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Abstract

Studies on flow in the Malaysian hotel context are still very limited even though it is an important psychological phenomenon toward
developing human resources. This present study aims to investigate the role of flow experience as a mediator between the causes of
burnout and its outcomes (turnover intention and work-family conflict) among the hotel employees in Sarawak, Malaysia. In the hotel
industry, which has a highly demanding working environment, employee burnout would eventually lead to turnover intention and work-
family conflict (WFC). To minimize these causes and outcomes, flow is hypothesized as a possible mediator in this study. The data were
collected from 210 full time hotel employees, selected by random sampling method, and analyzed using SPSS version 20 and PROCESS
version 2.11. The findings revealed that flow played a direct and indirect significant role between the causes of burnout and its outcomes.
The findings suggest flow to be an important approach in alleviating the effects of burnout — turnover intention and work-family conflict.
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1. Introduction

Tourism industry has become one of the contributors in the eco-
nomic growth of Malaysia’s gross national product. Hotel opera-
tors and management should seriously consider to further enhance
and developing this industry by producing quality employees in
their operations. One of the ways for hotel employers to contribute
to the plan is to have quality employee that are motivated, pas-
sionate, and driven to serve hotel guests. One aspect that they
could look into is by encouraging their employees to experience
flow in completing their daily tasks.

Hotel employees work in night shifts, irregular schedule (1) as
well as low pay, unstable, and seasonal employment; all of which
make a career in hotels seem unattractive (2). In addition, unstable
and uncertain work settings have been suggested to correlate with
turnover intention, which is a serious problem for human resource
management (3). Previous studies mentioned that employees that
are deeply engaged in very complex and challenging work setting;
which would require them to utilize their talents and strength, tend
to be eager to unleash other potential new skills to perform the
tasks in enjoyable and motivating manner (4). From the above
findings, this present study will determine whether flow has a
significant influence on turnover intention among hotel employees
in the eastern context.

2. Literature Review

2.1. Flow

Flow is defined by Csikszentmihalyi (5) as a state of deep concen-
tration and absorption of an individual in an activity done with

passion and excitement. Flow experience were related to need of
achievement and predicated leading to better work performance
and positive affect on work (6). As such, flow has a high potential
to become an important aspect to the workforce, as it contributes
to higher work productivity, innovation, employee development
(7). Kasa and Hassan (8) mentioned that the positive mood in-
duced by flow can generate creativity and positive thinking. To
put it simply, employees who experience flow would be totally
immersed with completing their task as it is seen as something that
is genuinely worthwhile and truly beneficial for them.

Although flow is important in the organization, there is still lack
of research on the role of flow among the hotel employees in Ma-
laysian context; Sarawak. At present, a limited amount of known
studies used flow in the context of Malaysian hotel employees,
which were conducted by Kasa & Hassan (9-11). Of these three
previous studies, only one study, Kasa & Hassan (10) which
looked at flow as a mediator between exhaustion and WFC and
between disengagement and WFC. The results of that particular
study suggested that flow does act as a mediator between the vari-
ables. Apart from Kasa & Hassan (10), there is no other known
research that used flow as the mediator among hotel employees.
This current study was conducted to fill this knowledge gap.

2.2. Work-Family Conflict & Burnout

Being engaged and concentrating deeply whilst performing certain
tasks may lead to WFC (12). WFC is known as an inter-role con-
flict and occurs when there is an incompatibility of the role de-
mand stemming from other demands (family or work) which bring
a negative impact to the employee (13). Numerous studies also
revealed that in the hotel setting in Western country; night shift
working hours and irregular working schedule were consistently
correlated to a variety of negative outcomes (1,14,15). Byron (16)
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suggested that future research to look into the relative importance
of flow as antecedent towards WFC, which led to the objective of
this study.

Burnout is a psychological syndrome (17), and may emerge when
employees are exposed to a stressful working environment with
high job demands and low resources (18). Burnout was found to
be negatively correlated with flow in a study conducted among
831 employees of an employment agency in the Netherlands (19).
Though the current study also investigated the impacts of burnout,
it adds to the body of knowledge by investigating the influence of
burnout as an antecedent towards the experience of flow in the
demanding hotel industry.

