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 ABSTRACT 


Employees  stress  is  one  of  the  important  issues  that  need  to  be  addressed  by  every 
 organization and also for researchers in order to  understand their impacts on employees 
 and  organization.  Presently,  employees  stress  is  a  challenge  that  many  organizations 
 struggle  to  overcome.  Thus,  to  gain  better  understanding,  this  study  identifying  the 
 factors  that  influence  work  stress.  The  main  purpose  of  this  study  is  to  examine  the 
 effects  of  job  demands  and  job  resources  on  work  stress  among  administrative  staff  at 
 College  of  Business,  Universiti  Utara  Malaysia,  Kedah.  Job  demands  were  measured 
 through element of workload and role conflict. Meanwhile, job resources were measured 
 by  supervisor  support  and  co-worker  support.  For  data  collection,  about  70  set  of 
 questionnaire was distributed to administrative staff with grade 11 to 38 from College of 
 Business,  Universiti  Utara  Malaysia  (UUM),  Kedah.  Then,  the  data  were  analyzed  by 
 using IBM SPSS version 20. The result gain through analysis of Pearson correlation and 
 Multiple  regression  indicated  that  role  conflict  and  workload  has  positive  relationship 
 with work stress. These finding provides useful information to the management at UUM 
 regarding their employees’ well-being and concerning. Besides that, it helps to enhance 
 the underpinning theory in this study that is Job Demand-Resources model. 


Keyword:  Work  stress,  job  demand,  job  resources,  workload,  role  conflict,  supervisor 
 support, co-worker support. 
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 ABSTRAK 


Tekanan  di  kalangan  pekerja  adalah  salah  satu  isu  penting  yang  perlu  diberi  perhatian 
 oleh  setiap  organisasi  dan  juga  bagi  penyelidik  untuk  memahami  impaknya  ke  atas 
 pekerja  dan  organisasi.  Pada  masa  ini,  tekanan  di  kalangan  pekerja  adalah  satu  cabaran 
 yang dihadapi oleh banyak organisasi yang berusaha untuk mengatasinya. Oleh itu, untuk 
 mendapatkan  pemahaman  yang  lebih  baik,  kajian  ini  mengenal  pasti  faktor-faktor  yang 
 mempengaruhi  tekanan  kerja.  Tujuan  utama  kajian  ini  adalah  untuk  mengkaji  kesan 
 permintaan  pekerjaan  dan  sumber  pekerjaan  pada  tekanan  kerja  di  kalangan  kakitangan 
 pentadbiran di  Kolej  Perniagaan, Universiti Utara Malaysia  (UUM), Kedah. Permintaan 
 pekerjaan  diukur  melalui  elemen  bebanan  kerja  dan  konflik  peranan,  Sementara  itu, 
 sumber  pekerjaan  diukur  oleh  sokongan  penyelia  dan  sokongan  rakan  sekerja.  Untuk 
 pengumpulan  data,  kira-kira  70  set  soal  selidik  telah  diedarkan  kepada  kakitangan 
 pentadbiran dengan gred 11 hingga 38 dari Kolej Perniagaan, Universiti Utara Malaysia 
 (UUM),  Kedah.  Kemudian,  data  dianalisis  dengan  menggunakan  IBM  SPSS  versi  20. 


Hasil  keputusan  diperolehi  melalui  analisis  korelasi  Pearson  dan  regresi  berganda 
 menunjukkan  bahawa  konflik  peranan  dan  beban  kerja  mempunyai  hubungan  positif 
 dengan  tekanan  kerja.  Daripada  penemuan  ini  dapat  membantu  menyediakan  maklumat 
 yang  berguna  kepada  pihak  pengurusan  UUM  mengenai  kesejahteraan  pekerja  mereka. 


Selain itu, ia membantu untuk memperkukuhkan teori yang menjadi asas dalam kajian ini 
 iaitu menerusi model Permintaan-Sumber Pekerjaan. 


Kata  kunci:  Tekanan  kerja,  permintaan  pekerjaan,  sumber  pekerjaan,  bebanan  kerja, 
konflik peranan, sokongan penyelia, sokongan rakan sekerja. 
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CHAPTER ONE 


INTRODUCTION 


1.1 Background of Study 


Nowadays,  work-related  stress  is  one  of  the  most  problematic  scenarios  faced  by 
 employees  in  an  organization  (Darus et  al.,  2013).  Stress  has  been  observed  as  a  latest 
 society’s sickness which develops in various forms in all workplaces (Yadav & Kumar, 
 2014).    Stress  can  be  defined  as  detrimental  psychological  and  physical  effects  that 
 develop in person condition as the consequences of failure to adapt to the demand being 
 made beyond their expectation (Dwamena, 2012; Shahu & Gole, 2008).  


Malaysian  Psychiatric  Association  (2009)  defined  work  stress  as  employees’ 


consciousness of unable to handle the demands at work environment with the presence of 
 negative  emotional  response.  In  addition,  World  Health  Organization  (WHO)  (2004) 
 defined  work-related  stress  as  person  reaction  when  job  demand  and  pressures  not 
 matched  with  their  knowledge  and  ability.  From  occupational  safety  and  health 
 standpoint  of  view,  work  stress  is  considered  as  crucial  issues  that  give  implication  to 
 organization well-being since it poses a risk factor to employees’ health and performance 
 (Noblet, Rodwell & McWilliams, 2001). 


Generally,  moderate  level  of  pressure  is  needed  to  stimulate  creativity  and  encourage 
efforts,  but  the  stimulation  will  deactivate  if  the  level  of  stress  is  excessive.  Moreover, 



(15)2 


excessive  stress  or  known  as  strain  is  beyond  the  optimum  level  of  productivity  may 
 impact on performance and competitiveness of organizations (Idris, 2011). Besides that, 
 consequences  of  stressful  employees  are  they  prone  to  poor  health  condition,  lack  of 
 motivation and less safe at the workplace (WHO, 2004). In the long term if over stress is 
 prolonged  without  any  precautionary  action  will  induce  risk  factors  of  chronic  sickness 
 such  as  heart  disease,  cancer  and  stroke.  Moreover,  persons  affected  by  these  illnesses 
 also  give  effect  on  their  behavior  when  they  start  to  show  symptoms  of  lack  in 
 productivity,  burnout,  easy  to  get  angry,  depressed  and  increased  absenteeism  rate 
 (Othman, Lamin & Othman, 2014; Beh & Loo, 2012; Alarcon, 2011; Yunus & Mahajar, 
 2011; Yahya et al., 2011; Park, 2007). 


President  of  Malaysian  Psychiatric  Association,  Dr.  Nor  Zuraida  Zainal  said  there  are 
 increasing in stress suffered by Malaysian people for the past few years that will lead to 
 depression and may become mental illness by 2020. Together with research conducted by 
 the  association  showed  that  almost  50%  rise  in  the  number  of  depression  patients  from 
 the  year  2011  to  2015.  Furthermore,  result  from  National  Health  and  Morbidity  Survey 
 on  2015  indicated  that  29%  of  Malaysian  people  facing  with  depression  and  anxiety 
 disorder compared to only 12% in the years 2011 (Menon, 2011).  


