CHAPTER ONE

Background of the study

1.1 Introduction

Stress is used in everyday vocabulary to capture a variety of human experiences
that are disturbing or disruptive. The subjective sensations commonly
experienced in conjunction with “feeling stressed” are headaches, loss of
appetite and sleeping problems. There are also behavioral ways in which stress
can manifest itself like crying, smoking, excessive drinking, and decreased work

performance (Ghauri and Gronhaung, 2005).

According to Cooper L and Payne R (1978) major and minor causes of deaths,
labour turnover and low work performance among workers in the working
population , blue collar workers and the unskilled are more likely to experience
stress than are skilled and professional workers. Less skilled industrial workers
e.g. secretaries, have a rather tenuous attachment to their work role. They
continue to work without significant financial reward, not because of any intrinsic
satisfaction in their work but because society has not provided any meaningful
alternatives. Blue collar workers still accept the need to work but expect little

fulfillment from their specific jobs.

Stressful working conditions are inevitable, and strategies must be found to cope
with stressful situations. This study focus on the causes and effects of stress on
blue collar workers and on how to manage this work stress. Stress among blue
collar workers is caused by a number of factors that are either internal or external
to the workers; life in complex industrial organizations can be a great source of

stress for workers.



A great deal of work has been done to elucidate the connection of specific job
conditions to physical and/or mental health. Bless and Higson-Smith (2000)
found that poor mental health was directly related to unpleasant work conditions
such as the necessity to work fast, the exertion of great physical effort and
inconvenient working hours. There is increasing evidence that physical health
too, is adversely affected by repetitive work and dehumanizing environment such

as the paced assembly line .

Work load may refer to overload as well as underload. Work overload means
having too much to do. The overload may be, that is too difficult to perform. Bond
and Bunce (2003) have theorized that “overload” in most systems leads to
breakdown, whether in a single biological cell, a human being or other systems.
Among workers, Overload is significantly related to a number of symptoms or
indicators of stress such as escapist drinking, absenteeism from work, low

motivation to work and lowself-esteem.

Role ambiguity exists when an individual has inadequate information about his or
her work role, where there is lack of clarity about the work objectives associated
with the role, and about colleagues’ expectation of the work role. For example,
when workers employed to clean diamonds but not why. Studies have shown
that men who suffer role ambiguity, experience low job satisfaction, hgh job
related tension and low self-confidence. Role conflict exists when an individual in
a particular work role is torn by conflicting job demands or is required to do things
he/she really does not think are part of the job specification (Melamed, 1989).
This frequently occurs when a person is caught between two groups of people
who demand different kinds of behavior or expect that the job should entail

different functions .

Another important stressor associated with one’s organizational role is
responsibility for other people. There is a difference between responsibility for

people and responsibility for things. Parker (1998) found that responsibility for



people is significantly more likely to lead to coronary heart disease than
responsibility for things. Responsibility for people means that one has to spend
more time interacting with others, attending meetings and working alone. Apart
from obvious factors such as office politics and relations among colleagues, there
is another element here. Stress can be caused not only by the pressure of
relationships but also by its opposite, a lack of adequate social relationships and

support in difficult situations (Lazarus, 1991).

1.2  Statement of the problem

The purpose of carrying out this study is to investigate what are the causes of
stress among blue collar workers. Most of us are aware that employee stress is
an increasing problem in organizations. Moreover, the study seeks to ascertain
whether stress is functional or dysfunctional to the proper operation of an
organization and also to determine ways and procedures that may serve to

minimize of stressin the working environment.

The study assumes that blue collar workers and unskilled workers are more at
risk of facing stress than are skilled or professional workers. Another assumption
is that stressful working conditions are inevitable, so that we can only minimize
stressful working conditions. The study further assumes that stressful working
conditions are results of poor working conditions not eliminate them, work load

and dissatisfaction.

1.3  Objectives of the study

The main objective of the study is to determine the major causes of work stress
among blue collar workers and to measure the extent to which this work stress

affects workers performance. The general objectives of the study are:



1. To provide organizations with some insight into the potentially stressful

working conditions among workers in blue collar jobs.

2. To suggest some alternative strategies or courses of action that may serve to

alleviate, minimize and help to cope with stressful working conditions.

3. To determine the extent to which stress affects the worker and the

organization as a whole.

1.4  Significance of the study

The study seeks to make a significant contribution to an understanding of
potential stressful working conditions of workers in the blue collar sector. In view
of South Africa’s hosting of the 2010 soccer world cup the mining sector will need
to meet a high demand for jewellery. Stress- preventative strategies will help to
alleviate, minimize and help cope with stressful situations. According to Posig
and Kickul (2003) the organizational consequences of stress include reduction in
the quality and quantity of job performance, increased absenteeism and turnover,
as well as increased disciplinary offences and grievances. These should be

prevented as much as possible.

