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ABSTRACT  

Using the Job-Demands Resources (JD-R) model as a theoretical framework, this study proposes 

a model that investigates the influence of the distressed personality type (Type D), job overload 

(i.e. a job demand), and perceived social support (i.e. a job resource) on the work engagement 

and burnout of customer service agents in the financial services sector. A cross-sectional 

research design was conducted, using a web-based questionnaire. The researcher collected data 

from N = 442 customer service agents working in the financial service industry in Gauteng, South 

Africa. An online questionnaire included a compilation of instruments, viz. the Utrecht Work 

Engagement Scale 9-item version; the Social Support Scale; the Maslach Burnout Inventory; the 

Type D Scale-14; and the Job Demands and Resources Scale, to assess work overload. The 

study evaluated the aforementioned relationships using partial least squares (PLS) analysis 

through structural equation modelling (SEM). The results of the study indicate that burnout has a 

direct and significant negative impact on work engagement; perceived social support has a direct 

positive relationship with work engagement; the Type D personality profile has a direct negative 

relationship with perceived social support; and work overload has a direct positive relationship 

with burnout. In addition, the results of PLS suggest that, when work overload is low, it functions 

as a mediator of perceived social support in engagement (but less so when work overload is high). 

Given the results of the current research, human resource professionals and customer service 

managers should take decisive steps to establish and maintain a socially supportive work 

environment and prioritise initiatives that foster job resources, even in an inherently demanding 

work environment. Furthermore, increasing job resources will enhance the experience of work 

engagement and buffer against the impact of job demands and burnout. The current study 

contributes to the existing knowledge base by including the Type D personality in the JD-R model 

and its effect on the perception of social support, and by testing work overload as a mediator 

between social support and engagement. This study concludes by providing practical 

interventions that focus on proactively enhancing work engagement and reducing burnout. Finally, 

ideas for future researchers to consider are proposed. 
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OPSOMMING  

Deur die gebruik van die Job-Demands Resources (JD-R) model as 'n teoretiese raamwerk, stel 

die huidige studie 'n model voor wat die invloed van die gestremde persoonlikheidstipe (Tipe D), 

werkoorlading (m.a.w. 'n werkseis) en waargenome sosiale ondersteuning (m.a.w. 'n 

werkshulpbron) op die werksbetrokkenheid en uitbranding van kliëntediensagente in die 

finansiëledienstesektor ondersoek. 'n Deursnee-navorsingsontwerp is met behulp van 'n 

webgebaseerde vraelys uitgevoer. Data is van N = 442 kliëntediensagente ingesamel wat in die 

finansiëledienstebedryf in Gauteng, Suid-Afrika werk. 'n Aanlyn-vraelys het 'n versameling van 

vyf instrumente ingesluit om werkoorlading te assesseer: die Utrecht Work Engagement Scale 

nege-item weergawe; die Maatskaplike Ondersteuningskaal; die Maslach-uitbrandingsinventaris; 

die Tipe D-skaal-14; en die Job Demands and Resources skaal. Die studie het die voorgenoemde 

verwantskappe geëvalueer deur gebruik te maak van gedeeltelike kleinste vierkant (GKV) analise 

met behulp van strukturele vergelykingsmodellering (SVM). Die resultate van die navorsing dui 

daarop dat uitbranding 'n direkte en beduidende negatiewe impak het op werksbetrokkenheid; 

waargenome sosiale ondersteuning het 'n direkte positiewe verband met werksbetrokkenheid; die 

Tipe D-persoonlikheidsprofiel het 'n direkte negatiewe verwantskap met waargenome sosiale 

ondersteuning; en werkoorlading het 'n direkte positiewe verband met uitbranding. 

Daarbenewens dui die resultate van GKV daarop dat, wanneer werkoorlading laag is, dit 

funksioneer as 'n bemiddelaar van waargenome sosiale ondersteuning in betrokkenheid (maar 

minder so wanneer werkoorlading hoog is). Gegewe die resultate van die huidige navorsing moet 

professionele menslike hulpbron-werkers en kliëntediensbestuurders beslissende stappe neem 

om 'n sosiaal-ondersteunende werkomgewing te vestig en in stand te hou, en inisiatiewe 

prioritiseer wat werkhulpbronne bevorder, selfs in 'n inherent veeleisende werkomgewing. Verder 

sal die vermeerdering van werkhulpbronne die ervaring van werksbetrokkenheid verbeter en 

buffer teen die impak van werkseise en uitbranding. Die huidige studie dra by tot die bestaande 

kennisbasis deur die Tipe D-persoonlikheid in die JD-R model in te sluit en te kyk na die effek 

daarvan op die persepsie van sosiale ondersteuning; en deur werkoorlading as 'n bemiddelaar 

tussen sosiale ondersteuning en betrokkenheid te toets. Hierdie studie sluit af met voorstelle vir 

praktiese ingrypings wat fokus op die proaktiewe bevordering van werksbetrokkenheid en die 

vermindering van uitbranding. Laastens word idees voorgestel vir toekomstige navorsers om te 

oorweeg. 
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CHAPTER 1   

BACKGROUND AND OBJECTIVES OF THE STUDY 

1.1 Introduction 

Even though customer service agents work in the same organisation, experience the same 

organisational demands, and have the same job resources available to them, they may 

experience different work-related outcomes. Whereas some agents may report symptoms of 

burnout, others might report a high level of work engagement and commitment (Holman, 2002; 

Mustosmäki et al., 2013). From a study investigating burnout in a telecommunication company, it 

was reported that the “lack of job control, role stress, performance monitoring, inadequate 

coaching and training, emotional labour, and lack of team leader support can lead to experiences 

of depression, emotional exhaustion, and anxiety” (Bakker et al., 2003, p. 394). Additionally, a 

study on engagement amongst customer service agents found that if agents are satisfied with 

their work environment and working conditions, they experience job satisfaction and display 

organisational commitment and engagement (Boukis et al., 2020). Therefore, ensuring that 

customer service agents experience high levels of engagement and low levels of burnout is critical 

to the success of telecommunication companies. Further, the fourth industrial revolution and 

globalisation introduced technological advancements to improve the efficiency of service delivery. 

Over the past years, many organisations have transitioned their employment practices from face-

to-face to virtual interactions through service automation (i.e. telephones and computer systems). 

Hence, the uptake of digital advancements has resulted in faster service delivery and 

subsequently increased workload. 

 

One sector that welcomes globalisation and digitisation is the customer service sector. According 

to Molino et al. (2016), a customer service centre refers to an environment in which customer 

service agents interact with customers either face-to-face or telephonically. Traditionally, the 

customer service environment followed the Taylorism production-line orientation, which is 

described as a repetitive and structured environment with low autonomy, low control, and limited 

variety (Rod & Ashill, 2013). Customer service roles were viewed as temporary employment for 

individuals with limited skills and little to no qualifications. Individuals working in these 

environments were paid poorly and had limited career prospects (Rod & Ashill, 2013). However, 

the customer service sector has since recognised the important role that customer service agents 

play in organisations and has subsequently moved away from the traditional production-line 

Stellenbosch University https://scholar.sun.ac.za



2 
 

 
 

orientation and has become more employee-focused (Molino et al., 2016; Rod & Ashill, 2013). 

More recently, the customer service sector has become more focused on aiming to reduce 

burnout and enhance work engagement (Mustosmäki et al., 2013). 

 

One of the main reasons why customer service centres were introduced was to optimise 

organisational output with minimal employee input (Mustosmäki et al., 2013). However, in the 

customer service environment, efficient and effective customer service delivery requires a great 

deal of energy and input from the customer service agent. Further, customer service is seen as a 

frontline service, with agents dealing directly with customers and impacting their first impression 

of the brand or business (Rod & Ashill, 2013). However, the customer service environment is very 

complex, as an agent’s role entails continuously dealing with customers with different 

personalities that have different queries. Additionally, the customer service agent needs to adapt 

to these differences without any downtime between calls, regardless of the complexity of a call 

(Molino et al., 2016). It therefore becomes complex when the agent is required to ensure 

satisfactory customer service while also protecting the brand and organisation (Rod & Ashill, 

2013).  

 

Various models, which focus on occupational health, suggest that occupational stress can 

contribute to how an employee appraises their work environment. More specifically, the Job 

Demand Resources (JD-R) model is a contemporary model that suggests that an imbalance 

between job demands, and resources cause occupational stress and negative work-related 

outcomes, such as burnout (Demerouti & Bakker, 2011). Research has found that customer 

service agents with sufficient job/personal resources, who are passionate about their jobs and 

find a sense of purpose in their role, appear to be more willing to invest energy into their role as 

agents. These individuals are generally engaged, which allows them to persevere and endure the 

demands that form part of their role (Hakanen & Schaufeli, 2006). Therefore, for customer service 

agents to experience work engagement, they should be able to use available job/personal 

resources to deal effectively with the high level of job demands relating to their work environment, 

and thus reduce their possibility of experiencing burnout. 

 

1.2 Problem Statement 

With globalisation, customer service organisations have implemented call centres to minimise 

operational costs as agents can reach a larger volume of customers telephonically. Therefore, 

customer service centres have become a vital part in allowing organisations to provide efficient 
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customer service, increase business opportunities, and build a quality customer brand (Molino et 

al., 2016). However, although the organisational benefits of employing a customer service agent 

are apparent, the personal benefits of being a customer services agent are less obvious (Holman, 

2002). A customer service agent often experiences emotional and cognitive dissonance when 

dealing with different customers as they are required to exercise emotional regulation to ensure 

good customer service (Molino et al., 2016). Prolonged emotional and cognitive dissonance and 

regulation primes customer service agents to become susceptible to emotional exhaustion 

(Boukis et al., 2020). A survey conducted in the United States found that the main cause of 

burnout is the ill-treatment (i.e. disrespectful customers, a micromanaging leader, or increased 

work demands from senior agents) experienced whilst at work (Boukis et al., 2020). As the role 

requires an agent to put their best foot forward to represent the brand, when agents encounter 

prolonged ill-treatment and dissonance, it is emotionally taxing. This emotional burden can create 

a challenge for the agent to cope in a fast-paced, deadline-driven work environment, which might 

lead an agent to experience emotional exhaustion and eventually burnout (Boukis et al., 2020). 

Moreover, studies conducted on engagement levels in service sectors provide evidence that the 

working conditions that customer service agents are exposed to can influence whether they 

experience burnout or work engagement (Bakker et al., 2003; Mustosmäki et al., 2013). 

Therefore, this study aimed to shed light on the factors within the customer service environment 

that induce burnout or work engagement amongst customer service agents. 

 

1.3 Research Initiating Question  

Throughout the research, there are two opposing views of the customer service environment; 

either being referred to as a sweatshop or described as a place that promotes critical thinking and 

problem-solving while “actively attending to customers” (Mustosmäki et al., 2013, pp. 49-50). The 

different work-related outcomes (i.e. burnout and work engagement) that customer service agents 

experience could be attributed to job/organisational characteristics or characteristics unique to 

the individual. Therefore, this research study investigated the factors that influence variance in 

work engagement and burnout amongst customer service agents. Based on the background 

information presented, the research initiating question of this study: Why is there variance in work 

engagement and burnout amongst employees in the customer services sector?  

 

1.4 Rationale for the Study 

As occupational stress is associated with various physiological, psychological, and behavioural 

manifestations, it becomes an important construct to understand employees' behaviour. Various 
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studies have been conducted on occupational stress and ways to reduce the negative impact that 

occupational stress has on an individual and their organisation. However, limited research exists 

on the individual factors that relate to occupational stress and work-related outcomes, such as 

burnout and work engagement (Park, 2007). Moreover, managers should be able to identify the 

factors that act as antecedents to work-related outcomes (i.e. work engagement and burnout). 

Once these factors are identified, management can proactively address these factors that impact 

employees’ experience of burnout or engagement in the workplace. Additionally, failure to 

effectively address the factors that influence burnout and work engagement could impact the 

organisation’s morale, performance, and bottom-line (Holman, 2002). Therefore, the effect of the 

individual factors on burnout and work engagement should be explored in greater depth. 

 

1.5 Research Aim and Objectives 

To answer the research initiating question, the study aimed to create a structural model which 

accounted for variance in burnout and work engagement amongst customer service agents, using 

the JD-R model as the underlying theoretical framework. The hypotheses of the structural model 

found to be statistically significant contributed to a better understanding of the antecedents of 

burnout and work engagement within a customer service work environment. Therefore, to answer 

the research initiating question the research objectives are:  

• To identify the most salient variables that explain variance in burnout and work 

engagement amongst customer service agents; 

• To create and test a structural model which explains variance in burnout and work 

engagement; and 

• To identify interventions to be used to decrease burnout and to induce work 

engagement amongst customer service agents. 

 

1.6 Delimitations 

The researcher focused on identifying the most salient antecedents of burnout and work 

engagement amongst customer service agents. Data were collected from eligible inbound and 

outbound customer service agents from a financial service organisation in Gauteng, South Africa. 

The JD-R model was utilised as the theoretical framework to illustrate how job demands and 

resources (i.e. job and personal) impact the experience of burnout and work engagement (Janse 

van Rensburg et al., 2013). Hypotheses were created in line with the JD-R framework, which was 

tested to determine the statistical significance of the predicted relationships. However, the job 

crafting and self-development constructs which form part of the JD-R model (Bakker & Demerouti, 

Stellenbosch University https://scholar.sun.ac.za



5 
 

 
 

2018), were excluded from this study. Additionally, the scores of the subscales for the work 

engagement and burnout constructs were combined to produce a single global score. Hence, 

both work engagement and burnout were treated as unidimensional constructs (De Bruin et al., 

2013). Finally, only the work overload subscale was selected from the Job Demands Resources 

Scale as this sub-dimension was seen as the most common job demand (Bakker & Demerouti, 

2007) that customer service agents experience in their role and consequently affects their work 

engagement and burnout.  

1.7 Outline of the Study  

Chapter 1 gave context to the research study by providing background information on customer 

service agents, the rationale for the study, what the research aimed to achieve, and the research 

objectives. Chapter 2 focused on the literature review covering the theoretical objective of the 

study. Each latent variable, relevant to the study, was described and discussed based on existing 

literature. The interactions between the variables (i.e., work overload, perceived social support, 

the distressed personality, known as Type D personality, work engagement, and burnout) were 

also discussed in depth. Chapter 2 concluded with a conceptual model, which depicted the 

interactions between the variables. Chapter 3 detailed the research methodology and research 

design, which were used to validate the structural model and substantive hypotheses that were 

tested. In Chapter 4, the data was analysed using various statistical analyses to test the 

substantive hypotheses, and the statistical results were reported. Finally, Chapter 5 concluded 

with an interpretation and discussion of the results, the limitations of the study, and 

recommendations for future research. Additionally, managerial implications on how to reduce 

burnout and enhance work engagement amongst customer service agents were presented.  
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CHAPTER 2   

 LITERATURE REVIEW 

2.1 Introduction 

This chapter focuses on existing literature pertaining to this study and begins by gaining an 

understanding of the factors that might impact work engagement and burnout. The Job Demand 

Resources (JD-R) model is used as the premise of this study and is applied to understand the 

relationships and interactions between the latent variables. Further, interaction effects within the 

JD-R model will also be investigated, leading to the formulation of further hypotheses. These 

proposed research hypotheses aim to contribute to answering the research initiating question: 

Why is there variance in work engagement and burnout amongst employees in the customer 

services sector? Finally, a conceptual model, depicting the relationships between the variables, 

is presented. 

 

2.2 Theoretical Framework 

According to Demerouti and Bakker (2011) the JD-R model is a contemporary model comprising 

of two traditionally separate research topics namely, stress and motivation. Underpinning the JD-

R model is the assumption that every job has unique factors (i.e. job demands and job resources) 

that impact employees' experience of work (Janse van Rensburg et al., 2013). Based on Figure 

2.1, it can be deduced that depending on the interaction between job demands and resources, 

employees can either experience burnout or work engagement as an organisational outcome 

(Bakker & Demerouti, 2007, p. 323; Bakker et al., 2014). Whether an employee will experience 

work engagement or burnout depends on one of three factors available in the workplace: 

 

Firstly, job demands which refer to work-related factors requiring an employee to utilise physical, 

mental, or emotional energy to complete a task. Examples of job demands include work overload, 

pressured timelines, irregular working hours, and emotional strain (Upadyaya et al., 2016). 

According to Bakker et al. (2003), job demands are not detrimental to an employee unless the 

exposure becomes chronic and an employee exerts high effort to meet the demand (i.e. the 

demand exceeds the employees’ resources) causing the employee to exhaust their limited 

resources. Once these limited resources are depleted, the demands may cause health 

impairments (Bakker et al., 2003). Extensive and excessive exposure to job demands has the 

potential to cause stress, which manifests as work disengagement and may lead to employees 

feeling burned out (Upadyaya et al., 2016).  
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Secondly, job resources which refer to factors (i.e. physical, psycho-social, or environmental) that 

allow employees to complete work tasks; promote personal advancement and act as a buffer 

against the impact of job demands. Resources play an important role in how employees appraise 

their job. Typical job resources include a company culture that promotes growth and recognition, 

positive interpersonal work relationships, work benefits or employee wellness initiatives. All these 

job resources have the potential to act as a buffer against the adverse impact that job demands 

have on individuals’ mental or emotional capacity (Bakker & Demerouti, 2007).  

 

Thirdly, personal resources which refer to positive individual evaluations relating to one’s ability 

to withstand, deal with, control or effectively respond to environments they function in. These 

resources operate in a similar way to that of job resources as they buffer against pressured 

environments and the adverse effects associated with these environments; motivate employees 

to attain goals, as well as foster both personal and career growth (Bakker et al., 2014). 

 

2.3 Latent Variables 

From the perspective of the JD-R model, the organisational outcomes (i.e. work engagement and 

burnout) as well as the antecedents that impact customer service agents’ work engagement and 

burnout will be explored in detail in the following section.  

