
� �� � � � � 	 
� � � �� 
 �� � � �� � � 	 � � � � � � �� � �� � � �� 
� � � � � 
� �� 

� � � � � 	 � � �� �� � 	 � � � � �� � � � � �� � � �� � � � � �� 
 �� � �� � � � � �� � � � �

� � � 	 � � � � �� � � � � � 
� � �	 � � 
� � � � � � �
� �� � � � � 	 � �� � � � � � � � � � � � � �

�� � � �� � 	 � 
 �� � � 
 � � � �� � ��� 	 � � �� � � � � � �

� � � � � 
 � � 
 � �� � 
 ��� � � 
 � � �� �


�� ���� �!"�#�!#$%�


 � &� ' � � ( �( � � �  � $�����!��)*)�*�+

, �� - ��� ��� � � � � � 	 � *""� ( ' �� � � ( ' � �� � �" � �! � � �� #) %#"� ! � ) !

http://dx.doi.org/10.7275/14754690
https://hdl.handle.net/20.500.14394/15135




A COMPARISON OF TWO APPROACHES 

TO THE DIAGNOSIS OF MEASURABLE BURNOUT 

AMONG EMPLOYEES 

OF SELECTED STATE OPERATED COMMUNITY RESIDENCES 

IN WESTERN MASSACHUSETTS 

A Dissertation Presented 

by 

GEORGE M. GREINER 

Submitted to the Graduate School of the 

University of Massachusetts in partial fulfillment 

of the requirements for the degree of 

DOCTOR OF EDUCATION 

September 1991 

School of Education 



© Copyright by George Morrison Greiner 1991 

All Rights Reserved 



A COMPARISON OF TWO APPROACHES 

TO THE DIAGNOSIS OF MEASURABLE BURNOUT 

AMONG EMPLOYEES 

OF SELECTED STATE OPERATED COMMUNITY RESIDENCES 

IN WESTERN MASSACHUSETTS 

A Dissertation Presented 

by 

GEORGE M. GREINER 



ACKNOWLEDGMENTS 

This work is one outcome of a process anticipated many 

years ago. The following people are recognized for 

their contributions: Harvey Scribner, committee chair, 

Bob Maloy, committee member, Bob Marx, committee 

member; Atron Gentry for supporting the early stages 

of my involvement at the School of Education; John F. 

Houchin, Sr. for helping me build an applied foundation 

in management; Nnanyelu Ezeh for words of 

encouragement; Victor Ayoub and Eric Horsting of 

Antioch College for guidance, breadth, and insight; 

William L. Greiner, Jr. and Elizabeth M. Greiner for 

all that parents do for their children; Jan, Whately, 

Peter, and Geoffrey Greiner for giving me the time, 

encouragement, belief in myself, and so much more these 

last few years. 

iv 



ABSTRACT 

A COMPARISON OF TWO APPROACHES TO THE DIAGNOSIS OF 

MEASURABLE BURNOUT AMONG EMPLOYEES OF SELECTED STATE 

OPERATED COMMUNITY RESIDENCES IN WESTERN MASSACHUSETTS 

SEPTEMBER 1991 

GEORGE M. GREINER, B.A., ANTIOCH COLLEGE 

M.Ed., ANTIOCH UNIVERSITY 

Ed.D. , UNIVERSITY OF MASSACHUSETTS 

Directed by: Professor Harvey Scribner 

This study investigated burnout and aspects of 

perceived work environment among employees of selected 

state-operated community residences in western 

Massachusetts. The primary aim of the study was to 

compare alternative approaches to diagnosing burnout: a 

traditional regression model, and a burnout phase 

model. This comparison was employed to assess the 

relative utility of the burnout models for guiding 

managerial decisionmaking about organizational change 

interventions. 

The descriptive component of the study found that 

the sample was characterized by low burnout. Low 

burnout was strongly associated with positive 

perceptions of the work environment, as expected. Both 

burnout and work environment perceptions varied 

significantly for the sample subgroups of high/low 
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contact workers, workers with previous experience in 

private social service agencies, and workers assigned 

to either apartments or to the more restrictive and 

closely monitored Intermediate Care Facilities. 

Diagnosis using the traditional approach suggested 

the primacy of structural factors in predicting 

burnout, while the phase model implicated social 

factors. In addition, the traditional approach 

suggested that burnout was not an issue of concern in 

the organization studied, while the phase approach led 

to the finding that a significant portion of the 

employees were severely burned out. Thus the guidance 

provided for managers through application of the 

traditional versus phase approaches differed depending 

on which model was used. 

Although the study supported a functional 

difference between the phase and traditional 

approaches, further research using objective outcome 

measures and comparing groups over time is needed. 
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CHAPTER I 

INTRODUCTION 

This study investigated relationships between 

measurable burnout and selected aspects of working 

conditions among human services employees of 

community-based programs. These relationships were 

analyzed in terms of alternative models of burnout 

research: the phase approach and a traditional 

approach. The former emphasizes the degree of burnout, 

while the latter focuses on the prevalence and 

correlates of burnout (Kim, 1990). The comparative 

utility of the models for diagnosis of quality of 

worklife and subsequent planning of organizational 

interventions was assessed. 

The Phenomenon of Burnout in Human Services 

Human services workers routinely confront 

environmental stressors that have been theorized to 

lead to burnout and to unsuccessful and destructive 

program outcomes (Lipsky, 1980; Provencal, 1987; 

Sundrum, 1986). Burnout has been variously defined, 

but generally refers to an individually oriented 

phenomenon of diminishing emotional resources and 

commitment over time, which stems from the interaction 

of environmental stressors and personal factors (e.g., 
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Cedoline, 1982; Cherniss, 1980; Maslach & Jackson, 

1981, 1986; Pines, Aronson & Kafry, 1981). The 

outcomes of burnout include poor job performance, 

lowered productivity (Maslach & Jackson, 1986; Pines et 

al., 1981), and decreased quality of services (Maslach, 

1978). 

The quality of life of human service clients is 

dependent, in large part, on the performance of human 

services workers (Goffman, 1962; Lakin, 1988). 

Clients' quality of life is likely affected by the 

extent to which workers are burned out. Concern for 

combating burnout has been raised throughout the human 

services academic literature (e.g., Farber, 1983; 

Freudenberger, 1974). 

Burnout has been related to three major groups of 

environmental variables. Social relations on the job 

comprise a prominent cluster of working conditions 

variables which are thought to contribute to the causes 

as well as to the prevention and amelioration of 

burnout (House, 1981; Johnson, 1981; Leiter & Maslach, 

1988; Leiter & Meechan, 1986). Researchers have cited 

interpersonal relationships (Maslach, 1978) and 

communication patterns (Leiter, 1988) as areas prime 

for intervention. Personal developmental aspects of 

the job may also affect worker burnout and performance 

(Cedoline, 1982). Features of work which either 
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promote or discourage personal growth include autonomy, 

prior experience, training opportunities, needs 

deficiencies, qualitative overload, underutilization of 

skills and abilities, dampened commitment, pressure, 

structuring jobs to promote personal growth, and 

maximizing opportunities to participate in 

decisionmaking (Caton, Grossnickle, Cope, Long & 

Mitchell, 1988; Cherniss, 1980; Fibkins, 1983; Fimian, 

1984; Jackson, Schwab & Schuler, 1986; Lipsky, 1980; 

Pines et al. 1981; Provencal, 1987). Structural 

elements of human services work also contribute to 

burnout according to researchers. Aspects of structure 

include organizational design, role conflict, role 

ambiguity, quantitative overload, bureaucratic rules 

and regulations, physical working conditions, and 

presence or absence of innovation and flexibility (Blau 

& Meyer, 1987; Cedoline, 1982; Kahn, Wolfe, Quinn, 

Snoek, & Rosenthal, 1964; Lipsky, 1980; Moos, 1986). 

Two Shortcomings of Current Burnout Scholarship 

The burnout literature is broad, yet not 

exhaustive in scope (Kilpatrick, 1986); and is far from 

internal agreement about theory (cf. Golembiewski, 

1989; Kim, 1990; Leiter, 1989). 

Burnout, with its work environment correlates, has 

been studied in many human services settings, such as 
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hospitals, community mental health centers, child care 

programs, and public institutions housing people with 

disabilities (Maslach & Jackson, 1986). However, 

employees of state-operated community residences for 

people with developmental disabilities in Western 

Massachusetts constitute a group as yet unstudied in 

the burnout literature. This employee group provided 

the subjects for the study. Two studies (Fimian, 1984 

and Ursprung, 1986) assessed burnout among a group of 

private (i.e., not public) employees of community 

residences. 

Scholars who have investigated burnout from a 

research perspective disagree about the theoretical 

structure of the burnout phenomenon. Golembiewski and 

Munzenrider (1988) have propounded a phase model of 

burnout based on theoretical rearrangement of 

constructs originating in the work of Maslach and 

Jackson (1981, 1986). Leiter (1989) has promoted a 

different (mainstream) arrangement of the same 

constructs (originating in Cherniss, 1980 and Maslach & 

Jackson, 1981), while rejecting Golembiewski’s (1989) 

approach. As Kim (1990) asserts, burnout research 

follows two paths: one dealing with causes and one 

dealing with degree. The comparative utility of the 

two paths, or models of research, has not yet been 
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assessed in the context of analysis of a single 

organizational sample. 

Both views of burnout research rely on the Maslach 

Burnout Inventory (Maslach & Jackson, 1986; hereafter 

called the MBI) for research data and a tripartite 

model of burnout consisting of Emotional Exhaustion, 

Depersonalization, and diminished Personal 

Accomplishment. (These constructs are explained under 

the heading in this Chapter, "Definition of Terms.”) 

The MBI has been widely and successfully used in 

burnout research since 1981 (Kim, 1990). 

Diagnosis of Burnout 

Diagnosis of burnout in an organization can be a 

useful activity for managers. The current literature 

suggests at least two alternatives to diagnosing 

burnout: the traditional approach and the phase 

approach. 

Value of Organizational Diagnosis 

The diagnosis of burnout among employees has 

pragmatic value. Desired human service outcomes may be 

threatened by burnout. Organizations themselves may 

become burned out, suffering from a condition of 

"permanent failure" (Meyer & Zucker, 1989). 

"Amelioration constitutes the bottom line of burnout 
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research" (Golembiewski & Munzenrider, 1988, p. 202; 

emphasis in original). A management intervention must 

be predicated on knowledge of what organizational 

factors are contributing to burnout (Golembiewski, 

Hilles, & Daly, 1987). Organizational diagnosis 

underlies a rational program of change agentry designed 

to improve processes and outcomes. 

Description of Burnout 

The first approach to using burnout research as a 

means of organizational diagnosis involves treating the 

three MBI factors of Emotional Exhaustion, 

Depersonalization, and reduced Personal Accomplishment 

as individual dependent variables to be entered in 

multiple regression equations with work environment and 

workforce variables. This approach is characteristic 

of much of the research on burnout (for examples see 

Caton et al, 1988; Constable & Russell, 1986; Fimian, 

1984; Maslach & Jackson, 1986; Savicki & Cooley, 1987). 

The traditional approach supports description of 

the prevalence and correlates of burnout within a given 

sample. 

Progressive Virulence of Burnout 

The burnout phase model detailed in Golembiewski 

and Munzenrider (1988) assumes that the MBI factors are 
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arranged in a specific sequence of importance, which 

allows derivation of a progressive burnout phase score 

from respondents’ scores on the three MBI subscales. 

Each respondent is assigned a burnout phase depending 

on his/her differential MBI subscale scores. Burnout 

phase is then treated as a variable to be entered in 

statistical analyses with work environment variables. 

(Specific procedures for deriving burnout phase are 

explained in Chapter III.) The phase model purports to 

tell how burned out a person (or sample) is. The phase 

approach may be useful to assess the effectiveness of 

organization development activities, in terms of their 

ability to reduce burnout (Golembiewski et al, 1987). 

However, the phase model may sacrifice the specificity 

of the MBI subscales in order to achieve an overall 

measure . 

Research Questions 

The study extended the research literature to a 

new sample and setting, and followed-up on the 

perspective that certain conditions of work, when 

positive, are associated with lower burnout (House, 

1981), in order to describe burnout in the sample, and 

to compare the alternative burnout diagnosis 

approaches. To those ends, three major questions were 

posed . 
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1. What aspects of the work environment had a 

significant relationship to the prevalence of 

perceived burnout? 

2. What characteristics of the workforce sample 

(e.g., experience, job role) were 

significantly related to perceived burnout 

and perceived work environment? 

3. Did the alternative approaches to assessing 

burnout in an organization differ in their 

apparent usefulness for planning managerial 

interventions when related to work 

environment and workforce characteristics? 

Overview of the Study 

The study employed the approach of survey-based 

descriptive research (Lehmann & Mehrens, 1979). The 

setting for the study was an organization composed of 

18 geographically dispersed community residences for 

people v/ith developmental disabilities, operated by the 

state Department of Mental Retardation (DMR) in western 

Massachusetts. Employees (n=124) were asked to respond 

to surveys which measured perceived burnout (the MBI) 

and perceptions of the work environment (Work 

Environment Scale, Insell & Moos, 1974; hereafter 

called WES). 
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The MBI and the WES have been used together by 

researchers in settings other than community residences 

(e.g., in a Federal agency, Golembiewski & 

Munzenrider, 1988; among community mental health 

workers, Hunnicutt & MacMillan, 1983; with recreation 

professionals, Rosenthal, Teague, Retish, West, & 

Vessell, 1983; in a hospital, Wade-Campbell, 1986). 

The use of the WES in community residences for people 

with developmental disabilities was, to the 

researcher’s knowledge, unique at the time the study 

was conducted. 

A demographic instrument (the Workforce Profile), 

developed for the study, was also used (see Appendix 

C). The Profile asked respondents to provide 

information about personal characteristics such as age 

and education, as well as about individually-oriented 

job role characteristics such as hours spent in contact 

with clients each week. The study thus described the 

burnout-work environment relationship in the context of 

employee-oriented mediators such as amount of time 

spent with clients, type of prior experience, etc., in 

keeping with the burnout literature (Maslach & Jackson, 

1986) . 

Following administration of the surveys the 

researcher systematically analyzed and interpreted the 

data in terms of the alternative models of burnout 
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research. This process resulted in a description of 

the sample and in an assessment of the relative 

usefulness of each approach for the diagnosis of 

burnout and related factors in a human services 

organization. 

Definition of Terms 

For the purposes of the study, terms which had 

specific meaning in the study are defined in this 

section. 

Burnout 

In the study the term burnout refers to a 

phenomenon of emotional and physical exhaustion which 

occurs as "the result of constant or repeated emotional 

pressure associated with an intense involvement with 

people over long periods of time" (Pines et al., 1981; 

p. 15; emphasis in original). Burnout is 

characteristic of workers in human services, and has 

been related to negative outcomes such as poor health, 

job termination, absenteeism and substance abuse (Pines 

et al., 1981). 

Clients 

The people who were direct recipients of human 

services were labeled clients in the study. Residents 
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were a specific subgroup of clients: the people who 

lived in the community homes where employees worked. 

They had developmental disabilities. A developmental 

disability is a severe impairment of ability to 

function physically and/or cognitively, which is likely 

to continue indefinitely. Examples include epilepsy, 

cerebral palsy, autism, and mental retardation (Green & 

Long, 1980). 

Community Residence 

A community residence is a home for disabled 

people which is an alternative to an institution. 

Institutions are large facilities which often house 

hundreds of people. Institutions have been decried 

(e.g., Blatt & Kaplan, 1966; Wolfensberger, 1972), 

prompting a movement toward establishing community 

residences as humane alternatives (Janicki, Krauss & 

Seltzer , 1988). 

Definitions of community residences abound 

(McCord, 1981). The homes included in this study were 

apartments with one to four residents, and 

eight-resident Intermediate Care Facilites (ICFs). The 

ICFs were partially funded through the Federal Medicaid 

program, which requires a higher level of professional 

clinical involvement than that typical in the 
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apartments (Weiss, 1990). The study included four ICFs 

and 14 apartments, housing a total of 92 residents. 

Apartments and ICFs can be differentiated on at 

least five dimensions. (The following points draw on 

Gardner and Chapman, 1990 and Janicki et al., 1988.) 

(1) As a rule the ICFs have more staff for each 

resident than do apartments. The higher staffing level 

is predicated on the assumption of resident disability 

(higher in ICFs) and intensity of programming (based on 

developmental need as well as administrative 

considerations detailed below). 

(2) There is more direct and consultative 

involvement by clinical staff in the ICFs than in 

apartments. Clinical staff include physical 

therapists, speech pathologists, occupational 

therapists, nurses, etc. 

(3) The ICFs have more quality assurance 

oversight than do staffed apartments. While both are 

subject to state regulations and quality assurance 

programs, the ICFs are also closely monitored by the 

Federal Health Care Financing Administration and are 

subject to Federal Medicaid regulations. 

(4) The workers in ICFs may have greater 

expectations for competence and performance placed upon 

them (than do apartment workers) for reasons implicit 

in #s 2 and 3 above. 
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(5) Residents of ICFs tend to be more disabled 

than residents of apartments, though this observation 

does not purport to be universally the case. Because 

of architectural considerations (wheelchair 

accessibility), concentration of clinical resources in 

the ICFs, and the intent of the Federal Medicaid 

program (see Taylor, McCord, & Searl, 1981), people 

living in ICFs tend to be more developmentally needy on 

social, cognitive and physical levels, than people 

living in apartments. 

Depersonalization 

The term Depersonalization refers to a subscale of 

the MBI, and is one of the three constructs comprising 

burnout in the work of Maslach and Jackson (1981, 

1986). Depersonalization signifies callous, "negative, 

cynical attitudes and feelings about one's clients" 

(Maslach & Jackson, 1986, p. 1). 

Emotional Exhaustion 

This term refers to a subscale of the MBI. 

Emotional exhaustion is seen as characterizing a 

progressive phenomenon of decline. "As emotional 

resources are depleted, workers feel they are no longer 

able to give of themselves at a psychological level" 

(Maslach & Jackson, 1986, p. 1). 
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Employees 

Workers in direct service, supervisory, and 

professional clinical roles in the community residences 

were called employees in the study. Direct service 

roles entailed caring for the health, safety, and 

physical needs of the disabled residents on a day to 

day basis (Thaw & Wolfe, 1986), and providing active 

treatment (Chapman, 1990). The direct service 

employees were at the "street-level" (Lipsky, 1980), 

that is, represent public policy on the front line of 

contact with clients. 

Professional employees were those workers 

responsible for the operations of the homes (the 

managers) and for supervision of the clinical 

interventions (the clinicians). Clinicians had 

received special training and were frequently licensed 

as physical therapists, social workers, nurses, etc. 

Personal Accomplishment 

This term refers to a subscale of the MBI. 

Reduced personal accomplishment "refers to the tendency 

to evaluate oneself negatively, particularly with 

regard to one’s work with clients. Workers may feel 

unhappy about themselves and dissatisfied with their 
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accomplishments on the job" (Maslach & Jackson, 1986, 

p . 1 ) . 

Work Environment 

In the study "work environment" refers to the 

physical and psychological conditions of work, 

including organizational structure, communication 

pathways, social relations among employees, and so on. 

Moos (1986) has conceptualized ten aspects of at-work 

social environment which are applicable to the study. 

These aspects of work environment are operationally 

defined in Chapter III. 
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CHAPTER II 

REVIEW OF LITERATURE 

Burnout is a popular term used to refer to a 

phenomenon of dysfunctional affective response to 

excessive stress, typically prevalent in human service 

work settings (Cherniss, 1980; Golembiewski & 

Munzenrider, 1988; Perlman & Hartman, 1982; Pines et 

al., 1981; Provencal, 1987). 

One review of the burnout literature (Perlman & 

Hartman, 1982) found that citations of burnout began to 

appear in academic forums after 1974. A later review 

incorporated several hundred writings on burnout 

(Kilpatrick, 1986). Much of the literature prior to 

1981 is based on accounts of individual cases of 

burnout. The systematic study of burnout burgeoned 

with the development of instrumentation (see Pines et 

al., 1981). Notably, the introduction of the Maslach 

Burnout Inventory (MBI) (Maslach & Jackson, 1981) 

supported a proliferation of research, usually 

descriptive (e.g., Savicki & Cooley, 1987) but 

sometimes quasi-experimental (e.g., Golembiewski et 

al., 1987). 

Burnout has been called a syndrome (Caton et al., 

1988), a concept (Perlman & Hartman, 1982), a process 

(Cherniss, 1980), "a natural byproduct of employment" 
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(Provencal, 1987; p. 67), a "state of mind" (Pines et 

al., 1981; p. 3), "an evocative but imprecise metaphor" 

(Price, 1980; p. 7), and a phenomenon (Golembiewski & 

Munzenrider, 1988). 

Chapter II addresses major aspects of the burnout 

phenomenon as a theoretical construct, and identifies 

workplace and worker variables which are thought by 

researchers to be antecedents of burnout. Conceptual 

works and research studies have been selected from the 

literature to place burnout in a theoretical context, 

and to exemplify recent research trends. 

Models of Burnout 

Burnout can be understood from the perspectives of 

three levels of theory. The general theory of affect 

places burnout in the broad context of human emotional 

responses to environmental conditions. The 

environmental-outcomes model treats burnout as a 

cybernetic process of organizational experience. A 

three part model of environmental antecedents portrays 

burnout in terms of factors at the organization level. 

Together, these models of burnout support two 

approaches to burnout research and diagnosis in 

organizations: the traditional approach and the phase 

model. 
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General Theory of Affect 

The phenomenon of burnout has been placed in the 

context of a general theory of affect by Golembiewski 

and Munzenrider (1988), drawing on the work of Russell 

(1980). Russell (1980) construed affect on two 

dimensions of active-passive and pleasant-unpleasant. 

This spatial model accounts for the hypothesized 

variance of affect. Variance is depicted as vectors 

radiating from the center of the postulated space (see 

Figure 2.1). 

Affect is relatively pleasant or unpleasant on a 

continuum of active to passive. Burnout is portrayed 

as unpleasantness. However lower burnout can be either 

manifested enthusiastically (active) or contentedly 

(passive). Higher burnout is manifested as frustration 

and distress (active) or as depression (passive). 

These manifestations can be linked to the consequences 

of burnout proposed by the environmental-outcomes 

model. 

Environmental/Outcomes Model 

Golembiewski and Munzenrider (1988) ground their 

work on another, less abstract, level. Essentially 

treating personal factors as of minor relevance to 

18 



BURNOUT PHASE I 

Figure 2.1 Two Factor Theory of Affect 
Showing Burnout as the Pleasant- 
Unpleasant Axis 

Source: Golembiewski & Munzenrider (1988) 

19 



burnout, the authors depict an environmental/outcomes 

model for their research (see Figure 2.2). 

The model implies causality in a cybernetic 

process. Differences in worksite features 

(Golembiewski & Munzenrider, 1988, test over 100 in 

their research) lead to differences in burnout, which 

induce three categories of outcomes: physical distress, 

low performance levels, and low productivity levels. 

These outcomes are fed back to influence worksite 

features and burnout levels, as shown in Figure 2.2. 

The environmental/outcomes model compares with the 

stress-coping cycle diagrammed by Cherniss (1980). 

Stress, originating in environmental factors, produces 

strain (manifested as burnout), which leads to 

individual coping strategies (manifested as positive 

and negative behavioral outcomes). In other words, 

work environment conditions produce stress, leading to 

an affective response (burnout), which in turn produces 

ill-health (e.g, cornonary problems, Sanders & Suls, 

1982), low performance and low productivity (Cherniss, 

1980; Maslach & Jackson, 1981; Pines et al., 1981). 

Negative outcomes of the affective response to 

environment are fed back, as shown in Figure 2.2, to 

aggravate working conditions, create greater stress, 

and more pronounced burnout. 
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Figure 2.2 Environmental/Outcomes Model 
of Burnout 

Source: Golerabiewski & Munzenrider (1988) 
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The cybernetic process of burnout can be 

disrupted, however (Bersani & Heifetz, 1983). The 

assessment of burnout among human service workers is 

linked to proposals for amelioration. Burnout can be 

reduced through decreasing ambiguity, promoting 

positive interpersonal relationships on the job, 

restructuring the work, and supporting personal growth 

(Bersani & Heifetz, 1983; Cedoline, 1982; Golembiewski, 

1982; Pines et al., 1981). 

Environmental Antecedents of Burnout 

Much of the research literature on burnout has 

attempted to find environmental antecedents of burnout. 

This body of typically correlational research falls 

short of establishing causation. Nonetheless, there is 

strong evidence to support a three part model of work 

environment antecedents involving social factors, 

personal developmental factors, and structural factors. 

Social Factors. High levels of face to face 

contact with people in need of assistance have been 

found to be a significant stressor (e.g., see Maslach & 

Jackson, 1986; Savicki & Cooley, 1987) associated with 

burnout. The literature refers to this condition of 

work as contact overload. The amount of time one 

spends working directly with clients is a source of 
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stress, particularly if the clients present difficult 

problems (Cherniss, 1980; Lipsky, 1980; Maslach, 1978; 

Sarata, 1974). 

While the problems of clients significantly affect 

burnout in a negative way, relationships with coworkers 

have been found to be associated with both higher and 

lower levels of burnout (Leiter, 1988). Peer support 

in human service organizations can disrupt the process 

of burnout (Eisenstat & Felner, 1983; Pines et al, 

1981). Leiter and Meechan (1986) associated a 

quantitative measure of social interaction on the job, 

concentration, with burnout. Employees whose jobs 

involved less concentration, i.e., more contact with a 

variety of colleagues, experienced less burnout. The 

promotion of peer cohesion has been a prime means of 

intervening in organizational processes to influence 

burnout (Cherniss, 1980, Pines et al., 1981), 

contributing to commitment and involvement (Riggar, 

Godley & Hafer, 1984). 

Personal Developmental Factors. Burnout is a 

phenomenon of individual experience in work 

organizations. However, organizations create 

conditions of work which either detract from, or 

promote, personal development and self-esteem (Morgan, 

1986). Covariants of burnout in the realm of personal 
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development include autonomy (Cedoline, 1982) and 

underutilization of personal skills and abilities 

grounded in prior experience and education (Caton et 

al., 1988; Cedoline, 1982). 

According to Pines et al. (1981), "lack of control 

over one’s environment is a highly stressful 

experience" (p.69). Feelings of powerlessness dampen 

enthusiasm and commitment. The behavior of human 

services workers is often rule-bound (Lipksy, 1980). 

Bureaucratic organizations, though designed to impart 

fairness to all, sacrifice through policies, rules and 

regulations the initiative and inner direction of 

individuals (Blau & Meyer, 1987). The absence of 

opportunities for autonomy and innovation may lead to 

burnout . 

Structural Factors. The largest cluster of 

working conditions associated with burnout centers 

around organizational structures. Examples of 

structural factors include work overload, role conflict 

and ambiguity, and organization and job design. 

Cedoline (1982) cites eight characteristics of 

work overload, including long hours, rapid pace of 

work, lack of relief from stressful interactions, 

constant crises, broad job roles, interruptions, and 

too many responsibilities. Pines et al. (1981) 

24 



distinguish between quantitative and qualitative 

overload. Quantitative overload implies more work than 

can be done in the alloted time. Qualitative overload 

stems from work that requires skills and knowledge 

which exceed those possessed by the individual. 

Cedoline (1982) comments that responsibility for people 

is "an awesome assignment" (p. 47). A person who 

assumes responsibility for the emergent lives of others 

takes on a workload of great magnitude. Overload is 

clearly related to pressure. 

Kahn et al., (1964) pioneered the attribution of 

occupational stress to role conflict. Role conflict 

refers to incompatible expectations or demands made on 

a worker by two or more people, e.g., supervisors, 

peers, or clients. Human services workers experience 

role conflict as role overload (incompatibility of 

resources and needs; Cherniss, 1980; Lipsky, 1980) and 

as conflicting demands made by others. Role ambiguity 

refers to a lack of clarity about job expectations, 

including goals (Bersani & Heifetz, 1983; Fimian, 1984; 

Kahn et al., 1964). Ambiguity, too, is a significant 

stressor in the workplace. 

Organizational and job design factors affecting 

stress and burnout channel performance through the 

imposition of rules, and through the temporal and 

physical conditions of work. Jobs are designed with 
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more or less complexity. If a complex job is not 

supported effectively through training and peer 

relations, stress may result (Cedoline, 1982). The 

physical conditions of work, e.g., where one works, how 

warm, light, clean, etc., it is, along with the 

requirements for travel, etc., may also produce stress 

(Moos, 1986). 

Alternative Research Approaches 

Burnout research has been conducted, typically, 

using interview and survey methods, garnering the 

self-reports of employees. The use of these data by 

researchers has followed two main paths, labeled here a 

traditional approach and a phase approach. The 

discussion assumes the role of the MBI, given its 

dominance (for substantial reasons) in the literature 

(Kim, 1990). 

