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Understanding and Reducing Work-Family Conﬂict in the Hospitality Industry 
VINCENT P. MAGNINI 
Department of Hospitality Management, Virginia Tech University, Blacksburg, VA 

Due the nature of the industry, hospitality workers often face workfamily conﬂict (WFC) issues. If not managed properly, WFC can produce many detrimental consequences, including decreased employee performance, job dissatisfaction, lateness, absenteeism, and high turnover. This article synthesizes pertinent WFC literature and explicates a series of measures for reducing WFC in hospitality ﬁrms. Future research directions are also identiﬁed. KEYWORDS Hospitality management, hotel management, hotel human resources, work-family conﬂict 

INTRODUCTION 
The two most important facets of most adults’ lives—family and work—often clash. Work-family conﬂict (WFC) refers to the degree to which the demands of one role make it difﬁcult to ﬁll the demands of the other role (Greenhaus & Beutell, 1985). In other words, as an individual’s situational stressors within a domain increase (e.g., in the family domain), conﬂict surfaces as one domain begins to interfere with the other (e.g., in the work domain) (Skitmore & Ahmad, 2003). Work-family conﬂict is a serious human resources issue. USA Today reports that 32% of employees indicated that balancing work and family demands was their leading job-related concern (Armour, 2002). WFC is on the rise in the United States for a number of reasons: First, the number of dual-career couples is increasing. In 1980 about half of women with children worked outside the home, but this number rose to 70% by 1999 (Oglesby, 2001). Second, the conﬂict between work and family roles is increasing because a larger percentage of single parents are present in the workforce. For 
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example, in 1980 52% of single mothers worked, but this number rose to 73% by 1999 (Oglesby, 2001). Third, the percentage of the U.S. workforce that is categorized as sandwiched (caring for both children and elderly parents simultaneously) has increased in recent years (Huang, Hammer, Neal, & Perrin, 2004; Nichols & Junk, 1997). Fourth, many American workers are realizing that they must earn more money to maintain their chosen lifestyle (Crowley, 1998), consequently they are spending more time at work (Hochschild, 1997). Moreover, in addition to the situational factors described above, several characteristics of the hospitality industry make it a breeding ground for WFC. For instance, personnel in many industries telecommute to reduce their time away from their families, but the high human component required in the hospitality industry makes telecommunicating unfeasible for the vast majority of job positions. Further, many work schedules in the hospitality sector are countercyclical to the work schedules of most other industries. That is, the busiest shifts in hotels and restaurants are often when most other people are off from work (e.g., weekends and holidays). Lastly, recent research indicates that many working in the service sector are particularly susceptible to WFC (Furnham, 2002; Netemeyer, Maxham, & Pullig, 2005). This vulnerability is due to the fact that customer contact jobs are often very intense and stress ﬁlled and employees sometimes carry this stress into their home lives (Netemeyer et al., 2005). In the hospitality literature, limited attention has been devoted to addressing the problems caused by WFC. Nevertheless, hospitality managers must understand how to minimize its negative impact. If not managed properly, WFC can spawn decreased employee performance, job dissatisfaction, lateness, absenteeism, and turnover. The purpose of this article is to respond to this shortcoming in the literature by (1) synthesizing the current and relevant research on the subject; (2) explaining the potential negative consequences of WFC; (3) explicating speciﬁc measures than can be used within the hospitality sector to reduce WFC; and (4) identifying future research directions in the area. 