 

2.3.1 Work Engagement 

Work engagement has over the years received a great deal of attention with various definitions 

by different authors (Bakker & Demerouti, 2007; Kahn, 1990; Maricuțoiu et al., 2017). 

Nevertheless, there are common characteristics identified in research that are typically used to 

define work engagement. Work engagement refers to the positive connection that employees 

have in their working roles, which can be identified by the commitment (mental, emotional, and 

physical) that employees display when performing their roles (Bakker, et al., 2003; Janse van 

Rensburg et al., 2013 & Kahn, 1990). Employees with high engagement are characteristically 

more energetic and are passionate when executing their tasks. Engaged employees view 

themselves as competent and able to sustain work demands. Maricuțoiu et al. (2017) view work 

engagement as a positive state of mind made up of three dimensions: 

 

• Vigour, which refers to mental stamina and increased energy invested in a task;  

• Dedication, which is characterised by a high degree of commitment when carrying 

out and completing a task; and 
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• Absorption, which refers to becoming consumed with work, and difficulty to break 

away from the task once initiated. 

 

The three work engagement dimensions’ correlations are positive and significant, ranging from r 

= .60 to .67 (Maricuțoiu et al., 2017). Thus, for the purpose of this study, the work engagement 

concept is analysed and interpreted as a unidimensional construct, instead of referring to the 

individual dimensions that make up the concept (Maricuțoiu et al., 2017). 

 

2.3.2 Burnout 

Like the work engagement concept, burnout has also received increased attention, especially 

over the last couple of years. Burnout is regarded as an occupational phenomenon, “a syndrome 

conceptualised as resulting from chronic workplace stress that has not been successfully 

managed” (World Health Organization, 2019, para. 4). Bianchi et al. (2015) state that burnout is 

a result of an individual’s inability to cope effectively with an imbalance between the demands 

required of the job and the resources available to meet the given demands. According to 

Salvagioni et al. (2017), burnout comprises of three dimensions, namely: 

 

• Emotional exhaustion, which refers to a depletion of emotional energy because of 

exacerbated emotional demands placed on the individual;  

• Depersonalisation, also known as cynicism, which refers to when a person is aloof 

and disengaged from their job; and 

• Low personal accomplishment, which is characterised by feeling inadequate in a 

personal and, or professional setting, coupled with poor performance and coping abilities. 

For the purpose of this study, low personal accomplishment will be referred to as personal 

accomplishment. 

 

According to Maricuțoiu et al. (2017) the third dimension of burnout, personal accomplishment, 

has a relatively weak correlation with the other two dimensions (personal accomplishment , p = 

.35). Consequently, the two burnout dimensions with strong correlations, exhaustion and 

depersonalisation, are often looked at as making up a general factor referred to as core burnout. 

However, for the purpose of this study, the burnout concept is viewed as a unidimensional 

construct, instead of referring to the individual dimensions that make up the concept. 
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When viewing burnout from the perspective of the JD-R model, Van der Colff and Rothmann 

(2009) propose that occupational stress is a salient factor involved in the health impairment 

process which leads to burnout and work disengagement. As the customer service environment 

is highly stressful, the likelihood of customer service agents experiencing burnout is relatively 

high. In a study conducted in Sri Lanka, it was found that an individual could experience either 

healthy or unhealthy stress (Jetha et al., 2017; Rathnayake, et al., 2016). On the one hand, an 

optimal amount of stress, eustress, was identified as mobilising individuals into action. On the 

other hand, excessive exposure to stressful situations resulted in distress, which caused mental 

and emotional exhaustion (Jetha et al., 2017). Therefore, the interaction between personal and 

environmental factors could induce occupational stress, and if this stress is not properly managed, 

it can lead to individuals experiencing burnout (Jia et al., 2021).  

 

2.4 The JD-R Model a Dual-Process 

The JD-R model is made up of two inverse processes namely, the health-promoting and health 

impairment processes. On the one hand, the health-promoting process is motivational in nature 

whereby job resources promote engagement in a role, resulting in the employee experiencing 

high work performance and engagement. The health impairment process, on the other hand, 

relates to stress research, whereby excessive job demands drain employees' cognitive and 

physical stamina, causing fatigue and eventually health issues such as burnout. Figure 2.1 

illustrates how the two inverse processes can be induced by two specific types of working 

conditions namely job demands and resources (Bakker et al., 2003; Bakker & Demerouti, 2014). 

 

 

Stellenbosch University https://scholar.sun.ac.za



10 
 

 
 

Figure 2.1  

The Job-Demand Resources Model 

 

Note. From “Multiple levels in job demands-resources theory Implications for employee well-being 

and performance” by A. B. Bakker and E. Demerouti, 2018, in E. Diener, S. Oishi, and L. Tay 

(Eds.), Handbook of Wellbeing, 2018, DEF Publishers.  

 

The JD-R model provides a framework for this research study. However, this model was adjusted 

to meet the requirements of the topic under investigation. This current study explored work 

overload (i.e. a job demand) and perceived social support (i.e. a job resource) as antecedents to 

whether customer service agents experienced work engagement and burnout. Additionally, the 

distressed personality (i.e. Type D personality) was added to the JD-R model as a personal 

resource, to determine its contribution to the experience of burnout and work engagement.  

 

2.4.1 Job Demands in the Customer Service Environment 

The following section focuses on work overload, a job demand commonly found in the customer 

service environment that is positively related to feelings of exhaustion (Bakker & Demerouti, 

2018). According to literature, there are various types of job demands that employees experience 

and the magnitude and prominence of job demands may differ across jobs. For instance, work 

overload is a job demand experienced by most employees at some point in their careers (Kim & 
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Wang, 2018). However, for customer service agents, work overload is one of the most common 

job demands experienced throughout their role (Kim & Wang, 2018).  

 

Work overload refers to the experience of having too many work-related demands, with limited 

time to complete all the demands (Teng et al., 2020). This work factor is most seen in office work, 

where tasks are routine and continuous to ensure an efficient workflow (Yilmaz & Keser, 2006). 

According to Van Bogaert et al. (2012), workload accounts for more than 60% of the variance in 

job outcomes, such as burnout, which illustrates the significant impact it has on employees’ 

perception of their job. Workload covers many facets including the amount of role requirements, 

the information load to process, and the emotional load to bear in the role. For instance, in the 

customer service environment, customer services agents are inundated with incoming calls, 

dealing with angry customers, follow-up queries, and having to capture each interaction. 

Additionally, the performance objectives of a customer service agent include working towards 

achieving "a low response time, while continually improving the quantity and quality of customer 

service”, to reduce business cost (Yilmaz & Keser, 2006, p. 25). These frontline employees 

experience persistent work overload and prolonged exposure to these conditions may impact 

agents’ recovery efforts are increase their likelihood of feeling stressed. (Kim & Wang, 2018). 

 

2.4.2 Job Resources Critical in the Customer Services Environment 

The following section focuses on perceived social support, which is a job resource required in the 

customer service profession to either buffer against job demands, or to act as a motivational 

catalyst to experience work engagement (Bakker & Demerouti, 2018). Social support refers to 

interpersonal connections that assist an individual to cope with stressors. For this study, social 

support was considered from a work context. A big part of a customer service agent’s role is 

interacting and serving people, particularly people with queries (Sertel Berk et al., 2017). 

Therefore, social support in the workplace entails helpful and positive work interactions, which 

facilitate a sense of comradery for agents to perform optimally in the stressed environment (Zhu 

et al., 2016). Interpersonal connections can be measured in service contexts by the magnitude 

and frequency of supervisory and colleague support experienced by customer service agents. 

Supervisory support is characterised by concern towards expressed needs, providing feedback, 

and guiding agents in queries (Molino et al., 2016; Zhu et al., 2016). Based on the JD-R model, 

the quality of social or interpersonal connections at work can have an impact on work-related 

factors such as work engagement and burnout.  

 

Stellenbosch University https://scholar.sun.ac.za



12 
 

 
 

Additionally, social support plays a buffering role as it reduces the impact of life stressors and the 

effects that job demands place on an individual (Amarneh & Hunter, 2017; Woodhead et al., 

2014). Perceived support positively impacts the agent's performance as it enhances their 

perception of being psychologically safe (Guchait et al., 2015). Moreover, access to supervisory 

support is specifically reported as one of the few organisational resources available to customer 

service agents as they can leverage off this resource of supervisory decision-making power (Zhu 

et al., 2016). Supervisory support in the face of job demands, such as customer incivility, can also 

assist in protecting the agent's morale and engagement (Boukis et al., 2020).  

 

2.4.3 Personality as a Personal Resource 

According to Xanthopoulou et al. (2007), personal resources are factors unique to an individual 

that strengthen and equip them to handle their environment and differentiate them from others. 

The more personal resources employees have, the more confident and equipped they feel to 

tackle tasks and succeed. Using the JD-R model Xanthopoulou et al. (2007) found that the 

availability and accessibility of job resources increased an individual's personal resources, which 

in turn created a higher probability of an individual experiencing work engagement. Additionally, 

based on the assumption that human behaviour is an outcome of the interaction between personal 

and environmental factors, these factors (i.e. personality and the environment) also influence an 

individual’s level of engagement (Borst et al., 2019). Hence, personality is regarded as a personal 

resource, which either acts as a buffer against negative experiences or predisposes the individual 

to be negatively affected by stressors. 

 

From a trait perspective, certain personality traits cause individuals to be more susceptible to 

experience negative affect (Babazadeh et al., 2019; Koutsimani et al., 2019). From the Big 5 

personality perspective, individuals who score high on emotional instability and low on 

extraversion are more susceptible to the development of depression and anxiety (Koutsimani et 

al., 2019). Research also supports that there is a positive correlation between emotional instability 

and two dimensions of burnout, namely emotional exhaustion and depersonalisation (Koutsimani 

et al., 2019). With the focus on the customer service environment, it is widely known that customer 

services agents are at high risk of developing burnout due to their demanding work environment, 

despite their inherent personality susceptibility (Molino et al., 2016).  

 

Burnout may be caused by various job-organisational or individual factors. Despite research 

identifying common job-organisational factors that act as job stressors (i.e. agent-customer 
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relationship, level of management and organisational support, and work environment and 

expectations), there is limited research on the significant role that individual factors play in relation 

to work-related outcomes, such as work engagement and burnout (Molino et al., 2016). In 

addition, there is limited research on the relationship between Type D personality and health-

related variables (Horwood & Anglim, 2017). This shortcoming is evident in the JD-R model that 

does not adequately investigate the impact of personality on an individuals’ perception of their 

work environment. Yet, the role of individual factors might be an important contributor to the 

perception of the work environment, as all customer services agents within the same organisation 

are exposed to similar job-organisational factors, with some agents developing burnout whilst 

others experience work engagement (Holman, 2002). As a result of these differing experiences, 

this research study set out to investigate whether the Type D personality (i.e. a personal resource) 

plays a role in the development of burnout and work engagement. 

 

2.4.3.1 Type D Personality as a Personal Resource 

Type D personality is a behavioural syndrome that is characterised by excessive worrying and 

tension (Denollet, 2005). Individuals with a Type D personality generally have a pessimistic view 

of life and are characterised as irritable and slow to warm up. Additionally, individuals with a Type 

D personality fear rejection and disapproval from others and therefore have fewer friends. These 

individuals are inclined to develop stress symptoms as they have a negative subjective perception 

of their work demands, which causes additional strain on their abilities and perceived resources. 

According to Bakker et al. (2010), individuals with high levels of negative affect and emotional 

instability are more likely to view stressful events as threatening. Therefore, in the customer 

service environment, characterised by high work demands and pressure, individuals with the Type 

D personality may have a negative view of their job, which could negatively impact their attitude 

towards their work experience (Seo et al., 2013).  

 

2.5 Interaction between Latent Variables 

In the following section, the interactions between the latent variables (i.e. work engagement, 

perceived social support, burnout, the Type D personality, and work overload), which form part of 

this research study, will be discussed. 

 

2.5.1 The Relationship between Burnout and Work Engagement 

Employees with high work engagement perform better than those experiencing burnout as these 

individuals are emotionally attached to their role, whereas employees who experience burnout 
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are emotionally detached from their roles (Schaufeli et al., 2002). From the JD-R model, 

antecedents of work engagement are job and personal resources, whereas job demands are 

antecedents to burnout, more specifically exhaustion (Schaufeli et al., 2002). One school of 

thought views work engagement and burnout as two opposite ends of a continuum (Cole et al., 

2011). Based on this view it is proposed that if an employee experience any of the three 

dimensions of burnout, it is highly unlikely that the employee will show commitment and 

engagement in their work. Consequently, the assumption is that employees scoring high on the 

burnout dimensions (i.e. emotional exhaustion, depersonalisation and personal accomplishment), 

will score low on the opposing engagement dimensions (i.e. vigour, dedication and absorption) 

(Cole et al., 2011). This assumption supports the fact that burnout and work engagement are two 

opposing occupational outputs. However, another school of thought views these two concepts 

are mutually independent, given that the absence of one construct (i.e. burnout) does not 

guarantee the presence of the other construct (i.e. work engagement) (Rożnowski, 2020). This 

theory infers that employee may experience some symptoms of burnout, while still being 

committed to their job or to the task at hand. Nevertheless, research supports the notion that a 

negative relationship exists between burnout and work engagement. Therefore, in this study, it is 

proposed that: 

 

 Hypothesis 1. Burnout (η2) has a significant negative relationship with work engagement 

 (η1). 

 

2.5.2 The Relationship between Perceived Social Support and Work Engagement 

The Social Exchange Theory, developed by Homans (1958), suggests that the quality of 

exchange between supervisors and employees influences how employees respond to 

supervisors and the broader organisation. On the one hand, when employees perceive that their 

supervisor is supportive and concerned about their subjective wellbeing, they will be more 

committed to their role and organisation (Othman & Nasurdin, 2012). On the other hand, a lack 

of perceived supervisory support results in a limited investment of personal skills, abilities, and 

knowledge required to complete a task (Othman & Nasurdin, 2012). Additionally, a study that 

investigated customer service agents’ perceptions of their work environment found that whilst 

majority of the agents felt that the organisation did not put in effort to create a positive work 

environment, 19% of the agents felt valued and supported by their supervisor despite the tough 

working conditions (Miller & Hendrickse, 2016). Thus, it can be concluded that the perception of 

social support impacts an individual’s view of their work environment and the amount of 
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commitment and willingness to invest skills, abilities, and knowledge to effectively render a service 

(Othman & Nasurdin, 2012). Based on these findings, the following hypothesis is proposed: 

 

 Hypothesis 2. Perceived social support (η3) has a significant positive relationship with 

 work engagement (η1). 

 

2.5.3 The Relationship between Type D Personality and Work Engagement 

According to Xanthopoulou et al. (2009), individuals with a Type D personality are viewed as 

having a negative and hopeless outlook on life as opposed to optimistic individuals who are more 

likely to experience job satisfaction. Due to their negative affect and social inhibition, these 

individuals tend to experience higher stress levels and lower job satisfaction. Thus, if an individual 

with Type D personality is placed in a work environment characterised by high pressure and work 

overload, psychological strain is likely to occur which could lead to stress (Geuens et al., 2015). 

Van den Tooren and Rutte (2016) add that individuals who experience enduring distress are less 

likely to experience work engagement. This distressed experience could be attributed to the 

negative emotions, characteristic of a Type D personality, that hinders the cognitive processes 

and actions required as pre-conditions for work engagement. As such, it can be argued that the 

cognitive processes and actions that are prerequisites for individuals to experience commitment, 

motivation, and energy to complete a task could be lacking in individuals with a Type D personality 

(Van den Tooren & Rutte, 2016). Additionally, by definition, the Type D personality contrasts with 

the JD-R model’s description of a personal resource (i.e. a positive inherent quality that equips 

one to deal with stressors). Hence, although personal resources generally have a positive 

relationship with work engagement, it is expected that the Type D personality personal resource 

will have an inverse influence on work engagement. Therefore, it is hypothesised that: 

 

 Hypothesis 3. The Type D personality profile (ξ1) has a negative relationship with work 

 engagement (η1). 

 

2.5.4 The Relationship between Perceived Social Support and the Type D Personality 

Social support has a significant impact on how individuals perceive and respond to stress and 

has a positive impact on individual’s psychological health. Social support encompasses both 

perceived and received social support. Perceived social support refers to the perception of the 

availability of support when required and is significantly correlated with an individual’s personality 

traits (Sararoudi et al., 2011). For instance, it has been found that extroverted individuals 
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experience higher perceived social support when compared to introverted individuals as they are 

more likely to engage and build connections with many people. Similarly, the two dimensions 

characteristic of an individual with Type D personality (i.e. negative affectivity and social inhibition) 

tend to be negatively correlated with social support. Individual with Type D personality tend to 

have negative perception of other people's actions and their social inhibition also hinders them 

from interacting with others and developing social relations (Denollet, 2005). Therefore, due to 

their negative perception and social inhibition, when these individuals experience stress, they are 

less likely to seek help or support from others and are not easily reassured by individuals who 

offer assistance (Sararoudi et al., 2011). Based on the aforementioned facts, the following 

hypothesis regarding the effect of the Type D personality profile on perceived social support is 

proposed: 

 

Hypothesis 4. The Type D personality profile (ξ1) has a significant negative relationship 

 with perceived social support (η3)  

 

2.5.5 The Relationship between Job Demands and Burnout 

According to Maslach et al. (2001), there are certain job demands (e.g., work and emotional 

overload) that are particularly associated with role-related stress and the development of burnout, 

more specifically exhaustion. Moreover, in a customer service environment, an agent’s role is 

characterised by high workload and time pressure, which over time contributes to the experience 

of stress and burnout. Due to agents’ high volumes of work, they often do not take time between 

calls to process their emotions, especially after dealing with a difficult customer (Rossouw & 

Rothmann, 2020). The emotional load experienced in the role makes customer services agents 

vulnerable to experience mental fatigue and exhaustion. If agents do not manage their work and 

emotional load effectively, it increases their risk of experiencing burnout (Molino et al., 2016). 