2.2. Conceptual Framework and Research Hypothesis

The proposed conceptual framework (presented in Figure 1) is
underpinning from the Conservation of Resources (COR) Theory.
The underpinning theory (COR) justifying that work situation
threatens a person’s resources (health care, psychological work-
related well-being, other domains of life) while individuals are
motivated to obtain, retain, foster or even to protect the resources
that they value the most (20). In this present study, burnout pos-
sess a threat to the employees and the organization, thus resulting
in the resource loss; resources may come in term of objects, condi-
tions such as status or parental role, personal resources (resources
that buffer against stress) and energy resources such as money,
time and knowledge. By including flow as a mediator in COR
model, the resources may be conserved, which would benefit em-
ployee and the organization. The forefather of flow research,
Csikszentmihalyi (4), mentioned that through flow experience in
the workplace, people would gain “intrinsic rewards that encour-
age persistence” and provide benefits. Therefore, the flow phe-
nomena plays an important role in the workplace because the ex-
perience of flow is associated with achievement of which may
increase in job satisfaction and accomplishment characteristic in
the workplace as well as enhancing abstract well-being happiness
and positive effect (8). Based on the explanation with regard to
conservation of resources theory, the present research framework
in Figure 1 was constructed.
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Fig. 1: The Research Framework

The construction of Hy is based on that the fact that flow is closely
identical to job engagement (21). Job engagement was found to be
correlated with customer satisfaction and turnover intention of
employee (22) as well as correlated with motivated employees,
well-being of employees and possibility of having the intention to
quit from the firm (23). Nevertheless, there is a lack of under-
standing on the relationship between flow experience and turnover
intention, which leads to the proposed hypothesis: H;: Flow is
negatively correlated with turnover intention.

With an increasing emphasis on positive psychology (24), positive
experience such as flow have become a focus point of research. As
flow share the same construct as job engagement, and based on
some past research studies, there were negative correlation be-
tween job engagement and WFC (25). We assume that there is a
negative relation between flow and WFC. Thus, the following
hypothesis is proposed: H,: Flow is negatively correlated with
work-family conflict.

To the best of our knowledge, there is no known previous study of
flow in a mediating role between the burnout and turnover inten-
tion. The past study that is almost similar was one that is conduct-
ed on the mediation role of job engagement between dimension of
burnout and turnover intention among employees of services sec-
tor (26). Therefore, Hj is proposed due to the lack of knowledge
in the literature on how flow mediates the relationship between
burnout and turnover intention.

An exhaustive review of literature found no known previous stud-
ies that investigated on the role of flow as mediator between the
burnout and WFC. Past studies highlighted the need to conduct
this study and only found limited evidence with regards only to
job engagement as mediator between job resources and positive
motivational consequences (17), organizational commitment, (27),
as well as work-unit innovativeness and self-initiative (28). Con-
sequently, this literature review leads to the formulation of H,:
Flow mediates the relationship between burnout and WFC.

3. Research Methodology

The research instruments (summarized in Table 1) were included
in self-administered questionnaires were adopted based on past
literature. The questionnaires were conveniently distributed at two
reputable hotels in Sarawak. There were approximately 350 em-
ployees working in the hotels. The respective hotels’ human re-
source managers helped with the dissemination and collection of
the questionnaires. The sample size was calculated using *GPower
3.1.9.2 with output parameter of actual power of 0.999. This study
utilized quantitative method involving descriptive statistics and
inferential statistic utilizing PROCESS (29).

Table 1: The Research Instruments

Instru- Number Sources Cronbach
ments of Items Alpha (o)
1| Flow 13 WOLF; Bakker (2008) 0.87
OLBI, Demerouti,
2 | Burnout 16 Mostert, and Bakker 0.85
(2010)
Work-
3| Family 9 Carlson et al. (2000) 0.84
Conflict
Turnover Kelloway, Gottlieb, and
& Intention & Barham (1999) 0

A total of 210 (52.5%) valid questionnaires out of 400 distributed
questionnaires were collected. In pilot study phase, all data (120
cases) was screened for normality and outlier testing (Mahalanobis
distances; p1<.05) as well as validity (Exploratory Factor Analysis;
Principal Component Method), loading factor of exceed 0.5 were
retained, and Cronbach’s Alpha coefficient value exceed 0.70. No
major issue was found at this stage and is acceptable for purpose
of inferential statistical analysis. To examine the mediating effect,
bootstrapping method was utilized because this method is valid
and more powerful to test the indirect effect (30,31) .

