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INTRODUCTION
Burnout is the professional exhaustion which consists mainly in emptying oneself of one’s
inner resources in order to cope with chronic stress at work, losing any sensitivity towards
customers who are then considered as mere files, and finally feeling devoid of the energy
needed to act efficiently.
On the one hand, this study contributes to the enrichment of the theoretical framework related
to the burnout syndrome, and on the other, it highlights the determinants of professional
exhaustion within call centers.
The conceptual model integrates the antecedents of burnout and the consequences of this
syndrome on the perceived performance of call center operators.
A quantitative survey showed that burnout in call centers is two-dimensional. It is revealed
mainly through emotional exhaustion and depersonalization. The survey also showed that the
major antecedents of burnout are motivation through individual performance, motivation
through recognition, motivation through remuneration, role conflict and role ambiguity, as
well as the personal characteristics of call center operators, such as gender, family status, age,
seniority, salary and premium. Finally, the survey demonstrated that burnout has a negative
effect on the perceived performance of call center operators.
1. STUDY OBJECTIVES AND MODEL
The focal question of our study will be divided into two interrogative points:
Are role conflict, role ambiguity, motivation and personal characteristics the actual
determinants of professional exhaustion in call center operators?
Do burnout and its determinants have a negative impact on perceived performance?
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As for our main objective, it consists in highlighting, on a theoretical as well as an
empirical level, a pattern of relationships between the burnout affecting call center operators
and their performance, taking into account other variables such as role-related tension,
motivation and individual characteristics. Hence, the following relevant study sub-goals:
Understanding burnout in relational marketing, especially among call center operators.
Identifying the factors that trigger burnout within call centers.
Highlighting the relationship between this syndrome and its determinants.
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2. RESEARCH ASSUMPTIONS
The assumptions on which we will build our study will be accounted for by referring to
various models of burnout, including the model of conservation of resources (COR)
(Hobfoll, 1989; Lee and Ashforth, 1996), the basic theory of role stress (Singh et al., 1994),
the demands-control model (Karasek, 1979), and the pattern of demands-resources at work
(JD -R) (Bakker and Demerouti, 2007).
We will now suggest hypotheses for each of the model’s relations, relying on the literature
and on logic. As a first step, we will state the assumptions related to the connection between
burnout and its antecedents. Then, we will discuss the assumptions related to the influence of
burnout on performance. Finally, we will propose the hypotheses that may arise between
intrinsic motivation, stress generators, the requirements of the job and individual
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characteristics. We will equally highlight the nature of this relationship (whether positive or
negative).
2.1. Assumptions on burnout determinants
Our goal is to provide an understanding of the phenomenon of burnout in telephone
operators. We will consider the following assumptions:
2.1.1. Assumptions related to motivation
In most service professions, individuals are highly motivated to help their recipients. Without
motivation, the objectives of telephone operators, for instance, are difficult to reach.
Therefore, we are faced with a tremendous paradox: the most motivated and efficient
individuals are the most likely to suffer from burnout.
Intrinsic motivation helps employees cope psychologically with incoming stressful stimulants
by influencing their perceptions of each stimulant (Keaveney and Nelson, 1993). This
suggests that intrinsic motivation reduces burnout. We should expect salespersons who are
intrinsically motivated to be less prone to burnout than others who are not. Yet, in call
centers, the results of empirical studies by Lee (1998) and Oliver & Anderson (1994)
corroborate: remuneration linked to performance is a source of motivation.
Thus, Lee (1998) showed that a system of fixed remuneration exerts a positive influence on
the intrinsic motivation of salespersons, and that a system of commission does the same.
Therefore, we assume the following:
H -1 - Motivation has a negative influence on burnout
H1a: Motivation by individual performance influences emotional exhaustion negatively
H1a ': Motivation by individual performance influences depersonalization negatively
H1b: Motivation by remuneration affects emotional exhaustion negatively
H1b ': Motivation by remuneration affects negatively depersonalization
H1c: Motivation by recognition impacts emotional exhaustion negatively
H1c ': Motivation by recognition influences depersonalization negatively
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4.1.2. Assumptions related to role stress
H-2-Role ambiguity has a positive impact on burnout
H2a: Role ambiguity positively influences emotional exhaustion
H2b: Role ambiguity positively influences depersonalization
H-3-Role conflict positively influences burnout
H3a: Role conflict positively influences emotional exhaustion
H3b: Role conflict positively influences depersonalization
4.1.3. Assumptions related to personal characteristics
H -4- The gender of call center operators has a positive influence on burnout
H4a : The gender of call center operators influences emotional exhaustion positively
H4b : The gender of call center operators influences depersonalization positively
H-5- The family status of call center operators positively influences burnout
H5a : Family status affects emotional exhaustion positively
H5b : Family status influences depersonalization positively
Regarding H5, we postulate that family status has an influence on professional exhaustion as
well as on depersonalization.
H -6- The number of children positively influences burnout
H6a : The number of dependent children of the call center operator has a positive
influence on emotional exhaustion
H6b : The number of dependent children has a positive influence on depersonalization
H -7- The age of call center operators has a negative influence on burnout
H7a : Age positively influences emotional exhaustion
H7b: Age has a positive influence on depersonalization
H-8-The level of education influences burnout positively
H8a: The level of education influences emotional exhaustion positively
H8b: The level of education influences depersonalization positively
H-9-Seniority in the call center has a negative influence on burnout
H9a: seniority in the call center affects emotional exhaustion negatively
H9b: seniority in the call center affects depersonalization negatively
H-10-Salary influences burnout negatively
H10a: The wage of call center operators has a negative impact on emotional exhaustion
H10b: The wage of call center operators has a negative impact on depersonalization
H-11-Premium affects burnout negatively
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H11a: The premium offered to call center operators has a negative impact on emotional
exhaustion
H11b: The premium offered to call center operators has a