Therefore, it is hypothesised that: 

 

Hypothesis 5. Work overload (ξ2) have a significant positive relationship with burnout (η2).  

 

2.6 Moderating Effects between Latent Variables 

The dual-process of the JD-R model is essential to understanding the relationship between job 

demands and resources and the two work-related outcomes that this study focused on. According 

to the JD-R model, an imbalance between job demands and resources causes individual strain. 

An imbalance is experienced when there is a deficit of resources available that individuals require 
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to meet or to alleviate the stress related to job demands. Prolonged exposure to this imbalance 

causes heightened psychological strain that is detrimental to an individual and acts as a catalyst 

for the development of work-related stress (Dewe et al., 2012). Therefore, the two inverse 

processes (i.e. the health-promoting and health impairment process) will be discussed in relation 

to job demands and resources acting as moderating variables. 

 

2.6.1 Work Overload as a Moderating Variable 

The first JD-R interaction involves job demands strengthening the positive relationship between 

resources (job and personal) and work engagement. According to Bakker et al. (2014), resources 

have a stronger impact on work engagement when job demands are present, as the demand 

activates action, and the resources activates the commitment needed to carry the individual 

through to task completion. Additionally, when work overload is low, there will be a stronger 

relationship between perceived social support and work engagement, compared to when work 

overload is high. Conversely, when work overload is high, there is a small probability that 

individual with a distressed personality will experience work engagement. However, when work 

overload is low, an individual with a distressed personality might still experience work 

engagement. Therefore, in the context of this research study, work overload has an impact on the 

health-promoting process. Consequently, the following hypotheses are proposed: 

 

Hypothesis 6. Work overload (ξ2) moderates the relationship between perceived social 

support (η3) and work engagement (η1) among customer service agents. 

 

Hypothesis 7. Work overload (ξ2) moderates the relationship between Type D personality 

(ξ1) and work engagement (η1). 

 

2.6.2 Perceived Social Support as a Moderating Variable 

The second JD-R interaction involves resources (i.e. job and personal) buffering the impact that 

job demands have on employees, thus preventing health impairment. According to Xanthopoulou 

et al. (2007), resources may assist individuals to cope with job demands. Therefore in the case 

of customer service agents, perceived social support acts as a protective mechanism against 

emotional exhaustion, even when individuals are dealing with high levels of job demands 

(Salahian et al., 2012). Therefore, by pre-empting job stressors and cultivating the necessary 

resources, employees can buffer the effect of the adverse impact imposed by demand.  
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Furthermore, when viewing burnout from the perspective of the Diathesis-Stress model (Geuens 

et al., 2015), individuals experience burnout when their stressors outweigh their resilience. This 

theoretical assumption of burnout is like that of the JD-R model, which states that burnout is a 

consequence of an imbalance between job demands and resources (Geuens et al., 2015). 

Therefore, although high demands and low resources predict the onset of burnout, if an employee 

has sufficient job resources, the impact of high job demands is not as detrimental on an 

individual's psychological processes. This buffering effect is supported by Bakker et al. (2005), 

who reported that more than 50% of this buffering effect is significant. Subsequently, in this study, 

it is hypothesised that perceived social support will buffer the relationship between work overload 

and burnout. Thus, when work overload is high, the perception of having social support, might 

have a significant impact on whether employees experience burnout. Consequently, the following 

hypothesis is formulated: 

 

Hypothesis 8. Perceived social support (η3) moderates the relationship between work 

overload (ξ2) and burnout (η2). 

 

2.6.3 Type D Personality as a Moderating Variable 

This study focused on why some agents experience burnout, whilst others experience work 

engagement. Variance in experiencing either burnout or work engagement could potentially be 

answered by investigating the impact of personality on work-related outcomes. The JD-R model 

explains that the interaction between an employee and their environment is essential in 

understanding the reactions of people in a particular work environment. Since behaviour is a 

reaction of a person’s underlying tendencies (traits), personality traits might explain why 

individuals experience and appraise environments differently (Dewe et al., 2012).  

 

Moreover, according to Xanthopoulou et al. (2007), appraisal and adaption to environmental 

factors differ from one individual to the next, which could be attributed to the personal resources 

at their disposal. For instance, on the one hand, employees with a Type D personality have a 

negative subjective perception of stressors and may therefore perceive work overload as 

overwhelming and distressing. On the other hand, an employee’s distressed nature may hinder 

the opportunity to build and foster work relationships, which could cause strain on their abilities 

and resources (McVicar, 2003). Therefore, personal resources act as a moderator between 

job/environmental factors and work-related outcomes, because personality might influence the 

way employees perceive the environment that they operate in.  
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Consequently, when considering the inherently stressful nature of a customer service 

environment, it can be expected that an agent with a Type D personality will view job demands 

as distressing and be more socially isolated. Hence, distressed individuals are more likely to 

experience a higher likelihood of exhaustion (i.e., burnout) and lower levels of work engagement. 

Subsequently, research suggests that personal resources affect the employees' approach to 

coping with job demands (Bakker et al., 2005). As a result, the following hypothesis is put forward: 

 

Hypothesis 9. Type D personality (ξ1) moderates the relationship between work overload 

(ξ2) and burnout (η2). 

 

2.7 The Conceptual Model 

Individuals operate in an open system which forms part of the greater organisation. Therefore, 

when investigating employees' wellbeing, it is essential to investigate work outcomes from a 

holistic perspective (Grobler et al., 2012; Weber & Waeger, 2017). To have a comprehensive 

understanding of the burnout and engagement phenomena, there is a need to investigate the 

complex impact of demands and resources. Hence, job characteristics, personal characteristics 

and the interaction between these variables need to be considered when investigating the 

occurrence of burnout and work engagement amongst customer service agents (Bakker & 

Demerouti, 2007). 

 

Figure 2.2 illustrates the conceptual model of the latent variables, the interrelationships between 

them, as well as the aforementioned hypotheses that were derived from literature. 
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Figure 2.2  

A Conceptual Model of Type D Personality, Job Demands and Resources on Customer Service 

Agents Burnout and Work Engagement 

 

 

2.8 Chapter Summary 

This chapter focused on the JD-R model, its constructs and the current academic research 

relating to the interactions between the various constructs, from which the hypotheses were 

formulated. The literature review and academic theory presented in this chapter focused on 

finding an answer to the research-initiating question (i.e. determining why there is variance in 

work engagement and burnout amongst employees in the customer services sector). Next, 

Chapter 3 focuses on the research methodology utilised to test the structural equation model and 

the hypotheses posed in this study.  
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CHAPTER 3   

RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter focuses on the research methodology used in the attempt to answer the research 

initiating question. A discussion of the research design, the research procedure, the sampling 

technique, the measuring instruments, the data collection process, the ethical factors considered, 

and the statistical analyses used for interpreting the data is presented in the upcoming sections 

of this chapter. 

 

To answer the research initiating question, the researcher applied an explanatory approach to 

examine this study’s predicted causal relationships. Using the JD-R model, this study aimed to 

evaluate the role that the latent variables (as discussed in Chapter 2) play in causing variance in 

work engagement and burnout amongst customer service agents in South Africa.  

 

3.2 Substantive Research Hypotheses 

Based on the literature review in Chapter 2, it was hypothesised that job demand and resources 

(i.e. job and personal resources) are the main variables that explain the variance between work 

engagement and burnout experienced by customer service agents. As described by Prasad et al. 

(2001), hypotheses are provisional predictions about the nature of the relationship between two 

or more variables. Hypothesis testing allows the provisional predictions to be empirically tested 

to determine the accuracy and validity of its predictions. Langenhoven (2015) adds that the 

substantive research hypotheses allow for other scientific minds to empirically test the 

researcher's beliefs. 

 

The literature review in Chapter 2 concluded with a conceptual model which figuratively 

represents this study’s substantive hypotheses. The overarching substantive hypothesis was 

reduced to the structural model, as illustrated in Figure 3.1, which aims to explain the antecedents 

that cause variance in work engagement and burnout amongst customer service agents in South 

Africa. The overarching substantive hypothesis was broken down into nine substantive research 

hypotheses, formulated as: 
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Hypothesis 1. Burnout (η2) has a significant negative relationship with work engagement (η1). 

 

Hypothesis 2. Perceived social support (η3) has a significant positive relationship with work 

engagement (η1). 

Hypothesis 3. The Type D personality profile (ξ1) has a negative relationship with work 

engagement (η1). 

Hypothesis 4. The Type D personality profile (ξ1) has a significant negative relationship with 

perceived social support (η3). 

Hypothesis 5. Work overload (ξ2) have a significant positive relationship with burnout (η2). 

Additionally, the structural model, based on the conceptual model (Figure 2.2), also encompasses 

four interaction effects. The four hypotheses for these interaction effects include: 

Hypothesis 6. Work overload (ξ2) moderate the relationship between perceived social support 

(η3) and work engagement (η1). 

Hypothesis 7. Work overload (ξ2) moderate the relationship between the Type D personality (ξ1) 

and work engagement (η1). 

Hypothesis 8. Perceived social support (η3) moderates the relationship between work overload 

(ξ2) and burnout (η2). 

Hypothesis 9. The Type D personality (ξ1) moderates the relationship between work overload (ξ2) 

and burnout (η2). 

3.3 Structural Model 

Figure 3.1 represents the structural model, a statistical representation of the substantive research 

hypotheses for this study. All the latent variables and interaction effects are illustrated in the 

structural model. 
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Figure 3.1  

Structural Model of Type D Personality, Job Demands and Resources on Customer Service 

Agents Burnout and Work Engagement 

 

 

Note. WE: Work Engagement, PSS: Perceived Social Support; WO: Work Overload and Type D: 

Type D Personality. 

 

Table 3.1 provides a summary representation of all the latent variables and interaction effects that 

are represented in the structural model in Figure 3.1. The variables (indicated by “*” in Table 3.1) 

serve as moderating variables that directly affects the endogenous latent variables 

(Langenhoven, 2015).  
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Table 3.1  

Representation of each Variable in the Structural Model   

Statistical 

Notation 

Symbol Variable 

Eta (η):   

 η1 Work Engagement  

 η2 Burnout 

 η3 Perceived Social Support 

Ksi (ξ)   

 ξ1 Type D Personality 

 ξ2 Work Overload 

 ξ3 Perceived Social Support*Work Overload influences Work 

Engagement 

 ξ4 Type D Personality*Work Overload influences Work 

Engagement 

 ξ5 Work Overload*Perceived Social Support Influences 

Burnout  

 ξ6 Perceived Social Support*Type D Personality Influences 

Burnout 

 

3.4 Statistical Hypotheses for the Structural Model  

The overarching substantive research hypothesis was broken down into 9 statistical hypotheses, 

seen below: 

Hypothesis 1:  

𝐻01: Ɓ12 = 0 

𝐻𝑎1: Ɓ12 < 0  

Hypothesis 2:  

𝐻02: Ɓ13 = 0  

𝐻𝑎2: Ɓ13 < 0  

Hypothesis 3:  

𝐻03: ƴ11 = 0  

𝐻𝑎3: ƴ11 > 0  
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Hypothesis 4:  

𝐻04: ƴ31 = 0  

𝐻𝑎4: ƴ31 > 0  

Hypothesis 5:  

𝐻05: ƴ22 = 0  

𝐻𝑎5: ƴ22 > 0 

Hypothesis 6:  

𝐻06: ƴ13 = 0  

𝐻𝑎6: ƴ13 ≠ 0  

Hypothesis 7:  

𝐻07: ƴ14 = 0  

𝐻𝑎7: ƴ14 ≠ 0  

Hypothesis 8:  

𝐻08: ƴ25 = 0  

𝐻𝑎8: ƴ25 ≠ 0  

Hypothesis 9:  

𝐻09: ƴ26 = 0  

𝐻𝑎9: ƴ26 ≠ 0 

 

3.5 Research Design 

Research design is the blueprint a researcher follows to guide the data collection and analysis 

process to gather sufficient information to answer the research initiating question and address the 

research problem (Reason et al., 2007). According to Babbie and Mouton (2001), research design 

increases the systematic variance of a structural model, reduces error variance and manages 

extraneous variance. The current study focused on causal relationships between the perceived 

intensity of job demands and resources (i.e. job and personal) and its impact on work engagement 

and burnout. Therefore, a quantitative explanatory research approach was used to fulfil the 

research objectives (Kabir, 2016).  

 

The researcher focused on a cross-sectional design and used a survey as the data collection tool 

(Lavrakas, 2008). The cross-sectional research study allowed the researcher to test all the 

hypotheses and simultaneously gather data from a sample of customer service agents from 

various demographics, in different divisions within the customer service environment, at a single 

occurrence (Setia, 2016). Structural Equation Modelling (SEM), specifically the partial least 
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square structural equation modelling (PLS-SEM), is an approach used within SEM that was used 

to conduct this cross-sectional research design, due to the flexibility of the statistical analysis 

method (Kwok et al., 2018). 

 

3.6 Research Procedure and Sample Size 

According to Taherdoost (2016), sampling is a process of identifying a group of people who are 

suitable to answer the research question. Once the specific group of individuals is identified, they 

are referred to as a population. A population encompasses a group of individuals, which the 

researcher then reduces into a sample frame (Taherdoost, 2016). The sample frame is a smaller 

number of selected individuals, a representative of the bigger population, which is used to reduce 

the time and resources that the researcher would have used to conduct the research study for 

the entire population. The sample frame selected for this research study was customer service 

agents from a national financial service organisation in Gauteng, South Africa.  

 

There are two main sampling techniques namely, probability (i.e. randomly selecting individuals 

from a sampling population) and non-probability (i.e. selecting a sample based on a specific 

purpose or reason) sampling (Theron, 2016). For this study, a non-probability convenience 

sampling method was utilised in which a sample of customer service agents, from different 

divisions within the financial service organisation, was approached based on their accessibility. 

This sampling method was selected based on the sample availability and the social constraints 

due to the COVID-19 pandemic, which resulted in all customer service agents often working in 

isolation and away from a central office location. Additionally, the pandemic may have played a 

role in the potential bias of over- or under-representation of certain demographics, simply because 

the pool of agents that were working during the time that data was collected was limited. This was 

attributed to either employees off ill, attending to a family member who was ill or attending 

funerals. 

 

Once ethical clearance was obtained, the financial service organisation was approached to 

participate in the research. Due to the COVID-19 pandemic, the researcher carried out a virtual 

meeting with the department's Human Resources (HR) representative to discuss the rationale of 

the study and obtain consent to have the organisation’s customer service agents participate in 

this study. The HR representative was the contact person for the respective divisions, with whom 

the researcher liaised, during the data collection. The data collection method used was an 

internet-based questionnaire, which was deemed sufficient to gather the information required to 
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answer the research initiating question. This data collection method allowed customer service 

agents to complete the questionnaire anonymously and at a time most convenient to them, to 

accommodate their work and home demands (Kabir, 2016). The HR representative was provided 

with a draft email, which included a link to the survey to share with the customer service agents. 

When accessing the survey link, the participants were first informed of what the study entailed. 

The online questionnaire was set up in such a way that only those participants who had given 

informed consent could gain access to complete the online questionnaire (Appendix A). 

 

As all agents were working remotely, the researcher created awareness of the survey using a 

launch campaign, which comprised of communication countdown emailers until the launch of the 

survey, as well as organisational reminder emails sent once a week to the customer service 

distribution list. These communications encouraged customer service agents to complete the 

survey that was active for 2 weeks. All emails were distrusted internally by the representatives. 

The survey link was shared with N =1487 customer service agents, of which n = 442 agents 

completed the questionnaire (i.e. 469 agents accessed the survey link, from which 450 agents 

gave consent and gained access to the questionnaire with 442 completing the questionnaire in 

full). 

 

3.7 Research Participants  

The sample comprised of N = 442 customer service agents (of which 24.21% were males, 73.30% 

were females, with 2.49% not disclosing their gender). The participants’ age ranged from 18 to 

51 or older (of which 4.07% were between 18-25 years, 25.34% between 26-30, 45.48% between 

31-40 years, 17.42% between 41-50 years, 7.01% were 51 years and older, with .68% not 

disclosing their age). Moreover, 56.79% of the sample were single, 29.86% were married, 6.56% 

were divorced, 1.13% were widowed and 5.66% preferred not to disclose their marital status. In 

terms of years in customer service, .9% were in the customer service environment for less than 

1 year, 2.5% were in the environment for a year, 31.9% between 2 to 5 years, 26.24% between 

6 to 10 years, 35.29% for 11 years or more, while 3.17% did not disclose their number of years 

in customer service. In terms of highest level of education obtained, 1.37% reported having lower 

than a Grade 12 certificate, 28.02% had a Grade 12 certificate, 33.71% had a higher certificate, 

18.22% had an undergraduate qualification, 14.35% had a postgraduate qualification, while 

4.33% did not disclose their highest level of education. Lastly, 59.73% of the sample dealt with 

external customers as part of their customer service occupation, whilst 33.26% dealt with internal 
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clients (i.e. colleagues in the organisation), and 7.01% did not disclose the type of customers they 

served. 

 

3.8 Research Ethics 

According to Babbie and Mouton (2001), the researcher must remain cognisant of ethical factors 

that may pose a risk in the study while interacting with participants. Ethical issues may arise during 

the data collection stage; this section thus proactively attempts to reduce ethical issues by pre-

empting any potential risks. To achieve this, the researcher reflected on the legislation that was 

considered when engaging in the research process. Factors addressed in the ethical 

consideration included informed consent, confidentiality, anonymity, and the disclosure of 

information.  

