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Abstract  
There are various things which could be a stressor to employees nowadays. 
It is crucial to identify these stressors as work stress will continue to influence 
organisational performance significantly. This study applied a quantitative 
approach. This study examines the influence of work-family conflict (WFC) 
and family-work conflict (FWC) on employees’ emotional exhaustion and the 
interaction between employees’ emotional exhaustion and work performance. 
To accomplish this purpose, data (N = 320) were obtained manually from 
employees working at PT.AK, located in Purwokerto, Indonesia. Empirical 
results indicated that WFC and FWC significantly affected employees’ 
emotional exhaustion. The findings showed that there was a significant 
correlation between emotional exhaustion and employee performance. The 
authors used SPSS 24 to assess the data's validity and reliability and validate 
the significant hypothesis by using AMOS 24. However, marital status, 
cultural origin, gender, working time and job category are several interesting 
variables to be explored for further study. There was a significant relationship 
between WFC and FWC with emotional exhaustion, consequently influencing 
employees’ job performance. The results of this study are a warning to the 
company's employers to tackle these issues to improve the performance of 
their organisation. They should engage more in family-friendly policies such 
as working hours, family support or other family-friendly policies which could 
benefit both parties. 

Keywords: family-work conflict, work-family conflict, emotional exhaustion, 
job performance.  
 

 Introduction  

 Research Background 

Employees’ job performance is crucial in organisational 
research (Amiruddin, 2019; Elsaadella, 2020; Habibie et al., 2020). 
Thus, the human resource department plays a vital role in providing job 
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satisfaction to ensure best performance from the employees, which in 
return will give a competitive advantage for the company to stay in the 
competition or even win the competition against their rivals (Riaz et al., 
2019). However, as the company grows bigger, employees face a more 
complex job that can overburden them and causes a work-family 
conflict because they find it difficult to balance their responsibilities 
between work and family time (Conte et al., 2019; Crawford, 2016). 
Consequently, most employees tend to leave their job because of their 
incapability in balancing between work and family (Conte et al., 2019; 
Crawford, 2016; Mansour & Tremblay, 2016). On the other hand, some 
studies revealed that not only work overload affects family affairs, but 
also family issues, especially for married employees (Soomro et al., 
2017). Family issues will distract the employees from concentrating on 
the job’s demand because their mind will be preoccupied. As a result, 
the employee will perform badly and will affect the company’s 
performance (Soomro et al., 2017; Mansour & Tremblay, 2016). 

Previous studies have been interested in work-family conflict 
(WFC) and family-work conflict (FWC) for so many years (Powell, 
2020), mainly because WFC had a negative influence on the 
organisation and an individual’s well-being. Previous study has also 
pointed out that work stress leads to emotional exhaustion, leading the 
employee to leave their job (McDowell et al., 2019; Chen et al. 2020). 
Therefore, making it difficult for the organisation to retain workers 
(Marco–Lajara, and Úbeda–García, 2013). In Indonesia, studies 
regarding WFC and FWC have been conducted in several companies, 
such as public accounting offices (Amiruddin, 2019), PT Apparel One 
Indonesia (Elsaadella, 2020), and PT BNI bank (Habibie et al., 2020).  

 Problem Statement 

PT.AK is a wood product (manufacture and wholesale) company 
founded in 1993 and is located in Purwokerto, Central Java, Indonesia. 
Due to heavy workloads that lead to WFC, not only the company could 
not achieve their sales target, but there is also high employee turnover 
every month. Employees who tend to experience emotional exhaustion 
are faced with excessive job demands in the company and are unable 
to handle two-way tensions between work and family roles. In addition, 
the company's productivity would also be impacted by the employees’ 
poor job performance. Employees’ job performance in producing the 
final product should be constant to enable the manager to set the exact 
deadline, which will be proposed to customers.  
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This study proposes and measures a research model of whether 
emotional exhaustion mediates the effects of work overload, WFC and 
FWC on job performance at PT.AK. These relationships are evaluated 
using data obtained from PT.AK’s employees. Furthermore, there is 
less empirical support for the proportion that WFC influences 
employees' job stress or burnout, and the results of studies in this field 
were inconsistent (Zhao et al., 2014; Liu et al., 2017; Zhao, Zhang, et 
al., 2018), thus, the need for further studies. 

