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Abstract 

A broad definition of stress is a non-specific response of the body to different demands 

and is often referred to as the health epidemic of the 21st century. Whether stress is due 

to growth of industry occupations or simply because of our increased awareness of it is 

still to be debated. Nonetheless, stress is present in our lives. Stress in small quantities is 

normal and even beneficial. However, stress which causes a strong response or is present 

over a prolonged period of time can be harmful. Different stressful elements at work can 

cause stress, which leads to sickness and absence. The root may be not only mental but 

physical as well.   

 Workplace stress is often unnoticed and therefore unaddressed. Managers of 

companies struggle to solve employee-related issues such as low motivation, poor 

performance, or excessive absences. Many organizations implement different programs 

such as motivational projects or micro management, often not realizing that the 

underlying issue is caused by stress. Motivation programs like financial bonuses and other 

rewards will prove unsuccessful in the long-term and will only have temporary effects if 

the motivation is not directed to the underlying issue. Decreased mental health at the 

workplace leads to increased sick leave.    

 There are different reasons for workplace stress and different methods for solving 

them. Research that seeks to determine the causes of stress at the workplace can also 

help to address stress. The research of this paper indicates that companies with many 

policies that intend to decrease employee stress can still have some stressors. 
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1  Introduction 

Stress is an inevitable part of our lives. There can be various sources of stress; social life, 

family, finances, or work. As will become evident in the following chapters, stress has 

undesirable effects on not only people’s health but also their job and the company  as a 

whole. Highly stressful workplaces theoretically have low employee productivity, which 

can affect the performance of the organization. Knowing the reasons for stress at the 

workplace can help employers to find ways to diminish stress levels and improve 

employee performance. The following chapters will further describe the effects of stress 

on individuals and on the workplace.  

1.1 Brief overview of stress 

The word “stressor” indicates a situation or event which causes a stress response 

(Anisman, Merali, 1999). Employees have various stressors internal and external to their 

workplace. Stress is the fastest growing cause of work absenteeism. Additionally, poor 

performance due to stress can cause substantial loss to companies. Furthermore, there 

are examples of employees claiming and receiving compensation for being made to work 

to the point of breakdown (Stranks, 2005). Stress has been named the health epidemic 

of the 21st century by the World Health Organization. It has been estimated that it costs 

American businesses $300 billion a year (Business News Daily, 2012). Hans Selye firmly 

believed that the most important stressors for people are emotional (1978). As Maté 

(2008) has indicated, stress cannot be comprehensively addressed if we only concentrate 

on the result without tackling the underlying reason for it. This is the key statement in 

the thesis because it directly pertains to the main objective and aim of this paper, which 

is to determine reasons for stress.  

Employees have reported that stress has caused them to have difficulty focusing on 

their work tasks, increased the amount of errors, increased missed deadlines, more 

missed days, and more frequent tardiness (Business News Daily, 2012). In Sweden, 

employees frequently take sick leave due to stress (Hedström, 2016). In the U.K., 50% of 

all sick absences are due to stress-related illness. By estimation, employees are absent 

from work for 100 million working days for stress-related reasons each year in the UK 
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(Warren & Toll, 1997). Stress within an organization can cause high turnover, 

absenteeism, chronically poor performance, as well as frequent and sometimes major 

accidents. The sources of stress in an organization should be dealt with before the 

symptoms begin to manifest (Stranks, 2005). 

1.2 Aim of the paper 

The aim of this paper is to determine what stressors are affecting employees working in 

Iceland in the specific context of Iceland Travel, a travel agency. The paper also aims to  

raise awareness about the effects of stress on an individual’s health or work. The tourism 

industry is constantly growing in Iceland, which means that increasing amounts of people 

in Iceland are likely to work for companies in the industry. The tourist industry is a major 

source of income for Iceland and those employed in such companies. Work-related stress, 

as observed in the literal background of this thesis, affects not only the personal lives of 

employees but also their productivity at work, and therefore the success of the company. 

Some employers might not have the means or resources to conduct research on what 

stressors are affecting employees at their workplace that would enable them to take 

adequate actions to tackle the issue. The results of this research, even though they are 

insufficient to be generalized, will provide insight about common stressors for employees 

working in the tourism industry in Iceland. The specific example of Iceland Travel will be 

analyzed. With this information, managers will be prepared to take actions against those 

stressors, which will help many employees working at Iceland Travel to have a healthier 

work atmosphere. 

1.3 Overview of the thesis 

The thesis will be composed of a theoretical part and a research part. Resources used for 

the theoretical part will be listed at the end of the paper. The research methods will be 

discussed in the chapter dedicated to the practical research. Questions used in the 

research will be listed in the research part of the paper. In the following chapters, the 

thesis will explain stress, its main causes of stress, why or how stress affects our health, 

and why stress might be good for us. The research part will determine the most common 

causes of work-related stress in an Icelandic tourism company. The thesis will also provide 

information about how to deal with stress or avoid it altogether.  
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Understanding stress can help us to better understand the topic of this thesis. 

Understanding the causes of stress will help determine the general reasons of stress, 

which will also be used to formulate the research questions and explain why they are 

formulated as they are. Stress and health connections will illustrate why the topic of 

stress is so important and why there should be awareness of the issue. Viewing stress in 

a positive light can assist with the understanding that stress is not always harmful, does 

not always lead to grave illness, and might even be healthy in the right amount and under 

the right circumstances. Symptoms of stress will provide insights on how we might 

recognize stress, which can be helpful if we intend to provide any kind of assistance. 

Through this research, we will learn what kinds of stressors are commonly present in 

Iceland Travel, an Icelandic workplace. This information is intended to aid us to take 

actions against such stressors at workplaces. Lastly, having insight on how to avoid or deal 

with stress that is already present will provide tools for managers to maintain healthy 

work morale at the workplace. 

1.4 Research questions 

The aim of the thesis is to identify main stressors in Icelandic workplaces through research 

on an example of an Icelandic travel company. The following research questions will be 

answered at the end of the thesis and seek to determine the causes of workplace stress, 

how to avoid it, and why they should be avoided.  

- What are the main stressors for employees of Iceland Travel? 

- How can existing company policies address stress in the workplace, and how can they 

be adjusted to encourage more productivity through lower stress and better working 

environments? 

- How can identifying the main stressors and applying established HR theory facilitate 

the formation of stress-lowering policies for Iceland Travel? 

2 Literal background 

To understand the topic of the thesis, it is best to start from the beginning in terms of  

understanding what stress is. We hear the word “stress” used on daily basis, but many of 
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the people using the word are not sure of its exact meaning of it or what physical 

processes it involves. Maté (2008, p.7) has explained that “stress is a complicated cascade 

of physical and biochemical responses that influence our physical state.” Hans Selye 

(1907-1982) considered stress in health and illness to be medically, sociologically, and 

philosophically the most essential subject for humanity. He dedicated most of his 

professional work to the research of stress and has published several books and 

numerous papers regarding the issue. He was recognized as the Einstein of medical 

research by his peers (Szabo, et. al., 2012). He formulated the theoretical concept of 

stress. For this reason, this chapter will rely on The Stress of Life (1978), which is one of 

Selye’s better known publications and a summary of Hans Selye’s life’s work. Sapolsky 

(2004) has named Selye as one of the godfathers of stress psychology. Before the 

research of Hans Selye, the English word “stress” was mostly used in engineering to 

describe the effects of force acting against resistance (Selye, 1978). Selye formalized the 

concept of stress as it is used today (Sapolsky, 2004). The Stress of Life is the reflections 

from two decades of his research. Research has led Selye to realize that our bodies have 

a mechanism which helps us to handle heavy strain in our lives. He called this mechanism 

“the general adaptation syndrome.” He then changed the name to stress, which is a more 

widely recognized term. He defined stress as “a non-specific reaction of the body to any 

demand” (1978, p.55). 

Stress is not always caused by life-threatening situations. Regular activities such as 

athletic competition or a romantic kiss can also cause considerable stress without causing 

any apparent damage to the body. General adaptation syndrome (GAS) is a term derived 

from Hans Selye. The term is a predictable physical response to stress. Selye divided the 

response into three stages (Selye, 1978):  

1. Alarm stage - provides burst of energy 

2. Resistance stage - the body tries to resist or adapt to the stressor 

3. Exhaustion stage - this stage comes when the energy is depleted  

The pattern of reaction to the stress is very specific because it affects certain organs. 

However, the stress response is also non-specific because it can be caused by any agent. 

In other words, stress is a specific syndrome that is brought about by a non-specific cause 

(Selye, 1978). Stress can be triggered by any physical, biological, chemical or psychological 

threat or any perception of danger, whether conscious or unconscious. Even though the 
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stages and components of stress are known, how the body will react to it cannot be 

determined beforehand because the stress response is non-specific (Maté, G., 2008). Our 

brains have evolved to try and maintain homeostasis in the body (maintaining stable, or 

fairly stable conditions in the body). Stressors are anything from the outside world that 

disrupts homeostasis, and a stress response is whatever the body does to regain 

homeostasis. Furthermore, a stressor can be an anticipation of something that can be 

threatening but has not yet happened. Even non-immediate dangers can be stressful. 

People who have been exposed to higher levels of stress have an easier time dealing with 

moderate amounts of stress than those who have had to deal with lower levels of stress 

(Sapolsky, 2004). 

2.1 Stress and health connection 

Stress and health connection will help us to better understand the symptoms and 

influence of stress on work results as well as the reasoning behind recommended 

methods on how to avoid or deal with stress. Stress is an essential aspect of a variety of 

diseases (Selye, 1978). The effect of stress on the body is called interpersonal 

neurobiology. The theory is that we do not develop sicknesses regardless of how we live; 

instead, how we live is responsible for the sicknesses we develop (Maté, G., 2003). The 

approach is not popular because it leads to blaming others or oneself. However, for 

scientific reasons, the aspect of blame should be removed. Different people who treat 

their body the same way will have different health results over years. This is because 

health significantly depends on the amount of emotional stress over the years as well as 

on personality, or how they deal with stress (Sapolsky, 2004). Numerous cases from the 

book When the Body Says No (Maté, 2003) indicate stress has negative results on our 

health and can sometimes lead to grave sicknesses such as cancer, ulcerative colitis, 

chronic fatigue syndrome, autoimmune disorders, fibromyalgia, migraine, skin disorders, 

endometriosis, multiple sclerosis (MS), amyotrophic lateral sclerosis (ALS), and others. 

The idea of the book is that stress is a natural response to danger, which helps us survive. 