Traditional Approach of Burnout Research 

The traditional approach to using the MBI for 

burnout studies has involved entering the three 

variables (the subscale scores) into multiple 

regression equations (Leiter, 1989; Maslach & Jackson, 

1986). Thus results stated in terms of the individual 

subscales, related to variables such as work 

environment, can be obtained. Many burnout studies 



using the MBI discuss their results in terms of 

relationships between one or more of the subscales and 

one or more of the other variables studied (see, for 

example, Jackson et al., 1986; Maslach & Jackson, 1986; 

Riggar et al., 1984; Rosenthal et al., 1983; Stevens & 

O'Neill, 1983). 

Burnout research, using the MBI, operationalizes 

burnout as emotional exhaustion (EE), depersonalization 

(DP), and personal accomplishment (PA). These terms 

were defined in Chapter I. 

Traditional research using the MBI "assumes that 

each of the three MBI sub-scales has different causal 

relationships with both antecedents and outcomes" (Kim, 

1990, p. 15) of burnout. 

The Phase Approach to Burnout 

The environmental/outcomes model, discussed 

perviously, is complemented by a phase model of 

burnout proposed and tested by Golembiewski and 

Munzenrider (1988) and Kim (1990). The phase model 

extends previous evaluations of burnout as high, 

average, or low (Maslach & Jackson, 1986). Overall, 

Golembiewski and Munzenrider (1988) found empirical 

support for their association of burnout phases with 

work environment characteristics. 
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Golembiewski and Munzenrider (1988) hypothesize 

that burnout is progressive, and that worksite features 

correlate with the phases. For example, the more 

social support by peers, the earlier the phase of 

burnout. The phase model of burnout is based on the 

MBI burnout factors of depersonalization, personal 

accomplishment (shown below as a reversed scoring level 

from the MBI), and emotional exhaustion. Golembiewski 

and Munzenrider (1988) assume that burnout exists in a 

particular sequence of the MBI subscales: first 

depersonalization, then diminished personal 

accomplishment, and finally emotional exhaustion. 

Kim’s (1990) research supports this ordering of the 

relative prepotencies of the MBI subscales. 

Table 2.1 shows the relationships between 

progressive phases of burnout and scoring levels on the 

MBI subscales. 
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Table 2.1 Burnout Phases and MBI Subscales 

Progressive phases of burnout 

I II III IV V VI VII VIII 

DP Lo Hi Lo Hi Lo Hi Lo Hi 

PA (reversed) Lo Lo Hi Hi Lo Lo Hi Hi 

EE Lo Lo Lo Lo Hi Hi Hi Hi 

Source: Golembiewski and Munzenrider (1988, p. 28). 

The phase model of burnout is useful to 

organizational research by virtue of its practical 

applications in assessing interventions (e.g., 

Golembiewski et al., 1987). Moreover the phases of 

burnout can be viewed as the pleasant-unpleasant axis 

of the space map of affect (see Figure 2.1). For 

example, depending on the active-passive mode, high 

burnout (phases VI to VIII) can be relatively 

manifested in depression (passive pole) or frustration 

and distress (active pole). Likewise, low burnout 

(phases I to III) can be experienced as relative 

excitement (active) or contentment (passive). The 

categorization of high and low burnout is drawn from 

Burke (1989). 
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Significance of the Approaches in Relation to Theory 

The earliest writings on burnout suffered from a 

lack of grounding. Burnout seemed isolated in the 

phenomenal space of personal and organizational 

experience. However, the models of burnout phase and 

environment/outcome are grounded in a general theory of 

affect. This orientation may help researchers better 

understand the place of burnout in a larger context of 

person-environment interaction. The next section of the 

Chapter focuses on burnout research as a way of filling 

in the outlines of the phase and environmental/outcomes 

models . 

Specifications of Research on Burnout 

Burnout appears to be a valid label for phenomenal 

space in organizational and individual experience 

(Golembiewski & Munzenrider, 1988). A wide range of 

environmental factors have been proposed to be related 

to burnout (Cedoline, 1982; Cherniss, 1980; Pines et 

al., 1981). Despite the emotionally charged 

connotations of the word "burnout", the operational 

measures of the phenomenon (e.g., Maslach & Jackson, 

1981, 1986) have been consistently found to be reliable 

and valid indices of individual work experience. 
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Scope of Burnout Research 

The phenomenon of burnout has been researched in a 

wide variety of organizations and occupational samples. 

Most of the research has been descriptive, associating 

the measurements of burnout with environmental and 

personal variables. A few studies have investigated 

the effects of organizational interventions (for 

instance organizational development; Golembiewski, et 

al., 1987) on changes in levels of burnout over time. 

The MBI has been used in conjunction with 

measurement instruments such as the WES and the Job 

Diagnostic Survey (Hackman & Oldham, 1975), along with 

a variety of demographic instruments specific to 

individual studies. Research on burnout has been 

facilitated by the MBI, an instrument with high quality 

reliability and validity (these issues are discussed at 

length in Chapter III). 

Empirical burnout research began with the studies 

of Berkeley Planning Associates (1977), according to 

Perlman and Hartman (1982). Following the introduction 

of the MBI research on burnout has accelerated in pace 

and grown in scope. The MBI seems to be the dominant 

instrument in use to measure burnout. 

Maslach and Jackson (1986) report experienced 

burnout (based on the MBI) in a variety of human 
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service occupational samples including teachers, social 

service professionals, physicians, nurses, 

psychologists, counselors, mental hospital staff, 

attorneys, police officers, ministers, and librarians. 

However, burnout research is not limited to human 

services. Golembiewski et al. (1987) studied workers 

in a pharmaceutical firm. 

Studies in the Developmental Disabilities Field 

The study focused on a specific occupational 

group, workers in community-based residential services 

for people with developmental disabilities. There has 

been limited research on burnout in this field. Three 

articles which were relevant for the study are 

discussed below. 

Caton et al. (1988) studied the relationship 

between burnout and stress in a sample of employees of 

a public institution. The MBI was used in conjunction 

with a stress instrument and a demographic instrument. 

There were 192 subjects, representing a low response 

rate of 34%. Overall moderate burnout was found for 

the occupational subgroups on the emotional exhaustion 

and depersonalization subscales. High burnout was 

found in a lack of personal accomplishment. The means 

and standard deviations reported for emotional 

exhaustion (mean = 22.38, sd = 11.72) by Caton et al. 
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(1988) are substantially higher than those reported by 

Maslach and Jackson (1986) for a normative sample of 

730 mental health workers (mean = 16.89, sd = 8.90). 

The data for depersonalization and personal 

accomplishment are similar for Caton’s et al. (1988) 

sample and the normative sample. 

Caton et al. (1988) generally found that stress 

and burnout were distinct constructs (consistent with 

previous research; see Bersani & Heifetz, 1985; 

Eisenstat & Felner, 1983; Fimian, 1984), and that there 

was no difference in burnout between sample subgroups. 

The sample subgroups were professionals, direct service 

staff, and environmental support staff (e.g., 

housekeepers). Caton et al . (1988) equate amount of 

resident contact with the subgroups, assuming that 

professionals have less contact than do direct service 

workers. Caton et al. (1988) contend that a major 

factor in the burnout of their sample is 

underutilization, the lack of opportunity to use 

existing skills and abilities in a meaningful way. 

Fimian (1984) also studied stress and burnout, 

along with organizational variables, but in 

community-based programs (homes and day activity 

centers). The sample included 142 direct service and 

supervisory personnel. A response rate is not 

reported. Organizational variables studied were needs 
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deficiencies, role conflict, and role ambiguity. Needs 

deficiencies are defined in terms of Maslow’s (1954) 

hierarchy, operationalized by Porter (1962). The 

definition of role conflict compares with that of Kahn 

et al. (1964), described earlier in this Chapter. Role 

ambiguity, in Fimian's (1984) study, "occurs when the 

individual has nonconflicting but insufficient 

information to adequately carry out his or her assigned 

responsibilities" (p. 202). 

Fimian (1984) found significant correlations 

between the five variables of burnout, stress, needs 

deficiencies, role ambiguity, and role conflict. 

Burnout was found to be, in sum, moderate for the 

sample. The MBI subscales are not differentiated in 

the published article. The strongest correlations were 

found between stress and burnout; the weakest between 

burnout and role conflict (all significant at p < .05). 

Fimian (1984) also found that background variables 

explained "a small but significant" (p. 207) amount of 

the variance associated with burnout, using stepwise 

multiple regression analysis. The background variable 

data are reported as a group, but Fimian (1984) notes 

that the variables included sex, age, years of human 

services experience, position in agency, education 

level, and number of clients within scope of 

responsibility. 
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Another study of community residence employees, by 

Ursprung (1986), found that burnout was significantly 

correlated with job satisfaction, role ambiguity, and 

perceived efficacy. Ursprung (1986) used a survey 

approach to collecting data from 113 (77% of the 

sample) paraprofessional workers. Perceived efficacy 

was defined as the extent to which feedback from the 

job led a worker to believe s/he was being effective. 

The studies of Ursprung (1986), Fimian (1984) and 

Caton et al. (1988) are interesting because they report 

the incidence of burnout in two comparable, yet vastly 

different work situations, community versus 

institutional occupations. Unfortunately, the manner 

in which the studies report their data does not permit 

comparison between them. Moreover, some methodological 

flaws are suggested (e.g., low response rate for Caton 

et al., 1988). Overall, burnout is moderate for both 

community and institutional employees. In one study 

(Fimian, 1984) background variables were related to 

burnout variance. Caton et al. (1988) found that their 

background variables did not account for burnout 

variance. Fimian (1984) and Ursprung (1936) confirmed 

the relationship of environmental factors, role 

conflict and ambiguity, to burnout, as expected in the 

environmental/outcomes model of Golembiewski and 

Munzenrider (1988). Caton’s et al. (1988) finding of 
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no relationship between client contact (albeit 

indirectly measured) and burnout contrasts with trends 

in the literature (e.g., Maslach, 1978; Savicki & 

Cooley, 1987) and theoretical expectations 

(Golembiewski & Munzenrider, 1988; Pines et al., 1981). 

The three studies exemplify the variability of 

findings concerning burnout across sample groups and 

work settings. Compared to Maslach's and Jackson’s 

(1986) normative sample, the sample of Caton et al. 

(1988) was both similar (depersonalization and personal 

acomplishment) and different (emotional exhaustion). 

Both Fimian (1984) and Caton et al. (1988) report 

moderate burnout, which is unexpected in terms of the 

work environment model of Golembiewski and Munzenrider 

(1988). The theorized greatly different work 

environments of community and institutional programs 

(Janicki, ICrauss S Seltzer, 1988; Wolfensberger, 1972) 

suggest that burnout might be different for employees 

of institutions and community based programs. (Note 

that the comparison between Fimian, 1984, and Caton et 

al., 1988, is conceptual, not statistical, on this 

point . ) 

Research on Burnout and Work Environment 

Work environment, of course, involves a universe 

of possible variables in organizational, physical, and 
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interpersonal domains. The studies of burnout which 

associate it with work environment usually employ 

survey instrumentation, raising the issue of direct 

versus indirect measurement as a limitation of the 

typical research methods. 

Measurement Issues. Two work environment 

instruments have been frequently used in conjunction 

with the MBI. The Job Diagnostic Survey (JDS) (Hackman 

& Oldham, 1975) has been used to validate the MBI 

(Maslach & Jackson, 1981) and in field studies (e.g., 

Eisenstat & Felner, 1984). The WES has been used in 

conjunction with the MBI in a variety of descriptive 

studies (e.g., Constable & Russell, 1986; Golembiewski 

& Munzenrider, 1988; Hare, Pratt & Andrews, 1986; 

Rosenthal et al., 1983; Savicki & Cooley, 1987; 

Wade-Campbell, 1986) and in the description of work 

environments in public mental health facilities (e.g., 

Drude & Lourie, 1984). The psychometric properties of 

the WES are discussed in Chapter III. 

Variables. The primary instruments (JDS and WES) 

factor work characteristics into eight and ten 

variables, respectively. 

The JDS considers the variables of skill variety, 

task significance, autonomy, feedback from staff, 

feedback from clients, task identity, participation, 
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and learning (Eisenstat & Felner, 1984). The WES 

variables (defined in Chapter III) are involvement (I), 

peer cohesion (PC), supervisor support (SS), autonomy 

(A), task orientation (TO), work pressure (WP), clarity 

(C), control (Ctl), innovation (Inn), and physical 

comfort (Com). Both the JDS and WES take into account 

work environment factors which have been associated 

with burnout in the three part model discussed earlier 

in this Chapter. 

A Study of Work Environment in a Mental Health 

Setting. Drude and Lourie ( 1984) applied the WES to 

the study of staff perceptions in a public psychiatric 

facility. Because this setting approximates a public 

mental retardation facility (Wolfensberger, 1972, 

1975), though probably not community-based programs, it 

is used here to exemplify use of the WES in a setting 

comparable to that of the proposed study. (Computer 

database searching by the author failed to locate 

instances of use of the WES in community or 

institutional settings for people mental retardation.) 

Drude and Lourie (1984) surveyed 33 direct service 

staff who worked on psychiatric facility wards. The 

response rate for the study was 47%. Scores on several 

WES subscales were found to be significantly (£ < .01) 

lower than the norms listed in the WES Manual (Moos, 
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1986). The affected subscales were involvement, peer 

cohesion, autonomy, task orientation, clarity, and 

physical comfort. A lower score suggests a work 

environment attribute worse than the norm. The 

normative group includes over 1000 workers in general 

and health care settings (Moos, 1986). 

Drude and Lourie (1984) associated the WES results 

with staff to resident ratios. Higher ratios (fewer 

staff, more residents, i.e., more contact) were 

negatively correlated ( £ < .01) with WES subscales 

involvement, peer cohesion, supervisor support, 

autonomy, and physical comfort. Higher ratios were 

positively correlated (p < .01) with work pressure. 

Although Drude and Lourie (1984) did not use the MBI, 

they suggest that their measure of staff:resident ratio 

may be linked to contact overload and related role 

strain (Cherniss, 1980), concepts related to burnout. 

Studies Using the MBI and the JDS. Maslach and 

Jackson (1981) compared burnout to basic job dimensions 

using the JDS for a sample of 91 social service and 

mental health workers. Higher scores on the dimension 

of feedback from the job (i.e., greater feedback) were 

significantly correlated with lower emotional 

exhaustion and depersonalization scores, and higher 

personal accomplishment. The task significance 
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dimension had positive and significant correlation with 

personal accomplishment. 

Eisenstat and Felner (1984) sampled 168 

professional and paraprofessional workers in a range of 

human service organizations. A revised form of the JDS 

was used. Seven of the eight JDS variables (all except 

client feedback) were combined in a single index which 

correlated positively with personal accomplishment (p < 

.001), but not with emotional exhaustion or 

depersonalization. Client feedback also correlated 

positively with personal accomplishment (p < .001). 

Golembiewski and Munzenrider (1988) studied over 

1500 employees of a single Federal agency in dispersed 

worksites, comparing their responses on the MBI 

(burnout phase) to those on the JDS. Expected 

relationships between burnout phase and all JDS factors 

were supported (p < .001), consistent with the findings 

of Maslach and Jackson (1981), yet finding additional 

relationships for the particular sample. 

Studies Using the MBI and the WES. Two studies 

(Constable & Russell, 1986; Hare et al., 1986) examine 

burnout and work environment among independent groups 

of nurses. 

Hare et al. (1986) sampled 312 nurses and 

certified nursing aides who worked in hospitals and 

40 



nursing homes. Three subscales of the WES were used to 

define the variable labeled Work Support. The WES 

subscales were peer cohesion, supervisor support, and 

involvement. Other variables considered in relation to 

burnout were coping strategies, fear of death, 

occupational role (professional versus 

paraprofessional) , comfort with patients facing 

terminal illness, and type of facility. The results of 

the study do not differentiate between the professional 

and paraprofessional groups. However, the WES scores 

negatively predicted emotional exhaustion as measured 

by the MBI. In other words, the greater the emotional 

exhaustion, the more negative were perceptions of work 

environment in terms of involvement, peer cohesion, and 

supervisor support. 

In Constable’s and Russell’s (1986) study 310 

nurses working at a military medical center responded, 

for an overall rate of 79%. The MBI was compared with 

seven WES subscales: autonomy, task orientation, 

clarity, work pressure, control, innovation, and 

physical comfort. The subscales autonomy, task 

orientation, clarity, innovation and physical comfort 

were clustered as a composite variable called job 

enhancement. Job enhancement and work pressure were 

found to have significant (p < .001) relationships to 

higher emotional exhaustion. Job involvement was 
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negatively associated, while work pressure was 

positively associated. For depersonalization, a 

significant (negative) relationship was found only for 

job enhancement. A positive relationship was found 

between job enhancement and personal accomplishment. 

Savicki and Cooley (1987) studied 94 mental health 

workers. All but five functioned in professional 

roles. High emotional exhaustion was related to high 

work pressure and low involvement. High 

depersonalization was related to high control and low 

task orientation. High personal accomplishment was 

related to high peer cohesion. All relationships were 

determined using stepwise multiple regression. 

In addition to the foregoing correlations between 

the MBI and WES, Savicki and Cooley (1987) considered 

direct client contact as a moderator variable. High 

and low contact were distinguished using a 50% cutoff 

point. Workers who reported that they spent more than 

half their workweek with clients were designated as 

experiencing high contact. 

For high contact workers (n = 54), emotional 

exhaustion was negatively associated with staff support 

and task orientation, and positively with work pressure 

(p < .05). Personal accomplishment was positively 

associated with peer cohesion (p < .001). 
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Depersonalization was negatively associated with task 

orientation (p < .05). 

For low contact workers (n = 24) emotional 

exhaustion was positively associated with work pressure 

and physical comfort (p < .001) and negatively 

associated with innovation (p < .05). 

According to Savicki and Cooley (1987), the 

differentiation between high and low contact workers 

approximated the distinction between front line workers 

and supervisors in the sample. The two groups showed 

only one difference in burnout: high contact workers 

evinced higher depersonalization than low contact 

workers. The authors caution, rightly, that the small 

size of their sample limits generalization of the 

significance of their results. 

Golembiewski and Munzenrider (1988) predicted that 

burnout phase would be related in specific directions 

to WES subscales. Table 2.2 shows these expectations. 

Table 2.2 Phase and WES Subscale Expected 

Relationships. 

I PC SS A TO WP C Ctl Inn Com 

Low Ph Hi Hi Hi Hi Hi Lo Hi ? None Hi 
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Control (Ctl) was believed to be questionable, in that 

the relationship could work in either direction. For 

innovation (Inn), no relationship was expected. 

Golembiewski and Munzenrider (1988) tested these 

expectations in a study of employees of geographically 

dispersed long term retirement communities operated by 

a national organization. They found relationships in 

the expected directions for the WES subscales 

involvement, supervisor support, autonomy, work 

pressure, clarity, and physical comfort. Statistically 

significant relationships were not found in this sample 

of over 500 workers for the remaining four subscales. 

Finally, Golembiewski et al. (1987), in a causal 

study of the effects of an organization development 

intervention in a pharmaceutical firm, confirmed the 

expected relationships between burnout phase and the 

WES subscales, with two exceptions. Clarity was found 

to be bidirectional, and innovation was found to be 

negatively related to burnout phase. The authors offer 

no explanation for this variance from expectations. 

Conclusions Regarding Use of the MBI and WES. 

Studies using both the WES and the MBI have found 

significant relationships between a variety of burnout 

measures and the ten measures of work environment. No 

single study verifies expected relationships between 
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the MBI and the WES in full, but across all the studies 

reviewed above there is composite verification. It may¬ 

be concluded that work environments and sample groups 

are sufficiently individualized as to generate unique 

patterns of relationships. Nonetheless, the studies 

consistently found relationships between burnout and 

involvement and work pressure. These comparisons are 

somev/hat confounded because burnout is reported in two 

ways: in terms of MBI subscales and in terms of phase. 

Based on these observations use of the WES and the MBI 

seems to be productive in terms of describing the 

prevalence of burnout and associated work environment 

factors in a range of human service organizations. It 

would be helpful, though, to compare the WES to both 

v/ays of handling the burnout data (phase and MBI 

subscales). 

Moderators of Burnout and Work Environment Interaction 

This section of the Chapter addresses selected 

moderating variables which have been associated with 

burnout and work environment. These variables have 

already been mentioned, but are highlighted here. 

Client Contact 

The earlier writings on burnout (Cherniss, 1980; 

Pines et al., 1981) refer to contact overload as a 
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significant contributor to burnout. The literature 

operationalizes this form of overload as client 

contact. Conflicting results have been found. Savicki 

and Cooley (1987) reported differences between high and 

low contact workers and measures of burnout. Eisenstat 

and Felner (1984) stated that "higher levels of 

involvement with clients were associated with decreased 

resistance to the stresses of human service work" (p. 

411). Yet Caton et al. (1988) and Fimian (1984) 

reported no differences. 

Social Support 

Some studies found social support to be an 

important moderator of burnout (Constable & Russell, 

1986; Freudenberger , 1974; Gaines & Jermier, 1983; Hare 

et al. 1986; Leiter, 1988; Leiter & Meechan, 1986). 

Generally the social aspects of both the JDS and the 

WES (for the latter, subscales peer cohesion, 

involvement, and supervisor support) have been found 

to be related to the degree of burnout. Cherniss 

(1980), Cedoline (1982) and Pines et al. (1981) discuss 

the role of social support as a coping strategy to 

ameilorate burnout. Leiter and Meechan (1986) found 

that the more colleagues that were in regular contact, 

the lower the burnout. The reason for this finding 

proposes that workers with a larger, more various 
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social group were less likely to be burned out. When 

an employee’s work group was concentrated in one place 

or among a few colleagues, higher burnout was observed. 

Experience and Expectations 

Additional variables such as gender, age 

(especially among teachers), experience in human 

services, educational level, and so on have been 

included in the studies under the labels demographic or 

background variables. Maslach and Jackson (1986) 

include a table of demographic norms for the MBI 

subscales. The studies reviewed in this Chapter do not 

take full advantage of demographic variables in their 

analyses, suggesting the insignificance of such 

variables for their samples. 

One variable of note is experience. It can be 

hypothesized that workers with differing work 

experiences may respond differently to work environment 

factors, therefore demonstrating varying degrees of 

burnout. For this study, the different work 

environments of community residences and public 

institutions (already mentioned) may be significant. 

Workers with institutional experience may respond 

differently than workers with no such experience. 

Likewise, workers with prior community residence 

experience (with a private vendor agency as a rule) may 
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respond differently than workers without vendor 

experience. These types of experience may influence 

employees’ expectations of working conditions. 

Expectations have been associated with a progressive 

loss of idealism among workers in the developmental 

disabilities field (Stevens & O’Neill, 1983). 

Organizational Design 

The expectations placed on workers by their 

employing organization may be related to burnout 

(Jackson et al., 1986). The field of developmental 

disabilites structures service along several 

dimensions, or program models. One such distinction is 

between ICFs and staffed apartments. This distinction 

was explained in Chapter I (Definition of Terms). In 

theory ICFs place greater demands (i.e., more potential 

for stress) on workers than do staffed apartments. 

Presumably ICF workers would evince greater burnout as 

well as less positive perceptions of work environment 

than would employees in staffed apartments. This 

proposition has yet to be tested in the research 

literature, however. 

Organization Development Applications 

Burnout phase has been used as a measure with 

which to evaluate an organization development (OD) 
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intervention (Golembiewski et al., 1987). The work 

environment of the human resources department of a 

pharmaceutical firm was assessed. Specific aspects of 

the environment, e.g., social relations and clarity, 

were targeted for improvement. Burnout phase was 

measured as a criterion variable. The change agents 

developed interventions based on this information as 

well as on OD practice. As a result, burnout phase was 

reduced, and work environment perceptions were 

improved . 

Burnout-Work Environment Relationships Model 

This Chapter has addressed the topics of (1) 

burnout as a legitimate phenomenon for study, (2) 

models of burnout grounded in a general theory of 

affect, (3) general features of research on burnout, 

(4) research on burnout and work environment, and (5) 

selected moderating variables. 

The Chapter reinforces the significance of the 

three research questions of the study (see Chapter I). 

Support is also given to the choice of setting for the 

study. Burnout phase has been systematically studied 

by Golembiewski and colleagues. However, this avenue 

has yet to extend to the general literature, much less 

to the developmental disabilities field. Research on 

burnout phase and work environment is worthy of 
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extension to new settings and employee samples. The 

literature demonstrates an opportunity to compare 

alternative burnout research approaches, in terms of 

their utility for organizational diagnosis. 

The burnout literature in the developmental 

disabilities field is notably sparse. Caton's et al. 

(1988) study must be interpreted with reservations due 

to its low response rate. There is no literature in 

the field which takes a broad view of work environment 

(exemplified by the WES) in relation to burnout. Only 

three studies (Fimian, 1984; Stevens & O’Neill, 1983; 

Ursprung, 1986) examine employees of community-based 

programs, a rapidly growing segment of the field 

(Janicki et al., 1988). 

This Chapter has established the conceptual and 

practical bases for a descriptive study of burnout and 

work environment among employees of state operated 

community based programs for people with developmental 

disabilities. Burnout can be viewed operationally in 

terms of MBI factors and burnout phase. The social, 

developmental and structural aspects of work 

environment can be viewed in terms of selected WES 

factors, and in terms of selected variables dealing 

with Experience and Organizational Design. The 

interactions of these variables may underlie diagnosis 

of organizational processes. 
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CHAPTER III 

RESEARCH METHODOLOGY 

This Chapter details the methodology for the 

descriptive study of the relationships between 

perceived burnout and perceived work environment among 

employees of state operated community-based residential 

programs for people with mental retardation in Western 

Massachusetts. The topics addressed in the Chapter 

include the design of the study, research questions 

which guide the study, variables and hypotheses which 

operationalize the questions, the population and 

sample, data collection procedures, data analysis 

procedures, and limitations of the study. 

Design of the Study 

The study employed a field-based case study 

approach with descriptive intent (Lehmann & Mehrens, 

1979). Three self-report instruments (discussed later 

in the Chapter) were used to collect data about 

burnout, perceptions of the work environment, and 

characteristics of the respondents. 

The instruments were chosen because of their 

suitability for descriptive research (Lehmann & 

Mehrens, 1979), their attention to the personal 
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perceptions of the respondents, and their use in 

previous similar studies. The descriptive focus of the 

research questions, as well as resource constraints 

imposed on the researcher, led to the selection of a 

case study design over a quasi-experimental design, 

despite the superior merits of the latter (Campbell & 

Stanley, 1963). The case study design is well suited 

to research which seeks to describe phenomena (Yin, 

1989). 

Research Questions 

The study was guided by three major questions, 

which are listed below. 

1. What characteristics of the sampled workforce 

(client contact, prior experience, etc.) were 

significantly related to measurable burnout 

and work environment? 

2. What aspects of the work environment had a 

significant relationship to the prevalance of 

measurable burnout? 

3. Did the alternative approaches to diagnosing 

burnout (phase model versus a traditional 

regression method) in an organization differ 

in their apparent usefulness when related to 

work environment and workforce variables? 
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Variables and Hypotheses 

The operational definitions of the variables 

contained in the research questions are explained in 

this section, followed by a listing of the research 

hypotheses which structure the study. 

Burnout 

Maslach Burnout Inventory (Maslach & Jackson, 

1986) subscale scores for Emotional Exhaustion (EE), 

Depersonalization (DP), and Personal Accomplishment 

(PA) were used as dependent variables in the study. A 

fourth burnout variable, phase, was used as an 

independent variable. 

Burnout phase was calculated for each respondent 

using the method of Golembiewski and Munzenrider 

(1988), based on MBI scores. (Note that burnout phase 

was discussed in Chapter II as the foundation for this 

passage.) Golembiewski and Munzenrider (1988) used a 

normative sample of over 2000 employees to justify 

Hi-Lo cutoff points on the MBI subscales. High burnout 

was defined as a score greater than the median for the 

sample. Low burnout was defined as a score less than 

the median. 

The median scores for this study’s sample (N^ = 81) 

were EE = 14.5, DP = 2, and PA = 38. 
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Letter (1989) points out, and Golembiewski (1989) 

admits, that the use of the median as a cutoff point is 

convenient, i.e., not based in theory. Consideration 

of this issue was beyond the scope of the study. Table 

2.1 (see page 29) shows burnout phases matched to 

combinations of burnout categories on the MBI 

subscales . 

Alternative approaches to diagnosing burnout were 

defined in the study as (a) the phase approach and (b) 

the traditional regression approach using the MBI 

subscales individually. 

The psychometric properties of the MBI and the 

definitions of its subscales are discussed later in 

this Chapter, under the Instrumentation heading. 