In  2011,  information  of  mental  patients  that  received  treatment  in  public  hospitals  had 
risen to 15.6% of a total 400 000 people (Marican, 2011). In addition, statistic released by 
the Ministry of Health showed that 11.3% out of 28.3 million people in Malaysia suffer 
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with  mental  problem  and  the  number  keep  increasing  throughout  the  following  years 
 (Mansor, 2013). The World Health Organization (WHO) made estimation that depression 
 will become number two riskiest disease after heart attack. 


Likewise, work stress is considered as increasing, worrisome and has become a challenge 
 for  the  employer.  This  is  because  work  stress  involves  a  large  amount  of  cost  to  cure 
 employees’ well-being and it also put a huge financial burden on organization budgeting. 


Jean  (2007)  stated  that  stress  cost  at  United  State  on  2002  is  42  billion  dollars  and  the 
 amount  increase  on  2006  with  estimation  around  300  billion  dollars  for  an  enterprise. 


According  to  Palmer at  el.  (2004),  work  stress  caused  expenses  for  every  national 
economy  in  a  staggering  amount  due  to  sick  pay,  loss  of  productivity,  health  care 
allocation  and  litigation  cost.  Furthermore,  absenteeism  cost  caused  by  stress  in  the 
public sector is higher compared to the cost that incurred in the private sector (Hussain et 
al., 2013). CIPD, a professional body in the United Kingdom conducted an annual survey 
on  stress-related  absenteeism  in  three  different  sectors.  The  result  of  the  stress-related 
absence is presented in Table 1.1 showed the highest of percentages is in the public sector 
which are 51% compared to the private sector (36%) and non-profit sector (39%). 
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On  the  other  hand,  Graph  1.1  describes  the  factors  that  influence  the  number  of  absent 
 sick days and worked sick days according to their level of psychological distress. Based 
 on the result presented in Graph 1.1 indicate that high distress gave more impacts on the 
 number  of  sick  days  for  both  categories  compared  to  the  lowest  level  of  psychological 
 distress (Miller & William, 2015). 


Meanwhile,  based  on  Malaysia  context,  Malaysian  Employers’  Federation’s  (MEF) 
report that average for each employee took about nine days per year of sick leave or up to 
4% of working time. Then, MEF make estimation that the cost of sickness absence was 
around  RM100  per  day.  Besides  that,  the  additional  costs  to  replace  absent  employees 
had  caused  the  total  loss  due  to  sick  leave  is  about  RM9  billion  yearly  or  1%  of 
Malaysia’s  gross  domestic  product  (GDP)  (Latiff,  2014).  Moreover,  there  are  several 
studies  shown  that  health  service  jobs,  shift  work  and  blue-collar  jobs  have  high 
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absenteeism  rate  (Drago  &  Wooden,  1995).  Therefore,  it  is  essential  that  all 
 organizations, whether public or private, become more aware of the degree of employee 
 well-being, since it involve lost in productivity and it should be reduced to a minimum if 
 they  want  to  survive  in  the  current  world  of  globalization  (Alexanderson  &  Hensing, 
 2004). 


In perspective of education field, the escalation level of stress among university staff can 
 disturb  the  smoothness  function  of  the  universities  as  institutions  (Amanda,  Diana  & 


Stephen,  2012).  As  an  example,  universities  may  have  been  through  a  large-scale 
 organizational change such as restructuring, downsizing or government funding cut. The 
 implications  of  these  changes  could  increase  working  pressure,  thus,  negatively  affects 
 employees’  work  and  personal  lives.  This  happens  to  Sri  Lanka  University  when  the 
 government emphasized and enforced the economy based on knowledge which made an 
 education  sector  need  to  drive  transformation  on  their  work  nature  and  environment 
 (Wijetunge,  2012).  Duze  (2011)  added  that  work  stress  in  tertiary  institutions  is  the 
 matter that has to face by academician and administrative staff. 


Besides,  academician  and  administrative  staff  lay  their  best  endeavor  to  achieve  an 
eminent qualification among their competitors.  In order to provide the best efforts, they 
have to bear an excessive job demand that can create problems which may lead to stress 
and affect their performance (Ling, 2014). According to Eyal and Roth (2011), there are 
many  internal  and  external  factors  in  the  educational  systems  that  create  obstacles  for 



(19)6 


university’s  staff  which  can  disturb  their  productivity,  motivation,  comfort  level  and 
 psychological  condition.  For  examples,  job  scope  of  administrative  staff  in  university 
 includes  management  of  student  affairs,  plan  for  university’s  activities,  implement 
 policies  and  expectation  from  management,  plan  for  staff  development,  trying  to  cope 
 with  allocating  scarce  of  education  resources  and  assist  all  areas  of  university 
 management.  They  also  anticipated  serving  on  various  committees,  communicate 
 important  information  about  the  university,  keeping  records  and  files,  and  performing 
 other tasks that assigned to them by university management (Ajayi, 2004). 


Therefore,  a  load  of  work  and  responsibilities  have  possibility  to  become  a  stressor 
among administrative staff. Thus, this study aims to provide an understanding the aspects 
of  work  stress  experienced  by  administrative  staff  at  College  of  Business  (COB), 
Universiti  Utara  Malaysia  (UUM),  in  the  state  of  Kedah.  Expectantly  with  a  better 
thoughtful, appropriate action can be implemented by both parties either by management 
or  staff  itself  in  order  to  cope  with  the  issues.  However,  eliminating  or  avoiding  stress 
seems as something that impossible. Hence, manage it wisely to ensure they can achieve 
productivity at optimum level. At the end, working will be seen as a challenging part of 
life  that  helps  to  boost  up  their  strength  and  performance.  Therefore,  it  is  crucial  for 
management  and  staff  to  identify  symptoms  and  factors  of  stress  which  can  bring 
negative influence on them and the organization (Yaacob & Long, 2015). 
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The  economic  world  has  become  more  competitive  that  stimulate  fast  changing  forces 
 such as pressure to provide quality, innovate and increase in the pace of doing work. To 
 cope with today’s challenging global environment had caused job demands on employees 
 rise  dramatically  which  lead  to  work  stress  (Yadav  &  Kumar,  2014).  Work  stress  is  a 
 costly  problem  for  the  organization  (Wah,  2014).  In  Europe,  stress-related  problems 
 ranked  in  the  second  highest  as  the  most  commonly-reported  cause  of  occupational 
 illness.  Additionally,  European  Foundation  Survey  in  the  year  2000  found  that 
 approximately one-fourth of employees faced with work stress which also affected their 
 health condition (LaMontagne, Louie & Ostry, 2006).  