 

Firstly, the researcher was obliged to apply for ethical clearance from the institution and only 

proceeded with data collection once ethical clearance was obtained (Appendix B). In line with 

Annexure 12 of the Ethical Rules of Conduct for Practitioners Registered of the Health 

Professions Act (Act no. 56 of 1974) (Health Professions Act, 2006, p. 41), a researcher must be 

granted permission from the given institution from which the research study’s sample will be 

chosen. Therefore, the researcher obtained permission from the HR representative of the 

customer service environment that participated in the study. Next, the researcher informed the 

participants that if they wished to receive the results of the study, this would be made available to 

them.  

 

As this study focused on the customer service agents' level of the identified latent constructs, it 

was deduced that the study did not pose any threat to the wellbeing of the participants (i.e. 

customer service agents). Additionally, all the measurement tools utilised in the research study 

were publicly accessible and did not form part of the Health Professions Council of South Africa 

(HPCSA) list of psychological tests. Furthermore, although the study was regarded as low risk, in 

terms of the potential discomfort it could create, the researcher ensured the protection of the 

participants’ identity. The reason for the emphasis on anonymity was to ensure that the 

participants were not negatively affected, directly or indirectly, from participating in the study 

(Babbie & Mouton, 2001). In addition, since the web-based questionnaire was used, the 

researcher did not have access to personal information such as the email addresses of the 

participants. The researcher also kept all data of the study in a secure storage unit using a 

password-protected file to further ensure confidentiality (Babbie & Mouton, 2001). 
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Additionally, the participants received an informed consent form, defining the purpose of the 

study, their role in the study, the potential benefits, and their rights. The informed consent formed 

part of the web-based questionnaire, requiring the participants to first agree to participate in the 

study before accessing the questionnaire. In addition, a draft email was shared with the HR 

representative which had the link and instructions to access the questionnaire. In conclusion, it is 

the opinion of the researcher that none of the latent constructs posed ethical risks in the study. In 

carrying out the study, the researcher ensured that the wellbeing and dignity of the participants 

were upheld and protected and that compliance with legislation applicable to the research study 

was met. 

 

The next section focuses on the measuring instruments used to collect the data from the sample 

of customer service agents. 

 

3.9 Measuring Instruments 

To achieve the research objectives, a composite of measurement instruments was combined to 

create a questionnaire to collect data from the customer service agents (Appendix C). Six sections 

were included in the online survey, namely biographical information, Utrecht Work Engagement 

Scale 9-item version (UWES-9), Social Support Scale (SSS), Maslach Burnout Inventory (MBI), 

Type D Scale-14 (DS14) and the Job Demands and Resources Scale (JDRS). All six sections are 

discussed in greater detail next. 

 

3.9.1 Biographical Information  

The biographical information section focused on descriptive factors of the participants, such as 

age, gender, marital status, years in customer service and the type of customers the agents 

served.  

 

3.9.2 Utrecht Work Engagement Scale 9-item Version  

3.9.2.1 Description of the Instrument 

As the name suggests, the Utrecht Work Engagement Scale (UWES) was designed to measure 

an employee’s level of work engagement. The original instrument was initially made up of 24 

items; however, after undergoing psychometric evaluation, the UWES was shortened by seven 

items, resulting in the 17 items UWES scale (Schaufeli & Bakker, 2003). Although there are 
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various versions of the UWES instrument, all the versions cover the three subscales that underlie 

work engagement, namely dedication, vigour and absorption (Schaufeli & Bakker, 2003). 

 

In this research study, the shortened UWES-9 scale was used to measure the work engagement 

construct. UWES-9 is like the 17 items UWES scale in that it is a self-report scale, covering the 

three subscales, but consists of only nine items. The nine items are split to cover dedication (items 

3, 4 and 7), vigour (items 1, 2 and 5) and absorption (items 6, 8 and 9). The nine items were all 

positively scored on a seven-point rating scale, ranging from 0 reflecting never to 6 reflecting 

always/daily (Schaufeli et al., 2002). For instance, one of the questions to rate on a seven-point 

rating scale was: At my work, I feel bursting with energy. In this study, the work engagement 

construct was treated as a unidimensional construct, in that participants’ scores were “interpreted 

in a summative manner, giving a single global score” (De Bruin et al., 2013, abstract section). 

 

3.9.2.2 Previous Findings on the Psychometric Properties 

During the psychometric testing of the UWES, factor analysis identified three dominant factors, 

namely dedication, vigour and absorption. The UWES was tested using confirmatory factor 

analysis (CFA) which confirmed the superiority of the three-factor structure (Nell, 2015). The 

psychometric properties for the abbreviated UWES-9 instrument were similar to that of the 17-

item UWES scale. A study conducted in the banking sector in India reported that the UWES-9 

was also tested using CFA, which indicated a good fit for the three-factor model of UWES-9 

(Lathabhavan et al., 2017). Moreover, the three subscales’ Cronbach’s alphas ranged between 

.60 and .80 which reflects satisfactory internal consistency and validity (Schaufeli & Bakker, 

2003).  

 

3.9.3 Social Support Scale  

3.9.3.1 Description of the Instrument 

The Social Support Scale (SSS) was developed for a 2-year Medical Outcome Study (MOS) to 

measure patients perceived social support. The instrument also measured the degree to which 

individuals had access to support during stressful events. The SSS is interchangeably referred to 

as the MOS-SSS, based on the Medical Outcome Study that it was originally designed for. The 

SSS is made up of 19 items and covers four domains of social support including emotional-

informational support (items 1 to 8), tangible support (items 9 to 12), affectionate support (items 

13 to 15), positive social interactions (items 16 to 18) and the final item reflecting the overall 

functional social support index (item 19)  (Zanini & Peixoto, 2016). The 19 items are scored using 
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a five-point Likert rating scale, ranging from 1 reflecting none of the time to 5 reflecting most of 

the time (Zanini & Peixoto, 2016). For instance, one of the questions rated was: Someone you 

can count on to listen to you when you need to talk. 

 

The SSS was used in this study to measure the customer service agents’ perceived level of 

support. The respondents’ level of perceived social support was treated as a unidimensional 

construct and was determined by obtaining an overall support index score by calculating the 

means of the four subscales and adding it to the score obtained on item 19 (Zanini & Peixoto, 

2016). The means of the subscale were calculated, which were then used for the SEM. 

 

3.9.3.2 Previous Findings on the Psychometric Properties 

By using the translation and back-translation process, the SSS was linguistically adapted to be 

used across various regions such as Turkey, Brazil and Malay. To ensure that the adaptions were 

psychometrically sound, all adaptions were compared to the original four-factor model, which all 

yielded satisfactory reliability and validity results (Saddki et al., 2017; Yilmaz & Bozo 2019). 

Moreover, for the original and adapted versions of the SSS, the Cronbach’s alpha of all four 

subscales were above .70, reflecting acceptable internal consistency (Saddki et al., 2017; Yilmaz 

& Bozo 2019; Zanini & Peixoto, 2016). 

 

3.9.4 Maslach Burnout Inventory  

3.9.4.1 Description of the Instrument 

The Maslach Burnout Inventory (MBI) was designed to measure three components underlying 

burnout. These three components are emotional exhaustion, depersonalisation and personal 

accomplishment. The MBI comprises of 22 items split into three sections to measure the three 

components separately. Items 1, 2, 3, 20, 8, 13, 14, 6, 16 measured the individual’s level of 

emotional exhaustion, items 5, 10, 11,15, 22 measured the individual’s level of depersonalisation, 

and items 4, 7, 9, 12, 17, 18, 19, 21 measured the individual's level of personal accomplishment. 

For reporting purposes, items related to personal accomplishment were all reversed scored. The 

22 items were scored using a seven-point rating scale, ranging from 0 reflecting never to 6, 

reflecting always. All the 22 items related to the frequency at which the respondents experienced 

the feeling related to the item they were rating (Maslach et al., 2001; Maslach et al., 2017). For 

instance, one of the questions rated using the seven-point scale was: Working with people directly 

puts too much stress on me. For this study, burnout was treated as a unidimensional construct 

therefore the total burnout score was interpreted per respondent. 
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3.9.4.2 Previous Findings on the Psychometric Properties 

An important selection criterion included in the initial sample used to assess the MBI’s 

psychometric properties required the respondent to have been working in the service sector and 

directly dealing with individuals. By using factor analysis, the MBI’s items were first reduced from 

47 to 25 and finally to 22. Three of the four-factor structures showed greater eigenvalues and 

were selected as the current MBI subscales (Maslach et al., 2001; Maslach et al., 2017). Using 

the test-retest reliability method of testing the psychometric properties, the findings revealed that 

the Cronbach’s alpha of all three subscales of the MBI were above .70 across various 

occupational sector groups. This finding reflected acceptable internal consistency. 

 

3.9.5 Type D Scale-14  

3.9.5.1 Description of the Instrument 

The Type D Scale-14 (DS14) was designed to measure the distressed personality, in a manner 

that does not feel intrusive on the participant completing the questionnaire (Denollet, 2005). The 

questionnaire includes job-related questions focused on the Type D personality, stress, and 

burnout. The measure consists of 14 questions that are categorised into two subscales, namely 

negative affectivity (NA) and social inhibition (SI). The negative affectivity construct is measured 

by items 2, 4, 5, 7, 9, 12 and 13 and the social inhibition construct is measured by items 1, 3, 6, 

8, 10, 11, and 14 (Shao et al., 2017). To determine whether a person can be classified as having 

a Type D personality or not, a cut-off score of ten was used for both subscales (negative affectivity 

≥ 10 and social inhibition ≥ 10) (Denollet, 2005). A score of ten or more on both the negative 

affectivity and social inhibition subscales indicates that the respondent is likely to have a Type D 

personality profile (Grande et al., 2010). In addition, the seven items per subscale are rated from 

1 to 4, where 1 refers to false and 4 refers to true (Shoa et al., 2017). For instance, one of the 

questions to rate using the four-point scale in this questionnaire was: I often talk to strangers. For 

this study, the DS14 was used to assess the degree to which a customer service agents’ 

personality profile is congruent with the Type D personality profile. 

 

3.9.5.2 Previous Findings on the Psychometric Properties 

During the psychometric testing of the DS14, factor analysis identified two dominant traits, namely 

negative affectivity, and social inhibition. The DS14 was tested using CFA which confirmed the 

superiority of the two-factor structure (Grande et al., 2010). Denollet (2005) and studies whose 

samples included nursing staff (Geuens et al., 2015), cardiovascular and type-2 diabetes patients 
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(O’Riordan et al., 2020; Shao et al., 2017; Sararoudi, et al., 2011) made use of the DS14 

instrument and all reported that the Cronbach’s alpha of the two subscales ranged between .86 

and .88 for negative affect and social inhibition, respectively. These coefficients suggest high 

internal consistency and validity between the subscales (Shao et al., 2017). 

 

3.9.6 Job Demands and Resources Scale  

3.9.6.1 Description of the Instrument  

The work overload construct was measured using the Job Demands-Resources Scale (JDRS) 

developed by Rothmann et al. (2006). The JDRS measures job demands and job resources. The 

researcher used the adapted JDRS (Asiwe et al., 2015), which comprises of 40 items, focusing 

on “pace and amount of work, mental load, emotional load, variety in work, opportunities to learn, 

independence in work, relationships with colleagues, relationships with immediate supervisors, 

ambiguities about work, information, communication, participation, contact possibilities, 

uncertainty about the future, remuneration and career possibilities” (Rothmann et al., 2006, p.79). 

The approximate completion time for the adapted JDRS version is between seven to ten minutes 

with participants scoring each item on a seven-point scale where 1 reflects seldom and 7 reflects 

true (Asiwe et al., 2015). For instance, one of the questions to rate using the seven-point scale 

was: Do you work under time pressure? 

 

3.9.6.2 Previous Findings on the Psychometric Properties 

Rothmann et al. (2006) evaluated the JDRS’s construct validity, reliability, and construct 

equivalence in different South African companies. The results yielded from the South African 

sample reflected that the JDRS is psychometrically strong. The results showed statistical 

significance between job demands and job resources across the South African organisations with 

Cronbach's alphas ranging between .76 and .92. 

 

The 40 items cover the seven JDRS dimensions with varying Cronbach's alpha. These sub 

dimensions encompass job overload, job insecurity, control, organisational support, relationship 

with colleagues, rewards, growth opportunities. Although the JDRS comprises of seven 

dimensions, for this research study, only the work overload subscale was used. The work 

overload dimension has a Cronbach alpha above .70 suggesting acceptable internal consistency 

(Nunnally & Bernstein, 1999). 
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3.10 Data Capturing and Methods Used for Data Analysis 

The online questionnaire was developed on SunSurveys, and all data were saved using a 

Microsoft Excel Spreadsheet. Initially, the researcher used SPSS (Version 27) to conduct 

exploratory analysis and to determine the Cronbach’s alpha (to test for inter-item consistency). 

However, the statistical packages used to conduct the inferential statistics in this study were (1) 

Statistica (Version 14), to test the internal reliability and to obtain the psychometric properties of 

each measure, and (2) partial least squares (PLS), to do SEM to evaluate the outer and inner 

models, and for path analysis of the proposed structural model. 

 

3.11  Missing Values 

In every research study, there is the possibility of missing values in data collected due to attrition, 

non-response, or withdrawal from the survey. If not addressed before analysing the data 

collected, missing values can impact the credibility of the results (Nell, 2015; Theron, 2016). To 

address this, the researcher performed data cleaning before the data analyses process. For this 

study, the researcher followed a two-step approach to address the problem of missing data. First, 

missing data by imputation, was done for the few participants who left only a few sections 

incomplete. Imputation refers to a process of substituting real values for missing values. 

Therefore, “all available data were included in the analysis, while the statistical software program 

recognised the missing values and took them into account” (Langenhoven, 2015, p. 80). Next, for 

individuals with too many missing responses, list-wise deletion was conducted. List-wise deletion 

occurs when the entire case was deleted to address too many missing responses (Dixon, 2021). 

 

3.12 Statistical Analysis 

The selection of data analysis techniques used for this study was determined by the study’s 

research initiating question. Quantitative techniques were therefore used to analyse the data 

collected from the survey. The specific quantitative techniques used were item analysis and SEM. 

As per the research initiating aims, the data analysis was used to evaluate the fit of the structural 

model. A brief description of the methods and procedures used during the data analysis is 

described next. 

 

3.12.1 Item Analysis 

Item analysis was conducted on all the items of the measures included in this study. Item analysis 

is a process used to measure whether each item that was used to measure a specific latent 

variable was in line with the constitutive definition of the specific latent variable. A measuring tool 
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is used to operationalise the latent variables to empirically test hypotheses. Each item that was 

included in the survey is therefore expected to evoke a behavioural response of the underlying 

construct being measured (Lee, 2016). This item response reflects observable behaviour which 

makes the construct measurable (Tabachnick & Fidell, 2013). If an item does not reflect the focal 

construct, it suggests that the item is insensitive or inconsistent to the given construct being 

measured or poorly represents the construct (Theron, 2016).  

 

According to Tabachnick and Fidell (2013), if an item receives a reliability coefficient (Cronbach’s 

alpha) that is ≥ .70, the item is deemed to be statistically sufficient. Therefore, if the item analysis 

identified a poor item (Cronbach’s alpha < .70), the researcher had to decide whether removing 

the poor item from the measuring instrument would significantly improve the measure. If the 

removal improved the measure, then the item was deleted and removed from any subsequent 

analyses. For this study, no items were removed as it did not reflect that the removal of any items 

would significantly improve the measure (Tabachnick & Fidell, 2013). 

 

3.12.2 Structural Equation Modelling (SEM) 

The researcher used SEM which is a “general statistical technique that uses a combination of 

factor analysis and path analysis” (Hox & Bechger, 1999, p. 1), to answer the research initiating 

question. As stated by Diamantopoulos and Siguaw (2013) the researcher used SEM to 

determine the explanatory structural model’s fit through theorising in response to the research 

initiating question. Using SEM, two focal areas were tested, namely, the outer model (known as 

the measurement model) and the inner model (i.e. the structural model).  

 

The PLS-SEM, a package called SmartPLS version 3, was used to identify the path coefficients 

between the variables and to estimate the PLS model (Henseler et al., 2016). PLS is a soft 

modelling approach used to assess the measurement’s reliability and validity based on specific 

criteria. One criterion included was the assessment of internal consistency reliability with a score 

above .70 being deemed satisfactory (Henseler et al., 2009). Due to its suitability in prediction-

orientated research, PLS path modelling is often used by researchers focussing on the 

explanation of endogenous constructs (Henseler et al., 2009). 

 

As suggested by Charoensukmongkol (2017), various analyses were conducted before the 

evaluation of the PLS model estimation. The first analysis focused on the model specifications 

and involved creating connection paths to create the inner and outer model. When investigating 
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the outer model, emphasis was placed on a systematic evaluation of the measurement model fit. 

Only after internal consistency had been achieved in the outer model did the researcher focus on 

the inner model (Henseler et al., 2009). The fit of the model was evaluated by investigating the 

reliability of the latent variables, using composite reliabilities and R2. For the reliability coefficients 

to be deemed as satisfactory, Charoensukmongkol (2017) suggests that it should exceed .70. 

Convergent validity using the average variance extracted (AVE) evaluated how close new 

measures are related to other measures measuring the same construct. According to 

Charoensukmongkol (2017), the AVE score should at least be .5 to demonstrate convergent 

validity.  

 

After the analysis on the latent variables reflected sufficient reliability and validity values, the 

structural model estimates needed to be analysed (Henseler et al., 2009). The structural model 

compared latent variables to each other to assign relationships between the variables. A 

technique known as bootstrapping sampling was used to determine the Confidence Intervals (CI) 

of the path coefficients and statistical inference (Henseler et al., 2009). Once bootstrapping was 

completed, the accuracy of the structural path estimates to the main effects was assessed.  

As this research study explored the moderating effects between variables, the PLS path modelling 

was used. It is important to note that the researcher first assessed the hypothesised path 

estimates of direct relationships before continuing with the analysis of the moderating effects. 