BACKGROUND 
Work investment is deﬁned as speciﬁc attitudes and behaviors that an individual devotes to work roles (Lobel, 1991). Most adults feel a need for some status and recognition (Lewis & Cooper, 1995), and work provides a means to satisfy these needs. Moreover, individuals like to feel necessary in their job roles—they desire the respect of their peers and positively identify with particular skills (Maslow, 1987). Therefore attitudinal aspects of work investment can include high personal standards for role performance, expressions of pride in a role, and commitment to a role (Lobel, 1991). Commitment to 
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a role describes “the extent to which the person demonstrates a willingness to commit personal resources to assure success in the role or to develop the role” (Amatea, Cross, Clark, & Bobby, 1986, p. 832). Behavioral aspects of work investment include tangible inputs such as hours spent in the role (Greenberger & Goldberg, 1989). Individuals often view their organizational commitment as an obligation to the organization (Taylor, Audia, & Gupta, 1996). The ﬁrm and the individual partake in a series of social exchange transactions in which the ﬁrm expects the individual to be committed; in return the individual expects compensation and support (Skitmore & Ahmad, 2003). The involvement of the individual within the work domain—attitudinal and behavioral work investment—has a robust, positive correlation with satisfaction within that domain (Adams, King, & King, 1996; Frone, Russell, & Cooper, 1992a; Weiner, Muczyk, & Gable, 1987). On the other hand, consistent with previous research (Adams et al., 1996; Frone, 2000; Frone et al., 1992a; Netemeyer et al., 2005), when addressing the issue of WFC, “family” is conceptualized as a nonwork entity that can encompass responsibilities toward spouses, children, nonmarried partners, and home life in general. That being said, family investment is deﬁned as speciﬁc attitudes and behaviors related to an individual’s devotion to family roles (Lobel, 1991). Just as with work investment, attitudinal aspects of family investment include high personal standards for role performance, expressions of pride in a role, and commitment to a role (Lobel, 1991). Behavioral aspects of family investment include participation in family activities and quality of role performance (Lobel, 1991). From a utilitarian perspective, Homans (1976, p. 163) states that “we cannot speak of the degree of reward that a person gets from an activity except in relation to some alternative reward to be obtained from some alternative activity.” In a situation in which net family rewards (rewards minus costs) are lower in value than net career rewards, the person will invest more heavily in career than in family. In a scenario in which net family rewards equal net career rewards, the value of career rewards minus career costs (forgoing family rewards) approaches zero (Lobel, 1991). In such a circumstance, according to Homans, investment in either role is equally probable. Therefore the person who perceives both work and family to be equally satisfying experiences equivalent pressures to invest in both roles (Lobel, 1991). When the two domains are incompatible in some respect, however, then WFC is likely to occur. Interference caused by WFC can be categorized as either external or internal. External interference can be described as outward behavioral interference between work and family (Carlson & Frone, 2003). For example, external interference can occur when participation in one role precludes attendance of an activity in another role. Internal interference, on the other hand, is an internally generated psychological preoccupation 
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with one role while trying to participate in another role (Carlson & Frone, 2003). With the distinction between external and internal interference in mind, WFC can actually be subdivided into three categories: time-based conﬂict, strain-based conﬂict, and behavior-based conﬂict. Time-based conﬂict occurs when time devoted to one role makes it difﬁcult to participate in another role (Greenhaus & Beutell, 1985). In other words, the demands of work and family compete for a ﬁnite amount of an individual’s time. Thus conﬂict surfaces if these roles cannot be fulﬁlled due to time constraints (Crowley, 1998). As previously stated, since both the restaurant and hotel sectors typically require most personnel to work nontraditional shift schedules, this type of WFC abounds in the industry. Strain-based conﬂict, on the other hand, occurs when strain generated in one role intrudes into and impedes successful participation in another role (Greenhaus & Beutell, 1985). For example, marital turmoil is sometimes correlated with decreased productivity at work (Forthofer, Markman, Cox, Stanley, & Kessler, 1996). Conversely, strain at work can interfere with family life. For instance, a hotel or restaurant manager can arrive at home so mentally exhausted that it is difﬁcult to substantively interact with family members. Hospitality workers are highly susceptible to strain-based conﬂict because of the high stress levels associated with many of these sorts of jobs (Netemeyer et al., 2005). Lastly, behavior-based conﬂict can exist when speciﬁc behaviors mandated by one role are incompatible with the behavioral norms of another role (Greenhaus & Beutall, 1985). For example, a line-level restaurant or hotel manager might be expected to demonstrate aggressive and logical behavior at work, but family members likely need emotion and affection (Carlson, Derr, & Wadsworth, 2003). Hence a manager who treats his or her family members like employees will likely experience behavior-based conﬂict (Carlson et al., 2003). Since hospitality management often entails overseeing a diverse set of employees (in terms of their demographics and backgrounds), switching mindsets between the work and home environment can sometimes be a challenge. It is also prudent to note that because the widely accepted deﬁnition of work-family interface identiﬁes it as interrole conﬂict between work responsibilities and home responsibilities, the conﬂict can actually occur in two directions (Carlson & Frone, 2003; Eagle, Miles, & Icenogle, 1997). That is, work-related issues can cause strain at home, and home and family issues can detract from work performance. Interestingly, due to the bidirectional nature of potential conﬂict, a spiral-type escalation of conﬂict is possible (Boyar, Maertz, Pearson, & Keough, 2003). For example, if work stress is strong enough to affect family roles, then the level of conﬂict in the family domain may, in turn, impact work roles, spawning more conﬂict (Boyar et al., 2003). Thus hospitality managers and employees alike must 
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remain aware of and attempt to alleviate both directions of this bidirectional interference. 