Furthermore, large companies in the United States which employ more than one thousand 
 employees have to bear absenteeism cost almost 1.17 million dollar result from curing of 
 work  stress  (Erickson,  Nicholas  &  Ritter,  2000).  Moreover,  Health  Advocate  (2009) 
 describes  that  overstress  on  employees  can  cause  them  easier  to  feel  exhausted, 
 susceptible  to  make  mistakes,  easy  to  get  injured  and  more  likely  to  be  absent  at  work. 


Besides,  cost  incurs  to  treat  distress  employees  are  twice  as  high  compared  to  other 
factors.  As  a  consequence,  impacts  of  stress-related  sickness  start  from  depression  to 
heart disease caused organization had to face the cost of lost productivity around 200 to 
300 million dollars per year. 
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That  one  of  the  reason  many  of  researchers  perceive  stress  as  a  negative  influence  on 
 employees’  performance  but  at  the  same  time  there  is  a  few  studies  have  proved  that 
 stressful condition is essential to retain employees’ productivity at the workplace (Ali et 
 al.,  2014).  Indeed,  stress  has  two  conditions;  either  it  can  be  challenging  stressor  or 
 hindrance  stressor.  Challenge  stressor  views  stress  as  the  factor  that  helpful  to  obtain  a 
 goal.  It  must  locate  at  the  optimum  level  of  stress  which  assists  in  rising  up  the 
 productivity  of  the  organization’s  membership.  Muttie et  al.,  (2012)  found  that  work 
 stress has a positive value on the organization. Challenge stressors provide potential gain 
 such as the person frequently utilizes stress in positive ways to raise the productivity by 
 improving  the  performance  to  maximum  level.  On  the  other  hand,  hindrance  stressor 
 prevents  the  person  to  accomplish  their  goal.  This  obstacle  caused  by  excessive  stress 
 which may affect employees’ performance, satisfaction, and turnover rate. Khalid et al., 
 (2012)  found  that  over  stress  among  academician  and  administrative  staff  in  education 
 institution  in  Pakistan  is  due  to  pressure  to  retain  an  eminent  position  among  their 
 competitor. Therefore, stress is common in the workplace but an unmanageable amount 
 of stress  may harm employees’ health through  affecting their mental  and  physical  well-
 being  (The  Star  Online,  2016).  The  workplace  is  the  second  place  for  employees  after 
 their home. For this reason, a peaceful and harmony environment is essential to create a 
 better atmosphere at a working area (Mansor, 2013). 


Meanwhile,  stress  is  connected  to  demand  and  resources.  Demands  are  perceived  as 
expectations, situation, and circumstances which exist in the organization while resources 
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related to the source that is utilized to meet those demands. The degree of stress lessens 
 when resources are sufficient to fulfill the demand (Ali et al., 2014). 


Despite the fact that generally agreed those job demands have the possibility to influence 
 work stress but their outcome on stress only received little attention in empirical studies 
 (Hoogh  &  Hartog,  2009).  Whereas,  previous  research  has  generally  considered  job 
 demand  or  job  resources  singly  or  separately  (Laurel et  al.,  2008).  Considering  the 
 scarcity  of  the  literature  on  work  stress  and  its  correlation  with  job  demand  and  job 
 resources,  it  is  justifiable  to  investigate  this  area  (Wah,  2014).  Then,  from  a  theoretical 
 and  practical  point  of  view,  the  result  of  the  study  is  needed  to  enhance  better 
 understanding of the role of factors as a source of work stress. 


Meanwhile,  UUM,  is  one  of  local  public  universities  located  in  North  Malaysia.  Same 
 like  the  other  universities  in  Malaysia,  UUM  also  confront  with  challenges  and 
 hindrances  in  order  to  become  one  of  the  top  local  public  university  in  this  country. 


Based on recent ranking, UUM is  currently placed in 7th locally, while according to QS 
 University Ranking, UUM placed 137th in Asia. Therefore, to ensure that UUM can strive 
 and  retain  to  achieved  desired  goal,  it  must  cope  with  the  challenges  by  attracting  and 
 producing  the  high  quality  of  output  that  is  excellent  student  and  education  services 
 which need to be aligned with the UUM tagline, “The Eminent Management University” 


(Ahmad, 2015).  
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To  maintain  its  vision,  recently,  College  of  Business,  UUM  obtaining  Association  to 
 Advance Collegiate Schools  of Business (AACSB)  accreditation after  required  a lots  of 
 time  and  resources  to  exercise  this  accreditation.  Indeed,  it  takes  time,  diverts  a  lot  of 
 administrative  and  faculty  time  from  other  activities,  is  fraught  with  uncertainty,  and 
 require more money in order to accomplish it (Wayne, Roy & John, 2003). The AACSB 
 standards  require  that  faculty  team  are  knowledgeable  and  involved  directly  with  the 
 process,  and  also  the  evidence  of  that  involvement  must  be  documented.  In  fact, 
 accreditation  should  be  a  "faculty-driven  process"  (Mottilla  &  Hatfield,  1997).  Faculty 
 must become involved in  committees,  developing missions and goals,  and documenting 
 standards and qualifications. As Holmes (2001) claimed that this accreditation required a 
 lot of work, and the faculty already overworked to do most of it. He added that due to that 
 reason, employees that involve in the process facing with the work stress.  


Due  to  reasons  above,  participation  and  involvement  from  each  of  academicians  and 
 administrative staff is very crucial because through this effort may help the universities to 
 serve the best quality of services to their clients. Thus, university’s management not only 
 depend  solely  on  academic  staff,  but  also  on  administrative  staff  which  have  their  own 
 important role on the process to contribute on university’s success. They also play their 
 part to ensure that services and management can be provided efficiently (Ahmad, 2015). 


Even though, clearly that administrative staff has proven to have important roles for the 
development  and  success  of  higher  education  institutions,  however,  their  appearance  is 
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still  ignored  and  in  most  cases  their  contributions  are  less  recognized  (Szekeres,  2004). 


Meanwhile, several authors have observed that only a small number of articles dedicated 
 to  administrative  staff  development  nationally  and  internationally  thus  far  (Romlee  & 


Shamsudin, 2006; Conway, 2000; Szekeres, 2004; Whitchurch, 2004). 


Besides that, Ling (2014) also claimed that there is a lack of attention on conducting the 
 stress studies in the education area compared to the other sector such as corporate sector, 
 health  sector,  and  the  banking  industry.  Further,  administrative  staff  was  selected  as 
 respondents  of  this  study  due  to  the  characteristic  of  the  job  required  them  to  work  in 
 fixed hours from eight o’clock in the morning until five at the evening which is compare 
 with  academician  who  has  flexible  working  hours.  Moreover,  they  may  affect  by  stress 
 because the limitation of time to accomplish department’s goal and policies (Ling, 2014).  


In addition, a survey conducted by the Executive (2015) showed that administrative and 
 secretarial  is  second  highest  of  work-related  stress  in  the  occupational  category.  This 
 study will focus on factors of stress  among the administrative staff in higher university. 