Work Environment 

Work environment encompasses a universe of 

possible variables. However, for reasons made clear 

elsewhere in the dissertation, the work environment 

variables used in the study were the 10 subscales of 

the Work Environment Scale (Insell & Moos, 1974; Moos, 

1986). The WES subscales were treated as dependent 

variables in the study. 

The subscales were labeled Involvement (I), Peer 

Cohesion (PC), Supervisor Support (SS), Autonomy (A), 

Work Pressure (WP), Task Orientation (TO), Clarity (C), 
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Control (Ctl), Innovation (Inn), and Physical Comfort 

(Com). These variables, along with the psychometric 

properties of the WES, are discussed under the 

Instrumentation heading of this Chapter. 

Workforce Characteristics 

The workforce characteristics independent 

variables for the study were client Contact, Vendor 

experience, Institution experience, work Sites (whether 

one or more than one), and community residence Model. 

The first four variables were derived from responses on 

the Workforce Profile (see Instrumentation section of 

this Chapter). The Model variable was defined by 

matching respondents to job assignments as stated in 

official personnel records. 

Contact was defined in terms of the number of 

hours an employee worked each week in direct service 

with residents. Two levels were distinguished: Contact 

under 30 hours, and Contact over 30 hours. Studies of 

burnout have found that client contact is positively 

related to burnout (e.g., Savicki & Cooley, 1987). 

Vendor experience was defined as an affirmation 

that the employee had worked for a private vendor. 

Private vendors are organizations, usually non-profit 

social services agencies, which contract with the State 

to provide services, for example, operation of 
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community residences. Grossly generalized, vendor 

agencies are small, loosely organized, relatively 

recently incorporated (within the last 10 to 15 years), 

with workforces who are non-unionized (Castellani, 

1987). Research on burnout in the developmental 

disabilities field, available at the time this study 

was conducted, has not addressed the issue of the 

hypothesized impact of vendor experience on burnout and 

work environment perceptions. Hence this variable was 

chosen for inclusion in the study for exploratory 

reasons. 

Institution experience was defined as whether or 

not a worker had been employed in a public residential 

facility for people with mental retardation. It was 

known at the outset of the study that many of the 

sample members had worked at a large institution 

located in DMR's western region. Workers in 

institutions were part of a large bureaucratic, 

unionized organization which had existed for many 

years. Goffman (1962) and Thaw and Wolfe (1986), among 

others, have described the tedious, dehumanizing work 

experiences of employees of large institutions. 

Sites was defined in terms of whether or not 

employees worked primarily at a single site or at more 

than one site. A study by Leiter and Meechan (1986) 

associated burnout with a variable termed 

56 



"concentration." Concentration referred to the extent 

to which a person’s at-work social contacts were 

concentrated in a single work group, or were diffused 

across more than one work group. Social contacts which 

were not concentrated were found to be positively 

related to lower levels of burnout. 

Model , the fifth workforce characteristic 

variable, referred to the assignment of employees to 

ICFs or to apartments. As explained in Chapter I 

(Definition of Terms), ICFs represent a program model 

which is more structured, places higher expectations on 

workers, is more highly staffed, and has more disabled 

residents, than the apartment model. The Model 

assignment of respondents was determined by matching 

their identification code (see Data Collection 

Procedures , below) to a location code provided on the 

computerized payroll printout used to select the 

sample . 

Hypotheses 

Because the study allows for hundreds of possible 

statistical hypotheses, given the scope of data 

collection, the hypotheses listed here exemplify the 

study, i.e., to represent the primary areas of inquiry. 

The hypotheses are stated in null form, and are then 

cross referenced to the three research questions. 
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1. There will no relationship between Contact and 

four burnout measures. 

2. There will be no relationship between Vendor 

experience and four burnout measures. 

3. There will be no relationship between 

Institution experience and four burnout 

measures. 

4. There will be no relationship between number of 

Sites and four burnout measures. 

5. There will be no relationship between Model and 

four burnout measures. 

6. There will be no relationship between client 

Contact and perceived work environment (10 

WES subscales) . 

7. There will be no relationship between Vendor 

experience and perceived work environment (10 

WES subscales). 

8. There will be no relationship Institution 

experience and perceived work environment (10 

WES subscales). 

9. There will be no relationship between number of 

Sites and perceived work environment (10 WES 

subscales). 

10. There will be no relationship between Model 

and perceived work environment (10 WES 

subscales). 
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11. There will be no significant relationship 

between the three subscales of the MBI and 

the 10 subscales of the WES for the total 

sample. 

12. There will be no relationship between burnout 

phase (derived from the MBI) and 10 WES 

subscales. 

13. The alternative approaches to burnout 

diagnosis do not generate differing 

relationships with work environment and 

workforce variables. 

Hypotheses one through 10 correspond to the first 

research question, hypotheses 11 and 12 correspond to 

the second question, and hypothesis 13 corresponds to 

the third question. 

Population and Sample 

The study examined the perceptions of a group of 

public employees, engaged in a human services 

occupation. Human services represent a large sector of 

occupations in the United States. The following 

sections define the population, then the sample, for 

the study. 
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Population 

The population for the study can be considered on 

several levels: human services workers, workers in the 

developmental disabilities field, and employees of 

state operated community residences in Massachusetts. 

Human services workers function in a wide range of 

direct service, professional, and administrative 

capacities, in specific fields such as public welfare, 

education, youth services, legal assistance, community 

mental health, etc. (Castellani, 1987). 

There are tens of thousands of workers in the 

United States who provide direct and indirect services 

to people with developmental disabilities. The group 

includes employees in community and institutional 

settings (Moscovitch, 1991). 

In the Northeast United States public employees 

who work in community residences for people with 

developmental disabilities number 10,000 or less. The 

approximate number in Massachusetts was 1800 

(Moscovitch, 1991) at the time of the study. 

The Organizational Setting for the Study 

The administering (host) organization was a unit 

of the DMR’s regional service delivery system. There 

were 18 residential sites dispersed across Western 
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Massachusetts. The organization was subdivided into 

"county programs" which each oversee four or more 

residential sites (labeled below as Programs A, B, and 

C.) There was a small centralized group of 

professional clinical support staff (n_ = 4) which was 

represented in the final sample group. At the time of 

the study (January through March 1991) the organization 

had existed for several years. The 18 residential 

sites were opened in a phased process, beginning in 

1983. The last residence opened in 1990. The 10 

oldest sites were part of another regional program 

before being combined (in 1990) with the 8 newer sites. 

Sample 

The sample for the study was one of convenience. 

The organization and its employees were familiar and 

accessible to the researcher. The sample was selected 

from the 368 ( + /-) employees assigned to state operated 

community residences in western Massachusetts. These 

employees were assigned under one organizational unit, 

which was responsible to operate the homes. The 

employee group included direct service workers, 

supervisors, mid-managers, and professional clinicians. 

Selection. Ninety-nine workers were first 

excluded from the study because they were employed in a 
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work organization managed by the researcher. The list 

of employees prior to randomization was obtained from 

official personnel records. The employees who rarely, 

if ever, functioned in a direct service capacity to 

residents of the homes (e.g., secretaries) were 

excluded from the list. This step was taken because 

burnout has been closely linked to client contact 

(Pines, et al., 1981). Employees eliminated (ji = 19) 

included, for example, top administrators and 

secretaries. 

Approximately one month before commencement of the 

data collection phase of the study, a random sample of 

the reduced employee group was made. Using a random 

number generator (Logo Computer Systems, 1982), 50% of 

the remaining employees were selected for inclusion in 

the study. After excluding administrators etc., the 

final sample included 123 employees. One week before 

the data collection phase (described below) began, the 

list of employees was updated. Employees who had 

terminated employment during the previous month (n^ = 1) 

were eliminated from the sample list. Employees hired 

after formation of the initial list (n^ = 2) were added, 

again based on a 50% random selection procedure. 

Employees hired after commencement of the data 

collection phase of the study were not invited to 
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participate. Thus the actual final sample group 

numbered 124 employees. 

Protection of Human Subjects. The study was 

authorized by two administrative bodies responsible for 

assuring the protection of human subjects. The 

University of Massachusetts committee approved the 

study's provisions to protect subjects. The DMR 

Research Review Committee's purpose was to ensure that 

the rights and safety of residents were not threatened. 

The study protected subjects (the employees) 

through assurance of the confidentiality of responses 

and the reporting of data, and through their consent to 

participate in the study. 

The instruments for the study (see below) were 

presented to subjects with a cover letter which assured 

confidentiality. (A copy of the cover letter is in 

Appendix A.) Data (i.e., copies of the returned survey 

forms) were maintained in a locked depository by the 

researcher. 

The reporting of the data and data summaries in 

the dissertation avoided identifying information about 

the respondents or their specfic worksites. The study 

referred to the work sites as "state-operated community 

residences in Western Massachusetts." 
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The researcher assumed subjects’ informed consent 

if they responded to the survey. This assumption was 

made clear as part of the cover letter. 

Description of the Study’s Respondents 

The description of the study’s respondents is 

presented from three perspectives in this section, 

using descriptive statistics. Topics include the 

response rate for the study, 

final sample, and differentiation between 

organizational subgroups. 

of the 

Response Rate, Four (4) employees separated from 

State service early in the data collection phase, 

reducing the potential sample to 120 workers. Of the 

remaining 120 employees invited to participate in the 

study, 81 did so (67.5%). This response rate, though 

not optimal, was satisfactory (Dillman, 1978). Program 

A had 37 respondents (37/48=77.1%), Program B had 16 

respondents (16/35=45.7%), Program C had 23 respondents 

(23/33=69.7%), and there were 4 respondents (4/4=100%) 

who were affiliated with all three organizations 

(labeled Program D). One (1) respondent did not 

indicate program affiliation. Table 3.1 displays 

response rates. 
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Table 3 .1 Response Rates 

Group Number Invited Responded % 

Total 120 81 67.5 

Pr o . A 48 37 77.1 

Pr o . B 35 16 45.7 

Pr o . C 33 23 69.7 

Pro . D 4 4 100.0 

Males 44 22 50.0 

Females 76 59 77.6 

Profile of Respondents . The 81 respondent s , who 

constitute the final sample for the study, are profiled 

in the following paragraphs and in Table 3.2. These 

data are based on responses to the Workforce Profile 

items. 

Subjects characterized themselves as direct 

service workers in 60 cases (74.1%). The remaining 21 

(25.9%) subjects occupied clinical or management roles. 

Thirty (30) workers identified themselves as 

supervisors (37%). Some supervisors also performed 

direct service functions. Fifty-one (51) employees 

were not supervisors (63%). 
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percent of N(81) 

Table 3.2 Sample Profile 

Workforce groups n 

Direct Service 60 74.1 
Professional/Mgr 21 25.9 

Supervisor 30 37.0 
Not supervisor 51 63.0 

Male 22 27.2 
Female 59 72.8 

Experience 0-1 yrs 8 9.9 
Experience 1-5 yrs 20 24.7 
Experience > 5 yrs 53 65.4 

Age 16-25 8 9.9 
Age 26-35 31 38.3 
Age 36-50 26 32.1 
Age > 50 16 19.8 

Contact 0 to 10 hr 5 6.2 
Contact 11-20 hrs 18 22.2 
Contact 21-30 hrs 3 3.7 
Contact > 31 hrs 55 67.9 

Vendor experience 33 40.7 
No vendor exper. 48 59.3 

Continued, next page 
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Table 3.2 Continued 

Workforce Groups n percent of N(81) 

Rill time 65 80.2 
Fkrt time 16 19.8 

Institution exper. 53 65.4 
No inst. exper. 28 34.6 

Che site 54 66.7 
More than one site 27 33.3 

High school 21 25.9 
Some college 34 42.0 
Bachelors 18 22.2 
Graduate degree 8 9.9 

State erapl. <1 yr 15 18.5 
State erapl. 2-5yrs 23 28.4 
State erapl. > 5yrs 43 53.1 

ICF employee 34 42.5 N=80 
Apartment employee 46 57.5 It 

Program A 37 46.3 It 

Program B 16 20.0 II 

Program C 23 28.7 II 

Workforce groups based on responses to Workforce Profile items. 
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Consistent with literature reports (e.g., Janicki, 

Jacobson, Zigraan & Gordon, 1984; Ursprung, 1986), the 

majority of respondents were women. Fifty -nine (59) 

respondents (72.8%) were women. The men numbered 22 

(27.2%). Respondents' ages ranged widely between 16 

and over-50. Fifty-seven (70.4%) of the employees were 

between 25 and 50 years of age. 

The educational attainment of the sample group was 

categorized in four levels. Twenty-one workers (25.9%) 

attended no more than high school. Sixty workers 

(74.1%) had completed some college, including earning 

degrees . 

Forty-three (43) employees reported that they had 

worked for the State for more than 5 years (53.1%). 

Fifty-three (53) employees had more than 5 years of 

experience working with people who have mental 

retardation (65.4%). Only 8 (9.9%) had less than one 

year of such experience. 

Fifty-five (55) workers (61.9%) said they spent 31 

or more hours each week in direct contact with clients. 

Full time workers accounted for 65 (80.2%) of the 

sample group. 

Over half (n_ = 48; 59.3%) of the respondents had 

never worked for a private organization ("vendor') 

providing services to people with mental retardation. 
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Thirty-three (40.7%) had worked for vendors. Prior 

experience working in a public institution for people 

with mental retardation entailed 53 (65.4%) 

respondents. The remaining 28 (34.6%) workers did not 

say they had institutional experience. 

In organizational terms, 54 (66.7%) of the workers 

reported that they worked at only one site. 

Thirty-four (34; 42.5%) workers were employed in ICFs. 

Forty-six (46; 57.5%) worked in apartments. Work site 

was not able to be determined for one respondent 

because s/he clipped off the identifying code from the 

survey forms . 

Instrumentation 

The study employed two published instruments along 

with one developed by the researcher. The three 

instruments are described in the following sections. 

The instrument selected to measure burnout was the 

Maslach Burnout Inventory (MBI) (Maslach & Jackson, 

1986). The instrument which measured perceptions of 

the work environment was the Work Environment Scale 

(WES) (Insell & Moos, 1974). The researcher developed 

a Workforce Profile (see Appendix C) to collect data on 

employee characteristics such as time spent with 

residents, position in the organization, educational 

level, years of experience in the field, etc. The 
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demographic capabilities of the MBI and WES were not 

used for this study. 

The Maslach Burnout Inventory 

Since it was introduced in the early 1980s 

(Maslach & Jackson, 1981), the MBI has been the 

preeminent instrument used for the measurement of 

perceived burnout (Kim, 1990). 

Description. The MBI consists of 22 items in a 

single page format which are rated on their frequency 

of occurence for the individual respondent. Because of 

copyright restrictions, specific items are not 

reproduced in this dissertation. However, a sample 

copy of the MBI is available from the publisher 

(Consulting Psychologists Press, Palo Alto, CA) for 

inspection . 

Rationale for Selection. Other instruments than 

the MBI have been developed to measure perceived 

burnout (e.g., Gardner & Chapman, 1985; Pines, et al., 

1981). However, since its introduction the MBI has 

been used in the majority of published studies of 

burnout (Kim, 1990). This social validation of the MBI 

among scholars has led the researcher to its selection 

for the study. Important virtues of the instrument 
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include ease of administration and reliability and 

validity (the last two are discussed below). 

Subscales. The MBI consists of three subscales 

labeled Emotional Exhaustion (EE), Depersonalization 

(DP), and Personal Accomplishment (PA). 

Emotional exhaustion refers to a progressive 

phenomenon of decline. "As emotional resources are 

depleted, workers feel they are no longer able to give 

of themselves at a psychological level" (Maslach & 

Jackson, 1986; p. 1). 

Depersonalization refers to callous, "negative, 

cynical attitudes and feelings about one’s clients" 

(Maslach & Jackson, 1986; p. 1). 

Reduced personal accomplishment "refers to the 

tendency to evaluate oneself negatively, particularly 

with regard to one’s work with clients. Workers may 

feel unhappy about themselves and dissatisfied with 

their accomplishments on the job" (Maslach & Jackson, 

1981; p. 1). 

In specific combinations, emotional exhaustion, 

depersonalization, and personal accomplishment may lead 

an individual or sample group to be characterized as 

experiencing low, average, or high degrees of burnout 

(Maslach & Jackson, 1986). Many studies using the MBI 
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avoid use of a single score, instead calculating 

relationships and effects based on the three subscales. 

Reliability of the MBI. Maslach and Jackson 

(1981, 1986) report high reliability and validity of 

the MBI. A computer based search of the ERIC and 

Psychlnfo databases for independent works (i.e., not 

cited by Maslach & Jackson, 1986) found none which 

seriously question the instrument's reliability in 

administration or its validity. 

Maslach and Jackson (1986) claim reliability 

coefficients for the subscales based on 1316 

respondents. Emotional exhaustion was 0.90, 

depersonalization was 0.79, and personal accomplishment 

was 0.71. The standard error reported for the 

subscales was 3.80 for emotional exhaustion, 3.16 for 

depersonalization, and 3.73 for personal 

accomplishment. Test-retest reliability are reported, 

based on two samples, to be emotional exhaustion 0.82 

and 0.60, depersonalization 0.60 and 0.54, and personal 

accomplishment 0.80 and 0.57. 

Powers and Gose (1986) evaluated the reliability 

of the MBI in a sample of 72 university students. 

Cronbach ' s alpha coefficients for the subscales were: 

emotional exhaustion 0.86, depersonalization 0.63, and 

personal accomplishment 0.72. 
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According to Hargrove (1985), "reliability of the 

test is adequately demonstrated in the manual" (p. 

474) . 

Validity of the MBI. Despite the problems in 

treating burnout as a phenomenon distinct from job 

dissatisfaction and clinical depression (Hargrove, 

1985), the MBI has demonstrated convergent and 

discriminant validity (Maslach & Jackson, 1986). 

Maslach and Jackson (1986) establish substantial 

convergent validity by correlating the MBI with 

external validation of personal experience (i.e., 

comparing observations of an individual with his/her 

responses to MBI items), with dimensions of job 

experience, for example using the Job Diagnostic Survey 

(Hackman & Oldham, 1975), and with personal outcomes 

such as difficulties with families and friends. 

According to Hargrove (1985), the reported correlation 

coefficients are "modest but statistically significant" 

(P. 474). 

Discriminant validity is supported by the MBI's 

ability to distinguish between burnout and measures of 

job satisfaction, social desirability, and clinical 

depression (Maslach & Jackson, 1986). 

One validity concern raised by Hargrove (1985) 

involves the lack of data supporting the construct 
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validity of the MBI. This stems from an absence of a 

precise definition of burnout. Powers and Gose (1986) 

evaluated the construct validity of the MBI. Principle 

factor analysis of a sample of university students was 

used. As a result four factors were extracted. Some 

crossloading of factors was identified, particularly 

for items 11 and 12 of the MBI. For example, item 11 

is said to measure depersonalization, but in Powers’ 

and Gose's (1986) study, it loaded on emotional 

exhaustion . 

Crossloading of some items was found also by Byrne 

(1989) in a sample of 641 teachers. Byrne's factor 

analysis verified the three subscales of the MBI, but 

revealed inconsistencies between the four school levels 

of the sample. MBI items 10 and 11 loaded on emotional 

exhaustion rather than depersonalization for the 

elementary level only. Additional crossloadings were 

found for items 16 (intermediate level school), and 

items 12, 20, 21, and 22. Byrne concludes that the 

MBI’s validity for elementary level teachers is open to 

question. 

Despite these questions about validity, one 

reviewer of the MBI states that it "appears to be a 

well-researched measure of an important construct. The 

MBI is certainly the instrument of choice to use in 
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research and evaluation endeavors studying the 

phenomenon of burnout” (Sandoval, 1985; p. 476). 

Administration and Scoring. The MBI is a paper 

and pencil test in which respondents rate statements 

about their on the job experience. Each item is 

assigned a rating from one to seven. Scoring is based 

on the three subscales. The ratings for each item, 

within subscale, are totaled to give a subscale score. 

These raw scores (which are used for statistical 

analysis) can be labeled as High, Average and Low, 

according to categorization ranges provided by Maslach 

and Jackson (1986). The authors, however, recommend a 

regression approach to statistical analysis. 

The Work Environment Scale 

The WES provides a broad description of 

respondents' perceptions of the social climate of their 

work environment. It has been used in a number of 

studies in conjunction with the MBI. 

For this study Form R (real) was used to assess 

respondents' perceptions of the actual (as opposed to 

ideal) work environment. 

Description. The WES consists of 90 statements 

about the work environment of an organization. Moos 

(1986) believes the WES is applicable across most work 
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environments. The items factor into 10 subscales which 

can be organized in three dimensions of Relationships, 

Personal Growth, and System Maintenance and System 

Change. Most studies using the WES present data based 

on the ten subscales, not the three dimensions. The 10 

subscales were used in this study. 

Sample items of the WES are not included here due 

to copyright restrictions imposed by the publisher 

(Consulting Psychologists Press, Palo Alto, CA). A 

specimen instrument can be obtained from the publisher. 

Rationale for Selection. The WES was selected for 

this study because of its broad view of the work 

environment, its applicability to most work 

organizations (Moos, 1986), its overall reliability and 

validity (see below for discussion), its history of 

successful use in conjunction with the MBI 

(Golembiewski & Munzenrider, 1988), and because its use 

in community residences for people with developmental 

disabilities extends the literature. 

Subscales, The ten subscales of the WES are 

described in the following section based on the 

instrument’s manual (Moos, 1986; p. 2). 
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1. Involvement refers to the extent to which 

employees are concerned about and committed to their 

jobs. 

2. Peer cohesion refers to the extent to which 

employees are friendly toward, and supportive of, each 

other . 

3. Supervisor support refers to the extent to 

which supervisors support (i.e., are helpful to) 

employees, and the extent to which supervisors 

encourage employees to support each other. 

4. The Autonomy subscale refers to the extent to 

which employees are encouraged to make decisions and to 

be self-reliant. 

5. Task orientation refers to the environment’s 

degree of emphasis on efficiency, planning, and task 

accomplishment. 

6. Work pressure refers to the extent that urgency 

(to get the work done) characterizes the work 

environment. 

7. Clarity refers to the extent to which 

expectations are well understood, and the extent to 

which rules and policies are clearly communicated. 

8. Control refers to the extent to which the 

organization uses rules and influence strategies to 

keep employees under control. 
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9. Innovation refers to the extent that the 

environment emphasizes variety, change, and new ways of 

doing things. 

10. Physical comfort refers to the contribution of 

the physical surroundings to a comfortable work 

experience. 

Reliability of the WES. According to Moos (1986) 

and independent researchers the WES has proven to be a 

reliable instrument. Moos (1986) reports test-retest 

reliability coefficients for the ten subscales ranging 

from 0.69 (Clarity) to 0.83 (Involvement). 

Golembiewski and Munzenrider (1988) report reliability 

coefficients ranging from 0.63 (Physical comfort) to 

0.80 (Autonomy). Fisher, Docker, and Fraser (1986) 

report reliability coefficients for a sample of 114 

teachers ranging from 0.60 (Peer cohesion) to 0.85 

(Involvement). These comparative reliability 

coefficients warrant confidence in the instrument. 

Validity of the WES. Kanungo (1985) questioned 

the validity of the WES from three perspectives. 

First, there is no theoretical basis (presented in the 

manual; Moos, 1986) for the classification scheme of 

dimensions and subscales. Second, the 

intercorrelations reported by Moos (1986) do not 

support the subscale classifications. Third, Kanungo 
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(1986) notes that construct and criterion related 

validity of the WES are not adequately represented in 

the manual. 

Nonetheless, Fisher et al. (1986) provide data 

which supports the discriminant validity of the WES 

subscales. The authors note that their 

intercorrelations are higher than those in Moos (1986). 

Golembiewski and Munzenrider (1988) recognize the 

problem with the factoring of WES subscales but contend 

that the WES remains a viable measurement tool for the 

work environment. Turnipseed ' s ( 1988) study of high 

and low performing schools supported the discrimination 

capacity (hence validity) of the involvement, peer 

cohesion, autonomy, work pressure, innovation, and 

physical comfort subscales of the WES. 

In conclusion, the WES is not as clearly supported 

in terms of validity as the MBI. Yet it is deserving 

of continued applications to extend the database. The 

WES has been used repeatedly with the MBI (e.g., 

Constable & Russell, 1986; Golembiewski & Munzenrider, 

1988; Savicki & Cooley, 1987; Wade-Campbell, 1986). 

The full WES data set is reported in Appendix B, 

to be available to other researchers for 

validity-related analysis. Such analysis was beyond 

the scope of the study. 
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Administration and scoring. Respondents mark the 

WES items according to whether each is true or false 

for their work environment. Using a scoring template 

provided by the publisher, raw scores for the ten 

subscales can be derived. Standard scores can also be 

derived using the WES manual if normative comparisons 

are to be made. The standard scores of the 10 

subscales were used as variables for the study, 

following Moos' (1986) suggestion. 

The Workforce Profile 

The Workforce Profile was a demographic survey 

developed by the researcher for this study. A copy of 

the Profile is to be found in Appendix C. 

Description. The profile asked respondents to 

provide personal and work related information about 12 

personal and organizational characteristics. Each 

characteristic contains two to four possible responses. 

For the study four (4) variables derived from the 

Workforce Profile were used. These variables were 

Contact, Vendor experience, Institution experience, and 

Sites. Items 6, 7, 9 and 10, respectively, provided 

grouping data for these variables. 

Rationale. The Workforce Profile was included in 

the study to obtain data about personal characteristics 
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of employees including job assignment factors. Prior 

to administration the Profile was informally field 

tested with a group of employees, not included in the 

study, who gave the researcher feedback on the clarity 

of specific items. 

Characteristics. The Profile collected data 

concerning the following characteristics of each 

respondent: professional versus paraprofessional 

status, supervisor/not supervisor, gender, years of 

experience, age, weekly hours of contact with residents 

(Contact), previous private human service organization 

experience (Vendor), years as a state employee, full or 

part time employment status, previous institutional 

work experience (Institution), level of education, and 

number of sites at which the individual regularly works 

(Sites). 

Scoring. The Workforce Profile is organized as a 

forced-choice checklist. Within each major 

characteristic, the respondent selects one option. 

Each option is assigned a value for purposes of entry 

into the database as an independent variable. 

Data Collection Procedures 

This section of the Chapter details the procedures 

that were followed in administering the instruments. 
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A mailing strategy was used. The procedures for 

packaging and following up during the data collection 

process draw on the work of Dillman (1978). 

Organizational Entry 

The study was reviewed in three steps (described 

following) with DMR officials prior to its 

commencement, as a way of promoting a substantial 

response rate. 

1. The research proposal was submitted to the 

Department of Mental Retardation’s (DMR) Research 

Review Committee for approval in accordance with 

regulations, to ensure protection of residents' rights. 

2. The researcher met with the DMR Regional 

Director, the senior executive for Western 

Massachusetts. The Regional Director’s support was 

noted in the survey package cover letter. (Appendix D 

contains correspondence related to formal approval of 

the study by DMR.) 

3. The researcher met with the state operated 

residential programs' managers to explain the study and 

to gain their support. These managers were asked to 

inform employees about the study, according to 

guidelines supplied by the researcher. 
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The Mailing Package 

Dillman (1978) claims, with some empirical 

support, that mail surveys can be as effective as face 

to face surveys. Apparently the two methods both have 

strengths and weaknesses. A mailing approach was 

selected for this study for practical reasons involving 

the researcher's time and fiscal constraints. 

Members of the sample group work on three shifts, 

24 hours a day, seven days a week. The researcher did 

not have the resources to personally meet with each 

potential respondent in 18 geographically scattered 

sites, given temporal and financial constraints of the 

study . 

The following sections address a method for 

systematically improving the response rate and quality 

of a mailed survey, which Dillman (1978) calls the 

"total design method" (p. 161). This method is based 

on a premise of making the survey as personal as 

possible, given the constraint of written 

communication. 

A package was composed for the initial mailing, 

consisting of a cover letter (see Appendix A), copies 

of the instruments, and a return envelope. 
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Cover Letter. Dillman (1978) advises that 

particular care be taken in composition of the cover 

letter. 

The cover letter was a one page, individually 

typed and signed with a blue ball point pen (to 

reinforce personalization) explanation of the study and 

request for participation. The cover letter attempted 

to convince the respondent that the study might be 

personally meaningful to him/her and that his/her 

participation would be important to the researcher. 

The cover letter also contained an assurance of 

confidentiality, expectations and instructions for 

return of the surveys, assumption of consent, and an 

invitation by the researcher to answer any questions 

the respondent might have. 

Identification of Surveys. The survey forms were 

identified with a three digit numerical code, matched 

to names on the mailing list. The coding was plainly 

visible on the forms and was pointed out in the cover 

letter. The purpose of the coding was to help in the 

response rate followup process, and to help define the 

Model variable. 