NEGATIVE CONSEQUENCES OF WFC ON THE HOSPITALITY FIRM 
High and mismanaged levels of WFC can yield many detrimental consequences for the individual and the hospitality ﬁrm at which the individual is employed. First, WFC has a negative impact on job performance (Aryee, 1992; Goff, Mount, & Jamison, 1990; Netemeyer et al., 2005; Thomas & Ganster, 1995). All hospitality positions are comprised of a combination of in-role performance (IRP) tasks and customer-directed extrarole performance (CDERP) tasks. IRP tasks can be deﬁned as ofﬁcially required performances that serve the goals of or support the technical core of the company (Motowidlo & Van Scotter, 1994). For example, in the hotel business, an IRP task of a front desk associate would be proﬁcient use of the company’s computerized room booking system. CDERP tasks, on the other hand, involve the employees’ extra efforts to take initiatives that improve service when they communicate with customers, as well as conscientious extra efforts to handle customer concerns (Bettencourt & Brown, 1997). More concisely, CDERP tasks can be described as “going the extra mile” (Netemeyer et al., 2005), such as when a front desk associate memorizes a customer’s name from one transaction to the next. A recent empirical study conducted by Netemeyer et al. (2005) found that conﬂict between work and family has a signiﬁcant negative impact on both the IRP and the CDERP tasks of service employees. The IRP dimension of employee performance is diminished because WFC causes job stress which drains the employee of the energy resources that are required to perform these basic and essential tasks (Hobfoll, 2002). Job stress also strips the kinds of emotional and cognitive resources (e.g., patience and empathy) that are required to offer CDERP during a customer interaction (DeJonge & Dormann, 2003; Kahn, 1990). Second, WFC is often linked to job dissatisfaction (Burke, 1998; Frone et al., 1992a; Pleck, Staines, & Lang, 1980). This issue is particularly germane to hoteliers because empirical evidence suggests that, in the service sector, employee satisfaction is directly correlated to customer satisfaction and retention (Maxham & Netemeyer, 2003). Similarly, because WFC is associated with job dissatisfaction, it is also highly correlated with associate and management turnover (Burke, 1998; Frone et al., 1992a; Pleck et al., 1980). This is a particularly critical issue for the hotel business because turnover rates in the industry have been estimated to be as high as 80% (Ghiselli, La Lopa, & Bai, 2001). When stafﬁng costs (the cost of recruiting and screening job applicants), vacancy costs (the reduction in productivity of the entire organization due to being short-handed), and training costs are each considered, the turnover spawned by (or partially spawned by) WFC is a very costly problem for the industry. 
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Effects of role conﬂict between home and work have also include mild family interruptions at work, lateness, and absenteeism (Galinsky & Stein, 1990; Goff et al., 1990; Hammer, Bauer, & Grandey, 2003). Absenteeism is sometimes due, in part, to the psychological distress that is a consequence of WFC (Skitmore & Ahmad, 2003). For instance, evidence suggests that WFC is correlated with depression (Frone, Russell, & Barnes, 1996) and with life and marital dissatisfaction (Greenhaus & Beutell, 1985; Gutek, Searle, & Klepa, 1991; Voydanoof, 1988) that can very easily be manifested in a servicesetting work environment. Lateness and absenteeism can also be triggered by heavy alcohol use, which has been found to be a potential outcome of conﬂict between work and family (Boyar et al., 2003; Frone et al., 1992a). In a similar vein, and related to the decreased job performance outcome described above, WFC can also cause “presenteeism,” which can be described as a lack of psychological availability at work (Cooper & Williams, 1994; Hall & Parker, 1993). In the hospitality business, employees experiencing presenteeism can have severe consequences for the ﬁrm because (1) guests often associate the actions and customer service demonstrated by an individual employee with their overall impression of the company (Netemeyer et al., 2005); and (2) employees in the hospitality industry must regularly perform tasks beyond those associated with routine transactions in order to maintain guest satisfaction in a dynamic work environment. 

