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Abstract

This study analyses the level of emotional exhaustion (EE), depersonalization (DP), and personal
accomplishment (PA) towards job burnout (JB). Consequently, the relationship between the emotional
exhaustion, depersonalization and personal accomplishment with job burnout were determined. The research is
conducted with 151 respondents whom are the employees of Royal Malaysian Police (RMP), located at Bukit
Aman — Kuala Lumpur in which the findings revealed that emotional exhaustion and depersonalization has a
significant relationship with job burnout, while personal accomplishment does not.
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1. Introduction

Employees are known as an essential and important resource in any organisation, especially in organisations
where manpower and performance are the core of the organisation’s effectiveness. Understanding the cause of
decrease in employee’s productivity is important for business effectiveness as it enable organizations to detect,
prevent and counter the problem. One of the factors in employee’s productivity is job burnout, which is the main
focus of this study. This study investigates the job burnout among the employees in the public sector. Royal
Malaysian Police (RMP) employees are selected as the sample of study of the job burnout.

Formed in 1807, Royal Malaysian Police (RMP) is a part of security forces structure in Malaysia. The force is a
centralised organisation with responsibilities ranging from traffic control to intelligence gathering (Boonratana,
2014). The headquarters is based in Bukit Aman which is the location of research and questionnaire distribution
conducted. The purpose of this study is to examine the perceived level of burnout among the employees
(respondents) of RMP and the relationship between emotional exhaustion, depersonalisation and personal
accomplishment towards the burnout.

Even though burnout has a negative effect on the job turnover (Golembiewski et al., 1987), burnout is generally
overlooked by management in companies of all sizes. The conventional wisdom views burnout as an
“individual’s problem” or a person’s ineptness for not coping with the job, its stressors and demands (Pines and
Aronson, 1988). Maslach and Jackson (1981) originally categorised burnout from the psychological perspective
of those working in the human service field and operationalized with three dimensions. Thus, what is the level of
emotional exhaustion, depersonalisation, personal accomplishment and job burnout among public sector
employees?

Maslach and Jackson (1981) noted that the three components are inter-dependent upon each other. The first
component, emotional exhaustion is defined as feeling overwhelmed and emotionally drained. The second
component, depersonalisation is defined and characterised as withdrawing from others and becoming negative.
Lastly, reduced personal accomplishment is described as a feeling that one’s work is not successfully achieved or
by feeling of a lack of accomplishment. Therefore, is there any correlation between the job burnout and
emotional exhaustion, depersonalization and personal accomplishment? Based on this objective, following
hypotheses can be formed:

Hypothesis 1: HO: There is no significant relationship between Job Burnout and Emotional Exhaustion.

Hypothesis 2: HO: There is no significant relationship between Job Burnout and Depersonalization.
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Hypothesis 3: HO: There is no significant relationship between Job Burnout and Personal Accomplishment.
2. Literature Review
2.1 Emotional Exhaustion

Emotional Exhaustion (EE) occurs when there is an overwhelming demand on one’s time and energy. EE is
known as a core dimension of burnout (Gaines & Jermier, 1983) as well as a “state caused by psychological and
emotional demands made on people” (Bacharach et al., 1991). Since EE is conceptualised as the first stage of
burnout (Maslach & Jackson, 1981), EE is important as it is a point of possible managerial intervention in the
burnout process.

Maslach and Jackson (1986) identified emotional exhaustion as the most critical aspect among the dimension.
Employees whom encounters emotional exhaustion feels overextended and overworked, where one dreads
coming to work and faces lack of energy to face another day at the job (Maslach & Leiter, 1997). In this
condition, frustration and hopelessness takes over as the demand of the job continues to outperform the
employee’s capability (Pines & Aronson, 1988).

According to Cropanzano et al. (2003) and Westman and Eden (1997), EE is one of the factors that encourage
employees to be more likely to withdraw form an organisation. As a support to this view, meta-analytic findings
and reviews reveal that emotional exhaustion is consistently positively related to turnover intentions and actual
turnover (Swider & Zimmerman, 2010). When an individual is exhausted, one’s personal resources are spent and
as a consequence, on engage in withdrawal and avoidant coping strategies to protect themselves from further
damages to their health (Halbesleben, 2006).

