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Abstract: The purpose of the present study was to identify the relation between burnout syndrome,
work stress, work satisfaction and work-family conflict in a sample of air traffic controllers, taking
in consideration the following variables: age, sex, civil status, work permanence, contract type and
presence or absence of children. In this descriptive-correlational study we used the: MBI-GS of
Burnout Questionnaire, detonating questionnaire Instrument of measurement of Work Stress for
pilots (IMDELP), and the Work- Family Conflict Questionnaire. The sample was 161 Air Traffic
Controllers, through intentional sampling. The results indicate a moderate level of burnout, work-
related stress and work-family conflict. There were significant and directly proportional differences
when analyzing the dimensions of burnout, relating them to the length of work and exhaustion,
exhaustion and conflict work-family, work stress and cynicism.
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Resumen: Esta investigacion tiene por objetivo hallar la relacion entre el burnout, el estrés laboral,
la satisfaccion laboral y el conflicto trabajo-familia en controladores de trafico aéreo, como
variables diferenciales: edad, sexo, estado civil, permanencia laboral, tipo de contrato y presencia
o ausencia de hijos. Esta investigacion es de tipo descriptivo-correlacional de corte transversal.
Se aplicaron los Cuestionario: MBI-GS de Burnout, Instrumento de Medicion de detonantes de
Estrés Laboral para pilotos IMDELP) y el Cuestionario Conflicto Trabajo-Familia. La muestra fue
de 161 personas, mediante muestreo intencionado. Los resultados indican que se obtuvo un nivel
moderado de burnout, estrés laboral y conflicto trabajo-familia, existiendo diferencias significativas
y directamente proporcionales a la hora de analizar las dimensiones del burnout relacionandolas
con extension de las jornadas de trabajo y agotamiento, agotamiento y conflicto trabajo-familia,
estrés laboral y cinismo.
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Introduction

According to Jiménez and Moyano (2008),
there is a strong consensus in the social sciences
that work is one of the most important activities
for the integration and psychological and social
adjustment of individuals. Work is necessity
for people, because it allows obtaining goods
-directly or indirectly- and achieving satisfactory
personal or social compensations. Socially, work
can be considered as a duty to participate in the
efforts of a group, in order to contribute to the
development of society (Moyano & Ramos,
2007). Thus, work has been transcending over
the years from the sphere of the economy
-obtaining goods- to other relevant aspects of
people’s lives -satisfaction and quality of life-,
generating changes in the ways of working and
new social values. Due to this, companies are
interested in generating techniques that allow
them to meet personal needs and promote the
well-being of workers, generating new policies
to improve the conditions for the performance
of their workers (Direccion General del Trabajo,
2018).

Peir6é and Rodriguez (2008) point out that
demographic changes, new markets and new
technologies have generated a large number of
indicators of absenteeism, job dissatisfaction,
work accidents, poor performance and work
stress accompanied by burnout.

According to Aguirre (2015) for samples
of commercial aircraft pilots, it is possible to
conceptualize five potential sources of stress in
the work context:

- Physical conditions of the workplace:
conditions specific to the design and structure
of the workplace, such as ventilation, noise,
lighting, temperature, layout of the physical work
space, rest spaces, hygiene, among others.

- Interpersonal relationships: relationships
and contacts established with other people in the
workplace as hierarchies, peers of the same or
lower hierarchy and relationship with the users
of the services.

- Organizational factors: the system of rules
that regulate the interactions and behaviors of
the individual at work such as policies, schedule
regulations and conditions for benefits.
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- Contents and demands of the work: like
excessive duration of the work, complexity of
the tasks, incapacity to develop abilities and the
systems of turns.

- Work-family conflict or extra organizational
factors: which are all those factors of personal
life that can potentially be harmed by work if
they do not interact with it in a healthy way for
the worker; as, for example: the possibility of
being with your family. It has been identified as
a stressor with influence on working life, faced
with difficulties in balancing the responsibilities
of the work and family spheres (Otalora, 2007).

