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REMARKS 

The reader is reminded of the following: 

The editorial style as well as the reference used in this mini-dissertation follow the format 

prescribed by the Publication Manual ( 5 ~  edition) of the American Psychological association 

(APA). This practice is in line with the policy of the Programme in Industrial Psychology of 

the North-West University (Potchefstroom) to use APA in all scientific documents as from 

January 1999. 

The mini-disserktion is submitted in the form of a research article. The editorial style 

specified by the South African Journal of Industrial Psychology (which agrees largely 

with the APA style) is used, but the APA guidelines were followed in the constructing 

tables. 

This material is based upon work supported by the National Research Foundation under 

grant number T1'K2005080800011. 
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ABSTRACT 

Title: The relationship between Job Characteristics, Work Wellness and Work-Related Flow of 

Call Centre Agents in an Insurance Company 

Key terms: Call centres, job demands, job resourccs, burnout, work engagement, work-related 

flow 

The technological era in which modern day organisations function, attempting to make every 

aspect of service more efficient and customer friendly, has cultivated a need within organisations 

to invent new ways of service. Call centres are one way in which organisations are trying to 

improve their customer service. For this reason, telephone call centres are one of the fastest 

growing segments of the service sector. The growth in call centres is atbibutablc to the benefits 

that they offer organisations. Call centres can improve service and retain customers, increase 

sales and/or revenue and reduce costs and/or improve efficiency. For this reason, organisations 

are placing an increasing emphasis on the role of call centres regarding the competitiveness of the 

company and increased pressure on call c e n w  agents. Research indicated that there are certain 

stressors in the call centre industry. This is emphasised by the high turnover rate and by high 

absenteeism levels in call centres. Although some studies seem to suggest that working in call 

centres can be interesting, overall it seems that working in call centres is a stressful experience. 

The objective of this research was to investigate the relationship between job characteristics, 

work wellness and work-related flow of call centre agents in an insurance company. A cross- 

sectional design was used with an availability sample (N = 176). A self-constructed instrument 

(JDRS) was uscd to measure the unique job demands and job resources in the insurance industry. 

Along with the JDRS, the Oldenburg Burnout Inventory, the Utrecht Work Engagement Scale 

and the Work-Related Flow Scale were used as measuring instruments. 

Results showed that the unique job demands in a call centre are pressure, working conditions, 

workload, and job security. The unique job resources are supervision, resources availability, task 

freedom, pay and benefits, opportunity for growth, and support. Work wellness was found to 

comprise burnout, work engagement and work-related flow. Multiple regression analysis showed 

that 6% of the variance in Mental Distance was predicted by Job Demands, with Working 

Conditions being the only significant predictor. Within Exhaustion, 11% of the variance 

explained was predicted by Job Demands, with Job Security and Working Conditions being the 

vii 



/only significant predictors. No statistically significant predictions were obtained for WOI 

Engagement and Work-Related Flow (i.e. Absorption and Flow). 

Recornmendalions were made for future research. 

. . . 
V l l l  



OPSOMMING 

Titel: Die verhouding tussen Werkeienskappe, Werkwelstand en Werkverwante vloei van - 
Telefonicsehulpsentrum-agente binne 'n Versekeringsfirma 

Sleutelterme: Telefoniesehulpsentrums, werkeise, werkhulpbronne, uitbranding, 

werkhegeestering, werkverwante vloei 

Die tegnologiese era w w i n  moderne organisasies funksioneer, in 'n poging om elke aspek van 

diens meer effektief en kliente vriendelik te rmak, het 'n vraag laat ontstaan binne organisasies 

om nuwe maniere van diens te ontwikkel. Telefoniesehulpsenrmms is cen van die maniere 

waarop organisasies poog om hul klientediens te verbeter. Om hierdie rede is 

telefoniesehulpsentrums een van dic snel groeiende sektore van die dienssektor. Die groei van 

telefoniesehulpsentrums word toegeskryf aan die voordele wat dit aan organisasies bied. 

Telefoniesehulpsentrums kan die diem en behoud van kliente verbeter, dit verhoog verkope edof  

winste en verminder kostes edof  verbeter effektiwiteit. Vir die rede plaas organisasies 

toenemende klern op die rol van telcfoniesehulpsentrums ten opsigte van die mededingendheid 

van die organisasie en toenemende d ~ k  op telefoniesehulpscntrum-agente. Navorsing het daarop 

gedui dat daar sekere stressore in die telefoniesehulpsentrumbedryf is. Hierdie aspek word meer 

beklenitoon deur die hoe vlak van arbeidsomset en h& afwesigheidsvlakke in die 

telefonieshulpsentrums. Alhoewel sommige studies aandui dat dit interessant kan wees om in 

telefoniesehulpsentnrms te werk, dui die meerderheid a m  dat dit 'n spanningsvolle ervaring is om 

in 'n telefoniesehulpsentrum te werk. 

Die doelwit van hierdie navorsing was om ondersoek in te stel na die verhoudiug tussen 

werkeienskappc, werkwelstand en werkverwante vloei van telefoniesehulpsentrum-agente binne 

'n versekeringsfirma. 'n Dwarsdeursnee-ontwerp mct 'n beskikbaarheidsteekproef (N = 176) is 

gehmik. 'n Selfsaamgestelde vraelys (JDRS) is gebruik om die unieke werkeise en 

werkhulpbronne in die versekeringsbedryf te meet. Benewens die JDRS is die Oldenburg- 

uitbrandingsvraelys, die Uhecht Werkbegeesteringskaal en die Werkverwante Vloei-skaal as 

metingsinstmmente gebruik. 

Die resultate het getoon dat die volgende unieke werkeise in 'n telefoniesehulpsentnrm druk, 

werksomgewing, werklading en werksekuriteit is. Die unieke werkhulpbronne is toesighouding, 

beskikbaarheid van hulpbronne, taakvryheid, salaris en voordele, geleenthede vir groei, en 



ondersteuning. Werkwelstand hestaan uit uitbranding, werkbegeestering en werkvenvante vloei. 

Meervoudige regressie-analises het getoon dat 6% van die variansie in Psigiese Afstand voorspel 

is deur Werkeises, met Werkskondisies as die enigste betekenisvolle voorspeller. Binne 

Uitputting is 11% van die variansie voorspel deur Werkeise, met Werksekuriteit en 

Werkskondisies as die enigste betekenisvolle voorspellers. Geen statisties betekenisvolle 

voorspellers is verkry ten opsigte van Werkbegeestering en Werkvenvante Vloei (d.i. Absorpsie 

en Vloei) nie. 

Aanbevelings is gemaak vir toekomstige navorsing. 



CHAPTER 1 

INTRODUCTION 

This mi~-diSSertatiOn focuses on the relationship between job characteristics, work wellness, and 

work-related flow of call centre agents in an insurance company. 

Chapter 1 contains the problem statement, research objectives and research methodology 

employed. This chapter starts out with a problem statement, giving an overview of previously 

related research conducted specifically on job characteristics, work wellness, and work-related 

flow of call centre agents in the insurance industry, linking it with this research project and its 

research objectives. A discussion of the paradigm perspective and research method follows, with 

details regarding the empirical study, research design, participants, measuring instruments and 

statistical analysis. It concludes with a chapter summary giving an overview of the chapters that 

comprise this mini-dissertation. 

1.1 PROBLEM STATEMENT 

The world of business in the 21" century is characterised by competitiveness, benchmarking, 

technological innovation, time-saving procedures and efficiency (Tuck, 200412005), As a result, 

modem-day organisations need to function at an optimal level (Dundu, 200412005), along with an 

emphasis on customer service in order to ensure increased levels of efficiency. With the 21S' 

century demands on organisations to increase their level of customer satisfaction, the core 

directive in organisations has shifted from an agrarian period, with seasonal growth as the focus, 

to present times where the customer has become the focus (Holgate, 1999). This is even more 

relevant as the modem-day customer is more informed with regard to his or her needs and rights 

as a client (Tuck, 20042005). 

Customer service was initially an unheard of profession, with the overall focus on production and 

manufacturing processes (Els & De Villiers, 2003). Since then, quality customer service has 

become a critical and competitive factor and the fulcmm of businesses worldwide for satisfying 

the growing need to improve responsiveness and deliver high quality service (Els & De Villiers, 

2003). No prospering seems possible without customers (Zapf, Isic, Bechtoldt, & Blau, 2003). 

Customers are of prominent importance for service-oriented economies worldwide. The 

technological era in which modem-day organisations function, with an emphasis on efficient 



service and customer friendliness, has cultivated a need within organisations to invent new ways 

of service (Zapf, et al., 2003). Call centres are one way in which organisations are trying to 

improve their customer service (Els & De Villiers, 2003). Call centres have become the most 

popular service delivery option for organisations where high volumes and frequency of customer 

contacts are required (Els & De Villiers, 2003). 

Call centres are tools for organising communication with customers with the help of 

telecommunication (Henn, Kruse, & Strawe, 1996). They are places where formal interactions 

and transactions such as information, service, support, sales, employee assistance, and emergency 

occur virtually (Read, 2005). Call centres handle a variety of tasks, which makes it possible to 

group call centre agents into two prominent dimensions, namely generalists and specialists (Read, 

2005). Generalist call centre agents are characterised based on their level of training and their 

way of handling specific tasks (Read, 2005). They are strictly scripted, and they look up 

information in specialised databases. They rarely have the authority to act on requests outside of 

instructions given to them. On the other hand, Specialist call centre agents have the authority to 

make decisions; they are educated and have specialised training or licensing (Read, 2005). For 

the purpose of this research, the focus will be placed on both generalist and specialist call centre 

agents functioning as insurance call centre representatives. 

For further clarification on the image and functioning of a modem-day call centre, it is important 

to focus on the variety of ways in which call centres make contact with their customers. For this 

purpose, Zapf, et al. (2003) state that the main task of call centre agents is to interact with 

customers by telephone, usually supported by computer systems. According to research, 95% of 

communication in call centres occurs over the phone, as it provides effective, low-cost, real-time, 

bidirectional communication between two or more parties (Read, 2005). Call centres may be 

either part of the organisation ('in-house' call centres) or be an external service ('service 

bureaux'), usually working on behalf of several organisations (Zapf, et al., 2003). Inbound, or in- 

house, call centres handle calls coming into the particular organisation for the purpose of sales 

and technical support (Els & De Villiers, 2003). Outbound, or service bureaux, are centres in 

which the agents are required to make outgoing calls to customers for the purpose of providing 

services such as direct sales, subscription offers and telemarketing (Els & De Villiers, 2003). For 

the purpose of this research, the focus will be placed on call centres executing a combination of 

these two types of interaction methods. 



It becomes clear that with the help of call centres, organisations aim to demonstrate their 

customer orientation, and try to ensure their customers' satisfaction and commitment. From the 

organisations' point of view, the advantages are manifold. Seeing that sophisticated services may 

be rendered by phone, lower costs in the area of fieldwork have been identified as a worthwhile 

advantage (Henn, et al., 1996; Holman, 2003). On top of this, increased customer satisfaction has 

been identified as an advantage, seeing that call centres may be contacted seven days a week, 

twenty four hours a day (Henn, et al., 1996; Holman, 2003). Due to the ability of call centres to 

expand the organisation beyond the boundaries of location and its diversified use during quiet 

periods (such as marketing), call centres have been characterised as business endeavours that 

offer various advantages to success-driven organisations (Els & De Villiers, 2003). 

In theory, a call centre is just an office equipped with telephones and computer systems, which 

hold no significance without the people that operate those phones and computers (Read, 2005). 

Organisations have identified the advantages of managing a call centre and thus place an extreme 

emphasis on the important role it plays in the competitive nature and success of the particular 

organisation. This all comes down to the customer service agent (CSA) and the demands that 

these high expectations make on him or her. 

In order to be effective and efficient in this job, the CSA of a call centre sits at a table in front of a 

computer, wearing a headset for communicating with the customer; leaving his or her hands free 

in order to input data into the cc ~nputer (Calvert, 2004). Depending on the business, a CSA talks 

to between 60 and 250 clients per 8-hour shift (Dieckhoff, Freigang-Bauer, Schroter, & Viereck, 

2002; Henn, et al., 1996). The more customers talked to, the less time available for each of them, 

and the more routine (and boring) these conversations may become for the CSA. Studies 

conducted by Knights and McCabe (1998) suggest that most jobs in call centres can be 

characterised as unskilled work. This relates to an advanced form of Taylorism (Dieckhoff, et al., 

2002). Taylorism relates to the relatively short-cycle routine interactions that CSAs have with 

their customers. These interactions are mostly controlled by automatic call distribution systems 

and supported by networked information technologies that allow little control over when to speak 

and whom to speak to (Holman, 2003). Apart from these regulative measures, it is still expected 

of CSAs to always be friendly (as if they are 'smiling') over the telephone (Holman, 2003; 

Schuler, 2000). 

CSAs have low levels of job control (Richter & Schulze, 2001; Wieland, Metz, & Richter, 2001). 

In a study by Metz, Rothe, and Degener (2001) the poor decision latitude as well as the low 



complexity and high division of the work of CSAs have been criticised. It appears that they 

continuously have to repeat the same activities, which scarcely leaves them an opportunity to 

make use of their professional know-how (Zapf, et al., 2003). Most call centre employees 

working in the front office do not even complete professional training for their telephone work 

(Baumgart, et al., 2002; Isic, Dormann, & Zapf, 1999). From the above, it is evident that there are 

certain stressors in the call centre industry. This is emphasised by the high turnover rate and by 

high absenteeism levels in call centres (Baumgart, et al., 2002; Deery, Iverson, & Walsh, 2002). 

Although some studies seem to suggest that working in call centres can be interesting (Batt, 

2002), overall it seems that working in call centres is a stressful experience (Baumgart, et al., 

2002; Deery, et al., 2002; Holman, 2002, 2003). 

The main stressors that may affect employees within the call centre industry and have an impact 

on the performance of CSAs, seem to be the undemtilisation of skills, the low level of job 

control, time demands, low level of work variation and challenges, a high level of supervisor 

monitoring and the lack of participation in decision making (Zapf, et al., 2003). Left unchecked, 

these stressors can result in negative feelings, which may ultimately have an impact on the overall 

work wellness of CSAs. The mentioned stressors are closely related to the job characteKstics (i.e. 

job demands and job resources) as identified by Hackman and Oldham (1975). Job demands refer 

to those physical, psychological, social or organisational aspects of the job that require sustained 

physical andlor psychological (cognitive and emotional) effort and that are therefore associated 

with certain physiological andlor psychological costs (Bakker, Demerouti, De Boer, & Schaufeli, 

2003). Examples of job demands include high work pressure, role overload, poor environmental 

conditions, and problems related to reorganisation. Job resources on the other hand refer to those 

physical, psychological, social or organisational aspects of the job that (I) are functional in 

achieving work goals; (2) reduce job demands and the associated physiological and psychological 

costs; andlor (3) stimulate personal growth and development. Job demands evoke an energy 

depletion process, whereas job resources induce a motivational process (Bakker, et al., 2003). 

Bakker, et al. (2003) proposes that work characteristics may evoke two different processes. First, 

high job demands may exhaust an employee's mental and physical resources and may result in 

health problems or burnout (Demerouti, Bakker, Nachreiner, & Schaufeli, 2000; Leiter, 1993). 