REDUCING WFC IN THE HOSPITALITY INDUSTRY Selection and Hiring Measures 
Little (if any) of the current WFC literature discusses recruiting and selection measures than can be utilized by ﬁrms to curb WFC. The absence of such a discussion is not surprising because a company that considers a job candidate’s family situation in the hiring process would be treading on thin legal ice. Nevertheless, two things can be done in the hiring process to partially ameliorate future WFC. First, the job candidate should be clearly warned about any aspects of the job that could potentially spark problems in the individual’s home life. For example, individuals could be warned that they will be expected to regularly work on evenings, weekends, and holidays which can sometimes lead to time-based WFC. The individual can also be warned about the stressful nature of the work itself and that, if unmanaged, it can cause strain-based WFC. Next, also in the hiring process, the candidate can be told about each of the family support programs that the company offers (this discussion is a form of informational support that is detailed in the next section). 

Training and Educational Measures 
Hospitality associates and managers alike should be encouraged to attend a training session in which they can learn about the four styles of coping 
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that can result from WFC. Conducting such a training session may be useful because one of the coping styles (avoidance/resignation) can lead to negative consequences and three (direct action, help-seeking, and positive thinking) can produce positive results (Rotondo, Carlson, & Kincaid, 2003). Thus teaching associates and managers about these coping styles should enhance their ability to recognize them and elicit the proper ones. The ﬁrst coping response that can be presented and discussed in this training session is direct action, which is a focused approach to coping in which the person experiencing the WFC stress takes speciﬁc action to eliminate the stressor (Rotondo et al., 2003). An example of direct action would be to derive a scheduling solution to circumvent recurring workfamily scheduling conﬂicts. The second coping style is called help-seeking and describes attempts to mobilize action and make changes with the help of others (Rotondo et al., 2003). For instance, an associate could work in conjunction with other associates to encourage management to post work schedules further in advance, thus reducing the likelihood of a work-family scheduling conﬂicts. Third, the positive thinking coping style involves the individual exercising increased control to manage thoughts and feelings in an optimistic fashion (Rotondo et al., 2003). This coping style differs from the previous two in that it does not attempt to change the stressor, but instead aims to reduce the ill feelings associated with the conﬂict (Rotondo et al., 2003). Also in terms of coping responses, in this training session it should be stressed that an avoidance/resignation coping behavior is unhealthy. Avoidance/resignation as a coping style involves the individual avoiding the situation, hoping that the situation will resolve itself, or passively accepting the conﬂict, regardless of the stress level (Rotondo et al., 2003). WFC may be compounded by this coping style because neglecting one’s competing demands may contribute to feelings of being “out of control,” which may ultimately bolster the individual’s perceived conﬂict level (Rotondo et al., 2003). In fact, research conducted by Leiter (1991) found that this type of coping behavior is positively correlated with employee burnout. This training session can also be used as an opportunity to emphasize to hotel associates and managers that a number of studies support the correlation between ﬁtness and mental performance (e.g., Neck & Cooper, 2000), the association between ﬁtness and higher levels of energy and bolstered feelings of well-being (e.g., Goldsby & Neck, 2001), and the relationship between ﬁtness and a reduction of anxiety and stress (e.g., Neck & Cooper, 2000). Since WFC is a form of stress, remaining physically ﬁt should serve to reduce perceived levels of WFC. Therefore trainees can be provided literature or referred to Internet sites that describe how to maintain a healthy diet and exercise habits. In this training session, employees should also be instructed to regularly discuss their job roles with their families. If family members have a 
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better understanding of the mission of the company and how their family member contributes to this mission, family support and cohesion can be enhanced. This family cohesion (Smyrnios, Romano, Tanewski, & Karofsky, 2003) and support (Kirrane & Buckley, 2004) are both inversely related to WFC. Along these lines, the company can host events for families so that they (like the employee) can begin to feel a sense of belonging to the company. While family cohesion and support helps reduce WFC, many researchers posit that support is most effective when it emanates from the domain causing the strain (Etzion, 1984; Ganster, Fusilier, & Mayes, 1986; Parasuraman, Greenhaus, & Granrose, 1992). Interestingly, in a study conducted by Clark (2000), when two-parent working families were asked what changes would improve their quality of life while maintaining productivity, a frequent response (second only behind a pay increase) was that ﬁrms should train managers to be more accommodating when family needs surface. Therefore, in addition to general training sessions attended by all, training sessions can also be held speciﬁcally for managers to teach them how to recognize and respond to symptoms of WFC in their employees. While this may seem like an obvious measure, most ﬁrms do not provide managers with this sort of training (Galinsky & Bond, 1998). If managers are well versed in recognizing signs of WFC, the situation can be addressed before many of the negative outcomes surface (e.g., turnover). In these management-speciﬁc training sessions, supervisors can be taught that social support for employees relating to WFC issues actually comes in three forms (House, 1981): (1) instrumental support entails the company actually offering aid and programs; (2) informational support encompasses how well the managers communicate what resources are available; and (3) emotional support involves how well the managers acknowledge and respond to employees’ nonwork needs. Thus managers must realize that without informational support, instrumental support does little good. Further, employee anxiety, irritability, and depression can be reduced when managers show emotional support by encouraging employees to communicate family concerns with others in the work environment (Kossek, Colquitt, & Raymond, 2001). Lastly, managers should be encouraged to foster a welcoming work environment in which employees can readily provide suggestions for better support of the family interface. 