In relation to this, work stress has been
studied and different explanatory models have
been proposed, since various social conditions
can act as stressors and modify the health of
people (Peird & Rodriguez, 2008; Sadin, 2003).
Likewise, the effects on stress triggers have
been studied, which are not only limited to socio
demographic variables such as age, income
level, gender, among others (Kanner et al., 1981;
Fernandez & Pifiol, 2000), but include other daily
variables where the worker experiences negative
experiences associated with the work context.

Repeated periods of stress usually precede
the burnout syndrome, translated as burn by work,
which results from the interaction of variables in
the work and personal environment, alluding to a
series of symptoms and feelings associated with
work stress. These symptoms are characterized by
emotional exhaustion, lack of energy, distancing
and cynicism towards the recipients, feelings of
incompetence, deterioration of professional self-
concept, and attitudes of rejection towards work
(Gil-Monte & Peiro, 1999; Jiménez & Moyano,
2008; Olmedo et al., 2001). Other diverse
psychological symptoms such as irritability,
anxiety, sadness and low self-esteem and work
dissatisfaction (Moriana, 2006) and physical
symptoms such as respiratory diseases and
allergies (Fu, Lindgren, Wieslander, Janson, &
Norbick, 2016).

Maslach and Jackson (1986) proposed three
dimensions of burnout:

- Emotional exhaustion: are the sensations
of physical exertion and emotional boredom that
occur because of the continuous interactions that
workers must maintain among them.
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- Cynicism or depersonalization: involves the
development of cynical attitudes and responses
towards the people to whom the workers provide
their services, accompanied by an increase in
irritability, where the worker distances himself
from the people with whom he works and the
users of the services, trying to make them guilty
of their frustrations and work problems.

- Low personal efficiency: loss of confidence
in personal fulfillment and the presence of a
negative self-concept as a result of unpleasant
situations.

Feeling lack of competence, effort or
knowledge, lack of expectations, work horizons
and widespread dissatisfaction. Given as
consequence: unpunctuality, abundance of
interruptions, and avoidance of work, absenteeism
and abandonment of the profession.

Work stress and burnout not only trigger
problems in the field of mental / physical health,
of individuals / family, but also have economic
repercussions for organizations. A relationship
has been found between absenteeism, rotations
and work productivity with preventable health
problems related to work stress (Guic, Bilbao, &
Bertin, 2002).

Job satisfaction refers to the quality of
working life in relation to organizational
commitment and elements of work such as
environmental conditions, salary, job security,
promotion possibilities and tasks performed
(Segurado & Argullo, 2002).

Sanchez and Quiroga (1995) studied
three types of couples: traditional, with double
income and with double career. They found
greater satisfaction in single workers with a
higher educational level. Also in women, the
congruence between both worlds predominates:
there is satisfaction or dissatisfaction in both;
whereas in men the incongruity is more frequent:
there is satisfaction in one environment and not
in the other.

When  assessing  risks,  aeronautical
professionals occupy the third place worldwide
among professions with greater exposure
to stress, due to the physical exposure of:

musculoskeletal conditions, hearing, among
others or psychological demands: anxiety,
depression, suicidal ideation, among others

(Aguirre et al., 2015; Wu et al., 2016).

The air traffic controllers (CTA) in Chile are
the personnel in charge of directing the transit
of aircraft in the airspace. Also, maintaining
the airports in a safe, orderly and fast manner,
authorizing the pilots of the aircraft with
instructions and providing information within
the airspace under their responsibility, in order to
prevent collisions between aircraft and obstacles
in the maneuvering area of aerodromes and
airports. Their work is critical since they are in
charge of the lives of several people who travel
on each flight, also worrying about possible
meteorological changes and other unforeseen
events. All this generates constant tension, in
addition to working in the least appropriate
conditions with exposure to noise, heat, among
other factors (Miranda, 2008).

The present research aims to identify if
there is a relationship between work stress and
the perception of burnout, with the possible
implications that these links imply for the quality
of life of the CTAs of Chile.

Method
Process

The study was transversal, with burnout,
work stressors and job satisfaction in traffic
controllers as study variables. [t was also included:
marital status, age, sex, the presence of children,
employment and the type of contract. Single
sample measurements have been used with a
response rate of 10% of the total CTAs contacted.
The univariate and bivariate descriptive statistics
was calculated using the statistical program
SPSS 22.0. It is highlighted that for the data
collection, the participants were asked to sign
informed consent in each scale and the approval
of the research was given in the framework of the
review of the Ethics Committee of the Faculty of
Psychology ofthe University of Salamanca, Spain.