 

3.13 Chapter Summary 

This chapter presented the research methodology that was utilised in this study. The researcher 

used a cross-sectional research design with a quantitative approach to answer the research 

initiating question. The variables were operationalised by introducing the measurement 

instruments that were used. Data were collected using a web-based questionnaire on a sample 

of customer service agents from different divisions within the financial service organisation. The 

measuring tools’ psychometric properties were analysed and discussed, and the chapter 

concluded by presenting the statistical software packages that were used, and the main data 

analyses conducted. In Chapter 4 the results of analysis will be discussed. 
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CHAPTER 4   

RESEARCH RESULTS 

4.1 Introduction 

This chapter reports on the statistical findings of the data that were collected and analysed using 

the statistical methods discussed in Chapter 3. The findings are discussed as they relate to the 

hypotheses presented in the previous chapters. First descriptive analysis was conducted to 

describe the sample. Next item analysis was done to determine the quality of the measurements 

used. Once item analysis was completed, partial least square (PLS) path analysis was used to 

test the measurement reliability and fit of the structural model by determining the quality of paths 

between the constructs being investigated.  

 

4.2 Sample Characteristics 

The final research sample comprised of customer service agents (n = 442) from a financial service 

centre in Gauteng, South Africa. Initially, N = 469 customer service agents opened the online 

survey, but either did not give consent for participation (n = 11) or had too many missing 

responses and were deleted by using listwise deletion (n = 16). In this study, biographical 

information was collected on gender, age, marital status, years in customer service, highest level 

of education obtained and the type of customers those agents served. The biographical 

information of the research participants is summarised in Table 4.1. 

 

Table 4.1  

Combined Sample Characteristics (N = 442) 

Gender 

Category Frequency Percentage 

Male 107 24.21 

Female 324 73.30 

Do not want to disclose 11 2.49 

Total  442 100 
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Age 

Category           Frequency Percentage 

18-25 18 4.07 

26-30 112 25.34 

31-40 201 45.48 

41-50 77 17.42 

51 + 31 7.01 

Did not want to disclose 3 .68 

Total  442 100 

Marital Status 

Category       Frequency Percentage 

Single 251 56.79 

Married 132 29.86 

Divorced 29 6.56 

Widowed 5 1.13 

Did not want to disclose 25 5.66 

Total  442 100 

Number of years in customer service 

Category         Frequency Percentage 

Less than 1 year 4 .90 

1 year 11 2.50 

2-5 years 141 31.90 

6-10 years 116 26.24 

11 years + 156 35.29 

Did not want to disclose 14 3.17 

Total  442 100 
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Highest level of education 

Category           Frequency Percentage 

Below Grade 12 6 1.37 

Grade 12 123 28.02 

Certificate 148 33.71 

Undergrad Diploma/Degree 80 18.22 

Post-grad Diploma/Degree 63 14.35 

Did not want to disclose 19 4.33 

Total  439 100 

Type of customers  

 Category              Frequency Percentage 

Internal colleagues 147 33.26 

External customers 264 59.73 

Did not want to disclose   31 7.01 

Total  442 100 

 

4.2.1 Inter-correlations Between Variables  

Initial exploratory analysis and descriptive statistics were conducted using SPSS (Version 27). 

Analyses were conducted to investigate inter-correlations between variables and the internal 

consistency of items in each measure (Cronbach’s alpha). To test the relationship between 

variables, bivariate correlations were conducted, including all the main/total scales used in this 

research study (see Table 4.2). The correlation results provide insight regarding the significance, 

strength, and direction of the relationships between variables. As seen in Table 4.2, all the 

relationships were in the expected direction. The strengths of the relationships, of the studied 

variables, ranged from r = -.27, p < .01, showing a significant, negative relationship between work 

engagement and Type D Personality, to r = .52, p < .01, showing a strong relationship between 

burnout and work overload. 

 

 

 

 

 

 

 

Stellenbosch University https://scholar.sun.ac.za



40 
 

 
 

Table 4.2  

Means, Standard Deviations, Reliabilities, and Inter-correlations 

Variables M SD 1 2 3 4 5 

1. Work Engagement 4.73 1.38 α = .91 
    

2. Perceived Social Support 7.73 2.09 .28** α = .97  
   

3. Burnout 3.99 .85 -.25** -.06 α = .85 
  

4. Type D Personality 7.16 1.76 -.27** -.24** .37** α = .80 
 

5. Work Overload  3.65 .80 -.24** -.12* .52** .35** 
 

 α = .71 

Note. Sample size is N = 442; Coefficient alphas are available in parenthesis along the diagonal; 

the Cronbach’s alpha was calculated based on the internal consistency for items in each measure. 

*p < .05. ** p <.01 (two-tailed). 

Although the Cronbach’s alpha for each of the scales appear to be acceptable, this only showed 

that items had internal consistency. To further test reliability, it is recommended to use SEM (Yang 

& Green, 2011); therefore, with the assistance of a statistician, Statistica was used to test the 

reliability of the items. 

4.3 Validation of the Measurement Outer Model  

The instruments utilised in this study were analysed to determine the level of internal consistency 

(reliability) and convergent validity that were present per instrument. 

 

4.3.1 Item Analysis 

Item analysis was conducted via SEM on the 13 subscales of the research study. Item analysis 

was used to examine the inter-correlation between the items used in the separate measures. 

These correlations are a subtype of internal consistency reliability. Satisfactory average inter-item 

correlations are values above .40, which suggests that the items are homogenous (M. Kidd, 

personal communication, June 11, 2021). An overall average inter-item correlation, less than .40, 

suggests that the items are not well correlated. Further, item analysis is used to provide 

information on the statistical quality of each measurement item, which represents an underlying 

construct (Nunnally & Bernstein, 1999). 

Chapter 3 indicated the Cronbach’s alpha values per instrument. To assess the internal 

consistency reliability, Cronbach’s alpha should be between the value of .60 and .70, to be 

deemed as an acceptable reliability score (Nunnally & Bernstein, 1994; Yang & Green, 2011). 
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Item analysis was conducted on each subscale of the composite questionnaire to test internal 

reliability. Table 4.3 shows that three of the five total constructs' overall average inter-item 

correlations had satisfactory values. Only the work overload and burnout total scales average 

inter-item correlation value were lower than the acceptable value (i.e. value ≥ .4). The results of 

item analysis included the Cronbach’s alpha and average inter-item correlation of all the 

subscales of each measure. The Cronbach’s alphas for the 13 subscales indicated good internal 

consistency. These results, in conjunction with the descriptive statistics for the subscales and total 

scales, are presented in Table 4.3. 

Table 4.3  

Descriptive and Reliability Statistics for the Subscales 

Sub-scales Mean Standard 

Deviation 

Number of 

items per 

subscale 

Cronbach 

Alpha 

Average inter-item 

correlation  

Work Engagement 14.09 4.14 — .92 .80 

Vigour 13.2 4.52 3 .90 .77 

Dedication 14.81 4.60 3 .90 .75 

Absorption 14.27 4.24 3 .83 .63 

Perceived Social Support 14.84 4.03 — .91 .73 

Emotional Support 27.77 8.63 8 .96 .75 

Tangible Support 14.38 4.80 4 .93 .77 

Affectionate Support 15.63 4.47 4 .94 .81 

Positive Social Interaction 11.60 3.47 3 .96 .89 

Burnout 10.22 2.63 — .55 .30 

Emotional Exhaustion 35.48 12.43 9 .92 .56 

Personal Accomplishment 37.70 8.12 8 .79 .32 

Depersonalisation 14.98 5.95 5 .72 .35 

Type D Personality 3.93 1.13 — .71 .55 

Negative Affect 13.50 4.55 7 .80 .38 

Social Inhibition 14.00 4.43 7 .77 .33 

Work Overload 40.23 8.79 11 .86 .37 

Note. N = 442. 
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4.3.1.1 Work Engagement 

The UWES-9 results indicated good internal reliability with an overall satisfactory Cronbach’s 

alpha coefficient (α = .92). Based on the Cronbach’s alpha coefficient findings in Table 4.3, the 

UWES-9 showed internal consistency among the subscales with acceptable correlation scores 

for vigour (α = .90), dedication (α = .90) and absorption (α = .83). The Cronbach's alpha findings 

indicated a strong internal consistency amongst all the items in the UWES-9 scale (Yang &Green, 

2011). From Table 4.3, the average inter-item correlations ranged between .63 and .77 on the 

individual UWES-9 items, which indicated that the items support the construct it ought to measure. 

Moreover, the correlation analysis reported a satisfactory total average inter-item correlation value 

of .80, suggesting strong internal consistency reliability among all the items in the UWES-9 scale. 

Based on the item analysis performed, the results in Table 4.3 indicate that none of the items that 

makes up the three subscales of the UWES-9 (i.e. vigour, dedication and absorption) affected the 

coefficients negatively and therefore all items remained in the measurement and subsequent 

analyses.  

 

4.3.1.2 Perceived Social Support  

Based on the results, the Social Support Survey (SSS) received an overall Cronbach's alpha 

coefficient of α = .91 and an overall average inter-item correlation of .73. Table 4.3 indicates that 

the average inter-item correlations between the subscales ranged from .75 to .89 on the individual 

SSS items. These findings suggested strong internal consistency reliability among all the items in 

the SSS scale. Based on the performed item analysis, the results in Table 4.3 indicate that none 

of the items that make up the four subscales of the SSS (i.e. tangible support, emotional-

informational support, positive social interactions and affectionate support) affected the 

coefficients negatively and therefore all items remained in the measurement and subsequent 

analyses.  

 

4.3.1.3 Burnout 

The analysis of the Maslach Burnout Inventory’s (MBI) Cronbach's alpha found that the results 

were satisfactory to a degree as all three subscales of the burnout construct had Cronbach’s 

alpha values above .70; emotional exhaustion (α = .92) depersonalisation (α = .72), and personal 

accomplishment (α = .79), with satisfactory average inter-item correlations per subscale that 

ranged between .32 and .56. In terms of the total scale in Table 4.3, the Cronbach’s alpha was 

moderate (α = .55), and the total scale average inter-item correlation score was .30, suggesting 

moderate correlation between the subscales when measuring the overall burnout construct. 
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However, the fact that the subscales Cronbach’s alpha was all above .70 suggested that the items 

satisfactorily measured the burnout construct. Nevertheless, the researcher did not remove any 

items as the removal of any of the items would not have made much of a difference to the results. 

Consequently, after statistically analysing the psychometric properties of the MBI in the research 

study, it was considered that the MBI might have not been the best instrument to use to 

operationally measure burnout. The MBI’s total scale’s Cronbach’s alpha suggested that although 

there was inter-item consistency between the subscales, the burnout scale did not yield a strong 

reliability correlation. However, as the participants had completed the MBI section as part of the 

composite research survey, it was decided that the MBI information would remain in the survey 

to operationally measure burnout in the research study. 

 

4.3.1.4 Type D Personality 

The Type D Scale-14 received an overall Cronbach's alpha coefficient of α = .71, with both 

subscales Cronbach’s alpha values reflecting above .70 (i.e. negative affect with a α = .80 and 

social inhibition with a α = .77), indicating high internal consistency. Based on Table 4.3, the Type 

D Scale-14’s overall average inter-item correlation was .55, which reflects a good internal 

consistency reliability finding of the Type D Scale-14. Therefore, the overall total scale 

psychometric properties were satisfactory. Consequently, all items remained in the measurement 

and subsequent analyses, as Table 4.3 indicate that none of the measurement items negatively 

affected the coefficients. 

 

4.3.1.5 Work Overload 

The work overload scale's Cronbach alpha was satisfactory (α = .86), with a moderate average 

inter-item correlation of .37. These findings indicate that the scale successfully measures the 

construct of work overload. The results further indicated that the overall total scale psychometric 

properties were satisfactory. Consequently, all items were retained in the subsequent analyses, 

as Table 4.3 indicates that none of the measurement items negatively affected the coefficients. 

 

4.3.1.6 Summary of the Reliability of the Latent Variables 

The item analysis conducted was utilised to determine the quality and reliability of the instruments 

used to gather the data that was needed to answer the research initiating question. There was no 

justification to remove any of the items of the scales. Most of the scales had acceptable 

Cronbach's alpha (α ≥ .60), suggesting good internal consistency. Therefore, the researcher was 

comfortable to move to the second phase of the analysis, namely the PLS path analysis. 
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The PLS reliability analysis is used to establish the measurement model fit and determine the 

significance and strength of the constructs. As discussed in Chapter 3, the Smart PLS version 3 

statistical package was used to conduct the PLS analysis testing. Only after the outer model 

showed evidence of sufficient reliability and validity was the inner path model analysed (Henseler 

et al., 2009). After all the latent variable reliabilities were established (refer to Table 4.3), the 

significance of the paths was evaluated to test the significance and strength of the hypothesised 

relationships, and to determine the fit of the structural model. Figure 4.1 represents the SEM 

model excluding the moderating effects. 

 

Figure 4.1  

SEM Model Excluding Moderators 

 

Note. Bold lines indicate larger path coefficients and thin lines indicate smaller path coefficients. 

To test the reliability of the outer model, the composite reliability and AVE scores were analysed 

per construct. At first, the SEM model, without any of the hypothesised moderating effects, was 

analysed. This was done to analyse the reliability of the outer model and to evaluate the fit of the 

proposed SEM model (see Figure 4.1). 
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The composite reliability, like Cronbach's alpha, measured the internal consistency of items that 

form part of the measuring scales. When the composite reliability (ρc) is ≥ .70, it is classified as 

satisfactory while anything below .60 is regarded as unsatisfactory (Wong, 2013). Table 4.4 

presents the composite reliability for the measurement model. All the latent variables’ reliability 

scores for the research study were > .70 and can therefore be reported as successfully 

representing the variables it set out to measure.  

The AVE criterion was also evaluated to determine the convergent validity of the five constructs. 

The AVE (ρv) is used to examine the relatedness between the items and the variables being 

measured. Scales that obtained a value ≥ .5 indicate satisfactory convergent validity (Hair et al., 

2011). Referring to Table 4.4, most of the latent variables assessed reflected good convergent 

validity (i.e. AVE values > .5), except for work overload. The results indicate that most of the 

variables explained more than half of the variance in the measuring items. Although the work 

overload scale reflected a score below .5 (ρv = .41) none of the indicators were zero. Therefore, 

it was deduced that there was a reasonable measurement model fit. Nevertheless, the 

undesirable score of the work overload construct (i.e. ρv = .41) raised doubt in terms of the integrity 

of the structural model and the path correlations related to the work overload variable (Shrestha, 

2020). 

 

Table 4.4  

Composite Reliability and AVE  

Latent Variable Composite Reliability AVE (ρv) 

Work Engagement .95 .86 

Perceived Social Support .93 .78 

Burnout .76 .54 

Type D Personality .87 .77 

Work Overload .88 .41 

 

4.3.2 Discriminant Validity 

A further analysis was conducted to test construct validity by analysing discriminant validity 

among the constructs. Discriminant validity was assessed using heterotrait/monotrait ratio and 

was used to determine whether the constructs were unique, showing theoretical distinction 

between constructs or whether measurements were assessing the same underlying construct 
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(Shrestha, 2020). As seen in Table 4.5, all pairings showed discriminant validity, which indicated 

that all the constructs investigated were unique and different from each other. 

 

Table 4.5  

Discriminant Validity 

From To Discriminate Ratio 95% CI  

(lower)  

95% CI 

(upper)  

Work Engagement Type D Personality Yes .38 .26 .5 

Work Engagement Work Overload Yes .28 .18 .37 

Work Engagement Burnout Yes .78 .68 .87 

Work Engagement Perceived Social Support Yes .28 .16 .38 

Perceived Social Support Type D Personality Yes .31 .19 .42 

Perceived Social Support Work Overload Yes .13 .08 .17 

Perceived Social Support Burnout Yes .32 .21 .44 

Burnout Type D Personality Yes .82 .72 .93 

Burnout Work Overload Yes .68 .56 .8 

Work Overload Type D Personality Yes .33 .25 .4 

Note. ‘Yes’, indicates discriminant validity between the constructs and CI = Confidence Intervals. 

 

4.3.3 Evaluating the Outer Loadings  

The final reliability evaluation conducted was the PLS bootstrap analysis technique to evaluate 

the study’s outer loadings (Henseler et al., 2009). This technique is used to test the statistical 

significance of factor loadings per item. Table 4.6 indicates the path coefficients between the 

variables and the items measuring the specific latent variables in the composite questionnaire. 
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Table 4.6  

PLS-SEM Outer Loadings per Scale  

Latent Variable Manifest Variable Loadings 95% CI  

(lower)  

95% CI 

(upper)  

Sig. 

Work Engagement 

 Dedication .95 .93 .96 Yes 

 Absorption .91 .88 .93 Yes 

 Vigour .93 .92 .95 Yes 

Perceived Social Support     

 Affectionate support .92 .89 .94 Yes 

 Emotional Support .83 .79 .86 Yes 

 Positive Social Interaction  .92 .9 .94 Yes 

 Tangible Support .86 .81 .89 Yes 

      

Burnout      

 Depersonalisation .81 .75 .86 Yes 

 Emotional Exhaustion .92 .90 .95 Yes 

 Personal Accomplishment .35 .15 .51 Yes 

Type D Personality     

 Negative Affect .92 .88 .95 Yes 

 Social Inhibition .84 .77 .89 Yes 

Work Overload      

 Work Overload item 1 .72 .66 .77 Yes 

 Work Overload item 2 .64 .55 .71 Yes 

 Work Overload item 3 .70 .62 .76 Yes 

 Work Overload item 4 .52 .39 .63 Yes 

 Work Overload item 5 .8 .76 .83 Yes 

 Work Overload item 6 .7 .64 .75 Yes 

 Work Overload item 7 .68 .61 .74 Yes 

 Work Overload item 8 .48 .37 .58 Yes 

 Work Overload item 9 .48 .37 .57 Yes 

 Work Overload item 10 .76 .70 .81 Yes 

 Work Overload item 11 .49 .37 .59 Yes 

Note. CI = Confidence Intervals and Sig. indicates whether each path was statistically significant. 
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The loadings indicate how much the items contributed toward the scoring of the constructs. If a 

loading is < .4, it indicates that the item does not contribute to the construct (Cabrera-Nguyen, 

2010; M. Kidd, personal communication, June 11, 2021). Based on Table 4.6, none of the factors 

loaded (ranging from .35 to .95) were zero and the p-values per item were p < .01. These findings 

suggest that the paths between the variables (i.e. work engagement, burnout, work overload, 

perceived social support and Type D personality) all reflected statistically significant correlations. 