1.5 Review of the literature

Occupational practitioners are starting to adopt a proactive approach to
managing employee health matters. In the realization that prevention is better
than cure, a holistic focus is required that will also take into account the broader
social and domestic dynamics of employees, a focus that aims to achieve a well
balanced work and family life (Cooper, 1985). Wellness programmes focus on
the employee’s overall physical and mental health. These programmes
concentrate on preventing or correcting specific health problems, health hazards

and negative health habits. They include not only disease identification but also



lifestyle modification, such as hypertension identification and control, smoking
cessation and job and personal stress management. Monat and Lazarus (1977)
argue that wellness programmes can be as simple and inexpensive as providing
information about stop-smoking clinics and weight- loss programmes, or as
comprehensive and expensive as providing professional health screening and

multi-million Rand fitness facilities.

According to Leedy (2001) poor mental health is related to conditions at work,
exposure 0 health and safety hazards, unpleasant work conditions, necessity to
work fast and need to exert great effort. Work itself, lack of skills and abilities,
perception of the job as uninteresting and repetitive, role overload, job demands
which are unclear or conflicting (role ambiguity and role conflict), close
supervision and lack of autonomy and feedback from supervisors all lead to poor
mental health and cause employees to be stressed up and less than fully

productive; only a “happy worker is a productive worker”.

Robbins, Odendaal and Roodt (2003) found that two conditions are necessary
for potential stress to become actual stress. There must be uncertainty of the
outcome ard the outcome must be important. Regardless of the conditions, there
will be stress only when there is uncertainty as to whether the opportunity will be
seized, the constraint removed, or the loss avoided. That is, stress is highest for
those individuals who perceive that they are uncertain as to whether they will win
or lose, and lowest for those individuals who think that winning or losing is a
certainty. mportance of the outcome is also critical. If winning or losing is an
unimportant outcome, there is no stress. If keeping your job or earning a
promotion is not important to you, you have no reason to feel stress in

undergoing a performance review.

There are ways in which stress might lead to somatic iliness, this can happen by
the disruption of tissue function through neurohumoral influences under stress.

Under stress there are major releases of powerful hormones that can weak



dramatic alterations in bodily processes many of which we sense as in the case
of a pounding heart, sweating, trembling and fatigue, and engaging in coping
activities hat are damaging to health. For example, when trying to advance
occupationally or socially by means of a pressured style of life, taking minimal

rest, poor diet, the somatic illnesses are the likely results (Matthews, 1987).

Stress is not necessarily dysfunctional. A modest amount of stress may
encourage a person to perform better, especially when working towards a
deadline; it may lead to more creativity in a competitive situation and generate
new ideas as a matter of necessity. However, when stress turns into distress it
leads to negative consequences. Human consequences of stress include
anxiety, depression and anger. Physical consequences can manifest themselves
as cardio-vascular disease, headaches, accidents, drug abuse eating disorders
and poor interpersonal relations. Organizational consequences of stress include
reduction in the quality and quantity of job performance, increased absenteeism
and turnover (Nel et al., 2004).

Several of the factors that cause stress particularly task and role demands and
organizational structure are controlled by management, and can as such be
modified or changed. Certain jobs are more stressful than others and individuals
respond differently to stressful situations (Appley, 1986). For example,
redesigning jobs to give employees more responsibility, as well as giving them
autonomy and increased feedback may reduce stress because these factors give
the employee greater control over work activities, however not all employees
want enriched jobs as they might feel that they are being overloaded with work

and as a result experience stress.

Robbins 003) argues that from the organization's point of view management
may not be concerned when employees experience low to moderate levels of
stress. The reason, as we showed earlier, is that such levels of stress may be

functional and lead to higher employee performance. But high levels of stress, or



even low levels sustained over long periods of time can lead to reduced
employee performance and do require action by management. Although a limited
amount of stress may benefit an employee’s performance, don't expect
employees to see it that way. From an individual’s point of view, even low levels
of stress are likely to be perceived as undesirable. Therefore, it is not unlikely for
employees and management to have different notions as to what constitutes an

acceptable levelof stress on the job.

An employee can take personal responsibility for reducing his or her stress level.
Individual strategies that have proven effective include implementing time
management techniques increase in physical exercise, elaxation training and
expansion of the social support network. Many people manage their time poorly,
the things they have to accomplish in any given day or week are not necessarily
beyond achievement if they manage their time properly. According to Robbins (
2004) the wellorganized employee, like the well-organized student, can often
accomplish twice as much as the person who is poorly organized; therefore, an
understanding and utilization of basic time management principles can help
individuals to cope better with tensions created by job demands.