The role of administrative staff at College of Business (COB) is multifaceted especially 
after  COB  has  obtained  the  AACSB  accreditation.  They  are  under  great  pressure  to 
ensure the administration activities in the departments are well planned and organized. At 
the same time, they need to maintain an effective relationship with faculty, students, and 
other employees. 
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 1.3 Research Questions 


1.  Does workload have a significant relationship with work stress? 


2.  Does role conflict have a significant relationship with work stress? 


3.  Does supervisor support have a significant relationship with work stress? 


4.  Does co-worker support have a significant relationship with work stress? 


In line with research questions, the following research objectives are formulated. 


1.4 Research Objectives 


1.  To determine the relationship between workload and work stress; 


2.  To determine the relationship between role conflict and work stress;  


3.  To determine the relationship between supervisor support and work stress; and 
 4.  To determine the relationship between co-worker support and work stress. 


1.5 Scope of Study 


According to Simon and Jim (2013), the scope of the study refers to the parameter under 
which the study will be operating. For this reason, the purpose to conduct this study is to 
seek the solution of problem that will fit within certain parameters. Therefore, this study 
attempts  to  find  the  problem  that  arises  among  university  employees.  The  focus 
respondent of this study is administrative staffs with grade position 11 to 38 which play 
their  role  as  supported  group  of  staff  in  College  of  Business  (COB),  Universiti  Utara 
Malaysia (UUM), Kedah.  
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This group and location was selected for the several reasons. One of the reasons is UUM 
 is recognized as eminent management university in Malaysia because the objective of the 
 university’s establishment is to specialize in management education. Besides that, UUM 
 has  earned  Association  to  Advance  Collegiate  Schools  of  Business  (AACSB)  on  10 
 August  2016.  AACSB  is  known  as  the  largest  and  excellent  certification  that  specially 
 designed  to  provide  recognition  in  management  education  (The  Star  Online,  2016). 


Moreover,  college  in  the  scope  of  AACSB  accreditation  is  College  of  Business  which 
 consists of six schools and one department.    


 In  addition,  AACSB  accreditation  is  very  important  for  UUM  in  order  to  maintain 
 among  the  best  eminent  university  which  it  requires  sustainable  performance  from  the 
 entire  UUM  team  include  administration,  faculty,  director,  staff  and  students.  The 
 demands  cause  high  pressure  to  employees  because  they  need  to  ensure  that  UUM  can 
 retain its achievement and become more competitive in the education field. 


1.6 Significance of Study 


This  study  was  conducted  to  determine  the  factors  that  influence  the  work  stress. 


Therefore,  this  study  will  investigate  the  relationships  between  job  demand  and  job 
resources  on  work  stress  among  administrative  staff  at  College  of  Business  (COB), 
UUM, Kedah. 
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After completing this study, researcher expects that from the finding can help to provide 
 theoretical  and practical  implication. As a theoretical  implication,  this  study  attempts  to 
 enhance empirical evidence in the Job Demand-Resources model. Based on the result of 
 the  study  helps  to  serve  advantages  on  body  of  knowledge  through  assessment  of 
 employees’  work  stress.  The  information  for  assessment  was  obtained  from  individual 
 viewpoint through the impact of job demand and job resources. The present study attempt 
 to  clarify  of  literature  concerning  work  stress,  job  demand  and  job  resources.  This  is 
 because many previous studies consider job demand and job resources separately (Lourel 
 et al., 2008). Besides that, the information that gained from the data collection and result 
 of  analysis  can  assist  to  strengthen  the  existing  theories  which  apply  in  work  stress 
 research. 


In terms of practical implications, the finding of this study will facilitate the management 
to  identify  which  factors  that  have  high  implication  on  work  stress  among  their 
employees. This is important because management need to provide more attention on the 
negative factor that will hinder employees’ performance and at the same time affect their 
well-being. Moreover, through this information may offer a chance for management and 
employees  to  discuss  and plan a strategic  approach to  reduce stress  problem.  Thus, this 
study  is  useful  to  make  an  effective  contribution  to  create  an  understanding  of  the  best 
way  to  monitor  the  stress  on  employees.  Furthermore,  this  study  helps  to  increase 
awareness regarding stress condition in institution and provide a guide for management to 
affirm the importance of work stress, in terms of job demand and job resources  factors. 
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Finally, this study is expected to be as reference and guidance for future research relating 
 to work stress, job demand and job resources. 


1.7 Definitions of Key Terms 


1.7.1  Dependent Variables 
 Work stress 


Work stress defined as harmful physical and emotional responses that occur when job 
 requirements did not match with employees’ capabilities, resources and needs (Park, 
 2007). 


1.7.2  Independent Variables 
 Job Demand 


Job  demands  refer  as  physical  and  psychological  elements  of  stress  factors  that 
 influence on how employees able to manage excessive work, unexpected assignment, 
 or  work  conflict  (Taipale,  Selander  &  Anttila,  2010).  Under  job  demands,  two 
 dimensions are identified in this study: 


i.  Workload is the amount of work that needs to be done in limited of time with 
 a particular person or organization (Hornby, 2005). 


ii.  Role  conflict  is  incompatibility  of  expectations  and  demands  associated  with 
the role (Rizzo et al., 1970). 
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 Job Resources 


Job resources refer to those physical and  psychological source of element that assist 
 to  accomplish  work  goal,  reduce  job  demand,  and  stimulate  personal  development 
 (Bakker  & Demerouti, 2007).  Under job  resources,  two dimensions are identified in 
 this study: 


i.  Supervisor  support  refers  to  assistance  and  protection  given  to  individual  by 
 supervisor (Langford et al., 1997). 


ii.  Co-worker  support  refers  to  assistance  and  protection  given  to  individual  by 
 co-worker (Langford et al., 1997). 


1.8 Organization of Chapter  


i.  Chapter  one  (1)  serves  as  introduction  of  the  study  by  providing  a  brief 
 description  of  the  research  background.  The  chapters  also  cover  the  problem 
 statement, research questions, research objectives, significance of study and scope 
 of study. 


ii.  Chapter two (2) presents literature review on the conceptualization of dependent 
 and  independent  variables,  relationship  between  dependent  and  independent 
 variables  and  underlying  theories  use  in  this  study.  This  chapter  also  discusses 
 theoretical framework and hypothesis development. 


iii.  Chapter three (3) is the section whereby the researcher will describe the research 
design  and  methodology  utilizes  in  this  study.  The  chapter  also  present  the 
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detailed  data  collection  method  applies  for  this  research  as  well  as  the  analysis 
 technique and statistical tool use to analyze the data collection. 


iv.  Chapter four (4) discloses and interpret the finding obtain from this study. 


v.  Chapter five (5) is the final section of the study and its represent the summary of 
the findings which consistent with research objectives. This chapter also presents 
the contribution of this research, the implication as well as recommendations for 
future research.  
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CHAPTER TWO 


LITERATURE REVIEW 


2.1 Introduction 
   


This  chapter  will  review  on  previous  studies  relating  to  work  stress,  job  demands,  job 
 resources and the relationship between these variables. The issues pertaining about work 
 stress are debated from both perspectives that is either in the theoretical context or from 
 practical  point of view.  Thus, this chapter will  explain in  a clear operational  concept  of 
 work stress, job  demands  and job resources. Moreover, this  chapter also  focuses on the 
 outline  of  the  literature  on  underlying  theories  that  is  Job  Demand-Resources  model. 