4. Results and Findings

4.1. Demographic Data

In terms of gender, the majority of respondents are the female
(53%) whilst 46% were male. Age-wise, (48%) are between 21 to
29 years old. For marital status, most of the respondents were
single (67%). Bachelor Degree holders were the highest with 48%
and most respondents never bring work back to home (52.39%)
from the total of 210 respondents.

4.2. Hypothesis Testing & Discussion

A Pearson product-moment correlation was utilized to test H; and
H, and the results are seen in Table 2:
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Table 2: Hypotheses Testing for Direct Correlation
1 2 3

1 | Flow 1

2 | Turnover Intention -0.551** 1

3 | Work-Family Conflict -0.443** 0.308** 1
*

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

H; Flow is correlated with turnover intention — is supported and
shows that there is a negative relationship between these flow and
turnover intention [r = -.551, n = 210, p = 0.000]. This result sug-
gests that flow would reduce the turnover intention.

H, Flow is correlated with WFC is supported and shows that there
is a negative relationship between flow and WFC [r = -.443, n =
210, p=0.000]. This result suggests that flow would reduce WFC.
In order to test for mediation between the variables, as described
by Preacher & Hayes’ (29) approach through SPSS macros which
facilitate estimation of the indirect effect in mediation model as
well as a bootstrap approach in order to obtain the confidence
intervals (32). The significant value should be above zero or posi-
tive value (> 0/ + value) and the bootstrap upper and lower bound
value, must be above zero or positive value (> 0/ + value) in order
to be determined as the significant of indirect relationship between
the variables determine the significant value, as recommended by
Preacher & Hayes (29).

H3 proposed that flow mediates the relationship between burnout
and turnover intention. It is supported by the regression-based
analyses through bootstrapping output that flow is significantly
mediated the relationship between burnout and turnover intention
at 0.0950** (LLCI 0.0049, ULCI 0.2056).

H, proposed that flow mediates the relationship between burnout
and work-family conflict. Statistically supported that flow is sig-
nificantly mediated the relationship between burnout and WFC at
0.0516** (LLCI 0.0001, ULCI 0.1310).

Table 3: Direct, Indirect, and Total Effect

- A Lower Upper
Variables rDeIct Irne(ilt Total Limit Limit
(LLCl) | (uLCI)
TurnoverIn- | 0.34 | (450 | 1294 | 00049 0.2056
tention 4
WEC 007 | 0052 | -0012 | 00001 0.1310
1
TOTAL 0§7 1002 | 1.282

As seen in Table 3, the number of lower limit and upper limit of
turnover intention was .0049 and .2056, WFC was .0001
and .1310. A value of zero (0) did not appear in the 95% confi-
dence, which means that flow is mediated between burnout and
turnover intention as well as burnout and WFC. Thus, the hypoth-

eses are statistically proven and hypothesis H; and H, are accepted.

5. Discussion and Implications

It is concluded in this study’s findings is similar with findings
made by Du Plooy & Roodt (33), Simon & Buitendach (34), and
Robyn & Du Preez (35), where flow and job engagement, the
nearest construct to flow (21), is negatively correlated to turnover
intention. This in turn would lead to a motivated workforce, im-
proved employee well-being, and reduced the likelihood of em-
ployees having the intention to leave the organization (17,23).

Based on the empirical evidence discovered from Western coun-
tries, night shift working hours and irregular working schedule
were consistently correlated to a variety of negative outcomes
such as exhaustion, work-family conflict, and intention to quit
(1,36). A past study in Malaysia revealed that being too engaged
in work activities may result in a form of work-family conflict
(12). However, in this present study, the findings suggested that
hotel employees who experience flow are unlikely to face the
WFC phenomena. Flow enables them to concentrate more on their
work and their priority is to feel positive about their job. As the

majority of this study’s respondents are single, young at age, and
never bring work home, it may result in this particular find. This
finding is concurrent with findings made by Kristen (37) and
Macey & Schneider (25), who stated that highly-engaged employ-
ees and WFC are negatively correlated.