However, when the amount of stress is much greater than a human organism is capable 

of dealing with, “the body says no,” which means that it becomes more easily affected by 

diseases. As Matet has described, if we are prevented from learning how to say no, our 

bodies might have to say it for us. According to the author of When the Body Says No, 
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hormones are affected by the state of mind, which change in response to a person’s 

psychological condition and affects their body. Causes of diseases are not widely 

connected to stress because doctors rarely have time to research their patient’s personal 

background. Moreover, it is difficult to prove the connection because the supposed 

reason for illness is emotional. The longer the stress lasts, the graver its effects on the 

body. Theories of the mind-body connection were known as early as ancient Greece. 

Socrates believed that his contemporary doctors were unsuccessful because they 

separated the mind from body, which he considered to be a major mistake (Brill, 1978). 

When the Body Says No mainly recognizes suppressed emotions as a cause of stress and 

the biggest contributor to disease. Moreover, the contributor is not just stress alone but 

pushing oneself despite the stress. It is true that everyone feels stress at some level. Some 

researchers like to differentiate types of stress and do not recognize minor day-to-day 

stress as an important factor. To a certain degree, stress can even be beneficial, as 

described later in the chapter of this thesis about the positive aspects of stress. There is 

probably no one who has not felt stressed. However, we do not always witness its 

outcomes on our health. The reason for this can either be low levels of stress or that we 

do not recognize its consequences on our bodies.  

Sapolsky’s (2004) explanation is that the nature and duration of stress is what affects 

our health. According to him, as we have evolved and progressed, our psychological and 

social stressors have increased. We are no longer attempting to avoid immediate physical 

danger to survive and no longer have only short-term crises to deal with. We now have 

more long-term stressors to cope with such as loans, social status, and careers, and we 

worry about these for months and sometimes even years on end. The connection 

between the nervous and immune systems has been clearly described in the research of 

Montoro et al. (2009) According to the paper, stress can cause allergies which an 

individual has not had before. High amounts of stress are also one of the triggers for 

migraines (Kodzhoshalieva, B., et.al., 2017). The discovery of a connection between the 

body and the mind has revolutionized medicine, indicating that people’s emotions and 

personality can greatly affect body on a cellular level, therefore affecting overall health. 

Stress makes some people more vulnerable to disease, depending on how they deal with 

the stressors (Sapolsky, 2004). Maté has named three components of stress:  
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• Event - either a physical or emotional event that the brain perceives to be 

threatening to safety. The event stimulates stress and is also known as a stressor.  

• Processing system analysis and determines the meaning of the event (the 

stressor). The nervous system or the brain is the processing system in human 

bodies.  

• Stress responses are different psychological and behavioral alterations that react 

to the stressor.  

Psychology views emotions as an electrical, chemical, and hormonal release of our 

nervous system. They affect and are affected by the immune system, major organs, and 

operations of different biological substances that influence our physical state. Stressful 

emotions that pass through this system disarm the body’s defense against illness (Maté, 

2008). However, not everyone agrees with the theory that the state of mind affects 

health. Angell (1985) is one commentator who has disagreed. She thought that the time 

has come to realize that mental states do not directly reflect on our health. She even 

called such beliefs a form of folklore. More scientists, however, agree with the mind-body 

connection. It has been recognized in medicine that many harmful diseases which 

progress slowly can be caused or made worse by stress. Therefore, stress can indeed 

make us sick (Sapolsky, 2004). The theory of the mind-body connection is not new. It has 

been discussed centuries ago. However, vast understandings of physiology, biochemistry 

and molecules provide clearer information about how and why this connection exists 

(Sapolsky, 2004). 

 Sapolsky (2004) offers an in-depth description of the “why” and the “how” of the 

mind-body connection. According to him, stress response during the evolution became a 

tool to aid the body during fight or flight situations. Early on, humans mostly faced 

immediate threats such as  wild animals trying to chase them down. Stress responses in 

the body had the same effect during psychological stress as during physical threats. The 

stress response prepares the body for a vast expenditure of energy for the fight-or-flight 

response. At this stage, the body rapidly mobilizes energy from storage sites and reserves 

it further use. Glucose and simple proteins that are stored in fat cells, liver, and muscles 

are directed to the muscles that are actively involved in avoiding an existing threat. Heart 

rate, blood pressure, and breathing rate increase so that the blood can transport the 

nutrients the quickest to deliver the energy to the necessary parts of the body (Sapolsky, 
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2004). Hence, the body does not spend energy on other things that are not involved in 

avoiding immediate danger (such as long-term projects of body maintenance). This takes 

a toll on the body. For example, stress affects reproductive systems in both genders, 

decreasing sexual drive. Females are less likely to ovulate, bring pregnancy to term, have 

regular periods, or have periods at all. Males are less likely to have erections or secrete 

testosterone, and their sperm count decreases (Sapolsky, 2004). This makes sense 

because the body deems reproduction to be a secondary necessity when it thinks that 

life is on the line. Immune systems also become repressed. Thus, the danger of threats to 

health like cancer may become ignored even though the body could otherwise detect and 

fight it early on if the body must fight to survive an immediate threat to its life (Sapolsky, 

2004). In this case, long-term projects in the body must be postponed until the danger is 

averted, and the body can resume regular maintenance operations. 

Another aspect of stress is that it blunts the perception of pain. Improving aspects of 

memory or sharpening senses are also not uncommon during stressful situations. Stress 

response evolved to save mankind, but scientists have also proved that the same 

mechanism also makes us sick (Sapolsky, 2004). This chapter will shed some light on the 

reasons why. The chapter of this thesis that defined stress described three phases of 

stress as described by Selye (1956). Selye deemed the third phase of stress – exhaustion 

- to be the cause of sickness due to a long-lasting stress response that leaves the body 

without further defense against a stressor. According to Sapolsky (2004), this does not 

happen often. The issue is not the insufficient stress response; instead, it is the sufficient 

activation of a stress response, which can be more damaging than the stressor itself. This 

is especially true if the stressor is entirely psychological.  

Sapolsky (2004) has explained this connection further by stating that when the 

resources for a stress response are used over prolonged periods of time, there will be no 

surplus energy, which will cause fatigue and an increased risk of diabetes. Similarly, if 

blood pressure increases often due to stress, the risk of cardiovascular disease will also 

rise. If someone’s immune function is suppressed for a long time, they will more easily 

contract infectious diseases and will have few resources to fight them with. At the 

workplace, for instance, victims of bullying often suffer from fatigue or chronic fatigue 

syndrome. This is due to the body’s fight-or-flight mechanism being activated over 
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prolonged periods of time without the body activating any physical response to it. 

Therefore, energy reserves are constantly depleting, causing loss of stamina, strength, 

fatigue, and muscle wastage (Stranks, 2005). Most stress-related diseases are caused by 

disorders that accrue due to an excessive stress response.  

When learning about the connection between stress and health, we should also 

understand that the danger of illness is potential rather than inevitable. Stress itself does 

not automatically cause a disease. The above-mentioned theories indicate the 

connection between stress and sickness but do not suggest that all stress causes diseases 

in every occasion. Instead, these theories suggest that stress is likely to be a background 

factor in illness. The brain responds to stressors by activating different hormones. Not all 

stressors get the same stress-response (Sapolsky, 2004). Sapolsky (2004) has provided 

many examples of how stress affect our bodies and cause diseases. He has also illustrated 

how disease are connected to stress, provided in-depth explanations of which hormones 

secreted during stress can affect which organs, and demonstrated which processes take 

place in the body following stress and the secretion of hormones.  

Many people are concerned about their body weight. Stress could be one reason for 

weight gain. Stress can alter our appetite (which will be discussed in the chapter about 

stress symptoms), and there must be a reason why appetites are affected when we are 

stressed. That might seem surprising because when stress is present, all the physical 

needs that are not directly involved with surviving the existing danger will be suppressed. 

We also know that when dealing with stress, the body uses energy reserves to deal with 

crisis. Therefore, after the threat is over, it will be necessary to replenish those reserves. 

An increase of glucocorticoids (which strive to maintain homeostasis in the body) 

provides the signal to begin eating. People who are continuously stressed will feel a 

diminished appetite, while people who experience many shorter episodes of stress (and 

feel like they have been continuously stressed) will feel increased appetite because their 

glucocorticoids increase after each stressful episode. However, that is not the only reason 

why some people become hyperphagic (have increased appetite and food intake) and 

others become hypophagic (have reduced appetite and food intake) when stressed. 

Stress eaters are mostly people who are actively trying to diet and always check what 

goes into their body. However, when people are under stress and feeling down, they want 



 

19 

to treat themselves with something tasty, which is usually the food that should be 

avoided while on a diet (Sapolsky, 2004).  

Many articles have addressed the psychological, physiological, and medical effects of 

night shifts on employees. As will be demonstrated in the chapter about the causes of 

stress, lack of sleep is also a stressor (Sapolsky, 2004). The effects vary depending on age, 

economic situation, and family commitment. However, such working hours generally 

cause abnormal fatigue and many health issues. The causes of fatigue include sleep 

disturbance and that employees must work in the state of “nocturnal deactivation” and 

sleep during the “diurnal reactivation.” This means discordance between those two states 

as well as between the artificial rhythm of activity and rest, which leads to stress. Night 

workers also often suffer from digestive disorders (gastrointestinal conditions and ulcers) 

and nervous disorders. Some studies have also connected cardiovascular disease to night 

work (Stranks, 2005). There is also a connection between stress and depression. The 

physiological relation between the two is not very clear, but studies indicate that those 

who are suffering from major depression are more likely to have recently experienced 

significant stress. The connection that has been described by Sapolsky (2004), however, 

is extensive and includes many variables. I will not go in depth into this subject to avoid 

deviation from the main topic of the thesis. If this thesis were more medical in nature, it 

would discuss this topic further.  

The information in this chapter indicates that stress can have dire consequences on 

health as well as job results. Therefore, it is important to explore the reasons why we 

become stressed at work and how that can be avoided.  

2.2 What are the causes of stress? 

According to Gabor Maté, those who were abused as children are 50% more likely to be 

diagnosed with cancer. There are three aspects that usually lead to stress: uncertainty, 

the lack of information, and loss of control (Maté, G., 2013). When we do not receive 

enough nutrition, the body starts to starve. Starvation is a stressor (Sapolsky, 2004). 

Therefore, if employees do not have easy access to affordable food, that might cause 

their bodies to be in a stressed state. Lack of sleep also appears to be a stressor. On the 

other hand, stress makes it more difficult to obtain decent sleep, which creates a vicious 

cycle (Sapolsky, 2004). Poor sleep affects work productivity and performance. Individuals 



 

20 

who suffer from insomnia can be costly for the company they work for because they are 

more inclined to make mistakes (Rosekind, et.al., 2010). Anyone who has attended work 

after a sleepless night will understand the significance of doing so. Hence, stress caused 

by work can cause poor sleep, which can cause loss to the company. At least one type of 

learning facilitation is disrupted due to a lack of sleep, which can be an issue for an 

employee who must learn job-related information. Loss of control and predictability are 

also known to be stressors, although knowing beforehand that the stressor is coming 

might also induce stress ahead of time. However, this interaction depends on 

circumstances (Sapolsky, 2004).  