Besides,  this  chapter  would  like  to  present  the  theoretical  framework  and  hypothesis  of 
 the study.  


2.3 Conceptualization of Work Stress 


Stress  is  an  adaptive  response  to  an  external  situation  that  results  in  physical, 
 psychological  or  behavioral  variations  for  organizational  participation  (Ahmad et  al., 
 2009;  Hussain  et  al.,  2013).  Besides  that,  stress  is  a  condition  of  physical  and 
 psychological  mental  illness  when  the  resources  are  unable  to  fulfill  the  demand  of  an 
 individual (Hussain et al., 2013). Basically, the term of stress came from physical science 
 which means that force placed upon an object that causes damage, bending or breaking. 


In  case  for  human  being,  stress  was  often  used  to  describe  the  bodies  responses  to 
demand  placed  on  it  whether  these  demand  were  favorable  or  unfavorable  (Mansoor et 
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al., 2011). Whereas work stress defined by NIOSH (1999) can be concluded as a harmful 
 physical  and  emotional  responses  that  occur  when  the  requirement  of  the  job  does  not 
 match  the  capabilities,  resources  or  needs  of  the  employees.  In  other  words,  stress 
 described as people feel pressure personally. Moreover, employee perceives the stressful 
 situation as something that is threatening to them. The employee’s emotional, behavioral 
 and physiological response to stress has a direct relationship to the characteristics of the 
 stressor,  the  resources  of  the  stressor  and  the  employee’s  personal  characteristics 
 (Colligan & Higgin, 2005). Examples major causes of creating stress among employees 
 are  poor  salary  packages,  long  working  hours  and  mistreatment  of  supervisors  with 
 employees (Hussain et al., 2013). 


Undoubtedly, stress is essential because it is a part of living and it helps to contribute on 
 personal  growth,  development  and  mental  health.  However,  nowadays,  employees  have 
 to  face  numerous  of  negative  stressors  in  their  daily  life.  Also,  stress  will  become 
 dysfunctional  when  the  amount  is  too  excessive  and  prolonged.  It  may  harm  individual 
 health,  mood,  productivity,  relationships  and  quality  of  life  (Zimbardo et  al.,  2003). 


There  are  various  unfavorable  outcomes  of  stress  such  as  development  of  negative 
 emotion  (e.g.  hatred,  hopeless,  anger  and  the  urge  to  revenge),  health  problem  (e.g. 


insomnia,  asthma,  ulcers  and  heart  disease)  and  impact  on  job  performance  (e.g. 


absenteeism  from  workplace,  turnover,  decrease  in  productivity  and  efficiency) 
(Anderson  &  Puluch,  2001;  Levin,  2002;  Hussain et  al.,  2013;  Mukambika  &  Kotian, 
2016). 
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Based  on  information  above,  it  can  be  summarized  that  stress  has  two  types  which  is 
 eustress  and  distress.  Figure  2.1  below  illustrates  the  stress  psychological  U-Model 
 determines  how  eustress  and  distress  influence  the  employee  job  performance  (Robbins 


& Judge, 2015). 


       Figure 2.1: Psychological U-Model 


      


Eustress  is  known  as  positive  or  good  stress.  Positive  stress  refers  to  a  good  reaction 
 where  associated  stressor  is  considering  as  a  challenge.  An  example  of  eustress  is  the 
 force  that  stimulates  employees  to  work  productively  through  a  challenging  task  and 
 situations which help them to boost up their performance.  


Meanwhile,  distress  is  referring  to  negative  reaction  because  when  people  view  certain 
stressor  as  a  bad  influencer.  This  situation  commonly  happens  when  people  think  of 
stress,  they  are  thinking  about  those  times  when  they  are  under  unpleasant  pressure  to 
perform,  when an unfavorable event occurs or when they are dealing with the everyday 
stressors that create general frustration (Colligan & Higgin, 2005).  
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As consequences, some employees will try to find the solution in order to cope and deal 
 with  high-stress  situations,  while,  some  people  just  give  up  or  resist  to  dealing  with  it 
 (Byron et  al.,  2016).  It  is  impossible  to  remove  stress  because  it  is  very  important  to 
 ensure employees competent to achieve their goal and encourage them to perform better. 


However,  if  an  amount  of  intensity  and  duration  keep  escalating,  overmuch  stress  may 
 lead  to  emotional  disturbance  and  physical  illness  which  can  affect  employees’ 


productivity (Colligan & Higgin, 2005; Dwamena, 2012).  


A  study  done  by  Murphy  (1995)  described  that  work  stress  have  five  classifications 
 which known as  factors  unique to  the job, role in the organization, career development, 
 interpersonal work relationships and organizational structure. Each of the five categories 
 demonstrates  that  stress  can  occur  specifically  when  there  is  a  conflict  between 
 employee, job demands placed on employees and scarcity of job resources. In fact, when 
 the employee has little control over the situation, the tolerable challenging stress becomes 
 distress (Colligan & Higgin, 2005). 


Numerous  studies  did  on  stress  and  stress  has  been  the  object  of  various  researches.  A 
 study by Hussain et al. (2013) found that majority of employees in public health sector at 
 Kashmir felt high level of job stress in the working environment. Meanwhile, for prison 
 officers who were working in  Ohio and Kentucky  also  under  a stress  where the finding 
 revealed  that  more  than  50%  of  these  officers  experienced  work  stress  (Steiner  & 


Wooldredge,  2015).  According  to  Dwamena  (2012),  employees  that  reported  to  work 
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under pressure will usually feel uncared by their organization. In addition, Francis et al. 


(2007)  identified  that  academic  staffs  who  were  working  in  Canadian  universities  were 
 prone  to  face  a  high  degree  of  stress.  The  researchers  classified  that  majority  of 
 respondents  reported  high  levels  of  stress  at  seven  out  of  ten  stressors  which  are  work 
 load,  work  scheduling,  role  conflict,  role  ambiguity,  work-life  balance,  fairness-
 administration and fairness-rewards. 


Furthermore, Montgomery, Blodgett and Barnes (1996) indicated that salespeople face a 
 high level of work stress and this occupation also falls into the ten most stressful jobs in 
 the  USA.  Consequently,  salespersons  that  suffer  from  stress  often  experiencing  burnout 
 and  weaken  performance,  thus,  make  them  decide  to  quit  the  job.  Hence,  researchers 
 proposed that managers need to control the transmission of stress from becoming worse 
 because a healthy salesperson can concentrate to enhance their performance which in turn 
 will  reduce  yearly  recruiting  and  training  costs.  Similar  result  with  salesperson  is  the 
 occupation of firefighters  also  appears to  be a strong source of stress  and mental  strain. 


