads (1994) examined theioethip between burnout and job satisfaction amehd that
burnout dimensions correlated negatively with psyotical outcomes including job satisfaction. Efitim, Mand-
Bains, Sussman, and Grunfeld (2004) in their stagkessed job satisfaction and the prevalence abbuand found
that emotional exhaustion as a dimension of burweag correlated with job satisfaction. Contraryttie findings,
Boles, Johnston, Hair, and Jr. (1997) reportethéir tstudy that emotional exhaustion was not rdlédgob satisfaction.
Similarly, Wright and Cropanzano (1998) also fodinat emotional exhaustion was unrelated to jolsfsatiion and the
weak relationship according to them may be dudéceffective coping strategy adopted by the workEngrefore, the
following hypothesis is proposed:
H4: emotional exhaustion has a significant positelationship with job satisfaction.

Emotional Exhaustion and Job Performance

Generally, it is perceived that burnout is relateddiminished job performance. Wright and Cropaiozé1998)
found that emotional exhaustion was associated yaith performance among social welfare workers. Honail
exhaustion was found to be the most significantligter of job performance after controlling for jtoge and negative
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affectivity. Similarly, findings of Singh et al.1994) study have shown that the burnout, includémgotional
exhaustion, resulted in substantively significauit fiegative effect on job performance.

Wright and Bonett (1997) in their 3-year study efnfan services personnel examined the relationshiween
burnout and job performance. A negative and sigaifi relationship was established between emotiexiahustion
and job performance. A negative significant impzEfddburnout on performance among salespersons itrélisshas also
been reported by Lo, Cravens, Grant, and Monc2€01). Witt et al. (2004) examined the relationshgtween
emotional exhaustion and service quality ratingsmgncall center customer service representativea tihancial
services institution. Their study found that lowdés of emotional exhaustion consequence high ealume
performance among the representatives. Therefwedotlowing hypothesis is proposed:

H5: Emotional exhaustion has a significant positefationship with job performance.

Job Satisfaction and Job Perfor mance

Job satisfaction and job performance are saliehalieral outcomes in organizations. A significaalationship
between job satisfaction and job performance engaeyat two call centers in the utilities industrthe southeastern
United States was reported by Tuten and Neidermé@®4). Carmeli (2003) found that there was a ifigant
relationship between job satisfaction and job permce among senior managers. Similarly, Bhuiaad.gR005) also
reported a significant relationship between saleagars’ job satisfaction and job performance. Baipit Boles (1996)
found that the correlation between job satisfactimnl job performance was significant and positiceRg service
providers. On the other hand, Sohi (1996) found-significant relationship between satisfaction graformance
among sales personnel. Therefore, the followingliygsis is proposed:
H6: Job satisfaction has a significant positivatiehship with job performance.

THE PROPOSED M ODEL

The model presented was drawn from the previousryhend models on work-family conflict as well agyous
related studies (Figure 1). Role theory (Kahn, W@lfiinn, & Rosenthal 1964) suggests that the demahanultiple
roles can lead to stressors (such as interroldichnfind in turn, to symptoms of strain or negatoutcomes (such as
reduced job satisfaction and job performance). ddwservation of resources theory (Hobfoll, 1989Rasntegrated
stress model is an alternative framework for urtdeding work-family relationships. According to ghtheory,
individuals seek to acquire and maintain resouré®ss occurs when there is a loss of resourchsding time and
energy. Based on the conservation of resourcesythetien there is a depletion of emotional enethg,deterioration
in job satisfaction and performance standardspeeted.

Based on these theories, and previous researcindmdertaining to the relationships between waenkify
conflict and the outcome variables, this presentl@h@roposes that the consequences of work-fansihflict can be
traced through four different paths.

Path 1: Work-family conflict —  job perfoamnce

Path 2: Work-family conflict —  emotionalleaustion—,  job performance

Path 3: Work-family conflict —p  job satisfaction_p. job performance

Path 4: Work-family conflict —,  emotionalteustion . job satisfactiony ob performance

Emotional
Fyhaiictini

Job
Performance

Work-family
Conflict

Job
Satisfaction

Figure 1. Direct and Indirect
Effects of Work-Family Conflict on Job Performance
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CONCLUSION

This model proposes that 1) work-family conflictsha direct and indirect effect on job performarework-
family conflict tends to increase employees’ emuadicexhaustion which will in turn lower the job femance level; 3)
work-family conflict reduces job satisfaction whialill in turn decrease job performance; 4) work-fgneonflict leads
to emotional exhaustion which will reduce job dation and consequently decrease job performafceording to
this model, there is a need to pay attention torterface of work and family roles which could uktsn conflict and
the negative consequences arising from the conflict
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