negative influence on

depersonalization
2.2. Assumptions related to the consequences of burnout on perceived performance
Traditionally, empirical studies dealing with the consequences of burnout cover job
satisfaction, organizational commitment, intentions to leave and turnover. The presence of the
syndrome leads to low job satisfaction and involvement. It equally leads to a willingness to
leave the organization. In our study, we will take into account only one variable which we
consider to be the most important one, namely perceived performance.
H-12-Burnout has a negative influence on the perceived performance of call center
operators
H12a: Emotional exhaustion influences the perceived performance of call center
operators negatively
H12b: Depersonalization influences the perceived performance of call center
operators negatively
3. THE PROPOSED EMPIRICAL MODEL
To develop our theoretical model, we selected some explanatory (independent) variables
which correspond to the antecedents. To select these variables we relied on a literature review
and conducted an exploratory survey among experts in our field of research, namely call
centers. These antecedent variables which determine the burnout syndrome -the mediating
variable in our research model- are motivation (motivation by individual performance,
motivation by remuneration, motivation by accomplishment), role stress (role conflict and
role ambiguity) and personal characteristics. Then we chose to explain the variable
‘perceived performance’ as a consequence of burnout.
The importance of this model is noticeable since it allows to highlight the determinants of
burnout and its impact on the perceived performance of call center operators. We will first try
to see the applicability of the proposed model in the field of call centers which we have
chosen. While this model combines the fundamental bases of burnout, it remains incomplete,
as we have pointed at the inter-constructed relations without indicating their positive or
negative influence or the intensity of their influence. Therefore, we will issue the assumptions
that will allow an overall definition of the general model to be tested empirically.
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4. MEASURING INSTRUMENTS, THE QUESTIONNAIRE
In the next section, we will expand on the way measuring instruments operate, the
justification of the scale test, the organization of the questionnaire, the sampling, and finally
the data collection.
4.1. Operating mode of measuring instruments
In this section, we present the different scales used in the research, justifying the choice of
some of them. In addition to the factual variables (age, gender, seniority, family status,
educational level, and professional status) the questionnaire submitted includes measures of
the following variables: burnout antecedents, namely motivation, role ambiguity, role conflict
of the call center operator, burnout and the consequences of burnout on the variable
‘perceived performance’. For our study, we must justify our choice of each construct in terms
of the scales that allow its measurement in the most adequate way. It should be noted that we
chose to perform all our measurements by means of interval variables and more particularly
with items of the five-interval Likert scale.
4.1.1. The measuring scale of role stress
In this paragraph, we will present two main constructs making up role stress: role ambiguity
and role conflict. However, the operating of role ambiguity was performed by Rizzo et al.,
(1970). The concept is measured by six items the scores of which are reversed and noted “*”.
The answers are given following five conditions on a Likert scale, ranging from "Do not
agree at all" to "Totally agree."
-The scale of role ambiguity (Rizzo, House ad Lirztman, 1970): 6 items
“Item1- I have clear and planned commercial objectives concerning my job as a seller
Item2-I know exactly my responsibilities as a seller
Item3-I know with certainty the extent of my authority as a seller
Item4-As a seller, I get clear explanations about what I should do
Item5-I have the feeling that I organize my working time properly to reach my sales goals
Item 6 - I know what my responsibilities are; I know what is expected of me

Generally in the literature, role ambiguity and role conflict are studied together. Similarly to
role ambiguity, role conflict was dealt with by Rizzo et al., (1990). But this time the scale is
composed of 8 items.”
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The role conflict scale (Rizzo, House and Lirztman, 1970): 8 items
"Item 1 - I'm doing things that should be done differently
Item2-I have to break some rules in order to achieve certain objectives
Item3-I make things that can be accepted by some persons and rejected by others
Item4-Ihave objectives but lack the resources or the means to reach them
Item5-I have objectives but not the necessary staff to achieve them
Item 6 - I have to perform unnecessary tasks
Item7-I have to work with one or more groups who work very differently from me
Item8-I get inconsistent requests from several persons.