2.2 Depersonalization

Depersonalization (DP) emerges as a mean of defending oneself once one experience EE. Withdrawing from job,
no care towards clients or programs and becoming cynical with management and other staffs are characteristics
of employees whom experiencing DP (Maslach & Jackson, 1981). The “I do not care” attitude exists as the
dimension detaches the individual from his or her job. At this point, the employee exhibits negative behaviours
towards clients, employees and management. Campbell et al. (2013) studies states that individuals use
withdrawal-based coping mechanisms as the face resource loss and subsequent burnout which is the one way
individual use to preserve the remaining resources such as commitment to organisation.

Also known as cynicism, DP appears to be the most problematic. Maslach (1982) described DP as a “detached,
callous, and even dehumanised response” to clients. Also, cynical employees are likely to be less loyal to their
employer as their negative attitudes increase. Acting as a defensive mechanism, DP arises when the shield of
detachment is truly thick that no feelings and emotions able to penetrate through. When detachment increases,
the attitude of cold indifference to others’ needs and a callous disregard for their feelings occur. The individual
may derogate other people and put them down, uncivilised and lose the sense of courtesy, ignoring others pleas
and demands or fail to provide appropriate help, care and service. Cherniss (1980) described a similar condition
which includes withdrawal, hostility and indifference toward others as “dehumanisation”.

With the development of Maslach Burnout Inventory—General Survey (Maslach et al., 1996), Cherniss, 1980 and
Pines et al. (1981) argues that dehumanisation as being intrinsic to burnout, as it is concentrated solely on human
services occupation only. However, DP is still a valid dimension in Maslach Burnout Inventory and widely used

to measure burnout as well as quoted by other researchers as the basis for their own research and writing (Shinn,
1982).

2.3 Personal Accomplishment

Personal accomplishment (PA) is reduced as EE and DP takes place, where employees will experience a
reduction in the sense of personal achievement which includes evaluating oneself negatively to a point where he
or she doubts the contribution and capabilities of their work (Sethi et al., 1999). There are many contributors
towards reduced PA. For example, when there is a lack of employee involvement in the decision-making process,
an employee will experience less valued and not being a part of the team.

Eccles et al. (1983) defined different components of achievement values, namely attainment value, intrinsic
value, utility value and cost value. Attainment values are the importance of doing well on a given job. Intrinsic
value refers to the enjoyment on gains from doing the task (Harter, 1981). Utility value are the extent how the
task fits into an individual future plans. Lastly, cost refers to how the decision to involve in one activity limits
access to other activities or in other word, sacrifice of an individual in order to accomplish a task. Therefore,
individual with lack of PA would be experiencing low attainment value, intrinsic value, utility value and cost
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value when involving in a task.

Theorist of expectancy-value theory argue that individuals’ belief on how well they will do on an activity and to
which extent they value the activity are able to explain one’s choice, persistence and performance (Eccles et al.,
1983; Wigfield, 1994; Wigfield & Eccles, 1992). PA as an ability-related belief, are measured in different ways.
Bandura (1997) argued that efficacy should be measured specifically as specific measures of belief relate much
more closely to behaviour. On the other hand, Pajares (1996) noted that efficacy most often has been measured at
the task-specific level.

2.4 Job Burnout

The term “burnout” was first created by Freudenberger (1974) to characterise a situation experience by human
service professionals who appear to be exhausted or up to a state of inability to perform their tasks effectively or
sometimes to even care for their clients. Maslach (1976) defined burnout as a condition in which one loses all
concerns, feeling towards the person one works with and comes to treat them as impersonal objects.

Burnout has a negative effect on the individual’s performance in the workplace, and it has been related to
absenteeism, job turnover, low productivity, overall effectiveness, decrease in job satisfaction, and reduced
commitment to the job (Golembiewski et al., 1987). According to Leiter and Maslach (1988) there is a sequential
progression to the three phases of burnout. They argued that the first stage, exhaustion, leads to cynicism, which
in turn leads to inefficacy. Although more research is needed, Burke and Greenglass’s (2001) research showed
that apart from negative effects in work, burnout might have negative effect on people’s home life.

Although burnout has been conceptualised as a three dimension syndrome, several researchers agrees that EE is
the essential component of burnout (Rohland et al., 2004). The other two dimensions, DP and PA are regarded as
different but theoretically related variables, which accompany EE (Shirom & Ezrachi, 2003). Furthermore,
previous studies showed that EE could predict DP and PA (Lee & Ashforth, 1993).