Organization and Assembly of the Packet. The 

survey packet consisted of the cover letter, the MBI, 
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the WES, the Workforce Profile, and a stamped return 

envelope addressed to the researcher. 

Mailing and Followup 

Systematic mailing and followup were important for 

obtaining a high response rate. Dillman (1978) 

outlines a three step procedure, used for this study, 

which has repeatedly garnered substantial response 

rates . 

Timelines. The survey packets were mailed on 

Tuesdays to all respondents. The cover letter was 

dated accordingly. Followup occured at preplanned 

intervals over the subsequent eight weeks. The total 

data collection phase for this study was nine weeks. 

Followup Steps . 

1. One week after the initial mailing a 

reminder note (see Appendix A) was sent to all members 

of the sample. 

2. Three weeks after the initial mailing a 

new packet was sent to non-respondents (based on 

matching of returns and the mailing list). This 

package contained a slightly revised cover letter, but 

was otherwise identical to the first package. 

3. Seven weeks after the initial mailing 

non-respondents were sent a third packet. The packet 
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contained a revised cover letter, but was otherwise 

identical to the first package. Subjects were told 

that they would be sent a lottery ticket by return mail 

if they completed the surveys within a week. 

Screening of Returns. As surveys were returned 

they were subjected to several levels of scrutiny. 

First, they were checked-off against the mailing list, 

using the numerical code. Second, they were examined 

for completeness and clarity. Incomplete or ambiguous 

surveys were photocopied (original retained by the 

researcher) and returned to the respondent for 

completion. (There were 14 subjects who returned 

incomplete or ambiguous surveys. Ten (10) responded to 

the followup request.) Third, completed surveys were 

scored and entered into a previously designed computer 

database file for later statistical analysis. The 

database entries were checked for accuracy by a 

research assistant. The database was designed to 

interface with the statistics analysis program 

(App-Stats; Stat-Soft, 1984). A printout of the 

database is included as Appendix B. 

As a result of the first mailing, a few subjects 

were found to have marked some items on the WES as 

neither true or false. Subsequent cover letters to 

subjects addressed this issue. 
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Elimination of Unacceptable Surveys. No surveys 

were found to be completely unacceptable. However, 

there were some missing items. In those cases a 

missing data code was inserted (-999999), which was 

controlled for (by elimination of that case for the 

specific analysis in process) by the statistics 

sof tware. 

Data Analysis 

Data analysis procedures to test the hypotheses of 

the study were based on standard statistical 

techniques, for example as documented by Dwyer (1983), 

Pedhazur (1982) and Schroeder et al. (1986). Results 

are reported in narrative and tabular forms in Chapter 

IV. 

Statistical Procedures 

Analytic procedures used for this study include 

descriptive statistics, multiple regression and 

analysis of variance (ANOVA). Analysis was supported 

by the University of Massachusetts School of Education 

Research Consulting Service. Statistical results must 

be interpreted with caution given underlying 

assumptions of population distribution and the small 

size and selection method of the study’s sample. 

87 



The App-Stats Software. The computer software 

used for the study was App-Stats (Stat-Soft, 1984). 

This software was selected for its power and its 

accessibility to the researcher, as well as its proven 

use for research according to the publisher. 

Descriptive Statistics. Descriptive statistics 

used included calculations of means and standard 

deviations. 

Correlation. Correlation coefficients (Pearson's 

r_) were calculated for the four burnout variables and 

the WES subscales. 

Multiple Regression and ANOVA. Relationships 

between the MBI and WES subscales and variables derived 

from the Workforce Profile were analyzed with multiple 

regression and ANOVA (Pedhazur, 1982; Schroeder et al., 

1986) . 

Stages of Analysis 

Data analysis occured in three stages. These 

stages embodied a progressive refinement of the 

conceptual thrust of the study. 

Stage I. Descriptive statistics for all variables 

were calculated. 
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Stage II. WES and MBI subscale and phase 

correlations were calculated. As a result of this 

process, four subsets of WES subscales were targeted 

for additional analysis using multiple regression and 

ANOVA. This decision was based on selection of those 

WES subscales with the strongest correlations with the 

burnout measures. 

Stage III. Analysis in Stage III occured in three 

steps : 

(1) multiple regression of WES and MBI variables 

suggested by theory and previous results; 

(2) analysis of variance (ANOVA) involving burnout 

phase, Contact, Vendor experience, Institution 

experience, Sites, and Model as independent variables, 

with WES subscales as dependent variables; 

(3) the sample was split in thirds, with the 

middle third excluded, to obtain high/low burnout 

dichotomies for the four variables (EE, DP, PA, and 

phase). ANOVA was used to evaluate the impact of high 

versus low burnout on WES variables, and in relation to 

the workforce grouping variables. 

Limitations of the Research Design 

The study had a number of limitations which call 

its reliability and validity into question. The 
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results of the study must be interpreted cautiously in 

consideration of these limitations, which are stated 

below. 

First, the design of the study was that of a 

single-shot case study (Campbell & Stanley, 1963). The 

validity of this type of design is suspect. To attempt 

to counter one of the threats to validity inherent in 

the case study design, randomization was used in sample 

selection. 

Second, the data collection method used for the 

study imposed limitations. The strategy of collecting 

data through a mailed survey risked a low response 

rate, which might compromise generalizability of the 

sample as well as reliability of the data itself 

(Weisberg & Bowen, 1977). This study used a systematic 

approach to mailing of the surveys, which was designed 

to gain an acceptable response rate (cf. Dillman, 

1978). In the final analysis, the response rate for 

the study was acceptable, though not optimal. 

Third, the study was limited by its 

instrumentation and statistical design, in terms of 

the applicability of the WES to small samples. 

Employees from 18 scattered work sites (environments) 

were invited to complete the WES. The sample size at 

any particular site did not exceed 15 employees. The 

validity of regression analysis for samples of that 
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size is questionable (Schroeder et al., 1986). 

Therefore it was necessary to analyze and report 

environmental attributes based on larger organizational 

units (clusters of sites). The study was unable to 

discriminate between individual sites. Therefore, the 

study could not account for variance between sites 

which may have been both interesting and significant. 

Fourth, the research method of employing 

self-reporting is questionable. The study depends on 

subjective impressions, and assumes the authenticity of 

responses by the subjects. 

Both the MBI and the WES have been found to be 

satisfactory instruments for their intended purposes. 

However, the Workforce Profile, designed for this 

study, has not been validated. Several key variables 

for the study depend on respondents’ accurate 

interpretation of certain items, for instance those 

concerning vendor experience. The questionability of 

the Workforce Profile is moderated somewhat by the 

factual, as opposed to attitudinal, orientation of the 

items. 

Fifth, the method of calculating burnout phase 

raises important questions. Phase is calculated based 

on the arbitrary designation of the median for the 

sample as a high/low cutoff point (Leiter, 1989). 

Burnout phase could therefore be an artificial 
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construct, rather than a valid indicator of the degree 

of burnout prevalent in the sample. Research on this 

issue was beyond the scope of the study. 

Sixth, the study did not take into account the 

variability of client degree of disability, which can 

be wide ranging. Client disability has been found to 

be both positively (Sarata, 1974) and negatively 

(Bersani & Heifetz, 1986) related to stress and 

satisfaction, which in turn have been associated with 

burnout. The study did not control for the possible 

effects of client disability on employees' perceptions 

of burnout and their work environment. However, the 

study proposed differentiation based on program model 

(Intermediate Care Facility --ICF-- versus staffed 

apartment; see below). This distinction involved, 

among other factors, an assumption that clients served 

by the ICF model were more disabled than clients served 

by the apartment model. 

Seventh, although the study had a theoretical 

basis (discussed in Chapter II), it did not presume to 

be a causal study. Caution must be taken not to infer 

causation in the interpretation of burnout-work 

environment interactions. The study's intentions were 

to extend burnout research to a new sample, to contrast 

models of burnout, and to generally explore the impact 
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of social (and other) aspects of work environment on 

perceived burnout. 

Eighth, an important limitation of the study was 

its inability to control for contemporary political and 

economic events which may have had an impact on the 

public workforce. To be specific, at the time of the 

study state employees were coping with a new governor; 

widespread, deep budget cuts, including layoffs; a 

recently ratified collective bargaining agreement; the 

dismantling of a large institution nearby which 

affected employee assignments (e.g., giving 

opportunities for new jobs); and a regional economic 

recession. One person commented, in a note returned 

with uncompleted surveys, that the study was 

meaningless in comparison to such events. 

Ninth, the study was limited by its inability to 

control for the proposition that burnout implies a 

prior state of heightened commitment and energy (Pines 

et al., 1981). For example, a low prevalance of 

burnout could mean that employees either (1) are still 

highly committed, or (2) never were committed. 
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CHAPTER IV 

RESULTS 

This study of measured burnout and selected work 

environment variables among a sample of community 

residence workers involved administration of three 

self-report instruments, utilizing a systematic mailing 

procedure, followed by data analyses in three Stages: 

I, descriptive statistics; II, correlation; and III, 

regression and ANOVA. The study described the 

prevalance of burnout in the sample, and compared 

alternative approaches (the traditional regression 

model and the phase model) to diagnosing burnout in a 

human services organization. Statistics were 

calculated using App-Stats software (Stat-Soft, 1984). 

This chapter presents results of the study, 

considering statistical and theoretical relationships 

in accordance with the hypotheses set forth in Chapter 

III. The Chapter is structured in parallel with the 

three analytic Stages. 

Burnout, Work Environment 

and Workforce Variables (Stage I) 

Summary descriptive statistics related to burnout 

and work environment variables as defined in the study 

are presented in this section. The relationships 
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between burnout and work environment variables, as 

moderated by workforce variables, are also described. 

Summary of Burnout Results 

The burnout scores (means and standard deviations) 

for the sample and selected subgroups are shown in 

Table 4.1. Subgroups were selected for inclusion in 

the study on grounds set forth in Chapter II. The 

subgroups were derived from Workforce Profile variables 

Contact, Prior experience (institution vs. 

not-institution and Vendor vs. not-Vendor), and Site 

(whether or not the employee worked at one site or more 

than one site). The variable Model (ICF vs. apartment) 

was determined from personnel records. 

Overall the sample was characterized by average to 

low burnout when compared with norms published by 

Maslach and Jackson (1986). For Emotional Exhaustion 

(EE), the mean score for the complete sample was 14.74 

(sd = 11.61), barely qualifying it as "average" 

burnout. For Depersonalization (DP) (M = 3.23; s_d = 

4.03) and Personal Accomplishment (PA) (M = 38.38; s_d = 

6.56), burnout was low in comparison to norms for 

health care occupations reported by Maslach and Jackson 

( 1986). For burnout phase, the mean of 4.60 (s_d = 

2.74) suggests moderate burnout (Burke, 1989). 
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Comparison of burnout across the sample subgroups 

noted some apparent differentiation, based on Maslach’s 

and Jackson’s (1986) categories. Workers having more 

than 30 hours a week of client contact were in the 

average burnout category (M = 15.43; s_d = 12.22) for 

Emotional Exhaustion, whereas workers with less contact 

were in the low burnout category (M = 13.58; s_d = 

10.55). Those who worked at only one site were in the 

average Emotional Exhaustion group (M = 16.50; s_d = 

11.99), while those who worked at more than one site 

reported low Emotional Exhaustion (M = 11.22; s_d = 

10.12). Finally, employees of ICFs reported higher 

Emotional Exhaustion (M = 16.00; s_d = 12.13) than did 

workers in apartments (M = 13.85; ^d = 11.38). 

The distribution of burnout phase for the study is 

shown in the following table (4.2). 

Table 4.2 Sample Distribution by Phase 

Phases 

n I_II III IV V VI VII VIII 

79 18 6 8 6 8 8 4 21 

The distribution corresponds to that provided by 

Golembiewski et al. (1987) for a sample of human 
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resources workers in a commercial firm. The 

distribution also resembles that noted by Kim (1990) as 

being characteristic of burnout phase research. This 

point is addressed in Chapter V. 

In comparison with an earlier study of workers in 

the developmental disabilities field (Caton et al., 

1988), the sample for this study was less burned out in 

terms of the MBI subscales. Caton et al. (1988) 

reported means and standard deviations for a sample of 

192 employees of a public institution housing primarily 

people with mental retardation. Comparative data are 

displayed in Table 4.3. Caton et al. (1988) reported 

EE data of 22.38 (M; s_d = 11.72), DP data of 6.40 (M; 

sd = 5.94) and PA data of 30.62 (M; £d_ = 9.19). 

Summary of Work Environment (WES) Results 

The second step of the statistical description of 

the sample and its subgroups involved calculation and 

tabulation of data from the WES. Table 4.4 (pp. 

100-101) displays means and standard deviations for the 

WES subscales for selected subgroups. A table showing 

WES results for all the subgroups is contained in 

Appendix F. 

The WES measures respondents’ self-reported 

perceptions of 10 dimensions of the social climate of 

work, as described in Chapter III. The study used WES 
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standard scores following Moos’ (1986) suggestion. 

Standard scores were derived from tables provided by 

Moos (1986). Based on a sample of more than 1000 

health care workers, a standard score of 50 represents 

the normative mean. Thus, a score greater than 50 can 

Table 4.3 Comparison of this Study and Caton et al. 

(1988) 

MBI Variable This Study Caton et al. 

EE 

mean 14.74 22.38 

sd 11.61 11.72 

DP 

mean 3.23 6.4 

sd 4.03 5.94 

PA 

mean 38.38 30.62 

sd 6.56 9.19 

Source: Caton et al. (1988) 
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be viewed as more positive than average, except for the 

Work Pressure and Control subscales. These subscales 

are reversed in direction, so the lower the score the 

more positive the perception of the work environment 

dimension . 

In general respondents for the study perceived 

their work environment more positively than did members 

of the normative group. Standing out were the Work 

Pressure (M = 36.41; s_d = 14.46) and Physical Comfort 

(M = 70.71; sd = 19.52) subscales. The Clarity, 

Supervisor Support, and Autonomy subscales also stood 

out, though to a lesser extent, in terms of positive 

deviation from the norm. The subscales Innovation and 

Task Orientation were perceived to be slightly negative 

in relation to the norm (Inn M = 49.22; s_d = 14.26; TO 

M = 49.85; s_d = 19.30) . 

Some subgroups were distinct in their comparative 

perceptions of work environment. Employees with less 

than 30 hours of client contact per week perceived 

environment more positively than workers with over 30 

hours of contact, on 8 of 10 subscales, excluding Work 

Pressure and Control. ICF employees had a more 

negative view of work environment than apartment 

employees, for 10 of 10 subscales. 
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Correlation of Burnout 

and Work Environment Variables (Stage II) 

The second stage of data analysis entailed 

calculation of Pearson's r. correlation coefficients. 

The four burnout variables (EE, DP, PA, and Phase) were 

correlated with the 10 WES subscales for the complete 

sample and subgroups. This Chapter considers the 

correlations for workforce subgroups targeted for 

inclusion in the study, as defined by the hypotheses 

stated in Chapter III. Appendix E contains the 

correlation tables for the complete set of 39 grouping 

variables derived from the Workforce Profile. Of 1560 

possible relationships among the 39 subgroups, 550 

(35%) were found to be significantly correlated at 

least at the _p. <*05 level. 

Emotional Exhaustion 

Emotional Exhaustion is the most potent MBI 

subscale according to Kim (1990). Moreover, EE 

represents the central component of burnout according 

to other researchers (e.g., Leiter, 1989). Its strong 

association with WES subscales was expected, and 

confirmed, by the study. For the complete sample EE was 

significantly correlated with 9 of 10 WES subscales. 
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(Table 4.5 shows the EE/work environment correlation 

matrix for selected sample subgroups.) 

The subscale of Control was not statistically 

significant for the complete sample or for 36 of the 38 

remaining groupings. Control indicates the extent to 

which the organization imposes rules and structure as a 

means of eliciting desired worker behavior. Based on 

previous research (Golembiewski & Munzenrider, 1988) 

Control was expected to be ambiguously, if at all, 

related to burnout. This view was confirmed by the 

study on the basis of the direction of correlational 

relationships, despite the fact that they were largely 

insignificant. Direction of relationship between EE 

and the other WES subscales was as predicted (by 

Golembiewski & Munzenrider, 1988): all but Work 

Pressure were negatively related, as shown in Table 

4.5. 

Selected on the basis of previously discussed 

theoretical grounds, the correlation coefficients for 

the groupings of Model, Contact, Sites, and Prior 

Experience (institutional and Vendor) are portrayed in 

Table 4.5 in relation to EE. For workers with over 30 

weekly client contact hours, 7/10 subscales were 

significantly correlated, while for workers with less 

contact, 5/10 subscales were significant. Workers v/ith 

prior institutional experience reported significant WES 
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relationships on 10/10 subscales, compared with 6/10 

significant relationships for workers with no prior 

institutional experience. Workers who had been 

employed by Vendors indicated significant WES 

correlation on 4/10 subscales, versus 5/10 for workers 

who had not been employed by Vendors. Those who worked 

at one site expressed significant WES relationships for 

9/10 subscales, versus 2/10 for employees who worked at 

more than one site. Finally, apartment workers 

reported significant WES relationships on 7/10 

subscales compared to the ICF workers’ reports of 

significance on 5/10 subscales. 

The WES subscales of Work Pressure (r_ = .58, £ < 

.0001) and Clarity (_r = -.43, £ < .001) had the 

strongest correlation with Emotional Exhaustion for the 

entire sample. Physical Comfort was correlated at r_ = 

-.41 (_£ < .001) and Peer cohesion was correlated at r_ = 

-.39 (_£ < .001). These relationships held for the four 

subgroups with some exceptions, noted below. 

For workers with less than 30 hours of client 

contact, the expected relationships with Peer Cohesion 

and Comfort were not evident. Workers with no previous 

institutional experience did not strongly associate 

their Emotional Exhaustion with Peer Cohesion (r_ = 

-.34). Those with Vendor experience did not associate 

Peer Cohesion with Emotional Exhaustion (r = -.30). 
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Workers at more than one site associated only Work 

Pressure (_r = .45, £ < .05) with Emotional Exhaustion. 

The significant relationships between the four WES 

subscales and Emotional Exhaustion held for the ICF 

versus Apartment (Model) subgroups. 

Depersonalization 

Table 4.6 displays the correlation between 

Depersonalization (DP) and the WES subscales, for the 

complete sample and selected subgroups. 

Depersonalization was expected to have the same 

directional relationship to the WES subscales as did 

EE. 

For the entire sample, DP was most strongly 

asssociated with Involvement (r_ = -.44, £ < .0001), 

Peer Cohesion (r. = -.40, £ < .001), Autonomy (r = -.37, 

£ < .01), and Innovation (r. = -.30, £ < .01). These 

findings were consistent with expectations. DP was 

less strongly associated with Supervisor Support (r_ = 

-.24, £ < .05), Work Pressure (jr = .25, £ < .05), 

Clarity (r_ = -.27, £ < .05), and Physical Comfort (r_ = 

-.25, £ < .05). 

Employees with higher contact had lower 

correlation with the WES subscales than did the lower 

contact workers. Neither Contact subgroup reported a 

significant relationship between Innovation and DP. 
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Results for Prior experience were similar on the 

Vendor/not Vendor dimension, but dramatically different 

on the institution/not institution dimension. Workers 

with Vendor experience negatively associated 

Depersonalization with Autonomy (r_ = -.42, £ < .05), 

while workers without Vendor experience did not (r = 

-.25). Workers who had worked in an institution 

associated Depersonalization with the four WES 

subscales: Involvement (r_ = -.52, £ < .001), Peer 

Cohesion (_r = -.48, £ < .001), Autonomy (£ = -.44, £ < 

.01) and Innovation (r_ = -.32, £ < .05). However, 

workers with no institutional experience did not 

significantly associate Depersonalization with any of 

these subscales. Work environment was of more general 

concern to employees with prior Institution experience, 

than to workers without such experience. 

For the variable Sites, employees who worked at 

more than one location associated Depersonalization 

more strongly with work environment than did employees 

who worked at only one site. Nonetheless, on the 

Autonomy subscale, multi-site workers showed no 

signficant relationship (r_ = -.35) while single site 

workers did (£ = -.45, £ < .01). 

ICF workers, too, reported stronger 

Depersonalization - work environment relationships than 

did apartment workers. For ICF workers the significant 
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coefficients were between Depersonalization and 

Involvement (r. = -.46, £ < .01), Peer Cohesion (_r = 

-.48, £ < .01), Autonomy (_r = -.52, £ < .01) and 

Innovation (r. = -.42, p < .05). Apartment workers’ 

relationships were significant only for Involvement (r 

= -.44, £ < .01) and Peer Cohesion (r_ = -.35, p < .05). 

Personal Accomplishment 

Personal Accomplishment, a measure of workers' 

self assessments about their abilities, commitment, and 

self-esteem, was expected to be positively related to 

the targeted WES subscales Peer Cohesion, Autonomy, 

Involvement, and Innovation. The correlation matrix 

for these, and other, WES variables is displayed as 

Table 4.7. 

The complete sample verified the expected 

relationships for Involvement (r_ = .31, £ < .01), Peer 

Cohesion (r. = .28, £ < .05), and Innovation (r_ = .24, £ 

< .05), but not for Autonomy (r_ = .19). Notably, all 

four relationships are weak. 

The high Contact subgroup significantly associated 

Personal Accomplishment with Involvement (_r = .39, £ < 

.01) and with Peer Cohesion (_r = 29, £ < .05). The 

lower Contact group reported no statistical 

asssociation with the four targeted subscales. 

Employees who had worked for Vendors significantly 
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associated Personal Accomplishment with all four 

subscales: Involvement (r_ = .59, £ < .001), Peer 

Cohesion (r. = .52, £ < .01), Autonomy (r. = .44, £ < 

.05), and Innovation (r. = .43, £ < .05). Employees 

with no Vendor experience reported no statistical 

correlation between Personal Accomplishment and the 

four WES subscales in question. The pattern was 

repeated for workers with and without institutional 

experience. For the former, significant relationships 

were found for Involvement (r_ = .28, £ < .05), Peer 

Cohesion (£ = .41, £ < .01), Autonomy (jr = .31, £ < 

.05) and Innovation (r_ = .30, £ < .05). For the 

latter, no significant relationships were found. 

The pattern was again repeated for the variable 

Sites. Single-site workers reported significant 

correlations for all four targeted WES subscales, while 

multi-site workers did not, as shown in Table 4.7. 

Finally, ICF workers significantly associated 

Personal Accomplishment with three of the four WES 

subscales, while apartment workers reported no 

significant correlations for these four subscales. The 

significant relationships for ICF workers were with 

Involvement (r_ = .51, £ < .01), Peer Cohesion (r_ = .39, 

£ < .05), and Innovation (_r = .52, £ < .01). 
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Burnout Phase 

Like the MBI subscales, burnout phase was 

significantly correlated with WES variables on a 

variety of levels. In all cases directional sign was 

as expected, based on Golembiewski and Munzenrider 

(1988). Table 4.8 shows the correlation for burnout 

phase and WES subscales. 

The strongest associations between phase and WES 

variables, for the complete sample, were for PC (_r = 

-.41, £ < .001), I (£ = -.39, £ < .001), WP (r = .35, £ 

t 

< .01), and Inn (_r = -.35, £ < .01). WES variables 

Physical Comfort, Clarity, Task Orientation, and 

Supervisor Support were significant to a lesser extent. 

The low contact workers associated phase with 8 

WES subscales. The strongest relationships were for WP 

(_r = .64, £ < .001), Inn (jr = -.57, £ < .01), and TO (£ 

= -.52, £ < .01). High contact workers focused on I (r_ 

= -.43, £ < .01) and PC (r_ = -.44, £ < .01). 

The burnout phase of workers with prior Vendor 

experience was correlated moderately with I (£ = -.40, 

£ < .05), PC ( t_ = -.36, £ < .05), C (jr = -.42, £ < 

.05), Inn (r. = -.43, £ < .05), and Com (r. = -.37, £ < 

.05). Workers without Vendor experience appeared less 

concerned with environment, weakly yet significantly 

associating 
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burnout phase with I (_r = -.30, £ < .05), PC (_r = -.35, 

£ < .05), and WP (r_ = .32, £ < .05). 

Workers who had prior experience working in a 

public institution associated burnout phase with six 

WES subscales: I (r_ = -.35, £ < .05), PC (r. = -.48, £ < 

.001), SS (r = -.32, £ < .05), TO (r =.27, £ < .05), WP 

(£ = .39, £ < .01), and Inn (r. = -.34, £ < .05). 

Workers who had not been employed in a public 

institution associated burnout phase only with I (£ = 

-.35, £ < .05) and Com (£ = -.35, £ < .05). 

Workers employed at just one site correlated 

burnout phase with 9 of the 10 WES subscales. Control 

alone was excluded. The strongest correlations were 

for PC (r_ = -.54, £ < .0001), I (r_ = -.45, £ < .01), SS 

(r_ = -.44, £ < .01), Inn (r_ = -.43, £ < .01), and C (r_ 

= -.42, £ < .01). Multi-site workers expressed no 

significant correlations between phase and the 10 WES 

subscales . 

Those employees who worked in ICFs correlated 

burnout phase with only two WES subscales: Inn (r. = 

-.46, £ < .01) and PC £ = -.37, £ < .05). Apartment 

workers, in contrast, correlated phase with five WES 

subscales, notably I (jr = -.43, £ < .01), PC (r_ = -.43, 

£ < .01), and WP (r = .45, £ < .01). 
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Summary of Correlation Analysis 

Results of the study indicate that the burnout 

variables were correlated significantly with the WES 

variables in many cases. The WES variable Control 

(Ctl) was correlated only for those employees who had 

prior institutional experience. The preponderance of 

significant correlations involved 7 WES subscales: 

Involvement (for DP, PA, and Phase), Peer Cohesion (for 

EE, DP, PA, and Phase), Innovation (for DP, PA, and 

Phase), Work Pressure (for EE and Phase), Autonomy (for 

DP), and Clarity (for EE). These correlations suggest 

a model of burnout-work environment relationships which 

can be examined with higher order statistical 

techniques (e.g., regression). 

Regression and ANOVA Based Model of Burnout and 

Work Environment Relationships (Stage III) 

Stage III of the analysis considered the results 

of the descriptive and correlation Stages. The 

statistical tools used in Stage III were multiple 

regression and analysis of variance (ANOVA). Results 

of the analyses, along with the theoretical basis of 

the study, suggested substantive relationships between 

burnout measures and selected work environment 
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variables. In addition, these relationships appeared 

to be affected by subgrouping variables Contact etc. 

Overview of Analytic Procedures for Stage III 

Stage III proceeded in four steps involving 

multiple regression and ANOVA. Embedded in these steps 

was the test of the relative utility of the traditional 

versus the phase approach for diagnosing burnout. 

(1) The first analytic step entailed regressing 

three burnout variables (MBI subscales) on WES 

subscales. (Table 4.9 exhibits a matrix of WES 

variables targeted for Stage III analysis based on the 

strength and frequency of their correlations, as 

discussed in previous sections of this Chapter.) 

(2) The second analytic step involved ANOVA, 

employing the subgroups as independent variables, with 

the MBI and WES subscales as dependent variables. 

(3) Analytic step three treated burnout phase as a 

dependent variable for regression on WES subscales and 

for subgroup ANOVAs; and as an independent variable, 

along with subgroups, for the purposes of ANOVA 

analyses treating WES subscales as dependent variables. 

(4) Step four involved splitting the entire sample 

in thirds. High versus low groupings were created for 

the four burnout variables (phase, EE, DP, and PA) by 

excluding the middle third of the rank-ordered cases. 
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For each variable, the high group was compared to the 

low group, in terms of WES subscales, using ANOVA. 

The results of these analytic steps are reported 

in the following sections which parallel the hypotheses 

stated in Chapter III. 

Hypothesis 1: Burnout and Contact 

The variable Contact, that is, whether an employee 

worked less, or more than, 30 hours a week in direct 

service with clients, was compared to the burnout 

variables using ANOVA, as displayed in Table 4.10. 

Contact was significantly related to EE (F_( 1 , 79) = 

3.86, £ < .05), DP (F(l, 78) = 4.69, £ < .0313), and 

Phase (_F( 1 , 77) = 4.27, £ < .0396). Contact was not 

significantly related to Personal Accomplishment. 

Higher contact workers (£ = 54) had significantly 

higher Emotional Exhaustion (M = 16.5) than did lower 

contact workers (£ = 27, M_ = 11.22). For DP, the 

comparative means were 3.91 for higher contact workers 

and 1.89 for lower contact workers. Higher contact 

workers had a mean burnout phase of 5.10 compared to a 

mean of 3.78 for lower contact workers. 