4.1.2. The measuring scale of burnout
The measuring scale of burnout was designed by Maslach et al. (1981, 1986), translated into
French by Girault (1989), and checked by Schaufeli, Enzmann, and Girault (1993). The
translation of the Maslach Burnout Inventory (MBI) in occupations other than the professions
of human services has proved reliable and valid (Brezniak and Ben-Yarr, 1989; Etzion, 1984;
Etzion and Pines, 1986; Florian and Zernichy-Shurka, 1986; Shamir and Drory, 1982). For
our study, we relied on the translation of the measuring scale of burnout by Maslach C,
Jackson S, MBI (1986) which consists of 22 items on the six-interval Likert scale, sequenced
as follows: 0 (Never), 1 (A few times a year at least), 2 (Once a month at least), 3 (A few
times a month), 4 (Once a week), 5 (A few times a week), 6 (All Day).

Items of emotional exhaustion
Item1: I feel emotionally drained by my work
Item2: I feel exhausted at the end of my work day
Item3: I feel tired when I get up in the morning with the idea of facing another working day
Item4: I can easily understand what my clients feel

Items of cynicism or depersonalization
Item5: I have the feeling of treating some clients in an impersonal way, as though they were
objects
Item6: Working with people throughout the day requires huge efforts on my part
Item7: I deal with the problems of my clients in a very efficient way
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Item8: I feel that I am breaking down because of my work
Item9: I feel that, through my work, I have a positive influence on people
Item10: I have become more careless about people since I have been doing this work
Item11: I'm afraid I’m working too hard in this job
Item12: I feel full of energy
Item13: I feel frustrated by my work
Item14: I feel that I’m working too hard in this job
Item15: I don’t really care about what happens to some of my clients
Item16: Working in direct contact with people is too stressful for me

Items of professional efficiency or lack of personal accomplishment
"Item17: I can easily create a relaxed mood with my clients
Item18: I feel exhilarated when I’ve been close to my patients at work
Item19: I've done many things that are worthwhile in this work
Item20: I feel burnt out
Item21: In my work, I deal with emotional problems very calmly
Item22: I have the feeling that my clients hold me responsible for some of their problems".