The model employed in this study derived from Tsigilis et al. (2006) who used Employee Satisfaction Inventory
(ESI) and Maslach’s Burnout Inventory (MBI, Maslach & Jackson, 1986) to conduct a comparison between
public and private sector employees on job satisfaction and burnout among Greek early educators. In this paper,
the dependent variable is job satisfaction and burnout while the independent variable refers to “emotional
exhaustion”, “working conditions”, “pay”, “promotion”, “job itself”, “immediate supervisor” and the
“organisation as a whole”. According to Tsigilis study, it is well established that a consequence of burnout
syndrome is turnover (Maslach & Leiter, 1999). This study aims to examine perceived levels of burnout of
Malaysian royal Police as a public sector.

2.5 Research Framework

Based on the literature review given towards the independent variables and dependent variable, the following
framework can be given and it will be examined in this study.

Figure 1. Research framework

3. Methodology
3.1 Research Design and Sampling Methodology

This is a quantitative study. In terms of objectives, this is a correlational study. Looking into the sampling
methodology, the population in this study is RMP employees in Malaysia. The sample in this study refers RMP
employees in Bukit Aman-Kuala Lumpur. In term of sampling methodology, this study had used quota sampling
methodology.

The total number of 151 respondents details are keyed into SPSS one by one and the individual data will be
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analysed on a group basis in order to obtain the findings from questionnaires. Graphical presentation such as pie
charts, bar charts and scatter plot graphs are used to ease the interpretation work. By analysing the frequencies of
these variables helps to better construe the relevancy and validity of the sample group within this research. In
this research paper, the statistic will include the descriptive statistics. This study employed the Pearson Moment
Correlation test as well as regression to examine the relationship between variables.

4. Findings

4.1 Demographics of Sample

This section depicts the demographics of the sample. The tables and pie charts below illustrates the
demographics of the participants who responded to the survey in percentages.

Table 1. Sample demographics: percentage of responses by gender

Sum of Squares Frequency Percent Valid percent Cumulative percent
valid Male 108 71.5 71.5 71.5

Female 43 28.5 28.5 100.0

Total 151 100.0 100.0

4.2 Descriptive Statistics

According to Knowledge Base, descriptive statistics are “used to describe the basic features of the data in a
study”. Descriptive statistics simply describes what the data is, what does it shows and used to present
quantitative descriptions in a manageable form. The tables and bar charts below illustrates the descriptive
statistics of this study.

Table 2. Descriptive statistics: overall statistics

N Minimum Maximum Mean Std deviation
Job Burnout 151 0 19 8.25 4.90
Emotional Exhaustion 151 0 19 7.05 4.56
Depersonalisation 151 0 18 8.64 4.32
Personal accomplishment 151 0 17 6.59 4.55
Valid N 151

4.3 ANOVA Test

Analysis of Variance (ANOVA) is used in the statistical test which determines the existence of significant
differences between the means of three independent variables (Laerd Statistics, 2013). The table below illustrates
the ANOVA of emotional exhaustion, depersonalisation and personal accomplishment.

Table 3. ANOVA analysis

ANOVA?® Sum of Squares df Mean Square F Sig.
Regression 1985.17 3 661.72 59.70 0.000°
Residuals 1626.25 147 11.08

Total 3614.43 150

a. dependent Variable: Job Burnout.

b. predictors: (constant), PA, DP, EE.

The significance level is .000 (p = .000; p < .05). Therefore, there is a statistically significant difference
determined by ANOVA in the means of emotional exhaustion, depersonalisation, personal accomplishment and
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job burnout.
4.4 Correlation Results

Table 4 represent the correlation results between the Job Burnout and independent variables which are Emotional
Exhaustion (EE), Depersonalization (DP), Personal Accomplishment (PA).

Table 4. Correlation results

EE DP PA
B Pearson Correlation 0.721 0.491 0.195
Sig. (2-tailed) .000 .000 .017
N 151 151 151

Note. Emotional Exhaustion (EE), Depersonalization (DP), Personal Accomplishment (PA), Job Burnout (JB).

The Pearson’s R for the correlation between job burnout and emotional exhaustion is .721. As Pearson’s R is
positive and close to 1, the relationship is positive and strongly correlated. Since the Sig (2-tailed) is .000 which
is less than .05, there is a statistically significant correlations between job burnout and emotional exhaustion.

The Pearson’s R for the correlation between job burnout and depersonalisation is .491. As Pearson’s R is positive
and close to 0.5, the relationship is positive and moderately correlated. Since the Sig (2-tailed) is .000 which is
less than .05, there is a statistically significant correlations between job burnout and depersonalisation.