Second, lacking job resources is likely to cause failure and frustration, both of which are role 

players in the occurrence of burnout. Burnout can be viewed as a syndrome that consists of three 

dimensions, namely exhaustion, cynicism and lack of professional efficacy (Maslach, Jackson, & 

Leiter, 1996). Emotional exhaustion refers to the draining and depletion of emotional resources 



and feelings of being overextended. Cynicism reflects in having a negative, cynical and callous 

attitude towards recipients and/or excessively detached responses to aspects of the job. Lack of 

professional eficacy implicates the tendency to evaluate aspects negatively with regard to 

competence and personal accomplishments at work. 

For further clarification regarding burnout, research has indicated certain behavioural symptoms. 

These behavioural symptoms of burnout may include physical (e.g. headaches, nausea, 

restlessness, muscle pain), cognitive (e.g. poor concentration, forgetfulness, making mistakes in 

complex and multiple tasks), affective (e.g. helplessness, hopelessness, low spirits), motivational 

(e.g. lessened intrinsic motivation, initiative, enthusiasm), and behavioural (e.g. hyperactivity 

without knowing what to do about it, forgetfulness, impulsiveness without carefully considering 

alternatives, excessive consumption of stimulants such as coffee, tobacco, alcohol, drugs, under- 

and overeating, accident-proneness) aspects (Maslach, et al., 1996). Fryer, Poland, Bross, and 

Kmgman (1988) suggest that burned-out workers show a lack of commitment, and are less 

capable of providing adequate services. 

Chronic exhaustion - which is one of the dimensions of burnout - can lead people to distance 

themselves emotionally and cognitively from their work, so that they are less involved with, or 

responsive to, the needs of customers or the demands of the task. According to Maslach (1998), 

distancing is such an immediate reaction to exhaustion that a strong relationship from emotional 

exhaustion to depersonalisation is found consistently in burnout research. Furthermore, a work 

situation with chronic, overwhelming demands that contribute to emotional exhaustion or 

cynicism is likely to erode an individual's sense of accomplishment or effectiveness. Also, it is 

difficult to gain a sense of accomplishment when feeling exhausted and/or when helping people 

toward whom one has negative feelings (Schaufeli & Enzmann, 1998). 

Because of the emergence of the positive psychology paradigm, positive aspects of health and 

wellbeing are becoming increasingly popular. One of these positive aspects of wellbeing is work 

engagement, which is considered the antipode of burnout (Schaufeli & Bakker, 2003). Work 

engagement is defined as a positive, fulfilling, work-related state of mind that is characterised by 

vigour, dedication and absorption, which are the positive poles of the burnout dimension 

(Schaufeli, Salanova, Gonzilez-Romi, & Bakker, 2002). Furthermore, it is not a momentary and 

specific state, but a more persistent and pervasive affective-cognitive state, which is not focused 

on a particular object, event, individual or behaviour. 



Vigour is characterised by high levels of energy and mental resilience while working, the 

willingness to invest effort in one's work, not being easily fatigued and the ability to persist even 

in the face of difficulties. Dedication is characterised by deriving a sense of significance from 

one's work, by feeling enthusiastic, inspired and proud and by viewing it as a challenge. 

Absorption is characterised by being totally and happily immersed in one's work - to the extent 

that it is difficult to detach oneself from it. Absorption most likely plays a less central role in the 

engagement concept. Burnout and work engagement are independent states that, because of their 

antithetical nature, are negatively related (Schaufeli & Bakker, 2004). As burnout is a result of 

decreased psychological wellbeing and therefore has an impact on the work wellness of 

employees, it is expected that work engagement, as the opposite of burnout, will have a positive 

impact on the work wellness of employees. 

As indicated, high job demands (i.e. work overload) may exhaust employee's mental and physical 

resources and may therefore lead to health problems or burnout (Demerouti, et al., 2000, 

Demerouti, Bakker, Nachreiner, & Schaufeli, 2001; Lee & Ashforth, 1996; Leiter, 1993), 

whereas job resources can result in goal accomplishment. Bakker (2004) found that when 

individuals are able to balance their job demands and job resources, they will be more open to 

positive experiences (such as flow) in the work situation. As a result, they will perform better. 

Bakker (2004) confirms that a complete form of flow appears particularly when there is a balance 

between job demands and job resources. This means that employees should experience flow 

particularly when their job demands match their professional skills. 

Work-Related Flow can be defined as a process of optimal experience (Csikszentmihalyi, 1975, 

1988, 1992, 1993, 1997) as the consequence of a situation wherein challenges faced by an 

individual equal his or her skills (Ellis, Voelkl, & Moms, 1994; Ghani & Deshpande, 1994). 

According to Bakker (2004). flow is a state where people are engaged in an activity with high 

involvement, concentration and enjoyment, and where they experience an intrinsic interest and a 

sense of time distortion. Bakker (2004) defines flow at work as a short-term peak experience that 

is characterised by absorption, work enjoyment, and intrinsic work motivation. Flow is achieved 

when all levels of consciousness are in harmony with each other (Csikszentmihalyi, 1975, 1988, 

1993, 1997). Csikszentmihalyi and LeFevre (1989) have found that flow can be found more often 

at work than in leisure settings. The lower level of flow experienced during leisure time can be 

explained by the inability to organise one's psychic energy during unstructured free time, which 

may be due to the inability to create challenging situations that require skilled performance 

(Csikszentmihalyi & LeFevre, 1989). 



There are several external factors that influence whether or not one will experience flow 

(Csikszentmihalyi, 1999, 2003). These factors include control, feedback, clear goals, and the fit 

between challenges and skills. In terms of job resources and flow at work, Bakker (2005) found 

that job resources (such as autonomy, social support, supervisory coaching, and performance 

feedback) are important antecedents of flow experiences. Within a South African study among 

employees working in the mining indusby, it was found that the availability of job resources 

foster the experience of work-related flow (Le Roux, 2005). Studies have indicated that autonomy 

and opportunities for self-growth are particularly related to each of the three flow-components 

(Bakker, 2004). Studies conducted by Bakker, et al. (2003) have indicated that there is a 

relationship between Job Characteristics (i.e. job demands and job resources), Burnout and Work- 

Related Flow. However, to date, there have been no research efforts in South Africa regarding the 

possibility of a relationship between Job Characteristics, Work Wellness and Work-Related Flow. 

Therefore, the objective of this research is to identify the relationship between these constructs by 

focusing on people working within a South African call centre environment. 

The following research questions emerge from the above-mentioned problem statement: 

How are job characteristics (i.e. job demands and job resources), work wellness (i.e. burnout 

and work engagement), and work-related flow conceptualised from the literature? 

What is the relationship between job characteristics (i.e. job demands and job resources), 

work wellness (i.e. burnout and work engagement), and work-related flow according to the 

literature? 

What is the relationship between job characteristics (i.e. job demands and job resources), 

work wellness (i.e. burnout and work engagement), and work-related flow in a sample of call 

centre representatives? 

What are the unique job demands and job resources experienced in a sample of call centre 

representatives? 

1.2 RESEARCH OBJECTIVES 

The research objectives are divided into a general objective and specific objectives. 



1.2.1 General objective 

The general objective of this research is to determine the relationship between Job Characteristics 

(i.e. job demands and job resources), Work Wellness (i.e. burnout and work engagement) and 

Work-Related Flow of call centre agents within an Insurance Company in South Africa. 

1.2.2 Specific objectives 

The specific objectives of this research are: 

To conceptualise job characteristics (i.e. job demands and job resources), work wellness (i.e. 

burnout and work engagement) and work-related flow from the literature. 

To determine the relationship between job characteristics (i.e. job demands and job resources), 

work wellness (i.e. burnout and work engagement) and work-related flow according to the 

literature. 

To determine the construct validity and internal consistency of the measuring instruments of 

job characteristics (i.e. job demands and job resources), work wellness (i.e. burnout and work 

engagement) and work-related flow 

To determine the relationship between job characteristics (i.e. job demands and job resources), 

work wellness (i.e. burnout and work engagement) and work-related flow in a sample of call 

centre representatives. 

To determine the unique job demands and job resources experienced in a sample of call centre 

representatives. 

To make recommendations for future research. 

1.3. PARADIGM PERSPECTIVE OF THE RESEARCH 

A certain paradigm perspective that includes the intellectual climate and the market of intellectual 

resources directs the research (Mouton & Marais, 1992). 

1.3.1 Intellectual climate 

The intellectual climate refers to the variety of non-epistemological value systems or beliefs that 

are underwritten in any particular period in a discipline. It is a collection of beliefs, values and 

assumptions that do not directly deal with the epistemological views of the scientific research 



practice because in general it originates in a non-epistemological context (Mouton & Marais, 

1992). This research falls within the margins of the behavioural sciences, and more specifically 

Industrial Psychology. Industrial Psychology refers to the scientific study of people within their 

work environment. This implies scientific observation, evaluation, optimal utilisation and 

influencing of normal and, to a lesser degree, deviant behaviour in interaction with the 

environment (physical, psychological, social and organisational) as manifested in the world of 

work (Muchinsky, Kriek, & Schreuder, 2002). 

1.3.2 Discipline 

Organisation Psychology and Occupational Health Psychology are the subordinate disciplines of 

Industrial Psychology. In this research, the focus will be on these two subordinate disciplines. 

Organisational Psychology is concerned with the organisation as a system involving individuals 

and groups, and the structure and dynamics of the organisation. The basic aims are fostering 

worker adjustment, satisfaction and productivity, as well as organisational efficiency (Bergh & 

Theron, 1999). According to literature, social support and job satisfaction are the two variables 

that are connected to organisational psychology (Bergh & Theron, 1999). Occupational Health 

Psychology is concerned with psychological factors that contribute to occupational health and 

wellbeing. It deals with psychological reactions to physical and non-physical work conditions, as 

well as behaviour that have implications for health (Spector, 2006). 

1.3.3 Meta-theoretical assumptions 

Five paradigms are relevant to this research. First, the literature review is done within the 

humanistic paradigm and systems theory, and second, the empirical study is done within the 

behaviouristic, positivistic and functionalistic paradigms. 

1.3.3.1 Literature review 

According to De Carvalho (1991), the humanistic paradigm is a school of thought that 

emphasises that people are free agents with the ability to make choices, who can be 

intentional and aware during their actions, who can be affected by their relationships with 

others, and who are more than the sum of their parts. This is considered an essential criterion 

for psychological health. Mc Geoch (1933) defines a system as the coherent and inclusive, 

yet flexible, organisation and interpretation of the facts and special theories of the subject. 



Lundin (1996) defines a system as a set of objects together with relationships between the 

objects and between their attributes. Systems theory is one of the most powerful conceptual 

tools available for understanding the dynamics of organisations and organisational change 

(Lundin, 1996). Therefore, for the purpose of this particular research, the object will be the 

study population (human behaviour) in relationship with Job Characteristics (i.e. job demands 

and job resources), Work Wellness (i.e. burnout and work engagement), and Work-Related 

Flow. 

1.3.3.2 Empirical study 

According to the behaviouristic school of thought, an individual's achievements are limited only 

by the restrictions the environment places on him or her. For that reason, behaviourists rely on 

scientific and objective manipulation to assess the relationship between environmental events, 

which is, the stimuli and the organisms' responses to the particular stimuli (Hall & Lindzey, 

1978). Thus, the behaviouristic paradigm, as explained by Skinner (1948), is based on the 

assumption that behaviour is determined by experiences, contingencies and reinforcements within 

the environment - and not by instinct or inherited traits. 

The positivistic paradigm assumes that all known events have various properties that stand in 

different realities to each other, and the only "facts" are those properties and relations that can be 

observed and measured empirically (Johnson, 1975). This paradigm is based on the assumption 

that we can scientifically discover the rules governing social life. Ositivist ontology is defined as 

"to be perceived", and the relative epistemology is the correspondence theory of truth. That is, the 

criterion for judging a scientific theory is whether or not our knowledge claims correspond to 

what lends itself to our senses (Ardebili, 2001). Within this study, Job Demands, Job Resources, 

Burnout, Work Engagement and Work-Related Flow are the variables that stand in different 

realities to each other. 

The functionalistic paradigm (quantitative approach) is concerned with understanding society 

(organisations) in a way that will generate useful empirical knowledge (Babbie, 1979). This 

paradigm is primarily regulative and pragmatic. Society has a concrete, real existence and a 

systematic character. It encourages an approach to social theory that focuses upon understanding 

the role human beings play in society. Plug, Louw, Gouws, and Meyer (1997) state that 

functionalism assumes that units of psychological phenomena can be explained in terms of 

relationships and that these explanations serve to enhance human adaptation and survival. 



Through the functionalistic paradigm, the causes and effects of Burnout, Work Engagement and 

Work-Related Flow (human hehaviour) will he emphasised. 

1.3.4 Market of intellectual resources 

The market of intellectual resources refers to the collection of beliefs that directly involves the 

epistemological status of scientific statements (Mouton & Marais, 1992). The two main types of 

epistemological beliefs are the theoretical beliefs and the methodological beliefs. 

1.3.4.1 Theoretical beliefs 

Theoretical beliefs can be described as all beliefs that can make testable judgments regarding 

social phenomena. These are all judgments concerning the 'what' and 'why' of human 

phenomena, and include all conceptual definitions, models as well as theories of the research 

(Mouton & Marais, 1992). 

A. Conceptual definitions 

The relevant conceptual definitions are given below: 

Job demands refer to those physical, psychological, social or organisational aspects of the job that 

require sustained physical and/or psychological (cognitive and emotional) effort and that are 

therefore associated with certain physiological andlor psychological costs (Bakker, et al., 2003). 

Job resources refer to those physical, psychological, social or organisational aspects of the job 

that (1) are functional in achieving work goals; (2) reduce job demands and the associated 

physiological and psychological costs; and/or (3) stimulate personal growth and development. 

Job demands evoke an energy depletion process, whereas job resources induce a motivational 

process (Bakker, et al., 2003). 

Burnout can be viewed as a syndrome that consists of three dimensions, namely exhaustion, 

cynicism and lack of professional efficacy (Maslach, et al., 1996). Emotional Exhaustion refers to 

the draining and depletion of emotional resources and feelings of being overextended. Cynicism 

reflects in having a negative, cynical and callous attitude towards recipients and/or excessively 

detached responses to aspects of the job. Lack of professional e@cacy implicates the tendency to 

evaluate aspects negatively with regard to competence and personal accomplishments at work. 



Work engagement is defined as a positive, fulfilling, work-related state of mind that is 

characterised by vigour, dedication and absorption, which are the positive poles of the burnout 

dimension (Schaufeli, et al., 2002). Furthermore, it is not a momentary and specific state, but a 

more persistent and pervasive affective-cognitive state, which is not focused on a particular 

object, event, individual or behaviour. 

Work-Related Flow can be defined as a process of optimal experience (Csikszentmihalyi, 1975, 

1988, 1992, 1993, 1997) as the consequence of a situation wherein challenges faced by an 

individual equals hisher skills (Ellis, Voelkl & Moms, 1994; Ghani & Deshpande, 1994). 

According to Bakker (2004), flow is a state where people are engaged in an activity with high 

involvement, concentration and enjoyment, and where they experience an intrinsic interest and a 

sense of time distortion. Bakker (2004) defines flow at work as a short-term peak experience that 

is characterised by absorption, work enjoyment, and intrinsic work motivation. 

B. Models and theories 

The job demands-resources (JD-R) model (Bakker & Geurts, 2004) divides work characteristics 

into two broad categories, namely job demands and job resources. Examples of job demands are a 

high work pressure (i.e. high work pace and tight deadlines), high physical or emotional 

demands, and role conflicts that require sustained physical and/or mental effort. This is the reason 

why it is associated with certain physiological and/or psychological costs (Van Hooff, et al., 

2005). Job resources, for example performance feedback, skill variety and autonomy may be 

located in the task itself, as well as in the context of the task, for instance, organisational 

resources (e.g. career opportunities, job security) and social resources (e.g. supervisor and co- 

worker support) (Bakker & Geurts, 2004). 