Participants

The sample consisted of 161 CTAs between
30 to 64 years of age. The sampling technique
was non-probabilistic and for convenience. The
following table collects the socio demographic
data characteristic of the sample (table 1).
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Table 1
Sociodemographic data
Data Distribution Frequency Percentage
Man 131 81.4
Sex Woman 30 18.6
Total 161 100.0
=30 21 13.0
31-41 63 39.1
Age 42-52 46 28.6
53-63 26 16.1
=64 5 3.1
Total 161 100.0
Single 34 21.1
Married 111 68.9
Separated 9 5.6
Civil status Divorced 5 3.1
Widower 1 0.6
Other 1 0.6
Total 161 100.0
Yes 130 80.7
. No 30 18.6
Children Lost system 1 0.6
Total 161 100.0
Control tower 32 199
Office of approach control 30 18.6
Control center 71 44.1
Work Area Other 22 13.7
Lost System 6 3.7
Total 161 100.0
Fixed 109 67.7
Temporary 49 30.4
Type of contract Lost System 3 98.1
Total 161 100.0
=5 years 23 14.3
6 A 11 years 23 14.3
Work 12 A 17 years 35 21.7
permanence 18 A 23 years 34 21.1
=24 years 46 28.6
Total 161 100.0
Training place Aeronautical Technical School 161 100.0
Total 161 100.0

Instruments

- Questionnaire (A) MBI-GS (Schaufeli,
Leiter, Maslach, & Jackson, 1996). This
instrument evaluates burnout; it is composed of
15 separate items in 3 dimensions: exhaustion,
depersonalization and personal efficacy. The
items propose affirmations of the personal
attitudes and emotions of the controllers about
their performance and their work in general,
which are answered in the form of a Likert scale
of 6 points that goes from never (1) to always (6).
The reliability of the entire burnout scale in this
CTA sample, measured by the Cronbach alpha
coefficient of internal consistency, is adequate
(o =.849).
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- Instrument for measuring Work Stress
detonators for pilots (IMDELP) (Aguirre et al.,
2015). Evaluates the five dimensions of stressors
described in the theory: physical conditions,
interpersonal  relationships,  organizational
factors, extra organizational factors, content, and
demands of work. Although it is an instrument
created to evaluate work stress triggers in pilots
of commercial aircraft, it was proposed to adapt
the items to the characteristics of the sample.
The answers were collected from a 5-point likert
scale, ranging from (1) “strongly disagree” to (5)
“strongly agree”. The reliability of the scale was
estimated by means of the internal consistency
coefficient of Cronbach’s alpha, in the CTA
sample it was an o equal to .927.
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- Job satisfaction (Aguirre et al., 2015).
Composed of 20 items with affirmative phrases
adapted to the characteristics of the sample,
with five alternative answers on a 5-point lickert
scale ranging from “very dissatisfied” (1) to
“very satisfied “(5). This scale is composed
of dimensions: satisfaction with supervision,
with work, with the physical environment, with
benefits, and with opportunities for participation.

- Perception of performance (Aguirre et al.,
2015). It is a one-dimensional scale of 2 items,
constructed and validated by Aguirre (2006)
and adapted to the characteristics of the present
sample. The response format is a 5-point Likert
scale that ranges from “strongly agree” (1) to
“strongly disagree” (5).

- Psychosomatic symptoms of stress
(Aguirre et al., 2015). To make an assessment of
the physiological activation of stress responses,
a questionnaire validated in previous studies
was used for samples of commercial aircraft
pilots (Aguirre, 2015), which were adapted to
the items according to the characteristics of this
sample. It consists of ten items with affirmative
phrases relating to the individual’s perception of
stress symptoms. Such items should be answered
with a single response alternative on a 5-point
Likert scale, ranging from “strongly agree” (1) to
“strongly disagree” (5).

- Questionnaire (C) Family Work Conflict,
developed by Carlson, Kacmar and Williams
(2000), it is used to measure types of work-family
conflict based on stress, behavior and time, and
has two directions in which gives work conflict
to family and family to work, with a reliability of
.927. The scale is likert type from 1 to 5 with 18
affirmations.