4.1.3. The measuring scale of perceived performance
The scale of perceived performance was created for this search. It is composed of four items
with the terms of the five-point Likert type. The process to follow derives from the
information cited above:
The lists or classifications of efficiency criteria are numerous. There are two ideas to
remember:
-The first idea was concerned with an academic context, while the second one developed
mainly from business leaders. Both visions already mentioned are complementary and
characterized by their methodological strength.
According to several typologies of adopted efficiency criteria, Robert Quinn and John
Rohrbaugh (1983) tried to answer the following question: how do theorists and practitioners
understand the notion of performance? From this question, they identified three criteria:
"Preference for an internal or external perspective, concern about flexibility or control, and
the approach in terms of resources or results". Estelle Morin et al. (1994) describe the
numerous difficulties to operate on the concept of performance by means of its
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characteristics. This concept is described by these authors as a multidimensional, hierarchical
and contradictory concept. However, some conveniences or procedures whose purpose is to
obtain an acceptable measure of performance are often exposed.
Although there is no agreement on the definition of the concept of performance, several
researchers do agree on the procedures to follow to reach an acceptable measure. One of
these procedures is presented by Mark Spriggs (1994). To take the question treated into
account, a five-step procedure is suggested.
“- The first step should make it possible to set a general description of performance that is
adequate with the research or study context.
- The second step should refine the field of performance and determine the set of dimensions
that will be involved. This objective could be reached through a literature review, interviews
or any other exploratory method.
- The third phase consists in choosing the evaluation perspective. Indeed, different
perspectives are available. For instance, for the members of a distribution network, the chief
can evaluate himself, or he can be evaluated by his partners (retailers for example), or by an
outside observer.
-The fourth step signals the transition from the definition of the performance domain and the
parameters allowing to deal with it to measuring issues. It is necessary then to choose among
a plethora of available measuring categories (financial or non financial, objective or
perceptual, raw or standardized) and the means of collection. Once this is done, the different
items constituting the measuring scales should be generated. These items may well be
directly observable indicators as well as items created specifically.
Finally, we come to the fifth phase that is the evaluation of reliability and validity which is
essential for any measuring approach".
To make the scale of perceived performance operational, we used the approach proposed by
Lavorata Laure (2005). As a first step, we conducted a roundtable composed of 15 call center
operators, with the aim of creating items corresponding to the perceived performance. The
call center operators could thus compare their views and discuss their divergence (Evard et
al., 2000). Among the dozen items proposed to them, several indicators are often used to
evaluate the individual and collective performance of call center agents. These indicators can
be classified under three categories:
- "Productivity indicators: average call duration and call processing, number of clients
involved, number of contracts fulfilled, regularity of operators in their work;
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- Indicators related to the sale: argumentation rate, gross investment rate, sustainability rate of
performed services;
- Satisfaction indicators: quality of discourse, dissemination of the information desired by the
customer, customer satisfaction".
The indicators for measuring performance that are most often used by managers of call
centers are: "Volume flow (number of calls), efficiency rate that is equivalent to the rate of
the first call resolution, number of abandoned calls that makes it possible to determine the
size of the human capacity involved, number of calls made before a specified period of time
with a rate that is often fixed at 80% of calls unhooked in less than 20 seconds, average
conversation time, customer dropout rates (although it is very difficult to measure, this rate is
a means to find out the poor service quality for a call center), waiting time and number of
production hours "(Relationcltmag.fr).
To measure the perceived performance of call center operators, three indicators have been
selected: An indicator that is related to productivity which is considered to be the most
important, a single indicator related to the sale, in our case it is providing a service
(answering customers’ calls), and a last indicator related to customer satisfaction. To assess
perceived performance, we presented these items to six call center supervisors and asked
them to choose the items they deem consistent. This method was already advocated by
Churchill (1979) for the validation of measuring scales. Items chosen by more than 50% will
be retained for our study. Three out of six supervisors have chosen the following items:
Item 1: Seeing my personal objectives, my results are satisfying
Item 2: I answer a maximum number of calls in a minimum time span
Item 3: I am able to provide good solutions to customers from the first contact

6.1.4. The measuring scale of motivation
The same approach was applied to the scale of motivation. We initially proposed the list of
items proposed by the scale of Anderson and Oliver (1994) which is based on three items.
The respondent indicates, on a Likert scale, if he "Strongly agrees” graded 7, or "Strongly
disagrees” graded 1.
“Item 1- When I do well, I have a feeling of accomplishment
Item 2- I feel deeply satisfied when I do well at work
Item 3- Being efficient at work contributes to my growth and development”
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Then, using the round table, we were able to keep other items that have been proposed to call
center experts. This resulted in a 12-item measuring scale for motivation. The respondent
indicates, on a Likert scale, whether he "does not agree at all” graded 1, "does not agree”
graded 2, "rather disagrees” graded 3, "neutral” graded 4, "rather agrees” graded 5, “agrees"
graded 6 , " strongly agrees” graded 7.
“Item 1- When I do well, I have a feeling of accomplishment
Item 2- I feel deeply satisfied when I do well at work
Item 3- Being efficient at work contributes to my growth and development” ”
Item 4-I feel deeply motivated when I am efficient at work.
Item 5-Displaying my individual performance motivates me.

Item6-My individual performance motivates me to keep the same level of performance
throughout the week
Item7-Good material conditions motivate me to reach my daily goals
Item8-Pay is the only reason that prevents me from leaving the center.
Item9-Premiums linked to performance are a source of motivation
Item10-The supervisor’s support increases my personal accomplishment.
Item11-The fact of changing the script allows me to have a feeling of self-accomplishment.
Item12-Routine in the task does not allow me to have a feeling of self-accomplishment.”

4.1.5. The measuring scale of the indicators of personal characteristics
Measuring socio-demographic indicators (e.g. gender, age, marital status, professional status,
seniority, and education) was performed by formulating simple items collecting the
respondents’ characteristics. These items are of three types, namely nominal (e.g., gender,
marital status, professional status and education), ordinal (e.g., age) or continuous (e.g.
seniority at work).
5.3. Questionnaire Organization
Our questionnaire comprises 60 questions based on the objectives of our research work. Its
structure is built according to five topics:
A section on issues related to burnout (22 questions).
A section on issues related to motivation (12 questions)
A section on issues related to role conflict (8 questions)
A section on issues related to role ambiguity (6 questions)
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A section on issues related to perceived performance (5 questions)
A section on issues related to personal characteristics (7 questions)
In addition to the factual variables (age, gender, seniority, family status, education level,
professional status), the submitted questionnaire includes measures of the following
variables: antecedents of burnout for the call center operator, namely motivation, role
ambiguity, and role conflict, burnout and the impact of burnout on the variable of perceived
performance. For our study, we need to justify our choice of each construct in terms of the
scales that lead to the most appropriate measure. We should note that we chose to perform all
our measures with variable intervals and particularly with items of the five-interval Likert
scale.