The JD-R model suggests that employee health and psychological wellbeing are the products of 

two relatively independent processes (Bakker & Geurts, 2004). In the first process, work overload 

leads to long-term health problems (e.g. chronic fatigue, burnout). In the second process, the 

availability of job resources may help employees to cope with, learn from and grow from their 

demanding jobs. It may ultimately lead to motivation, feelings of accomplishment, and 

organisational commitment. Theoretically, the JD-R model can be considered an elaboration of 

the more classic demand-control (D-C) model (Bakker & Geurts, 2004), in which self-sufficiency 

can be considered a resource that make it possible for workers to cope with a lofty workload. 



1.3.4.2 Methodological beliefs 

Methodological beliefs can be defined as beliefs that can make pronouncements regarding the 

nature and structure of science and scientific research (Mouton & Marais, 1992). 

The empirical study is presented within the positivistic and functionalistic frameworks. The root 

assumption of the positivistic framework, according to Neuman (1997), is that it is a point of 

departure. Neuman (1997) further states that positivism regards social science as an organised 

method for combing deductive logic with precise empirical observations of individual behaviour 

in an attempt to discover and confirm a set of probabilistic causal laws, which can be used to 

predict general patterns of human activity. 

1.4. RESEARCH METHOD 

The research method for the purpose of this mini-dissertation consists of a literature review and 

an empirical study. The results obtained from the research will be presented in an article format. 

1.4.1 Literature review 

The literature review focused on the relationship between Job Characteristics (i.e. job demands 

and job resources), Work Wellness (Le. burnout and work engagement) and Work-Related Flow 

within an Insurance Call Centre in South Africa 

1.4.2 Empirical study 

The empirical study consisted of the research design, the participants, the measuring battery and 

the statistical analysis. 

1.4.2.1. Research design 

A cross-sectional design with a survey as the data collection technique was used to achieve the 

research objectives. Cross-sectional designs are used to examine groups of subjects in various 

stages of development simultaneously, while a survey is a data-collection technique in which 

questionnaires are used to gather data about an identified population (Bums & Grove, 1993). 

Information collected is used to describe the population at that point in time. This design can also 



be used to assess interrelationships among variables within a population. According to 

Shaughnessy and Zechmeister (1997), this design is best suited to addressing the descriptive and 

predictive functions associated with the correlational design, whereby relationships between 

variables are examined. 

1.4.2.2 Participants 

The participants could be defined as an availability sample of employees working in different 

sectors in the insurance industry. A total population of 370 employees were targeted in different 

call cenhes. Only 176 responses were obtained of which 166 responses (94%) could be utilised. 

The study population consisted mainly of male (57,60%), English-speaking (52.70%) employees 

between the ages of 20 and 29 (68,695). The majority of the sample had a grade 12 (Std. 10) 

(62,40%) qualification, and were working as Broker Sales Consultants (27,9%). 

1.4.2.3 Measuring battery 

Four questionnaires were administered in this study, namely the Job Demands and Resources 

Scale (JDRS) developed for the purpose of this study, the Oldenburg Burnout Inventory (OLBI) 

(Demerouti, Bakker, Vardakou, & Kantas, 2003), the Utrecht Work Engagement Scale (UWES) 

(Schaufeli, et al., 2003) and the Work-Related Flow Scale (WOLF) (Bakker, 2001). 

A biographical questionnaire was developed to gather information about the demographical 

characteristics of the participants. Information gathered included age, gender, race, home 

language, education, marital status and years employed in current position. 

The Job Demands and Resources Scale (JDRS) was developed for the purpose of this study to 

measure the unique job demands and job resources of employees in a call centre. Various 

demands and resources in call cenhes were identified through the use of focus groups. Based on 

the results, a unique job demands and resources scale was compiled. The items were measured on 

a four-point scale, ranging from 1 (never) to 4 (always). The internal consistency and construct 

validity of the scale were determined. 

The Oldenburg Burnout Inventory (Demerouti, et al., 2003) was used to measure burnout, The 

OLBI consists of 15 items that produce two scores: Exhaustion (Ex) (eight items; e.g. "There are 

days when 1 feel tired before I arrive at work") and Disengagement (DE) (eight items; e.g. "I can 



tolerate the pressure of my work very well"). The OLBI features questions designed to assess 

cognitive and physical components of exhaustion, and it reflects a conceptualisation of burnout 

that is not restricted to human service professions, but that can be applied to any occupational 

group (Demerouti, et al., 2001). Halbesleben and Demerouti (2005) reported that the internal 

consistency of the OLBI was acceptable, with all the Cronbach's Alpha coefficients being 0,70 

and more. In a South African study done by Le Roux (2006) it was found that two factors could 

be extracted. These two factors were labelled Engagement and Disengagement. All the positive 

items and negative items clustered together and loaded on the two factors respectively. These 

factors showed internal consistency with Cronbach Alpha coefficients of 0,71 (engagement) and 

0.82 (disengagement) (Le Roux, 2006). 

The Utrecht Work Engagement Scale (UWES) (Schaufeli, et al., 2003) was used to measure the 

levels of work engagement of the participants. The UWES includes three dimensions, namely 

vigour, dedication and absorption, which is conceptually seen as the opposite of burnout and is 

scored on a seven-point frequency-rating scale, varying from 0 ("never") to 6 ("every day"). The 

questionnaire consists of 17 questions and includes questions such as "1 am bursting with energy 

every day in my work"; "Time flies when I am at work" and "My job inspires me". The alpha 

coefficients for the thee subscales varied between 0,80 and 0,91. The alpha coeflicient could be 

improved (a varies between 0,78 and 0.89 for the three subscales) by eliminating a few items 

without substantially decreasing the scales' internal consistency. S tom and Rothmann (2003) 

obtained the following alpha coefficients for the UWES in a sample of 2 396 members of the 

South African Police Service: Vigour: 0,78; Dedication: 0.89; Absorption: 0,78. Coetzer (2004) 

obtained the following alpha coefficients in a sample of employees in an insurance company: 

Vigour (0,80); Dedication (0,87), and Absorption (0,69). 

The Work-Related Flow Scale (WOLF) (Bakker, 2001) was used to assess flow at work. The 

WOLF includes 13 items measuring absorption (4 items), work enjoyment (4 items), and intrinsic 

work motivation (6 items). Examples are: "When I am working, I forget everything else around 

me" (absorption), "When I am working very intensely, 1 feel happy" (work enjoyment), and "I 

get my motivation from the work itself, and not from the rewards for it" (intrinsic work 

motivation). The participants were asked to indicate how often they had each of the experiences 

during the preceding week (0 = never, 6 = every day). Bakker (in press) found the following 

reliability results: Absorption (0.80); Work enjoyment (0,90); and Intrinsic Work Motivation 

(0,75). In a South African study among employees in the mining industry, LE Roux (2005) found 



the following Cronbach alphas: Absorption (0.59). Work Enjoyment (034). and Intrinsic Work 

Motivation (0.71). 

1.4.2.4 Statistical analysis 

The statistical analysis was carried out with the help of the SPSS programme (SPSS Inc., 2003) 

and the AMOS programme (Arbuckle, 2003). Descriptive statistics (e.g. means, standard 

deviations, skewness and kurtosis) were used to analyse the data. Cronbach alpha coefficients 

were used to assess the internal consistency, homogeneity and unidimensionality of the 

measuring instruments (Clark & Watson, 1995). Coefficient alpha contains important information 

regarding the proportion of variance of the items of a scale in terms of the total variance 

explained by the particular scale. 

Pearson product-moment correlation coefticients were used to specify the relationship klween 

the variables. In terms of statistical significance, it was decided to set the value at a 95% 

confidence interval level @ _< 0,05). Effect sizes (Steyn, 1999) were used to decide on the 

practical significance of the findings. A cut-off point of 0,30 (medium effect, Cohen, 1998) was 

set for the practical significance of correlation coefficients. 

Covariance analysis or structural equation modelling (SEM) methods, as implemented by AMOS 

(Arbuckle, 2003), was used to construct and test a smctural model of work wellness. 

Hypothesiscd relationships were tested for empirically for goodness-of-fit with the sample date. 

Thex2 statistic and several other goodness-of-fit indices summarise the degree of correspondence 

between the implied and observed covariance matrices. However, kcause the x2 statistic equals 

(N-I)F,, this value tends to be substantial when the model does not hold and the sample size is 

larger (Byme, 2001). Researchers addressed the x2 limitation by developing goodness-of-fit 

indices that take a more pragmatic approach to the evaluation process. 

A value < 2 for,y2 1 degrees of freedom ration (CMINIdf) (Wheaton, MuthCn, Alwin, & Summers, 

1977) indicates acceptable fit (Tabachnick & Fidell, 2001). The hypothesised relationships with 

the data will also be tested using the following goodness-of-fit statistics: Adjusted Goodness-of- 

Fit Index (AGFI), Parsimony Goodness-of-Fit Index (PGFI), Normed Fit Index (NFI), 

Comparative Fit Index (CFI), Tucker Lewis Index (TLI), and Root Mean Square Error of 

Approximation (RMSEA). 



A stepwise multiple regression analysis was conducted to determine the percentage of the 

variance in the dependent variables that is predicted by the independent variables. The effect size 

(which indicates practical significance) in the case of multiple regressions is given by the 

following formula (Steyn, 1999): 

A cut-off point of 0,35 (large effect, Steyn, 1999) was set for the practical significance. 

1.5 RESEARCH PROCEDURE 

The measuring battery was compiled. A letter requesting and motivating the research was 

included. Ethical aspects regarding the research were discussed with the participants. The test 

battery was administered in groups at the different call centres on suitable dates. 

1.6 DIVISION OF CHAPTERS 

The chapters will be presented as follows in this mini-dissertation: 

Chapter I : Introduction 

Chapter 2: Research article 

Chapter 3: Conclusions, limitations and recommendations 

1.7 CHAPTER SUMMARY 

Chapter 1 focused on the problem statement, objectives and research method employed in this 

study. This was followed by a division of the chapters that follow. 

Chapter 2 will focus on the empirical study. 
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CHAPTER 2 

RESEARCH ARTICLE 



THE RELATIONSHIP BETWEEN JOB CHARACTERISTICS, WORK WELLNESS 

AND WORK-RELATED FLOW OF CALL CEhTRE AGENTS IN AN INSURANCE 

COMPANY* 

ABSTRACT 

The objective of tlus research was to investigate the relationship between job characteristics, work wellness and work- 

related flow of call centre agents in an insurance company. A cross-sectional survey design with an availability 

sample (N = 176) was used. A self-constructed instrument (JDRS) was used to measure the unique job demands and 

job resources of call centre agents in the insurance industry. The Oldenburg Burnout Inventory was used to measure 

Burnout, the Utrecht Work Engagement Scale to measure Work Engagement, and the Work-Related Flow Scale to 

measure Work-Related Flow. Burnouf work engagement and work-related flow were all found to be constructs of 

work wellness. The results showed that job demands (specifically working conditions and job security) significantly 

predicted burnout. No significant predictions were found of job resources on work engagement and work-related flow. 

OPSOMMING 

Die doel van hierdie shldie was om die verhouding tussen werkeienskappe, werkwelstand en werkvenvanle vloei van 

telefoniesehulpsentrum-agente in 'n versekeringsfirma te bepaal. 'n Dwarsdeunnee-opname ontwerp met 'n 

beskikbaarheidsteekproef (N = 176) is gebruik. 'n Selfsaamgestelde vraelys (JDRS) 1s gebmik om die unieke werkeise 

en werkhulpbronne van telefoniesehulpsentrum-agente in die venekeringsbedryf te meet. Die Oldenburg- 

uitbrandingsvraelys is gebmik om Uitbranding te meet, die Utrecht Werkbegeesteringskaal om Werkbegeestering te 

meet, en die Werkvenvante Vloei-skaal om Werkvelwante vloei te meet. Uitbranding, werkbegeestering en 

werkvenvante vloei is alles konsuukte van werkwelstand. Die resultate he1 getoon dat werkeise (spesifiek 

werktoestande en werksekuriteit) 'n betekenisvolle voorspeller van uitbranding is. Geen betekenisvolle voorspeller is 

verkry ten opsigte van werkhulpbronne op werkbegeestering en werkvenvante vloei nie. 



A new competitive market landscape is taking shape (Hitt, Keats, & DeMarie, 1998). 

Organisations face increasing pressures to achieve higher levels of performance within this fast- 

paced and competitive market (Cartwright, 2002). On top of this, the traditional bureaucratic and 

hierarchical models of work organisation have been referred to as being too inflexible to deliver 

goods and/or services at the high level of speed and quality required by today's dynamic market 

(Cartwright, 2002). 

This new competitive landscape has been proven to be driven by technological revolution and 

globalisation. Due to the tempo of innovation, this landscape is moving towards 

hypercompetition (rapidly escalating competition and strategic maneuvering), with an extreme 

emphasis on price, quality and customer satisfaction. Furthermore, research has indicated an 

increasing focus on innovation (in both technology and new products/services) (Hitt, et al., 1998). 

To emphasise the impact of this changing landscape, an increasing number of studies criticise the 

traditional strategies for prospering within the industrial markets which mainly focus on (a) 

ascertaining business customers' product and/or service requirements, (b) producing high-quality 

products and/or services to meet those requirements, (c) and marketing those products and/or 

services at competitive prices (Parasuraman, 1998). The reason for this is that ongoing changes 

within the business environment - most notably escalating competition, increasing glabalisation, 

and more demanding customers (Hitt, et al., 1998) - are making it difficult to compete effectively 

on the basis of traditional marketing-mix variables alone (Parasuraman, 1998). 

In order for organisations to navigate effectively within this competitive and dynamic landscape, 

it has become vital to shift from their traditional marketing strategies to strategies that place a 

greater emphasis on relationship marketing (Parasuraman, 1998). This reality perhaps forms the 

essence behind the increasing attention that relationship marketing has been receiving from both 

practitioners and researchers. The focus is now shifting from merely selling to customers to 

serving them effectively (e.g. high service quality, process quality) (Parasuraman, 1998). 

Early writings (Gronroos, 1982; Lehtinen & Lehtinen, 1982; Lewis & Booms, 1983; Sasser, 

Olsen, & Wyckoff. 1978) have suggested that service quality stems from a comparison of what 

customers feel a seller should offer (i.e. their expectations) with the seller's actual service 

performance. A broad-based exploratory study conducted by Parasuraman, Zeithaml, and Berry, 

(1985) reinforced the notion that service quality is a function of the expectations-performance 

gap. Based on this study, Parasuraman, et al. (1985) defined service quality as the degree and 



direction of discrepancy 'between customers' service perceptions and expectations. Thus it 

becomes evident that customers evaluate service on the basis of not only the expected outcome 

but also the process associated with it. For this reason, it is acknowledged that success-driven 

organisations - navigating within this dynamic landscape - need to have a customer-oriented 

business culture (Athanassopoulous, 2000; DeshpnadB, Farley, & Webster, 1993; Houston 1986; 

Parasurarnan, 1987; Shapiro, 1988; Webster, 1988). 