This  occupation  may  create  psychological  trauma  that  could  turn  into  post-traumatic 
stress disorder which can lead to burn out syndrome (Lourel et al., 2008). Adetayo, Ajani 
and Olabisi (2014) conducted a research that carried out among employees at the hospital 
relating  to  work  stress  and  performance.  Based  on  the  findings  of  this  study,  it  can  be 
concluded that work stress has significant effect  on employees’ performance because it 
disrupts  by  problematic  factors  such  as  work  overload,  role  stressor  and  work/family 
conflict. This study also revealed that employees had gone through several symptoms of 
stress such as they felt tired, worry, unhappy, weakness, headache and anger. Moreover, 
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they  react  to  these  stress  factors  by  absenting  themselves  from  work,  taking  off  days, 
 watching movies, sleeping, drinking and smoking.  


Contrast  with  finding  done  by  Manzoor,  Awan  and  Mariam  (2012),  where  researchers 
 identified that the stress levels among employees in textile sector of Pakistan was high in 
 certain  areas  like  work  overload,  long  work  hours,  family  life  implication,  pressure  at 
 work, job insecurity and physical agents. However, this kind of stress is not affecting the 
 performance of the employees. Then, they concluded that there is no relationship between 
 job  stress  and  employee  performance.  They  claimed  that  stress  is  normal  to  human 
 existence. In the science of stress management suggest that stress needs to be maintained 
 in the stimulatory level that is healthy and manageable. 


Equivalently  with  the  study  done  by  Byron  et  al.  (2016),  when  the  employee  was 
 experiencing high degrees of stress, they likely to rely on their preferred goal and coping 
 strategies. This is because when the goals presented and the coping strategies needed for 
 dealing with high-stress situations, employees will align with these preferences to ensure 
 they can perform more efficiently and motivated. They found that challenging stress have 
 positive relationship with job performance.  


In the case of an education institution especially at higher education setting, some studies 
concluded that lecturers and administration staffs have been reported experienced a high 
level of work stress (Donders et al., 2003; Boscolo et al., 2008; Leung, Siu, & Spector, 
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2000). In Malaysia, due to an increasing of competition among universities may cause the 
 employees have to face higher demands, more duties, excessive workload. Therefore, this 
 condition  will  create  a  plenty  of  stress,  thus,  affect  their  satisfaction  and  even  their 
 physical or mental health (Safaria, Othman & Abdul, 2011). 


Additionally,  Obioma  and  Adaobi  (2009)  found  that  administrative  staffs  in  African 
 university  have  to  deal  with  high  level  of  stress  due  to  workload,  lack  of  facilities, 
 students’ management, administration and professional duties. As a result, cause them to 
 face several stressful situations in performing their jobs. Ezeugbor (2004) supported this 
 finding by claiming that administrative staff in universities has been hindered by various 
 outcomes  including  loss  of  staff,  frustration,  tighten  deadlines,  role  conflicts,  low 
 productivity, poor communication lines, low expectations and poor working relationships 
 among staff. 


Plus, Chalmers (1998) added that university staff found their job often or almost always 
 stressful because the stressors are mainly related to volume of work, inadequate time to 
 complete  work,  university  restructuring  and  major  changes  to  university  funding. 


Whereas, Ahsan et al. (2009) mentioned that university academic staffs are likely to face 
more problems in their job when the managements will set new goals in order to sustain 
in  the  competition  from  other  universities.  This  may  pose  some  challenges  to  the 
university  staff  which  may  lead  to  work  stress  that  may  affect  their  job  satisfaction, 
mental and physical health.  
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The above statement also supports by study done by Maria and Borda (2010) that shown 
 work  stress  and  burnout  syndromes  are  rather  frequently  happen  among  university 
 lecturer,  administrative staff and service staff. This  problem arises  due to  the change of 
 university system, budget cut, lack of time to respond due to work load, lack of resources, 
 conflict and ambiguous role, little opportunity to get promotion, relationship with student, 
 little social acknowledgement, and low salaries.  


2.4 Conceptualization of Job Demand 


Job demands refer to those physical, psychological, social or organizational aspects of the 
 job that require continued physical and/or psychological (cognitive and emotional) effort 
 or  skills,  and  therefore  associated  with  certain  physiological  and/or  psychological  costs 
 (Bakker  &  Demerouti,  2007).  Besides  that,  job  demands  also  defined  as  psychological 
 stressors  such  as  working  intensively  for  long  period’s  time,  being  overloaded,  having 
 limited time to do the required work and having conflicting demands (Irani et al., 2004; 


Karasek & Theorell, 1990). 


Likewise,  Steenland,  Johnson,  and  Nowlin  (1997)  claimed  that  job  demand  can  be 
considered  as  a  good  or  a  bad  job  stressor.  Even  though  it  has  been  suggested  that  job 
demands are good stressors especially in situations that require high effort to sustain the 
best  performance  but  it  also  might  stimulate  negative  responses  such  as  job  strain  and 
burnout.  Mohammad  (2013)  assert  that  the  higher  the  job  demands  will  produce  poorer 
the task result and performance. The reason is when demands are high, it may not be easy 
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for the employees to allocate their attention and energy efficiently because they have to 
 engage  in  greater  effort  and  in  turn,  negatively  affects  their  performance.  Lourel et  al. 


(2008)  estimated  that  job  demands  may  predict  depersonalization  and  emotional 
 exhaustion  because  it  required  intensity  and  high  demands  that  affect  health  and  well-
 being.  


Examples  of  job  demands  includes  situational  factors  such  as  ambiguity  and  conflict  in 
 role,  stressful  events,  high  workload  and  work  pressure,  pressure  to  make  critical  and 
 immediate decisions, high responsibility and having deadlines to meet (Rothmann, 2002). 


Under the job demands dimensions, few important variables have been identified in this 
 study that relating to work stress. These variables are workload and role conflict. 


2.4.1 Workload 


Workload is defined as having too much of work and have to complete within limited of 
 time  (Montgomery,  Blodgett  &  Barnes,  1996:  Ishak,  2013:  Priya,  2013:  Rahim,  Yee  & 


Mustaffa,  2010:  Kumar  &  Narayanan,  2016:  Berntsson  &  Lundberg,  2005:  Eswari  & 


Saravanan, 2011). Meanwhile, Murphy (1995) stated that burden of overwork mean a job 
need that exceed skill, capacity and a person's knowledge. On the other word, workload is 
work that creates pressure when it exceeds an individual’s capacity level. It is a situation 
where a person feels pressure on him or when the demands of a situation are much larger 
than a person can handle. If this situation continues for a long time without any pauses or 
breaks,  then  physical,  behavioral  and  mental  problems  may  arise  (Manzoor,  Awan  & 
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Mariam, 2012). Workload poses threat to the employees’ performance and also increases 
 withdrawal  behavior  patterns  such  as  early  retirement,  striking,  leaving  or  absent  from 
 work  (Jamal,  1990).  In  research  done  by  Kamaruddin  (2007),  found  that  the  work  load 
 factor  to  be  in  the  fifth  ranking  as  stressful  while  study  done  by  Boyle et  al.  (1991) 
 expose the work load factor is in the fourth ranking. Thus, above section will explain in 
 detail about the relationship between workload and work stress. 