Hypotheses 2 and 3: Burnout and Prior Experience 

Prior experience consisted of two aspects: Vendor 

experience and institutional experience. 
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Vendor experience was significantly related to EE 

(F(l, 79) = 11.98, £ < .0012), DP (F(1, 78) = 5.83, £ < 

.0171), and burnout phase (_F( 1 , 77) = 9.18, £ < .0036), 

but not to PA. Those who had worked for a Vendor (£ = 

33) had a mean EE score of 19.79, while workers without 

Vendor experience (n = 48) had a mean EE score of 

11.27. The results were similar for DP. Employees 

with Vendor experience had a DP mean of 4.48 compared 

to no-Vendor experience employees' DP mean of 2.34. 

For burnout phase, the Vendor-group mean phase was 5.70 

versus a mean of 3.89 for workers without Vendor 

experience. 

Prior institutional experience, or the absence 

thereof, was not significantly related (£ < .05 at 

least) to the four burnout measures, using AN0VA, 

despite the significant correlations presented earlier 

in this Chapter. 

Hypothesis 4: Burnout and Number of Sites 

Employees were categorized (by themselves on the 

Workforce Profile) as working at either one site, or 

more than one site. On the basis of AN0VA analysis, 

the variable Sites was not significantly related to any 

of the four burnout measures. 
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Hypothesis 5: Burnout and Model 

Respondents were categorized as employees of 

either ICFs or apartments on the basis of their 

assigned work locations as listed on the official 

payroll log at the time the sample group was selected 

(see Chapter III). The variable Model was not 

significantly related to the four burnout measures on 

the basis of ANOVA analysis. 

Hypothesis 6: Work Environment and Contact 

The high and low Contact groups were compared 

(using ANOVA) to the 7 WES variables targeted as a 

result of correlational analysis. Contact was not 

significantly related to any of the 7 work environment 

variables. 

Hypotheses 7 and 8: Work Environment and Prior 

Experience 

Prior Vendor experience was found to be 

significantly related to five of the WES subscales 

tested. These relationships involved PC (_F( 1 , 76) = 

5.54, £ < .0199), A (F(l, 77) = 5.01, £ < .0264), WP 

(F(l, 1, 77) = 4.80, £ < .0295), C (F(l, 77) = 5.09, £ 

< .0253) and Com (F(1, 76) = 13.45, £ < .0007). 
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For PC, workers with Vendor experience had a mean 

score of 46.63 versus a mean of 55.30 for workers 

without Vendor experience. This pattern of less 

positive perception of work environment for workers 

with Vendor experience held for the other WES 

variables: A (Vendor mean = 52.06; not-Vendor mean = 

59.89), WP (Vendor mean = 40.63; not-Vendor mean = 

33.53; note lower score is more positive), C (Vendor 

mean = 53.13; not-Vendor mean =60.11), and Com (Vendor 

mean = 61.69; not-Vendor mean = 76.98). Note, however, 

that only for PC was the Vendor mean less positive than 

the normative levels established in Moos (1986). 

Prior institutional experience was found to have 

no significant relationship to the targeted WES 

variables. 

Hypothesis 9: Work Environment and Number of Sites 

Sites (whether or not respondents were single-site 

or multi-site workers) was significantly related to the 

work environment variables Involvement (_F(1, 77) = 

7.42, £ < .0079) and Autonomy (F_( 1 , 77) = 3.87, £ < 

.05) . 

Single site workers (£ = 53) expressed a mean 

Involvement score of 48.28 compared with mean I of 

58.96 for multi-site workers (n = 26). For Autonomy, 

the mean for single-site workers was 54.34 versus a 
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mean of 61.58 for multi-site workers. Thus single-site 

workers viewed certain aspects of their work 

environment less favorably than did multi-site workers. 

Hypothesis 10: Work Environment and Model 

The work environment variables Work Pressure, 

Innovation, and Physical Comfort were found to be 

significantly related to Model using the ANOVA 

procedure. The F values and significance are shown in 

Table 4.10. 

Apartment workers (_n = 44) perceived less WP (M = 

31.61) than did ICF workers (n_ = 34, mean WP = 42.74). 

ICF workers perceived Innovation less positively than 

did apartment workers (ICF mean = 45.76, Apartment mean 

= 52.16). For Physical Comfort the ICF worker mean was 

lower, too (M = 66.09), than for apartment workers (M = 

75.30). Nonetheless, Physical Comfort scores were 

substantially higher than the published norms. Work 

Pressure scores also differed substantially from the 

norms . 

Hypotheses 11 and 12: MBI Subscales, Burnout Phase, and 

Work Environment 

The presentation following examines the data for 

the entire sample first, then considers the data for 

the split (high/low) sample. 
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Analyses Using the Entire Sample. Table 4.11 

shows the multiple regression model for burnout and 

work environment based on the complete sample. The 

Stage II correlation analysis had established a 

proposed model of WES variables significantly related 

to burnout (see Table 4.9). This model was tested 

using multiple regression, with the variables entered 

in order of the strength of their correlational 

relationship. As Table 4.11 shows, the predicted model 

of burnout and work environment variables held, with 

some cautionary notes discussed following. 

Emotional Exhaustion was proposed to be most 

influenced by WP, C, Com, and PC. The first three 

variables accounted for 46% of the variance in 

Emotional Exhaustion (F. ( 2,73) = 20.79, R_2 = .46, £ < 

.0002) for the complete sample. The addition of PC 

into the equation made only a 1% increase in 

explanation of the variance. By far WP was the most 

important factor affecting EE, accounting by itself for 

38% of the variance in EE (F. ( 1,75) = 45.01, R_2 = .38, 

£ < .00005) . 

Depersonalization was proposed to be related to I, 

PC, A, and Inn, in that order of importance. 

Involvement accounted for virtually all the variance 

(19%) in this equation (F ( 1,75) = 17.28, R_2 = .19, £ < 

.0002). The addition of PC, A, and Inn accounted for 
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only an additional 3% of the variance, although the 

four part model (I+PC+A+Inn) was significant at the £ < 

.0017 level. 

Personal Accomplishment was expected to involve a 

three part work environment model consisting of I, PC, 

and Inn. This model explained just 11% of the variance 

in PA (F (3,72) = 2.90, R2 = .11, £ < .0397). 

Involvement was the strongest factor (F. ( 1,75) = 8.22, 

R2 = .10, £ < .0055). Nonetheless the link between PA 

and work environment, at least as modeled here, was 

weak . 

The fourth variable examined in relation to work 

environment was burnout phase. The variables PC, I, 

WP, and Inn were believed to be important, based on 

previous analyses. This model was indeed significant, 

explaining 29% of the variance in burnout phase (F 

(4,71) = 7.33, R_2 = .29, £ < .0001). However, the 

first three variables (PC, I, WP), as shown in Table 

4.11, were the most important, with the addition of 

Innovation being negligible in terms of explaining 

variance . 

To carry the analysis further, the sample was 

split into high/low MBI subscale and phase 

subgroupings, which were analyzed with ANOVA. 
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Analyses Comparing High Versus Low Burnout. Table 

4.12 shows the results of ANOVA using the high/low MBI 

subscales (called hereafter HL-MBI) as independent 

variables and the 10 WES subscales as dependent 

variables. Significant results were obtained for 18 

out of 30 tests. The strongest effects were found for 

EE and Work Pressure (_F( 1 , 53) = 18.08, £ < .0002), 

Innovation (F(l, 53) = 12.01, £ < .0014), and Peer 

Cohesion (F_( 1 , 52) = 11.63, £ < .0016). However, EE 

was also strongly related to Physical Comfort and 

Involvement. In each case mentioned, except for WP and 

Com, the low EE group expressed WES scores higher than 

the norm, while the high EE group expressed scores 

lower (i.e., less positive) than the norm (Moos, 1986). 

For WP and Com, both high and low groups' scores were 

more positive than the norm, consistent with previous 

analyses . 

ANOVA involving the HL-MBI subscale DP found the 

strongest relationships to be with WES subscales 

Autonomy (F_( 1 , 50) = 9.11, £ < .0042), Peer Cohesion 

(F(l, 49) = 8.78, £ < .0048), and Supervisor Support 

(F(l, 49) = 7.27, £ < .0093). For PC the low DP 

group's mean score was above the norm, while the high 

DP group's mean score was below the norm. Other 

significant relationships were found for Involvement, 

Work Pressure, Clarity, and Innovation. 
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ANOVA involving the HL-MBI subscale PA found only 

two significant relationships with WES subscales. 

Involvement was relatively strongly associated with 

Personal Accomplishment (_F(1, 52) = 8.18, £ < .0061), 

while Innovation was weakly related to PA (F(l, 52) = 

4.4, £ < .0385). The groups' mean scores on the two 

WES subscales were higher than the norm for the high PA 

group, and lower than the norm for the low PA group. 

These results were consistent with expectations. 

A model of burnout-work environment relationships, 

based on the high-low MBI subscale ANOVAs, suggests 

that the most important WES subscales are Work 

Pressure, Peer Cohesion, Involvement, Innovation and 

Autonomy. This judgement is derived from inclusion of 

the most important WES subscales for each MBI subscale 

(WP, A, and I), along with WES subscales with the 

strongest relationships overall (PC and Inn). The 

Autonomy relationship is considered weakest because it 

was implicated only once in the ANOVA analysis (for 

DP) . 

High Versus Low Burnout Phase. Tables 4.13 and 

4.14 display information concerning the high/low phase 

ANOVA. (In the following discussion high/low phase 

will be denoted by the letters HLP.) HLP, employed as 

an independent variable, was significantly related to 
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Table 4.13 High versus Low Burnout Phase ANOVA for WES Subscales 

WES Subscale Degrees of Freedom and 
F Values 

Level of 
Significan 

Involvement F(l,53)=13.13 .001 

Peer Cohesion F(l,52)=12.02 .001 

Autonomy F(l,53)=1.55 n.s. 

Work Pressure F(l,53)=5.14 .0262 

Clarity F(l,53)=4.15 .0443 

Innovation F(l,53)=8.91 .0046 

Physical Comfort F(l,52)=6.23 .0153 

Contact F(l,53)=5.84 .0183 

Vendor experience F(l,53)=10.92 .0021 

Institution exp F(l,53)=.09 n.s. 

Sites F( 1,53)=.09 n.s. 

Madel F(l,52)=.07 n.s. 

n.s.=^tfot significant 

. 
132 



Table 4.14 Means for WES subscales and High/Low Burnout Phase 

WES Subscale High Phase Low Phase 

Involvement 43.80 59.00 

Peer Cohesion 45.24 59.64 

Autonomy 52.00 57.38 

Work Pressure 42.72 33.12 

Clarity 53.16 61.00 

Innovation 43.40 54.27 

Physical Comfort 66.20 78.60 
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six of the seven WES variables targeted in Stage III 

analysis. HLP was also significantly related to two 

grouping variables, Contact and Vendor experience. 

The work environment variables I and PC were most 

important in relation to the HLP variable (I: _F( 1 , 53) 

= 13.13, £ < .001; PC: F(1, 52) = 12.02, £ < .001). 

The single WES variable (among 7 targeted) that was 

statistically insignificant was Autonomy (£(1, 53) = 

1.55). Table 4.14 compares the WES means for the High 

(n = 26) and Low (£ = 26) burnout groups. High burnout 

was strongly associated with less positive WES scores. 

(Remember that the WP scores are reversed.) In other 

words, the High burnout group perceived less 

Involvement, Peer Cohesion, Autonomy, Clarity, 

Innovation, Physical Comfort, and greater Work 

Pressure, than did the Low burnout group. 

HLP was associated with the variable Contact (_F(1, 

53) = 5.84, £ < .0183) and with Vendor experience (F(l, 

53) = 10.92, £ < .0021). Contact over 30 hours and 

prior Vendor experience were associated with High 

burnout phase. 

Evidence Concerning Alternative Approaches 

to Diagnosing Burnout 

The statistical analyses of Stage III solidified 

the insights of Stages I and II. Alternative models of 
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burnout and work environment were developed, one from a 

traditional perspective, the other founded on the 

burnout phase approach. 

The discussion that follows summarizes the data 

(already presented above) to address hypothesis # 13: 

The alternative approaches to burnout diagnosis do not 

generate differing relationships with work environment 

and workforce variables. 

Overall Burnout 

The complete sample evinced low burnout overall in 

terms of the MBI subscales, compared to established 

norms (Maslach & Jackson, 1986). However, 26% of the 

sample experienced High Burnout in terms of the phase 

approach. 

Burnout and Work Environment Correlations 

Both burnout phase and MBI subscales correlated 

significantly with many WES subscales (see Tables 4.5 

through 4.8). The variable Control was insignificant 

in all instances except for the group which had prior 

institutional experience. For the complete sample, 

work environment variables Involvement, Peer Cohesion, 

and Innovation were significantly correlated with all 

three MBI subscales. Burnout phase, in turn, 
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correlated significantly with 8/10 WES variables 

(Autonomy and Control correlations were insignificant). 

Burnout Diagnosis Based on Regression and ANOVA 

ANOVAs using burnout phase and WES subscales found 

Involvement (£( 1 , 77) = 2.87, £ < .0108), Peer Cohesion 

(F(l, 77) = 2.57, £ < .0205) and Work Pressure (£(1, 

77) = 2.34, £ < .0329) to be most important. The phase 

approach therefore suggests a different work 

environment model than an approach which emphasizes the 

MBI subscales acting in concert. The phase approach 

excluded Autonomy as a factor, while the traditional 

approach supported its important role as a factor 

explaining the variance of Depersonalization. 

As previously mentioned, the multiple regression 

models (Table 4.11) differ in their emphasis on work 

environment variables. The traditional approach using 

the MBI subscales independently suggests that WP, C, 

PC, Com, and I are the most potent variables. The 

phase approach points to the importance of PC, I, and 

WP. 

For the subgroup variables (Contact, Vendor 

experience, Institution experience, Sites, and Model), 

the phase approach and the traditional approach each 

pointed to Contact and Vendor experience as important 

factors in both burnout and perceptions of work 
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environment. The other subgroup variables were not 

found to be statistically significant for the sample in 

this study. 

High Versus Low Burnout and Work Environment 

When the sample was split into high versus low 

burnout groups, the models of work environment factors 

differed. The high/low phase analysis suggested that 

the most important work environment variables were 

Involvement and Peer Cohesion. The model predicated on 

the MBI subscales was more complex, focusing on Work 

Pressure, Peer Cohesion, Involvement, and Innovation. 

Summary of Results 

Three stages of data analysis were conducted to 

discover relationships among variables concerning 

respondents' perceptions of burnout, and work 

environment; in addition organizational and 

experiential aspects of the respondent group were 

studied. The study found many significant 

interrelationships between burnout, work environment, 

and four of five subgrouping variables. Most of the 

hypotheses were partially rejected. In the final 

analysis, five WES variables (WP, C, Com, I, and PC) 

were the most important in relation to the three MBI 
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subscales. The corresponding model for burnout phase 

involved PC, I, and WP. 

The hypothesis concerning Contact and burnout (#1) 

was partially rejected. The hypothesis was not 

rejected for Depersonalization. 

The hypothesis concerning Vendor experience and 

burnout (#2) was partially rejected. The hypothesis 

was not rejected for Depersonalization. 

The hypotheses concerning Institution experience 

(#3), Sites (#4), and Model (#5), in relation to 

burnout, were supported by the study. 

The hypothesis concerning Contact and work 

environment (#6) was supported. 

The hypothesis concerning Vendor experience and 

work environment ( # 7 ) was partially rejected. 

Innovation and Involvement were not implicated for 

Vendor experience. 

The hypothesis concerning Institution experience 

and work environment (#8) was supported. 

The hypotheses concerning work environment and 

Sites (#9) and Model (#10) were partially rejected. 

Sites was related to Involvement. Model was related to 

Work Pressure, Innovation, and Physical Comfort. 

The hypotheses concerning burnout and work 

environment relationships (#11 & #12) were partially 

rejected. Control was not related to burnout. MBI 
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subscales and burnout phase led to differing regression 

models of relationships. 

The hypothesis concerning differing approaches to 

burnout diagnosis (#13) was partially rejected. 

139 



CHAPTER V 

SUMMARY AND DISCUSSION 

This study investigated the prevalence of burnout 

among employees of state-operated community residences. 

Burnout was described in relation to aspects of 

perceived work environment, and in conjunction with 

characteristics of the sample, such as prior 

experience, job role (e.g., time spent in contact with 

clients), and assignment to differing program models 

(ICF vs. apartment). Alternative approaches to 

diagnosing burnout, the traditional and phase models, 

were employed with a view toward assessing their 

relative utility for constructing models of the 

burnout-work environment relationship, leading to 

evaluation of organizational quality of life and 

concommitant planning of change interventions. 

Burnout has been acknowledged as a major problem 

in the delivery of human services. Burnout 

theoretically has a negative impact on the motivation, 

commitment, and performance of human service workers. 

Quality of services may be directly related to the 

quality of service providers' worklife. 

Burnout, an intermediate phenomenon among 

organizational processes, has as precursors stress and 

strain stemming in large part from social and 
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structural elements of the work environment. The 

consequences of burnout include, as examples of 

negative affect, depression and hostility; and as 

examples of negative behavioral outcomes, impaired job 

performance, physical illness, and substance abuse. 

Researchers have found that some aspects of 

working conditions function to ameliorate burnout. 

Examples include cohesive peer groups, opportunities 

for participation in decisionmaking, and planned time 

out from day to day work pressure. There is reason to 

believe that organizations can be diagnosed to identify 

areas in which planned change programs (such as 

organization development interventions) can be 

introduced to decrease burnout. In this regard 

measurement of burnout can be used as one way of 

gauging the efficacy of planned change. 

This Chapter reviews the major findings of the 

study, discusses the comparative viability of the two 

burnout approaches, revisits the research design to 

discuss some of its limitations, examines implications 

of the study for management practice in human services, 

and proposes questions for further research. 

Major Findings 

The major findings of the study were in the areas 

of the incidence of burnout, the association of burnout 
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and work environment variables, and in the role of the 

experiential and structural variables in explaining 

both burnout and work environment perceptions. These 

findings responded to two of the research questions: 

one concerning burnout and work environment 

relationships, the other concerning workforce 

characteristics and their relationships with burnout 

and work environment. The third research question, 

concerning alternative approaches to burnout diagnosis, 

is addressed in a later section of this Chapter. 

Incidence of Burnout 

The study found that the sample reported low 

burnout, from the perspective of the traditional 

approach, using the three MBI subscales individually. 

However, using the phase approach, one quarter of the 

sample experienced severe, advanced, burnout (Phase 

VIII). 

The finding of low burnout, measured as emotional 

exhaustion, depersonalization, and personal 

accomplishment, differs from expectations based on 

review of the literature. Samples of workers in the 

developmental disabilities field have displayed 

moderate to high burnout (Caton et al., 1988; Fimian, 

1984; Maslach & Jackson, 1986; Stevens & O’Neill, 1983; 

Ursprung, 1986). These samples were either public 
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institution employees, or private employees in 

community-based programs. The sample for this study 

consisted of public employees in community residences. 

The study thereby investigated a new type of sample for 

burnout research in the developmental disabilities 

services field. The specific differences between 

public versus private and institution versus community 

employees are subjects for further research. 

The distribution of burnout phase for the study 

sample was bi-modal, i.e., concentrated at the extremes 

of the phase sequence. While 26% of the workers were 

at phase VIII, 22% of workers were at phase I. This 

distribution is characteristic of samples for which 

burnout phase has been calculated (see Golembiewski & 

Munzenrider, 1988; Kim, 1990). In terms of burnout 

phase the study sample did not differ from 

expectations. 

Burnout and Work Environment 

The study found that burnout was associated with 

work environment variables as defined by the Work 

Environment Scale (Insell & Moos, 1974). This finding 

was consistent with expectations of the 

environmental/outcomes model described in Chapter II. 

However, significant relationships between burnout and 

work environment variables identified through 
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correlation analysis were less substantial when 

examined using ANOVA and multiple regression 

techniques. As a rule for the study sample the greater 

the degree of burnout, the less positive the perception 

of work environment. 

For the study sample Emotional Exhaustion and 

Depersonalization were most closely associated with 

work environment. Personal Accomplishment was 

associated with only Involvement, Peer Cohesion, and 

Innovation. The variable Control, that is, the extent 

to which the organization controls workers through 

imposition of rules and regulations, was not related to 

burnout except for workers with prior institutional 

experience . 

The work environment aspects which were related to 

Emotional Exhaustion in a regression model were Work 

Pressure, Clarity, Physical Comfort, and Peer Cohesion. 

Depersonalization implicated Involvement, Peer 

Cohesion, Autonomy, and Innovation in the regression 

model. Thus for Emotional Exhaustion, structural 

elements appear most important, while for 

Depersonalization and Personal Accomplishment social 

and personal growth elements of work environment appear 

to be most important. As Emotional Exhaustion is 

arguably the central factor in burnout (Leiter, 1989), 

this contrast between social/developmental and 
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structural work environment dimensions may lead to 

emphasis on the latter for organizational intervention 

planning. This topic is discussed in a later section 

of this Chapter. 

Burnout phase, like the MBI subscales, was 

significantly associated generally with the WES work 

environment variables. Excluded were Autonomy and 

Control. In the regression model burnout phase was 

related to two social elements (Involvement and Peer 

Cohesion) and two structural elements (Work Pressure 

and Innovation). This finding reinforces the view that 

both positive social and structural work environment 

factors were central in explaining the prevalance of 

low burnout in the study sample. Based on regression 

analysis the social dimension appears to dominate for 

burnout phase. This prioritization of the social 

dimension is underscored by the contrasting of the high 

burnout phase subgroup with the low burnout phase 

subgroup. In this ANOVA analysis Involvement and Peer 

Cohesion (social relationships variables; Moos, 1986) 

were strongly related to high versus low burnout 

groups. 

From the perspective of work environment only, the 

study found that in most cases respondents viewed their 

work settings more positively than the norm. The 

difference from the norm was particularly remarkable 
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for Work Pressure and Physical Comfort. This finding 

cannot be evaluated in comparison to other community 

residence samples because the WES had not been used in 

community residences prior to this study. Nonetheless, 

when compared to work environment perceptions in a 

community mental health setting (Savicki & Cooley, 

1987) and a psychiatric institution (Drude & Lourie, 

1984), the study sample expressed more positive views. 

In general terms, the above findings suggest that 

the low incidence of burnout evinced by the sample may 

be related to employees’ positive feelings of 

commitment, interactions with coworkers, ability to be 

flexible and creative on the job, and their 

experiencing of relatively little pressure to produce. 

Contact, Vendor Experience, Burnout, and Work 

Environment 

Two workforce grouping variables (Contact and 

Vendor experience) were found to be consistently 

significant in relation to burnout perceptions. Two 

other variables (Sites and Model) were found to be 

related to selected work environment variables. Vendor 

experience was related to both burnout and work 

environment. Contact was related to Emotional 

Exhaustion, Depersonalization, and burnout phase. In 

all instances, workers in the higher contact group 
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evinced greater Emotional Exhaustion and 

Depersonalization, and a more advanced burnout phase. 

These relationships held also for Vendor experience. 

Vendor experience was defined in terms of 

respondents' self-reports of whether or not they had 

been previously employed by a private agency providing 

services to people with mental retardation. Employees 

with prior Vendor experience perceived significantly 

less Peer Cohesion, Autonomy, Clarity, and Physical 

Comfort, and greater Work Pressure, than did employees 

who stated that they had not worked for a vendor. This 

finding suggests that private (vendor) employment may 

entail more positive coworker relations, more 

opportunities for initiative and autonomy, greater 

clarity of roles and purposes, better physical working 

conditions, and lower general stress (pressure), than 

does public employment. However, further research is 

necessary to confirm these suggested differences. 

Sites was a dichotomized variable which indicated 

whether or not workers said they were employed at one 

site, or at more than one site. Single site workers 

perceived Involvement and Autonomy less positively than 

multi-site workers. The finding concerning Involvement 

differs from the expectation. Involvement (commitment 

to the job) was assumed to be associated with the 

concentration of contact in a single home, with a 
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limited group of residents, on the premise that such 

concentration was the foundation of close worker:client 

relationships. Perceived lesser Autonomy may function 

to constrain feelings of commitment. 

Model was a variable which indicated whether or 

not employees worked in an ICF or an apartment. 

Employees of ICFs perceived higher Work Pressure, and 

lower Innovation and Physical Comfort than did 

apartment workers. These findings are consistent with 

the view, explained in Chapter I, that ICFs are more 

restrictive than apartments. In general ICFs are more 

highly structured than apartments, with greater 

accountability of employees and fewer opportunities for 

flexibility. ICF workers are expected to conform to 

more specific and restrictive rules and regulations 

than are aprtment workers. Because of the assumed 

disability level (see Chapter I) of residents, ICF work 

may be more physically stressful than apartment v/ork. 

Resident disability, as a variable affecting burnout, 

warrants further research. 

Prior Institution experience was found to be not 

significantly related to either burnout or worx 

environment. The dramatic environmental differences, 

at least on the surface, between institutions and 

community residences, led to the expectation that the 

Institution experience variable would be significant. 

148 



This expectation was not supported by the study. The 

study assumed that workers from institutions would 

perceive the community residence environment more 

positively than workers who had never experienced the 

heinous living and working conditions of institutions. 

Direct comparative research involving workers in 

institutions and in community residences may be needed 

to further investigate the suggested lack of difference 

between community and institutional working conditions. 

If the workers perceive no difference in working 

conditions, what are the implications for residents * 

perceptions of differential living conditions? 

Evaluation of Alternative Burnout Diagnosis Approaches 

A major question of the study was whether the 

alternative approaches to diagnosing burnout differed 

in their apparent usefulness for planning 

organizational change intended to ameliorate burnout. 

The comparison between approaches was based on 

construction of regression and ANOVA models of burnout 

and work environment. Variables related to work 

environment were assumed to be the keys to burnout, and 

thus potential targets for intervention (cf. 

Golembiewski, 1982; Golembiewski et a1., 1987). The 

traditional approach involved using the MBI subscales 

individually, while the alternative approach involved 
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deriving a measure of burnout phase for each 

respondent. 

The study found that the traditional approach 

differed from the phase approach in two major areas: 

how "burned out" the sample was, and which work 

environment variables were most important. 

The traditional approach suggested that burnout 

was low for the sample, from the points of view of the 

individual MBI subscales compared with both published 

norms and with existing studies in the developmental 

disabilities field. Moreover, work environment 

perceptions were positive, in two cases remarkably so, 

in comparison to published norms. Comparison to other 

studies was hindered by the lack of previous research 

using the WES in community residences. Based on the 

above results, the sample can be reasonably evaluated 

as not in need of intervention. 

The phase approach, in contrast, indicated that a 

large portion of the sample was at an advanced stage of 

burnout. When this high burnout group was compared to 

the low burnout group, specific work environment 

aspects were found to be viewed much more negatively by 

the high burnout group than by the low burnout group. 

These results indicate reason for intervention. 

The work environment model generated by the 

traditional approach emphasized the importance 01 
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structural elements such as Work Pressure, Clarity, 

Innovation, and Physical Comfort, although social 

elements were included. The phase approach centered on 

social variables such as Peer Cohesion and Involvement. 

The alternative approaches to diagnosis of burnout 

were different yet complementary. Simplified, the 

traditional approach treated structure as primary, and 

social issues as secondary. The phase approach 

reversed this order. The differentiation between 

structural and social factors as primary is important, 

because each may lead to a set of mutually exclusive 

interventions. For example, Golembiewslci (1982) 

associates team building organizational development 

designs with reduction of stress stemming from poor 

peer relations; as opposed to job redesign 

interventions which are intended to decrease stress 

originating from overload, ambiguity, and other 

structural factors. 

This study was the first known to the researcher 

to apply both traditional and phase approaches to the 

same sample. The study does not permit the conclusion 

that one approach is superior to the other. Indeed, 

although Kim (1990) observed that "the original phase 

model is more appropriate in making intervention 

strategies so as to reduce burnout" than "non-phase 
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models" (p. iii), the present study supports the 

viability of both the phase and traditional models. 

Leiter (1989) and Golembiewski (1989) have argued 

that the traditional and phase approaches are at odds. 

According to Golembiewski (1989), "both models cannot 

be correct" (p. 5). This conclusion is based more on 

logical grounds than on empirical data. The present 

study suggests, in contrast, that both models might be 

correct, yet different. Leiter (1989) objects to the 

phase approach because it "discards a large and 

arbitrarily defined portin of the information provided 

by the MBI for the sake of a 1-dimensional burnout 

measure" (p. 17). Moreover, according to Leiter 

(1989), empirical support for the phase approach does 

little more "than confirm the existence of the 

relatively strong correlations between the emotional 

exhaustion subscale of the MBI and qualities of 

organizational environments" (pp. 17—18). This 

contention is questioned by the present study, which 

found that a regression model based on Emotional 

Exhaustion differed from a model based on phase (see 

Table 4.10). 