According to Jaworski and Kohli (1 993), the increased attention towards customer orientation is 

due to the explicit assumption that customer-oriented organisations outperform competitors by 

being in a position to anticipate the developing needs of customers, responding with goods andlor 

services so that greater satisfaction is consistently attributed. Thus, it is implied that a customer 

orientation is the basis for organisation learning that results in greater customer satisfaction 

(Sinkula, Baker, & Noordewier, 1997; Slater & Narver, 1995). 

It is evident that within the current service-oriented economy, customers are considered to be of 

prominent importance. Zapf, Isic, Bechtoldt, and Blau (2003) have stated that there can be no 

prospering without customers. For this reason, Moriset (2004) felt compelled to define the 

modem-day customer for the purpose of streamlining the efforts of organisations towards greater 

customer satisfaction and overall competitiveness. Moriset (2004) established that customers no 

longer accept delays, hazards and uncertainty. They want to monitor as closely and as quickly as 

possible ordering, shipping, delivery, banking operations, insurance claims, etc. As it becomes 

round-the-clock, multimedia and ubiquitous, digital communication seems to have materialised 

the modem "e-topia" (Mitchell 2000). The technological era in which modem-day organisations 

therefore function, where they make every aspect of service more efficient and customer friendly, 

has cultivated a need within organisations to invent new ways of service (Zapf, et al., 2003). 

Call centres are one way in which organisations are trying to improve their customer service (Els 

& De Villiers, 2003). If you have dialled directory enquires, carried out a banking transaction or 

made a purchase via your phone, it is likely that you have been in contact with a call centre. Call 

centres are seen as tools for organising communication with customers through 

telecommunication (Henn, Kruse, & Strawe, 1996). They are places where a managed group of 

people are physically working in a computer-automated environment (Call Centre News Service, 

1999). Call centre work has become progressively computerised over the last few decades 

(Norman, 2005) due to the increasing need for organisations to function at an optimal level within 

the current dynamic landscape (Dundu, 200412005), For this reason, call centres use a wide range 



of information and communication technologies to maximise efficiency, and the technology that 

plays a key role within the centre is the Automatic Call Distributor (ACD) computer (Norman, 

2005). This computer directs the calls to the next available and logged-in call centre agent (CCA). 

The computer also tracks how long it takes until the customer is connected, the duration of the 

call and the time that the CCA is not working actively with calls or is disconnected because he or 

she has left the workstation. The automatic processing and distribution of incoming telephone 

calls to the agents (who receive the calls through their headsets and seldom need to dial telephone 

numbers themselves) eliminates the need for a central telephone operator. Increasingly, ACD 

systems are connected to a range of databases using Computer Telephony Integration (CTI), 

which allows customer records to be transmitted to an agent's computer screen along with the call 

(Els & De Villiers, 2003). 

Call centres are used by organisations in a wide range of contexts; therefore there are various 

types of call centres (Taylor & Bain, 2001), each functioning within its field of expertise. Two 

prominent variations of call centres are inbound and outbound call centres. Inbound call centres 

handle calls coming into the organisation (Els & De Villiers, 2003). Examples of activities with 

incoming calls are customer services, giving information, taking orders and providing helpdesk 

functions (Norman, 2005). OuCburud c d  tees focus on outgoing telemarketing, seeing as 

CCAs make calls to customers (Els & De Villiers, 2003). Typical services with outgoing calls are 

advertising campaigns, market research and telephone sales (Norman, 2005). For the purpose of 

this paper, the focus was placed on call centres executing a combination of these two methods of 

interaction. For further clarification regarding the functioning of call centres, it is important to 

make the distinction between internal and external call centres. /%tend caV tees are 

departments or separate companies within a larger company, usually with another main core 

business (Norman, 2005). The term extendca7cenrZL.is usually associated with an independent 

company that uses telecommunications technology to handle everything from advice, e.g. 

computer and mobile telephone support, to ticket booking and telemarketing (Norman, 2005). For 

the purpose of this paper, the focus was on internal call centres. 

Telephone call centres are one of the fastest-growing segments of the service sector (Kinne, 

Hutchinson, & Purcell, 2000). The growth in call centres is attributable to the benefits that they 

offer organisations (Holman, 2002). Call centres can improve service and retain customers, 

increase saleslrevenue and reduce costs andlor improve efficiency (Mahesh & Kasturi, 2006). For 

this reason, organisations are placing an increasing emphasis on the role of call centres regarding 

the competitiveness of the company, and as a result place increased pressure on call centre agents. 



The rationale for call centres is that they provide high levels of customer satisfaction and 

convenience in the most cost-effective manner. They provide the opportunity to allow 

relationships to be built and managed, making the customer feel valued and at the same time 

reinforce brand messages on a one-to-one basis (White, 1998). The quality of the interaction 

between the customer and the organisation - when the only contact is via telephone - becomes 

critical, seeing that it is often the only criterion by which the product - and perhaps the whole 

organisation - is judged (Norman, 2005). It has been argued by Schneider and Bowen (1993) that 

customers' overall impression of service quality is influenced by the way, style and manner in 

which the particular service is delivered. Consequently, this service interaction provides a means 

to obtaining a competitive advantage as well as attracting and retaining customers. Products, 

technology and price are vulnerable to emulation by competitors. Thus many companies choose 

to differentiate themselves by something they assume is less easy to copy, namely the quality of 

customer service (Rosenthal, Hill, & Peccei, 1997). 

It becomes evident that, in theory, a call centre is just an of ice equipped with telephones and 

computer systems, which hold no significance without the people that operate those phones and 

computers (Read, 2005). This all comes down to the CCA and the demands that these high 

expectations make on him or her. For this reason, research criticises call centres based on the 

coercive employment systems adopted in the industry (Kinnie, Hutchinson, & Purcell, 2000). 

Call length is measured in seconds with an array of overt and covert performance surveillance 

measures that are in place to ensure that employees conform to standard operating procedures 

(Kinnie, et al., 2000). These characteristics have led to call centres being accused of Taylorism 

(Arkin, 1997), whereby the control model drawn from mass production has been employed 

(MacDonald & Sirianni, 1996; Schlesinger & Heskett, 1991). Call centres are regarded as high- 

pressure work environments (Knights & McCabe, 1998; McKinlay & Taylor, 1997). This 

statement is supported by research indicating an annual turnover rate of 12,5 percent in internal 

call centres (Bulloc, 1999). 

Stressors present within these typical call centres are minimal selection criteria, low wages, 

rudimentary training, few opportunities for involvement or advancement, and very low levels of 

job or task discretion (Batt, 2002). Most CCAs operate around the clock or have extended 

operational hours (Norman, 2005). The work of the CCA is often tightly scripted, repetitive, 

mentally and physically demanding and stressful (Kinnie, et al., 2000). For further clarification 

regarding the strain of call centre agents, research indicates that CCAs spend 90% of their 

working time on the telephone and in front of a computer (Ferreira, Conceicao, & Da Saldiva, 



1997). In extreme cases, a phone call could range from 15 to 20 seconds, which means that one 

CCA could handle 1 000 calls or more during a working day (Westin, 1992). Furthermore, CCAs 

are required to be stress-resistant, empathetic, able to work in a team, and success-oriented. He or 

she should also have fast reactions and a wide vocabulary, and the ability to handle a huge 

amount of information, different types of customers, and emotional demands (Kopf, 1998; 

Wiencke & Koke, 1997). Emotional demands refer to the demands made on CCAs to execute 

either surface acting or deep acting so as to comply with the organisation's strict structure and 

scripted dialogue in an attempt to improve customer relationships (Hochschild, 1983). Sdme 

orhginvolves displaying the required emotions, but there is little attempt to feel those emotions. 

For example, an employee may 'smile down the phone'. 

Analyses showed that CCAs faked emotions more often (surface acting) when they felt less 

positive (Holman, 2003). Deep acting involves trying to feel and display the required emotions 

by, for example, re-appraising the situation so that its emotional impact is lessened (Totterdell & 

Holman, 2003). This relates to emotional dissonance, which occurs when there is a discrepancy 

between what the employee expresses and what he or she truly feels (Totterdell & Holman, 

2003). Emotional dissonance has been consistently associated with negative consequences for 

employees, such as emotional exhaustion (Zapf, Vogt, Seifert, Mertini, & Isic, 1999). There 

could be a risk of conflict between these demands and it is the CCA who must choose between 

serving a customer well and keeping the duration of the call minimal. Critical psychosocial risk 

factors are high psychological demands (emotional and cognitive demands and time pressure), 

little opportunity to influence the work and limited social support (Cooper, Dewe, & O'Driscoll, 

2001; Cox, Griffiths, & Rial-Gonzalez, 2000, Karasek & Theorell, 1990; Theorell, 1996). 

The mentioned stressors are closely related to the job characteristics (i.e. job demands and job 

resources) as identified by Hackman and Oldham (1975). A central proposition of the Job 

Demands-Resources (JD-R) model is that, although every occupation may have its own specific 

job characteristics, it is still possible to model these characteristics in two broad categories, 

namely job demands and job resources (Bakker, Demerouti, De Boer, & Schaufeli, 2003). 

Job demands and job resources 

Job demands refer to those physical, psychosocial or organisational aspects of the job that require 

sustained physical and or mental effort, and that are associated with certain physiological andlor 

psychological costs (Bakker & Geurts, 2004). Within the call centre industry, typical job 



demands include working long hours, strain because of shift work and inter-role conflict (Cooper, 

et al., 2001; Cox, et al., 2000; Karasek & Theorell, 1990; Theorell, 1996). Job resources on the 

other hand refer to those physical, psychosocial or organisational aspects of the job that may be 

functional in meeting job demands and may thus reduce the associated physiological and or 

psychological costs, at the same time stimulating personal growth and development (Bakker & 

Geurts, 2004). These resources can be located in the task itself (e.g. autonomy, skill variety), as 

well as in the context (e.g. organisational resources such as career opportunities, job insecurity) 

and social resources (e.g. supervisor support). However, according to Cooper, et al. (2001), Cox. 

et al. (2000), Karasek and Theorell (1990), and Theorell (1996), call centre agents experience a 

severe lack of resources such as emotional support, social support and salary problems. 

In addition, the Job Demands-Resources model proposes that the wellbeing of a person is the 

result of two relatively independent processes (Bakker, et al., 2003). During the first process, 

particularly the demanding aspects of work lead to constant overtaxing and in the long term to 

health problems such as hurnout and fatigue. In the second process, the availability of job 

resources may help employees to cope with the demanding aspects of their work. Simultaneously, 

it may stimulate them to learn from and grow in their jobs. This may lead to motivation, feelings 

of accomplishment, organisational commitment and work engagement (Bakker & Geurts, 2004). 

However, lacking job resources is likely to cause failure and frustration, which are role players in 

the occurrence of hurnout (Demerouti, Bakker, Nachreiner, & Schaufeli, 2000; Leiter, 1993). 

Burnout can thus be viewed i s  consequence of an improper balance between job demands and 

job resources. Thus, it seems that job demands and job resources are role players within the 

accumulation of burnout and its antipode, engagement. 

Burnout 

Based on research by Schaufeli and Enzmann (1998), burnout is defined as a persistent, negative, 

work-related state of mind found in normal individuals. It is primarily characterised by 

exhaustion, which is accompanied by diseess, a sense of reduced effectiveness, decreased 

motivation and the development of dysfunctional attitudes and behaviours at work. Maslach and 

Jackson (1981) developed the Maslach Burnout Inventory (MBI) to measure the dimensions of 

burnout. Developed in the early 1980s. the MBI is based on a three-factor model of burnout and 

includes scales to measure emotional exhaustion, depersonalisation, and personal 

accomplishment. Emotional Exhaustion refers to a lack of energy and a feeling that emotional 

resources are depleted, whereas Depersonalisation refers to the treatment of recipients of services 



in a negative, cynical, detached and emotionally callous manner. Reduced Personal 

Accomplishment refers to negative self-evaluation, the belief that objectives are not reached, as 

well as poor professional self-esteem and beliefs of insufficiency on the part of the service 

provider (Maslach & Goldberg, 1998; Maslach, Schaufeli, & Leiter, 2001). Demerouti, Bakker, 

Vardakou, and Kantas (2003) developed the Oldenburg Burnout Inventory (OLBI). The OLBI 

differs from the MBI as in that it features only two scales, namely exhaustion and disengagement 

(Halbesleben & Demerouti, 2005). The most current version of the OLBI features questions that 

have balanced positive and negative wording (Bakker, Demerouti, & Verbeke, 2004). 

Furthermore, the OLBI features questions designed to assess cognitive and physical components 

of exhaustion - which is consistent with past criticisms put forth regarding the MBI suggestions 

in the burnout literature (Pines, Aronson, & Kafry, 1981; Shim, 1982). 

Research indicate that the OLBI is similar to the Maslach Burnout Inventory - General Survey 

(MBI-GS) (Schaufeli. Leiter, Maslach, & Jackson, 1996) in that both instruments are designed to 

reflect a conceptualisation of burnout that is not restricted to human service professions, with 

questions that apply to any occupational group (Demerouti, Bakker, Nachreiner, & Schaufeli, 

2001). For the purpose of this research, the OLBI was used as burnout measure due fo &s fresh 

approach to burnout. 

Because of the emergence of the positive psychology paradigm, positive aspects of health and 

wellbeing are becoming increasingly popular. One of these pojitive aspects of wellbeing is work 

engagement, which is considered to be the antipode of burnout (Schaufeli & Bakker, 2003). 

Work engagement 

Maslach and Leiter (1997) found that engagement is characterised by energy, involvement, and 

absorption, which are respectively considered to be the direct opposites of the three burnout 

dimensions exhaustion, cynicism, and lack of professional efficacy. Schaufeli, Salanova, 

GonzBlez-Romi, and Bakker (2002) went further and defined work engagement as a positive, 

fulfilling, work-related state of mind that is characterised by vigour, dedication and absorption. 

Vigour is characterised by high levels of energy and mental resilience while working, the 

willingness to invest effort in one's work, and persistence even in the face of difficulties. 

Dedication is characterised by a sense of significance, enthusiasm, inspiration, pride, and 

challenge. Absorption is characterised by being fully concentrated and deeply engrossed in one's 

work, whereby time passes quickly and one has difficulties detaching oneself from work 



(Schaufeli, et al., 2002). Absorption is regarded as playing a less central role in the engagement 

concept (Striimpfer, 2003). For further clarification regarding work-related engagement, research 

has indicated that it is not a momentary and specific state. It is persistent and pervasive affective- 

cognitive state and is not focused on a particular object, event, individual or behaviour (Schaufeli, 

et al., 2002). Eight characteristics of engaged workers have been identified by Schaufeli, Bakker, 

Hoogduin, Schaap, and Kladler (2001) based on conclusions drawn from a qualitative study they 

conducted. They came to the conclusion that burnout and engagement are, in their entirety, 

opposite concepts that need to be measured independently. With this in mind, they found that 

engaged workers take initiative and actively give direction to their lives. They generate their own 

positive feedback as encouragement, are engaged when outside their employment and have 

values and norms that agree with those of their employing organisation. 

Furthermore, they, too, become fatigued. However, it is regarded as a positive fatigue - 'tired but 

satisfied' (Schaufeli, et al., 2001). They, too, have experienced burnout, or could develop it, but 

often get themselves out of it again. They will occasionally want to do something other than 

work. Lastly, they do not suffer from enslavement at work (Striimpfer, 2003). Enslavement refers 

back to the associated flaw of the call centre industry - the fact that it is criticised of exercising 

Taylorism. 