Table 14: Constructs, number of items and types of measure
Types of measure

Constructs

Number of items

8-point Likert measure

Burnout

22 items

Role conflict

8 items

Role ambiguity

6 items

Perceived performance

3 items

Motivation

11 items

5-point Likert measure

7-point Likert measure

Gender, age, family status, number of
children, seniority in the firm,

8 items

Qualification level, salary level, salary
premium
Source : Thesis author

2. RESEARCH LIMITATIONS
In our endeavor to reach the objectives of our research work, we had to cope with a number
of limitations. We are stating some of them hereafter:
The first limitation concerns the exclusion of the variable to be explained such as the
intention of some salespersons to leave, which is a consequence of burnout. The elimination
of this component is driven by our desire to limit the model to the most common variables in
the literature of marketing and to the easiest ones to measure.
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The second variable to avoid is that of satisfaction which is also a consequence of burnout
in salespersons. Only a few authors have studied the relationship between satisfaction and
burnout. We therefore consider the variable of performance and keep aside the variable of
satisfaction.
The third limitation consists in the lack of the dimension ‘work overload’. This variable is
present in very few theoretical models dealing with the sales force. In the scientific literature
devoted to the stress of the sales forces, the most investigated role constraints are role conflict
and role ambiguity.
CONCLUSION
This study is a preliminary step before we launch our field survey. The subsequent step will
be the validation of the hypotheses. As a future research track, we will try to complete our
model with the variables ‘work overload’ and ‘behavioral performance’. Besides, we will try
to investigate salespersons in the field of telecommunication where there is more
competition. It would actually be interesting to assess customer dissatisfaction resulting from
the salesperson’s burnout. Similarly, it would be relevant to study the effect of the variable
‘demands of the task’ on burnout in marketing managers for example, or to check whether the
marketing managers’ control over the sellers could have a significant effect on their
behavioral performance. A more intricate and time-consuming work would also be to study
the impact of excess in the use of technological products on the consumer’s burnout.
REFERENCES
[1] Aguir, M.S., F. Karaesmen, O.Z. Aksin, F. Chauvet.(2004). The impact of retrials on call
center performance. OR Spectrum, 26,353-376.
[2] Ahoha, K & Hakanen, J. (2007). Job strain ,burnout and depressive symtoms: A
prospective study among dentist. Journal of Affective Disorder,104,103-110.
[3] Aksin, O.Z. et F. Karaesmen.(2006). Characterizing the performance of process flexibility
structures .Operations Research Letters Forthcoming.
[4] Aksin, O.Z., F. Karaesmen, E.L. Ormeci.(2007). A review of workforce cross-training in
call centers from an operations management perspective. In Workforce Cross Training
Handbook, D. Nembhard (ed), CRC Press, forthcoming.
[5] Alarcon, G. Eschlemen, K.J., &Bowling, N.A. (2009). Relationships between personality
variables and burnout :A meta-analysis.Work&Stress,23,n°3,p244-263
[6] Babakus E., Cravens D.W, Johnson M. et Moncrief W.C (1996). Investigating the
Relationships among Sales, Management Control, Sales Territory Design, Salesperson