The study offers little resolution to the 

controversy about alternative approaches to diagnosing 

burnout in work organizations. Either approach can 

draw support from the study. If anything, the study 
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points to methodological refinements which are needed 

to better test the viability of the alternative burnout 

models. For example, an outcome measure and a 

quasi-experimental research design are warranted. This 

type of testing was beyond the scope of the study. 

Nonetheless one of the strengths of the study lay in 

its use of simultaneous approaches to burnout diagnosis 

in assessing a working sample. 

Limitations: The Research Design Revisited 

The study had several limitations which called its 

reliability and validity into question. The results of 

the study must therefore be interpreted cautiously. 

First, the study was limited by its 

instrumentation and statistical design, in terms of the 

applicability of the WES to small samples. The study 

could not account for variance between the 18 

individual community residences. 

Second, the research method of employing 

self-reporting depended on subjective impressions, and 

assumed the authenticity of responses by the subjects. 

The addition of an independent measure, such as an 

outcome variable, might have improved the validity 01 

the results . 

Third, the subjective basis of the comparison 

between the traditional and the phase approaches to 
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burnout diagnosis limits confidence in the finding that 

the approaches do in fact differ in their utility. 

Although the evaluation of the approaches was 

data-based, more confidence could have been achieved 

with experimental or quasi-experimental methods. 

Fourth, the study did not take into account the 

variability of client degree of disability, which can 

be wide ranging. The study did not control for the 

possible effects of client disability on employees’ 

perceptions of burnout and their work environment. 

However, the study proposed differentiation based on 

program model (Intermediate Care Facility --ICF-- 

versus staffed apartment). This distinction involved, 

among other factors, an assumption that clients served 

by the ICF model were more disabled than clients served 

by the apartment model. 

Fifth, caution must be taken not to infer 

causation in the interpretation of burnout-work 

environment interactions. The study's descriptive 

intentions were to extend burnout research to a new 

sample and to contrast models of burnout. 

Sixth, a significant limitation of the study was 

its inability to control for contemporary political and 

economic events which may have had an impact on the 

public workforce. 
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Seventh, the study was limited by its inability to 

control for the proposition that burnout implies a 

prior state of heightened commitment and energy (Pines 

et al., 1981). For example, a low prevalance of 

burnout could mean that employees either (1) are still 

highly committed, or (2) never were committed. Again, 

an experimental design would help to address this 

1imitation. 

Implications for Management Practice 

Diagnosis of burnout in an organization is one way 

of judging quality of life for the employees. Managers 

may play a role in creating and maintaining quality of 

life on the job as a means of supporting performance. 

Since burnout has been seen as endemic in the human 

service workforce, it follows that the amelioration of 

burnout should be a central concern of managers in the 

field . 

The findings of this study imply that the 

prevalence of burnout is variable across sample groups, 

even within the same occupational group. Measurements 

of burnout should be repeated over time. Comparison 

between organizations may be of little practical value 

to managers . 

Perceptions of work environment are associated 

with burnout regardless of the relative higher or lower 
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burnout levels of the sample. The two approaches to 

diagnosing burnout, being complementary, suggest that 

both be used prior to decisionmaking about 

organizational interventions. Both socially oriented 

and structurally oriented interventions may be viable. 

Programs of change should be designed to include at 

least quasi-experimental conditions, and independent 

outcome measures. The latter can be used to judge 

whether or not a change in burnout or work environment 

perceptions extends to the level of a change in service 

delivery and client outcomes. 

Questions for Further Research 

The study suggested several opportunities for 

further research. The first opportunity, already 

mentioned, involves testing of the traditional versus 

phase approaches to burnout diagnosis using 

quasi-experimental methods. This line of research can 

also help investigate the proposition that quality of 

employee worklife may be directly related to client 

outcomes in human services. 

A second area for research focuses on the 

disparity between the comparative importance of 

structural elements and social factors in accounting 

for burnout in this study's sample. Research along 

this line would compare the effectiveness of 
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interventions emphasizing either social or structural 

variables. 

The study raised questions about one variable, in 

particular Vendor experience. Because Vendor 

experience was found to be significant in several 

instances, it warrants further investigation. Research 

in this area is lacking. A beginning point would be to 

define the key components of the Vendor experience 

variable (such definition was beyond the scope of this 

study). 

A fourth area of research involves examination of 

the issue of the bi-modal distribution of 

burnout-phase. The research literature on burnout 

phase hinges on the designation of high/low cutoffs, 

which seem to produce the bi — modal distribution. As 

Kim (1990) comments, the bi-modal distribution is an 

"awkward feature" of the model (p. 165). 

A fifth area for research concerns this study's 

finding of no significance for the Institutional 

experience variable. A significant distinction was 

expected, based on literature contrasting institutional 

and community environments and worker roles. Further 

research on burnout and work environment contrasting 

employees who work in institutions and employees who 

work in community residences would be helpful. 
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Further research should explicitly deal with the 

question of the role of client disability in burnout 

and in perceptions of the work environment, addressing 

the supposition that burnout is positively associated 

with greater degrees of disability. 

Finally, the question of commitment as a precursor 

to burnout should be investigated. It is unknown 

whether the low burnout of this study’s sample was due 

to a high level of commitment or to the absence of such 

commitment. It has been theorized that burnout implies 

first a high level of commitment, which then 

diminishes. Although the study included a commitment 

variable (Involvement), it was not designed to 

explicitly address this problem. The study did suggest 

that Involvement was a significant variable in the 

regression models of burnout. Research on this topic 

would benefit from designs which track the variability 

of commitment longitudinally. 
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66 Conway Road 
S. Deerfield, MA 01373 
January 15, 1991 

Dear 

As a human service worker you are the key to residents' quality 
of life. Better understanding of your work experience can lead to 
improvement of everyone's quality of life. Too often the experience 
of workers on the frontlines is overlooked by those in charge. 

I am a doctoral student at the University of Massachusetts. 
I'm researching workers' perceptions of their jobs in community 
residences in Western Massachusetts. You have been randomly selected, 
from a larger group of workers in community residences, to be invited 
to be included in my study. My study is authorized by Steven Bradley, 
Director of DMR's Community Service Center-West. 

I hope you will take advantage of this chance to share your 
views. Your participation is critical: only you know how you feel 
about your job. However, your participation in the study is 
completely voluntary. Participation is not a requirement of your 
job. If you choose not to participate, there will be no consequences 

on the job. „ , . _ 
If you do choose to participate in the study, please complete 

and return the three enclosed survey forms. You may complete the 
surveys at work. (Be sure to ask your supervisor to give you the 
time.) Please complete the surveys yourself. Do not give the forms 
to a coworker. I will be appreciative if you return the forms right 

away in the enclosed stamped envelope. 
- You are assured of complete confidentiality of your answers. 
The survey forms are marked with an identification number for filing 
purposes only, so I can check your name off the imailing iist whien 
your forms are returned. Your name will never be placed on the sur ey 

forms, be made public, or be made known to DMR^i^^rted in the 
The information I get from the surveys will be reported in tne 

aggregate in my doctoral dissertation. No individual wil1 

b!9reported. The survey forms "ill be kfpt' atft?y!"ults requested" 
receive a summary of results by writing "copy of resu^s 
on the back of the return envelope along with your name 

Please do not put this information on ^°r^at you a^e 
If you return completed surveys to me 1 in the aggregate 
giving consent for your responses to be included in 99 9 
in the study. Do not complete and return the surveys y 
understand or agree to the conditions of this letJ"e * Diease 

If you have any questions about this res®®r^ 665-43?6. 
feel free to write or call. My phone number is 4 - 

Thank you very much for your help. 

Sincerely, 

George Greiner 
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66 Conway Road 
So. Deerfield, MA 01373 
January 23, 1991 

A week ago you received a packet of survey forms. I asked that 
you complete and return the forms to help me conduct research 
on community residence workers' views of their job. Your views 
are very important, because you work closely with residents. 
A better understanding of your work experience can help improve 
your quality of working life, and residents' quality of life. 

If you haven't yet completed the surveys, please take time now 
to do so. 

If you have completed and returned the surveys, thank you very 
much for your contribution. 

If you have misplaced the forms and would like another set, 
please call me collect (413-665-4316) or send me a note. 

Sincerely, 

George Greiner 

162 



APPENDIX B 

DATA PRINTOUT 

163 



IDNunber: 272 EE: 10 IP: 3 PA: -999999PhaseG: -999999 
I: -999PC: -999SS: -999A: -99910: -99WP: -999C: -999Ctl: -999Inn: -999Com: -999999 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 1 
Contact: 1 State: 1 Educ: 0 SiteGode: 1 QrgCode: 2 

IDNunber: 196 EE: 1 IP: 4 PA: 16 PhaseG: 4 
I: 66 PC: 34 SS: 43 A: 57 TO: 76 WP: 19 C: 61 Ctl: 54 Inn: 42 Cora: 83 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 3 
Contact: 1 State: 2 Blue: 0 SiteCode: 1 QrgCode: 3 

IDNumber: 198 EE: 18 IP: 14 PA: 25 PhaseG: 8 
I: 20 PC: 20 SS: 36 A: 36 TO: 45 WP: 19 C: 61 Ctl: 40 Inn: 26 Con: 83 
Type: 0 Gender: 0 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 2 Educ: 0 SiteCode: 0 QrgCode: 3 

IDNunber: 246 EE: 26 DP: 7 PA: 25 PhaseG: 8 
I: 33 PC: 56 SS: 50 A: 57 TO: 68 WP: 32 C: 68 Ctl: 61 Inn: 48 Com: 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 1 Age: 0 
Contact: 3 State: 1 Educ: 1 SiteCode: 1 QrgCode: 4 

IDNunber: 221 EE: 35 IP: 16 PA: 26 PhaseG: 8 
I: 46 PC: 27 SS: 43 A: 43 TO: 60 WP: 51 C: 68 Ctl: 75 Inn: 53 Com: 76 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 0 
Contact: 3 State: 1 Educ: 2 SiteCode: 1 QrgCode: 3 

IDNunber: 234 EE: 43 IP: 13 PA: 27 PhaseG: 8 
I: 20 PC: 20 SS: 22 A: 16 TO: 45 WP: 70 C: 33 Ctl: 68 Inn: 31 Com: 29 
Type: 1 Gender: 0 Sites: 0 Vendor: 0 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Educ: 1 SiteCode: 0 QrgCode: 4 

IDNunber: 279 EE: 27 IP: 8 PA: 27 PhaseG: 8 
I: 27 PC: 48 SS: 50 A: 36 TO: 15 WP: 25 C: 26 Ctl: 26 Inn: 31 Com: 44 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 1 F/P: 0 Exper: 2 Age: 3 
Contact: 3 State: 2 Educ: 3 SiteCode: 1 QrgCode: 2 

IDNunber: 248 EE: 15 IP: 3 PA: 27 PhaseG: 8 
I: 72 PC: 48 SS: 64 A: 71 TO: 38 WP: 38 C: 61 Ctl: 47 Inn: 70 Com: 76 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 3 
Contact: 3 State: 2 Educ: 3 SiteCode: 1 QrgCode: 3 

IDNunber: 267 EE: 11 DP: 3 PA: 27 PhaseG: 4 
I: 72 PC: 77 SS: 64 A: 71 TO: 76 WP: 19 C: 61 Ctl: 33 Inn: 70 Com: 83 
Type: 0 Gender: 0 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

IDNunber: 230 EE: 12 IP: 3 PA: 29 PhaseG: 8 
I: 27 PC: 27 SS: 57 A: 50 TO: 60 WP: 19 C: 61 Ctl: 47 Inn: 48 Com: 91 
Type: 0 Gender: 0 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 1 
Contact: 3 State: 1 Educ: 3 SiteCode: 0 QrgCode: 4 
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IDNunber: 265 EE: 5 DP: 1 PA: 29 PhaseG: 3 
I: 27 PC: 20 SS: 22 A: 23 TO: 22 WP: 57 C: 40 Ctl: 47 Inn: 26 Ccm: 60 
Type: 1 Gender: 1 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 3 
Contact: 3 State: 1 Educ: 3 SiteCode: 0 Qr^ode: 4 

IDNumber: 194 EE: 16 IP: 2 PA: 30 PhaseG: 8 
I: 46 PC: 41 SS: 57 A: 64 TO: 22 WP: 19 C: 47 Ctl: 33 Inn: 42 Con: 68 
Type: 0 Gender; 1 Sites: 0 Vendor: 0 Inst: 1 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 1 Blue: 1 SiteCode: 0 QrgCode: 4 

IDNumber: 223 EE: 27 IP: 2 PA: 32 PhaseG: 8 
I: 53 PC: 70 SS: 50 A: 43 TO: 30 WP: 57 C: 40 Ctl: 61 Inn: 31 Can: 68 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 1 Age: 1 
Contact: 1 State: 2 Educ: 2 SiteCode: 0 QrgCode: 5 

IENumber: 249 EE: 29 IP: 16 PA: 32 PhaseG: 8 
I: 20 PC: 48 SS: 50 A: 36 TO: 43 WP: 32 C: 40 Ctl: 47 Inn: 31 Con: 83 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 1 
Contact: 2 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

IDNumber: 224 EE: 8 IP: 6 PA: 33 PhaseG: 4 
I: 66 PC: 48 SS: 79 A: 71 TO: 53 WP: 25 C: 61 Ctl: 54 Inn: 53 Con: 52 
Type: 0 Gender: 1 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 2 
Contact: 1 State: 1 Educ: 2 SiteCode: 0 QrgCode: 3 

IDNunber: 217 EE: 13 IP: 0 PA: 33 PhaseG: 7 
I- 59 PC: 70 SS: 64 A: 71 TO: 45 WP: 44 C: 75 Ctl: 33 Inn: 37 Con: 60 
Type: 1 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 3 
Contact: 0 State: 2 Educ: 2 SiteCode: 0 QrgCode: 5 

IDNumber: 210 EE: 12 IP: 3 PA: 33 PhaseC: 8 
I: 20 PC: 27 SS: 36 A: 43 TO: 7 WP: 38 C: 54 Ctl: 40 Inn. 37 Can. 83 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 3 

Contact: 3 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

IDNumber: 236 EE: 37 IP: -999999PA: 33 PhaseG: -999999 
I: 40 PC: 27 SS: 22 A: 30 TO: 15 WP: 51 C: 33 Ctl: 26 Inn: 37 Con. 52 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 1 Age: 0 

Contact: 3 State: 0 Educ: 0 SiteCode: 1 QrgCode: 4 

IDNumber: 239 EE: 33 DP: 3 PA: 34 PhaseG: 8 
I: 33 PC: 63 SS: 64 A: 64 TO: 53 WP: 38 C: 47 Ctl: 40 Inn: 42 Can. 44 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 0 F/P: 0 Exper: 1 Age. 

Contact: 3 State: 1 Educ: 1 SiteCode: 0 QrgCode: 4 

IENumber: 306 EE: 9 IP: 1 PA* 34 PhaseG. 3 
x. dq pr. 77 SS- 64 A- 78 TO: 68 WP: 25 C: 47 Ctl: 47 Inn. 59 Can. 83 
Type: 0 Gender: o'Sites:! Vendor: 1 Inst: 1 Super: 1 F/P: 1 Exper: 0 Age: 2 

Contact: 2 State: 0 Educ: 1 SiteCode: 1 QrgCode: 2 
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IENumber: 207 EE: 0 IP: 0 PA: 34 PhaseG: 3 
I: 72 PC: 77 SS: 72 A: 64 TO: 68 WP: 25 C: 75 Ctl: 47 Inn: 59 Com: 91 
Type: 1 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 2 
Contact: 3 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

IENunber: 189 EE: 22 IP: 8 PA: 35 PhaseG: 8 
I: 40 PC: 27 SS: 72 A: 43 TO: 30 WP: 70 C: 47 Ctl: 61 Inn: 26 Con: 21 
Type: 1 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 0 State: 1 Educ: 2 SiteCode: 0 QrgCode: 4 

UNumber: 285 EE: 27 DP: 15 PA: 35 PhaseG: 8 
I: 33 PC: 48 SS: 57 A: 64 TO: 53 WP: 32 C: 68 Ctl: 54 Inn: 53 Com: 37 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 1 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Educ: 1 SiteCode: 1 QrgCode: 2 

lINumber: 227 EE: 3 IP: 1 PA: 35 PhaseG: 3 
I: 72 PC: 56 SS: 64 A: 78 TO: 68 WP: 25 C: 68 Ctl: 40 Inn: 64 Com: 91 
IVpe: 1 Gender: 1 Sites: 1 Vendor: 1 Inst: 1 Super: 0 F/P: 1 Exper: 0 Age: 0 
Contact: 0 State: 0 Educ: 1 SiteCode: 1 QrgCode: 3 

KNunber: 250 EE: 18 DP: 2 PA: 36 PhaseG: 8 
I: 72 PC: 63 SS: 36 A: 64 TO: 68 WP: 64 C: 75 Ctl: 40 Inn: 42 Ccxn: 68 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 0 Super: 0 F/P: 1 Exper: 2 Age: 1 
Contact: 1 State: 2 Educ: 1 SiteCode: 0 QrgCode: 3 

IENumber: 240 EE: 54 IP: 12 PA: 36 PhaseG: 8 
I: 40 PC: 41 SS: 57 A: 36 TO: 30 WP: 64 C: 26 Ctl: 54 Inn: 37 Com: 37 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 1 F/P: 0 Exper: 1 Age: 1 
Contact: 3 State: 0 Educ: 0 SiteCode: 0 QrgCode: 4 

KNumber: 278 EE: 2 DP: 0 PA: 36 PhaseG: 3 
I: 14 PC: 56 SS: 57 A: 50 TO: 7 WP: 19 C: 33 Ctl: 47 Inn: 42 Com: 44 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 1 Age: 0 
Contact: 3 State: 0 Educ: 1 SiteCode: 1 QrgCode: 2 

TOmber: 310 EE: 44 IP: 8 PA: 36 PhaseG: 8 
I: 53 PC: 48 SS: 14 A: 50 TO: 60 WP: 70 C: 40 Ctl: 61 Inn: 38 Com: 76 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 2 
Contact: 3 State: 0 Educ: 2 SiteCode: 1 QrgCode: 2 

HMmber: 293 EE: 28 DP: 5 PA: 36 PhaseG: 8 
I: 46 PC: 48 SS: 36 A: 78 TO: 53 WP: 51 C: 54 Ctl: 54 Inn: 59 Com: 68 
Type: 1 Gender: 0 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Educ: 1 SiteCode: 1 QrgCode: 2 

IDNuraber: 205 EE: 0 IP: 0 PA: 36 PhaseG: 3 
I: 59 PC: 63 SS: 79 A: 78 TO: 76 WP: 19 C: 75 Ctl: 61 Inn: 70 Com: 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 1 Exper: 0 Age: 1 
Contact: 1 State: 0 Educ: 2 SiteCode: 1 QrgCode: 3 
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IDNunber: 219 EE: 4 IF: 2 PA: 36 PhaseG: 4 
I: 53 PC: 63 SS: 72 A: 71 TO: 68 WP: 38 C: 68 Ctl: 54 Inn: 59 Com: 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 1 Exper: 1 Age: 1 
Contact: 1 State: 1 Educ: 0 SiteCode: 1 QrgCode: 3 

UNunber: 252 EE: 9 IF: 1 PA: 37 PhaseG: 8 
I: 59 PC: 63 SS: 64 A: 57 TO: 60 WP: 32 C: 61 Ctl: 68 Inn: 64 Com: 83 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 0 F/P: 0 Exper: 1 Age: 2 
Contact: 3 State: 0 Educ: 0 SiteCode: 0 QrgCode: 4 

IDNunber: 305 EE: 1 IF: 0 PA: 37 PhaseG: 3 
I: 20 PC: 41 SS: 64 A: 57 TO: 53 WP: 25 C: 61 Ctl: 54 Inn: 31 Com: 44 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 1 Super: 1 F/P: 1 Exper: 1 Age: 1 
Contact: 2 State: 1 Educ: 2 SiteCode: 1 QrgCode: 2 

HMumber: 280 EE: 14 IF: 1 PA: 37 PhaseG: 7 
I: 46 PC: 34 SS: 22 A: 50 TO: 30 WP: 38 C: 40 Ctl: 54 Inn: 48 Com: 52 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 3 
Contact: 0 State: 2 Educ: 2 SiteCode: 1 QrgCode: 2 

IDNumber: 187 EE: 9 IF: 0 PA: 38 PhaseG: 1 
I: 46 PC: 63 SS: 72 A: 71 TO: 53 WP: 44 C: 54 Ctl: 40 Inn: 53 Com: 60 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Educ: 0 SiteCode: 0 QrgCode: 3 

IDNumber: 308 EE: 20 IF: 6 PA: 38 PhaseG: 8 
I: -999PC: -999SS: -999A: -999T0: -999VP: -999C: -99901: -999Inn: -999Com: -999999 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 0 Super: 0 F/P: 0 Exper: 1 Age: 1 
Contact: 3 State: 1 Educ: 1 SiteCode: 1 QrgCode: 2 

IDNumber: 203 EE: 19 DP: 0 PA: 38 PhaseG: 7 
I: 59 PC: 63 SS: 72 A: 57 TO: 60 WP: 25 C: 61 Ctl: 54 Inn: 64 Com: 91 
Type: 1 Gender: 1 Sites: 0 Vendor: 0 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 1 

Contact: 3 State: 1 Educ: 1 SiteCode: 1 Qr^ode: 4 

IDNumber: 209 EE: 23 DP: 1 PA: 39 PhaseG: 7 
I- 46 PC: 41 SS: 50 A: 64 TO: 68 WP: 51 C: 68 Ctl: 68 Inn: 31 Com: 83 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 3 

Contact: 3 State: 2 Educ: 0 SiteCode: 0 QrgCode: 3 

IENumber: 213 EE: 33 DP: 4 PA: 39 PhaseG: jj T Q_ _ . m 
I: 59 PC: 34 SS: 43 A: 57 TO: 53 WP: 57 C: 40 Ctl: 33 Inn: 37 Com. 60 
Type: 1 Gender: 1 Sites: 1 Vendor: 0 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 1 

Contact: 1 State: 2 Educ: 1 SiteCode: 0 QrgCode: 3 

IDNumber: 257 EE: 11 DP: 9 PA: 39 PhaseG: 4 
I: 72 PC: 77 SS: 72 A: 78 TO: 53 WP: 19 C: 68 Ctl: 40 Inn: 64 Cam. 9 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 2 Age: 

Contact: 3 State: 2 Educ: 0 SiteCode: 1 QrgCode: 3 
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IENumber: 245 EE: 20 DP: 2 PA: 39 PhaseG: 8 
I: 66 PC: 56 SS: 57 A: 50 TO: 53 WP: 32 C: 68 Ctl:*47 Inn: 59 Cera: 83 
Type: 1 Gender: 0 Sites: 1 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 2 
Contact: 1 State: 2 Educ: 2 SiteCode: 1 QrgCode: 4 

IDNuraber: -999999 EE: 13 DP: 1 PA: 40 PhaseG: 5 
I: 40 PC: 56 SS: 50 A: 64 TO: 30 WP: 32 C: 47 Ctl: 47 Inn: 37 Con: 21 
Type: 1 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Blue: 2 SiteCode: -90rgCode: -999999 

IENumber: 238 EE: 5 DP: 3 PA: 40 PhaseG: 2 
I: 66 PC: 77 SS: 72 A: 57 TO: 60 WP: 32 C: 75 Ctl: 40 Inn: 53 Cora: 76 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Educ: 1 SiteCode: 0 QrgCode: 3 

IDNumber: 226 EE: 20 DP: 8 PA: 40 PhaseG: 6 
I: 27 PC: 34 SS: 64 A: 64 TO: 45 WP: 25 C: 40 Ctl: 33 Inn: 64 Com: 83 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 1 
Contact: 1 State: 2 Educ: 0 SiteCode: 1 QrgCode: 2 

IENumber: 243 EE: 15 IF: 0 PA: 41 PhaseG: 5 
I: 72 PC: 63 SS: 72 A: 78 TO: 76 WP: 19 C: 75 Ctl: 47 Inn: 64 Con: 91 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 1 
Contact: 1 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

HNumber: 228 EE: 11 DP: 4 PA: 42 PhaseG: 2 
I: 72 PC: 70 SS: 72 A: 57 TO: 60 WP: 64 C: 68 Ctl: 75 Inn: 70 Com: 60 
Type: 1 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 0 F/P: 0 Exper: 2 Age: 3 
Contact: 3 State: 2 Educ: 0 SiteCode: 0 QrgCode: 3 

IDNumber: 235 EE: 13 IF: 3 PA: 42 PhaseG: 6 
I: 66 PC: 48 SS: 64 A: 78 TO: 60 WP: 38 C: 68 Ctl: 54 Inn: 64 Com: 60 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 2 Educ: 1 SiteCode: 0 QrgCode: 3 

IDNuraber: 244 EE: 0 EF: 6 PA: 42 PhaseG: 2 
I: 33 PC: -999SS: -999A: 36 TO: 60 WP: 64 C: 47 Ctl: 68 Inn: 37 Cora: -999999 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 3 
Contact: 3 State: 1 Educ: 0 SiteCode: 0 QrgCode: 4 

IDNuraber: 255 EE: 14 IF: 5 PA: 42 PhaseG: 6 
I: 59 PC: 34 SS: 50 A: 36 TO: 38 WP: 38 C: 40 Ctl: 33 Inn: 37 Cora: 76 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 0 Age: 0 
Contact: 3 State: 0 Educ: 1 SiteCode: 0 QrgCode: 4 

IENumber: 266 EE: 30 IF: 2 PA: 42 PhaseG: 6 
I: 59 PC: 34 SS: 43 A: 57 TO: 45 WP: 44 C: 61 Ctl: 40 Inn: 31 Com: 44 
Type: 1 Gender: 1 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 2 
Contact: 2 State: 2 Educ: 3 SiteCode: 0 QrgCode: 5 
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IDNumber: 275 EE: 23 DP: 4 PA: 42 PhaseG: 6 
I: 59 PC: 63 SS: 64 A: 57 TO: 60 WP: 51 C: 75 Ctl: 54 Inn: 31 Com: 91 
Type: 1 Gender: 0 Sites: 1 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 2 
Contact: 1 State: 2 Educ: 3 SiteCode: 0 QrgCode: 5 

IDNumber: 206 EE: 3 DP: 0 PA: 42 PhaseG: 1 
I: 46 PC: 43 SS: 36 A: 36 TO: 22 WP: 19 C: 47 Ctl: 19 Inn: 31 Com: 83 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

UEumber: 263 EE: 7 IP: 0 PA: 42 PhaseG: 1 
I: 53 PC: 63 SS: 64 A: 50 TO: 68 WP: 38 C: 61 Ctl: 54 Inn: 59 Com: 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 1 
Contact: 1 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

IDNumber: 264 EE: 1 DP: 3 PA: 42 PhaseG: 2 
I: 66 PC: 77 SS: 64 A: 64 TO: 76 WP: 25 C: 75 Ctl: 40 Inn: 59 Com: 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 1 Exper: 2 Age: 2 
Contact: 1 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

IDNumber: 259 EE: 19 DP: 6 PA: 42 PhaseG: 6 
I: 20 PC: 20 SS: 29 A: 30 TO: 22 WP: 44 C: 40 Ctl: 40 Inn: 26 Com: 37 
Type: 0 Gender: 0 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 1 
Contact: 3 State: 0 Educ: 0 SiteCode: 1 QrgCode: 4 

IDNumber: 218 EE: 16 IP: 0 PA: 43 PhaseG: 5 
I: 59 PC: 56 SS: 64 A: 71 TO: 45 WP: 44 C: 54 Ctl: 47 Inn: 48 Com: 60 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 2 Educ: 1 SiteCode: 0 QrgCode: 3 

IDNumber: 274 EE: 5 IP: 0 PA: 43 PhaseG: 1 
I: 72 PC: 70 SS: 57 A: 64 TO: 60 WP: 25 C: 68 Ctl: 40 Inn: 53 Com: 91 
Type: 1 Gender: 1 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 2 
Contact: 3 State: 1 Educ: 1 SiteCode: 0 QrgCode: 3 

IDNumber: 309 EE: 32 IP: 3 PA: 43 PhaseG: 6 
I: 59 PC: 48 SS: 72 A: 43 TO: 30 WP: 57 C: 54 Ctl: 33 Inn: 59 Com: 60 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 2 State: 2 Educ: 2 SiteCode: 1 QrgCode: 2 

IDNumber: 277 EE: 7 IP: 0 PA: 43 PhaseG: 1 .. 
I: 40 PC: 48 SS: 22 A: 57 TO: 22 WP: 25 C: 33 Ctl: 40 Inn: 31 Com: 44 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 0 Age: 0 