Some of the well known time management principles are: making daily lists of
activities to be accomplished, prioritizing activities according to importance and
urgency, scheduling activities according to the priorities set, knowing your daily
cycle and handling the most demanding parts of your work during the high part of
your cycle when you are most alert and productive. Non- competitive physical
exercises such as aerobics, walking, jogging, swimming and riding a bicycle have
long been recommended by physicians as a way to deal with excessive stress
levels. These forms of physical exercise increase heart capacity, lower the heart
rate and, provide a mental diversion from work and are a means to “let off

Steam”.



Individuals can teach themselves to reduce tension through relaxation
techniques such as meditation, hypnosis and bio-feedback. The objective is to
reach a state of deep relaxation, where one feels physically relaxed, somewhat
detached from the immediate environment and from body sensation. According
to Nel (2004) fifteen to twenty minutes a day of deep relaxation releases tension
and provides a person with a pronounced sense of peacefulness. Importantly,
significant changes in heart rate, blood pressure and other physiological factors
result from achieving the deep relaxation condition. As noted earlier, having
friends, family and work colleagues’ to talk to makes for outlets when stress
levels become excessive. According to Cooper (1978) expanding your social
support network, therefore, can be a means to reduce tension. It provides you
with someone to listen to your problems who may offer a more objective
perspective on the situation. Having friends around you can help reduce stress
as your friend or family is near to you and you can feel free to disclose anything

with them.

1.6  Theoretical framework of the study

This study will reflect the work of other authors who wrote about stress
management. The study is supported by the job demands, job decision latitude
and mental strain model of Karasek and Theorell (1990) which attempts to bridge
the gaps between previous theories on stress management. The model assumes
that well known organizational case studies have indirectly utilized important
literature findings on job demand and decision latitude. A 1948 study found that
white restaurant workers experienced the severest strain symptoms when they
faced ongoing heavy customer demand. It reflect overload as a factor that
causes worker stress and as reflected in the statement that white restaurant

workers were stressed as a result of heavy customer demand.



According to Gouldner (1974) as cited by Karasek and Theorell (1974), personal
and organizational tensions increase when close supervision is applied to
minders under heavy workloads. Employees become stressed when there is rigid
supervision, and when they don’t have control and autonomy and are not given
feedback from their supervisors. Bosma et al (1998) discuss organizational strain
which arises among groups of workers simultaneously facing heavy and rigid rule
structures and limited decision alternatives. The model pays attention to job
decision (decision authority skill, job demand and other treats “stressors” on job

satisfaction and mental strain focuses primarily on job decision latitude).

According to Quinn et al 1971) as cited by Karasek and Theorell (1990)
characteristics of the work environment must be analyzed to avoid
misinterpretation. Quinn found that both executives and assembly-line workers
could have stressful jobs, but they could not explain the differences because of
the omitted variable of decision latitude for executives and workers which
accounts for the differences observed in their strain symptoms and satisfaction.
Another type of difficulty occurs when current definitions of “overload” (or under
load) as a source of stress in the workplace. Overload is usually defined as
occurring when the environmental situation poses demands which exceed the
individual capabilities for meeting them. You cannot expect that a worker to load

a hundred cases of drink on to a truck in 30 minutes and not overload him /her.

The model holds that psychological stress results not from a single factor in the
work environment, but from the joint effects of the demand br work satisfaction
and a range of decision-making latitude for workers facing the demands
(Harrison, 1978). These two aspects of job satisfaction represent, respectively,
the instigators of action (work load demands, conflicts or other stressors) which
place the individual in a motivated or energized state of stress and the

constraints on the alternative resulting action.



1.7 Research methodology

Research design is a plan according to which we select research patrticipants,
collect information from them, and describe what we are going to do with them in
order to reach conclusions about the research problem. In the research design
we specify the population and the sample from which the participants will be
drawn and how they are going to be drawn (Babbie, 2005). Sampling is defined
as the process of selecting certain members from a group to represent the entire
group. In most instances, the total population is so large that it is not possible to
collect data from every individual person or entity. As a result, it is scientifically
acceptable to draw a sample from the entire population, and generalize the
findings of the research to that particular population as being representative of
the whole population (Bless and Higson-Smith, 2000).