The cohort points were made through
confidence intervals, which were distributed as
follows a) High, b) Low, c) Critical, technique
designed by Vauro (2014) and Aguirre (2015),
for the projection of these values, they had as
source, the median of each interval.

Results

Regarding burnout levels, a low level
prevails, followed by a high degree of affectation
and by critical levels (table 2). This last category
is related to high levels of risk to experience

physical and psychological symptomatology
related to burnout.

Table 2
Burnout incidence percentage of
incidence MBI-GS

Burnout level Percentage
Low 44.2
High 27.3
Critical 26.1
Lost values 2.4

Regarding the dimensions of the MBI-GS
Burnout scale, it can be seen in Table 3 that
personal efficacy is the one with the highest
levels, followed by emotional exhaustion and at
lower levels cynicism.

Table 3
Percentage of incidence for burnout dimensions
Emotional . Effectiveness
Level . Cynicism
exhaustion Personal
Very low 323 50.3 1.9
Low 25.5 224 5
Moderate 31.1 13.7 10.6
High 3.1 6.2 29.8
Very high 11.2 3.7 50.9

Regarding the levels of work stress, the
highest level was found in the content and
work demands dimension, followed by the
extra organizational factors. The controllers
reported the physical conditions of work and the
interpersonal climate as less stressful (table 4).

Table 4
Levels of work stress by dimension (percentages)

Dimension Low  Moderate High
Physicals conditions 63.4 29.8 6.8
Relationships 52.2 44.1 3.7
Organizational factors 41 46.6 12.4
Extra organizational 491 373 13.7
factors

Contents and demands 6.2 322 61.5

The controllers reported better satisfaction
with their work and supervision. While
benefits such as salary, and other remuneration,
participation options and the physical environment
are the ones with the least degree of satisfaction
(table 5).
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Table 5
Satisfaction levels by dimension (percentages)
Level Supervision Benefits Work Participation Amb.lent
physical
Low 23 43.5 16.2 43.5 42.9
Moderate 49.1 40.4 472 31.1 46
High 28 16.1 36 25.5 11.2

Regarding the perceived work performance,
only 3.1% of the sample considers that their
performance in the work context is low; 16.8%
perceive it at a moderate level and 80.1% report
having a high work performance.

In relation to the dimension psychosomatic
symptoms of stress, 88.2% of the sample presents
a low perception of stress; 10.6% manifest a
moderate perception of stress, and only 1.2%
perceives beings stressed.

Table 6 shows the level of work-family
conflict based on its dimensions and the two
directions in which it occurs: work conflict
towards family and family to work. In general,
they reported moderate levels of conflict in the
stress associated with each role, in behaviors and
in temporal demands, as well as with the degree
of work interference in family dynamics.

Significant differences were found in the
exhaustion dimension according to the age range
(F = 2.989, p = .021). Air traffic controllers
in the age range of 53 to 63 years reported a
lower degree of exhaustion than those under
53 or greater than 63 (F = 4.408, p = .044). No
differences were found in cynicism or in personal
efficacy according to age (p > .05).

Significant differences were also found
according to sex: women tend to perceive more
exhaustion than men (F = 4.408, p = .044). These
differences were not found according to sex in the
dimensionscynicismandpersonalefficacy(p>.05).

Regarding the marital status, the presence or
absence of children and the type of employment
contract, they did not have a significant
relationship with any of the dimensions of
burnout, but the work permanence variable did,
although only with the depletion dimension,

Table 6

resulting statistically significant (F = 2.934, p =
.019). While all the air traffic controllers reported
perceiving low levels of exhaustion, those with
5 years of work experience score highest in the
exhaustion dimension.

If they found statistically significant
differences (p <.05) according to age in three
dimensions of work stress: in physical conditions,
in extra organizational factors and in contents
and demands. The controllers of the age group
of 64 years report lower stress than the rest of
the groups, in relation to physical conditions and
extra organizational factors. While the group
aged between 53 and 63 reported a lower level of
stress related to content and demands.