Contact: 3 State: 0 Educ: 2 SiteCode: 1 QrgCode: 2 

KNumber: 268 EE: 6 DP: 0 PA: 43 PhaseG: 1 
I: 66 PC: 63 SS: 64 A: 64 TO: 68 WP: 25 C: 68 Ctl: 47 Inn: 64 Com. 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 

Contact: 3 State: 2 Educ: 0 SiteCode: 1 QrgCode: 3 
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UNumber: 211 EE: 11 DP: 0 PA: 43 PhaseG: 1 
I: 72 PC: 63 SS: 64 A: 71 TO: 45 WP: 19 C: 68 Ctl:*54 Inn: 64 Ccm: 91 
Type: 1 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 2 
Contact: 1 State: 2 Educ: 0 SiteOode: 1 QrgCode: 3 

UNumber: 216 EE: 11 DP: 0 PA: 43 PhaseG: 1 
I: 72 PC: 63 SS: 64 A: 71 TO: 53 WP: 44 C: 75 Ctl: 54 Inn: 70 Can: 83 
Type: 1 Gender: 0 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 2 
Contact: 1 State: 2 Educ: 1 SiteCode: 1 QrgCode: 3 

UNumber: 269 EE: 0 DP: 0 PA: 43 PhaseG: 1 
I: 59 PC: 41 SS: 64 A: 43 TO: 60 WP: 25 C: 61 Ctl: 61 Inn: 48 Can: 83 
Type: 0 Gender: 0 Sites: 1 Vendor: 1 Inst: 1 Super: 0 F/P: 0 Exper: 0 Age: 3 
Contact: 3 State: 0 Educ: 0 SiteCode: 1 QrgCode: 4 

UNumber: 302 EE: 23 DP: 6 PA: 44 PhaseG: 5 
I: 27 PC: 27 SS: 22 A: 36 TO: 22 WP: 38 C: 61 Ctl: 61 Inn: 26 Con: 76 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Educ: 2 SiteCode: 1 QrgCode: 2 

UNumber: 222 EE: 2 IP: 0 PA: 44 PhaseG: 1 
I: 66 PC: 63 SS: 70 A: 64 TO: 68 WP: 19 C: 75 Ctl: 54 Inn: 64 Con: 83 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 2 Educ: 0 SiteCode: 1 QrgCode: 3 

UNumber: 270 EE: 11 IP: 0 PA: 44 PhaseG: 1 
I: 66 PC: 63 SS: 64 A: 57 TO: 60 WP: 25 C: 61 Ctl: 61 Inn: 64 Con: 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 0 F/P: 0 Exper: 1 Age: 2 
Contact: 3 State: 1 Educ: 1 SiteCode: 1 QrgCode: 4 

UNumber: 271 EE: 3 IP: 0 PA: 44 PhaseG: 1 
I: 72 PC: 48 SS: 57 A: 57 TO: 38 WP: 38 C: 61 Ctl: 54 Inn: 70 Con: 76 
Type: 1 Gender: 1 Sites: 1 Vendor: 0 Inst: 1 Super: 0 F/P: 0 Exper: 2 Age: 3 
Contact: 1 State: 1 Educ: 1 SiteCode: 1 QrgCode: 4 

UNumber: 258 EE: 9 DP: 1 PA: 45 PhaseG: 1 
I: 40 PC: 41 SS: 22 A: 23 TO: 45 WP: 32 C: 47 Ctl: 40 Inn: 37 Com: 52 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Expo*: 2 Age: 3 
Contact: 3 State: 2 Educ: 0 SiteCode: 0 QrgCode: 3 

UNumber: 201 EE: 10 DP: 2 PA: 45 PhaseG: 2 
I: 66 PC: 63 SS: 57 A: 78 TO: 68 WP: 32 C: 68 Ctl: 26 Inn: 64 Can: 83 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 0 
Contact: 3 State: 1 Educ: 0 SiteCode: 0 QrgCode: 3 

UNumber: 242 EE: 7 DP: 1 PA: 45 PhaseG: 1 
I: 53 PC: 56 SS: 50 A: 57 TO: 60 WP: 51 C: 61 Ctl: 61 Inn: 59 Con: 68 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 2 Educ: 2 SiteCode: 0 QrgCode: 3 
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IDNumber: 231 EE: 2 DP: 2 PA: 45 PhaseG: 2 
I: 46 PC: 41 SS: 29 A: 30 TO: 22 WP: 19 C: 40 Ctl: 40 Inn: 42 Cora: 76 
Type: 0 Gender: 1 Sites: 1 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 1 Age: 2 
Contact: 3 State: 1 Educ: 1 SiteCode: 0 QrgCode: 4 

IDNumber: 298 EE: 17 IP: 7 PA: 45 PhaseG: 6 
I: 53 PC: 63 SS: 64 A: 71 TO: 22 WP: 25 C: 47 Ctl: 54 Inn: 53 Com: 37 
Type: 0 Gender: 0 Sites: 0 Vendor: 0 Inst: 1 Super: 1 F/P: 1 Exper: 2 Age: 1 
Contact: 3 State: 0 Educ: 2 SiteCode: 1 QrgCode: 2 

IDNumber: 297 EE: 23 EP: 1 PA: 45 PhaseG: 5 
I: 59 PC: 56 SS: 43 A: 71 TO: 38 WP: 38 C: 54 Ctl: 54 Inn: 37 Cora: 60 
Type: 0 Gender: 0 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 2 
Contact: 3 State: 1 Educ: 1 SiteCode: 1 QrgCode: 2 

IDNurnber: 260 EE: 17 IP: 1 PA: 46 PhaseG: 5 
I: 40 PC: 48 SS: 43 A: 57 TO: 30 WP: 44 C: 47 Ctl: 19 Inn: 64 Cora: 52 
Type: 0 Gender: 0 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 2 
Contact: 3 State: 1 Educ: 3 SiteCode: 0 QrgCode: 3 

IDNumber: 261 EE: 10 IP: 0 PA: 46 PhaseG: 5 
I: 66 PC: 77 SS: 72 A: 78 TO: 76 WP: 44 C: 68 Ctl: 26 Inn: 75 Com: 83 
Type: 1 Gender: 1 Sites: 0 Vendor: 1 Inst: 1 Super: 1 F/P: 0 Exper: 0 Age: 3 
Contact: 0 State: 0 Educ: 2 SiteCode: 0 QrgCode: 4 

IDNumber: 212 EE: 17 DP: 2 PA: 46 PhaseG: 4 
I: 59 PC: 48 SS: 64 A: 43 TO: 68 WP: 38 C: 75 Ctl: 75 Inn: 48 Com: 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 0 Inst: 1 Super: 1 F/P: 0 Exper: 0 Age: 1 
Contact: 3 State: 0 Blue: 1 SiteCode: 1 QrgCode: 4 

IDNumber: 220 EE: 1 DP: 0 PA: 46 PhaseG: 1 
!• 66 PC: 70 SS: 57 A: 64 TO: 68 WP: 25 C: 68 Ctl: 61 Inn: 42 Com: 76 
Type: 1 Gender: 1 Sites: 1 Vendor: 1 Inst: 1 Super: 1 F/P: 1 Exper: 2 Age: 2 
Contact: 1 State: 1 Educ: 3 SiteCode: 1 QrgCode: 4 

IDNumber: 199 EE: 6 DP: 1 PA: 47 PhaseG:: 1 . Q1 
I: 72 PC: 77 SS: 72 A: 78 TO: 76 WP: 25 C: 75 Ctl: 33 Inn: 64 Com 91 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 
Contact: 3 State: 2 Educ: 2 SiteCode: 0 QrgCode: 3 

IDNumber: 225 EE: 0 IP: 0 PA: 48 Q1 
I: 66 PC: 63 SS: 72 A: 64 TO: 76 WP: 32 C: 68 Ctl: 26 Inn: 64 Com. 9 
Type: 0 Gender; 1 Sites: 1 Vendor: 0 Inst: 0 Super: 1 F/P: 0 Exper: 2 Age: 
Contact: 3 State: 2 Blue: 1 SiteCode: 0 QrgCode: 3 

Com: 60 
number: 241 EE: 23 DP: 0 PA: 48 J 
I: 33 PC: 20 SS: 50 A: 50 TO: 15 WP: 44 C: 40 Ctl: 54 Inn. 37 
Type: 0 Gender: 1 Sites: 0 Vendor: 1 Inst: 0 Super: 1 F/P: 0 Exper: 1 Age: 1 
Contact: 3 State: 1 Educ: 0 SiteCode: 0 OrgCbde: 4 
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IDNumber: 233 EE: 3 IP: 1 PA: 48 PhaseG: 1 
I: 72 PC: 63 SS: 72 A: 78 ID: 76 WP: 32 C: 75 Ctl: 33 Inn: 64 Com: 91 
Type: 1 Gender: 0 Sites: 1 Vendor: 1 Inst: 0 Super: 0 F/P: 0 Exper: 2 Age: 1 
Contact: 3 State: 2 Educ: 1 SiteCode: 1 OrgCode: 3 
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EMPLOYEE PROFILE 

There are 12 groups of statements 
mark in the space next to the one 
responses will be confidential. 

on this page. For each group, place a check 
statement which best describes you. Your 

Do not write your name on this form. 

_My job is direct service/ paraprofessional. 
_My job is clinical/ professional/ management. 

I am a supervisor of employees. 
I am not a supervisor of employees. 

I am male. 
I am female. 

I have worked with people who have mental retardation for: 
0 to 1 year 

_1 to 5 years 
_more than 5 years 

My age is 16 to 25. 
My age is 26 to 35. 

_My age is 36 to 50. 
_My age is over ! 50. 

The number of hours that I work each week with residents is: 
_0 to 10 
_11 to 20 
_21 to 30 

more than 31 

I have worked for a private mental retardation agency (vendor). 
I have never worked for a private mental retardation agency (vendor). 

My work schedule is full time (40 hours). 
My work schedule is part time (less than 40 hours). 

I have worked in a public institution for people with mental retardation. 
I have never worked in a public institution for people with mental retardation. 

I usually work at only one site (house or apartment). 
I usually work at more than one site (house or apartment). 

My highest level of education can be best described as: 
_High school (even if no diploma) 
_Some college (including Associates or other certificate) 
_Bachelor's degree 
_Graduate degree 

I have been employed by the State for: 
_0 to 1 year 
_2 to 5 years 
_more than 5 years 

Thank you for taking the time to fill out this survey. 
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Mary A. McCarthy 460 cyZadAs ^//aAA^t^/cxrL Sfhe^l 

Mr. George M. Greiner 
66 Conway Road 
South Deerfield, MA 01373 

Re: Survey Research 

Dear Mr. Greiner: 

I am pleased to report that you have formal approval from 
the Department of Mental Retardation to conduct your proposed 
survey research. 

Thank you for your cooperation in supplying us with the 
information and materials necessary for an approval 
determination, keeping us informed of changes in your proposal 
and making the requested modifications. 

Good luck with your dissertation and your Ph.D candidacy. 

Elisa Manner, 
Assistant General Counsel 

EM:ams 
cc: Steven Bradley, 

Director, Community Service Center West 
Margaret Chow-Menzer, 
Deputy General Counsel 
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Mary A. McCarthy 
Commissioner 

Jeffrey Keilson 
Assistant Commissioner 

Steven F. Bradley 
Hfegionat 'Director 

‘The Commonwealth of {Massachusetts 

‘Executive Office of Ehiman Services 

Department of Mental Retardation 

Region 1 

1537 Main Street 

Springfield, Massachusetts 01103 

December 19, 1990 

George Greiner 
66 Conway Road 
South Deerfield, 

Dear Mr 

01373 

Thank ytiu for sharing your research proposal with me. 
I believe your project has merit. As we discussed on 
12/14/90, I will give you my full support. We agreed that 
my support is based on the understanding that the subjects 
of your study will not include any one you directly 
supervise, or employees of Hampden County Program. Further, 
we agreed that it will be an asset to your study to include 
employees of the Commonwealth Program. 

I am looking forward to seeing the results of your 
study, as they may be helpful to all of us in our task of 
managing state operated community residences. Given your 
concurrence with two conditions mentioned in the above 
paragraph, I authorize you to undertake your research. 

Sine 

SV^ven F. Bradley, Director 
Community Service Center 

West 

SFB: b 

177 



APPENDIX E 

CORRELATION TABLES 

178 



T
a
b
le
 E

.l
 C

o
rr

e
la

ti
o

n
 o

f 
Q

n
o
tio

n
a
l 

E
xh

a
u

st
io

n
 a

n
d
 W

ES
 S

u
b
sc

a
le

s 

Cl, r—i t—l rH in O O 
• • • 

8 8 o 
• • 8 o8o 

• • • 
p o 8 o 8 8 o • • • • o 

• • • 

r r r r r r r r r r % � r r r r r r r r r r c r r 

“•S8SSS S 8 88 888 8 8888 • • • • • • • • 

I I 
'0660080 8 8 
©•••••• •• 

fl I I 
888 8888 

• • • • • • • 

f r r r r r r r r r r r r r r r r r r r r r r r 
a. s 

u s s a s. a $ 8 s s a a s a 8 sj a 8 s a § » a s s 

D»H rH rH rH rH 
Q O O O O 
o • • • • 

° u33!ntn833a88Sf2 8833S:!88S!i3!3:;*’£j 
r r r r r r r r r r • r r r r r r .. 

°'|§.3-S|8.i8-§s-s-8.i S§BB8 S.BS». 

& '-S'RSSSRS'RSgSiSPSSrfSSIaSJMRSS 
^ #&f••••••••••• I* ••• 

8 88 8 o • • 
8 8 8 8 8 

i* ,• r r ,* r r r r i* i i i r i i i i i « ' ' ' 
©888 8 8 8 8 8 88§ CX ^ *2-J !3-J 

-« u a a s? s a 3 a 3 3 a s a a a sr a s a a a a a 3 8 
r r 

cxrH (OlQlQricj Q g 
,* ?7"r?Tn#77 r i* i* f f r r r f f >' «# % ' 

% ©888 8 o o 
• • 

o o o o • • • • 8 

“ rH rH pH rH *H 

° °. °. °. 8 ftS8S8S S 
O • • • • * 

3888 
o • • • 

Buw 3 s.« S S S 5. fa S. 3. s So 3 8 8.8. S 3 * 3 8 

ftS8SS 8 3 3 8 8 88 8 
• • • • • • 

M n a S3 8 8 ft ft 8 8 3 3 a 8 8 KIS 8 S H 8 8 8. 3 8 S 
r r r r ,% � r r i' lit ' i 1 1 1 1 1 ' 1 1 1 1 

C H 
00 

a 
•s 

§ 

a 
a 

0 

HI 

179 

C
o

n
tin

u
e

d
, 

n
e

x
t 

p
a

g
e

 



T
a

b
le
 E

.1
 C

b
n

tin
u

e
d

 
& S.§ 8 § §88. § 

S'- S.£8 8g835S)£S8R8!?i88 
ii i i r i c r r r r t* • ,• 

a 3 3 3 8 8 • • • • • 

i i i r f r r r r r r * r * r 

g u asss s s s s s 8 a s a s. s 

& §8 '§ 8 §8338 8 
• • • 

r i* r i* f r r f r r r f r % � r 
P< VQ pd cd cd cd cd cd cd cd 1—* «-1 lO 

d. 8 8 8 °. 8 8 8 °. 8 °. 8 • • Cj • • • • 

S u $ 8 £ S 3 3 8 Si tfi SR JJ R 8 S3 5 

“% � § 8 8 8 

R ^ R8 8F3S8a838?!8?i3Es 
i* r r r r r r r r r r i- r * r 

3 88 3 8 • • • • • 

-= - 88!S8a!3S8883?88S3 • •••••••••••••a 
iii iii i i i i i i i 

a 8 888 88 • • • • • • 

r r f % � r r r r r r r r r r r 
Ph H rH j£) jH ^d 

°. 8 8 °. °. 8 
• • • 

f r r r r r r r r r r r r r r 
04 S g g 8 S 

• • 

f r r * r r r r r r r r r * r 

id) clj ^ d) 

a $ s a h 
^ a a a a b jyj? H0WWWWH<OOO 

• 3Cfqu 

180 



T
a
b
le
 E

.2
 C

o
rr

e
la

ti
o

n
 o

f 
D

e
p
e
rs

o
n
a
liz

a
ti
o
n
 a

n
d
 W

ES
 S

u
b
sc

a
le

s 
% 8 8 8 8 8 8 8 

i i i i i i i ii 
8 8 a8 8 8 

• • • 

t i i i i i 

8 
i i i i i i 
88 o • • • • 8 

“R&gRsgagsasRgsasasaaHaag . - ...gagfll ••#900#9#0 
I I I I I I I I I I I I I I I I I I I I I I 

& 8 8 S8 
• • # • 

'8 

ii i i 
8 8 8 8 8 8 8 

O U r^; VO 
r i* i* i* • r r r r r * r r r i i i i i i i i i ' 

8 8 8 ^8 §8 8 8 

» * 8 S £ 8 8 8 3 3S 3 8 « S 3 q 8. 3 S 8 H 8 8 H 3 

r'r'r r r i* i* i* r r * r r * f f r r r 
*=jj9f*S g g g 888 888 8 D O O Q • • • o • • • • • • 

< “ R 3 3 a 8 8 SR g « 9 $ So 8 R 8 ga 8 « 3 g S W 
i* t* i* i* r i* r i* i* t i i i i ..  1 

&8 88 8 8 8 gg g • • • • 

a “ a s 3 g g g8 s g a s 8. a a 8. a a a a a g a a. a 
ftg88g 8 8 g gg 8 88 8 gg 8 8 

k u g g s a 3 g a g a g a a a s g a. a s g g g a g a 

&3 888883 O • • O • • • 
g gg gggssgg gg 

p 3 « g $; g 8 3 g a 8 g g S 5 ft a s 8 8 g g a g R 
cEgS8a8asooa8co8aaa88gss8a3a 

181 

C
o
n
tin

u
e
d
, 

n
e

x
t 

p
a
g
e

 



T
a

b
le
 E

.2
 C

o
n
ti
n
u
e
d

 
CX 

§ 8 

14 a. s. <s a $ 6 ?i a a r safe a $ 
i i i i i i i* r c f r c i i : 

a 8 S 8 8 8g • • • • % � , 

i r r r r r r r r r r r r • ,• 
& & S8 8 

• • • • 

r ‘ % � r r. 

8 8 8 8 S 
U Sh 

0 0 0 00 00000 0000 
I I I I I I I I I I Il f 

ex 
18. § 8 8 

p ‘‘ssssaassasaaaaa 
f l* l* l* l* I* I* * l* I* I* l* l* * I* 

& 38 o o o o o 
• • • 0 • 

• •. 
I I 

& 8 8 

• •••••••0000000 

i i i i i i i i i i i i i i i 

8 u SJ R S R SJ fl P; g 8 S R 8 8 & 
r r r % � r r r r r r r r r * r 

“% � 88 S8 38S8S 8 
• 0 

000000000000000 

III I I I I I I I I I I I 
ex 8 . 8 8 o o o o 

0 0 0 0 

000 00000000*9 «0 

I I I I I I I I I I I I I I I 

in m in 
<Sj /\ o 

a a a a emu 

182 



T
a

b
le
 E

.3
 C

o
rr

e
la

ti
o

n
 o

f 
P

e
rs

o
n

a
l 

A
cc

a
n

p
lis

h
ra

e
n

t 
a

n
d
 W

ES
 S

u
b
sc

a
le

s 
<tCOOHHMHHN 

r r r * r r * r r 
“•8 8 8 8 

CM 

r * r 
8 8 8 8 

s h s a 3 s 8 ^ 8 8 8 a a a 8 8 a g a 8 q q a q q 

=“• 8 8 
• • 

d ’-88S8a8S888f::88ti888SS8S88a 
® r r r r r r r • r r r f r * r r r f r r r ' r r 

“• S8 8 8 , • • • 

° * S B fl R S 3 S B a 5} 8 B a, 8 <S 3 R 8. H 8 a s a 
.r % � r 

o. g 

bsasaiQaBaaB8&882 H<t-CNOOOn^OC-2Cr7i—» *— 
•? i • • ? • .• r r t • * • r i- • f * ' i 

o. g 

g k 8 8 ^ a 8 a a a. ft a q 8 a a q q sq 8 a q 8 8 8 s 
i* * r * * * I I | i I I I II 

o o 8 8 • • • • 

i i 
8 8 8 

% < * a s a s 8 9 b r a r q a q s s a 3 a q a q s a s 
• •••.••• j*. I 

8 8 8 S 
• • # 

8 u a s. 8 q 8 a q a q q q s s. q a a a s a q a a q a 

a8 as 8 sq 88s S • • • • 

K ** a a « g a s q q a s a s a g q a q a a q q q a 8 

°-S 88 8 q 8 8 8 8 8 • • • • # 

Hxas p; r a a a a a q q q q q a a R q 9 q q q q a 

§ a 

1 

§1 
* e 
<§l 

183 

C
o
n
tin

u
e
d
, 

n
e
x
t 

p
a
g
e

 



T
a
b
le
 E

.3
 C

o
n
tin

u
e
d

 

CX 

r * * r * * i* * * r * * r • * 
* S3 

• • 

R .r. 
o, jg 

d “8 S IRS 8 {Qfi! K18 a SQ 8 ft P5 8 
i’ r r r * r r r i* * r 

D. g 

r * * * * r. 
cx 

3* h a 8 P} a 8 8 q 3 8 8 8 3 q S R 
r r * * r r r r r r r 

cx 

R^q88S3q8qq8888S2 
i* * r * r * * r * i* * i* * r * 

cx 

< ^ q q s q q q 8 q 8 a 8 8 q q q 
f 

cx J9 

8^SR83R8283S3Sq8R 
.r.i* 

8 8 8 3 
• • • • 

g ^saiqias^sifissisa^aa I 
.r.r « 

“• S 8 8 8 8 S 3 | 
8 

M <g 

cF!^S”8«a?33^^«!oSKl fjjj 
•d 1 

•rl 

h lo in in 
O <N /\ O i .3 <• pQ O a a a a h 

aamiSi!"� 

M 

d o 

|3 ® cu 

11 

184 



T
ab

le
 E

.4
 C

o
rr

e
la

tio
n
 o

f 
B

ur
no

ut
 P

ha
se

 a
nd

 W
ES

 S
ub

sc
al

es
 

^3 88 8 8 8 88 

f r r r r r r r r r r r r r r r r r r r r r 
8 8 o 8 8 88 88888 • ••• •• • • • • • • • 

f r r r r r r r r r r r r r r r r r r r r r 
a, 

* * i* i* ' * ' f.r f * i* * * r ’ r * * 
8 8 8 8 8 8 8 o 

° “ R a 5 8 83 3 a 2 & 8 3 3 8 a 8 8 Sf S 8 ft ft 8 9 8 
r 

ftS8888 388 8 

»••••••••••• i i i i i i i i i i i i 

8 83 3 8 

%“8838S88i58aPi8S!83?$888S8 888 
•• ••••••••••• ••!••••••*** 

ft88 88 38 3 88 • • •• •• • 

g ^883 8a8P3SS8 88S33qqaa3q8sa 
r i* r r i‘ r t* ' i' r ' r i i ' ' ' ' ' ' 1 1 1 1 
&8 8 8 

« ^ 8 8 S 3 8 6 8 8 8 8 Pi 8 3 3 PI 8 G PI Pi 3 3 8 
• • •rH*s* • • r f f r r • r r r r r r f r r i i i i i i i i 

ft8 3 8 8 8 iQ pd 
O O 

8 “ 8 8 8 8 Pi 3 8 3 Pi 8 g 3 8 8 3 Pi 8 S 3 3 3 8 3 8 
r ,• ,* i* ,* i* i* • r i* * i* r r < i t i i i i i t i 

“-§3883 83 § 8 8 83 883 g g 

S“3 8 3 8 3 R 8 88388 3 33 3 8 83 83888 
> > > % • % • • f i* f r r r r r r r r r r r r i i i i i i i i 

8 3883 • • • • 

i 
LQ 8eo 

• • • 

M U 

a '$ 

1 

si 

185 

C
o

n
tin

u
e

d
, 

n
e
x
t 

p
a
g
e

 



T
a

b
le
 E

.4
 C

o
n
ti
n
u
e
d

 

o a 8 8 8 
• • • 

S’JSi7!S8$83;3$RI8SSS)68 
r r r * r r r r r r r r r * r 

^ cd pd cd crl '—i O O O O O • • • • • 

r r r % � r r r r r r r r r • r 
a. 

d‘-ssssssasssssasa f.r 
8 8 8 

• • • 

° ^saaaaawasaaaaaa 
r r r r r r i' /% � i* r r r r % � r 

a 88 8 3 88 888 • • • • • • ••• 

4 M 53 3 ft 8 S 8 R q 3 8 R 3 8CR £ 
r 

°* s 

r r f r r r r r r r r r r * r 
8 

* a a $ s. a a » s. s a a a a s a r r r * r r r r r r r r r r 
“•8 8 8 88 • • • • • 

85 “ a 3 a 8« as ag 8 ass a 8. r i* r % � r r r % � r r r c r i' 
§ § s.g.§ 

&5 I 
r r t" \ r r r r r r r r r r r ^ 

“•8 8 8 88 88 $ *• O •• •• g 

M h8S8S8838!3S8333$ £ 
r r % � r r r r r r f r r r ’ r u ^ 

4d 8 
;H ;rt M-l 

rH in UO in 
O <Sl O 

emu asss = 

CO , 

-e1* 

ll 
ft 

186 



APPENDIX F 

WORK ENVIRONMENT SCALE MEANS 

187 



T
a

b
le
 
F

.l
 

M
e
a
n
s
 

a
n

d
 

S
ta

n
d

a
rd
 
D

e
v
ia

ti
o

n
s
 
fo

r 
W

E
S
 

S
u

b
s
c
a

le
s

 

’dOCOOOCOO'NNOOCOO'vfON^HNOON^OHinHOVCO 
cocnvocoH<tv£nnniOHOM»\ocOH<toovoovocoNOD'cr 

^o^mHioooNHoomooiOHvoovooownNHO'co 
H CN i—IHCNi—-ICNi—ICNHCNHi—I CN ,—I M H tN H i—I ,—i M H H 

8 8 

x) 
CO 

ioovoco><fHooooininNinvONONincoNHMr)4 
oor'~NooincoinLnvocNcNi'^votnHO'CfHoooinoocNO 

O'OONOONOONO'^OCOMnNvONvOMNHHvOONH 

mcN^OMnNoO'joomOvosfON^oooNo^aiin 
vOCOinCOO'HHVONNNHNOONvOONHOOCONNvOO 

inmvo^ioNiriooooiONvONh-NvooooinHiriin^i^ 

< E 

x) 
CO 

CNCNvOCOvOvOCOOOr^OCOCNOO<y>'4-ONvOONOO-<tCNr^m 
N^ONCT'CON^cnr)vOvOvOOHOCNOOOvO<tO'CnHCO 

vomoNO<f*<fr^i—icNNnmHcocN'd'NON'tinvovOMo 
inmininioininvoinininiovoio^ioininin'oinininin 

OHO^'tNvoN^NinHinooMnooN'ctcoMOvoo 
<fr^r^oo^-<ONr^covocNoooN'<j''noNCMoooooO'd-o>mo 

vovouO'tfi'^vouor^vovouoinuooocor-'-vovovot-ir^oouooo 

co Er^-cNjLncNivor^oooovovocor^^tooocNi—iocoo^j-oovdoo 
co ocooNNco'£)cocoHH\oomvooc^cocooo<fooa'0'0 

«CfCOvONMOOvOC^Hir)lOls*vOHOHCMvOCMMMMr)CM 
inioinmin^inioinin^ioiniovoininininvoinioimo 

XJOh'CXfm^NOOvOHCO^vOvONON^O'NCOOvOONCO 
m<j-ONOOi^<th'OOooin-<},<tr^cNHNOoorv'Oor^ovOHco 

O E<fM^Cr)lTlCOCOOM^CO*sMnis'CNCOCOOI^CO'd,'d-COh' 
Cl, r^vovoc^'^<j-comcovooO'<tvocNcoovococoLoi^.inr^r^ 

HO'^COONCOlOOHinCOOOO'iOO'vOiOONOCOHH 
inuouououO'tfuouououo-d-<fuONfin<i-<fuououoininuouo 

T)^'cfHi^i^coh-ONCMncO'C)-r^o^inHCOcocoHvo<f^D 
COOOOIv«^'^NHOOOO'ONNO<J'COOOOONOOHC><fM<)- 

NvOIOlOr^OOvOONNvOOOvOCNlOOlONvOvOvOOOvONN'C 

M E o <1- in o vO CN 00 T—1 <1- uo sO Os o oo oo vO oo rH % <t oo rH 

00 rH rH Nf rH r-» vO rH CN CN o SO O 00 o o O Os rH o rH 

• 
Os Os vQ Os vO 00 Os 00 SO uo o CN vO 00 t"> rH <t CN o o uo 

m m in <r uo uo UO sO uo UO NJ- UO uo in uo uo UO uo 

n o o CN Os oo O 00 00 rH sO O v£> uo 00 00 uo vO OO 00 Is- 

00 vO CN 00 m CN UO CN uo co CN rH CN UO oo 'O- vO rH uo CN uo CN 

(1) o i_i m in uo O O A o CD (D •H •H 
a) 

d 

Cl) CO 5_, CO <d CN oo uo o X) E E 4-> 4-1 co 
±J OO CL H 1 uo 1 1 1 UO 4-) 4-1 d •H •H d CO 4-1 rC 

D 4J s > 3 CD 1 vO sO sO U u Ci CD 4-> 4-1 4-> d •H 4-> 

CL 
d 
o 

rH 
CL 
0 

u 
<u 
Cl 

<4-1 
o 

J-i 
a> 
Cl 

CO 

4-> 
a) 

rH 

r—1 
cd 
E 

o 

Cl 

H 

CL 

/\ 

CL 

iH 

CD 

CN 

a) 

OO 

CD 

A 

CD 

CO 
4J 
CJ 

CO 
4-1 
CJ 

o 
XI 
d 

> 

4-1 
rH 
rH 

4-> 
Cl 

•H 
4J 
CO 

•H 

•P 

CO 

CD 
CD 
Ci 

u 
o 

o 
CJ 

•H 
Pi 

Ci 
p 

d 
CO 

O 
55 

CO 
S 

CD 
P W 

X 
w & 

00 
< 

00 
< 

00 
< 

00 
< 

o 
CJ 

o 
CJ 

CD 
> 

o 
55 

d 
p 

cO 
P 

d 
M 

o 
55 

d 
O 

o 
s 

188 

C
o

n
ti
n

u
e

d
, 

n
e
x
t 

p
a
g
e

 



T
a

b
le
 
F

.l
 

C
o
n
ti
n
u
e
d

 

’ONNON^MCNooMnooH^noNcoMocoincocomN 
[omoNvoovocoioino^O\ominnooHocncoHin<t 

o^NtOHco^OMnHONOcri<Moa'0'M<tO'covocnoN 
r—( i—| CN CN i—It—I i—I i—I CN r—l N N r-1 i—I p-1 i—I CN <—I i—I <—I H M N H 

5-1 rtrHCMI^-<fvDOvOincOCNCOrH<d-0<d-CslONOOrHOOr^OCM 
o [SHIOMHHCNNIOO'OCOIOCOOJH^OMNOCOOIOH 
n .. 