A population refers to the entire collection of a set of objects, people and events
or a collection of all the items that we want to make generalizations or
conclusions about. The population is chosen because there are the participants
that deal with negotiation matter like managing of work stress among blue collar
workers Babbie (2007). In this study, the population will comprise of the blue
collar workers in the mining sector. The sample is a subset of the observation
selected from the population. It is representative of the whole population and
should have the same characteristics as the population from which it is drawn.
There are two types of sampling procedures: probability and nonprobability
sampling. This study will make use of probability sampling in which every
element in the population has a known chance of being selected in the sample
since probability sampling procedures allow for generalization to the entire
population. Simple random sampling will be used in the study. Simple random
sampling takes place when a sampling frame is available, and each unit in the
population has an equal chance of being selected for the research. Quantitative
research methods were used in this study. This study used questionnaires to

10



gather data from respondents, as it is one of the most inexpensive ways of

gathering data from a large number of respondents (Bailey, 1994).

For the purpose of the study the questionnaire will be structured in such a way
that it will be divided into four sections, a section on the causes of stress, a
section about demographic information, a section alternative or courses of action
that can be taken to minimize stressful working conditions within the working
environment and lastly, a section on the consequences of work stress. The
guestionnaires will be self-administered by the respondents in their own spare
time without any supervision. Data analysis is the process of analyzing the data
to make meaning out of it. Descriptive statistics will be used to analyze the data
and the analysis of the data will be done by the Department of Statistics at the
University of Fort Hare.

1.8 Limitations of the study

The study is limited in that most companies in the Eastern Cape do not readily
allow students to conduct their research in companies and moreover, the study

mainly focused on lower level manual workers.

1.9 Conclusion

It is because of the dramatic changes that have taken place in society over the
last decade or two that work and life stress have become more immediate focus
of study. Organizations have spent cost millions of Rands in an effort to manage
the level of stress in the workplace. This stress can be is caused by a number of
factors, some are as a result of the changes made in the organization

(restructuring) and new technological devices that are being used recently.
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CHAPTER TWO

Stress and the causes of stress in the workplace

2.1 Introduction

For many years, an employee’s health and well-being were viewed as something
personal, and organizations would only intervene in extreme situations. However,
the cost to an organization of problems related to an employee’s health and
sense of well-being can be enormous. For this reason, health and wellbeing
have become important focus area for organizations. To achieve success, an
organization depends on employees who are able and motivated to do their
work. Furthermore, it is important for organizational success that employees
experience good health and well-being. Well-being is the experience of good
health in all areas that makes us human: physical, emotional, mental, and
spiritual. Consequently, organizations, and the industrial psychologists working in
them, are playing a greater part in the healthcare of employees by providing
benefits and programmes to ensure a healthy and productive workforce.

2.1.1 Definition of work stress

The construct of stress is very complex. So much so, in fact, that researchers
cannot agree on a single definition for stress. A number of different definitions

have been advanced by different authors and researchers as indicated below:

% According to an early researcher, Hans Syle (1976) stress is primarily a
psychological reaction to certain threatening environmental events. From
Syle’s point of view worker stress simply refers to the stress caused by events

in the work environment.
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¢ Psychologist John French and his colleagues (1982) say that worker stress
results from a lack of “fit” between a person’s skills and abilities and the
demands of the job and the workplace. In other words, a worker who is totally
unqualified for a particular job should feel a tremendous amount of stress. For
example, imagine a worker with little previous experience with computer
systems applying for and being hired as a communication specialist, only to
find out that the job requires a thorough knowledge of various computer

networking systems.

R/
°

Lazarus (1991), in his “transactional” view of worker stress, sees stress as
resulting from the worker’'s perception that certain environmental events are
threat or a challenge. From Lazarus’ perspective, you and | might interpret the
same event very differently. What | might find stressful next person might see

as it totally harmless (or perhaps even as pleasantly challenging).

In order to reach an adequate definition of worker stress, it is well to look at the
three different approaches. Although we most often think of stress as an
unpleasant state, it can have both negative and positive aspects. Some stress is
normal. In fact, it is often what provides us with the energy and motivation to
meet our daily challenges both at home and at the workplace. Such stress is of
the kind that helps you “rise” to a challenge and meet your goals such as
deadlines, sales or production targets, or finding new clients. Some authors do
not consider this stress as stressful because, having met the challenge, we are
satisfied and happy. However, as with most things, too much stress can have

negative impacts.

When the feeling of satisfaction turns into exhaustion, frustration or
dissatisfaction, or when the challenges at work become too demanding we begin
to see negatives signs of stress. For example, imagine that you have been
working for several years as an assistant manager for a large company and have

just received a promotion to department manager, a position you have been
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trying to obtain for some time; with your new position come feelings of stress.

Some of these are negative, such as the stress that will result from:

X Having to work many overtime hours without additional compensation.

X Being required to make formal presentations regularly to your peers and
superiors and having your presentation critically evaluated by them.

X Having to take responsibility for any problems occurring in your

department and facing criticism for it.