This finding confirmed the reliability of the scales used. 

 

4.4 Validation of the Inner Structural Model 

The quality of the relationship between the constructs used in the composite questionnaire was 

assessed by analysing the structural model. The PLS-SEM analysis was used to determine 

covariance between a set of variables. Included in testing the structural model was the evaluation 

of coefficient of determination outputs (R2), as well as analysing and determining possible main 

and moderating effects. The proposed paths in the inner model were investigated by assessing 

R2 and path coefficients (Urbach & Ahlemann, 2010). The R2 determines the degree of variance 

per dependent variable that forms part of the inner model (Urbach & Ahlemann, 2010). The R2 

statistically measures how much of the variance of a specific construct is explained by the model 

(Chin, 2010). Generally, a R2 value of .19 is regarded as weak, .33 as moderate, and .67 as a 

strong value (Chin, 1998). Table 4.7 illustrate the R2 of the endogenous variables (i.e. work 

engagement and burnout). 

 

Table 4.7  

R-Square Values for the Endogenous Variables 

Scale R2 R2 Adjusted 

Work Engagement .31 .31 

Burnout .29 .29 

 

The R2 values in Table 4.7 illustrate that 31% of the variance of work engagement (work 

engagement, R2 = .31) was explained by the full model. Therefore, roughly 69% of other factors, 

which were not specified in the SEM model, can be used to explain variance in work engagement. 

Similarly, the results indicated that 29% of the variance in burnout (burnout, R2 = .29) was 

explained by the variables presented in the model; thus 71% is explained by other factors not 
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identified in the current research. Therefore, additional variables, not identified in this research, 

can be used to explain variance in work engagement and burnout. 

 

Additionally, the PLS path modelling was used to test the cause-and-effect relationship between 

latent variables (Henseler et al., 2009). Once the reliability measures for each scale were 

determined, path coefficients were investigated to determine the quality and significance of the 

paths. The hypothesised paths were investigated by determining whether zero fell within the 95% 

CI, for each path coefficient. Values close to zero suggest that there was no relationship between 

the constructs investigated. Table 4.8 indicates which path coefficients were significant (or not). 

Based on the findings, four path coefficients were found to be significant. The paths are also 

visually represented in Figure 4.2, which was first introduced as Figure 2.2 in Chapter 2. 

 

Table 4.8  

Path Coefficients between Variables 

Path From To 
Path 

Coefficient 
p-value Sig. 

H1. Burnout -> Work 

Engagement 
Burnout 

Work 

Engagement 
-.49 <.01 Yes 

H2. Perceived Social 

Support -> Work 

engagement 

Perceived Social 

Support 

Work 

Engagement 
.16 <.01 Yes 

H3. Type D Personality -> 

Work Engagement 
Type D Personality 

Work 

Engagement 
-.02 .68 No 

H4. Type D Personality -> 

Perceived Social Support 
Type D Personality 

Perceived Social 

Support 
-.25 <.01 Yes 

H5. Work Overload -> 

Burnout 
Work Overload Burnout .54 <.01 Yes 

H6. Perceived Social 

Support* Work Overload -> 

Work Engagement 

Perceived Social 

Support*Work 

Overload 

Work Engagement -.07 .23 No 

H7. Type D 

Personality*Work Overload -

> Work Engagement 

Type D 

Personality* Work 

Overload 

Work Engagement -.01 .93 No 
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Path From To 
Path 

Coefficient 
p-value Sig. 

H8. Work Overload* 

Perceived Social Support -> 

Burnout 

Work Overload* 

Perceived Social 

Support 

Burnout .02 .62 No 

H9. Work Overload* Type D 

Personality -> Burnout 

Work 

Overload*Type D 

Personality 

Burnout -.01 .85 No 

Note. Sig. indicates whether each path was statistically significant. 
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Figure 4.2  

A Conceptual Model of Type D Personality, Job Demands and Resources on Customer Service Agents Burnout and Work Engagement 

Note. The bold arrows indicate significant paths, and the thin arrows indicate non-significant paths.
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4.5 Interpretation of the Proposed Hypotheses 

In testing each of the proposed hypotheses, the following results were found. 

Hypothesis 1. Burnout (η2) has a significant negative relationship with work engagement (η1). 

The finding corroborates the hypothesised significant negative relationship between burnout and 

work engagement (i.e. r = -.49, p = <.01). Consequently, the null hypothesis 1 (i.e. 𝐻𝑎1: Ɓ𝟏𝟐 < 0) 

was rejected. The hypothesis was tested and proven to show that when employees experience 

burnout, they are less likely to experience work engagement. This finding is congruent with the 

findings of current research surrounding the relationship between the two constructs. Based on 

this finding, there is a strong negative relationship between burnout and work engagement. With 

respect to the customer service environment, this finding indicates that customer service agents 

who experience burnout, would be less engaged at work and while doing work activities.  

 

From a meta-analysis conducted by Cole et al. (2011) that included a review of 50 samples from 

37 studies, it was deducted that there is no standard acceptable view regarding whether burnout 

and work engagement are either opposite ends of the occupational health continuum or mutually 

independent constructs. However, according to Kaski and Kinnunen (2020), when assessing an 

individual’s occupational well-being, burnout is classified as ill-being whereas work engagement 

is classified as well-being. Nevertheless, the fact that these two variables are not stronger than r 

= .5, implies that the variables measure different constructs and are not the same. 

Hypothesis 2. Perceived social support (ꞑ3) has a positive relationship with agents' work 

engagement (ꞑ1). 

The findings supported the hypothesised positive relationship between perceived social support 

and work engagement, as the path for perceived social support and work engagement was found 

to be significant (i.e. r = .16, p = <.01), with zero not falling within the 95% CI. This research 

study’s finding indicates that employees who feel supported at work tend to be more engaged in 

their work and work environments. The hypothesis aimed to confirm the findings of a meta-

analysis conducted on work engagement, which proposed that work engagement is best 

predicted by job resources, such as support from an individual’s supervisor (Bakker et al., 2018). 

Studies conducted on service professions such as nursing staff, support these findings which 

show that social support has a positive correlation with employees work engagement 

(Orgambídez-Ramos & De Almeida, 2017; Pohl & Galletta, 2017; Polman et al., 2010). Based on 
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this research it is postulated that collective social support (i.e. support received from supervisors 

and colleagues) plays a significant role in the experience of work engagement (Vera et al., 2015). 

Therefore, this finding supports the meta-analysis and builds on the body of knowledge that 

currently exists regarding antecedents of work engagement within a customer service work 

environment.  

Hypothesis 3. The Type D personality profile (ξ1) has a significant negative relationship with work 

engagement (ꞑ1). 

In Chapter 2, it was argued that based on the JD-R model, personality is classified as a personal 

resource that positively impacts work engagement. However, as the Type D personality has 

negative tendencies, it was postulated that the more Type D tendencies an individual has, the 

lower their likelihood of experiencing work engagement. Therefore, although the JD-R model 

indicates that personal resources have a positive relationship with work engagement, for this 

study, the researcher predicted an inverse relationship between the distressed personality and 

work engagement. Additionally, in a cross-sectional study conducted on N = 334 undergraduate 

students, Polman et al. (2010) found that individuals with Type D personality are more likely to 

experience higher levels of work disengagement. Building on this finding, the assumption was 

that as customer service environments are inherently stressful, it is expected for customer service 

agents (with a Type D personality) to be more disengaged. Additional individuals with a Type D 

personality characteristically experience negative affect and therefore tend to experience more 

negative emotional states, and consequently are less likely to experience engagement (Van Den 

Tooren & Rutte, 2016; Xanthopoulou et al., 2009). However, in the current research, the 

hypothesis was not supported by the research findings. The hypothesised negative relationship 

between the Type D personality profile and work engagement was found to be non-significant 

(i.e. r = -.02, p =.68). Consequently, the null hypothesis (i.e. 𝐻o3: ƴ𝟏𝟏 = 0) was not rejected. 

Interestingly, the finding indicated no direct relationship between the Type D personality construct 

and work engagement. Although the results showed that the relationship between the two 

constructs was negative, the relationship was non-significant. Therefore, this study’s finding 

implies that if customer service agents have a Type D personality, they are not necessarily less 

engaged at work.  
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Hypothesis 4. The Type D personality profile (ξ1) has a negative relationship with perceived social 

support (ꞑ3).  

In this study it was predicted that individuals with a Type D personality are less likely to build 

social relationships and thus less inclined to perceive having social support. The hypothesised 

negative relationship between Type D personality profile and perceived social support was found 

to be statistically significant (i.e. r = -.25, p = < .01). This finding suggests that the higher the 

individual’s scores on the Type D personality, the lower their likelihood to perceive the experience 

of social support. According to a study conducted on N = 334 undergraduate students, it was 

confirmed that both sub dimensions of the Type D personality had a negative correlation to social 

support (Polman et al., 2010). This study’s finding therefore confirms previous research on the 

relationship between the Type D personality and perceived social support. Individuals with a Type 

D personality tend to have a generalised negative outlook and be socially inhibited, which hinders 

their development of social relations and subsequent perception of social support (Sararoudi et 

al., 2011). Moreover, in the customer service environment, agents with a Type D personality might 

view situations predominantly negatively and be socially inhibited. Consequently, their negative 

appraisal tendency may increase their experience of stress and their social inhibition tendencies 

might limit them from seeking help. Therefore, when an agent appraises a situation as stressful, 

they may not ask for help and subsequently build the perception that support is unavailable, even 

though their colleagues and supervisors might not even be aware that support is required. 

Hypothesis 5. Work overload (ξ2) has a significant positive relationship with burnout (η2). 

Literature related to the impact of work overload on burnout indicates that the frequency and 

severity of an individual’s workload has a significant impact on the experience of burnout (Chirico, 

2016; Fernando et al., 2020; Molino et al., 2016). It was therefore hypothesised that a positive 

relationship exists between job demands and burnout. This hypothesis was found to be 

statistically significant (i.e. r = .54, p < .01). According to a study conducted on 156 call centre 

agents in Namibia, there was a significant, positive relationship between job demands and 

burnout. This study’s findings confirmed that the more demanding the f customer service agent’s 

work is, the more likely burnout may occur (Chirico, 2016; Fernando et al., 2020). Therefore, 

customer service agents with high work overload can become burnt-out when exposed to high 

job demands over a long period of time. This finding further supports the claim, as specified in the 

JD-R model, that job demands might negatively impact occupational health, resulting in health 

impairments, such as burnout (Fernando et al., 2020). 
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Hypothesis 6. Work overload (ξ2) moderates the relationship between perceived social support 

(η3) and work engagement (η1). 

When analysing the effect of work overload as a moderator of the relationship between perceived 

social support and work engagement, it was found that this effect was non-significant (i.e. r = -

.07, p = .23). This finding suggests that the relationship between perceived social support and 

work engagement remains the same, regardless of the frequency or severity of workload that an 

individual experiences. Therefore, the null hypothesis (i.e. 𝐻o6: ƴ13 = 0) was not rejected. This 

finding is supported by research conducted by Kaski and Kinnunen (2020), who postulates that 

the availability of job resources plays a more significant role in explaining whether an individual 

experiences burnout or work engagement, irrespective of the individuals’ experience of job 

demands. 

Hypothesis 7. Work overload (ξ2) moderates the relationship between the Type D personality (ξ1) 

and work engagement (η1). 

To date, very limited research has been conducted relating to the impact of the Type D personality 

on work-related outcomes. However, in a study on N = 2273 Dutch individuals working in various 

sectors, findings indicated that Type D personality and job demands are related to lower levels of 

work engagement (Bagherian, 2011). Nevertheless, in the current research, the moderating effect 

of work overload on the relationship between the Type D personality and work engagement was 

found to be non-significant (i.e. r = -.01, p = .93). Consequently, the null hypothesis (i.e. 𝐻o7: ƴ14 

= 0) was not rejected. The findings suggest that work overload does not act as a moderator 

between the Type D personality and work engagement. This study’s finding therefore builds on 

the limited data available related to the impact of work overload on the relationship between Type 

D personality work engagement. 

Hypothesis 8. Perceived social support (η3) moderates the relationship between work overload 

(ξ2) and burnout (η2). 

Based on a study conducted by Bakker et al. (2005) which included a research sample of N = 

1021, it was reported that all the job resources that formed part of the study (which included social 

support), buffered the impact of work overload on burnout. The buffering relationship is also 

evident in research studies relating to the Demand – Control Model (Karasek, 1979). It was 

therefore predicted that perceived social support would moderate the relationship between work 

overload and burnout. The researcher analysed the PLS path coefficient and conducted the 
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bootstrapping technique to test the hypothesised moderating effect. However, the predicted 

moderating effect of perceived social support on the relationship between work overload and 

burnout was found to be non-significant (i.e. r = .02, p = .62). Therefore, the null hypothesis (𝐻08: 

ƴ25 = 0) was not rejected.  

Hypothesis 9. The Type D personality (ξ1) moderates the relationship between work overload (ξ2) 

and burnout (η2). 

In service professions, such as highly interactive customer service environments, “employees are 

likely to seek support from each other and the social setting in order to develop a feeling of control 

over their work” (Mustosmäki et al., 2013, p. 53). Therefore, it is postulated that if individuals with 

Type D personality are socially inhibited, they may not seek this support and thus are more 

inclined to appraise increased workload as stressors and hindrances. Thus, although there is 

currently limited research relating to the Type D personality construct, in line with the research by 

Mustosmäki et al. (2013), it was assumed that an individual’s tendency to experience negative 

affect and be socially inhibited impacts the effect of work overload on burnout.  

However, hypothesis 9 was not corroborated by the study’s finding. The results, as presented in 

Table 4.8, showed that the hypothesised moderating effect of the Type D personality on the 

relationship between work overload and job burnout was found to be non-significant (i.e. r = -.01, 

p = .85). Thus, the null hypothesis (𝐻09: ƴ26 = 0) was not rejected. Based on this finding, it can be 

deduced that the Type D personality profile has no impact on the positive significant relationship 

that exists between work overload and burnout. 

4.5.1 Univariate Moderation 

In univariate moderation, scores are derived for each latent variable and by using regression 

analysis, separate analyses were conducted for the three variables that were involved in the 

hypothesised moderating effects (i.e. work overload, perceived social support and the Type D 

personality). The univariate moderation analysis evaluated and interpreted the independent, 

moderator and dependent variables to determine whether there was a significant increase in the 

R2 when the paths between the independent variables and the moderator variables (i.e. indicated 

as independent*moderator) were included. Table 4.9 indicates whether a moderating effect exists 

between the various paths.  
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Table 4.9  

Univariate Moderation Analysis  

Independent 

Variable 

Moderator Dependent Variable R2 only R2 change p-value 

Work Overload Type D 

Personality 

Burnout .42 — .95 

Work Overload Perceived Social 

Support 

Burnout .31 — .66 

Perceived Social 

Support 

Work Overload Work Engagement .15 -.01 .05* 

Type D Personality Work Overload Work Engagement .15 — .71 

 

The only significant R2 change value was found for hypothesis 6, which states: 

Hypothesis 6. Work overload (ξ2) moderates the relationship between perceived social support 

(η3) and work engagement (η1). 

It is hypothesised that work overload moderates the relationship between perceived social support 

and work engagement. The moderating effect of work overload on the relationship between 

perceived social support and work engagement was found to be significant. More specifically, 

results of the current research show that when an employee experiences high work overload, it 

negatively impacts the positive effect that perceived social support has on work engagement. Put 

differently, the higher workload that people experience, the lesser the positive impact of perceived 

social support on work engagement. Figure 4.3 illustrates the moderating effect of hypothesis 6. 

Based on the range plot, a strong positive relationship between perceived social support and work 

engagement is observed when work overload is low, but the strength between the relationship 

weakens as the workload increases. This change is reflected by the steeper blue curve versus 

the flatter red curve. 
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Figure 4.3  

Range Ploy Portraying the Interaction Effect of Work Overload on Perceived Social Support and 

Work Engagement 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

4.5.2 Additional Significant Relationship  

Although not tested as a formal hypothesis, a mediating relationship was discovered during the 

exploratory data analysis process. The data showed a statistically significant negative relationship 

between Type D personality and perceived social support (r = -.25, p < .01), and a statistically 

significant relationship between perceived social support and work engagement (i.e. r = .16, p = 

<.01). The findings suggest that there was a mediating effect through perceived social support on 

the path between Type D personality and work engagement. Therefore, the perceived social 

support acted as a full mediator between Type D personality and work engagement. Put 

differently, the Type D personality construct did not have an impact on work engagement on its 

own, but it influenced the perceived social support construct which in turn, influenced work 

engagement (M. Kidd, personal communication, June 11, 2021).  
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However, until this point, not much research has been conducted on the Type D personality 

construct to support the results of this finding. On the one hand, research conducted by Bowling 

et al. (2004), relating to personality and social indicated that the relationship between personality 

and social support received was predominately mediated by the amount of social support given. 