1294

Asma Dellagi and Pr Néji Bouslama

Performance, and Sales Organisation Effectiveness. International Journal of Research in
Marketing vol.13, p.345-363.
[7] Babakus E., Cravens D.W, Johnson M. et Moncrief W.C(1999).The Role Emotional
Exhaustion in Sales Force Attitude and Behavior Relationships. Journal of Academy of
Marketing Science, Volume 27, hiver, N°1,pages 58-70
[8] Bacharach S.B., Bamberger P .et Conley S. (1991).Work-home conflict among nurses and
engineers: Mediating the impact off role stress on burnout and satisfaction at work. Journal of
Organizational Behavior, 12, 39-53
[9] Badré D., Truchot D., Guénon D .et Proux J.(2004). Pouvoir perçu et burnout chez les
opérateurs. Une comparaison interculturelle France- Létonnie. Document non publié,
laboratoire de psychologie, université de Franche-Comté
[10] Babakus Emin, W. Cravens David, Johnston Mark , C. Moncrief William (1999).The
role of Emotional Exhaustion in sales Force Attitude and Behavior Relationships. Journal of
the Academy of Marketing Science, volume 27, N°1,pages 58-70.
[11] Bagozzi, R. (1978); Salesforce Performance and Satisfaction as a Function of Individual
difference, International and Situational Factors. Journal of Marketing Research,15
(Novembre),517-531
[12] Bagozzi, R.P (1980).Performance and satisfaction in an Industrial Salesforce: An
Examination of their Antecedents and Simultaneïty. Journal of Marketing
[13] Cecile Clergeau, Rolande Marciniak, Frantz Rowe (2002). A performance et l’efficacité
des centres d’appels. Centres de Recherche en Gestion Nantes-Atlantique et Maison des
sciences de l’homme.
[14] Celeste M. Brotheridge, Alicia Grandey. Emotional labor and « burnout ».Comparing
two perspectives of people work. Journal of vocational Behavior.Vol 60,Iss1.February
2002.p17-39.
[15] Centre de ressources et de documentation en soins palliatifs (2008).Le syndrome
d’épuisement professionnel des soignants face à la fin de vie. Accompagnement, mort et
deuil.
[16] CharbotelB., S.Leydier, M.vohito, L. Renaud, J. Jaussaud, C. bourboul, D.Ardiet,
I.Imbard, A. bergeret. (2007). Fiche de synthèse Liste des publications. Agemetra Ast Grand
Lyon, Umrestte, Universié Claude Bernard, Lyon-1; Juin

The Burnout Syndrome and the Performance of Salespersons ….

1295

[17] Charles Gueye(2007). Doctorant en Sciences de Gestion GESEM “Partage des
connaissances pour une valorisation des scripts d’appel: Le cas d’un centre d’appel délocalisé
au Sénégal”
[18] W. Cravens David; Felicia G; Lassk; George S. Low; Greg W; Marshall and William C.
Moncrief. (2004). Formal and informal management control combination in sales
organizations; the impact on salesperson consequences. Journal of Business Research March
[19] D’Ausilio; A (1997).The impact of conflict Management on Customer Service Delivery.
Customer Relationship Management,2(4),20-23
[20] Dalia Etzion, Dov Eden, and Yael Lapidot. Dalia Etzion, Dov Eden, and Yael Lapidot
(1998). Relief from Job Stressors and Burnout: Reserve Service as a Respite. Journal of
Applied Psychology, Vol.83, N°4,577-585
[21] Darmon, R.Y (1995).Répartition équitable des objectifs de vente entre les commerciaux.
Recherche et Applications en marketing, 10,3, pp.3-15. Répartition équitable des objectifs de
vente entre les commerciaux. Recherche et Applications en marketing, 10, 3,1995, pp.3-15.
[22] Darmon R.Y, La vente (1998). De la persuasion à la négociation Commerciale, Caen:
EMS.
[23] Décaudin,J-M et Bouguerra A. (2004). Etudes marketing avec SPSS, Pearson Education
France,4ème édition.
[24] Dejours C, (2000), Travail, usure mentale, Paris, Bayard Editions.
[25] Demerouti, E., Bakker, A.B., Nachreiner F. and Schaufeli, W.B. (2001). The job
demands-resources model of burnout. Journal of Applied Psychology, 86:499-512
[26] E.P; Cox. (1980. The optimal Number of Responses Alternatives for a Scale: A
Review Journal of Marketing Research. November p 407-422
[27] Etzion D. (1984). Moderating Effect of Social Support on the Stress-Burnout
Relationship. Journal of Applied Psychology, 69,615-622.
[28] Etzion D. (1987). Burnout: The Hidden Agenda of Human Distress. Tel Aviv, Israël,
The Israel Institute of Business Research, Tel Aviv University.
[29] Etzion D. & Pines A. (1986). Sex and culture in burnout and coping among human
service professionals: a social psychological perspective. Journal of cross-Cultural
Psychology, 17,191-209
[30] Fernet, C. (2011). Development and validation of the Work Role Motivation Scale for
School Principals (WRMS-SP). Educational Administration Quarterly, 47, 307–331.
doi:10.1177/0013161X10385108.