The drivers of the marital status group
“widowers” scored higher when identifying
the contents and demands of work as moderate
stressors, in comparison with the rest of the
groups, who scored low stress level (p <.05).
No differences were found according to marital
status, in the rest of the work stress dimensions.

Drivers without children identify more
work stress related to the physical environment,
although both these and those with children do
not perceive that the physical environment is a
significant trigger (p > .05). No differences were
found in the rest of the dimensions of work stress
according to the presence or not of children.

The group of controllers with a fixed contract
identified more stress in relation to the physical
environment, in comparison with the temporary
contract (F = 4.630, p = .033); although both
groups place low level of stress related to this
factor. No statistically significant differences
were found according to the type of contract, in
the rest of the dimensions of work stress.

Levels of work-family conflict by dimensions

Interference of the work

Level Stress Behavior Time . .
in the family
Low 31.7 273 29.2 27.2
Moderate 66.5 67.7 67.1 67.1
High 0.6 3.1 2.5 2.5
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Controllers with more working time score
lower than those with shorter work time in the
identification of contents and work demands
as stressors (F = 2,523, p = .043); although all
identify low level of stress related to this factor.
No statistically significant differences were
found in the rest of the dimensions of work stress,
according to the work permanence.

Regarding the relationship between job
satisfaction and age, only the group with the
highest age (= 64) scored higher in all satisfaction
dimensions (F=1.801, p=.131).

Both men and women included in the
sample perceive low levels of satisfaction with
work, although women have a more favorable
perception (p <.05); not so with the dimension
satisfaction with the physical environment, in
which men score higher (p <.05). No statistically
significant differences were found in the rest of
satisfaction dimensions according to sex.

Controllers with children have a more
favorable perception of the physical environment
than those without children (F=1.801, p=.131).
No significant difference was found according
to the presence of children with the rest of the
satisfaction dimensions.

Statistically significant differences were
found according to the length of work with the
degree of satisfaction in its different dimensions
(p <.05). However, no differences were found in
the degree of job satisfaction according to the
type of contract or according to marital status (p
<.05). No relationship was found between work
stress, performance and the socio demographic
variables included in the study (p <.05).

On the other hand, it was found that the
contents and demands of the work do not have
a statistically significant relationship with any of
the dimensions of burnout (p > .05).

It was found that the greater the favorable
perception of the interpersonal relationships that
occur in the work, the perception of exhaustion
decreases in the controllers of the sample and
vice versa. On the contrary, the exhaustion report
increases as occupational stressors related to the
physical environment increase, with organizational
and extra organizational factors (table 7).

Table 7
Correlations between exhaustion and dimensions of work stress
%(r)r;ins[lr(;r;: Correlation  Significance p
Relationships -.259 .001
Physical environment 447 .000
Organizational factors 266 .001
Extra organizational factors 430 .000

As the favorable perception of interpersonal
relationships at work increases, the perception
of cynicism decreases and vice versa. The
relationship is positive between cynicism and the
physical environment, organizational factors and
extra organizational factors as triggers of work
(table 8).

Table 8
Correlations between cynicism and dimensions of work stress
\?Vlclglinsstlr(e):zz Correlation  Significance p
Relationships -.321 .000
Physical environment 250 .002
Organizational factors 416 .000
Extra organizational factors 427 .000

By increasing the perception of work stress
according to interpersonal relationships, the
personal effectiveness report also increases,
while the physical environment, organizational
factors and extra organizational factors present
a negative association with personal efficacy
(table 9).

Table 9
Correlations between personal efficacy and dimensions
of work stress

Dimensions

Work stress Correlation Significance p
Relationships 224 .005
Physical environment -.182 .022
Organizational factors =277 .000
Extra organizational factors -.182 .022

The greater the exhaustion, the less job
satisfaction and vice versa; and to greater
cynicism lower work satisfaction and vice versa.
The opposite occurs with personal efficacy,
the greater the job satisfaction, the greater the
personal efficiency and vice versa (table 10).
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Table 10

Correlations between job satisfaction and burnout

Dimensions of burnout

Dimensions

Work satisfaction ~ Exhaustion Cynicism Personal
effectiveness
r p r p r p
Supervision -360 .000  -.309 .000 244 .002
Benefits 253 .001 -.301 .000 248 .002
Job -337 .000  -399 .000 223 .005
Participation options -198  .012 =274 .001 195 .014
Physical environment ~ -258  .001 -.247 .002 p>.05

The greater the degree of exhaustion and
cynicism, the greater the report of psychosomatic
stress symptoms (r =.357, p=.000 and r = .257,
p=.001 respectively). Conversely, the greater the
perception of psychosomatic stress symptoms,
the lower the degree of personal efficacy (r =
-.163, p=.041).