Job Design Measures 
In an effort to reduce WFC, hospitality ﬁrms can make changes in the work itself. Since stressful jobs generate strain-based WFC, managers should continually seek solutions for making jobs less stressful. The optimal way of achieving this is to offer service employees a “voice” in determining certain 
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facets of their jobs (Hughes & Galinsky, 1988; Netemeyer et al., 2005). When employees have the authority to solve work problems, they are likely to have lower levels of stress and also perceive lower levels of WFC (Hughes & Galinsky, 1988). For instance, a manager could revise procedures for scheduling employee breaks that allow workers input into the decision of when they are needed. Hence a culture of employee empowerment can surface that may have the effect of reducing WFC because the work itself is less stressful (Netemeyer et al., 2005). In designing jobs, hoteliers should also strive to minimize role ambiguity, as the current literature indicates that role ambiguity is often an antecedent of WFC (Skitmore & Ahmad, 2003). Role ambiguity occurs when an individual does not have clarity about his or her tasks and domain (Andrews & Kacmaer, 2001). In other words, role ambiguity transpires when individuals are unsure what is expected of them in their work. As ambiguity surrounding work roles increases, individuals exert more mental energy to decipher the uncertainty (Boyar et al., 2003). This, in turn, can exhaust mental energy and attention needed for family roles (Boyar et al., 2003). Hence role ambiguity can serve as a primary driver of strain-based WFC. Predictors of role ambiguity include ambiguous job descriptions, negative relationships with management (Gerstner & Day, 1997), and a lack of information-seeking behavior on behalf of the employee (Auwal, 1996). Also, existing literature indicates that a commitment to communication by management, with formal policies intended to eliminate conﬂicting demands placed on employees, aids in reducing role ambiguity (Krayer, 1986). Thus, in an effort to understand and reduce WFC, hoteliers can include items that measure role ambiguity on their annual employee satisfaction surveys. Table 1 contains a role ambiguity scale that was developed by Rizzo, House, and Lirtzman (1970). While the scale is nearly four decades old, House, Schuler, and Levanoni (1983) conducted a replication study and found that the original scale has sufﬁcient reliability and validity. In fact, Rizzo et al.’s (1970) scale is considered by many researchers to be an acceptable 
TABLE 1 Role Ambiguity Survey Items∗ I feel certain about how much authority I have. I have clear, planned goals and objectives for my job. I am able to act the same regardless of the group I am with. I know that I have divided my time properly. I know what my responsibilities are. I have to “feel my way” in performing my duties. I feel certain how I will be evaluated for a raise or promotion. I have just the right amount of work to do. I know exactly what is expected of me. Explanation is clear of what has to be done. I perform work that suits my values. 
∗ These 