Given the fact that burnout and engagement are indicators of the wellness of employees at work, 

Schaufeli and Bakker (2004) suggest that they could be combined in a model of wellbeing. These 

authors utilise a theoretical analysis and identify two underlying dimensions of work wellness: (a) 

activation, ranging from exhaustion to vigour, and (b) identification, ranging from cynicism to 

dedication. Theoretically speaking, burnout is then characterised by a combination of exhaustion 

(low activation) and mental distance (low identification), whereas engagement is characterised by 

vigour (high activation) and dedication (high identification). Accordingly, vigour and dedication 

are considered direct opposites of exhaustion and mental distance respectively (NaudB & 

Rothmann, 2006). It is argued that engaged employees see themselves as able to deal completely 

with the demands of their job, whereas burned-out employees do not. On top of this, Bakker 

(2004) found that when individuals are able to balance their job demands and job resources, they 

will be more open to positive experiences (such as flow) in the work situation, which may result 

in better performance by that individual. 



Work-related flow 

Work-Related Flow has been defined as a process of optimal experience (Csikszentmihalyi, 1975, 

1988, 1992, 1993, 1997), as the consequences of a situation wherein challenges faced by an 

individual equal his or her skills (Ellis, Voelkl, & Morris, 1994; Ghani & Deshpande, 1994). 

According to Bakker (2004), flow is a state where people are engaged in an activity with high 

involvement, concentration and enjoyment, and where they experience an intrinsic interest and a 

sense of time distortion. 

Within the scope of positive psychology, Seligman and Csikszentmihalyi (2000) distinguished 

between pleasure and enjoyment. Pleasure is regarded as the good feeling that comes from 

satisfying homeostatic needs such as hunger, sex and bodily comfort. Enjoyment, on the other 

hand, refers to the good feelings people experience when they break through the limits of 

homeostasis. Thus referring to accomplishing something that stretches them beyond what they 

previously were (Bryce & Haworth, 2002). Enjoyment, rather than pleasure, has been found to 

lead to personal growth and long-term happiness (Bryce & Haworth, 2002). Further research has 

made it possible to identify three elements of flow. The first element, absorption, refers to total 

concentration and immersion in the activity (Csikszentmihalyi, 1990; Ghani & Deshpande, 1994; 

Ghani, Supnick, & Rooney, 1991; Lutz & Guiry, 1994; Webster, Trevino, & Ryan, 1993). The 

second core element of flow is enjoyment (Csikszentmihalyi, 1990; Ghani, et al., 1991; Trevino 

& Webster; 1992). 

Bakker (2005) includes work enjoyment in his definition of work-related flow and states that 

employees who enjoy their work and feel happy make a very positive judgment about the quality 

of their working life. This enjoyment or happiness is the outcome of cognitive and affective 

evaluations of the flow experience (Diener, 2000). The third and final element, intrinsic 

motivation, refers to the state in which people do what they do 'even at great cost, for the sheer 

sake of doing it' (Csikszentmihalyi, 1990; Ellis, et al., 1994; Trevino & Webster, 1992). 

Enjoyable flow experiences come from a wide range of activities (Demerouti & Bakker, 2004). 

Studies by Csikszentmihalyi and LeFevre (1989). and Haworth and Evans (1995) found that the 

vast majority of flow experiences came when people were at work rather than during leisure time. 

The lower level of flow during leisure time can be explained by the inability to organise one's 

psychic energy during unstructured free time, which may be due to the inability to create 

challenging situations that require skilled performance (Csikszentmihalyi & LeFevre, 1989). 



Several external factors influencing whether an individual will experience flow has been 

identified by Csikszentmihalyi (1999, 2003) as being clear goals, feedback, control, and the fit 

between challenges and skills. For this reason, Csikszentmihalyi (1988) has reported that the 

measure of flow is an important one in organisations. A work environment often provides the 

ideal environment for experiencing flow in that it is usually structured to allow for goals to be set, 

it allows for clear feedback. it encourages concentration, and in most situations links skills and 

challenges (Bryce & Haworth, 2002). The matching of skills and challenges is ever present in the 

field of call centres. The rapid development of technology ensures that new challenges will 

always have to be met with some skills needing to be sharpened and others acquired. The degree 

to which CCAs experience flow will be determined by the perception of challenges and whether 

or not they posses the necessary skills to do the work (Harvan, Visser, & Crous, 2003). 

Specifically, flow tends to occur when a person faces a clear set of goals that require appropriate 

responses (Csikszentmihalyi, 1997). If it is clear to employees how they can place their work 

within the 'whole' of the organisation, or if they experience a clear task identity, they will be 

more likely to experience flow. According to Hackman and Oldham(1975), task identity is having 

an identifiable piece of work. Similar to the organisational psychologists who consider feedback 

or the information about the effectiveness of one's performance as a core job characteristic, 

Csikszentmihalyi (1997) regards immediate feedback as a necessary condition in order to 

experience flow. Feedback may be provided by both supervisors and colleagues, but may also be 

derived from work itself, skills and talents of the employee. 

Finally, Csikszentmihalyi (1997), Hackman and Oldharn (1975) and Fried & Fems, (1987) see 

the sense of control or autonomy as an important element promoting the experience of flow or 

motivation, respectively. Indeed, autonomy or employees' freedom in scheduling their work and 

in determining work methods has repeatedly been found to increase positive affect (Saavedra & 

Kwun, 2000), and motivation (Fried & Ferris, 1987). 

To date, there have been no research efforts in South Africa regarding the possibility of a 

relationship between Job Characteristics, Work Wellness and Work-Related Flow. Therefore, the 

objective of this research was to identify possible mediating or moderating relationships between 

these constructs by focusing on people working within a South African call centre environment. 

Based on the above mentioned realities, the following hypotheses are made. 



HI: There are practical and statistical significant relationships between job demands, job 

resources, burnout, work engagement and work-related flow of call centre employees in the 

insurance industry. 

HZ: Burnout, work engagement and work-related flow are constructs of work wellness 

H3: Job demands will lead to higher levels of burnout. 

&: Job resources will lead to higher levels of work engagement and work-related flow. 

METHOD 

Research design 

A cross-sectional design with a survey as the data collection technique was used to achieve the 

research objectives. Cross-sectional designs are used to examine groups of subjects in various 

stages of development simultaneously, while a survey is a data-collection technique in which 

questionnaires are used to gather data about an identified population (Bums & Grove, 1993). 

lnfomation collected is used to describe the population at that point in time. This design can also 

be used to assess interrelationships among variables within a population. According to 

Shaughnessy and Zechmeister (1997), this design is best suited to addressing the descriptive and 

predictive functions associated with the correlational design, whereby relationships between 

variables are examined. 

Participants 

The participants could be defined as an availability sample of employees working in different 

sectors in the insurance industry. A total population of 370 employees was targeted. A response 

rate of 48% was achieved, of which 166 responses (94%) could be utilised. 

Descriptive information of the sample is given in Table 1. 



Table 1 

Characteristics of the Participants 

Item Category Fqueocy  Percentage 

Gender 

Age 

Language 

Position 

Qualification 

Male 

Female 

2 0 2 9 p  

3 0 3 9 y n  

4 0 - 4 9 p  

50-59yrr  

m i l e  

African 

Coloured 

lndm 

Other 

Afnkaanr 

Engbrh 

Sepedl 

Sesotho 

Seuwana 

siSwau 

isiXhosa 

,s,Zulu 

Xitsonga 

Broker Sales Consulrmt 

Direct Sales Consultant 

Claims Consultant 

Poky Services Consultant 

Retention Consulmt 

Less than grade 10 

Grade IDWd 81 

Grade I1 (Std 9) 

Grade 12 (Std. 10) 

Techrukan Diploma 

Technical College Diploma 



Table I (continued) 

Characteristics of the Participants 

Qualification Less rhan grade 10 

Unlvenity Degree 

Poslgraduaa Degrcc 

W e r  

The study population consisted mainly of male (57,60%), English-speaking (52,7076) employees 

between the ages of 20 and 29 (68.6%). The majority of the sample had a grade 12 (Std. 10) 

(62,40%) qualification, and were working as Broker Sales Consultants (27,9%). 

Measuring battery 

The following measurement instruments were used in the empirical study: 

A biographical questionnaire was developed to gather information about the demographical 

characteristics of the participants. Information gathered included age, gender, race, home 

language, education, marital status and years employed in current position. 

The Job Demands and Resources Scale (JDRS) was developed for the purpose of this study to 

measure the unique job demands and job resources of employees in a call centre. Various 

demands and resources in call centres were identified through the use of focus groups. Based on 

the results, a unique job demands and resources scale was compiled. The items were measured on 

a four-point scale, ranging from 1 (never) to 4 (always). The internal consistency and construct 

validity of the scale were determined. 

The Oldenburg Burnout Inventory (Demerouti, et al., 2003) was used to measure burnout. The 

OLBI consists of 15 items that produce two scores: Exhaustion (Ex) (eight items; e.g. "There are 

days when I feel tired before I arrive at work") and Disengagement (DE) (eight items; e.g. "1 can 

tolerate the pressure of my work very well"). The OLBI features questions designed to assess 

cognitive and physical components of exhaustion, and it reflects a conceptualisation of burnout 

that is not restricted to human service professions, but that can be applied to any occupational 

group (Demerouti, et al., 2001). Halbesleben and Demerouti (2005) reported that the internal 



consistency of the OLBI was acceptable, with all the Cronbach's Alpha coefficients being 0,70 

and more. In a South African study done by Le Roux (2006) it was found that two factors could 

be extracted. These two factors were labelled Engagement and Disengagement. All the positive 

items and negative items clustered together and loaded on the two factors respectively. These 

factors showed internal consistency with Cronbach Alpha coefficients of 0,71 (engagement) and 

0,82 (disengagement) (Le Roux, 2006). 

The Utrecht Work Engagement Scale (UWES) (Schaufeli, et al., 2002) was used to measure the 

levels of work engagement of the participants. The UWES includes three dimensions, namely 

vigour, dedication and absorption, which is conceptually seen as the opposite of burnout and is 

scored on a seven-point frequency-rating scale, varying from 0 ("never") to 6 ("every day"). The 

questionnaire consists of 17 questions and includes questions such as "I am bursting with energy 

every day in my work"; "Time flies when I am at work" and "My job inspires me". The alpha 

coefficients for the three subscales varied between 0.80 and 0.91. The alpha coefficient could be 

improved (varies between 0,78 and 0,89 for the three subscales) by eliminating a few items 

without substantially decreasing the scales internal consistency. Storm and Rothmann (2003) 

obtained the following alpha coefficients for the UWES in a sample of 2 396 members of the 

South African Police Service: Vigour: 0,78; Dedication: 0,89; Absorption: 0,78. Coetzer (2004) 

obtained the following alpha coefficients in a sample of employees in an insurance company: 

Vigour (0.80); Dedication (0,87), and Absorption (0.69). 

The Work-Related Flow Scale (WOLF) (Bakker, 2001) was used to assess flow at work. The 

WOLF includes 13 items measuring absorption (4 items), work enjoyment (4 items), and intrinsic 

work motivation (6 items). Examples are: "When I am working, I forget everything else around 

me" (absorption), "When I am working very intensely, I feel happy" (work enjoyment), and "I 

get my motivation from the work itself, and not from the rewards for it" (intrinsic work 

motivation). The participants were asked to indicate how often they had each of the experiences 

during the preceding week (0 = never, 6 = every day). Bakker (in press) found the following 

reliability results: Absorption (0,80); Work enjoyment (0,90); and Intrinsic Work Motivation 

(0,75). In a South African study among employees in the mining industry, Le Roux (2005) found 

the following Cronbach alphas: Absorption (059). Work Enjoyment (0,84), and Intrinsic Work 

Motivation (0,7 1). 



Statistical analysis 

The statistical analysis was canied out with the help of the SPSS program (SPSS Inc., 2003) and 

the AMOS program (Arbuckle, 2003). Descriptive statistics (e.g. means, standard deviations, 

skewness and kurtosis) were used to analyse the data. Cronbach alpha coefficients were used to 

assess the internal consistency, homogeneity and unidimensionality of the measuring instruments 

(Clark & Watson, 1995). Coefficient alpha contains important information regarding the 

proportion of variance of the items of a scale in terms of the total variance explained by the 

particular scale. 

Pearson product-moment correlation coefficients were used to specify the relationship between 

the variables. In terms of statistical significance, it was decided to set the value at a 95% 

confidence interval level (p  < 0,05). Effect sizes (Steyn, 1999) were used to decide on the 

practical significance of the findings. A cut-off point of 0,30 (medium effect, Cohen, 1988) was 

set for the practical significance of correlation coefficients. 

Covariance analysis or structural equation modelling (SEM) methods, as implemented by AMOS 

(Arbuckle, 2003), was used to construct and test a structural model of work wellness. 

Hypothesised relationships were tested for empirically for goodness-of-fit with the sample date. 

Thex2 statistic and several other goodness-of-fit indices summarise the degree of correspondence 

between the implied and observed covariance matrices. However, because the ~2 statistic equals 

(N-I)F,,. this value tends to be substantial when the model does not hold and the sample size is 

larger (Byrne, 2001). Researchers addressed the x2 limitation by developing goodness-of-fit 

indices that take a more pragmatic approach to the evaluation process. 

A value < 2 forx2 1 degrees of freedom ration (CMINIdf) (Wheaton, Muthen, Alwin, & Summers, 

1977) indicates acceptable fit (Tabachnick & Fidell, 2001). The hypothesised relationships with 

the data were tested using the following goodness-of-fit statistics: Adjusted Goodness-of-Fit 

Index (AGFI), Parsimony Goodness-of-Fit Index (PGFI), Normed Fit Index (NFl), Comparative 

Fit Index (CFI), Tucker Lewis Index (TLI), and Root Mean Square Error of Approximation 

(RMSEA). 

A stepwise multiple regression analysis was conducted to determine the percentage of the 

variance in the dependent variables that is predicted by the independent variables. The effect size 



(which indicates practical significance) in the case of multiple regressions, is given by the 

following formula (Steyn, 1999): 

A cut-off point of O,35 (large effect, Steyn, 1999) was set for the practical significance. 

RESULTS 

A simple principle component analysis was conducted on the 77 items of the JDRS on the total 

sample of call centre representative in the insurance industry. Analysis of the eigenvalues (larger 

that 1) and the scree plot indicated that ten factors could be extracted, explaining 5233% of the 

total variance. Principle axis factoring analysis followed, using a direct oblimin rotation to carry 

out factor analysis. 

The results of the factor analysis on the JDRS are shown in Table 2. Loading of variables on 

factors, communalities and percentage of variance are shown. Variables are ordered and grouped 

by size of loading to facilitate interpretation. Labels for each factor are suggested in a footnote. 

Table 2 

Factor Loadings, Communulities (h2), and Percentage Variance for Principal Factors Extraction 

and Direct Oblimin Rotation on the JDRS I t e m  

ltcm F, F2 F, F, Fr Fs F, Fa FI F,v h' 
3C. Do you know exactly what your direct supeMs~r M s  0.76 0 , ~  0.00 @,w 0.00 O.W 0.W 0,W 0.00 0.00 0.64 
of your performance? 