The lower the level of exhaustion and
cynicism, the higher the degree of performance
(r=-282, p=.000 and r = -233, p = .004
respectively). On the other hand, the greater the
perception of performance, the greater the degree
of personal efficacy (r =.241, p =.002).

To the extent that the factors of the physical
environment are identified as stressful, the
perception of conflict between work and family
also increases (r =.370, p = .000).

In addition, it was found that insofar as
organizational and extra-organizational factors
are identified as triggers of stress, the perception
of greater work-family conflict also increases (r =
.397,p=.000 and r =.604, p=.000, respectively).

On the other hand, the higher the perception
of the interpersonal relationships that occur at
work, the lower the perception of work-family
conflict (r =-.258, p =.001).

Onlythefactorcontentanddemandsofthework
isnot significantly related to exhaustion (p>0.05).

Conclusion

Most CTAs perceive critical levels of
burnout syndrome, feeling moderately exhausted
and generating an emotional distancing between
co-workers. This is consistent with the theory, to
allude that chronic work stress or burnout, is one
of the main sources of psychosocial risk at work
(Bausela, 2005, Olmedo et al., 2001).

More than half of the sample indicates
that interpersonal relationships are of high
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quality, being a protective factor of work stress
(Peird, 1999, Diaz et al., 2001). The negative
organizational conditions are low, the controllers
find that the company provides support and favors
the development of their competences. Given the
above, an improvement in job satisfaction can be
expected (Lopez, Osca & Peird, 2007).

The contents and demands of work as
an air traffic controller are perceived as stress
generators; what is consistent with the demands
and responsibilities of the controllers (Miranda,
2008).

It was observed that most of the controllers
of the sample consider that there is a moderate-
low level of conflict, with respect to making the
time available for work and family compatible;
This implies a lower incidence of problems that
are transferred from the work area to the family,
and vice versa (Caviglia, 2016). Given this
result, high levels of job satisfaction would also
be expected, which was consistent with the data,
except in terms of benefits.

The controllers participating in the study
reported moderate to high levels of work
performance, which reduces the economic losses
related to work stress, which are by order of 40%
(Guic, Bilbao, & Bertin, 2002).

Contrary to what was expected in the CTA
Chile, a high level of psychosomatic stress
symptoms was not found; This could be related
to protective factors such as the balance between
family and work demands (Jiménez & Moyano,
2008).

According to the results, among the factors
that could protect CTAs from experiencing
burnout are: interpersonal  relationships
within the organization, job satisfaction and
performance. These factors could reduce the risk
of experiencing emotional distancing, exhaustion
and psychosomatic symptoms related to stress;
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through an increase in the sense of personal
efficacy to meet these demands. On the contrary,
the factors related to the physical environment,
organizational and extra organizational, could be
generators of burnout.

According to the results, as the age increases,
stress seems to weigh more due to the contents
and demands and decreases the relevance of
the physical environment. In addition, the
younger and older, there will be lower levels
of exhaustion. It is known that the more time
spent in a demanding job, the more stress will be
experienced (Serrano, 2001). Protective factors
will be greater work permanence and job stability,
which is added to satisfaction, performance and
interpersonal relationships.

Women have a more favorable perception of
work, but less respect to the physical environment,
in which men score higher. It is possible that this
difference has to do with the positive assessment
of interpersonal relationships, where women tend
to score higher (Ortega & Revilla, 2008).

CTAs with children have a more favorable
perception of the physical environment of
work and are more satisfied than those without
children. This result was contrary to what was
expected (Cifre & Salanova, 2004), perhaps due
to the use of resources to balance family and
work demands.

For the latter, Widowed CTAs tend to report
more stress, which is related to less availability of
supportresourcesthatcouldcushionworkdemands.
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