According to Özbag and Ceyhun (2014), FWC is more likely to 
have a detrimental impact on the family sphere. They further noted that 
WFC experience tended to be more influential than FWC experience 
based on the findings of their previous study. Therefore, investigating 
WFC in the service sector is also necessary for future studies. In recent 
years, there are several studies regarding whether emotional 
exhaustion affects job performance or whether family take part in 
employees’ emotional exhaustion. Many researchers have confirmed 
that FWC causes emotional exhaustion (Mansour & Tremblay, 2016; 
Zhao, 2016; Chelarui & Stump, 2011), except for one study by Warokka 
and Febrillia (2015). Moreover, a prior study by Karatepe and Tekinkus 
(2006) confirmed that emotional exhaustion was not related to job 
performance. Therefore, the researchers will look further and apply all 
the theories from previous researchers in this study at PT.AK, 
Purwokerto, Indonesia. Hence, this study addresses the gap by 
observing the job stress and outcomes of this conflict in both directions: 
WFC and FWC at PT.AK. 

By far, this is the first study conducted in Indonesia at PT.AK 
that is in the wood product industry. The research sample focuses on 
married employees who work at PT.AK.  This study is organised as 
follows. The first section in this study introduces the problem statement 
and briefly explains each variable's definitions in this study’s case. The 
second section presents a review of the literature that exists regarding 
the problem addressed in this study. The third section explains about 
research method that the authors used to gather and analyse all data. 
In the fourth section, respondent profile analysis, descriptive analysis, 
inferential analysis and discussion of the result are addressed. The last 
chapter in this study discusses the findings and future 
recommendations from the problem identified. 

 Literature Review  

 Work-Family Conflict (WFC) 
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Mansour and Tremblay (2016), Bettac and Probst (2019), 
Bennett et al. (2017), and Arefin et al. (2020) believed that WFC refers 
to a type of inter-role struggle in which the general demands of the time 
given to and stress caused by the employment, meddle with family-
related duties. Crawford et al. (2016) defined WFCs as the work role 
determined by the family role, which creates conflict between work and 
family. Furthermore, according to Conte et al. (2019), WFC is also 
translated as the limitation of involvement of workers in work or family 
to accommodate the demands of the other. In conclusion, WFC is a 
situation when there is a conflict in the family caused by their job. 

Chelariu and Stump (2011), who collected their data using self-
reported questionnaires distributed to retail salespeople in Hungary, 
found that the interference of the work due to family responsibilities, 
demands and expectations are the factors that could affect WFC. 
Mansour and Tremblay (2014), who studied the hospitality industry in 
Quebec with 258 respondents, stated that the high demand in work is 
the factor that affects WFC. Karatepe et al. (2007) conducted a study 
with 723 hotel employees in Turkey suggested that an excess of 
requests exuding from the home/family and work demands where the 
individual works is the factor that is affecting WFC. Tabassum (2012), 
who conducted a study in Dhaka with 100 questionnaires, found a 
strong relationship between social support provided by a supervisor 
and WFC. Meanwhile, Waroka and Febrilia who conducted a study in 
2015 with 334 bank employees in Mandiri and BNI, Indonesia, 
suggested that an unbalanced situation between work and family could 
be the factor that could affect WFC. Hence, this study proposes: 

H1: WFC influences emotional exhaustion. 
 

 Family-Work Conflict (FWC) 

According to Netemeyer et al. (1996), a form of inter-role conflict 
in which pressure from work and family domains are mutually 
incompatible can be defined as family-work conflict (FWC). They also 
defined FWC as a type of inter-role conflict in which the general 
requests of time committed to family and stresses by the family are 
meddling with their business-related duties performance. Netemeyer’s 
definition of FWC has been adopted by various authors (Mansour & 
Tremblay, 2016; Ajala, 2017; Mohamad et al., 2019; Qayyum et al., 
2018). Greenhaus and Powell (2006) defined FWC as a form of strife 
in which family and work obligations are commonly contrary, supported 
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by Badri (2020), Powel (2020) and Raina et al. (2020).  According to 
Frone et al. (1997), the FWC will probably expose its negative impacts 
in the family space, adding to lower life fulfilment and causing clashes 
inside the family which is also supported by various studies (Erdamar 
& Demirel, 2014, Nohe & Sonntag, 2014; Poms et al., 2016; Venkatesh 
& Evangeline, 2017; Baral, 2019). Therefore, in general, FWC is a 
conflict the employees face caused by their family's interference in their 
job. 