2.2.1 Causes for stress at workplace 

Workplace stress usually takes place when people are trying to cope with their 

responsibilities, tasks, or other forms of pressure connected to their job but encounter 

difficulty or anxiety when doing so (Stranks, 2005). It should also be considered that stress 

can be due to work interfering with an employee’s private life such as family time or 

hobbies. This can have negative effects on an employee’s job performance (Stranks, 

2005). Studies demonstrate that people working in middle-management are more 

inclined to develop a stress- related disease. That may be because they get crushed in the 

middle trying to mediate interests of both parties (top management and employees) or 

because they have increased workload and demands but little autonomy. Therefore, 

middle management has responsibility without control. Studies have also demonstrated 

that the effects of unemployment on health do not begin when an employee is fired; 

instead, they begin when the threat of firing initially materializes (Sapolsky, 2004).  

In his book Stress at Work, Stranks (2005) has classified work-related stress as follows:  

• Physical environment: insufficient space to work comfortably and safely, lack of 

privacy, open work space, inhuman workplace layout (or non-ergonomic), 

inadequate temperature, humidity control, and poor illumination or ventilation. 

These conditions can be disconcerting, distracting, unsafe and uncomfortable, 

thus preventing an employee from working in the most efficient manner.  

• The organization: insufficient staff and too many unfilled posts, poor coordination 

between departments, lack of suitable training for the job, lack of information 

(people not knowing where they stand), lack of control over the workload, rigid 
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work procedures (lack of flexibility), and no time allotted to adjust to work-related 

changes.  

• The way the organization is managed: inconsistent style and approach by 

different managers, emphasis on competitiveness, constant crisis management, 

withheld information (due to some individuals seeing it as a tool of power), 

constant change in procedures, strongly encouraged overtime, and shift work.  

• Role in the organization: role uncertainty, role conflict, lack of responsibility, lack 

of management support, lack of training suitable for their responsibilities (often 

applies to junior managers).  

• Relations within the organization: poor relationships with superiors, coworkers 

or subordinates; difficulty in assigning responsibilities; personality conflicts; lack 

of feedback from colleagues or management. These can be due to a lack of 

understanding each other’s roles, low confidence, or other human emotions such 

as envy or lack of respect.  

• Career development: lack of job security, unfair promotion, not being promoted, 

ambitions not matching company’s view of [employee’s] current and future 

abilities, insufficient job status, and unequal salary compared to others who work 

in similar positions.  

• Personal and social relationships: lack of opportunity to socialize with coworkers; 

sexism and racism, such as in the form of harassment; conflict with family 

demands; and divided loyalties between company demands and one’s own needs. 

• Equipment: unsuitable for the job, old, unreliable, poorly maintained, unsuitably 

placed, non-ergonomic design, noisy, and produce too much heat.  

• Individual concerns: difficulty coping with change, lack of confidence in dealing 

with interpersonal problems, indecisiveness, allowing others to dominate the 

work process, poor time management skills, and inability to deal with stress.  

There are three types of workplace stress: stressors that can easily be changed or 

eliminated, stressors that are difficult to change or eliminate, and stressors that are 

impossible to change. The type of stress determines the range of support that an 

organization can provide. Stranks (2005), like Sapolsky (2004), has spoken of how 

individual characteristics can impact work related stress. A person’s level of anxiety, 

neuroticism, tolerance for uncertainty, and other personal aspects can affect responses 
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to stress differently. Change in an organization is often a source of stress for employees 

because not everyone can easily adapt to changes, and many people view change as a 

threat to their job security. Rushed change may also cause uncertainty in some 

employees who fear being unable to follow the changes. For instance, older employees 

often have a negative attitude to innovative change and view it with hostility and 

cynicism. This could also be because they are not as tech-savvy as their younger 

coworkers (Stranks, 2005).  

“Atypical workers” refers to employees who work outside normal daytime hours. This 

includes shift work and night time jobs. Research has indicated that many shift workers 

suffer from long-lasting sleep disorders, which often leads to mood disorders. Drug and 

alcohol abuse is also more frequent in atypical workers. Most of these workers complain 

about chronic fatigue, and many feel isolated from family and friends. Digestive disorders 

and accidents due to human error are also common for such workers (Stranks, 2005). 

Health issues and social isolation that occurs due to this type of work leads to stress 

(Stranks, 2005), which can lead to additional health issues in turn (Sapolsky, 2004). Part-

time jobs are for people who are not able to work full-time or handle rigid working hours 

due to different circumstances. While such arrangements can diminish stress by 

permitting employees to have more free time for family matters, they can also add to 

stress levels. Organizations treat such employees less favorably in terms of benefits, 

vacation time, promotion, or training opportunities. This causes employees to feel 

unimportant and isolated (Stranks, 2005).  

Workplace stress is a major cause of work-related stress. Any event where a person is 

abused, threatened, or assaulted for work-related reasons is classified as workplace 

violence. Some organizations have an aggressive management culture which is stressful 

for a majority of employees. This type of culture can lead to psychological violence 

(bullying and harassment). Sometimes, employees can be physically and verbally abused 

by not only by managers, but also other employees and customers. Physical violence can 

sometimes have grave consequences, and health damage received from psychological 

violence can also be as severe. In Britain, for example, jobs that are a high risk for violence 

are the police, social workers, probation officers, security guards, bar staff, nurses, and 
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teachers. Serious and persistent verbal abuse is a significant issue at the workplace 

because it can damage employee health through anxiety and stress.  

Violence causes pain, distress, and even disability for employees (Stranks, 2005). 

Verbal abuse and threats are more typical examples of violence, while physical threats 

are rarer. Dealing with the public is often related to such causes of violence. Dealing 

directly with the public and facing violence are the most common in jobs that provide 

services (people behind bars and counters), caregivers, educators, people involved in 

cash transactions, deliverers and collectors, staff who control the public (e.g., railway 

platform staff or crowd attendants at football matches) and representatives of authority 

(e.g., police officers) (Stranks, 2005).  

One of the common sources of workplace violence and stress is bullying. Such cases 

should be dealt with immediately before they pose a risk to employees’ health. Bullying 

comes in different degrees and includes harassment, discrimination, abuse, conflict, and 

violence. Some people are bullies by nature and never realize it. These bullies may hold 

different positions in a company. It is important for employees to have a “go-to person” 

to whom they can confidentially report acts of bullying so that the organization can take 

appropriate action (Stranks, 2005). Bullying is a significant stressor at the workplace and 

can produce many symptoms in bullied employees, such as anxiety, sleeplessness and 

other sleep disorders, fatigue and chronic fatigue syndrome, and trauma. Physical 

symptoms may include pains (with no clear cause), angina, high blood pressure, and 

migraines. Psychological symptoms can be expressed in panic attacks, nervous 

breakdowns, suicidal thoughts, forgetfulness, flashbacks, feelings of guilt, lack of 

concentration, and others. Behavioral symptoms include frequent irritation, anger, 

obsessiveness, tearfulness, hypersensitivity, and mood swings. There are likely to be 

negative effects on personality such as self-confidence, self-esteem, self-image, self-love, 

and a loss of self-worth (Stranks, 2005).  

According to Stranks (2005), role theory views organizations as systems of intertwined 

roles. These roles define what employees do and what others expect of them. Three main 

stressors can be related to an employee’s role in an organization: role ambiguity, role 

conflict, and role overload or underload. These role-related stressors have been 

demonstrated to lower job satisfaction at the workplace.  
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• Role ambiguity is when an employee does not have sufficient information to 

perform their role in a satisfactory manner, or when information can be 

interpreted in more than one way. This often applies to roles where there is a time 

lag between action and visible results, or when an employee is unable to observe 

the results of their actions.  

• Role conflict occurs when employees who exchange information with the role 

holder have different expectations from their role. In this case, each may request 

the role holder to do what they expect of them, and the requests from different 

employees can be conflicting.  

• Role overload is a combination of role ambiguity and role conflict. The role holder 

must work harder to clarify what to expect from the role or to satisfy conflicting 

priorities. 

• Role underload is when a person who is used to completing demanding tasks is 

placed in a less demanding position with too much available time. This can result 

in boredom, feelings of isolation, and can be a significant stressor at the 

workplace.  

Since the aim of this paper is to identify main stressors in an organization, the above 

theories will help us to better understand the research questions.  

2.3 Consequences of stress on job and organization 

The previous chapter provided information about the potential consequences of stress 

on people's health. To understand the connections between this thesis and the field of 

human resources, we should also understand the consequences that stress can have on 

the job or the organization. The previous chapters above indicated that shift work can 

cause stress, mostly through lack of sleep. However, how stress affects the job of an 

individual was not discussed. The sleep deprivation and tiredness that night workers 

often experience leads to a reduction of alertness, which on the other hand leads to 

increased amount of accidents. In a few cases, night workers also experience night shift 

paralysis, which is an unusual phenomenon involving sleeplessness rendering a person 

unable to react to stimuli that they would normally respond to (Stranks, 2005). This 

means more accidents and mistakes at the workplace. Research has indicated that people 

who are more stressed are three times more likely to become infected with the common 
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cold (Sapolsky, 2004). That means more sick days and more money spent by the company 

if it is necessary to call in a different employee to cover the shift.  

All types of violence at the workplace (verbal or physical) significantly affect employers 

and their business due to the high financial costs of low staff morale and high employee 

turnover rates (Stranks, 2005). Employee turnover is greater in organizations where 

employees experience high levels of stress compared to organizations with low stress 

levels (Bridger et al., 2013). These higher levels of stress have a negative effect on 

organization’s primary goal (Meier, Hicklin, 2008) and cause increased cost due to talent 

loss and the increased need for training (Kakkos, Trivellas, 2011). The level of stress at the 

workplace can affect individuals or groups and have a direct influence on job performance 

(Whitfield, Cachia, 2018). Workplace stress also affects the individual’s job productivity, 

which ultimately has a negative impact on the organization’s overall performance (De 

Silva, Thilakasiri, 2014). Stress is often associated with low employee morale (El Shikieri, 

Musa, 2012), which can lower productivity and profit in an organization (Osho et al., 

2006).  

Hence, stress is negative for individuals overall. However, the following chapter will 

explain why stress could be positive. 