The findings revealed that flow mediated the relationship between
burnout and turnover intention. In previous studies, job engage-
ment is claimed to be related to the individual’s intention, attitudes
and behavior (38), which have impact on employee retention (39).
Additionally, job engagement is also viewed as the highest hierar-
chy of devotion of employees toward performing the job through
the application of maximum effort for personal achievement and
organizational success (26). Therefore, the reason for significant
result is because of the factor such as “dedicational approach” that
being utilized and the level of amount of absorption phenomena of
the employee is in (40). To sum up, the experience of flow among
the hotel employees has a mediating influence between burnout
and turnover intention as the hotel employees could still experi-
ence flow even when they have the symptoms of burnout. Charac-
teristic of hotel work is to deliver high quality services are ren-
dered with the main attention toward customer satisfaction and
customer loyalty (41,42). Most of the employees from this study
are from the generation Y (48%), which are known for their seri-
ousness when it comes to performing tasks of their preference and
a generation of new confidence, upbeat and full of self-esteem
(43).

Lastly, it is statistically reported that flow mediated the relation-
ship between burnout and WFC. Based on past studies, one of the
possible reasons for the significant result is due to personality
characteristics of each individual employee in the hotel industry.
A previous study revealed that personality characteristics influ-
enced the ability of individual interpretation, perception and re-
sponses toward what happen will happen next, either in personal
or organizational matters (44). In this present study, the hotel’s
employee’s personality characteristics, such as needs and wants,
motives and values, as well as individual career preferences, are
negatively related to individual behavioral outcomes, such as mo-
tivation, engagement, poor work performance, job stress, and high
turnover (45-48). Thus, the employee perceive the need to focus
and being absorbed in performing their task as their ultimate aim
despite experiencing burnout though this phenomena does not
conflict with their family life. As the majority of the participants
in this study were single (67.61%) and may have limited responsi-
bility at home compared to married employees, the significant
result could be attributed to the personality characteristics of the
hotel employees.

In terms of mediation of flow between burnout and turnover inten-
tion and WFC, the findings from this study are exceptionally im-
portant and provide new insight to the hotel operators. By promot-
ing and encouraging flow experience in hotel’s work setting; hotel
operators should consider setting clear, realistic and transparent
goals, and giving them immediate feedback to ensure that their
employees feel that they can manage and complete their tasks.
Another way to promote flow is by limiting excessive over con-
trolling and monitoring on the hotel’s employees, which would
ensure the employees feel even more empowered. In addition,
hotel operators should ensure the employees skills are matched to
the level of difficulty or challenges of the task in order to avoid
boredom and feel frustrated or give up (4). This balance is vital
because it would ensure that the employees’ tasks and challenges
are appropriate to the employees’ skills.

The study’s sample size is limited to only total of 210 respond-
ents, which is doubtful to represent a wider population, even
though the response rate (52%) is considered sufficient and valid
for data analysis. Secondly, the basis of this study is still back to
human perception that does not always accurately reflect the actu-
al feeling of flow. Hence, it is totally based on the respondent’s
subjective perception to identity the flow experience, burnout
phenomena as well as turnover intention and work family conflict
situation, a longitudinal research design may employed to study
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the pattern of relationship. Future study could be conducted to
investigate on other different position levels and departments in
the hotel such as administrative or operation department.

6. Conclusion

Hotel management should be taking drastic approaches to culti-
vate flow experience among the hotel employee to contribute to-
ward achieving the organizational goals. Furthermore, cultivating
flow experience as one of the strategies could retain employees in
hotel industry. The crucial point to take note from this study is that
if the flow phenomenon occurs among the employees, it unlikely
for the employees to have the intention to quit and there is unlike-
ly possibility for work to interfere with family matters, even
though they are experiencing burnout.
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