A study carried out by I-An Wang et al. (2019) involving 238 
hotel manager pairs from 33 five-star luxury hotels in Taiwan revealed 
that FWC is significantly correlated with emotional exhaustion, 
although it insignificantly influenced job performance. This means that 
with the high demand from family and work, the managers feel 
overburdened and exhaust their resources, resulting in poor 
performance. A study in financial companies in Indonesia (Wijaya, 
2019) also revealed that FWC faced by the employees will no doubt 
exhaust their emotion and affect their performance at work. Hence, this 
study proposes: 

H2: FWC influences emotional exhaustion. 
 

 Emotional Exhaustion 

Emotional exhaustion is in the middle of burnout syndrome and 
this signals its development ( Haule et al., 2009; Halaem, 2016). 
Employees’ increasing levels of WFC and FWC cause them to work 
with their emotions and it could impact the effort, planning and control 
needed to show the organisational emotion needed during 
interpersonal transactions. Next, is emotional dissonance which is the 
incongruence of two parts, felt and displayed (Kenworthy et al., 2014; 
Chae et al., 2011; Karatape & Aleshinloye, 2009; Mishra & Kumar, 
2016), refers to the point dimension of emotional labour is related to its 
impact on burnout and negative health outcomes. They argued that 
some employees face burnout, a psychological response to stressors 
at work. Nevertheless, employees have their limits that include their 
role, attitudes and behaviours that can impact the customer's 
perception towards service quality. Also, most of them often get heavy 
workloads and experience stress because of their work, which is called 
emotional exhaustion. Thus, emotional exhaustion is the feeling any 
employees have in response to the stresses they experience from 
inside or outside the company. 
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WFC and emotional exhaustion are two variables that impact 
the job outcomes of frontline employees (Karatepe & Karadas, 2016; 
Wang et al., 2019; Bande et al., 2018; Riaz et al., 2019). When there 
is no tolerance, employees would feel alone at work, being fearful, 
having longer working hours, too much work and others that would 
effect their emotional exhaustion. Based on the study of Riaz et al. 
(2019) in Islamic Banks in Pakistan, intrinsic motivation is one of the 
main points that a great frontline employee needs to have. A study in 
the garment industry in Indonesia also revealed that working conditions 
and WFC trigger high emotional exhaustion among 3649 factory 
workers (Wahyuni & Dian, 2019). Hence, this study proposes: 

H3: Emotional exhaustion influences job performance. 
 

 Job Performance  

According to Choudary et al. (2017), job performance is the 
overall value expected from the organisation of discrete behavioural 
episodes that the individual carries over time. Not only that, job 
performance can also be defined as an output of an employee in terms 
of quantity and quality which is expected from them in certain jobs, and 
most of the time this shows that the job performance is determined by 
their motivation and also the capability to do their job (Ozcelik & 
Barsade, 2018; Frieder et al., 2018; Johari & Yahya, 2016). Trivellas et 
al. (2015) divided performance into tasks and contextual performance. 
The effectiveness of occupants in performing exercises that contribute 
to the company's technical core is the definition of task performance. 
On the other hand, contextual performance is defined as an execution 
that is not formally required as a major aspect of the occupation, but 
rather one that shapes the organisation's social and mental setting. Job 
performance is a multidimensional build that has been extensively 
studied in the authoritative social sciences; defined as the productivity 
level of an individual employee, in respect to their companions, on a 
few occupations-related practices and results (Trivellas et al., 2015). 
Singh (2015) said that, in general, activity or behaviour that is 
compatible with the company's objectives is a characteristic of job 
performance, which incorporates both beneficial and counterproductive 
worker practices that add to or take away from the firm’s objectives. 
Overall, job performance is the activity of employees that eventually 
gives an impact on the company. 
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Jankingthong and Rurkkhum (2012), who conducted a meta-
analytic study using an online database regarding these issues, argued 
that job performance can be influenced by the employees’ 
transformational leadership such as organisational justice, work 
engagement and public service motivation (PSM). Trivellas et al. 
(2015) found that general competencies, career success and 
satisfaction were positively correlated with job performance in the 
research field based on employees in accounting services. A study by 
Putriana et al. (2015) conducted a study in Japanese motorcycle 
manufacturers in Jakarta, found that the drivers of job satisfaction are 
job satisfaction and organisational commitment. Another study by 
Gunawan et al. (2020) for hospital nurses in Jakarta revealed that work-
life balance, work environment and organisational citizenship are the 
dominant factors affecting job performance, with work-life balance as 
the most dominant. 