2.4 Stress may be positive 

Not all stress should be labeled as negative. The majority of people need some stress to 

perform well on the job. However, slightly more than the requisite level can produce 

negative effects (Stranks, 2005). This also depends the stress is perceived. For instance, 

stress caused from successful work is beneficial (Selye, 1978). In some cases, stress can 

be a source of motivation and may even be desirable for managers (Kakkos, Trivellas, 

2011). This chapter relies on the book titled The Upside of Stress: Why Stress is Good For 

You (McGonigal, 2015). According to the author; the latest research has indicated that 

stress makes individuals smarter, stronger (mentally and physically, depending on the 

source of stress), and more successful by contributing to the learning and growth of a 

person and even inspiring courage and compassion. Stress also provides people with the 

physical energy to rise to challenges and boosts motivation to tackle physical difficulties 

(McGonigal, 2015). This information was covered in the previous chapter about the 
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stress-health connection from Sapolsky’s theory, although that chapter also mentioned 

the consequences of such physical efforts.  

Psychological strain also encourages social connections due to elevated levels of 

oxytocin in the body, which can be attributed to stress. Oxytocin is a hormone secreted 

by the pituitary gland. Its primary function is building and strengthening social bonds. 

Hormones released after a stressful episode during a time of physical and mental 

recovery help an individual learn from that experience, which helps the individual grow 

through learning (McGonigal, 2015). The difference between beneficial stress and 

negative stress might be the amount and level of stress as explained by Sapolsky (2004) 

and described in the chapter regarding the mind-body connection. Hence, we can assume 

that the key is maintaining healthy amounts of stress that are not too much or too little, 

which would affect employees negatively. Healthy amounts of stress should keep 

employees motivated and help them to learn and grow from the stressful experience.  

2.5 How to recognize stress 

Even though we know the effects of stress on employees’ performance and overall 

health, if stress is not recognized in employees, it may be difficult to take action. However, 

observing stress in employees will help to determine the causes and take more suitable 

actions. Managers can spot stress through observable changes in behavior such as 

increased medication or alcohol consumption, smoking, nail biting, teeth grinding, 

chewing the inside of the mouth, tics, and fidgeting. Some people may have panic attacks, 

lose their sense of humor, become more sensitive, and experience difficulty 

communicating with other coworkers. More slips, falls, and other minor incidents can 

also indicate stress (Stranks, 2005). These behavioral patterns might be normal to some 

people. However, we should pay attention if they are appearing for the first time.  

Stress can also affect eating patterns. Some people lose their appetite, while others 

eat anything in sight. Two-thirds of people become hyperphagic rather than hypophagic. 

Since people who become hyperphagic during stress mostly crave carbohydrates, it is still 

uncertain whether this has something to do with the carbs, or whether people are simply 

seeking out a snack for easy and mindless eating (Sapolsky, 2004). Therefore, sudden 

alterations of appetite or unusual cravings for junk food may suggest stress. The body can 

produce signals of danger that can alert people to stress that is being present in their 
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lives. That is called a stress indicator. The indicators can be physical, emotional, or mental 

and are expressed in abnormal reactions by the employee. The most common indicator 

of stress at the workplace is absenteeism, poor time keeping, high employee turnover, 

low productivity, and resistance to change (Stranks, 2005). Absenteeism can also be a 

sign of work-related stress. Tardiness or missing a day on Mondays is typical, as is taking 

early or prolonged meal breaks. Stressed employees are also prone to increased amounts 

of alcohol intake, which leads to accidents three times as often. Alternating between high 

and low job productivity can also be an indicator of stress. Stressed employees usually 

have difficulty concentrating on their tasks; they are easily distracted and are unable to 

complete one task at a time. Losses of short-term memory are also not unusual for 

stressed employees and can lead to errors as well as arguments at the workplace about 

who said, did, or decided something. Mistakes are common under stress and often occurs 

due to errors of judgement. It is also common to blame others for said mistakes.  

Changes in appearance are another sign of stress. Employees tend to become less tidy 

when they are in a stressful state (Stranks, 2005). Employee behavior and tension 

between coworkers often indicates stress. Behavioral changes includes attitude to work 

(not caring about job outcomes), poor performance anxiety, aggression, and depression 

(Stranks, 2005).  

2.6 How to avoid or diminish stress at workplace 

When stress is present, the sympathetic nervous system (responsible for high activity) 

becomes activated. When this goes on for a prolonged period of time, it makes it difficult 

to activate the parasympathetic nervous system that is responsible for low activity and 

body restoration when the stressful period is over (Sapolsky, 2004). During inhalation, 

the sympathetic nervous system becomes slightly turned on (speeding up the heartbeat 

and blood flow). During exhalation, however the parasympathetic nervous system turns 

on instead, slowing down the processes that were sped up during the inhalation. This is 

why so many forms of meditation concentrate on drawn-out exhalations (Sapolsky, 

2004). Yoga is also known to diminish stress, and one of the reasons why is that it uses 

similar breathing techniques to meditation (Kumar, et.al., 2015). Having short classes at 

the workplace about how to improve sleep patterns will be helpful for those who do not 

obtain enough sleep due to stress or become stressed due to a lack of sleep (Sapolsky, 
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2004). As discussed in the previous chapters, the evolutionary stress response is designed 

to avoid existing threat to life - physical stress such as being chased by a predator, or 

fighting for one’s life. Stress responses in our bodies as shaped by evolution prepare the 

organism for the fight or flight response.  

Psychological stress causes the same stress responses in the body without any physical 

reasons. This is why an outlet for frustration can help with dealing with the effects of 

stress. Projecting the energy can be a perfect outlet: running, punching a wall, occupation 

with a hobby, or gnawing on something like the rat in Sapolsky’s (2004) book. Such actions 

also serve as a distraction from stressors and more importantly, provide positive feelings 

that indicate there can be good things in life to enjoy and look forward to besides the 

uncomfortable stress that one is feeling. Social support has been proven to decrease 

stress levels. Articles have indicated that being surrounded by unfamiliar people during 

stress helps to elevate the level of stress, while being around familiar people has been 

proven to decrease stress (Sapolsky, 2004). This makes sense because humans are social 

animals (Whyte, et.al., 1970). Some methods to reduce stress at the workplace include 

creating an open environment, encouraging employees to have healthy relationships 

with each other, and ensuring that they feel free to discuss their thoughts without 

judgement. Experiments on animals have demonstrated that if stress is predicted, the 

stressor becomes less stressful (Sapolsky, 2004). If employees are informed during the 

hiring process how much stress or what kinds of stressors they will encounter, this might 

help decrease work-related stress when it occurs. Another useful method could be to 

advertise changes before they occur and make employees aware of what these changes 

mean for them and the job they are doing. That could create predictability and help 

people feel in control (Stranks, 2005).  

As seen from the above chapters, organizational change is a workplace stressors. 

Organizational change cannot be rushed; the change should occur slowly. Change often 

includes different specialists who can facilitate easy transitions such as health and safety 

specialists, human resources managers, quality managers, and trainers. Trainers and 

consultants are often brought in for the sole purpose of introducing the change. 

Employee questionnaires, observations, and obtaining feedback from middle 

management is common to ensure that everyone is successfully keeping up with the 

change (Stranks, 2005). Loss of predictability is also a stressor. The belief of control in 
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stressful situations diminishes the level of stress (Sapolsky, 2004). Another method to 

reduce stress is to make employees aware of how things are going for the company and 

for their department as well as what to expect in the foreseeable future. However, there 

is a fine line that must be drawn when providing work-related information on what to 

expect in the future. Too much or too little information can be stressors.  

Personality plays a major role in stress. Stressors vary between people and can depend 

on what is perceived to be a stressor or different attitudes towards different events 

(Sapolsky, 2004). A class on how to avoid stress by adjusting perceptions of what would 

be stressful could be helpful for employees and would provide them with insight on 

dealing with stress in not only the workplace, but also their personal life, which would 

also benefit the workplace. Organizations should consider work-life balance when making 

decisions about management style, consultative arrangements, and other matters which 

can affect people’s private lives. Sometimes, assistance through counseling and training 

might be needed to achieve balance (Stranks, 2005). In terms of atypical work, it is 

important for an employee to stabilize their body rhythms and provide sufficient time to 

meet their body’s demands. In such cases, an employee should be made aware of the 

stressful effects of shift work and be trained to easily adjust to atypical working hours so 

that their sleep, family, and social lives do not suffer as a result (Stranks, 2005). There are 

some methods that organizations use to reduce stress caused by atypical working hours. 

Employees can receive a consultation before taking on the shift work. Management 

should recognize the stress factors of shift work and understand the need to adjust to 

this type of work. Health surveillance is recommended to identify health damage early 

on. Training will help determine potentially stressful effects and help recognize lifestyle 

changes that may be needed. Effective communication between managers and shift 

workers can be beneficial and ensure that the latter does not feel isolated (Stranks, 2005). 

Stranks (2005), following Professor Cooper, has described three groups of 

organizational strategies to help manage stress: 

1. Primary: risk assessment or stress audit, which would help to eliminate or modify 

stressors so that they have less negative impact on employees. Necessary 

structural interventions might include job redesign, culture change, encouraging 
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the involvement of managers, flexibility, work-life balance policies, organizational 

restructuring, and the improvement of communications.  

2. Secondary: training about stress management and health promotion. This will 

help increase stress awareness, endurance, and coping skills. This can be achieved 

through training and education about stress and its symptoms, lifestyle, and 

health. General training for skills that will help employees tackle their tasks more 

efficiently would also be beneficial.  

3. Tertiary: implementation of programs that involve workplace counselling and 

employee assistance.  

The targets of bullying at the workplace often experience fear, shame, 

embarrassment, and guilt. The experience can be so traumatizing that the bullied 

employee often finds it difficult to describe what is happening or who is responsible for 

it, which causes the issue to go unnoticed. For this reason, it is important for management 

to act before bullying becomes an issue. The first step would be implementing a policy 

against bullying and harassment and informing all employees about it. Training for 

defending oneself against bullies would also be very beneficial. 

 Relaxation training is strongly recommended for coping with stress. For instance, 

meditation and breathing exercises have proven to ease stress in people. Different 

physical exercises such as walking, running, cycling, swimming, dancing, and other similar 

activities are also excellent for stress control. Workplaces should encourage such 

activities to reduce stress in their employees. It is best to avoid drugs for stress relief and 

to use them only if prescribed by registered medical practitioners. This is not only because 

of the risk of addiction to said drugs, but also because they can distract individuals from 

coping with stress by providing a false sense of well-being. Additionally, the person’s 

ability to cope can be impaired due to their use of drugs. Financial or other rewards can 

be used to raise productivity. However, this method would not eliminate the underlying 

cause for lowered productivity if that cause is stress and will only work as long as the 

reward is offered (Stranks, 2005). 

As Herzberg (1959) has pointed out, an organization should first eliminate the reasons 

for dissatisfaction before improving the satisfaction of employees. Employers should 

recognize that some aspects of work can be stressful for employees, and formulate 
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different strategies to reduce or avoid work-related stress. For example, each company 

chooses its management style in accordance with what is suitable, but if the general idea 

behind the management style is caring and considerate, that style will cause less stress, 

and employees will be more productive and committed to play their role in the company’s 

success. Some managers view stress as a sign of weakness and do not tolerate it. It is 

important to take employee’s stress seriously and give the employees the support that 

they need. It is vital that an employee is doing a job which they are capable of handling. 