1296

Asma Dellagi and Pr Néji Bouslama

[31] Fernet, C., Senécal, C., Guay, F., Marsh, H., & Dowson, M. (2008). The Work Tasks
Motivation Scale for Teachers (WTMST). Journal of Career Assessment, 16, 256–279.
doi:10.1177/1069072707305764
[32] Fernet, C., Gagné, M., & Austin, S. (2010). When does quality of relationships with
coworkers predict burnout over time? The moderating role of work motivation. Journal of
Organizational Behavior, 31, 1163–1180. doi:10.1002/job.673.
[33] Gaines J. et Jermier J.M (1983). Emotional Exhaustion in a High Stress Organization.
Academy of Management Journal, 26,567-586.
[34] Gagné, M., & Deci, E. L. (2005). Self-determination theory and work motivation.
Journal of Organizational Behavior, 26, 331–362. doi:10.1002/job.322.
[35] Gary. R & Lachance G. (1999). La gestion de l’équipe de vente. Gaëtan morin éditeur
Itée Monréal-Paris.
[36] Garden A.M (1987). Depersonalization: A Valid Dimension of Burnout? Human
Relations,40, 545-560.
[37] Garden A .M (1991).Relationship between Burnout and Performance, Psychological
Reports, 68,963-977.
[38] Gaines J. et Jermier J.M (1983). Emotional Exhaustion in a High Stress Organization.
Academy of Management Journal, 26,567-586.
[39] Gagné, M., & Deci, E. L. (2005). Self-determination theory and work motivation.
Journal of Organizational Behavior, 26, 331–362. doi:10.1002/job.322.
[40] Gary. R & Lachance G. (1999). La gestion de l’équipe de vente. Gaëtan morin éditeur
Itée Monréal-Paris.
[41] Garden A.M (1987). Depersonalization: A Valid Dimension of Burnout?. Human
Relations,40, 545-560.
[42] Garden A.M (1991). Relationship between Burnout and Performance, Psychological
Reports, 68,963-977.
[43] G. Harns Eric & M. Lee. James (2004). The customer, co-woker, et Management
Burnout Distinction in service Setting. Personality Influencers and Outcomes; Services
Marketing Quarterly.Vol.25.Iss4.p13-31.
[44] Grebot Élisabeth (2008):Stress et burnout au travail: identifier, prévenir, guérir.Eyrolles.
Éditions d’Organisation
[45] Klein David. and Verbeke

Willem (1998). Autonomic Feedback in stressful

Environnements: How do Individual Differences in Autonomie Feedback Relate to Burnout.

The Burnout Syndrome and the Performance of Salespersons ….

1297

Job Performance, and Job Attitudes in Salespeople. Journal of Applied Psychology Vol.84,
N"6, 911-924
[46] Morin. E.M. (1996). Psychologies au travail edition. gaëten morin T.C. Pauchant (Sous
la dir de), La recherché du sens au travai, Montréal, Québec-Amérique/Presses HEC, p.259287
[47] Morin E.M., (1996). L’efficacité organisationnelle et le sens du travail
[48] Morin E.M., Savoie, A, et Beaudin, G.(1994). L’efficacité de l’organisation,
Boucherville, Gaëtan Morin Editeur.

Annexe
Questionnaire on burnout and perceived performance of salespersons in call centers

Research framework
This questionnaire is used in the framework of a doctoral thesis in Management, with
Marketing as subject specialty, at the Faculty of Economic Sciences and Management of
Tunis (FSEGT) at El Manar campus, under the supervision of Professor Neji Bouslama . The
thesis focuses on the syndrome of burnout and the performance of salespersons: the case of
burnout in call center operators and its impact on their perceived performance.
Research objective
Call center operators undergo chronic stress at work, known as the syndrome of burnout,
resulting in professional exhaustion and characterized by three dimensions: emotional
exhaustion, depersonalization and reduced performance. The purpose of this research is to
help with the identification of the causes of burnout among Tunisian call center operators,
and evaluate their impact on the perceived performance of call center agents.
We will be deeply grateful if you could devote some of your time to fill in this questionnaire.
We assure you that the purpose of the questionnaire is purely academic and that the data
collected will be kept strictly confidential and will be processed in a perfectly anonymous
way.
Evaluate your current state, using a grade rising from 0 (never), 1 (a few times a year at
least), 2 (once a month at least), 3 (a few times a month), 4 (once a week), 5 (a few times
a week), to 6 (every day).
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1. I feel emotionally emptied by my work
0