Mohamad and Jais (2016) stated that job performance can be 
measured on how well employees could build positive work 
relationships, working effectively with team members and building 
social capital. Shamsuddin and Rahman (2014) stated that in solving 
problems in job performance, employees’ accuracy, speed, and ability 
had become the measurement. The ability to get along with others 
compared to other peers, complete tasks on time compared to other 
peers, quality of performance and achievement of work goals are the 
measurement of job performance (Kalkavam & Katrinli, 2014). Trivellas 
et al. (2015) stated that the talent or the competencies of an employee 
is consistent with the personal needs and their organisational 
environment, resulting in high job performance. Meanwhile, Yang and 
Hwang (2014) stated that employees with high achievement and 
devotion to their jobs are the dimensions of job performance.  

The theoretical framework proposed in this study is shown 
below (Figure 1): 

 
Figure 1 : Theoretical Framework 

WFC 
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 Methodology 

This study applied the purposive sampling technique with the 
criteria of those who were married and were asked to fill up the 
questionnaire. The authors contacted PT.AK and sent the hard copy of 
the questionnaires directly to the company. This company was selected 
because all of the employees were above 20 years old, which means 
they were experienced enough to have faced WFC and FWC problems, 
with a total number of 320 employees being the respondents in this 
study. This study used questionnaires as the instrument and were 
distributed to 314 workers at PT. AK, Purwokerto manually. The 
questionnaires used the Likert scale from 1-7, where 1 was “strongly 
disagree”, 4 was “neither disagree nor agree” and 7 was “strongly 
agree”. Workers were given five statements related to WFC (Chelariu 
& Stump, 2011; Mansour & Tablay, 2014; Karatepe et. al, 2007; 
Tabassum, 2012; Warokka & Febrilia, 2015.); five statements related 
to family-work conflict (Netemeyer et al., 1996; Greenhaus & Powell, 
2006; Chelariu & Stump, 2011.), emotional exhaustion (O'Neill & Davis, 
2011; Tsaur & Tang, 2012; Sharma et al., 2010), and job performance 
(Yang & Hwang, 2014). The questionnaire was then sent to three 
academic experts in human resources and two practitioners to check 
the content validity and determine if they suit the Indonesian context. 
Once the data were collected, the convergence validity and reliability 
of the data were checked based on the factor loading and Cronbach’s 
alpha. Only one variable passed the convergence validity when the 
item statements used to measure the variable were highly loaded on 
the variable being measured compared to the item statements to 
measure other variables. As for reliability, as long as each variable has 
a Cronbach’s alpha greater than 0.7, the variable passed the reliability 
test (Hair et al., 2016). For hypothesis testing, structural equation 
modelling was applied where it must pass the model fit criteria 
(CMIN/DF < 5; GFI, AGFI < 0.9; IFI, TLI, CFI > 0.9; RMSEA <0.08) 
based on the suggestion of Hair et al. (2016). A hypothesis is 
considered significant when the p-value is less than 0.05 (Hair et al., 
2016). 

 Findings  

 Respondent’s Profile  

The data were obtained using a manual questionnaire with 314 
respondents completely filling in the questionnaire. The workers of 
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PT.AK, Purwokerto, Central Java, became the sample size of this 
research. Out of 314 respondents, 164 of them (52.2%) were male and 
150 (47.8%) were female. As for the age, most of the respondents were 
around 30-35 years old, in which there were 120 people (44.6%), 
followed by 35-40 years old which were 62 people (19.7%), 20-25 years 
old, which were 75 people (17.5%), 40-45 years old which were 43 
people (13.7%) and the rest were below 20 years old and above 45 
years old, which were 14 people (4.5%). Most of them were courteous 
at work, with 109 people (34.7%) strongly agree and 31 people (9.9%) 
strongly disagree with the statement that ‘working with people all day 
strains me’. 

 Inferential Analysis 

 Validity and Reliability Test  
After the data were collected, they were tested for validity and 

reliability. From Table 4.1, it shows that FWC1 until FWC5 were loaded 
highly on family-work conflict (>0.44), WFC1 until WFC5 were loaded 
highly on work-family conflict (>0.44), EE1 until EE5 were highly loaded 
on emotional exhaustion (>0.44) and JP1 until JP5 (>0.44) were loaded 
highly on job performance. As for reliability, all constructs exceeded 
0.70 (FWC = 0.906; WFC = 0.901; EE = 0.937; JP = 0.924). Hence, the 
data were eligible for further analysis. 