Some stress researchers distinguish negative stress, termed distress, which is
unpleasant (such as losing a job or being under enormous pressure at work)
from positive stress, called eustress, which is pleasant (such as taking pleasure
in a job well done. We are familiar with physiological reactions to stress. They
include signs of arousal such as increase heart and respiratory rates, elevated
blood pressure and profuse sweating. The psychological reactions to stress
include feelings of anxiety, fear, frustration and despair, as well as appraisal or
evaluation of the stressful event and its impact, thinking about the stressful

experience, and mentally preparing to take steps to try to deal with the stress.

Stress “signals” fall into four categories: feelings, thoughts, behavior and physical

symptoms. When you are under stress you may experience:

R/

X Feelings: anxiety, irritability, fear, moodiness and embarrassment.
<> Thoughts: self-criticism, difficulty concentrating or making decisions,

forgetfulness or mental disorganization, preoccupation with the future, repetitive

thoughts and fear of failure.
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X Behavior: stuttering or other speech difficulties, crying, acting impulsively,
nervous laughter, increased smoking, alcohol or other drug use, being prone to

more accidents, increased or decreased appetite.

In many ways, stress is a perpetual process. An event that one individual
perceives to be stressful may not be labeled as such by someone else. For
example, making a formal presentation in front of a large audience may be
perceived as extremely stressful by an average university student, but may be
perceived as energizing (and perhaps fun) by a person who is accustomed to
public speaking. Because stress may cause a variety of reactions and feelings,
and because perceptions of stress may vary from one person to another, stress

has not been particularly easy to define, and it is very difficult to measure.

X Physical: tight muscles, cold and sweaty hands, headaches, back or neck
problems, sleep disturbances, stomach distress, more colds and infections,

fatigue, rapid breathing or pounding heart and dry mouth.

According to Anschuetz, (1999) all these signs do not happen at the same time
but tend to progress through several phases or stages. These stages can be

described as in the table below:

Table 2.1
PHASE SIGNS/SYMPTOMS
Phase 1-Warning - Feeling of vague anxiety
Early warning signs are often more - Depression
emotional and make take a year or . Boredom
more before they are noticeable . Apathy
Emotional fatigue
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Phase 2-Mild symptoms

Warning signs have progressed and
intensified. Over a period of 6 to 18
months signs may also be evident.

Sleep disturbances

More frequent headaches/colds
Muscle aches

Intensified physical and
emotional fatigue

Withdrawal from contact with
others

Irritability

Intensified depression

Phase 3-Entrenched cumulative
stress

This phase occurs when the above
phase continues to be ignored. Stress
starts to have a deeper impact on
career, family life and personal well

being.

Increased use of alcohol,
smoking and non-prescription
drugs

Marital discord

Loss of sex drive

Rigid thinking

Withdrawal

Sleeplessness

Crying spells

(From: Anschuetz, B.L. “the High Cost of Caring: Coping with Workplace Stress”

in sharing: Epilepsy Ontario. Posted 29 November 1999)

Companies and managers have become more and more concerned with the

effects of stress on workers and on mportant “bottom-line” variables, such as

productivity, absenteeism, and turnover. If worker stress leads to stress-related

illnesses, rates of absenteeism can increase. At a psychological level, stress can

cause mental strain, feelings of fatigue, anxiety, and depression that can reduce

worker productivity and quality of work. If a job becomes too stressful, a worker

may be compelled to quit and find a less stressful position. Thus, worker stress

may influence turnover as well.




Managers and workers may also be concerned about stress at a more personal
level. Worker stress can be, in many ways, the flip side of job satisfaction which
represents the “positives” associated with work; stress is a way of
conceptualizing the “negatives” associated with jobs the pressure, strains and
conflicts. No doubt, much of the interest in worker stress results from the fact that
managers business owners and all other sorts of workers experience stress on a

day-to- day basis.

2.2  Specific causes of work stress among blue collar workers

Many aspects of the work environment can induce stress. Some of these are
work overload, work underload, organizational change, role conflict and role
ambiguity.

2.2.1 Work overload

The term work overload is used to describe the common condition of overwork; it
is divided into two, which is qualitative and quantitative overload. Quantitative
overload is the condition of having too much work to do in the time available, it is
an obvious cause of stress and has been linked to stress-related ailments such
as coronary heart disease. The key factor seems to be the degree of control
workers have over the rate at which they work rather than the amount of work
itself. In general, the less control employees have over their work pace, the
greater the stress. Qualitative overload involves work that is too difficult to
perform. Having insufficient ability to perform a job is stressful, even employees
with considerable ability can find themselves in situations where they cannot
cope with the job’s demands.
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A study of 94 employees of an accounting firm in Britain showed that work
overload was directly linked to self-reported psychological stress, burnout and
the belief that work was interfering with family life (Byrne, 1993).A guestionnaire
survey of 241 workers in Canada showed that those who felt they had job
demands that were significantly higher than those of other workers enjoyed less
physical exercise than those who felt that they had lower job demands (Payne et
al, 1988). The combination of high job demands and little exercise is consistent
with the relationship mentioned above between work-related stress and coronary

heart disease.