2.4.1.1 Relationship between Workload and Work Stress 


There  are  several  studies  that  examine  the  relationship  between  workload  and  stress  at 
 workplace. Houdmont, Cox and Griffiths (2010) had conducted a survey on work-related 
 stress  on British workforce.  Based on the finding showed that work overload can  cause 
 stress  which  contributes  to  mental  problem.  Moreover,  the  findings  from  study  carried 
 out by Montgomery, Blodgett and Barnes (1996) concluded that sales people experienced 
 higher  levels  of  workload  and  work  stress  because  the  nature  of  work  need  the  sales 
 person  to  become  very  competitive  and  have  high  need  for  achievement.  Ishak  (2013) 
 mention that the impact of a heavy workload for short-term period may cause extra stress 
 to individual, while if it prolonged can pose serious threat to employee’s well-being and 
 also company long-term sustainability. 


A  study  done  by  Saha,  Sinha  and  Bhavsar  (2011)  on  influence  of  work  stress  among 
healthcare staff showed about 70.3% of members reported that the overall volume of their 
work  was  excessive.  Employees’  reported  that  they  were  often  stressed  when  they  had 
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too much work to do. Whereas, Adetayo, Ajani and Olabisi (2014) concluded that work 
 overload is considered to likely cause a disruptive effect on performance of workers. This 
 factors are also seen as more problematic compared to the other causes of stress. 


Similarly, Abbas and Roger (2013) reported that results of the hypotheses were accepted 
 because  from  the  finding  showed  that  workload  has  a  significant  positive  impact  on 
 work-related stress among university lecturer. These results confirm with some of authors 
 including Taris and Feij (2004) and Gillespie et al. (2001) who mentioned that increase in 
 student  enrollment,  mandatory  use  of  new  technologies,  additional  administrative  tasks, 
 time  pressures  and  unrealistic  deadlines  have  increased  the  workload  for  many 
 academicians and become source of stress. Furthermore, a study performed by Francis et 
 al. (2007) that investigate the level of stress among academic staff employed by Canadian 
 universities  revealed  that  overall  level  of  stress  was  very  high  especially  in  term  of 
 workload (85%) which consistent with the findings from the UK and Australian academic 
 stress studies.  


Yunus  and  Mahajar  (2011)  conducted  research  on  work  stress  among Pegawai  Tadbir 
Diplomatik  (PTD)  at  Putrajaya.  The  result  indicated  that  PTD  officers  perceived  that 
heavy  workload  was  the  main  factor  which  contributed  to  their  stressful  condition 
compared to role insufficiency, role ambiguity, and role boundary. 
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Several  studies  have  concluded  that  increased  workload  from  job  demands  were 
 significantly  associated  with  work  stress  (Demerouti et  al.,  2000;  Aiken et  al.,  2002; 


Thomson et al., 2001). Thus, the first hypothesis was developed as following:  


H1 :  There is a significant relationship between workload and work stress. 


  


2.4.2 Role Conflict 


Role  conflict  is  a  stressor  created  by  conflicting  work  demands  and  expectations  (Idris, 
 2011).  Besides  that,  role  conflict  defines  as  multi  role  play  by  an  individual  creates 
 incompatibility of conditions and expectations from the role (Rizzo, House & Lirtzman, 
 1970).  According  to  Gilboa,  Shirom  and  Cooper  (2008),  role  stressors  affect  the  job 
 performance  and job  satisfaction of  employees  in an organization. The relationship was 
 found that increasing in  role conflict will make job tension higher and affect or harmed 
 the work outcome and performance of the employees (Ling, 2014). 


In addition, role conflict occurs when there is incompatibility between the expected set of 
behaviors  perceived  by  the  person  and  those  perceived  by  role  senders  (Katz  &  Kahn, 
1978).  Besides  that,  lack  of  communication  can  result  in  contradictory  information  that 
contributes  to  role  conflict  (Tubre  &  Collins,  2000).  Meanwhile,  Ivancevich  and 
Matteson (1990) point out that role conflict can lead to serious cardiovascular problems 
such  as  high  blood  pressure.  Following  section  will  illustrate  in  detail  regarding 
relationship between role conflict and work stress. 
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2.4.2.1 Relationship between Role Conflict and Work Stress 


There are several studies that examined the relationship between role conflict and stress 
 at  workplace.  Shirom et  al.  (1973)  conducted  a  large  scale  study  on  762  adult  male 
 community  members  in  Israel  and  the  finding  indicated  that  each  occupation  confronts 
 with  stress  due  to  role  conflict  factor.  The  study  by  Kotlarska et  al.  (1986)  in  Poland 
 found  a  high  incidence  of  hypertension  among  elementary  school  teachers  and  bank 
 clerks because they were exposed to conflicting situations such as role conflict and role 
 overload as compared to other occupation such as miners and laborers. Also, Cooper and 
 Marshall (1978) pointed out that role conflict is a more serious problem for the individual 
 working at organizational boundaries because they always face with miscommunication. 


Ismail et  al.  (2015)  claimed  that  role  conflict  plays  an  important  role  as  predictor 
 variables of health workers. The finding of the study explained that the demands of work 
 various,  different  opinions  and  orders  that  not  match  from  the  top  management  has 
 increased  the  pressure  on  employees  which  can  cause  decreasing  of  physical  and 
 psychological health. 


Whereas,  Montgomery,  Blodgett  &  Barnes  (1996)  conducted  a  research  focusing  on 
 industrial  salespeople  indicated  that  high  levels  of  role  conflict  cause  salespeople  to 
 experience  greater  levels  of  work  stress.  This  result  synchronized  for  prison  officers 
 where they also become more stress if facing with higher levels of role conflict (Steiner 


&  Wooldredge,  2015).  Meanwhile,  Leilanie  (2008)  reported  that  different  instruction 
from  the  doctors,  administrators  and  nursing  supervisor  cause  role  conflict  to  nurses 
particularly when these instructions lead to conflicting demands. Athanasios and Ioanna 
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(1998)  also  conducting  a  study  on  nurses  which  indicated  that  increase  in  role  conflict 
 leads to an enhancement in disengagement and stress among nurses in private hospital of 
 Kolkata.   