items are adapted directly from Rizzo et al. (1970). 
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measure of role ambiguity (i.e., Boles & Babin, 1994; Harris & Bladen, 1994; Netemeyer, Johnston, & Burton, 1990; Smith, Tisak, & Schmeider, 1993). 

Prioritizing Measures That Cost the Firm Money 
Myriad programs can be implemented that could ultimately reduce WFC within the organization. Many of Fortune’s “100 Best Companies to Work For” offer one or more of the following: • • • • • • • • • Child care Adult day care Family leave Maternity/paternity leave Concierge service for employees (e.g., for errands such as delivering dry cleaning and developing photos) On-site work-family counseling Stress management workshops Employee ﬁtness workshops and facilities Bolstered mental health beneﬁts 

Studies have found that programs such as these can aid personnel recruitment (Galinsky & Stein, 1990; Goff et al., 1990), reduce WFC (Lobel, 1999), improve employee performance and productivity (Galinsky & Stein, 1990; Konrad & Mangel, 2000), and have a positive correlation with a ﬁrm’s stock price (Arthur, 2003). Nevertheless, from a practical perspective, thin proﬁt margins for many hospitality ﬁrms make it unrealistic to offer all of the above programs. Thus perhaps the programs can be listed on the annual employee satisfaction survey and each employee can be given 100 points to allocate between the programs when completing the survey. Analysis of the survey results will then reveal which programs might be most utilized and appreciated by the employees. 

Scheduling Measures 
Although this is seemingly difﬁcult due to the service intensity of the industry, hospitality ﬁrms should devise tactics that allow for more ﬂexibility in scheduling. Work schedule ﬂexibility has been found to be negatively correlated with intention to quit (Aryee, Luk, & Stone, 1998), positively associated with organizational commitment (Scandura & Lankau, 1997), and negatively related to overall perceptions of WFC (Galinsky & Stein, 1990). Again, at ﬁrst glance, building ﬂexibility into scheduling may seem pragmatically unrealistic due to the high human component of the industry, but 
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solutions are, in fact, possible. Because of the vast array of jobs in the industry, rather than blanket, one-size-ﬁts all scheduling solutions, they must be derived by brainstorming ideas on a department-by-department basis. For example, cross training bartenders as wait staff (and vice versa) may allow for schedule ﬂexibility in certain restaurant situations. Also in terms of scheduling, since time spent commuting can create timebased WFC, perhaps employees in certain job roles can be given the option of being scheduled for longer and fewer shifts. For instance, four 10-hour days would require less time commuting than ﬁve 8-hour days. In addition, while extending an employee’s paid leave beneﬁts can be very costly for the organization, creating the option of approved unpaid leave may add to schedule ﬂexibility and ultimately reduce WFC. Lastly, all hotel employees should be urged to use one calendar to log both work and family schedules and appointments. The use of a single, consolidated calendar reduces the likelihood of WFC caused by erroneous double-booking (Delaney, 2005). 