2.2.2 Work underload

Work underload is having too simple work or insufficient work to fill one’s time or
challenge one’s abilities is also stressful. A study of 63 musicians in a symphony
orchestra found that they sometimes face overload and underload, overload
when the job tasks were too difficult, and underload when the task did not make
full use of the musicians’ skills (Cooper and Smith, 1985). Other researchers
relate work underload to increased boredom and monotony (also a factor in

stress) and to reduced job satisfaction.

Thus, an absence of challenge in the workplace is not necessarily beneficial. A
certain level of job stress can be stimulating, invigorating and desirable, our goal
should be to find the optimum level at which we can function and remain in good

health and to avoid the extremes of work overload and work underload.

2.2.3 Interpersonal factors

One of the greatest causes of stress is difficulties in interpersonal relationships
on the job. Such interpersonal stress is encountered by every worker.

Interpersonal stress stems from difficulties in developing and maintaining

relationships with other people in the work setting. Having a harsh, critical boss
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with a punitive management style would likely be stressful for just about anyone.
Interpersonal stress can also result when coworkers are placed in some sort of
conflict situation. Imagine, for example, that two employees are both being
considered for an important promotion. A great deal of stress may be generated
if the two individuals must work together while both are competing for the same
honour. All forms of harassment, including sexual harassment, harassment due
to group membership (e.g. gender, race, sexual orientation), and being singled
out by an abusive superior or colleague are extremely stressful.

2.2.4 Organizational change

Another stressor is change. Employees who see change as exciting and
challenging are less vulnerable to stress than those who view change as a threat.
It is the way we perceive or respond to change rather than the change itself,
which is the cause of the stress. Many people resist change, preferring the
familiar so that they will know what to expect. Consider the relationship between
employees and supervisors. Once that relationship has been established,
assuming it is positive, all parties feel comfortable with it because each knows
what to expect from the other. The situation is predictable, safe and secure.
When the supervisor leaves and employees face a new boss, they no longer
know what behaviors will be tolerated, how much work will be expected, or how

their job performance will be evaluated. Such changes in the work environment
can be stressful.

Other stressful changes include revised work procedures, required training
courses and new workplace facilities. Company mergers can lead to concerns
about job security, new managers and different organizational policies. A
stressful change for many older employees is the presence of younger workers
and workers of diverse ethnic backgrounds that bring unfamiliar attitudes, habits
and cultural values to the workplace. Employee participation in decision making

and other changes inthe organization can be stressful for higher level managers.
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Some organizations are able to change with the cooperation and support of
employees and managers. The factor most responsible for determining whether
change will be received positively or negatively is the way in which change is
proposed and implemented. If change is imposed on employees in an autocratic
manner and they are given no explanation or opportunity to participate, then they
are likely to react negatively and this negative attitude towards their work will
result in stress. However, when managers make an effort to explain the nature of
the forthcoming change, the reasons for implementing it, and the benefits
workers and management can expect from it, then workers are likely to respond
positively and accept the change. A study of 130 public housing employees
showed that their openness to change was positively affected by the amount of
information they received from the management and by the degree of their
participation in the planning process. Employees who were the least receptive to
change also showed lower job satisfaction and were likely to quit and display

greater stress with aspects of their jobs (Bond and Bunce, 2003).

2.2.5 Role ambiguity and role conflict

It is surprising how often we are not given clear brief on what it is we are
supposed to do, or on where our responsibilities end and those of the next
person take over. One of the main problems of this lack of clarity is that often we
get blamed for something that goes wrong when in fact we did not think it lay
within our province at all. Some colleagues are adept at shifting blame onto us in
this way. Unclear job specifications leave us vulnerable. If we do nothing we are
told we should have acted. If we show initiative and act we are accused of
exceeding our responsibilities or of trying to undermine colleagues or steal their
thunder. This instances the classic double-bind (that unpleasant situation where
every course of action gen to us is wrong). Unclear role specifications also
make it hard to assign priorities to our various tasks and to allocate appropriate
amounts of time to each of them (Schultz, D. and Schultz, E. 2006).
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An employee’s role in the organization can be a cause of stress; role ambiguity
arises when the scope and responsibilities of the job are unstructured or poorly
defined. The employee is not sure what is expected or even what to do. This is
particularly crucial for new employees, whose job guidelines may be unclear.
Adequate orientation and socialization programs for new employees can reduce

role ambiguity.