38. In your work, do you fwi appreciated by your 0.72 O,W 0 , ~  O,W 0.00 O,W 0.00 O,W O.W O,W 0.61 
supervisor 1 manager? 
31. Cw you count on your supeMsor when you come across 0,71 0.00 O,W 0.00 0.W 0.00 0.W O,W 0.00 O.W 0.62 
dcfficulties in your work? 
3E. Do you receive sufficient mfa-tion on h e  rend@ of 0.70 0.00 O,W 0 , ~  0 , ~  0.00 O,W 0.00 O,W 0.00 0.63 
"our work? 
31. Are you and your colleagues treated fairly? 0.55 0.W 0,W 0.W 0.00 O,W 0,W 0.00 0.W 0.00 0.58 

3A. Do you get on weU wtth your supervisor I manager? 0.54 0.W 0.00 0,W O,W 0.00 0.00 0,W 0.00 0.00 0.48 

3 0 .  Do you have autonomy to do your work as you prefer" 0.52 O,W 0.00 0.00 0.00 0,W 0.W 0.00 O,W 0.00 0.50 



Table 2 (continued) 

Factor Loadings, Communalities (h2), and Percentage Variance for Principal Factors Extraction 

and Direct Oblimin Rotation on the JDRS Items 

Item Fl F2 F3 F4 F5 F6 FI F8 F9 F10 h' 

21. h e  you a r k 4  lo do an excessive amount of work? 0.00 0.68 0.00 0.00 

2G. Do you have la,  much work to do? 

2K. Do you haw to meet targets that seem impossibld 
unrealistic? 
2H. Do you have work leh when you leave work? 

2E. Are your tasks often intempted before they can be 
completed? 
11. Are there enough staffAabour to do the wark? 

2A. Do you have to work under time pressure? 

3K. Are F u r  workperfmmance aRected by 'red-tape'? 

2C. Do you have enough time lo get Ulc job done? 

7A Are m;~cIc~~ll3hlr. r.\:nh 18, y U I  * o r *  cnUr. nnrlkl 
affr.mg ) t u  w r k  ~ C T ~ C ~ I ~ ~ T C  
5H 11.1 !uu hank ).u .xlrc pad  cn~ush  1 i r  ths work 11111 ).u 
do7 

5A.  Do you Uunk your organisation pays good salaries? 

5D. Can you live comfortably on your pay? 

5C. Does your job offer you the possibibly lo progress 
financially? 
5E. Do you W your organisation provides good benefits? 

9P. Does your job gwe you the oppormnity to be promoted" 

91. Can you declde for yourself how to cany out your work? 

9M. Can you determine the contenl of your work younell? 

9J. Do you have m y  mtluence over decisions about when a 
piece of wark nur t  be compleled? 
9K. Can you decide far yourself how much time you would 
Wre lo spend on a c e h n  m k ?  
9N. Do you have influence in the p l e g  of your work 
activities? 
9L. Do you solve problem Ulat arise in your work yoursell? 

6A. Do you have to work socially undesirable houn? 

9H. Do you have freedom in carqing out your work 
activities? 
6B. Do you have to work irregular h a m ?  

- 
2 8  Do you have to work very hard' 

2F. Is your job hectic? 

7M. Do you have astressful working environment 

2D. Does your job require long pe t id s  of intense 
concentrstion on the task? 
9C. Ln your work, do you repeatedly have to do the same 
lhing? 
8F. Do you receive suppon from other people or places than 
the organisation ( i e  mde union)? 
IB. Is msletial (ie. quipmenq available when you need it? 

l A  h vou have adwuae resources (le. 



Table 2 (continued) 

Factor Loadings, Communalities (h2), and Percentage Variance for Principal Factors Extraction 

and Direct Oblimin Rotation on the JDRS Items 

Item F1 F2 F3 F4 F5 F6 F7 F8 F9 F10 h' 

ID. Are maferialr issued on time? 0.00 0.00 0.00 0.00 0.00 0.68 0.00 0.00 0.00 0.00 0.52 

IC. Do you have the right resources (i.e. 0.00 0,W 0,00 0,W 0,W 0.62 0.00 0,W 0,00 0.00 0.56 
materidyuipmenfnabovr) available to complete your daily 
tasks? 
1E. Do you have access to resources (i.e. 0,W 0.00 0.00 0.00 0.00 0.6? 0.00 0.00 0.00 0.00 0.52 
materidlquipmenfnabour) when you need it? 
IF. Is the completion of your daily tasks dependant on the 0.00 0.00 0.00 0.00 0.00 0.30 0.00 0.00 0.00 0.00 0.29 
availab~lity of resources (i.e materiaVequipmenfnabour)? 
48. Do you need to be more secure that you will keep Your 0.w 0.00 0.00 0.00 0.00 0 . ~ 1  -0.92 0.00 0.W 0.00 0.83 
current job in the next year? 
4A.Daywneedtobemonsecurethat~ou%llsti11be 0 , ~  0.00 0.00 0.00 0.00 0.W 0.82 0.00 0.00 0.00 0.66 
working in one year's time? 
4C. Do you need to be more secure rhat you will keep h e  o , ~  O,W O,W 0.M 0,W 0.00 -0.79 0.00 0.00 0.00 0.65 
same function level as currently? 
9F. Daes your jab give you the feeling that you can whew 0 , ~  0.00 0.00 0.00 0,M 0.00 0.00 0.63 0.00 0.00 0.75 
sonlelhj"g'? 
9G. Doer your joh offer you the possibility of independent 0 , ~  0.00 0.m 0.00 0.00 0.00 0.00 -0.45 0.00 0,W 0.58 
rhoughl and action? 
9E. Does your lab offer you oppomuniUes for pemonal O,W 0.00 0.00 0.00 0.00 0,00 0.00 -0,45 0,W 0.00 0.56 
growth and deveiopnwtt? 
98. Does Your work make sufficient demands on d l  your 0.00 0.00 o,m o , ~  0.00 0.00 0.00 -0.31 0.00 0.00 0.26 
skills and capacities? 
7L. Do you work in unsafe conditions? 0.00 0.00 0.00 0.00 0,W 0.00 0.00 0,W 0.69 0.00 0.53 

7K. Do you work in dangernus conditions? 0.00 O,W 0.00 0.00 0.00 0.00 0,W 0,00 -0.55 0.00 0.34 

7D. Do you have to deal with crisis siluations? 0.00 0.00 0.00 0.00 0,W 0,00 0,W 0.00 0.50 0.00 0,34 

7E. Do you have to ma*e critical, o n ~ d i e ~ s p a  d=istons? 0.00 0,W 0.00 0.00 0,W 0.00 0,W 0.00 -0.43 0.00 0.30 

7 G  Do you experience language and commuNcauon o 0.00 o , ~  o , ~  O,W 0.00 0.00 O,W -0.43 0.00 0.30 
baniem with co-workers? 
78. Are you exposed to heallh risks in your work 0.00 O.W 0 , ~ )  0,00 0.00 0.00 0.00 O,W -0.41 0.00 0.27 
environment (i.e. HIVIAIDS, tuberculosis, pues. PIC.)? 
7C. Are here security risks posed in the area where Your job 0 . 0  0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.38 0.00 0.18 
is Located? 
8A. Can you count on your co-worken when you come 0.m 0.00 0.00 0.00 0.00 0.00 O,W 0.00 0.00 0.78 0.65 
across difficulties in your work? 
88. If necessary, can you ask your co-workerr for help? 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0,00 0.73 0.66 

8C. Do your co-workers help you to gel the job done? 0.03 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0,73 0.63 

8D. Do you receive sufficient ~ h n i c a l  suppon to complete 0.00 0.00 O,W 0.00 0.00 0.00 0.W 0.00 0.00 0.51 0,52 
your t a sk?  
8 ~ .  Do you receive die tight rechnical suppon to complete O,W 0.00 O,W 0.00 O.W 0.00 0.00 0.00 0.00 0.41 0.54 
your lmk? 
Percentage of variance 15,24 7.47 5.56 4.75 413 4.02 3.41 ?,94 2.80 2.51 

Fi Supenmion Fi Pressure F1 Pay and Benefits Fa Task Freedom Fs Work Load Fa Resource Availability F7 Job Security FsOpponunity for Growth 
F~Warking Con4itians FlaSuppon 

Ten internally consistent factors were extracted, explaining 52.83% of the total variance. Five of 

the 77 variables did not load on any of the factors. 

The first factor labelled Supervision has items loading on it that relate to supervision in the work 

environment. It involved mainly the receiving of sufficient information regarding work results, 

purpose of work and work performance, clear expectations from superiors, and relationship with 

immediate supervisor. The second factor was labelled Pressure, and included aspects such as 

adequate staff numbers to execute the work, working under time pressure, adequate time 



allocated to getting the job done, the amount of work to be done, and having to meet targets that 

seem impossible or unrealistic. Pay and Benefits as the third factor included perceptions of pay, 

the ability to progress financially, opportunity to be promoted, and the benefits provided by the 

organisation. The fourth factor was labelled Task Freedom, and included factors such as having 

to work socially undesirable and irregular hours, the freedom to carry out work activities, the 

freedom to decide how to carry out work, influence over decisions about when a piece of work 

must be completed, freedom to decide how much time to allocate to a certain task, responsibility 

for problem solving in work, determining the content of work, and influence in the planning of 

work activities. 

The items that loaded on the fifth factor - labelled Workload - included aspects such as the 

requirement to work very hard, occurrence of long periods of intense concentration on the task, 

how hectic the job is, the need to adhere to certain standards and regulations (i.e. legal aspects, 

code of conduct, statutory regulations, etc.), and whether the working environment is stressful. 

The sixth factor was labelled Resources Availability. The items that loaded on this factor included 

aspects such as the availability of adequate resources, material (i.e. equipment) availability when 

needed, the availability of the right resources (i.e. material/equipment/labour) to complete daily 

tasks, material issued on time, and whether work performance is affected by 'red tape'. The 

seventh factor was Job Security and reflected participants' indication that they would still be 

working in one year's time and would keep the current level of functioning; and that they need to 

be more secure in keeping their current job in the next year. 

The items that loaded on the eighth factor - labelled Opportunity for Growth - included aspects 

such as sufficient demands on all skills and capacities, opportunities available for personal 

growth and development, feeling able to achieve something, and being provided with the 

possibility of independent thought and action. Working Conditions as the ninth factor included 

iactors that affected the working conditions, such as uncontrollable events in the working 

environment, health and security risks, crisis and conflict situations, communication baniers with 

co-workers, dangerous, and unsafe working conditions. Finally, the tenth factor was labelled 

Support. The items that loaded on this factor included aspects such as relying on colleagues when 

facing difficulties at work, asking colleagues for help, receiving adequate and sufficient technical 

support to complete tasks, and getting on well with colleagues. 

A second-order factor analysis was performed on the ten factors of the JDRS. Two factors were 

extracted, explaining 46,85% of the total variance. These two factors were labelled Job Resources 



(consisting of Supervision, Opportunity for Growth, Task Freedom, Pay and Benefits, Resource 

Availability, and Support) and Job Demands (consisting of Pressure, Working Conditions, 

Workload, and Job Security). 

A simple principle component analysis was conducted on the 16 items of the OLBI on the total 

sample of call centre. representatives in the insurance industry. Analyses of the eigenvalues 

(larger than I)  and the scree plot indicated that two factors could be extracted, explaining 42.38% 

of the total variance. Principle axis factoring analysis followed, using a direct oblimin rotation to 

carry out factor analysis. The two factors were labelled Mental Distance and Exhaustion. 

A simple principle component analysis was conducted on the 17 items of the UWES on the total 

sample of call centre. representatives in the insurance industry. Analysis of the eigenvalues (larger 

than 1) and the scree plot indicated that one factor could be extracted, explaining 58,11% of the 

total variance. This factor was labelled Work Engagement. A simple principle component 

analysis was conducted on the 14 items of the WOLF on the total sample of call centre 

representatives in the insurance industry. Analysis of the eigenvalues (larger than 1) and the scree 

plot indicated that two factors could be extracted, explaining 63.92% of the total variance. These 

factors were labelled Absorption and Flow (consisting of Work Enjoyment and Intrinsic Work 

Motivation). 

The descriptive statistics, a l ~  :a coefficients and inter-item correlation of the measuring 

instruments, namely the JDRS, OLBI, UWES and the WOLF, are given in Table 3. 

Table 3 

Descriptive Statistics and Alpha Coeficients of the JDRS, OLBI, UWES and the WOLF 

JDRS 

Resource Availability 18,Yl 3,34 -0.22 -0.69 0.79 

Pressure 23.10 4,98 0.34 4 2 8  0.73 

Work Load 20.38 3.55 4.24 4 .16  0.52 

Supervision 28.73 7.1 1 4 . 3 3  -037 0.91 

lob security 8.m 2.91 0 .10  -1.17 0.88 

Pay and Benrfirs 13.63 4.80 0.32 0 .64  0.87 

Task Freedom 29.41 5.74 0.09 4 .05  0.68 

Working Conditions 10.82 3.25 1 .11  1.57 0.68 

Suppon 14,18 3.45 -408 -0.50 0.84 

Oppommity for GrawUl 10,43 2.83 0.11 0.41 0.77 



Table 3 (continued) 

Descriptive Statistics and Alpha Coeficienrs of the JDRS OLBI, UWES and the WOLF 

Item M e n  SD Skewnew Kurtosis a 

OLBI 

M e n d  Distance 21,69 4.39 -0.07 0.59 0,78 

Exhaustion 14.10 3.32 0.44 0.03 0.70 

UWFS 

Work Engagement 46.81 13.84 4 8 8  0,27 0.93 

WOLF 

Absorption 16.10 6.65 4.18 1.08 0.88 

Row 36.51 13.50 -0.01 -0.99 0.92 

Table 3 indicates that acceptable Cronbach alpha coefficients varying from 0.70 to 0,91 were 

obtained, except for Work Load (0,52). These alpha coefficients compare reasonably well with 

the guideline of 0.70 (0,55 in basic research), demonshating that a large portion of the variance is 

explained by the dimensions (internal consistency of the dimensions) (Nunnally & Bemstein, 

1994). It is evident from Table 3 that most of the scales of the measuring instruments have 

relatively normal distributions. - 

The product-moment correlation coefficients between job demands, job resources, burnout, work 

engagement and work-related flow are given in Table 4. 



Table 4 

Product-Moment Correlation Coejjicients between the JDRS, OLBI, UWES, and WOLF 

Item I 2 3 4 5 6 7 8 9 10 11 12 13 14 

I .  Work Engagement 

2. Absorption 

3. Flow 

4. Mental Distance 

5. Exhaustion 

6.  Resource Availability 

7. Pressure 

8. Work Load 

9. Supervision 

10. Job Security 

11. Pay and Benefits 

12. Worlung Conditions 

13. suppon 

14. Opponunity for Growth 

15. Task Freedom 0.08 0.27' 0,29' -0.01 0,12 0,56'+' 0,12 0.38'~ 0.10 0.11 0,69'" 

p 5 0.05 - ~taustically significant 

+ r > 0.30 -practically significant (medium effect) 

++ r > 0.50 practically significant (large effecO 



Table 4 shows statistically significant positive correlations (practically significant, large effect) 

between Work Engagement, Absorption, Flow, Pay and Benefits, and Opportunity for Growth. 

Work engagement shows a statistically positive correlation (practically significant, medium 

effect) with Supervision and Task Freedom. Absorption shows a statistically significant positive 

correlation (practically significant, large effect) with Flow and statistically significant positive 

correlations (practically significant, medium effect) with Supervision, Pay and Benefits, 

Opportunity for Growth, and Task Freedom. Flow shows statistically significant positive 

correlations (practically significant, large effect) with Pay and Benefits, and Opportunity for 

Growth and statistically significant correlations (practically significant, medium effect) with 

Supervision and Task Freedom. 

