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Playfulness is a new concept in tourism studies that can assist in training employees
and serve as a tool for human resource management and employee motivation. In this
regard, this research examines the role of the playfulness of tour guides on their job
burnout and intention to leave the job. The research method was descriptive-
correlational and applied in orientation. The statistical population of the study
consisted of tour guides, with the sample size determined to be 155 individuals based
on the Cochran formula, selected and distributed randomly and online. The research
tool was a standard questionnaire that included the playfulness questionnaire for
tourism guides by Cheng et al. (2020), the Maslach Burnout Inventory by Maslach et
al. (1996), and the intention to leave the job questionnaire by Mansour and Tarmbli
(2016). The reliability of the research instruments was confirmed using Cronbach’s
alpha and composite reliability (CR) indices, and the validity of the research
instruments was confirmed through content validity (expert opinion) and construct
validity using the average variance extracted (AVE) for convergent validity and the
Fornell-Larcker criterion for discriminant validity. Data analysis was conducted using
structural equation modeling and SmartPLS software. The results of the study
indicated that the playfulness of tourism guides has a significant and inverse effect on
job burnout and intention to leave the job. Additionally, job burnout has a significant
positive effect on the intention to leave the job. Ultimately, playfulness has an indirect
effect on the intention to leave the job of tourism guides through the mediating role of
job burnout.
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1. Introduction

Tourism industry is a highly interactive service sector where most services are provided through significant
interaction between customers and staff (Stamolampros et al., 2019). Due to the service-oriented nature of the
tourism industry, human factors play a crucial role in the quantity and quality of services delivered across various
sectors, significantly influencing tourists’ experiences. Among these, travel guides are one of the most important
actors in this field, as they are in close contact with tourists (Yetgin & Benligiray, 2019). Research shows that
travel guides are a key factor in tourist satisfaction and play an important role in shaping word-of-mouth
advertising, destination image, and travel agency image. Specific personality traits that enable travel guides to
create an entertaining experience for group members include cheerfulness, a sense of humor, extroversion, and
high emotional intelligence. All of these characteristics reflect the trait of “playfulness” in the profession of travel
guiding, and according to this, the guiding process is associated with the guide’s personality traits (Cheng et al.,
2020). Given that limited studies have been conducted on playfulness and its relationship with job burnout and
intention to leave job in the field of tourism and travel guiding, and considering that the playfulness of travel guides
plays a significant role in the execution of their job duties, leading to better performance and greater satisfaction,
it is essential to develop the literature on this concept. Therefore, this study aims to assess the playfulness of travel
guides and its impact on job burnout and intention to leave job.

2. Literature Review
2.1. Playfulness of Travel Guides

Playfulness is one of the essential constructs for mental health, first defined by Lieberman (1965) as a trait
exhibited by individuals during recreational or playful activities (Cheng et al., 2020). Playfulness is the tendency
to create or reconstruct a situation that provides enjoyment, humor, and fun for oneself and possibly others (Proyer,
2014). Recent studies have addressed the application of playfulness in work activities. A workforce characterized
by playfulness can perceive work as a pleasurable, energetic, and enthusiastic activity and adapt to negative
emotions and work pressure (Cheng et al., 2020). The incorporation of playfulness in the workplace is associated
with positive outcomes such as intrinsic motivation, verbal and non-verbal skills, quality of life, stress coping
skills, positive attitudes toward the work environment, and job satisfaction. Playfulness also enhances job
performance and alleviates burnout and work pressure (Fang et al., 2019).

2.2. Job Burnout

Job burnout is a state of emotional, physical, and mental exhaustion that arises from prolonged engagement in
situations where high emotional demands are placed on an individual. Like other service sectors, hospitality
employees also exhibit high levels of burnout (Lu & Gursoy, 2016). Travel guides, in particular, often have
frequent and intense interactions with group members and are expected to display a range of emotions. They play
the role of emotional laborers in the tourism environment. One of the factors that can influence job burnout may
be the playfulness of travel guides. Being playful, along with humor and fun at work, allows for the proper release
of negative energies, thereby creating balance in work environments (Yu et al., 2007). Studies indicate that fun at
work leads to increased employee motivation, teamwork, quality, productivity, creativity, and customer
satisfaction (Berg, 2001). Employees who experience fun at work have fewer conflicts, better relationships, and a
greater sense of belonging (Chan, 2010). Furthermore, fun in the workplace reduces problems and improves
healthy relationships in the work environment (Romero & Cruthirds, 2006). Therefore:
Hypothesis 1: Playfulness affects the job burnout of tourism guides.