According to Schultz (2006) industrial psychologists have proposed three

components of role ambiguity:

« Performance criteria ambiguity: uncertainty about standards used to evaluate
a worker’s job performance.

% Work method ambiguity: uncertainty about the methods or procedures

appropriate to the successful performance of the job.

¢+ Scheduling ambiguity: uncertainty about the timing or sequencing of work.

Role conflict arises when a disparity exists in job requirements or between the
job demands and the employee’s values and expectations. For example, when a
supervisor is told to allow subordinates to participate in decision making and at
the same time is pressurized to increase production, the supervisor faces an
obvious conflict. To meet goals immediately may require authoritarian behavior,
yet meeting participation goals requires democratic behavior. When the job
requires behaviors that contradict an employee’s moral code, such as when a
salesperson is asked to sell a product that is inferior or dangerous, role conflict
can develop. This salesperson can quit, but the threat of unemployment may be

a greater stressor than the role conflict.
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2.2.6 Lack of control

Another important cause of work stress results from workers sensing that they
have little control over the work environment and over their own work behavior.
Stress resulting from this feeling of lack of control is particularly common in
lower-level jobs or in highly structured organizations. Jobs that are so
constrained and rule-driven that employees are unable to have any sort of input
in work decisions and procedures are likely to be stress inducing, particularly for
those workers who want to have some input. Research indicates that providing
workers with a sense of control over their work environment, through techniques
such as giving them a voice in decision making processes or allowing them to
plan their own work tasks, reduces work stress and increase job satisfaction
(Cooper, 1978). However, it should be noted that some studies suggest that a
sense of a lack of control over one’s job may not be stressful for many workers.
In fact, research has found that certain personality characteristics may determine

whether or not an individual is stressed by a perceived lack of control.

Bandura (1997) posits to studies showing that in certain circumstances (for
instance when ill or when faced with an emergency) some people find it less
stressful if they have no powers of decision. They find it more soothing to have
things in the hands of the experts, and not to have to agonise over which choice
to make. Even in less challenging situations indecisive and highly insecure
individuals may prefer to have inflexible superiors or protocols governing their
lives, thus removing any need for self-determination. But for most of the time and
for most people, a degree of say in one’s own life lowers the levels of potential
stress. At work, most individuals like to feel that they have some power to
influence events, and that their personal preferences and their ideas for
improving job efficiency are going to receive a hearing. The feeling of
powerlessness not only detrimental to sense of status and personal worth, it
produces high levels of frustration when we can recognize shortcomings in the
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present system and identify a better way of doing things, yet find ourselves

ignored or worse still, shouted down.

2.2.7 Poor Communication

Poor channels of communication are often a potent cause of stress. When no
one knows who should be told what, or when he or she needs to be told
something or when. No one seems to know how to get hold of person X or
person Y at neither short notice, nor how to check that person A or person B has
received a copy of the memo that has just been sent then there is trouble. Even
worse, when no one seems sure how to obtain the information they need from
colleagues before they commit themselves to action. Someone has the
information somewhere, and should share it, no one knowing who that person is,

then stress results.

The usual consequences of poor channels of communication are that people
take decisions without being in possession of accurate facts, are unable to pass
on important details to the relevant quarters, attend meetings inadequately
briefed, and are generally left with feelings of reduced control over events. The
guilty party behind all this may be an administrator who is not doing his or her job
properly or someone higher up the hierarchy who has not created a proper
communications system, or an inadequate internal post or telephone network, or
the tendency of the job itself to disperse people to inaccessible places. But it can
turn a straightforward attempt to give or receive information from a brief, low
stress task into a lengthy (and often ultimately fruitless) high-stress one (Ganster,
1991).

2.2.8 Changing technology and skills

A radical change in the workplace may stem from advances in microelectronics,

in word processors, computers, and individual robots. Work environments, large
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and small have become automated, with sophisticated equipment taking over
functions once performed by humans. The majority of offices today use word-
processing or data-processing equipment that clerical jobs requiring lower-level
skills (Lazarus, 1991). All these dramatic changes in the workplace result in
stress among the employees, in terms of changing the way the tasks were

carried out and in some instances it may results in employees losing their jobs.

2.2.9 Diversity issues

Another change in the workplace is demographic and may involve a shift in the
ethnic composition of the workforce. These days the gender composition of
employees has come to include women. White workers are becoming a minority.
Working with different people from different cultural backgrounds is very stressful
to workers, because of different ways of doing things, the language too may be
problem. Up to 800,000 immigrants enter the United States every year. Most of
them are eager to work, but many lack English-language training and other
literacy skills. They may also be unfamiliar with corporate work habits. This then
presents an additional challenge to the business industry.