Research on reciprocity suggests that an individual’s display of social support (or lack thereof) 

can induce the same or similar behaviour from others. For example, in an earlier study on 

Japanese university students, a high correlation (α = .71) was found between the amount of social 

support displayed and received (Bowling et al., 2004). Although there is limited research on this 

reciprocity relationship in work settings, if one relates it to the current context, it can be assumed 

that if individuals have a personality tendency to give social support to others, they will also 

experience having social support. However, for individuals with the Type D personality, who are 

often socially inhibited, it is expected that they will be less likely to give support and in turn, be 

less likely to perceive or receive support. Consequently, with a low social support reciprocity 

relationship for individuals with Type D personality, these individuals will be less likely to 

experience work engagement. However, on the other hand, research conducted by Polman et 

al. (2010) which focused on the interaction between Type D personality, perceived stress and 

social support on work-related factors of burnout and work engagement, reported a non-

significant relationship between Type D personality and social support/coping. Consequently, 

more research needs to be conducted to determine whether a mediating role of perceived social 

support exists in relation to the relationship between Type D personality and work engagement. 

4.6 Chapter Summary 

Chapter 4 focused on the statistical analysis of the data collected, the results, and interpretation 

thereof. By evaluating the inner and outer model, it was evident that all the paths in the outer 

model were statistically significant. These findings suggest that all the items included in the online 

survey measured the constructs they were intended to measure.  

 

From the nine research hypotheses that were tested, four main effect hypotheses were significant, 

which are: 

• Hypothesis 1. Burnout (η2) has a significant negative relationship with work 

engagement (η1). 

• Hypothesis 2. Perceived social support (η3) has a significant positive relationship 

with work engagement (η1). 
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• Hypothesis 4. The Type D personality profile (ξ1) has a significant negative 

relationship with perceived social support (η3). 

• Hypothesis 5. Work overload (ξ2) have a significant positive relationship with 

burnout (η2). 

The above hypotheses support the JD-R model’s premise, which states that the experience of 

burnout or work engagement depends on the interplay between job demands and resources, 

where work overload is the main predictor of burnout and perceived social support is the main 

predictor of work engagement (Demerouti & Bakker, 2011). This finding suggested that in the 

customer service environment, employees who experience high levels of job resources (i.e. 

perceived social support) are more likely to feel engaged and energised in their role; whereas 

employees with a high workload are more likely to experience symptoms of burnout.  

 

The hypotheses that were non-significant included hypothesis 3 (i.e. Type D personality has a 

significant negative relationship with work engagement), and all the hypotheses testing 

moderating effects. This finding could be attributed to various reasons. For hypothesis 3, Type D 

personality might not be the correct classification of a personal resource resulting in no 

relationship being identified between the personal resource and work engagement as proposed 

by the JD-R model. For the remaining moderating variables as per Figure 4.2, the reason for a 

non-significant finding on either of the moderating effects could either be because there is no 

relationship between the variables under investigation, or the measuring instruments used was 

not statistically sound. Nevertheless, although in the initial analysis of the moderating effect none 

of the 4 hypothesised moderating effects were found to be statistically significant, further analysis, 

using univariate analysis, led to the discovery that the work overload moderator played a 

statistically significant role between perceived social support and work engagement. This 

moderating effect was identified even though the PLS-SEM analysis suggested that the 

moderating effect was non-significant. 

 

Interestingly, although there was no direct relationship between Type D personality and work 

engagement, there was a mediating relationship was identified between Type D personality, 

perceived social support, and work engagement, whereby perceived social support acted as a full 

mediator between Type D and work engagement (M. Kidd, personal communication, June 11, 

2021). 
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Next, Chapter 5 will be used to elaborate on what the research findings mean and the practical 

implications within an organisational setting. The chapter will also focus on strategies that 

Industrial Psychologists, Human Resource managers, and customer service supervisors and 

managers, could consider when addressing issues related to work engagement and burnout. 

Finally, the chapter will conclude with a discussion on the study's limitations and 

recommendations, which should be considered in future studies of work engagement and 

burnout, specifically in the customer service environment. 
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CHAPTER 5   

DISCUSSION 

5.1 Introduction 

One topical focus area in the Industrial/Organisational Psychology domain is work engagement 

and burnout, given that these constructs are closely related to the wellbeing of employees 

(Schreuder & Coetzee, 2021). According to the International Labour Organisation (2016), it is 

important to equip Human Resource (HR) managers and Industrial/Organisational Psychologists 

with the knowledge to manage important work-related outcomes, such as decreased burnout and 

enhanced work engagement. By having such knowledge, allow organisations to put measures in 

place to equip their staff, and the organisation, to deal with demands in the work environment. 

Therefore, this study set out to identify the factors that act as antecedents of burnout and work 

engagement, specifically amongst customer service agents in the financial service industry. In 

this final chapter, the limitations and shortcomings of the research are reported, and practical 

implications provided, which could be used to assist HR managers and Industrial/Organisational 

Psychologists to have a better understanding of the antecedents of work engagement and burnout 

amongst customer service agents in South Africa. In conclusion, future research ideas are 

proposed.  

 

According to the Job-Demands Resources (JD-R) model, the interaction between job demands, 

job resources, and personal resources, influences whether employees experience burnout and 

engagement in the workplace (Janse van Rensburg et al., 2013). Further, the availability of 

resources (i.e. job or personal) determines whether the exposure to job demands result in burnout 

or work engagement (Demerouti & Bakker, 2011). In this study, it was apparent that both burnout 

and work engagement were products of the interaction of job demands and resources. 

Additionally, access to job/personal resources acts as a buffer against burnout, resulting in an 

increase the likelihood of agents experiencing work engagement.  

 

5.2 Discussion of Key Findings 

The focus of this study was to determine prevalent factors (i.e. work overload, perceived social 

support, and Type D personality) which contribute towards the variance in work engagement and 

burnout as experienced by customer service agents working in the financial services. The 

research initiating question was: Why is there variance in work engagement and burnout amongst 

employees in the customer services sector? In line with the research initiating question, the 

overarching aim of this study was to construct and test a structural model which accounted for 
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variance in burnout and work engagement of customer service agents within a same work 

environment, using the JD-R model. The study also aimed to present recommendations to the 

field of Industrial/Organisational Psychology and wellness in an organisation.  

 

Reflecting on the nine separate hypotheses that were formulated in this study, four main effects 

were found to be significant. The findings indicated that burnout showed to be significantly 

negatively related to work engagement (H1); perceived social support was found to be 

significantly positively related to work engagement (H2); the Type D Personality showed to be 

significantly negatively related to perceived social support (H4); and work overload showed to be 

significantly positively related to burnout (H5).  

 

For customer service agents to feel engaged as opposed to experiencing burnout, HR managers 

and supervisors should first assess customer service agents’ perceptions of the job demands and 

available resources. Based on this assessment, the organisational and individual interventions 

should place great emphasis on reducing the demands or modifying the perception of the 

demands so that the agent can view the demand as a motivational challenge as opposed to as a 

threat. From a support perspective, management and supervisors should implement a 

participative management style, which buffers against job demands (i.e. work overload) placed 

on the agents daily. Interventions that build resources (job or personal resources) bolster 

engagement, therefore assisting customer service agents to manage the demands inherent in the 

customer service environment (Knight et al., 2017). 

 

Additionally, hypothesis 3 was found to be non-significant. More specifically there was no 

statistically significant relationship between Type D personality and work engagement (H3). From 

the JD-R model, there is a relationship between personal resources and work engagement 

(Bakker et al., 2003). Usually, a personal resource is an antecedent to work engagement; 

therefore, it was expected that an employee with a low to non-existent distressed personality 

profile would have a higher probability of experiencing engagement within their job. However, due 

to the negative tendencies inherent in the Type D personality, this personality type should not be 

classified as the typical personal resource as described in the JD-R model. For this reason, it 

could therefore be theoretically justifiable why no relationship exists between the Type D 

personality and work engagement constructs. There was however a mediating relationship found 

between Type D personality, perceived social support and work engagement, where it seemed 

that perceived social support would account for all the observed interaction between Type D 
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personality and work engagement. This relationship was not explored in this study as it did not 

form part of the initial research hypotheses that were formulated from the literature. Additionally, 

although Type D personality predicts burnout, based on this study’s finding, the Type D 

personality does not predict work engagement. This finding therefore supports the view that 

burnout and work engagement are two independent constructs (Denton et al., 2008; Rożnowski, 

2020). Nevertheless, this non-significant finding implies that an employee’s distressed disposition 

has no impact on their likelihood to experience work engagement. However, the distressed 

personality profile might need to be managed to reduce the likelihood of burnout.  

 

Finally, none of the proposed moderating effects were found to have significant paths. Work 

overload did not have a significant moderating effect on the relationship between perceived social 

support and work engagement (H6), nor on the relationship between Type D personality and work 

engagement (H7). In the moderating hypotheses 6 and 7, the researcher evaluated whether work 

overload had an impact on the health-promoting process which could lead to work engagement. 

Research relating to the dual process of the JD-R model, postulates that a high amount of job 

resources would offset the impact of high job demands, such as work overload. In recent research, 

work overload was characterised as a challenging job demand. Challenging job demands are 

demands with “the potential to be seen as rewarding work experiences well worth the discomfort” 

and is therefore classified as a ‘good’ stressor (Borst, 2019, p.4). Based on research, the positive 

impact of resources (i.e. perceived social support or a low Type D personality profile) on work 

engagement becomes more pronounced when employees experience a challenging demand 

such as work overload. During this experience, an employees’ resources act as a motivational 

force to see the employee through the discomfort, and achieve their desired goal (Borst, 2019). 

However, for this study, work overload did not have a moderating effect on the relationship 

between perceived social support and work engagement or on the relationship between Type D 

Personality and work engagement. This implies that access to job/personal resources increases 

the experience of work engagement. Put differently, interventions that focus on increasing 

accessibility to job resources will enhance work engagement amongst customer service agents, 

despite the inherent presence of work overload in the role. 

 

In the moderating hypotheses 8 and 9, the researcher aimed to evaluate whether the resource 

constructs, as per the JD-R model, impact the health impairment process between work overload 

and burnout. However, there was no significant moderating effect of perceived social support on 

the relationship between work overload and burnout (H8), nor was there a significant moderating 
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effect of Type D personality on the relationship between work overload and burnout (H9). When 

examining the role of resources in the interaction between work overload and burnout, resources 

should buffer the effects of work overload. According to Kahn and Byosiere (1992), buffering 

variables reduce the likelihood of an employee appraising the work overload demand, as a 

stressor, as the resource changes how the employee perceives the demand thereby interfering 

with the stress-strain sequence and health-impairment process (as cited in Borst, 2019). 

However, perceived social support and the Type D personality both had non-significant effects on 

the relationship between work overload and burnout. 

 

The non-significant findings of the moderating effects could be attributed to various reasons. 

Firstly, as all the p-values for the moderating interactions were ≥ .05, the non-moderating impact 

could be attributed to a Type II error, where the study is concluding that there is no moderating 

impact when in fact there is an impact (Carte & Russell, 2003). Secondly, it could be attributed to 

a measurement issue. The overload and burnout scales reflected average inter-item correlation 

values that were lower than the acceptable value (i.e. value ≥ .4), suggesting weak internal 

reliability coefficient values. These values could have impacted the path significance of 

interactions involving work overload and burnout (Carte & Russell, 2003). Lastly, more research 

is needed on the specific variables that create moderating effects under the JD-R framework. 

Nevertheless, non-significant moderating effects are commonly found in research studies (M. 

Kidd, personal communication, June 11, 2021).  

 

With the overall objective of answering the research initiating question, this study identified factors 

that need to be targeted, in order to induce work engagement and reduce burnout amongst 

customer service agents. From the statistical analyses conducted, results indicated that only 31% 

of the variance in work engagement and 29% of the variance in burnout was attributed to the 

variables included in the proposed structural model. Although the proposed model only explains 

a small amount of variance in engagement and burnout, the results can contribute to the existing 

body of knowledge regarding work engagement and burnout amongst customer service agents 

in South Africa.  

 

Based on the JD-R adjusted model, work engagement and burnout are individual outcomes 

resulting from the interaction between job demands and resources (i.e. job and personal) (Bakker 

et al., 2014). Therefore, preventative interventions should focus on addressing the antecedents 

(i.e. root causes) versus the organisational outcomes (i.e. symptoms) since the antecedents lead 
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to the outcomes (Bakker et al., 2014). The discussion of the proposed interventions is aimed at 

addressing the findings that emerged from the statistical analyses of the investigation of the 

customer service agents in this study. According to Bakker et al. (2014), the most effective 

interventions include a combination of specific measures on an individual and organisational level. 

The following section will therefore cover both organisational and individual-level interventions. 

To ensure alignment with the JD-R theory, the proposed interventions will focus on reducing work 

overload and increasing the perception of available resources to reduce burnout and induce work 

engagement. 

 

5.3 Limitations of the Study 

There are several limitations that were identified in this research study. First, operationalising the 

job demand variable was restricted to only focus on the work overload construct as the main 

predictor of burnout amongst customer service agents. Therefore, accurate generalisable 

conclusions about the impact of job demands are limited to the interaction between work overload 

and the other latent variables present in this research study. Additionally, for this study, the 

overload subscale was measured on a five-point scale, instead of the seven-point scale. Although 

the difference in rating scales should have not impacted the correlation of the construct, it could 

have had an impact on the statistical significance of the work overload measurement. To 

circumvent this in the future, it is recommended to include more subscales that relate to job 

demands on the JDRS instrument. Alternatively, as the JDRS instrument measures both job 

demand and resources, it might be best to utilise an instrument that focuses solely on measuring 

job demands. 

 

Second, although the study included a large sample size (N = 442), an instrument included in the 

composite questionnaire contained items that were reverse scored, namely personal 

accomplishment, which was one of the three burnout dimensions. Having reverse-scored items 

could influence the reliability of individual measures (Görgens-Ekermans & Herbert, 2013). 

Consequently, the reverse-scored items, as evidenced by the MBI personal accomplishment 

subscale, were found to produce low-reliability values. To overcome the effect of reverse scoring 

in future research, the researcher could rewrite the items to reflect positively and test the reliability 

of the positively written items. In this case, if reliability is strong, there would be no need to use 

reverse scoring. 
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Third, it is not recommended to test two different moderating effects from the same moderating 

variable (work overload) on an endogenous variable (i.e. work engagement) as the exogenous 

variables impact one another causing biased estimates, skewness of results, and non-significant 

findings that cannot be statistically interpreted (Carte & Russell, 2003; M. Kidd, personal 

communication, June 11, 2021). Hence, to test the conceptual model (Figure 2.2), two separate 

moderating models were created to separate the two moderating effects to ensure that the results 

were accurate. Future research should not test more than one moderating effect on a single path. 

In doing so, this will ensure the quality of the path coefficient being tested between two variables.  

 

Fourth, data were collected from only one financial services organisation; hence the findings are 

only applicable to this specific population. According to Simons et al. (2017), to strengthen a body 

of knowledge, researchers require accuracy in the generality of findings. However, the results of 

this current study cannot be generalised to customer service agents outside of the participating 

organisation. Therefore, to do a follow-up study on the findings, future researchers would have to 

use the same participating organisation to test the validity of the research findings (Simons et al., 

2017). Future researchers should consider collecting data from numerous institutions and could 

also consider gathering data from different geographical locations (within one organisation). In 

doing so, results will show external validity (Simons et al., 2017).  

 

Fifth, the method of data collection chosen also introduced the likelihood of measurement bias. 

Although a web-based self-report questionnaire was fit for this study, given that the South African 

government implemented gathering restrictions, the self-report questionnaire could have 

introduced response bias into the data. Response bias is the probability of the participants 

responding in a manner that impacts the validity of the response. Common response bias errors 

include socially desirable responding, acquiescent responding, central tendency responding, and 

extreme responding. Although the participants were advised that their results were anonymous, 

individuals generally rate themselves overly positive to make a good impression, which is referred 

to as social desirability rating. Acquiescent responses occur when individuals agree to a 

statement in a questionnaire even though their answer is not a true reflection of their current 

status or experience (Podsakoff et al., 2003). Central tendency is the participants' tendency to 

choose the middle number of an uneven rating scale; while extreme responding is the tendency 

to choose the scores furthest from the centre on either end of the rating scale (either 0 or 4) 

(Paulhus & Vazire, 2007; Podsakoff et al., 2003). All these response biases negatively impact the 

quality of the data and the accuracy of the inferences drawn from the data. 
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Sixth, this study followed a cross-sectional research design, which takes a picture of the data in 

a specific instance. According to Carte & Buckley (1987), a quarter of the variance in statistical 

analyses performed can be attributed to systematic sources of measurement methods (as cited 

in Podsakoff et al., 2003). This implies that researchers can contaminate the data collection 

process purely based on the research design utilised. A cross-sectional research design 

introduces common measurement variance, which adversely impacts the true interactions 

between latent variables and its statistical soundness (i.e. significance of the paths, the effect size 

of relationships, and its direction) due to the way data was collected (Podsakoff et al., 2003). 

Therefore, future researchers should consider making use of a longitudinal research design. 

 

Seventh, given that data were collected during the COVID-19 pandemic, this could have had an 

impact on the sample’s overall status of well-being (which is directly related to wellbeing and 

burnout (Schreuder & Coetzee, 2021). Therefore, the generalisability of the results and findings, 

in a post-pandemic reality, might be questionable. It is recommended that researchers repeat the 

study to determine if the findings replicate. Replication of studies is important as it keeps 

researchers honest to provide findings that are true to the data collected and analysed. 

Replication also allows future researchers to conduct follow-up studies or comparative studies, 

based on the available findings (Podsakoff et al., 2003). 

 

Finally, although biographical data were collected from each respondent, this information was 

only used for descriptive statistics, not inferential statistics. More valuable insight could have been 

drawn by analysing whether biographical factors play a role in determining whether a customer 

service agent experience burnout or work engagement. 