OHO>QONOnhOCOOOn^NHCO^hvOOnMO\O^CO 
r^r^vovor^vorv'COvoi^vovor^r^r->vOvor^vDi^>i^'^ovor^ 

-r)v0<tHimr)'000<fNOHinin<f0NM0Nv0^csir)i^vD'j 
COCNnoON^NHvDvOvOinvOvOOOHOOHinvOCOOCOOcn 

st nvO'<ffr)'4''jiocM>d,Ncncnvoinrr)cO'd,si,N'«^'j''*'J 
,—1 r-H i-H i-H t—l i—lr—IrHi—I ?—t I—li-Hi-Hi-Ht—It—I «—I i—I r-I I—I r-I i—Il>-HI 

^ bcmoocnooohocomoh^onnooocsiooo^hojco 
g cNvoo'inoooor^Ovo<fO-<J-OrHONCNjiOh'COooor^avc^ 
l l ##§•#••••••••••••••••* * * 

o><X)OHi--^^'tfvoc^i^vo<r>0'00ou">.-HoocNoo<£Otn 
<t<finin><j-'Ni'<tin<f''3''-3’Nfin<t'3’<i’'4i,in<tin-<i-Nf'inNfr 

T)CArsHQOO'J<tOOM/l^Ms"COONa'\fCOhOi{jO 
raotn?iH^\OHinioiOHMOMnst'<tooo>0'MNMONH 

»#»•»•••••••••••••••••** 
COr)M(Nr)CNCOvOrOCNNHCN<fO<ttNCNCOOO(N^rOH 
r-HrHT-HrHi-HrHi-HrHrHi-HrHi—IrHrHrHrHi—IrHi-H i—Ir-Hr-Hr—1 

_n CM^s^^n-^ooNr^o^omvo-^ooHiNcninipcovo 
Eh EvOCNvO'd-HCnOOOCOvOlOH>vfMninNCOCSCO'Cfh--<tON 

u ooooV'ovoVM^cooNvoooNr^oinr^cjvoajooin 
-<J- LO <t "O' -vt <J" '% d’ <t LO <t <f Nf "Ct Nf 

TunncnrO<fOMT|OOOOONCOI^MMrv'OM»'£)<fOiOin^ 
oS°oSSaNSS^ojioo;«ncnocnino «n s* in ^ xt 

co co* co’ cn st <n* sf vo* <t cn j-* ^* 2 2 2 2 2 2 3 3 233 2 
r_ll__|T_|rHi—|I—I rlrI tH i—lr-« Hli—I rH r-4 rH .—I r-H I—lr-1^-|i—Ii—li— 

« % SSSSaRSSSSSSSBSS8 33 85512S3 

58’3a’8S’58‘3 8SS558aS883aS8a 

% s § 3 IS 8 8 8 a 5 a S S S 8 8 5 8 S 3 5 3 8 3 3 8 

2222222®2232332223333222 

gi e3SSS38388S3RS5SSS8SS8S82 

885888aa558Raa8»S88aa858 

<u 
(U CO 1-1 
4-> 00 *H 
CD 4-> S > 

O 

O $-1 
CO CD 

ao'H o 

ex 
3 
cn 

m in m o o a 
cn co m o 

.-i l ^ ' i 10 ti 
CD I VO VO VO y 
HOr-lAHCNCOA CO CO 

0 CO % p 

o 
•3 
3 

5-i CD 
.. O > 

4_> 
ecu 

4-> 
O 

<U CD 
B B 

•H 
4-> 

•H 
4-) 

4- J 
5- 4 

•H 
4-1 
3 
4-> 
•H 
4-J 
CO 

3 
0) CO 

•H 
4-) _ 
CO 4-J -3 

•H 4-J 
CO 

3 
•H 

4-> 0) 
CU 
U 

189 

C
o
n
ti
n
u
e
d
, 

n
e
x
t 

p
a
g
e

 



T
a

b
le
 
F

.l
 

C
o
n
ti
n
u
e
d

 

T3 CO m is m ON CN m CO NO St 00 m st NO St 
W 00 rs st CO o rH st o o NO 00 i—i CO m NO 

• • • • • • • • • • • • • • • 
00 ON ON ON ON ON st 00 CO O NO rH NO 00 O' 
rH rH rH rH H H CN i—i 1-4 CN rH CN 1—1 rH rH 

o E o is o m o m CO o St CN O' St 1—1 o co 
H CN ON o CN co 00 i—1 o o CN rs CO m o st 

• • • • • • • • • • • • • • • 
i—l CN NO CN CN st NO 00 CN is ON o 00 rs in m m St St m st St st m st St m m co St 

Td is CO 00 O m CN ON CN o in oo CN CN CN CN 
w CN rs ON m co St CN rH NO rs o NO CN rH co 

• • • • • • • • • • • • • • • 
is m co m NO st 00 st m m IS St St st m 
iH r-H rH r-H rH rH rH rH rH rH rH rH rH 1—1 rH 

< E o is 00 00 ON NO CO CO O' rs m NO rH O IS 
o ON rs 00 o ON co st rH ON NO rH m m m 

•<t 00 Is i—1 is m st m 00 St st 00 CN is NO 
m m m m in m m m m m m m NO m st 

Td o on oo o m co 00 CN NO CN CN NO St 00 is 
CO O 00 CN o ON i—1 co st o O rH ON m is NO 

is CO rH st St O' o st NO IS NO NO St O' NO 
rH rH CN rH tH i—i CN rH rH rH rH rH 1—1 rH rH 

CO E m CN 00 o ON CN O m ON st 00 rH O' o NO 
CO ON rH is. o NO NO st st o rH st ON rH m CO 

• • • • • • • • • • • • • • • 

St vO co o m CN CN m m st st St O' NO CN 
m m m m m m m m m m m m in St in 

Td oo CN o ON ON CN |S st NO is st st o co st 
CO NO NO st o St NO NO NO co st st rH co NO o 

• • • • • • • • • • • • • • • 
oo St NO IS. NO NO NO NO NO NO 00 in m CN 00 
iH1 rH H rH rH rH rH rH rH rH rH rH rH rH iH 

O E CO tH o in CO is o m o NO rs 00 00 O' rH 

Oh IS. NO o fs. rs rs 00 is ON o ON O' is CN O' 

|s m CN st CN O' o rs co ON ON CN NO 00 co 
st m m st m st m st in st st m m st st 

Td o rs 00 oo 00 st st NO 00 CN NO CN NO o 00 
CO no o 00 ON 00 co CO st st CN IS CN m m st 

• • • • • • • • • • • • • • • 
rs 00 CO 00 is m no no IS NO m 00 m m NO 
rH rH rH rH rH rH rH rH rH rH rH rH rH rH rH 

l-i E O oo o CO is rH co no m m 00 m ON rH 00 
00 in o rH IS 00 rH |S CO rs i—i m rH CN st 

ON St rH IS. CN ON o is St 00 rH CN O' o NO 
St m in St m st in st m st m in m st st 

G i—l St 00 00 m NO in CO co 00 St NO rs vo CO 
CN co rH m CN rH CN St CO CO st co rH CN 

cx O rH CO O CD r-H m m m 4-J 
G x: rH 1-1 a> o l-i 1 I 1 G 
o o o o P o3 00 o CN /\ o CD 
1-1 CO u rH CO oo CD E PQ CJ 
O <1) G EG Pi CD CD CD CD 4-1 

x: cd X! Td 4-> 4-1 4-> 4-J u 00 00 00 
00 E U CO • • • • cd CO CO CO IP CO o o o 

•H O CO 1-1 Td id 4-> 4-) 4J 4-> o cx J-l l-i 
« CO CQ O W W C/3 C/3 CO CO w < Oh PL. (p 

CD 
00 
CO 
cx 
4-» 
X 
o 
G 

190 



T
a

b
le
 
F

.l
 

C
o
n
ti
n
u
e
d

 

TM^vor^'d'O'iric^covocoHiNNOr^ 
MrovDNstNooHOinMniNooooo) 
##••••••••••••• 

COrsHC^NOCNOOOOOOOOCOvON 
I—l I—ICNHi—ICNCNCNi—I CM >—lr—li—I i—I CM 

s emMoomoo'OO 
O OMA CM 1^ in O'cs 
CJ ••••••• 

CM in H vO <t CM N 
vo vo vo vo 

OOCOONOCOH^ 
r^<fvooooor^.^t 

• ••••••• 
O'CMOOOinO'NOO 
vON'Dv£5n-r^mv£) 

T)HOoocnHHNMDcO'Ct<tcn-stcMn 
MOin<tin*^'DO'i—I N N CM 00 O CO (N 

incMinvocnm<fcn<tooMj-cncn(NMr 

•z: EOcocMoomooOHvocovovo^Ncn 
^ ^NCMCOCOCOvONhONhhOvD 
l__l • •••••••••••*** 

ONl_ir^cMomoor'«oooincMminin 

TJNcnoNOCM^toocMcocnH^cnvo 
fflOO'CMO'OOMJOnHCXfOCOO'O' 
«#••••••••••••• 

NfHcncncMcn-sfcniNcnMi-cMcnocn 
1 ,—( ,—I,—| i—I t—I r-li—It-Hi—Ir-ti-Hi-Hr-Hi-H 

Eocno'cn'OinNMvocMNHOOco 
c_, ooNoococMcnoocnooNO'OcnocM 
I* •) •••••••••••**** 

OMnocMM»oooinoMncoin°OH 
to <d" -<t <}% � 

-dOcMHNMfHO'cONOMncomcoH 
WCMNvOO(X)HvO'C}''NfinC3'0'CMCMC> 

• •••••••••••••• <tcncnocn<f'DOcncncncnonicn 
|rHi—IrHrHr-Ht-Hr-Hr-HrHrHi-HrHrHT-H 

O BOoocMCOconocninHvO'nHON 
HOONooooHOOcncnvDOMfcMOco 

• ••••••••.. vooo^'CfN'DO'voocn^co^r^H 
inminininmst'nvDinLncnvO'cnn 

'OQOnOCncMCOHONOCOCOHCMO' 
CQO'OOOcDOOOOr^HOinNCMCOCM 

incMvDcn<tinin<f';J'ir|irirH^'£5 

Boo<fooHinN'DcMco^^^r!0 LDh'vfoocococMcor^or^cDncMr^ 
. ... • • • • 

vocoor-MfOuoinco^cMHcnnaj 
cocn<rcnncncncncnco^cncncocn 

o 
X 
o 
CO 

X 
00 

•H 

CO 
u 
o 

rH 

CD 
X 
U 
CO 

o 
0) u 
4-J o3 
CO CO 
3 

nz) 
CO 
V-i 

K 

d) 
Q) 
U I I A 
00 O CM A 

in m m 
o 

cu 

X3 T3 

a 
4-1 
co 
4-1 

0) 
4J 
cO 
4-1 

cu 
4-1 
CO 
4-1 

d) 
4-1 
CO pH 
4-1 O 

KCOfflOWWcOCOCOCOH 

4-1 
c 
cu 
B 
4-> 
(-4 
CO 

c«o 
00 00 00 
o o o 

cx u u u 
<3 X Ph Ph 

191 



BIBLIOGRAPHY 

Berkeley Planning Associates. (1977). Evaluation of 
child abuse and neglect demonstration projects, 
1974-1977. Volume IX: Project management and worker 
burnout. Unpublished report. Springfield, VA: 
National Technical Information Service. 

Bersani, H.A., & Heifetz, L.J. (1983). Disrupting the 
cybernetics of personal growth: Toward a unified 
theory of burnout in the human services. In Barry 
A. Farber, (Ed.), Stress and burnout in the human 
service professions. New York: Pergamon. 

Bersani, H.A., & Heifetz, L.J. (1985). Perceived stress 
and satisfaction of direct care staff members in 
community residences for mentally retarded adults. 
American Journal of Mental Deficiency. 90(3), 
289-295. — 

Blatt, B., & Kaplan, F. (1966). Christmas in Purgatory. 
Boston: Allyn & Bacon. 

Blau, P. M., & Meyer, M. W. (1987). Bureaucracy and 
modern society (3d Ed.). New York: Random House. 

Burke, R.J.(1989). Toward a phase model of burnout. 
Group & Organization Studies, J_4.( 1 ) , 23-32. 

Byrne, B. (1989). Teacher burnout: Validating the 
Maslach Burnout Inventory across four educational 
levels. Paper presented at the Annual Meeting of 
the American Psychological Association, New Orleans, 
August 11 . 

Campbell, D., & Stanley, J. (1963). Experimental and 
quasi-experimental designs for research. Chicago: 
Rand McNally. 

Castellani, P. J. (1987). The political economy of 
developmental disabilities. Baltimore: Paul H. 
Brookes Publishing Co. 

Caton, D.J., Grossnickle, W.F., Cope., J.G., Long, 
T.E., & Mitchell, C.C. (1988). Burnout and stress 
among employees at a state institution for mentally 
retarded persons. American Journal on Mental 
Retardation, 93(3) , 300-304. 

192 



Cedoline, A.J. (1982). Job burnout in public education. 
New York: Teachers College Press. 

Chapman, M. S. (1990). Active treatment. In J. F. 
Gardner & M.S. Chapman (Eds.). Program issues in 
developmental disabilities. Second edition. 
Baltimore: Paul H. Brookes. 

Cherniss, C. (1980). Staff burnout: Job stress in the 
human s ervices. Beverly Hills, CA: Sage. 

Constable, J. F., & Russell, D. W. (1986). The effect 
of social support and the work environment upon 
burnout among nurses. Journal of Human Stress, 

1,2(1), 20-26. 

Diliman, D. A. (1978). Mail and telephone surveys: The 
total design method. New York: John Wiley. 

Drude, K. P., & Lourie, I. (1984). Staff perceptions 
of work environment in a state psychiatric hospital. 
Psychological Reports, 54, 263 — 268. 

Dwyer J. H. (1983). Statistical models for the social 
and behavioral sciences. New York: Oxford University 

Press. 

Eisenstat, R. A., & Felner, R. D. (1984). Toward a 
differentiated view of burnout: personal and 
organizational mediators of job satisfaction an 
stress. American Journal of Community Psychology, 

12(4), 411-430. 

Farber, B.A. (1983). Stress and burnout in the human 
service professions. New York: Pergamon. 

Fibkins, W.L. (1983). Organizing helping settings to 

reduce burnout. In Barry A. Farber (Ed.), Stress 
and burnout in the human service professions. Ne 

York: Pergamon. 

Fimian, M.J. (1984). Organizational vaFi®'Jes related 
to stress and burnout in community based progra * 
rd„caFon and Trainins of the Mentally Retarded, 19, 

203-209. 

Fisher, D. L., Docker, J. G., & Fraser, B. J. 
Assessment of teachers' perceptions of scho e e 
environment. Paper presented atAnnual Meet „ 
National Association for Research m Scien 
Teaching, San Francisco, March. 

193 



Freudenberger, H.J. ( 1974). Staff burn-out. Journal of 
Social Issues, 2U) ( 1 ) , 159-165. 

Gaines, J., & Jermier, J.M. (1983). Emotional 
exhaustion in a high stress organization. Academy of 
Management Journal. 26. 4, 567-586. 

Gardner, J. F., & Chapman, M. S. (1985). Staff 
development in mental retardation services. 
Baltimore: Paul H. Brookes. 

Gardner, J.F., & Chapman, M.S. (1990). Program issues 
in developmental disabilities. Second edition. 
Baltimore: Paul H. Brookes. 

Goffman, E. (1962). Asylums. Chicago: Aldine. 

Golembiewski, R.T. ( 1982). Organizational development 
(0D) interventions: Changing interaction, 
structures, and policies. In W.S. Paine (Ed.), Job 
stress and burnout, Beverly Hills, CA: Sage. 

Golembiewski, R.T. (1989). A note on Leiter's study. 
Group £ Organization Studies, ( 1) , 5-13. 

Golembiewski, R. T., Hilles, R., £ Daly, R. (1987). 
Some effects of multiple 0D interventions on burnout 
and work site features. Journal of Applied 
Behavioral Science, 23(3), 295-313. 

Golembiewski, R. T., £ Munzenrider, R. F. (1988). 
Phases of burnout. New York: Praeger. 

Green, K.M., £ Long, L. (1980). Needs of persons with 
developmental disabilities. In J.F. Gardner, L. 
Long, R. Nichols, and D. M. Iagulli (Eds.), Program 
issues in developmental disabilities. Baltimore: 
Paul H. Brookes. 

Hackman, J. R., £ Oldham, G. R. (1975). Development of 
the job diagnostic survey. Journal of Applied 
Psychology, 60, 159-170. 

Hare, J., Pratt, C.C., £ Andrews, D. (1986). 
Predictors of burnout in professional and 
paraprofessiona1 nurses working in hospitals and 
nursing homes. Unpublished paper. Menoomonie, WI: 
University of Wisconsin —Stout , Human Development, 
Family Living, and Community Educational Services. 

194 



Hargrove, D. S. (1985). Review of Maslach Burnout 
Inventory. In J. V. Mitchell (Ed.), The ninth mental 
measurements yearbook. Lincoln, NE: University of 
Nebraska Press. 

House, J. S. (1981). Work stress and social support. 
Reading, MA: Addison-Wesley. 

Hunnicut, A. W., & MacMillan, T. F. (1983). Beating 
burnout: Findings from a three year study. 
Association of Mental Health Administrators Journal, 

10, 7-9. 

Insell, P. M., & Moos, R. H. (1974). Work Environment 
Scale, Form R. Palo Alto, CA: Consulting 
Psychologists Press. 

Jackson, S. E., Schwab, R. L., & Schuler, R. S. (1986). 
Toward an understanding of the burnout phenomenon. 
Journal of Applied Psychology, 7.1(4), 630-640. 

Janicki, M., Jacobson, J., Zigman, W., & Gordon, N. 
(1984). Characteristics of employees of community 
residences for retarded persons. Education and 
Training of the Mentally Retarded, 19(1), 35-44. 

Janicki, M., Krauss, & Seltzer. (1988). Context, 
models, and issues for community residences. In M. 
Janicki, M. Kraus, & M. Seltzer (Eds.), Community 
rssidsnce_s^_lojL_J46_r_s_ojQ_s__with developmental 
disabilities. Baltimore: Paul H. Brookes. 

Johnson, S. M. (1981). Staff cohesion in residential 
treatment. Journal of Youth and Adolescence, ljJ ( )> 

221-232. 

Kahn, R.L., Wolfe, D.M., Quinn, R.P., Snoek, J.D., & 
Rosenthal, R.A. (1964). Organizational stress: 
Studies in role conflict and ambiguity. New York: 

John Wiley & Sons. 

Kanungo, B. N. (1985). Review of the Work Environment 
Scale. In J. V. Mitchell (Ed.), The ninth menta 
measurements yearbook. Lincoln, NE: University o 

Nebraska Press. 

Kilpatrick, A. 0. (1986). Burnout: An empirical 
assessment. Unpublished doctoral dissertation, 

University of Georgia. 

195 



Kim, B-S. (1990). Alternative models of burnout phases: 
Test of the three MBI sub-dimensions, concurrent 
validity, and utilities. Unpublished doctoral 
dissertation, University of Georgia. 

Lakin, K. (1988). Strategies for promoting the 
stability of direct care staff. In M. Janicki, M. 
Kraus, & M. Seltzer (Eds.), Community residences for 
persons with developmental disabilities. Baltimore: 
Paul H. Brookes. 

Lehmann, I.J., & Mehrens, W.A. (1979). Educational 
research. Second edition. New York: Holt, Rinehart, 
and Winston. 

Leiter, M. P. (1988). Burnout as a function of 
communication patterns. Group & Organization 
Studies , J^3( 1 ) , 111-128. 

Leiter, M. P. (1989). Conceptual implications of two 
models of burnout. Group & Organization Studies, 

14(1), 15-22. 

Leiter, M. P., & Maslach, C. (1988). The impact of 
interpersonal environment on burnout and 
organizational commitment. Journal of Organizational 
Behavior , 9_, 297-308. 

Leiter, M. P., & Meechan, K. A. (1986). Role structure 
and burnout in the field of human services. Journal 
of Applied Behavioral Science, 2_2( 1 ), 47-52. 

Lipsky, M. (1980). Street-level bureaucracy. New York: 
Russell Sage Foundation. 

Logo Computer Systems. (1982). Apple Logo. Lachine, 

Quebec, Canada: Author. 

Maslach, C. (1978). The client role in staff burn-out. 
Journal of Social Issues, 34(4), 111-124. 

Maslach, C., & Jackson, S.E. (1981). The measurement of 
experienced burnout. Jrvn_r_ijad__of Occupational 
Behaviour , J2, 99-113). 

Maslach, C., & Jackson, S.E. ( 1986). Maslach burnout;. 
inventory. Second Edition. Palo Alto, CA: Consulting 

Psychologists Press. 

Maslow, A. (1954). Motivation and personality. New 

York: Harper. 

196 



McCord, W.T. (1981). Community residences: The 
staffing. In J. Wortis (Ed.), Mental retardation and, 
developmental disabilities XII. New York: 

Brunner/Mazel. 

Meyer, M. W., & Zucker , L. G. ( 1989). Permanently 
failing organizations. Newbury Park, CA: Sage. 

Moos, R.H. (1986). Work Environment Scale manual. 

Second edition. Palo Alto, CA: Consulting 

Psychologists Press. 

Morgan, G. (1986). Images of organization. Newbury 

Park , CA: Sage. 

Moscovitch, E. (1991). Mental retardation programs: How 

does Massachusetts compare?. Boston: Pioneer 

Institute for Policy Research. 

Pedhazur, E. J. (1982). Multiple regression in 
behavioral research. Second Edition. New York: Holt, 

Rinehart and Winston. 

Perlman, B., & Hartman, E. A. (1982). 3urnout: Summary 

and future research. Human Relations, 35(4), 

283-305. 

Pines, A. M. , Aronson, E., & Kafry, D. (1981). 
Burnout: From tedium to personal growth. New York: 

The Free Press. 

Price, R. H. (1980). Preface. In Cherniss, C. (1980). 

Staff burnout: Job stress in the human services. 

Beverly Hills, CA: Sage. 

Porter, L. (1962). Job attitudes in management: 
Perceived deficiencies in need fulfillment as a 

function of job level. Journal of Applied 

Psychology , 46, 375-384. 

Powers, S., & Gose, K. F. (1986). Reliability and 
construct validity of the Maslach Burnout Inventory 

in a sample of university students. Educational and 

Psychological Measurement, 46.( 1 ), 251-255 . 

Provencal, G. (1987). Culturing commitment. In S. 
Taylor, D. Biklen, & J. Knoll (Eds.), Community 
integration for people with severe disabilities. 

York: Teachers College Press. 

New 

197 



Riggar , T. F., Godley, S. H., & Hafer, M. (1984). 
Burnout and job satisfaction in rehabilitation 
administrators and direct service providers. 
Rehabilitation Counseling Bulletin. 2 7, 151-160. 

Rosenthal, D., Teague, M., Retish, P., West, J., & 
Vessell, R. (1983). The relationship between work 
environment attributes and burnout. Journal of 
Leisure Research. 15.(2), 125-135 . 

Russell, J. A. (1980). A circumplex model of affect. 
Journal of Personality and Social Psvcholoev. 39 
1161-1168. ---1 — 

Sanders, G. S., & Suls, J. (1982). Social psychology of 
health and illness. Hillsdale, NJ: Lawrence Erlbaum. 

Sandoval, J. (1985). Review of Maslach Burnout 
Inventory . In J. V. Mitchell (Ed.), The ninth mental 
measurements yearbook. Lincoln, NE: University of 
Nebraska Press . 

Sarata, B. (1974). Employee satisfaction in agencies 
serving retarded persons. American Journal of Mental 
Deficiency . 79, 434-442. 

Savicki, V., & Cooley, E. (1987). The relationship of 
work environment and client contact to burnout in 
mental health professionals. Journal of Counseling 
and Development, 67, 249-252. 

Schroeder, L. D., Sjoquist, D.L., & Stephan, P.E. 
(1986). Understanding regression analysis. Beverly 
Hills, CA: Sage. 

Stat-Soft (1984). App-Stats statistical package for the 
Apple II. Tulsa, OK: Author. 

Stevens, G. B., & O'Neill, P. (1983). Expectation and 
burnout in the developmental disabilities field. 
American Journal of Community Psychology, 11(6) , 
615-627. 

Sundrum, C. J. (1986). Strategies to prevent patient 
abuse in public institutions. New England Journal of 
Human Services , 6_( 2 ) , 2 0-2 4. 

Taylor, S. J., McCord, W., & Searl, S. J. (1981). 
Medicaid dollars and community homes: The community 
ICF/MR controversy. Journal of the Association for 
the Severely Handicapped, j6, 59-64. 

198 



Thaw, J., & Wolfe, S.F. (1986). The direct-care worker: 
A socio-cultural analysis. In J. Thaw and A. J. 

Cuvo (Eds.), Developing responsive human services. 
Hillsdale, NJ: Lawrence Erlbaum. 

Turnipseed, D. L. (1988). An integrated, interactive 
model of organizational climate, culture, and 
effectiveness. Leadership and Organization 

Development Journal, 9_(5), 17-21. 

Ursprung, A. W. (1986). Incidence and correlates of 
burnout in residential settings. Rehabilitation 

Counseling Bulletin, 2_9(4), 225-239. 

Wade-Campbell , K. N. ( 1986). Work-related variables 
and perceived levels of burnout of therapeutic 

recreation personnel working with long-term 
psychiatric patients in Veterans Administration 

hospitals. Unpublished doctoral dissertation, 

Indiana University. Dissertation Abstracts 

International, 48(9), 2452A. 

Weisberg, H.F., & Bowen, B.D. (1977). An introduction 
to survey research and data analysis. San Francisco: 

W.H. Freeman. 

Weiss, N. R. (1990). The community based intermediate 
care facility for the mentally retarded. In J. F. 
Gardner & M.S. Chapman (Eds.). Program issues in 

develojpm^ 1 disabilities. Second edition. 

Baltimore: Paul H. Brookes. 

Wolfensberger, W. (1972). The principle—o_f_ 
normalization in human services . Toronto: National 

Institute of Mental Retardation. 

Wolfensberger, W. (1975). The origin and nature of our 

institutional models. Syracuse, NY: Human Policy 

Press . 

Yin, R. K. (1989). Case study research. Newbury Park, 

CA: Sage. 

199 