2.3 Additionally, stress may also be caused by either the environment
(situational stress) or an individual’s personal characteristics

(dispositional stress).

2.3.1 Environmental Psychology and Landscape Offices

The field of environmental psychology is concerned with the relationship between
people and their physical environment. Combining architecture and psychology
acknowledges the mpact of natural and built environments on behavior. For
example, research on office design and layout has focused on communication
between and within departments, flow of job tasks among groups, relationships

between managers and subordinates, and group cohesiveness. One early result

24



of environmental psychology research was the landscape office. In contrast to
private, separated offices, the landscape office consists of a huge open space
with no floor-to-ceiling walls to divide them into separate rooms. All employees,
from clerks to corporate officers, are grouped into cubicles, functional work units
that are set off from others only by planters, screens or partitions, cabinets and
bookcases (Riggio, 2003).

Inexpensive to construct and maintain, landscape offices are believed to facilitate
communication and work flow. The openness is supposed to enhance group
cohesiveness and corporation and reduce psychological barriers between
employees and managers. However, research on employee reaction has
revealed both advantages and disadvantages. Employees report that landscape
offices are pleasant and corducive to socializing. Managers report improved
communication. Complaints relate to lack of privacy, noise, and difficulty in
concentrating result in stress. Because cubicles are typically separated only by
low dividers, work areas tend to lack personal touches such as photos, plants,
posters and souvenirs that contribute to a feeling of individuality and comfort
(Selye, 1976). Despite these problems with landscape offices, many
organizations have invested considerable money in them and are reluctant to
bear the additional expense of reconverting them into more private offices. For
companies with large numbers of employees at computerized work stations, the

landscape office has become standard.

As real estate costs escalate, organizations are trying to squeeze more
employees into smaller facilities. This is not conducive for those employees who
need their privacy or are not comfortable with closed spaces. The size of the
typical office cubicle or individual work station is steadily shrinking. Some
employees who travel frequently no longer have a permanent assigned work
area but only a temporary space. For example, consultants who spend much of
their time on-site at a dient’'s workplace will phone ahead of time to reserve a
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cubicle for their next visit to the home office. Because the practice is not unlike

booking a hotel room, it has come to be known as hotelling.

In addition to studying general issues of workplace design, Industrial
psychologists have conducted extensive research on specific environmental
factors such as lighting, noise and temperature. These aspects of the work
environment are analogous to the hygiene needs proposed by Herzberg. All of
these environmental factors have been found to affect job satisfaction. Continued
exposure to inadequate illumination while reading or performing detailed
operations can be stressful to one’s eyesight. Research confirms that inadequate
lighting is a cause distress. High glare, dim bulbs, and a lack of natural light have

negative effects on job performance (Bosma, 1998).

The Herzberg model of motivator-hygiene theory (two factor) supports the idea
that all environmental factors (such as lighting, noise and temperature) affect job
satisfaction. The model argues that job dissatisfaction is produced by hygiene
needs (lower needs). The word hygiene relates to the promotion and
maintenance of health. Hygiene needs are external to the tasks of a particular job
and involve features of the work environment such as company policy,

supervision, interpersonal relations, working conditions, and salary and benefits.

When the hygiene needs are not satisfied, the result is job dissatisfaction.
However, when the hygiene needs are satisfied, the result is not necessarily
satisfaction, merely an absence of dissatisfaction. The hygiene needs are similar
to Maslow’s physiological, safety, and belonging needs. Both Maslow and
Herzberg insisted that these lower needs be satisfied before a person can be
motivated by higher needs (Baruch-Feldman, 2002).

According to Schultz et al (2006) intensity, or level of brightness, is the most

common factor associated with illumination. The optimal level of intensity varies

with the nature of the task and the age of the worker. Older workers generally
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need brighter light than do younger workers for satisfactory performance of the
same task. A job involving the precise manipulation of small component parts, as
in electronic assembly, requires brighter light than an assembly line in a bottling
plant. Lighting engineers have recommended minimum intensity levels for a
variety of work areas including office buildings. Another important factor in
illumination is the distribution of light over the work area. Ideally, lighting will be
distributed uniformly throughout the visual field. llluminating a work station at a
much higher intensity than its surroundings leads to eyestrain because of the
natural tendency of the eyes to move. When a person looks from a brightly lit
area to a dimly lit area, the pupils of the eye dilate. Returning the gaze to the
brighter area cause the pupils to contract, this constant reaction of the