Pressure shows statistically significant positive correlations (practically significant, medium 

effect) with Workload, and Working Conditions. Supervision shows statistically significant 

positive correlations (practically significant, large effect) with Opportunity for Growth, and Task 

Freedom, and statistically significant positive correlations (practically significant, medium effect) 

with Pay and Benefits, and Support. Pay and Benefits shows statistically significant positive 

correlations (practically significant, medium effect) with Opportunity for Growth, and Task 

Freedom. Opportunity for Growth shows a statistically significant positive correlation (practically 

significant, large effect) with Task Freedom. Based on the above, hypothesis 1 is only partially 

accepted. 

Next, a model based on the results of the product-moment correlations as well as consensus of 

findings based on a review of the literature on work engagement, burnout (i.e. exhaustion and 

mental distance) and work-related flow (i.e. absorption and flow), with specific bearing on call 

centre agents in the insurance industry, was tested with SEM analysis in order to determine 

whether work wellness comprises work engagement, burnout (i.e. exhaustion and mental 

distance) and work-related flow (i.e. absorption and flow). First, a second-order factor analysis 

was performed on the two factors of the OLBI, the one factor of the UWES, and the two factors 

of the WOLF. Two factors were extracted, explaining 75.52% of the total variance. These two 

factors were labelled Burnout (consisting of Mental Distance and Exhaustion) and Positive 

Wellbeing (consisting of Work Engagement, Absorption and Flow). 

Table 5 



Goodness-of-fit statistics for the srructural model of work wellness 

Model X' x2 /dl GFI AGFI PGFI TLI CFI RMSEA 

Model 1 12,43 2.49 0.97 0,92 0,32 0.96 0,98 0,lO 

Model 2 2,06 0,51 1,m 0.98 0.27 1,02 1 ,m 0,m 

A model was tested (Model I ) ,  consisting of burnout and wellbeing. Results indicated that the 

model did not fit the data adequately (Table 5), with RMSEA higher than the recommended 0,06. 

Further modification of the model was thus required. Inspection of the modification indices (MI) 

revealed that the fit between the model and the data could be further improved if one error pair of 

burnout was allowed to correlate. 

This means that the fit of the proposed model could be improved it the measurement errors 

between Exhaustion and Mental Distance (MI = 10,05) were allowed to correlate. The revised 

model - including covariation - shows a good fit (Model 2). It is therefore evident that work 

wellness of call centre agents in an insurance industry comprises Burnout (i.e. Exhaustion and 

Mental Distance) and Wellbeing (LC. Work Engagement, Absorption and Flow). Hypothesis 2 

was therefore accepted. 

The results of a multiple regression analysis with Burnout as dependent variable and Job 

Demands and Job Resources as independent variables are reported in Table 6. 

Table 6 

Multiple Regression Analyses with Burnout as Dependent Variable 

Madel Unstmdardised Standardised t P F R R' & 
Coeflicienu Coefficienw 

B SE Beta 

Depradent Variable: Meotsl DirOoee 

1 (Constant) 25,14 2.32 11,OU 0.00 2.59. 0.25 0.06 0.06 

Pressure -0,03 0.07 -0.04 -0.42 0.67 

Work Load 0.05 0.10 0.04 0,49 0.62 

Job Secunty 4.19 0.12 -0 .n  -I ,63 0.11 

Workng -0.26 0.11 -0.19 -2.33 O m  

Conditions 

2 (Conslant) 23.71 3 3  6.63 0.00 1.61 0.31 0.10 0.03 

Pressure -0,03 0.08 0.03 4 3 3  0.74 

Work Laad 0.01 0.10 0.01 0.08 0.94 

Table 6 (continued) 



Multiple Regression Analyses with Burnout as Dependent Variable 

Model Unstandardised Standardired I P F R R' AR' 

Coeffificiena Coefficlena 

Dependent Variable: M e n d  Distance 

Job Security 4.20 0.12 

Working -0.28 0.1 1 

Conditions 

Resource -0.11 0.11 

Availability 

Supervision -0.01 0.01 

Pay and Benefils -0.02 W8 

Suppon 0,17 O,II 

Oppomnity for 0.10 0.18 

Growth 

Task Freedom 0.08 0.09 

Dependent Variable: Erhsustion 

I (Constant) 12.93 1.71 

Pressure -0.02 0.05 

Work Load 0.12 0.07 

Job Security 4.28 0.09 

Working 0.22 0.08 

Conditions 

2 (Comwnt) 4.71 2.46 

Pressure 0.03 0.05 

Work Load 0.09 0.01 

Jab Swunty -0.31 0.08 

Working 0.23 0,08 

Conthtiom 

Resource 0.05 0,08 

Availability 

Supemision 0.03 0.05 

Pay and Benefiu 0.04 0.06 

Suppon 0.20 0.08 

Oppomnity for -0.24 0.12 

Gmwth 

Task Freedom 0.19 0.06 

Table 6 shows that 6% of the variance in Mental Distance is predicted by Job Demands (F = 2,59, 

p<0,05). Pressure, Workload and Job Security did not make a significant contribution to the 

variance explained. Adding Working Conditions to the prediction statistically significantly 

increased the R'. Working Conditions is the only significant predictor of Mental Distance. Table 

5 also showed that 11 % of the variance explained in Exhaustion is predicted by Job Demands (F 

= 5,14, p<0,05). Neither Pressure nor Workload made a significant contribution to the variance 

explained. Adding the Job Security and Working Conditions variables to the prediction 



statistically significantly increased the R'. Job Security and Working Conditions are the only 

significant predictors of Exhaustion. Hypothesis 3 is only partially accepted as only certain job 

demands significantly predicted Burnout. 

The results of a multiple regression analysis with Work Engagement and Work-Related Flow as 

dependent variable and Job Resources and Job Demands as independent variables are reported in 

Table 7. 

Table 7 

Multiple Regression Analyses with Work Engagement and Work-related Flow as Dependent 

Variable 

Model Unstandardised Standardised t P F R p A,? 

Coefficients Coefficients 

Depeodent Variable: Work Engagement 

I (Constant) 

Resource 

Availabibty 

Supervision 

Pay and Benefirr 

Swpon 
Oppomnity for 

Growh 

Tark Freedom 

2 (Constant) 

Resource 

Availability 

Supervision 

Pay and Benefits 

Support 

Oppomnily far 

Growth 

Task Freedom 

Pressure 

Work Load 

Job Security 

Working 

Condiuons 

Dependent Variable: Absorption 

1 (Consmt) 1.84 3,44 

Resourre 0.18 0.15 

Availlability 

Supervision 0.14 0.09 

Table 7 (continued) 
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Multiple Regression Analyses with Work Engagement and Work-related Flow as Dependent 

Variable 

Model Unstandadised Standardised I P F R R' & 
Coefficienu Cacfticienu 

Pay and Benefits 

Suppon 

oppomruty for 

Growth 

Task Freedom 

2 (Constant) 

Resource 

Availabilily 

Supervision 

Pay and Benefits 

Suppon 

OppomCty for 

Gmwh 

Tark Freedom 

Pressure 

Work b a d  

Job Swu"ly 

Working 

Conditions 

U bt Beta 

Dependent Variable: Row 

I (Constant) 

Resource 

Availability 

Supervision 

Pay and Benefiu 

Suppon 

O p p a ~ n i t y  for 

Gmwh 

Task Freedom 

2 (Constant) 

Resource 

Aveilability 

Supervision 

Pay and Benefiu 

Suppon 

Oppomruty for 

Growth 

Task Freedom 

Pressure 

Table 7 (continued) 



Multiple Regression Analyses with Work Engagement and Work-related Flow as Dependent 

Variable 

Model Unsfanddsed Standardised t P F R R Ah- 

C~cKlcienu Coetficienw 

B SE Beta 

Dependent Vn&ble: Elow 

Work Load -0.34 0.25 4% 1.35 0.18 

Job Secutify 0.29 0.29 0.N 1.01 0,31 

Working 0.68 0.28 0.16 2.41 0.02 

Conditions 

*p<o ,o1  

Table 7 shows that 42% of the variance explained in Work Engagement is predicted by Job 

Resources ( F  = 19,40). This prediction was not statistically significant. 22% of the variance 

explained in Absorption is predicted by Job Resources (F = 7,25). This prediction was also not 

significant. Table 7 shows that 38% percent of the variance explained in Flow is predicted by Job 

Resources (F = 16,23). Again, this prediction was not statistically significant. Hypothesis 4 is 
- 

therefore rejected. 

DISCUSSION 

The objective of this study was to determine the relationship between job demands, job resources, 

burnout, work engagement and work-related flow. First, a simple factor analysis was conducted 

on the JDRS, identifying a ten-factor structure, explaining 52.83% of the variance. These factors 

were labelled Resource Availability, Pressure, Workload, Supervision, Job Security, Pay and 

Benefits, Task Freedom, Working Conditions, Support, and Opportunity for Growth. 

A second-order factor analysis was then performed on the ten factors of the JDRS. Two factors 

were extracted, explaining 46,85% of the total variance. These two factors were labelled Job 

Resources (consisting of Supervision, Opportunity for Growth, Task Freedom, Pay and Benefits, 

Resource Availability, and Support) and Job Demands (consisting of Pressure, Working 

Conditions, Workload, and Job Security). 

Acceptable Cronbach alpha coeficients varying from 0,70 to 0.91 were obtained, except for 

Workload (0,52). These alpha coefficients compared reasonably well with the guideline of 0,70 

(035 in basic research), demonstrating that a large portion of the variance was explained by the 



dimensions (internal consistency of the dimensions) (Nunnally & Bernstein, 1994). Most of the 

scales of the measuring instruments had relatively normal distributions, with the exception of 

Working Conditions. 

Pearson product-moment correlations showed that Work Engagement correlated positively with 

Absorption and Flow, implying that higher levels of work engagement may result in the 

probability of experiencing Work-Related Flow. Work Engagement also showed positive 

correlations with Pay and Benefits, Opportunity for Growth, Supervision, and Task Freedom. 

This implies that the availability of certain job resources may lead to higher levels of work 

engagement. Absorption showed positive correlations with Flow, Supervision, Pay and Benefits, 

Opportunity for Growth, and Task Freedom. This also implies that the availability of certain job 

characteristics may result in a higher probability that Work-Related Flow may be experienced. 

Although Csikszentmihalyi (1990) and Bakker (in press) found that job demands such as work 

pressure had a positive relationship with absorption, no correlation could be found in this study. 

Bakker (in press) also found that Opportunities for Growth were positively related to each of the 

three flow dimensions. Le Roux (2005) found, in a sample of employees working in the mining 

industry, that Opportunity for Growth was only correlated to Work Enjoyment. However, in this 

study, Opportunity for Growth was only positively related to Absorption. 

Pressure showed positive correlations with Workload and Working Conditions, indicating that the 

increase in Pressure is associated with the increase in Workload and Working Conditions. 

Supervision showed positive correlations with Opportunity for Growth, Task Freedom, Pay and 

Benefits, and Support. Pay and Benefits showed positive correlations with Opportunity for 

Growth, and Task Freedom. Opportunity for Growth showed a positive correlation with Task 

Freedom. 

A second-order factor analysis, using principle axis factoring, was conducted on the constructs of 

burnout (i.e. exhaustion and mental distance), work engagement and work-related flow (i.e. 

absorption and flow). Two factors were extracted, explaining 75,52% of the total variance. The 

one factor was named Burnout (consisting of Mental Distance and Exhaustion) and Positive 

Wellbeing (consisting of Work Engagement, Absorption and Flow). A model was tested 

consisting of burnout and wellbeing. Results indicated that the model did not fit the data 

adequately and that further modification of the model was thus required. Inspection of the 

modification indices (MI) revealed that the fit between the model and the data could be further 

improved if errors of the burnout factors were allowed to correlate. The revised model - 



including covariation - showed a good fit. It is therefore evident that work wellness of call centre 

agents in an insurance industry comprises Burnout (i.e. Exhaustion and Mental Distance) and 

Wellbeing (i.e. Work Engagement, Absorption and Flow). 

Multiple regression analysis showed that 6% of the variance in Mental Distance was predicted by 

Job Demands, with Working Conditions being the only significant predictor. Within Exhaustion 

11% of the variance explained was predicted by Job Demands, with Job Security and Working 

Conditions being the only significant predictors. No statistically significant predictions were 

obtained for Work Engagement and Work-Related Flow (i.e. Absorption and Flow). 

RECOMMENDATIONS 

Call centres are one way in which organisations are trying to improve their customer service (Els 

& De Villiers, 2003). The growth in call centres is attributable to the benefits that they offer 

organisations (Holman, 2002). Call centres can improve service and retain customers, increase 

saleslrevenue and reduce costslimprove efficiency (Mahesh & Kasturi, 2006). For this reason, 

organisations are placing an increasing emphasis on the role of call centres regarding the 

competitiveness of the company, and as a result place increased pressure on call centre agents. 

As a result, i t  is important to assist the call centre industry in ensuring sustainability, through 

critically examining the job characteristics (i.e. job demands and job resources), burnout 

symptoms (i.e. fatigue, forgetfulness, and low inbinsic motivation), work engagement 

characteristics (i.e. vigour, dedication, and absorption) and work-related flow characteristics (i.e. 

absorption, intrinsic motivation, and enjoyment) in the environment. Research conducted by 

Demerouti, et al. (2000), show that job demands and job resources are role players within the 

accumulation of burnout and engagement. Bakker (2004) found that when individuals are able to 

balance their job demands and job resources they will be more open to positive experiences (such 

as flow) in the work situation, which may result in better performance by that individual. 

Work wellness was found to comprise burnout, work engagement and work-related flow. It is 

therefore recommended that organisations, and specifically call centres, look at all three these 

constructs when managing the work wellness of their employees. More research should also be 

done on the positive impact of work-related flow in the industry and the relationship thereof with 

job demands, job resources, burnout, and work engagement. Although previous research (Bakker 

& Geurts, 2004; Le Roux, 2005) found that job resources seem to be a significant predictor of 



Work Engagement and Work-Related Flow, this result could not be confirmed in this study. 

Further research is therefore necessary to determine the impact, or lack thereof, of job resources 

and job demands on work engagement and work-related flow, specifically within a bigger sample 

of call centre agents. The possibility also exists that the identified job resources and job demands 

may have been biased and not have reflected the experience of all call centre agents. It is 

therefore recommended that a further analysis be done on the unique job resources and job 

demands of call centres. 

Limitations of this study include the use of a cross-sectional survey design. Longitudinal research 

may have provided more valid results. The response of the call centre agents was also very poor 

due to the hectic, demanding and competitive nature of their working environment. It was felt that 

their work performance suffers when they are absent from their work stations, seeing that they 

work on commission basis. As a result, only 176 surveys were retrieved. 

The results were also solely obtained by self-report measures. This may lead to a problem known 

as "method variance" or "nuisance" (Dollard & Winefield, 1998). The questionnaire was 

available only in English. The possibility exists that respondents' level of English language skills 

(with English as a second, third or even fourth language) could have influenced the results. 

Although the JDRS was developed for the purpose of this study, it is possible that certain 

information was not included in the compilation of the instrument. It may therefore be necessary 

to investigate the factor structure of the JDRS in other organisations in the insurance industry. 

The OLBI presented difficulty during the statistical analysis of the responses obtained from the 

call centre agents. For this reason, it may be necessary to make use of alternative instruments to 

measure burnout (such as the MBI-GS), but also to determine whether the items within the OLBI 

are stated in a South African vocabulary. 