Hence, the employee should fully understand the tasks and responsibilities involved in 

the job so they can decide if it is suitable for their capabilities. Management should 

consider the mental and physical abilities of different employees when assigning different 

tasks (Stranks, 2005).  

Organizations should implement strategies for reducing stress; they can start by 

identifying the causes of stress at their workplace (management culture and style, work 

schedule, inadequate communication, and so on). After stressors are identified, they 

should be evaluated through employee questionnaires; individual dialogues with 

employees; reviewing working practices and absence rates; and meetings for employees 

to discuss stressful aspects of their job. This should be followed by the organization 

declaring the methods they intend to use to deal with the issue and then acting 

accordingly. The monitoring should be regular rather than a single event (Stranks, 2005). 

These theories are not specific to any certain stressor; instead, they are universal for 

work-related stress. These methods can therefore be generalized.  

3 Research 

3.1 Research methods 

The research for this paper will be a non-experimental survey design that is conducted in 

the field. The participants will be in a familiar environment, and the researcher will have 

no interference with the individuals or their answers. The variable of interest is stressors. 

The method of data collection is quantitative, which relies on tests, ratings, scales, 

questionnaires, and physiological measures and produces numerical results. Quantitative 

methods are often preferred because numbers and statistical analyses are suitable for a 
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traditional view of science (Landy, Conte, 2013). This thesis will use a questionnaire, and 

the form of administration will be an internet survey from the State of Michigan 

Employee Service Program (ESP) which was created by the American Institute for 

Preventive Medicine of the State of Michigan. The organization gave permission to use 

their questionnaire for this research. The American Institute for Preventive Medicine 

asked to see the results of the survey and the final version of the thesis. However, they 

have informed us that they have no information regarding the reliability and validity of 

the survey.  

An online survey platform was used to share the questionnaire with the participants: 

enalyzer.com. Differences in the usage of paper-and-pencil or internet surveys are not 

dramatic. However, the younger generation prefers to use an online version of surveys 

(Landy, Conte, 2013). An Excel spreadsheet was used to calculate results from 

enalyzer.com. Calculations were made in two different ways: as instructed by the creators 

or the questionnaire, or the Likert scale, which is well known in Iceland. More details 

about the calculations and its two types are provided in the chapter on research results. 

Participants were the employees of a travel agency with 176 employees, about 110 of 

which are always at the workplace. Some of the remaining employees were on sick leave, 

and most of the rest were on vacation. The name of the company is Iceland Travel. To 

maintain ethical standards, the participants were not asked for their names or other 

identifying information. This helps them feel safe that none of their answers would affect 

their job security, which will encourage participants to give more truthful answers. The 

Icelandic Data Protection Authority (Persónuvernd) was contacted to make sure that the 

research did not require their approval. The answer was not received through email. 

However, when contacted by phone, they confirmed that as long as the research 

participants knew what the survey was used for, the research did not need the authority’s 

approval.  

Information about the type of job that the participants perform is important for the 

research. However, to maintain their anonymity, a broader question was asked about the 

type of work they do (such as communications with customers, service providers, or 

employees). This information will be sufficient to determine the stressors for those 

employee groups. The gender of participants was not be asked because the majority of 
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participants in the company were female. This prevents the male participants from 

feeling discomfited at the thought that they might be easily identified. The language for 

the survey was chosen to be English because some of the employees are not fluent in 

Icelandic or did not speak it at all. Icelandic employees were fluent in English  due to work 

requirements. Hence, all participants may respond to the survey without fear that their 

choice of language might identify them.  

The participants have been notified of why the survey is conducted and the aim of the 

research. They were also informed that the survey results are confidential and that 

tracking the results would be impossible.  

Descriptive analyses were used for the analyses of the results of questionnaire. An 

assessment of mode was used to determine the most frequently occurring choices. The 

results were then be scaled from more to less frequently occurring stressors. The 

questionnaire consisted of 11 parts, each of which contained five separate questions. One 

additional question at the beginning of the questionnaire was added to help determine 

the area in which the respondent works. However, since participation in some areas was 

much lower than others, the results of this question were not made public, although they 

were used in research analysis to separate results and determine which differences in 

results were for different areas. The reason for keeping these results private was to avoid 

exposing their identities in case any of them had stated to their coworkers that they were 

participating in the research. At the end of the survey, an open-ended question was 

added so the participants could add relevant comments that they felt were not addressed 

in the survey.  

3.2 About Iceland Travel 

Iceland Travel is a subsidiary of the Icelandair Group and is an Icelandic tour operator 

and destination management company which has been in the business for over 80 years, 

since 1937. The company participants in both business-to-business and business-to-client 

markets. It sells many different tours in Iceland, Greenland, and the Faroe Islands. Some 

of these tours are the products of other companies, and some are Iceland Travel’s own 

products. The organization closely works with travel experts and suppliers in Iceland, 

Greenland, and the Faroe Islands and purchases different services for the customers. On 
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the other hand, the customers can buy Iceland Travel’s services directly with the company 

(through the website icelandtravel.is or email communications) or through a third-party 

agent (reseller). The organization’s travel and service portfolio includes: individual 

travelers (FIT), special interest groups, meetings, incentive, conference, and events 

(MICE), luxury travel (with the Nine Worlds division), charter flights (in cooperation with 

their sister company, Icelandair), shore excursions, and cruise services. 

Iceland Travel recognizes the importance of employees as resources. They offer equal 

opportunities to diverse groups of employees. Their goal is to create a healthy work 

environment for the workers and mandate equal pay regardless of gender. The company 

also has strict policy against bullying, sexual, and gender-related harassment or violence 

in the workplace. 

Iceland Travel has twelve departments:  

1. Sales – America, Australia, Asia, and the U.K.; 

2. Sales – Europe- Middle East and Africa; 

3. Tailor Made – Bookings and Individual Services; 

4. Bookings and Individual Services; 

5. Academic and Culture Groups; 

6. Conferences, Meeting, and Events; 

7. Nine Worlds (luxury travel); 

8. Cruise Services; 

9. Group Operations; 

10. Incentives; 

11. Administration and Finance; 

12. Marketing Department. 

Iceland Travel’s human resources specialist; Ásdís Guðmundsdóttir, sent information 

about the company’s anti-stress policies. The original version of Iceland Travel’s policies 

against stress is as follows: 

English translation of Iceland Travel’s policies against stress: 

Iceland Travel cares about the health and wellbeing of its employees. Employee health 

at the workplace is emphasized with the guidance of occupational health and safety 
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laws and rules. The company’s focus is on healthy working conditions in the workplace, 

thus contributing to good health and well-being. 

Trainings about stress and its impact on health and life are offered regularly to 

reduce overload and stress. The company emphasises clear work protocols for their 

employees as well as mandates appropriate tasks and actions within their job 

description. The company’s holiday rules are focused on the employees using their 

leave entitlements each year. Managers focus on management practices which 

promote good health (flexibility for employees, for example). 

Health promotion is achieved by encouraging good nutrition, physical activities, and 

a healthy lifestyle. The workplace cafeteria offers a healthy variety of food, which 

fulfills health requirements according to nutritional standards. Employees can apply for 

a yearly sports grant and are encouraged to be physically active and participate in 

health-related events. The company encourages eco-friendly transportation by 

offering high quality shower and locker facilities, bicycle parking racks, and a 

transportation agreement with Strætó (city bus). Employees have access to fruits. Yoga 

is offered once a week. A massage therapist is at the workplace once a week, and the 

employees have an opportunity to purchase 15-minute sessions for themselves. 

Finally, staff can go to a “power room” with massage chairs and a calm atmosphere to 

attain peace of mind or gain energy. 

3.3 Research results 

The survey was designed to be conducted on a rating scale. The answers to each question 

were ranged between “Never,” “Rarely,” “Occasionally,” “Usually,” and “Constantly.” 

Each answer had a rating, which as per directions from the State of Michigan Employee 

Service Program (ESP) is depicted in table 1 below:  

Table 1 - Answer options to research questions as instructed by survey designers 

Never               1 

Rarely              2 

Occasionally    3 

Usually             4 

Constantly       5 
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The survey consists of 11 parts (marked from A to K) that examine 11 different aspects 

of work-related stress. Each part consists of five questions. A more detailed list of the 11 

parts and the questions for each part can be witnessed in the chapter on research 

outcomes as well as in the appendix. According to the directions from the State of 

Michigan’s ESP, the results of each part (from A to K) can be interpreted by adding up the 

outcome of each question instead of calculating the average results. Using this method, 

while range of each question would be from 1 to 5, range within each area (total of 5 

questions) will be from 5 to 25 instead of 1 to 5. Scores of 14 or above suggest problem 

areas according to ESP. To calculate overall scores, the results of each part (from A to K) 

will be summed up, and the scores will fall within the 55 to 275 range. Scores of 135 or 

above suggest an unusual amount of work-related stress, according to ESP. The ratings 

were reversed so that the results of each part would fit the Likert scale and be clearer for 

Icelandic readers because “never” indicates a positive outcome (meaning less stress) 

while “constantly” indicates a negative outcome (meaning more stress), as depicted on 

table 2 below: 

Table 2 - Answer options to research questions rated for Likert scale 

Never               5 

Rarely              4 

Occasionally    3 

Usually             2 

Constantly       1 

The average scores of each part of the questionnaire and the overall results were 

calculated for the same purpose (to fit the Likert scale and be clearer for Icelandic 

readers).  

On the Likert scale the results can be within the following ranges: 

• Action range (1.0 – 3.67) – intervention is recommended; 

• Functional range (3.68 – 4.19) – acceptable state; 

• Strength range (4.20 – 5.0) – no intervention is required. 
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3.4 Participation 

The total number of employees at the company is 165, out of which around 110 

employees are always at the workplace. The rest are on a sick leave, vacation, or other 

absences. This information was provided by the human resources specialist of the 

company. One hundred and two participants clicked on the link for the survey. Eighty-six 

started participating but stopped after a few questions. Incomplete results were 

eliminated from the survey to avoid wrong results in case these were from individuals 

who completed the survey later. The survey was initially sent on October 12 th and was 

open until November 12th. However, the last participation was recorded on October 26th.  

The total amount of completed answers were only 63, even though the survey was 

distributed via email and Workplace by Facebook, and reminders were sent several times. 

As a later section of this thesis demonstrates, work overload might be an issue at the 

company, which could explain low participation in the survey due to other pressing 

matters to resolve at work. Participation is described in table 3 below. 