2.3. Intention to leave job

Intention to leave job refers to employees’ behavioral inclination toward attempting to leave their job or
organization, which may ultimately lead to actual job turnover (Chen et al., 2014). Research shows that individuals
who enjoy their work and are satisfied with their environment are less inclined to seek new employment (Pekdemir
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et al., 2018). Hanfeng et al. (2019) found that perceived playfulness by employees can reduce intention to leave
job in a patriarchal leadership context. Pekdemir et al. (2018) also showed that attitudes toward fun in the
workplace directly affect intention to leave job. Therefore:

Hypothesis 2: Playfulness of guides affects their intention to leave job.
On the other hand, effective employee services reduce intention to leave job for employees. Employees’
perceptions of the work environment predict their psychological feelings, thus influencing their turnover
(McKnight et al., 2009). Some studies have examined the impact of job burnout on employees’ intention to leave
job. Scanlan and Stehlik (2019) indicated that job satisfaction, intention to leave job, and job burnout are all
significantly related. Another study by Han et al. (2016) aimed to understand the relationships between customer
violence, employee burnout in restaurants, and their intention to leave job, with results indicating that the
relationship between customer violence and intention to leave job is fully mediated by job burnout. Therefore:

Hypothesis 3: Job burnout of guides affects their intention to leave job.

Hypothesis 4: Job burnout serves as a mediating variable in the relationship between the playfulness of
guides and their intention to leave job.

3. Methodology

The present research is applied and descriptive-survey in nature. The statistical population consists of travel guides
in Iran, and sampling was conducted online. To determine the sample size, given the unknown nature of the exact
population, Cochran’s formula for unknown populations (n = (Z*2 S*2) / d*2) was used, resulting in a sample size
of 155 individuals. Data analysis was conducted using Structural Equation Modeling (SEM) with the Partial Least
Squares (PLS) method, utilizing SmartPLS software. The tools used in the research included Cheng et al.'s (2020)
playfulness questionnaire for travel guides, the Maslach et al. (1996) job burnout questionnaire, and the Mansour
and Tarmabli (2016) intention to leave job questionnaire. To evaluate the reliability of the research, Cronbach’s
alpha and composite reliability were employed, and for assessing the validity, content validity through expert
opinions and construct validity were utilized to confirm the validity of the research instruments.

4. Results

The results of the study revealed that in the first hypothesis, the impact of playfulness of travel guides on job
burnout was confirmed with a path coefficient of -0.56 and a significance coefficient of -6.29. The negative sign
indicates that the playfulness of travel guides has an inverse effect on job burnout. Additionally, in the second
hypothesis, the results indicated that the playfulness of travel guides has a negative and significant effect on their
intention to leave job, with a path coefficient of -0.257 and a significance coefficient of -2.902. In the third
hypothesis, the results demonstrated that job burnout has a positive and significant effect on intention to leave job
among travel guides, with a path coefficient of 0.667 and a significance coefficient of 8.912. Finally, in the fourth
hypothesis, the indirect effect of the playfulness of travel guides on intention to leave job through the mediating
variable of job burnout was examined, which showed that the playfulness of travel guides has an indirect effect of
-0.368 with a t-statistic of 4.447 on intention to leave job. Thus, job burnout serves as a mediator in the relationship
between the playfulness of travel guides and their intention to leave job.

5. Conclusion

This study examined the role of playfulness of travel guides on job burnout and intention to leave job. To this end,
four hypotheses were formulated. In the first hypothesis, it was found that the playfulness of travel guides has a
negative and significant effect on their job burnout. This result indicates that efforts to enhance playfulness traits
through humor, increasing interaction between travel guides and tourists, and employing interesting creativity in
the guiding process can prevent job burnout, fatigue, stress, and alienation among guides. In the second hypothesis,
the results indicated that among travel guides, job burnout has a direct impact on their intention to leave job.
Increased burnout and psychological issues stemming from work, such as stress, conflicts, and indifference to
performance outcomes, ultimately lead to a greater inclination towards leaving the work environment. In the third
hypothesis, the results demonstrated that the playfulness of travel guides has an inverse effect on intention to leave
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job; thus, with increased playfulness among travel guides, their interest in their job rises, consequently reducing
their intention to leave job. In the fourth hypothesis, the indirect effect of the playfulness of travel guides on
intention to leave job through the mediating role of job burnout was confirmed. Playfulness is a trait in individuals
characterized by qualities such as humor, cheerfulness, motivation, energy, adventurousness, sociability, boldness,
eagerness, and happiness. If these traits are present in guides, their inclination and motivation in their job will
increase, thereby reducing their intention to leave job.

In summary, it can be said that considering the importance of the job of tourism guides in the development
of this industry, playfulness as a new concept can effectively reduce burnout and intention to leave the job by
creating transformation in the field of guides and changing perspectives toward this profession, thereby
contributing to the improvement of the quality of tourism trips.
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