Table 1 : Construct Validity and Reliability 

Item Statements Factor Loading Reliability 
FWC1 .779 

0.906 
FWC2 .827 
FWC3 .802 
FWC4 .835 
FWC5 .744 
WFC1 .683 

.901 
WFC2 .813 
WFC3 .886 
WFC4 .859 
WFC5 .824 
EE1 .870 

0.937 
EE2 .822 
EE3 .826 
EE4 .911 
EE5 .835 
JP1 .863 

0.924 JP2 .884 
JP3 .922 
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Item Statements Factor Loading Reliability 
JP4 .869 
JP5 .874 
JP6 .830 

Source: IBM SPSS results 

 Hypothesis Testing  
Before the hypothesis testing was conducted, the fitness of the 

model was tested. The results showed that the model was eligible since 
there were seven criteria that passed the minimum requirement (CMIN 
= 4.689; GFI = 0.970; AGFI = 0.902; IFI = 0.985; TLI = 0.969; CFI = 
0.985; RMSEA = 0.66).  

As for the hypothesis testing, all of the hypotheses were not 
rejected, hence:  

H1:  WFC (Work-family conflict) influences emotional exhaustion is 
accepted (β = 0.229; CR = 2.663; p = 0.008). 

H2:  FWC (Family-work conflict) influences emotional exhaustion is 
also accepted (β = 0.226; CR = 2.681; p = 0.007). 

H3:  EE (Emotional exhaustion) also influences job performances 
and it is accepted (β = 0.154; CR = 2.550; p = 0.011). 

 
 Conclusion and Recommendations  

This study concluded that WFC and FWC influence emotional 
exhaustion and emotional influences job performances. WFC has a 
slightly stronger influence on emotional exhaustion compared to FWC. 
The WFC variable was accepted in the data analysis. This means that 
these variables influenced emotional exhaustion and triggered 
workload stress, job stress and other conflicts that probably we are not 
even aware of in family life. On the personal level, the conflict between 
family and work has been related to reduced life satisfaction and might 
be the reason for divorces in the family (Mansour & Tremblay, 2014; 
Karatepe et al., 2007; Tabassum, 2012; Warokka & Febrilia, 2015). 
Workers at PT.AK were having family problems because of their heavy 
workload, job stress and family responsibility caused by emotional 
exhaustion. 

In the second hypothesis, FWC more or less had the same result 
as WFC. This result means that FWC also influenced the emotional 
exhaustion of employees who work at PT.AK causing them many 
problems such as work stress, easily getting mad, job stress and 
having family issues in their home. Therefore, FWC variable was 
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accepted in the data analysis, and this study fits with the estimates. 
Family support and spouse were also found to be significant and 
negative in FWC. Similar findings were obtained from previous studies 
(Erdamar & Demirel, 2014, Nohe & Sonntag, 2014; Poms, Fleming, & 
Jacobsen, 2016; Venkatesh & Evangeline, 2017; Baral, 2019). 

The last hypothesis, emotional exhaustion, also gave the same 
result as previous variables in this study. The results found that 
emotional exhaustion significantly influenced job performance; hence, 
was accepted. This results means that there will be decreasing job 
performance, job stress and probably other negative impacts to 
employees at PT.AK. These negative impacts will bring trouble to the 
company, therefore, top management needs to think about how to 
prevent these things from happening in their company (Karatepe & 
Karadas, 2016; Wang et al., 2019; Bande et al., 2018; Riaz et al., 
2019). 

There are some recommendations in which the authors suggest 
for future research, such as adding more variables. The variables that 
could be added are the cultural origin of the respondents, working 
hours, marital status and job category because they have an essential 
role in the perception of WFC, FWC and the type of social support.  
Therefore, with these variables, future researchers may determine 
more facts and certainty of the data and a profound understanding of 
the data; if emotional exhaustion will influence job performance. 
Hopefully, these studies can be conducted in the future to ensure a 
more specific and valid data which can be understood better and 
accepted. It is also necessary to conduct studies on other industries. 
However, this study focused on PT.AK which will only benefit this 
company. 
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