Similar studies need to be undertaken for other samples from the call centre industry. Future 

longitudinal research should be conducted to identify the causal nature of - and determine the 

relationship between - variables, and to ascertain which variables could enhance work-related 

flow. The inclusion of personality dimensions in future research is recommended to establish the 

effects of personality differences on work-related flow experienced in call centre environments. 

Larger sample sizes will also allow for testing of construct equivalence and item bias in 

multicultural samples. 
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CHAPTER 3 

CONCLUSIONS, LIMITATIONS AND RECOMMENDATIONS 

The purpose of this chapter is to provide conclusions regarding the results obtained in the 

empirical studies of the research article. Conclusions are drawn with regard to the research 

objectives. Furthermore, limitations that have been identified throughout the course of the study 

are discussed. Finally, recommendations for the organisation are made and research opportunities 

that emanate from this research are presented for future research. 

3.1 CONCLUSIONS 

The general objective of this research was to determine the relationship between Job 

Characteristics (i.e. job demands and job resources), Work Wellness (i.e. burnout and work 

engagement) and Work-Related Flow of call centre agents within Insurance Call Centres in South 

Africa. The following conclusions can be drawn: 

The first objective of the study was to conceptualise job characteristics (i.e. job demands and job 

resources), work wellness (i.e. burnout and work engagement) and work-related flow from the 

literature. Job demands were conceptualised as the characteristics of the job that require sustained 

physical andlor mental effort, aLjd that are therefore associated with certain physiological andlor 

psychological costs (Bakker & Geurts, 2004). Job resources were conceptualised as the physical, 

psychosocial, or organisational aspects of the job that may be functional in meeting job demands, 

and that may thus reduce the associated physiological and or psychological costs, at the same 

time stimulating personal growth and development (Bakker & Geurts, 2004). 

Burnout was defined as a persistent, negative, work-related state of mind found in normal 

individuals (Schaufeli & Enzmann, 1998). It is primarily characterised by three dimensions, 

namely emotional exhaustion, depersonalisation, and personal accomplishment. Emotional 

Exhaustion refers to a lack of energy and a feeling that emotional resources are depleted, whereas 

Depersonalisation refers to the treatment of recipients of services in a negative, cynical, detached 

and emotionally callous manner. Reduced Personal Accomplishment refers to negative self- 

evaluation, the belief that objectives are not reached, as well as poor professional self-esteem and 

beliefs of insufficiency on the part of the service provider (Maslach & Goldberg, 1998; Maslach, 

Schaufeli, & Leiter, 2001). 



Schaufeli, Salanova, Gonzilez-Rod, and Bakker (2002) define work engagement as a positive, 

fulfilling, work-related state of mind that is characterised by vigour, dedication and absorption. 

Vigour is characterised by high levels of energy and mental resilience while working, the 

willingness to invest effort in one's work, and persistence even in the face of difficulties. 

Dedication is characterised by a sense of significance, enthusiasm, inspiration, pride, and 

challenge. Absorption is characterised by being fully concentrated and deeply engrossed in one's 

work, whereby time passes quickly and one has difficulties with detaching oneself from work 

(Schaufeli, et al., 2002). Absorption is regarded as playing a less central role in the engagement 

concept (Sbiimpfer, 2003). Research has indicated that it is not a momentary and specific state. It 

is a persistent and pervasive affective-cognitive state and is not focused on a particular object, 

event, individual or behaviour (Schaufeli, et al., 2002). 

Work-Related Flow has been defined as a process of optimal experience (Csikszentmihalyi, 1975, 

1988, 1992, 1993, 1997). as the consequence of a situation wherein challenges faced by an 

individual equal his or her skills (Ellis, Voelkl, & Morris, 1994; Ghani & Deshpande, 1994). 

Research has made it possible to identify three elements of flow. The first element, absorption, 

refers to total concentration and immersion in the activity (Csikszentmihalyi, 1990;--Ghani & 

Deshpande, 1994; Ghani, Supnick, & Rooney, 1991; Lutz & Guiry, 1994; Webster, Trevino, & 

Ryan, 1993). The second core element of flow is enjoyment (Csikszentmihalyi, 1990; Ghani, et 

al., 1991; Trevino & Webster, 1992). The third and final element, intrinsic motivation, refers to 

the state in which people do what they do 'even at great cost, for the sheer sake of doing it' 

(Csikszentmihalyi, 1990; Ellis, et al., 1994; Trevino & Webster, 1992). Studies by 

Csikszentmihalyi and LeFevre (19891, and Haworth and Evans (1995) found that the vast 

majority of flow experiences came when people were at work rather than during leisure time. The 

lower level of flow during leisure time can be explained by the inability to organise one's psychic 

energy during unstructured free time, which may be due to the inability to create challenging 

situations that require skilled performance (Csikszentmihalyi & LeFevre, 1989). 

The second objective of this study was to determine the relationship between job characteristics 

(i.e. job demands and job resources), work wellness (i.e. burnout and work engagement) and 

work-related flow according to the literature. The Job Demands-Resources model proposes that 

the wellbeing of a person is the result of two relatively independent processes (Bakker, 

Demerouti, De Boer, & Schaufeli, 2003). During the first process, particularly the demanding 

aspects of work load to constant overtaxing and health problems such as burnout and fatigue. In 

the second process, the availability of job resources may help employees to cope with the 



demanding aspects of their work. Simultaneously, it may stimulate them to learn from and grow 

in their jobs. This may lead to motivation, feelings of accomplishment, organisational 

commitment and work engagement (Bakker & Geurts, 2004). However, lacking job resources is 

likely to cause failure and frustration, which are role players in the occurrence of burnout 

(Demerouti, Bakker, Nachreiner, & Schaufeli, 2000; Leiter, 1993). Burnout can thus be viewed as 

a consequence of an improper balance between job demands and job resources. Thus, it seems 

that job demands and job resources are role players within the accumulation of burnout and 

engagement. Because of the emergence of the positive psychology paradigm, positive aspects of 

health and wellbeing are becoming increasingly popular. One of these positive aspects of 

wellbeing is work engagement, which is considered to be the antipode of burnout (Schaufeli & 

Bakker, 2003). 

Given the fact that burnout and engagement are indicators of the wellness of employees at work, 

Schaufeli and Bakker (2004) suggest that they could be combined in a model of wellbeing. It is 

argued that engaged employees see themselves as able to deal completely with the demands of 

their job, whereas burned-out employees do not. On top of this, Bakker (2004) found that when 

individuals are able to balance their job demands and job resources, they will be more open to 

positive experiences (such as flow) in the work situation, which may result in better performance 

by that individual. Bakker's (2005) study among music teachers, related organisational resources 

to work-related flow. 

The third objective of this study was to determine the construct validity and internal consistency 

of the different measuring instruments of job characteristics ( i t .  job demands and job resources), 

work wellness (i.e. burnout and work engagement) and work-related flow in a sample of call 

centre agents. The factor structures of the measuring instruments were determined via principle 

axis factoring. A direct oblimen rotation was used when there was more than one factor and when 

the factors were found to be correlated. Ten factors could be extracted on the JDRS, explaining 

52,838 of the total variance. These factors were labelled Resource Availability, Pressure, 

Workload, Supervision, Job Security, Pay and Benefits, Task Freedom, Working Conditions, 

Support and Opportunity for Growth. Two factors could be extracted on the OLBI, explaining 

37,738 of the total variance. These factors were labeled Mental Distance and Exhaustion. One 

factor could be extracted on the UWES, explaining 58,11% of the total variance. This factor was 

labeled Work Engagement. Two factors could be extracted on the WOLF, explaining 66,75% of 

the total variance. These factors were labeled Absorption and Row. 



Acceptable Cronbach alpha coefficients varying from 0.70 to 0,91 were obtained, except for 

Workload (0,52). These alpha coefficients compared reasonably well with the guideline of 0,70 

(0.55 in basic research), demonstrating that a large portion of the variance was explained by the 

dimensions (internal consistency of the dimensions) (Nunnally & Bernstein, 1994). Most of the 

scales of the measuring instruments had relatively normal distributions, with the exception of 

Working Conditions. 

The fourth objective of the study was to determine the relationship between job characteristics 

(i.e. job demands and job resources), work wellness (i.e. burnout and work engagement) and 

work-related flow in a sample of call centre representatives. Pearson product-moment correlation 

showed that Work Engagement correlated positively with Absorption and Flow, implying that 

higher levels of work engagement may result in the probability of experiencing Work-Related 

Flow. Work Engagement also showed positive correlations with Pay and Benefits, Opportunity 

for Growth, Supervision, and Task Freedom. This implies that the availability of certain job 

resources may lead to higher levels of work engagement. Absorption showed positive correlations 

with Flow, Supervision, Pay and Benefits, Opportunity for Growth, and Task Freedom. This also 

implies that the availability of certain job characteristics may result in a higher probability that 

Work-Related Flow may be experienced. Although Csikszentmihalyi (1990) and Bakker (in 

press) found that job demands such as work pressure had a positive relationship with absorption, 

no correlation could be found in this study. Bakker (in press) also found that Opportunities for 

Growth were positively related to each of the three flow dimensions. Lx Roux (2005) found in a 

sample of employees working in the mining industry, that Opportunity for Growth was only 

correlated to Work Enjoyment. However, in this study, Opportunity for Growth was only 

positively related to Absorption. 

Pressure showed positive correlations with Workload and Working Conditions, indicating that the 

increase in Pressure is associated with the increase in Workload and Working Conditions. 

Supervision showed positive correlations with Opportunity for Growth, Task Freedom, Pay and 

Benefits, and Support. This implies that an increase in terms of Pressure is associated with an 

increase in Opportunity for Growth, Task Freedom, Pay and Benefits, and Support. Pay and 

Benefits showed positive correlations with Opportunity for Growth, and Task Freedom. 

Opportunity for Growth showed a positive correlation with Task Freedom. This implies that the 

experience of Task Freedom increases in correlations to an increase in the Opportunity for 

Growth. 



The fifth objective of this study was to determine the unique job demands and job resources 

experienced in a sample of call centre representatives. For this purpose the Job Demands and 

Resources Scale (JDRS) was developed. Various demands and resources in call centres were 

identified through the use of focus groups. Based on the results, a unique job demands and 

resources scale was compiled. In this study, a simple factor analysis was conducted on the JDRS, 

identifying a ten-factor structure, explaining 5233% of the variance. These factors were labelled 

Resource Availability, Pressure, Workload, Supervision, Job Security. Pay and Benefits, Task 

Freedom, Working Conditions, Support and Opportunity for Growth. 

A second-order factor analysis was then performed on these ten factors. Two factors were 

extracted, explaining 46.85% of the total variance. These two factors were labelled Job Resources 

(consisting of Supervision, Opportunity for Growth, Task Freedom, Pay and Benefits. Resource 

Availability, and Support) and Job Demands (consisting of Pressure, Working Conditions, 

Workload, and Job Security). 

3.2 LIMITATIONS 

The first limitation of this study was the use of a cross-sectional survey design. To deal with the 

limitation of the use of a cross-sectional design, prospective longitudinal and quasi-experimental 

research designs are needed to further validate the hypothesised causal relationships within the 

study. 

The second limitation was the size of the sample. The response of the call centre agents was very 

poor due to the hectic, demanding and competitive nature of their working environment. It was 

felt that their work performance suffers when they are absent from their work stations, seeing that 

they work on commission basis. Only 176 of the 370 surveys were retrieved. 

The results were obtained solely by self-report measures. This may lead to a problem known as 

"method variance" or "nuisance". However, several authors argue that this phenomenon is not a 

major threat if interactions are found (Dollard & Winefield, 1998). Another limitation was that 

the questionnaire booklets were given to the managers of the various call centres who then had to 

give the instructions to the call centre agents that participated. The participants completed the 

questionnaire booklets either at home or at work. Some individuals working in the same area 

could have discussed the answers, and this could have influenced their responses. 



The questionnaire was available only in English. The possibility exists that respondents' level of 

English language skills (with English as a second, third or even fourth language) could have 

influenced the results. Another limitation was that only selected job demands and job resources 

were included in this study. It is possible that certain information was not included in the 

compilation of the instrument. It may therefore be necessary to investigate the factor structure of 

the JDRS in other organisations in the insurance industry. On top of this, the OLBI presented 

difficulty during the statistical analysis of the responses obtained from the call centre agents. For 

this reason, i t  may be necessary to make use of an alternative instrument to measure burnout - 

such as the MBI-GS. 

3.3 RECOMMENDATIONS 

Recommendations for the management of the organisation and for future research are made in 

this section. 

3.3.1 Recommendations for the organisation 

Customer service was initially an unheard of profession, with the overall focus being on 

production and manufacturing processes (Els & De Villiers, 2003). Since then, quality customer 

service has become a critical and competitive factor and the fulcrum of businesses worldwide for 

satisfying the growing need to improve responsiveness and deliver high quality service (Els & De 

Villiers, 2003). Call centres are one way in which organisations are trying to improve their 

customer service (Els & De Villiers, 2003). Due to the various advantages organisations obtain 

through the effective functioning of their call centres, increasing pressure is placed on call centre 

agents to maintain high levels of performance. For this reason, call centres are labelled as a 

working environment associated with high levels of stress and Taylorism. In the modem world of 

business no prospering seems possible without customers (Zapf, Isic, Bechtoldt, & Blau, 2003), 

but in theory a call centre is just an office equipped with telephones and computer systems, which 

hold no significance without the people that operate those phones and computers (Read, 2005). 

For this reason, it is important to assist the call centre industry in ensuring sustainability, through 

critically examining the job characteristics (i.e. job demands and job resources), burnout 

symptoms (i.e. fatigue, forgetfulness, and low intrinsic motivation), work engagement 

characteristics (i.e. vigour, dedication, and absorption) and work-related flow characteristics (i.e. 

absorption, intrinsic motivation, and enjoyment) in the environment. The objective is to help the 



call centre agents to be engaged and experience a sense of flow in the execution of their work. 

This might result in higher levels of performance, thus adding to the competitiveness of the 

industry. 

Work wellness was found to comprise burnout, work engagement and work-related flow. It is 

therefore recommended that organisations and specifically call centres look at all three these 

constructs when managing the work wellness of their employees. More research should also be 

done on the positive impact of work-related flow in the industry and the relationship thereof with 

job demands, job resources, burnout, and work engagement. Although previous research (Bakker 

& Geurts, 2004; Le Roux, 2005) found that job resources seem to be a significant predictor of 

Work Engagement and Work-Related Flow, this result could not be confirmed in this study. 

Further research is therefore necessary to determine the impact, or lack thereof, of job resources 

and job demands on work engagement and work-related flow, specifically within a bigger sample 

of call cenhe agents. The possibility also exists that the identified job resources and job demands 

may have been biased and not have reflected the experience of all call centre agents. It is 

therefore recommended that a further analysis be done on the unique job resources and job 

demands of call centres. 

3.3.2 Recommendations for future research 

Similar studies need to be undertaken for other samples from the call centre industry. Further 

research into work-related flow is also needed. Future longitudinal research should be conducted 

to identify the causal nature of, and determine the relationship between, variables and to ascertain 

which variables could enhance work-related flow. The inclusion of personality dimensions in 

future research is recommended to establish the effects of personality differences on work-related 

flow experienced in call cenhe environments. Larger sample sizes will also allow for testing of 

construct equivalence and item bias in multicultural samples. Although the JDRS was developed 

for the purpose of this study, it is possible that certain information was not included in the 

compilation of the instrument. It may therefore be necessary to investigate the factor structure of 

the JDRS in other call cenhes. 
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