 

However, despite the noted limitations this research still contributed to the body of knowledge e 

relating to work engagement and burnout. More specifically, the results show that work overload 

(i.e. as a job demand), perceived social support, and a distressed personality type (Type D 

personality) are all factors that may lead to work engagement or burnout amongst customer 

service agents working in the financial service industry. It should be noted that these limitations 

did not take away from the study’s findings. Instead, the limitations should be a guide for 

improvements in any future research endeavours. 
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5.4 Practical Implications 

Interventions aimed at an organisation are group or team-focused and include training 

programmes and job redesign. Consistent with research and underpinned by the JD-R model, 

proposed interventions which would benefit the study’s sample focused on the reduction or 

buffering of job demands and the increase and promotion of job and personal resources within 

the customer service environment. 

 

5.4.1 Organisational-level Interventions 

For this research study, the organisational interventions to be discussed included job modification 

and improved social support. The first intervention addressed job demands, while the second 

intervention focused on a customer service agent’s job resources. 

  

5.4.1.1  Job Modification to Reduce Work Overload 

For this study, work overload was seen as the main predictor of burnout in service environments. 

Therefore, it is important to identify and mitigate this demand to reduce its negative impact on 

customer service agents.  

 

In this study, the hypothesised positive relationship between work overload and burnout was 

found to be statistically significant, suggesting a strong positive relationship. This emphasises the 

importance of addressing work overload when implementing interventions that could reduce 

burnout and increase work engagement. According to Chirico (2016) due to the demanding nature 

of customer service environments, many agents experience mental fatigue and depletion of 

resources resulting in burnout. Therefore, customer service agents with a high level of work 

overload are more likely to experience burnout. 

 

To proactively address the impact of work overload, Surana and Singh (2013) suggest that 

organisations should implement job modification, which requires a change in a job, task or work 

environment (Bakker et al., 2014). In the customer service environment, job modification aims to 

create a balance between an agents’ workload and job resources, therefore transforming the 

agents’ perception of their workload from a threat to a motivational element that engages the 

employees (Knight et al., 2017). One way to practically modify the role is to alter the job elements 

by introducing modern technologies in the customer service environment. This introduction would 

lighten the workload of customer service agents and give them systems to be accountable for, 

which would increase their effectiveness and efficiency, while reducing their task load. Examples 
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of technologies that can reduce agents’ workload include chat-bots, service automation, and self-

service operations, which would reduce the influx of calls and alleviate the agents’ need to redirect 

calls as customers are able to answer specific questions that would navigate them to the correct 

department that can assist in resolving their queries (Martin, 2021). Modern technology and 

software allow agents to collaborate across departments by integrating and intuitively aligning 

operations hence empowering them in their roles (Martin, 2021). Additionally, there is a strong 

correlation between employee experience and customer experience. Empowered employees 

translate their positive affect and experiences into their interactions with their customers, therefore 

reducing the prospect of experiencing emotional labour and subsequently burnout (Martin, 2021). 

Based on these findings, implementing job modifications can lead to employees feeling 

empowered to effectively manage their workload, allowing agents to see high workload as a 

motivator as opposed to as a stressor (Surana & Singh, 2013). 

 

5.4.1.2 Increasing Job Resources (I.e. Perceived Social Support) Through Leadership 

Engagement 

Job resources, such as perceived social support, can be optimised by redesigning work practices, 

to induce work engagement (Bakker et al., 2014). This research study confirmed that social 

support increases a customer service agent’s likelihood of experiencing work engagement. 

However, this study also reported that the impact of perceived social support on work engagement 

is dependent on the magnitude of workload an agent experience. These findings highlight that to 

increase the likelihood of agents experiencing work engagement, their social support needs to 

outweigh their workload. To optimise the perception of available resources, job resource-building 

interventions should focus on improving the social and cultural aspects of the job. This can be 

achieved by having leadership-focused training and increasing leadership engagement (Knight et 

al., 2017). Leadership entails ensuring regular and consistent agent-supervisor interactions, 

where the agent receives constructive feedback on their role and how they are performing. As 

stated by Martin (2021), regular and consistent feedback provides clarity and direction during 

demanding periods of the day or week, therefore helping stressed employees feel centred. 

Consequently, to keep customer service agents motivated and engaged in the stressful and 

demanding environment, managerial support is crucial and requires organisations to promote a 

workplace culture that encompasses a caring and compassionate leadership style (Knight et al., 

2017). 
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Additionally, the study also found that the Type D personality profile impacts an agent's perception 

of social support. This suggests that agents’ whose profiles are similar to the Type D personality 

profile are more likely to have a low perception of social support. This study’s finding is in line with 

O’Riordan et al. (2020) who state that individuals with the Type D personality generally perceive 

social interactions as negative, intrusive, and threatening. Additionally, due to their fear of 

rejection, when these individuals experience a negative social interaction, it triggers negative 

affect which hinders the individuals from experiencing the support available to them (Kelly et al., 

2017). Consequently, organisations should implement non-intrusive social-emotional support to 

customer service agents to reduce their negative perceptions related to social interactions and 

increase their perception of available social support. An Employee Assistance Programme (EAP) 

is a social-emotional intervention that can combat employees’ perception of a lack of support as 

it provides workplace opportunities for employees to share issues in a confidential setting. Part of 

the EAP could be at least three free counselling sessions, which agents are able to make use of 

should they encounter a difficult customer or feel overwhelmed by their role or environment. 

Wellness initiatives such as an EAP may increase individuals' perceptions of feeling supported, 

promote a sense of belonging, and subsequently increase their work engagement. Another way 

of increasing social relationships within a work setting is by incorporating team-building activities 

or team interventions, which allow customer service agents to get to know one another outside of 

their work demands and build social networks. Engagement in these social activities provides 

employees with access to positive and non-intrusive social support, despite their differing 

personalities. These interventions aim to increase the employees’ perception of social support, 

which is positively associated with work engagement. 

 

5.4.2 Individual-level Interventions 

According to Bakker et al. (2014), individual-level interventions focus on person-specific areas. 

Employees in the same or similar type of work environments can experience the environment 

differently due to individual differences. To evaluate how employees perceive the availability of 

resources versus their job demands, the organisation should request that each employee 

complete an online JD-R survey (Bakker & Demerouti, 2018). Based on the information gathered, 

supervisors should connect with their employees to co-craft ways of balancing their job demands 

and resources. Two individual-level interventions that organisations should consider, to reduce 

burnout and induce work engagement, are job crafting and emotional regulation. Job crafting 

allows employees to readjust their work environment based on their demands and resources 
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available to make it more pleasant for them, while emotional regulation assists employees to 

objectively appraise and address stress and demands (Borkoles et al., 2018; Verlinden, 2021).  

 

5.4.2.1 Fostering Job Resources (I.e. Perceived Social Support) Through Job Crafting 

Job crafting is an individual-driven approach where agents focus on customising their role to feel 

more supported in order to increase work engagement and reduce burnout. In job crafting, agents 

consider their job demands, job resources and work environment and modify these aspects to 

become more energised and motivated (Bakker et al., 2014; Verlinden, 2021). The Job crafting 

can be done in numerous ways and should be done in conjunction with an agent’s supervisor. 

First, employees should focus on the task characteristics and amend the type of work, scope of 

work, or sequence in which work generally unfolds. Second, employees should focus on the 

relational aspect of the role. This step is key to increase the perception of social support and 

involves amending who and how often the agent interacts with different individuals at work. In this 

step, the agent and supervisor can decide on the support required to do the job effectively. Third, 

the job crafting process also includes a cognitive element. Like cognitive restructuring and 

reappraisal, cognitive crafting involves amending how agents appraise a task that is inherent in 

their role (Dutton & Wrzesniewski, 2020). The focus of job crafting is for agents to own the process 

of co-crafting their job with their supervisor as a point of connection, and to find new meaning in 

their roles and execution thereof (Dutton & Wrzesniewski, 2020).  

 

In addition to owning the process (i.e. be accountable for its implementation and success), the 

goal of job crafting is to create meaningfulness to the processes. This meaningfulness aims to 

combat the repetition in the agents’ day-to-day activities. Therefore, as Martin (2021) states, the 

job crafting process will increase job resources and modify job demands thereby making the role 

seem challenging as opposed to overwhelming. The crafting intervention allows customer service 

agents to reorganise their work environment and work relationships in a way that motivates and 

encourages them to be more engaged in their roles. 

 

5.4.2.2 Emotional Regulation Training to Manage Personal Resources I.e. Type D Personality)  

The Type D personality has an influence on an individuals’ stress-coping process. Individuals with 

the Type D personality have a higher propensity to perceive stressful events as a threat and 

respond to these perceived threats in maladaptive ways, such as avoiding the stimuli. These 

maladaptive approaches to dealing with stressors increase the individual's likelihood of becoming 

distressed and eventually experiencing burnout (Borkoles et al., 2018). Moreover, as individuals 
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with a Type D personality tend to be emotionally strung, their negative affect causes them to 

experience emotions more intensely when under stress. Based on research, it is better to 

implement individualised interventions as opposed to organisational interventions when dealing 

with individuals with a Type D personality (Borkoles et al., 2018). To reduce the emotional and 

social adversity commonly experienced by individuals with Type D personality, interventions 

should focus on building their emotional regulation and improving their interpersonal functioning. 

Emotional regulation strategies will assist individuals to experience more appropriate emotional 

responses to emotionally charged situation or stimuli (Borkoles et al., 2018). For example, agents 

with Type D personality could receive training on how to improve coping skills, how to reduce 

negative emotions and how to appraise a situation more objectively, rather than emotionally, 

hence reducing the severity of perceived external stressors.  

 

Furthermore, as individuals with a Type D personality tend to be hypersensitive to negative 

stimuli, they become easily distressed. Research has shown that stress reduction training is very 

useful to combat feelings of distress and anxiety. Borkoles et al. (2018) suggest mindfulness-

based training as one of the most effective forms of stress reduction training. Agents should 

consider practicing mindfulness-based coping strategies within their daily routine, which will assist 

them to reappraise a stressful stimulus (i.e. a difficult customer) to be viewed as less threatening. 

In fact, the stressful stimuli will be reappraised as a motivational challenge to overcome. The key 

to mindfulness training is its focus on changing the neural pathways in the brain to reappraise 

situations. Common relaxation techniques include mindfulness meditation or engaging in 

breathing exercises when individuals start to feel emotionally charged or begin to feel distressed 

(Borkoles et al., 2018). Moreover, by teaching agents to become more aware of their emotions 

and to learn mechanisms on how to manage or rephrase negative emotions or thoughts, allows 

agents to have a more objective appraisal of available resources. As such, emotional regulation 

training is recommended to assist in managing distressed tendencies and its potential impact on 

work engagement. 

 

5.5 Recommendations to Future Researchers 

Based on the limitations encountered in this research study, this section will detail a few 

recommendations to future researchers who are interested in gaining more insight on the impact 

of job demands and resources on work-related outcomes such as work engagement and burnout. 

First, job demands encompass various elements, which include work overload, but not limited to 

it (i.e. role ambiguity, role clarity, autonomy, lack of job control, emotional labour, lack of decision 
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making) (Bakker et al., 2003, p. 394). However, this study focused on work overload as the only 

job demand in the JD-R model. Future researchers should broaden their scope of operationalising 

job demands by evaluating, either various types of job demands or by viewing job demands 

holistically. In doing so, the findings can lead to deeper insight as to understanding why customer 

service agents might experience work engagement and burnout.  

 

Second, there is a shortage of literature on longitudinal studies relating to the impact of the Type 

D personality on work-related outcomes (i.e. work engagement and burnout). Therefore, future 

researchers can continue investigating the relationship between Type D personality and work 

engagement and burnout, to determine whether the findings of the current study can be 

replicated. 

 

Third, previous researchers, such as Maricuțoiu et al. (2017), have found that the third dimension 

of burnout, namely personal accomplishment, has a relatively weak correlation with the other two 

dimensions (p = .35). This study’s findings supported this weaker correlation. Therefore, future 

research should investigate the Maslach Burnout Inventory scale and the internal correlation 

between the three dimensions. Future research should check that all dimensions in a measuring 

instrument have a strong correlation of at least p = .4 to ensure that they all are measuring the 

totality of the construct under investigation. 

 

Fourth, as the current research only focused on one organisation, the generalisability of the 

findings is limited to this participating organisation. Thus, future researchers should consider 

expanding the research sample to include more organisations within the financial services 

industry, to increase external validity and generalisability. Additionally, researchers should 

explicitly state who or what their target populations is, which will assist future researchers to 

accurately conduct replication studies (Simons et al., 2017). 

 

Fifth, based on the JD-R model, personal resources refer to positive individual evaluations relating 

to one’s ability to withstand, deal with, control, or effectively respond to environments they function 

in (Bakker et al., 2014). These personal resources act as a buffer against job demands, thus the 

higher the personal resources, the lower the impact of job demands (Bakker & Demerouti, 2007). 

However, as previously mentioned, although Type D personality is a personality construct, it does 

not conform to the JD-R framework’s definition of personal resources, as the individual is 

expected to have little to no Type D tendencies for them to withstand, deal with, control, or 
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effectively respond to environments they function in. Therefore, while most personal resources 

act as a buffer against burnout, the distressed personality increases the likelihood of experiencing 

burnout. Future research should investigate which individual or personal traits (e.g., self-efficacy, 

psychological capital, resilience) might best act as a personal resource to enhance engagement 

and reduce burnout amongst customer service agents in South Africa. 

 

5.6 Summary and Conclusion 

In summary, Chapter 1 provided background and context into the rationale for initiating this 

research study. In Chapter 2, the focus was on gathering information about the study’s variables 

from existing sources and the theoretical framework underpinning the interactions between these 

variables. Chapter 3 focused on the research methodology implemented to gather the data, based 

on the hypothesised interactions. Chapter 4 provided an evaluation and interpretation, of the 

collected data, to test the hypotheses that was put forward.  

 

As a final thought, using the JD-R model and theory as the premise of this study, allowed the 

researcher to explore the JD-R path correlations as well as test additional paths of constructs that 

are relevant in the workplace. The additional paths allowed the researcher to add to the existing 

body of knowledge regarding job demands, job resources, personal resources, and to gain a 

better understanding of work engagement and burnout amongst service centre agents. More 

specifically, the study investigated the impact that job demands (i.e. work overload), job resources 

(i.e. perceived social support) and personal resources (i.e. Type D personality) have on work 

engagement and burnout within a financial service institution situated in Gauteng, South Africa. 

From the findings of this study, practical interventions were proposed to assist customer service 

agents, both at the individual and at the organisational level.  
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APPENDIX A: INFORMED CONSENT FORM 

 

 

 

 

 

 

Informed consent 

 

Topic: How the Distressed Personality, Job Demands and Resources Relate To Customer 

Service Agents' Engagement and Burnout 

 

My name is Rushka Stemmet, I am currently studying towards my master’s degree in Industrial-

Organisational Psychology at the University of Stellenbosch. As part of the requirements to 

complete my master’s qualification, I have to conduct a research study. You were selected as a 

potential participant in this research study because you are working in a customer services role 

and can provide insight as part of the data gathering process of this study. 

 

1. Procedure 

Participation in this study is completely voluntary. We are interested in your experience in the 

customer service environment and as such, there are no right or wrong answers. The 

questionnaire will take approximately 20 minutes to complete. As this is an electronic survey, you 

may complete it at a time most convenient to you.  

 

The criteria to take part in this study are that you must be 18 years or older and work in a customer 

services environment, either dealing with internal colleagues or external customers. 

 

2. Potential risks and discomforts 

The researcher is aware that the topics of Personality, Burnout and engagement that the topics 

has the potential to cause discomfort to the participant. Measuring burnout creates awareness of 

a possible risk of burnout. This awareness could cause possible discomfort. On the other hand, 

awareness of possible risk of burnout is also a positive state to enable a bringing about of change 

to buffer the risk. Therefore, if you experience discomfort at any point, please feel free to contact 
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the Independent Counselling and Advisory Services (ICAS) on 0800 000 592. The calls and 

services offered are free of charge. 

 

3. Confidentiality 

The researcher will use SunSurveys, a password protected cloud storage facility. Utilising this 

cloud storage facility ensures that the data is securely stored and backed up in the cloud. 

 

Responses of all completed surveys are anonymous and as the survey does not ask for any 

identifiable information, it cannot be traced back to the participants.  

 

These responses will be stored in a password-protected file, on a password-protected computer 

for a period of 5 years, as a means of maintaining confidentiality. Any future use of data collected 

is strictly for academic research. 

 

Any information gathered as part of this study will remain confidential and will only be disclosed 

with your permission or as a requirement of law.  

 

4. Potential benefits to subjects and/or to society 

Participation in this research study will potentially provide valuable insight on how a variety of job 

demands, resources and personality impact engagement and burnout for employees working in 

the customer service environment. The results obtained could assist organisations in gaining 

insight into the impact that job demands, resources and personality has on the individual and their 

organisation, to promote occupational wellbeing and performance of customer service staff/. 

 

5. Participation and skipping question/s 

Participants may skip a question and remain in the survey. In this case, the researcher will 

statistically address missing data during the data cleaning process. 

 

6. Participation and withdrawal 

Participants may also withdraw at any point during the research process, simply by closing their 

internet browser. The participant will not be penalized for withdrawing nor questioned about the 

reasons for withdrawing. If you choose to withdraw from the study, your responses will be 

permanently deleted from the system and not taken into consideration when reporting on the data 

collected. 

Stellenbosch University https://scholar.sun.ac.za



89 
 

 
 

7. Compensation 

Participants will not receive any form of compensation for taking part in this research study. 

 

8. Contact information 

For any research related queries, email the researcher, Ms Rushka Stemmet on 

rstemmet149@gmail.com and, or her supervisor Dr Billy Boonzaier on bb@sun.ac.za. 

 

9. Rights of participant 

You have the right to decline answering any questions and you can exit the survey at any time 

without giving a reason. You are not waiving any legal claims, rights or remedies because of your 

participation in this research study. If you have questions regarding your rights as a research 

participant, contact Mrs Maléne Fouché [mfouche@sun.ac.za; 021 808 4622] at the Division for 

Research Development. 

 

*I consent to be in this study and that my de-identified data collected may be used for 

future research 

          Yes           

          No 
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