Evaluation of Measures 
The effectiveness of any family-friendly programs that a ﬁrm employs must be periodically evaluated. Thus, for example, the usage rate of any services such as child care or health care facilities should be tracked. Attendance at workshops can also be monitored. In addition, on the employees’ annual satisfaction survey they should be asked to indicate their perceptions of the company’s support of work-family interface. Both qualitative and quantitative data strongly indicate that employee perceptions of WFC are directly correlated with corporate culture (Galinsky & Stein, 1990). Hence, on the survey, employees can be asked to use Likert-type scales to rate the eight dimensions that are contained in Table 2. Galinsky and Stein (1990) found these eight dimensions to be reliable and valid indicators of company responsiveness to work and family issues. It is quite possible that a company as a whole can be perceived by employees as family friendly, but individual managers may not be viewed as 
TABLE 2 Indicators of a Company’s Responsiveness to Work/Family Issues∗ Work/family is a legitimate issue of the organization, relevant to its mission. Work/family efforts have the support of the President or CEO or a powerful “champion.” Someone is in charge of work/family initiatives. Different functional areas are considered together when addressing work/family issues. Work/family policies are assessed and reviewed regularly. There is an emphasis on ﬂexibility. The organizational culture is recognized as central to work/family solutions. Supportive work/family policies are seen as essential in the recruitment and retention of employees. 
∗ These 

items are adapted from Galinsky and Stein (1990). 
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supportive (Thompson, Jahn, Kopelman, & Prottas, 2004). In fact, in many cases employees report differences between organizational support and the support that they receive from their immediate supervisor (Allen, 2001; Kottke & Sharaﬁnski, 1988; Thompson et al., 2004). Nevertheless, supervisor support is a critical component of a family-friendly work environment. Research ﬁndings clearly indicate that work and family policies are ineffective without the support of individual managers (Hughes & Galinsky, 1988; Warren & Johnson, 1995). A hospitality manager is an effective advocate of work and family balance when the individual (1) feels that handling family issues, particularly as they relate to job performance, is a legitimate aspect of his or her job; (2) is well versed about company policies that apply to family issues; (3) is ﬂexible when work and family conﬂicts surface; and (4) addresses employee’s work and family problems fairly and without favoritism (Galinsky, 1988). Consequently these four dimensions should also be rated on employee satisfaction surveys. Survey results will then reveal which managers are truly supportive of the work-family interface and which ones need more training or counseling in the area. Since WFC can be so costly, hospitality ﬁrms may also consider linking these survey results into one or more dimensions of managers’ bonus plans and performance evaluations. 

FUTURE RESEARCH DIRECTIONS 
There are several managerially relevant questions surrounding the topic of WFC that remain unanswered. First, a number of studies indicate that females experience more interrole conﬂict than men (Duxbury & Higgins, 1991; Gutek et al., 1991; Wiersma, 1990), but there is also a sizable body of research that has found little or no gender difference in levels of WFC (Bedeian, Burke, & Moffett, 1988; Frone, Russell, & Cooper, 1992b; Lobel, 1991). Evidently this discrepancy in our current knowledge signals a need for more research into the subject. Stated differently, this discrepancy might be explained by other intervening variables that have yet to be examined. Thus future research should take a closer look at the role of gender in WFC while considering potentially moderating factors such as coping styles, marital status, age, occupation type, and ethnicity. Also, it is plausible that gender differences exist for a certain type of WFC (such as behavior-based conﬂict), but not for other types (such as time-based or strain-based). Other potential future research can be found in the fact that the majority of line-level hospitality workers in the United States are ethnic minorities (Magnini, 2003). That is, since the hospitality industry is comprised of an ethnically diverse workforce, it would be informative to investigate the inﬂuence of culture on WFC. For instance, could a particular work requirement (e.g., working on Sunday) trigger a large amount of WFC in one culture but not in another? Moreover, does the type of WFC experienced (e.g., 
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time-based versus strain-based) vary by culture? And, do coping styles vary by culture? Within the hospitality sector, it may also be informative to delve into the issue of job type. It seems probable that customer-contact jobs would generate more strain-based WFC than non-customer-contact positions, but this prediction has yet to be empirically examined. Likewise, perhaps supervisory roles produce more behavior-based conﬂict than nonsupervisory roles, but again this issue, to date, has not been explicitly investigated. Inquiries such as these could enrich our understanding of WFC within the industry and provide direction in ameliorating the conﬂict. 
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