1 2

3

4

5

6

1

2

3

4

5

6

2. I feel exhausted by my work at the end of the day
0

3. I feel tired as I get up in the morning with the prospect of a working day ahead of me
0

1

2

3

4

5

6

1

2

3

4

5

6

4. I can easily understand how my customers feel
0

5. I feel that I deal with my customers in a very impersonal way, as if they were mere objects
0

1

2

3

4

5

6

6. Working with people all along the day requires huge efforts on my part
0

1

2

3

4

5

6

1

2

3

4

5

6

2

3

4

5

6

7. I cope very efficiently with my customers’ problems
0

8. I feel on the verge of breakdown because of my work
0

1

9. I have the impression of exerting a positive influence on people through my work
0

1

2

3

4

5

6

2

3

4

5

6

10. I have become less sensitive to people since I’ve been on this job
0

1

11. I’m worried that this work makes me emotionally tough
0

1

2

3

4

5

6

0

1

2

3

4

5

6

0

1

2

3

4

5

6

2

3

4

5

6

3

4

5

6

12. I feel full of energy

14. I feel frustrated by my work

15. I don’t really care about what happens to my customers
0

1

16. Working in direct contact with people is too stressful for me
0

1

2

17. I can easily create a relaxed atmosphere with my customers
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2

3

4

5

6

1

2

3

4

5

6

0

1

2

3

4

5

6

0

1

2

3

4

5

6

2

3

4

5

6

18. I feel exhilarated at work when I get close to my customers
0
19. I have done many worthwhile things in this job

20.I feel exhausted

21. At work, I deal with emotional problems very calmly
0

1

22. I have the impression that my patients hold me responsible of some of their problems
0

1

2

3

4

5

6

Evaluate with a grade evolving from 1 (do not agree at all) to 5 (totally agree), indicate
your level of agreement on the following facts, put a cross in the corresponding box
Do not agree at all

Totally agree

23. When I work well, I feel fulfilled
0

1

2

3

4

5

6

3

4

5

6

24.I have a deep feeling of personal satisfaction when I do my work
0

1

2

25. When I am efficient at work, I feel that this contributes to my personal growth and
development
0

1

2

3

4

5

6

1

2

3

4

5

6

1

2

3

4

5

6

26. I feel deeply motivated when I am efficient at work
0
27.Showing individual performances motivates me
0

28. My daily individual performance motivates me to keep the same level of performance
throughout the week
0

1

2

29.Good material conditions motivate me to reach my daily goals

3

4

5

6
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0

1

2

3

4

5

6

2

3

4

5

6

3

4

5

6

3

4

5

6

3

4

5

6

30. Bonuses related to performance are a source of motivation
0

1

31.The supervisor’s support motivates me to improve my accomplishment
0

1

2

32.The fact of changing in the script allows me to accomplish myself
0

1

2

33. Routine in the task prevents me from accomplishing myself
0

1

2

To answer the questions you are asked, you must circle the number that best describes
your position towards the proposed statement. The closer the chosen number comes to 5
the more you agree with the statement given.

Do not agree at all

Totally agree

35. I do things that should be done otherwise
0

1

2

3

4

5

6

2

3

4

5

6

2

3

4

5

6

3

4

5

6

36.I must break some rules in order to reach certain goals
0

1

37. I work with two or more groups who operate differently
0

1

38. I do things that could be accepted by some persons and refused by others
0

1

2

39. I have objectives for which I have neither resources nor means
0

1

2

3

4

5

6

0

1

2

3

4

5

6

40. I must perform useless tasks

41.I must work with one or more groups who function in a very different way from mine
0

1

2

3

4

5

6

1

2

3

4

5

6

42.I receive inconsistent requests from many persons
0

The Burnout Syndrome and the Performance of Salespersons ….

1301

43. I have clear and planned objectives as far as my work is concerned
0

1

2

3

4

5

6

3

4

5

6

4

5

6

4

5

6

44. I’m exactly aware of my responsibilities as a call center operator
0

1

2

45.I know with certitude the range of my authority as a call center operator
0

1

2

3

46.As a call center operator, I get clear instructions about what I have to do
0

1

2

3

47.I have the feeling that I plan my working time correctly so as to reach my goals
0

1

2

3

4

5

6

2

3

4

5

6

2

3

4

5

6

4

5

6

4

5

6

4

5

6

48. I know what my responsibilities are and what is expected of me
0

1

49 I feel efficient when I have many supporting arguments
0

1

50. I feel efficient when I answer a maximum of calls in a minimum of time
0

1

2

3

51. I am efficient when my results are satisfying in relation to my objectives
0

1

2

3

52. I am efficient when I answer a maximum of calls in a minimum of time
0

1

2

3

53. I am efficient when I am able to provide my customers with good solutions from the very
first contact
0

1

2

3

4

Put a cross in the box corresponding to your answer
54. You are

A man
A woman

55. You are

……. ……………… …………………………

years old

5

6
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56. Your family status is

Single
Divorced
Married

57. If you are married, how many children do you have in charge ?………………
58.What is your level of education?
Undergraduate degree
Bachelor degree
Master’s degree
Precise if other ………….
59. In what portion of annual gross salary (TD) do you stand ?
[From 0 to 3000]
[From 3001 to 9000]
[More than 9000]
60. What is the portion of variable premiums in your overall remuneration?
Less than half
More than half

Thank you for having taken the time to fill in this questionnaire.