 

Table 3 - Chart of participation for visual comparison 

 

3.5 Analysis  

This chapter will analyze the research results by going through the results and identifying 

answers that may be worth mentioning, which are those answers that indicate stress. For 
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this purpose, the overall scores of each question and each department were transcribed 

in a separate spreadsheet. The answers were assigned the numbers according to the 

original questionnaire to calculate the results: never being 1, rarely being 2, occasionally 

being 3, usually being 4, and constantly being 5. First, the overall average score of each 

question was calculated according to the scale by multiplying the corresponding number 

of the answers by the number of people choosing those answers. The results of this 

calculation were summed up and divided by the total number of participants. The same 

process was repeated for different departments separately. In the next step, the results 

of and departmental answers were summed up for each part of the questionnaire. Finally, 

these results were summed up for the total score of the questionnaire. This manner 

enabled thorough examination of all results. 

Since the results were calculated in accordance with instructions from State of 

Michigan’s Employee Service Program (ESP) and according to the Likert scale, both results 

are indicated on the graph below in table 4. The results range from the highest to the 

lowest ranking stressors in the company:  

 

 

Table 4 - Results of the eleven parts of the survey from A to K arranged according to scores 

The scores are arranged from the highest to lowest by the calculations suggested by 

the ESP and lowest to highest on the Likert scale. This is because according to the 

calculations of the ESP, higher numbers suggest higher stress while lower scores are 

0 2 4 6 8 10 12 14 16

Part E: Job-related health concerns

Part A: Disagreement & Indecision

Part D: Communications & comfort with supervisor

Part C: Job description conflict

Part F: Work Overload Stress

Part J: Time Pressure

Part G: Work Underload Stress

Part H: Boredom Induced Stress

Part B: Pressure on the job

Part K: Job Barrier Stress

Part I: Problem of Job Security

Results of the eleven parts of the survey from A to K 
arranged according to scores

Results calculater as per Likert scale Results by calculations suggested by creators of the test
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indicators of higher stress on the Likert scale. From table 4, it is evident that the two types 

of calculations match each other for the most part. Details of the exact calculations will 

be depicted in the chapter on research outcomes, where the scores will be reviewed in 

more detail.  

3.5.1 Research outcomes 

The first question of the survey was added to define the employee group the participant 

worked in. As mentioned in the previous chapter on research methods, the survey did 

not ask for the specific departments the employees worked in to maintain the anonymity 

of the employees. Maintaining anonymity would be difficult if departments were 

specified, especially for employees working in smaller departments. For this reason, the 

work areas were defined more broadly in the survey and will further be mentioned as 

defined in table 5 below:   

Table 5 - Employee groups 

I communicate with customers (B2B, B2C) and make bookings group 1 

I communicate with service providers group 2 

I communicate with employees inside the company group 3 

Other group 4 

 

3.5.2 Part A of the questionnaire: Disagreement & Indecision 

Part A of the survey reviews disagreement and indecision at workplace and consists of 

five questions, as illustrated from the graph below. The questions are arranged according 

to the scores they received on Likert scale, as depicted in table 6:  
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Table 6 - List of questions and their results in part A 

The total score of Part A was 10.2, which was calculated as per instructions from the 

State of Michigan’s ESP. This score is lower than the stress-indicating mark of 14 and 

means that none of the issues in the questions caused high levels of stress in the 

employees. It should be mentioned that employees from group 2 employees, which 

communicate with service providers a slightly higher stress response than the rest of the 

employees. This group of employees scored higher for question 2 in Part A: “Unsure of 

coworkers’ expectations.” Similarly, on the Likert scale, the result was 3.9, which is in the 

functional range. 

3.5.3 Part B of the questionnaire: Pressure on the job 

Part B of the survey examines pressure on job and consists of five questions, as depicted 

on the figure below. The questions are arranged according to the scores (highest to 

lowest) which are depicted in table 7: 

 

3.94

3.73

3.94

3.95

4

4.08

3.5 3.6 3.7 3.8 3.9 4 4.1 4.2

Total score

Unsure of coworkers expectations

Job responsibilities go against your better judgment

Can’t satisfy conflicting demands from superiors

Trouble refusing overtime

Unfriendly attitude in coworkers

List of questions and their results in part A

Total score Unsure of coworkers expectations

Job responsibilities go against your better judgment Can’t satisfy conflicting demands from superiors

Trouble refusing overtime Unfriendly attitude in coworkers
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Table 7 - List of questions and their results in part B 

The average score for Part B was 13.5 as per calculations suggested by ESP, which is 

just below the stress-indicating mark of 14. Employee groups 2 (communicating with 

service providers) and group 3 (communicating with employees inside the company) 

indicated higher scores: employee group 2 had a total score of 14.6, and employee group 

3 had a total score of 14.1, which suggests that pressure on their job was an issue for 

these two groups of employees. 

The average score of this part for the Likert scale was 3.3, which is within the action 

range and suggests that improvements are necessary in this area. All the questions in this 

part were in the action range, except for the question regarding too much supervision, 

which was in the functional range.  

It is significant that for question 7 (“Overloaded at work, unable to complete tasks 

during an average day”), most employees chose the answer “occasionally.” However, the 

number of employees who chose “usually” or “constantly” exceeded the number of 

employees who chose “never” or “rarely.” The details of the results are depicted in table 

8. 

3.3
2.67

3.02
3.41
3.46

3.95

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5

Total score
Overloaded at work, unable to complete tasks during an…

Rushed to complete work or short on time
Too much red tape (bureaucracy)

Job requirements are taking their toll on your private life
Too much supervision

List of questions and their results in part B

Total score

Overloaded at work, unable to complete tasks during an average day

Rushed to complete work or short on time

Too much red tape (bureaucracy)

Job requirements are taking their toll on your private life

Too much supervision
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Table 8 - Results of question 7 

 

As is evident from table 8, the results from the two different calculations contradict 

each other. The scores indicated on the top of the columns are scores from ESP 

calculations, and the scores below the columns are the scores from the Likert scale. An 

average of 13.5 by ESP calculations does not indicate on stress, whilst an average of 2.7 

on the Likert scale suggests stress. However, the results for the employees of group 2 

(communicating with service providers) and 3 (communicating with employees inside the 

company) match both calculations, indicating stress. 

The majority of the participants also felt like they were occasionally “rushed” to 

complete work in a short time (question 10). The results from this question are depicted 

in table 9. 

Table 9 – Results of question 10 

 

13.49 13.32 14.58 14.14 12
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Category 1

Results of question 7: Overloaded at work, 
unable to complete tasks during an 

average day

Average: 2.67 Group 1: 2.71 Group 2: 2.58

Group 3: 2.53 Group 4: 2.83

Never
3% Rarely

19%

Occasionally
38%

Usually
21%

Constantly
19%

Question 10 - Rushed to complete work or 
short on time

Never Rarely Occasionally Usually Constantly
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The results of the question 10 suggest that employees of the company felt like they 

are rushed to do work on short time more often than not; 40% of employees chose the 

“usually” or “constantly” option, 38% chose “occasionally,” and only 22% chose “never” 

or “rarely.” These results might also indicate why participation in the survey was so low. 

3.5.4 Part C of the questionnaire: Job description conflict 

Part C of the survey reviews conflict in job descriptions and consists of five questions, 

which are listed in table 10 below. The questions are ranked according to the survey 

results, from the highest to the lowest: 

 

Table 10 - List of questions and their results in part C 

The average score for Part C is 11.0, calculated as suggested by ESP, which indicates 

no stress levels for these questions. The average results as per the Likert scale were 3.8, 

which is within the functional range.  

Most the employees found the statement in question 14 (“Poor flow of information to 

you in order to carry out your job“) to be true occasionally. It should be noted that 

employee group 1 (communicating with customers and making bookings) mostly chose 

the option “occasionally.” However, their choices of the options “usually” and 

“constantly” significantly exceeded the choice of options “never” and “rarely,” which 

indicates that employee group 1 found a poor flow of information to be an issue. Table 

11 below xthe results that were described in this paragraph.  

3.79

2.9

3.71

3.73

4.12

4.49

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5 5

Total score

Poor flow of information to you in order to carry out your job

Not enough authority for you to properly do your job

Uncertainty about your exact job responsibilities

Too much teamwork

Discomfort in handling unethical assignments

List of questions and their results in part C

Total score
Poor flow of information to you in order to carry out your job
Not enough authority for you to properly do your job
Uncertainty about your exact job responsibilities
Too much teamwork
Discomfort in handling unethical assignments
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Table 11 – Results of question14 

 

3.5.5 Part D of the questionnaire: Communications and comfort with supervisor 

Part D of the survey reviews communications in the company and comfort with 

supervisors. The questions are listed in figure 12 and are ranked from the highest to 

lowest in terms of score: 

 

Table 12 - List of questions and their results in part D 

The total score of the part was 10.5 for the ESP’s calculations, which indicates that 

none of the statements in this part were stressors for most of the employees. Calculations 

Never
3%

Rarely
22%

Occasionally
49%

Usually 
13%

Constantly
13%

Question 14 - Poor flow of information to you 
in order to carry out your job

Never Rarely Occasionally Usually Constantly

3.88

3.29

3.68

3.89

4.04

4.48

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5 5

Total score

Boss gives little feedback about your work

Ideas differ from those of your supervisor

Unable to predict supervisor’s reactions

Trouble talking to boss

Boss is overly critical of your work

List of questions and their results in part D

Total score Boss gives little feedback about your work

Ideas differ from those of your supervisor Unable to predict supervisor’s reactions

Trouble talking to boss Boss is overly critical of your work
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by the Likert scale resulted in a score of 3.9, which was within the functional range. Likert 

scale calculations also suggested poor results to question 20 (boss gives little feedback 

about your work). However, the majority of employees chose the “rarely” or 

“occasionally” options, which indicates that most employees receive sufficient feedback 

from their supervisors, as can be observed from table 13 below:   

 

Table 13 - Question 20 - boss gives little feedback about your work 

Of the employees, 24% answered “constantly” or “usually” to the question 20, 30% 

chose “occasionally,” and 46% indicated “never” or “rarely.” It might be worth 

mentioning that employee groups 1 (responsible for bookings and communications with 

customers) and 3 (communicating with employees inside the company) had slightly 

higher responses to this statement than others. However, the results did not indicate that 

high stress levels were connected to the issue. It is still important to indicate that some 

employees of the two groups felt like they were not receiving enough feedback. 

3.5.6 Part E of the questionnaire: Job-related health concerns 

Part E of the survey reviewed job-related health concerns and consisted of five questions. 

The questions are listed in table 14 below, and are ranked from the highest to lowest in 

terms of score: 

Never
13%

Rarely
33%

Occasionally
30%

Usually 
18%

Constantly
6%

Question 20 - boss gives little feedback about 
your work

Never Rarely Occasionally Usually Constantly
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Table 14 - List of questions and their results in part E 

The total score of Part E was 7.4 as per ESP calculations, which is the lowest score of 

all the parts of the questionnaire. This indicates that the statements in this part were not 

sources of stress for most employees. The calculations following the Likert scale produced 

similar results: an average of 4.5, which is in the strength range. 