The Pearson’s R for the correlation between job burnout and personal accomplishment is .195. As Pearson’s R is
positive and close to 0, the relationship is positive and weakly correlated. Since the Sig (2-tailed) is .017 which is
less than .05, there is a statistically significant correlations between job burnout and personal accomplishment.
Since the main aim of this paper is to proceed with hypotheses testing, therefore we applied the regression
analysis as the result of correlation test is not appropriate for this purpose. In addition the advantage of
regression over correlation is that, in the former all the variables can be included in the model together, while in
the latter not. To do so, following tables are provided and indicate the model summary and coefficient values.

4.5 Model Summary

Table 5. Model summary, regression

Std. Error of the
Model R R Square Adjusted R Square  Estimate

1 7417 .549 .540 3.329

a. predictors: (constant), PA, DP, EE.

The value of R Square is .549 which means that 54.9 percent of the variations in job burnout has been explained
by independent variables chosen in this study. Following table provides the regression results.

Table 6. Regression coefficients

Unstandardized standardized
coefficients coefficients
Beta Std. error Beta t-stat Sig.
1 Constant 2.260 0.670 3.372 0.001
EE 0.729 0.074 0.678 9.912 0.000
DP 0.189 0.073 0.166 2.569 0.011
PA -0.118 0.065 -0.110 -1.818 0.071

Dependent variable: Job Burnout.
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The regression result revealed that there is a positive relationship between EE, DP with Job Burnout, while the
relationship between PA and JB is negative. Furthermore, the significance level shows that the relationship
between EE, DP is significant at 5% level. While the significance level of PA is above 5% and it has no
significant effect towards JB. But if we consider 10% for level of significance, then all variables are considered
to have an effect toward JB. Following is the hypotheses testing using regression results:

Hypothesis 1: HO: There is no significant relationship between Job Burnout and Emotional Exhaustion;

The coefficient value for this variable in table 6 shows that there is significant relationship between Job Burnout
and Emotional Exhaustion (p = .000). Therefore, the null hypothesis is rejected.

Hypothesis 2: HO: There is no significant relationship between Job Burnout and Depersonalisation;

The coefficient value for this variable in table 6 shows that there is significant relationship between Job Burnout
and Depersonalisation (p = .011). Therefore, the null hypothesis is rejected.

Hypothesis 3: HO: There is no significant relationship between Job Burnout and Personal Accomplishment;

The coefficient value for this variable in table 6 shows that there is no significant relationship between Job
Burnout Personal Accomplishment (p =.071). Therefore, the null hypothesis is accepted.

5. Conclusion

There were three hypotheses that were tested in the study. The first hypothesis tested the significant relationship
between job burnout and emotional exhaustion. Results for the first hypothesis indicated a positive and
significant relationship between job burnout and emotional exhaustion. The linear relationship showed a
coefficient correlation of .729 and probability of .000 which is less than .05. The second hypothesis tested the
significant relationship between job burnout and depersonalisation. Results for the second hypothesis indicated a
positive and significant relationship between job burnout and Depersonalization. The linear relationship showed
a coefficient of .189 and probability of .011 which is level less than .05. The third hypothesis tested the
significant relationship between job burnout and personal accomplishment. Results for the third hypothesis
indicated a negative but not significant relationship between job burnout and personal accomplishment. The
relationship showed a coefficient of -.118 and probability of .071 which is greater than .05. Based on the result
showed, the emotional exhaustion and depersonalisation have significant relationship with job burnout in most of
the ways. However, there was no significant relationship shown between job burnout and personal
accomplishment. The objectives of the research are fulfilled with the result acceptance. Since job burnout
analysis is one of many ways to evaluate business effectiveness, the research tends to provide evidence to
support future research related to this field.

5.1 Recommendation and Suggestions

Based on the findings of this study, there are some inconsistencies in the measurement of burnout. Although
Maslach Burnout Inventory — General Survey is widely used by researchers, the score and analyse is inconsistent.
As a recommendation, full Maslach Burnout Inventory with frequency ratings only, reporting descriptive
statistics on all three subscales, reporting all predictors with all three subscales and reporting the third scale as
personal accomplishment, not as reduced personal accomplishment can be used. The recommendation may save
the discipline from many complicated sentences. There remains considerable work to be done in integrating the
range of perspectives on burnout among public sector employees. Structural equation model will likely play an
important role because of its capacity to capture the complexity of the phenomenon. As indicated by Maslach et
al (1996) the research that puts burnout research into the context of psychological theory holds the most promise
for understanding the burnout process and developing interventions to prevent or alleviate it.
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