In addition, Murphy (1995) referred to the employee’s “role in the organization” which 
 focuses  on  the  employee’s  level  of  responsibility  in  the  workplace.  There  are  times  in 
 organizations  which  are  particularly  top  management  or  authorities,  where  employees 
 must  perform  multiple  functions  requiring  from  multiple  supervisors.  Stress  can  pose  a 
 significant  threat  when  the  employee  must  perform  several  roles  simultaneously 
 (Colligan  &  Higgin,  2005).  Moreover,  Ali et  al.  (2014)  identified  the  main  causes  of 
 stress  among  employees  in  higher  education  sector  which  reduces  their  work 
 performance are work load, role conflict and inadequate monetary rewards. 


Several  studies  have  concluded  that  increased  role  conflict  from  job  demands  were 
 significantly  associated  with  work  stress  (Barnett  &  Gareis,  2006;  Kanter,  2006; 


Westman and Eritzion, 2001). Thus, the second hypothesis was developed as following: 


H2 :  There is a significant relationship between role conflict and work stress. 


2.5 Conceptualization of Job Resources 


According to the JD-R model, job resources refer to those physical, psychological, social 
or  organizational  aspects  of  the  job  that  are  functional  in  achieving  work  goals.  Job 
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resources help to stimulate personal growth, learning, and development. Job resources are 
 not only necessary to deal with job demands but also important in their own right (Bakker 


& Demerouti, 2007).  


Demerouti et al. (2003) placed job resources at four levels:  


(i)  The level of the organization at large for examples salary, job security, career 
 opportunities. 


(ii)  The level of interpersonal and social relations for examples social support and 
 team climate. 


(iii)  The level  of organization of work for  examples role clarity  and participation 
 in decision making. 


(iv)  The  level  of  the  task  for  examples  autonomy,  performance  feedback,  skill 
 variety, task identity and task significant. 


Thus, JD-R model predicts that job resources can help to mitigate the negative effect of 
 job  demands  from  becoming  over  stress.  Job  resources  are  also  known  as  motivational 
 process. It assists to stimulate a fulfilling, positive work-related state of mind (e.g. work 
 engagement),  either  through  the  achievement  of  work  goals  or  the  satisfaction  of  basic 
 needs.  In  consistent  with  the  JD-R  model,  job  resources  were  negatively  related  to 
 burnout  and  positively  related  to  engagement  (Schaufeli  &  Taris,  2014).  According  to 
 Bakker et al. (2007) in a study among Finnish teachers, found that job resources (social 
 support  and  appreciation)  buffered  the  negative  effect  of  job  demands  (misconduct). 


Moreover,  job  resources  are  importance  to  boost  engagement  particularly  when  job 
demands were high (Schaufeli & Taris, 2014). 
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Meanwhile,  lack  of  job  resources  can  hinder  goal  accomplishment,  which  is  likely  to 
 cause  failure  and  frustration.  In  turn,  this  may  lead  to  withdrawal  from  work,  reduced 
 motivation and commitment. When the work environment lacks of resources, individuals 
 hard  to  overcome  the  negative  influence  of  high  job  demands,  then,  it  will  create 
 difficulty to achieve their work goals (Hackman & Oldham, 1980). 


Under the job resources dimensions, few important variables have been identified in this 
 study  in  relation  to  work  stress.  These  variables  are  social  support  (supervisor  and  co-
 worker support). 


2.5.1 Social Support 


Another factor that can buffer the effect of workplace stress that an individual experience 
is social support. Social support refers to the resources (both emotional and practical) that 
were  derived  from  an  individual’s  social  network  of  family,  friends,  co-workers, 
supervisor,  management  and  other  social  contacts.  Whereas,  House  (1981)  illustrated 
social  support  as  process  of  providing  psychological  or  emotional  support,  concern, 
guidance,  aid,  information,  feedback,  appraisal  and  motivation  for  employees.  Bickford 
(2005) reported that lack of social support may effect on people’s health and well-being 
in  a  range  of  stressful  situations.  This  statement  also  supported  by  Lambert,  Altheimer 
and Hogan (2010), where researchers admitted due to low social support can be seen as a 
form  of  resources  depletion  for  employees  and  this  situation  can  lead  to  stress.  This  is 
because social support can provide a network of information that can avoid the problems 
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before  they  occur  or  allow  employees  to  deal  with  it  before  become  bigger  (Gignam et 
 al., 1986). 


Cobb  (1976)  indicated  that  social  support  can  protect  people  from  a  wide  variety  of 
 uncontrolled  states  and  mental  health  problems.  Personal  competence,  health 
 maintenance  behaviors,  positive  affect,  sense  of  stability,  recognition  of  self-worth, 
 decreased anxiety and depression, and psychological well-being are some of the positive 
 consequences of social support. Moreover, this support identify as a mechanism by which 
 employees  can  find  the  meaning  in  their  work  and  their  lives  while  at  the  same  time 
 finding ways to deal with workplace stressors (Lambert, Altheimer & Hogan, 2010). 


According to  Stansfeld,  Marmot and Wilkinson (2006) stated that social  support  can be 
dividing into two categories which are emotional support and practical support. Besides 
that,  the  practical  support  defines  as  practical  help  which  get  in  the  workplace  assist  to 
increase self-motivation, meanwhile, emotional support will boost up the energy level of 
an  employee  which  consequence  produce  good  performance.  Park,  Wilson  and  Lee 
(2004)  stated  that  social  support  at  work  is  an  important  consideration  to  increase 
organization productivity. It also plays an important role at workplace because when the 
employees  have  a  high  level  of  understanding,  they  able  to  perform  well  with  support 
from their management and co-worker (Ling, 2014). 
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Support  from  supervisors  and  co-workers  helps  to  reduce  stress  at  work  place  because 
 without much support from the supervisors and co-workers, the employee will feel alone 
 and  their  pace  of  work  and  performance  retards  (Manzoor,  Awan  &  Mariam,  2012). 


Moreover,  social  support  from  supervisors  and  fellow  employees  can  mitigate  stress 
 levels and work demands (Hamann & Foster, 2014). 


Yip et al. (2008) mentioned that employees use more emotional support and can express 
 themselves better if they have a good social support. Besides that, social support helps to 
 weaken  the  relationship  between  overload  and  distrust.  Human  interaction  helps 
 employees to develop feelings of better moral standing, which contributes to an improved 
 state of well-being because employees can work more effectively if they receive support 
 when  it  is  required  (Park et  al.,  1996).  Support  from  subordinates,  co-worker  and 
 supervisor  consists  in  sharing  workload,  being  able  to  ask  for  help  or  sharing.  This 
 support plays an important role to cope with work related stress (Gillespie et al., 2001). 


Steiner  and  Wooldredge  (2015)  stated  that  prison  officers  who  reported  more  social 
contacts with their co-workers or supervisors experienced significantly less stress because 
they have received adequate assistance, which served to buffer against stressful situations 
that  occurred  especially  on  their  shift.  Additionally,  Jones et  al.  (1998)  claimed  that 
employees  who  experience  high  level  of  stress  may  easily  affect  health  problem  that 
originate from working pressure such as less supportive supervisor. Three sets important 
on  relationship  that  identified  is  relationship  with  supervisor,  relationship  with 
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