3.5.7 Part F of the questionnaire: Work Overload Stress 

Part F of the survey reviewed work overload stress and consisted of five questions. The 

list of questions can be observed in table 15 below, which is ranked from the highest to 

lowest in terms of score:  

 

Table 15 - List of questions and their results in part F 

4.51

3.83

4.56

4.71

4.73

4.73

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5 5

Total score

Work conditions are unhealthy

Sick days are discouraged

Heavy physical tasks to complete

Hostile threats from co-workers

Physical dangers exist at work place

List of questions and their results in part E

Total score Work conditions are unhealthy

Sick days are discouraged Heavy physical tasks to complete

Hostile threats from co-workers Physical dangers exist at work place

3.68

3.32

3.56

3.57

3.84

4.11

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5

Total score

Responsible for too many people/projects

Co-workers are inefficient

Shortage of help at work

Often take work home to complete

Can’t consult with others on projects 

List of questions and their results in part F

Total score Responsible for too many people/projects

Co-workers are inefficient Shortage of help at work

Often take work home to complete Can’t consult with others on projects 
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The total score of the Part F was 11.6. The employees of group 3 scored the highest of 

13, which was calculated as suggested by ESP. The score of this part indicates that the 

statements of this part were not stressful to employees. When calculating the average, 

the total results of this part produced a 3.68, which is within the functional range and is 

no cause for concern. However, three questions produced lower results than 3.67, which 

is within the action range. These were questions 28 (co-workers are inefficient), 30 

(responsible for too many people/projects), and 31 (shortage of help at work). As in the 

case of question 20, the majority of employees chose “never” and “rarely” in response to 

this question, which suggests that the employees who were concerned with the issues 

were in minority. Table 16 below illustrates more information about the distribution of 

answers: 

 

Table 16 - Results of questions 28, 30 and 31. The questions can be seen in the paragraph above 

As is evident from table 16, the majority of employees (56%) answered “never” or 

“rarely” in response to question 28 (co-workers are inefficient), which does not indicate 

stress. In response to question 30 (responsible for too many people/projects), 48% of the 

employees chose the “never” or “rarely” options, 25% chose “occasionally,” and only 27% 

chose “usually” or “constantly,” which also suggests that the issue in the question was 

not a significant stressor. As for question 31 (shortage of help at work), 59% of employees 

indicated that the issue stated in the question was rarely or never true for them. 
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3.5.8 Part G of the questionnaire: Work Underload Stress 

Part G of the survey focused on stress caused by work underload and consisted of five 

questions. These questions are depicted in table 18 below, ranked from the highest to 

lowest: 

 

The total score of the Part G was 13.1, as per ESP calculations. However, employee group 

1 (responsible for bookings and communications with customers) scored 14.11, which 

indicates that the statements in this part were most likely stressors for group 1 

employees. The average score of this part was 3.38 on the Likert scale, which is within 

the action range, meaning that some areas in this part can be improved.  

The score of employees in group 1 (responsible for reservations and communications 

with customers) was higher than average for question 33 (“Overqualified for your job”) 

as depicted in table 19, therefore suggesting that the majority of them felt that they were 

overqualified for their job. 

3.38

2.48

3.06

3.1

3.94

4.33

0 0.5 1 1.5 2 2.5 3 3.5 4 4.5 5

Total score

Little chance for growth exists

Overqualified for your job

Feeling unstimulated

Too little responsibility at work

Trying to “look” busy on job

List of questions and their results in part G

Total score Little chance for growth exists Overqualified for your job

Feeling unstimulated Too little responsibility at work Trying to “look” busy on job

Table 17 - List of questions and their results in part G Table 18 - List of questions and their results in part G 
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Table 19 – Results of question 33 

 

Table 19 illustrates that 47.4% of employees indicated “usually” or “constantly” as 

answers, as opposed to the overall results of 33.3% choosing “usually” and “constantly.” 

This indicates that the statement in the question was an issue for group 1 employees. 

Additionally, the results of question 34 (little chance for growth exists) suggests that 

most of the company employees believed that they have little chance for growth at their 

job. The highest score for this question was for employee group 1 (responsible for 

reservations and communications with customers). The results of question 34 are 

depicted in table 20 below. 

Table 20 – Results of question 34 
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Table 20 indicates that the majority (55%) of employees chose “usually” or 

“constantly” as answers, which indicates that there is stress related to the statement in 

this question. 

However, it is uncertain whether question 36 (feeling unstimulated) was an issue for 

employees because the majority of them chose “never,” “rarely,” and “occasionally.” 

More detailed information about scores is evident from table 21 below: 

Table 21 - Question 36 - Feeling unstimulated 

 

As is evident from table 21, 30% of employees chose “constantly” or “usually” as 

answers, 26% chose “occasionally,” and 44% chose “never” or “rarely.” However, the 

question scored 3.1 on the Likert scale, which indicates stress.   

3.5.9 Part H of the questionnaire: Boredom Induced Stress 

Part H of the survey comprises five questions and focuses on stress caused by boredom 

at work. The list of questions is depicted in table 22 below:   

Never
14%

Rarely
30%

Occasionally
26%

Usually
11%

Constantly
19%

Question 36 - Feeling unstimulated

Never Rarely Occasionally Usually Constantly
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The total score of part H was 13.2 as per ESP calculations, which indicates that the 

statements in this part were not major sources of stress for most of the company 

employees. The total average score, however, was 3.4 on the Likert scale, which is within 

the action range. 

The results indicate that most employees found their work to be repetitive or highly 

specialized (question 37), since most of the employees chose the “usually” option in 

response. Employee groups 1 (communicating with customers and making reservations) 

and 2 (communicating with service providers) had higher scores than others for this part. 

Table 23 depicts the results to question 37. 

Table 23 – Results of question 37 

 

Never
8%

Rarely
24%

Occasionally
25%

Usually
38%

Constantly
5%

Results of question 37 - Repetitive or highly 
specialized routine

Never Rarely Occasionally Usually Constantly

3.35

2.92

3.14

3.54

3.54

3.62

0 0.5 1 1.5 2 2.5 3 3.5 4

Total score

Repetitive or highly specialized routine

Not learning anything new

Can’t see final outcome of your efforts

Job is too easy

Daydreaming frequently

List of questions and their results in part H

Total score Repetitive or highly specialized routine

Not learning anything new Can’t see final outcome of your efforts

Job is too easy Daydreaming frequently

Table 22 - List of questions and their results in part H 
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As is evident from table 23, 43% of employees chose the “constantly” or “usually” 

options, while 32% of employees chose the “never” or “rarely” options. These results 

indicate that the statement in the question might be a stressor for the employees, which 

is supported by the score of 2.9 on the Likert scale.  

Employees of the company occasionally felt that they were not learning anything new 

(question 38). Employees of group 1 (communicating with customers and making 

reservations) had a higher score for this question, suggesting that they often felt that they 

were not learning anything new. The results from question 38 are depicted in table 24. 

Table 24 – Results of question 38 

 

As is evident from table 24, many employees feel that they were usually not learning 

anything new, and the highest number of employees who chose that option were from 

group 1 (communicating with customers and making reservations). Question 38 received 

a 3.14 score on the Likert scale, which is within the action range.  

The results of questions 39 (cannot see final outcome of your efforts), 40 (job is too 

easy), and 41 (daydreaming frequently) are debatable in terms of their indication of stress 

because the majority of the employees indicated that the issues stated in the questions 

were rarely an issue for them. More detailed information about distribution of answers 

can be observed from table 25 below: 
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Table 25 - Results of questions 39, 40 and 41. The questions are listed in the paragraph above 

From table 25, it is evident that the employees chose “never” and “rarely” for all three 

questions (39, 40, 41). However, their scores still landed within the action range for the 

Likert scale, which indicates stress. Question 39 and 40 scored 3.54 on the Likert scale, 

while question 41 scored 3.62.  

3.5.10 Part I of the questionnaire: Problem of Job Security 

The questions in part J reviewed issues connected to job security and comprised a total 

of five questions which are listed in table 26 below, arranged by highest to lowest scores:   
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Results of questions 39, 40 and 41
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3.11
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3.29
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Total score

Concerned about low wages

Fear of being laid off or fired

Worry about poor pension

Need “pull” to get ahead

Could be fired without cause

List of questions and their results in part I

Total score Concerned about low wages Fear of being laid off or fired

Worry about poor pension Need “pull” to get ahead Could be fired without cause

Table 26 - List of questions and their results in part I 



 

54 

The sum of the scores for the questions in this part was 14.5 as per ESP calculations 

and an average of 3.1 on Likert scale, suggesting that most of the statements might be 

stressors for the employees. Employees in group 1 (responsible for bookings and 

communications with customers) had a total score of 15.7, which indicates that 

statements in this part may be highly stressful. Employees in group 2 (responsible for 

communications with service providers) also scored highly at 14.7. Employees of group 3 

(communicating with employees inside the company) and 4 (does not fit in the 

description of group 1, 2, or 3) scored an average of 10.7, which means that the stressors 

affect the employee groups differently.  

The results from question 42 (fear of being laid off or fired) indicate that this stressor 

affected employee group 1 slightly more than others, as depicted in table 27. 

Table 27 – Results of question 42 

 

Table 27 indicates that 51 company employees chose “never” and “rarely” for question 

42, which does not indicate stress, although the question received a score of 3.25 on the 

Likert scale. Of group 1 employees, 42% chose “usually” and “constantly,” indicating that 

the fear of being laid off was an issue for this group.  

The score for question 44 (concerned about low wages) was 2.14, which indicates that 

low salary was an issue for most of the employees. Employee groups 1 and 2 had higher 

scores that averaged 2; most of the participants indicating the fifth option of “constantly” 

as an answer. Table 28 indicates the results for question 44 in more detail. 
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Table 28 – Results of question 44 

 

Table 28 demonstrates that 40 out of 63 employees chose “usually” or “constantly” in 

response to question 44, which indicates stress among employees. 

Most of employee group 1 scored an average of 2.95 for question 46 (could be fired 

without cause), meaning that this issue may have caused stress for about half of the 

employees. Question 46 received a score of 3.38 on the Likert scale, which is in the action 

range and indicates stress. The results for the question 46 are depicted in table 29. 

Table 29 – Results of question 46 

 

As is evident from table 29, 47% of the company’s employees chose “usually” or 

“constantly” for this question, as opposed to the 48% who indicated “never” or “rarely.”   
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3.5.11 Part J of the questionnaire: time pressure 

Part J of the survey reviewed issues related to time pressure. The five questions in this 

part are listed in table 30 below and are ranked from highest to lowest in terms of score: 

 

The average score for Part J was 12.0 by ESP calculations, which means that the 

statements in this part were not major stressors for the company’s employees. The 

average score of 3.6 is in the action range, which suggests that some improvements might 

be needed. These were questions 47 (constant reminders that “time is money”), 49 

(monotonous pace of work), and 51 (work pace is too fast). However, inspecting specific 

questions made it clear that most of the employees did not find them to be concerning. 

A clearer overview of results is evident from table 31 below: 

 

Table 31 - Results of questions 47, 49 and 51. Questioned listed in the paragraph above 
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Total score

Constant reminders that “time is money”

Monotonous pace of work

Work pace is too fast

Starting and ending times are rigid

Not enough break or meal time

List of questions and their results in part J

Total score Constant reminders that “time is money”

Monotonous pace of work Work pace is too fast

Starting and ending times are rigid Not enough break or meal time

Table 30 - List of questions and their results in part J 
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As is evident from table 31, 54% of employees chose “never” or “rarely” for question 

47, while 49% chose those answers for question 49, and 56% chose those answers for 

question 51. This suggests that the issue stated in the question was not a stressor for the 

majority of employees.   

3.5.12 Part K of the questionnaire: job barrier stress 

Part K of the survey reviewed job barrier stress. This part consists of five questions 

which are listed on table 32 below, ranked from highest to lowest in terms of score: 

 

The average score for Part K was 13 as per ESP calculations, with average of 3.4 on 

Likert scale. Employee group 1 (communicating with customers and responsible for 

reservations) scored 13.8, which is slightly lower than the stress-indicating value of 14. 

The overall score, however, indicates that most of the employees did not find most 

statements in this part to be highly stressful.  

Question 52 (hope for advancement or raise is limited) indicates that most of the 

company employees found a lack of opportunity for advancement to be a concern for 

them. The highest score for this question came from group 1 employees. More detailed 

results of question 52 are depicted in table 33. 

Table 33 – Results of question 52 
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Total score

Hope for advancement or raise is limited

Work goes unrecognized

Work has no personal meaning

Sex/age discrimination exists at job

Not suited to job

List of questions and their results in part K

Total score Hope for advancement or raise is limited

Work goes unrecognized Work has no personal meaning

Sex/age discrimination exists at job Not suited to job

 Table 32 - List of questions and their results in part K 
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As is evident from table 33, 47 out of 63 employees chose “usually” and “constantly.” 

Hence, question 52 had a score of 2.03, which is within the action range and indicates 

stress. 

Questions 55 (work has no personal meaning) and 56 (work goes unrecognized) also 

had low scores. However, closer inspection indicates that the majority of employees 

chose “never” and “rarely.” For clarity, the results are depicted in figure 34. 

 

Table 34 - Results of questions 55 and 56. Questions listed in the paragraph above. 

As is evident from table 34, the “never” or “rarely” options were chosen by 59% of 

employees for question 55 and 54% of employees for question 56, which indicates that 

stress from these statements was not a major factor for most employees.  
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3.5.12.1 Open question 

At the end of the questionnaire, participants were offered an open question to which 

they could add relevant remarks. Most of the employees had no additional comments 

after completing the questionnaire. The few comments that were inserted will be 

transcribed in the appendix without any editing. This section will only offer analysis of the 

answers.  

There were only five answers to the open question. One employee indicated that the 

superiors did not demonstrate sufficient concern for the satisfaction of employees to 

keep their business successful. According to that employee, the other employees agree 

with this complaint. The second employee complained that people at the workplace were 

overloaded and could not complete their work, which is stressful and causes sleep 

disturbance because the employees could not stop thinking of work after getting back 

home. The third employee commented that the survey lacked questions that were 

specific to their work because their responsibilities went beyond booking to include 

answering phone calls and online chat. Employees need to manage a significant amount 

of information throughout the booking process. This adds to stress because the work 

must be completed in a short time, especially during high season, which can span long 

periods of time. The fourth employee complained about management style and 

unsuitable people in management positions who lack the education or experience for 

their jobs. Despite this, they keep their jobs, which in this employee’s opinion affected 

the company’s success. The fifth employee stated that they had not experienced stress 

at the workplace and was quite happy with the job. 

3.6 Discussion 

As mentioned in the beginning of chapter on research results, according to the State of 

Michigan’s ESP, an average score of the entire survey (sum of the scores of all questions) 

would receive a score between 55 and 275. Lower numbers indicates lower levels of 

stress, and higher numbers indicate higher levels of stress. A score of 135 or above might 

be a sign of unusual levels of stress. The average score for Iceland Travel’s entire survey 

was 130.1, which indicates that stress levels were not very high but are at risk for unusual 

levels of stress. The highest total score (133.90) was registered for employee group 1 
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(responsible for reservations and communications with customers); their score was just 

below the mark of 135. The lowest score of 110.17 was registered with employee group 

4 (employee type that could not identify themselves with other three groups). Separate 

calculations were made for the results to fit the Likert scale: scores varied from 1 to 5 

where 1 is a strong indicator of presence of a stressor and 5 is the absence of a stressor. 

The scores were as follows: 1 to 3.67 is the action range, 3.68 to 4.19 is the functional 

range, and 4.20 to 5 is the strength range. The average score of the overall survey results 

was 3.63, which falls within action range and is just 0.05 points away from the functional 

range. Apart from total scores, the scores for each part of the questionnaire from A to K 

were calculated to determine problematic areas. Table 4 on page 39 can be referred to 

for better clarity: 

 

The interpretations of the two different calculations (ESP and Likert scale) did not 

always match. In some cases, the calculations suggested by ESP indicated an absence of 

stress, even though actual results pointed to stress. On the other hand, sometimes the 

Likert scale calculations indicated stress, even though more than 50% of employees had 

indicated that the stressors did not affect them. For this reason, the results of both 

calculations were reviewed in the chapter about research outcomes. 

The survey results indicated that in most cases, employee group 1 (communications 

with customers and reservations) indicated a higher response to stressors in the 

questionnaire. Pressure on the job was more problematic for employee groups 2 

(communications with service providers) and 3 (communications with employees inside 
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the company). The results indicate that overload at work, inability to complete tasks on 

an average day, and being rushed to complete work are issues for most of Iceland Travel’s 

employees. The answers from employee group 1 indicate that the flow of information 

was not sufficiently effective to assist them to do their job.  

The lowest score in the entire survey was for job-related health concerns. None of the 

employees indicated high results for any of the statements in this part. The results for 

question 25 (Hostile threats from coworkers) were still worth mentioning. Even though 

the options “usually” and “constantly” were selected very infrequently (as can be seen 

from table 35), three employees did indicate that hostile threats did take place. It might 

be best to ensure that there are no hostile threats between employees and that nobody 

is a victim of bullying. 

Table 35 - Question 25 - Hostile threats from co-workers 

 
Never Rarely Occasionally Usually Constantly 

Total answers 54 6 0 1 2 

 

Employee group 1 (communications with customers and making reservations) scored 

higher than others for hostile threats and work underload, which contradicts the previous 

statement that work overload should be a concern. Closer inspection of the separate 

questions indicates that being overqualified for the job and little opportunity to grow 

professionally were major issues in this part, and its high score is due to the higher scores 

for these questions. Little opportunity for advancement also seems to be an issue for 

most of the employees, and group 1 employees again had higher stress indicators than 

others. Boredom did not seem to be a stressor at the workplace. However, most 

employees found their jobs to be repetitive or highly specialized, and group 1 employees 

scored higher than others for this question. Job security was a stressor for most of the 

company employees, and group 1 employees were the most affected again. This group 

(group 1) of employees feared being laid off more than other employees. Low salary was 

a significant stressor for the majority of company employees. Because only five 

employees answered the open question, we cannot draw any conclusions from those 

statements and generalize for the entire company or for the employees who participated 
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in the survey. Two employees mentioned management in their open answers. One 

indicated management’s lack of interest in employee satisfaction, and the other pointed 

out management’s lack of fitness for their positions. Two other employees identified 

work overload and having to complete tasks in a short time to be stressors at the 

workplace. One employee expressed their satisfaction with the job and the workplace, 

stating that they had not experienced stress at work.  

To recapitulate, the research yielded information about the condition of stress at the 

Iceland Travel travel agency. The number of causes for stress in the company was low, as 

concluded from the short list of stressors indicated by employees compared to the entire 

list of questions. That is especially important because the company has recently 

undergone some organizational changes which can be a significant stress factor. The 

survey indicated that Iceland Travel employees are overloaded at work, which was 

mentioned both in the survey and in open questions. Work overload was also mentioned 

as a stressor at the workplace, specifically regarding role overload. Employees felt that 

their opportunities for professional growth and to advance at work were limited.  

The work at the company was described as repetitive or highly specialized by the 

employees, which can be a source of stress. Employees also seem to be concerned about 

low wages, which falls under the stress source that was classified under career 

development in the chapter about work-related stressors.  

Employees of some departments indicated a more significant response to stressors in 

the survey than others. The highest stress was registered by employee group 1 

(employees communicating with customers and making bookings). They indicated higher 

responses for some of the stressors which did not high overall scores. For instance, poor 

flow of information or a lack of information was one of the stressors for group 1. They 

also felt overqualified for their jobs and that they were not learning anything new at the 

workplace, which would likely fit under the career development bullet point in the 

chapter regarding stressors at the workplace. Group 1 employees felt that they were 

qualified to take on better positions than they currently occupied. We cannot be certain 

whether this is due to good education, experience, or other causes. However, the 

problem seems to be linked to a lack of opportunity for promotion. Promotion may mean 

an increase in income for other employees, group 1 employees appeared to view 
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promotion through the lens of a desire for a position better suited to their skills, 

education, or experience.  

There is a connection between employees’ limited opportunity for professional 

growth and group 1 employees’ lack of opportunities to learn new things because  

professional growth often involves advancement as well as gaining new knowledge. The 

same can be said regarding little opportunity for advancement. This group of employees 

also seems more concerned with job security than others; they fear being fired or laid off 

with no reason. We cannot be certain as to why the employees are concerned about their 

job security. However, we do know that the stress of being laid off does not necessarily 

begin at the moment when the event taking place; instead, it can occur when the danger 

initially arises. Also, stress can be caused not only by direct stress, but also by the 

perception of danger.  

This information leads to the conclusion that the stressors described above are sources 

of stress for the employees of Iceland Travel. These stressors can lead not only to 

increased sick days due to the physical effects of stress, but also to lowered performance 

and effectiveness, which can harm the company. 

3.7 Limitations of research 

The number of participants in the survey versus the number of total employees at the 

company created a significant chance of error. Furthermore, the research provided 

insight only for one company. Therefore, the answers cannot be generalized to all 

Icelandic companies, or even companies working in the same sector. Also, the 

questionnaire was designed to determined stressors instead of the level of stress. The 

latter would also be interesting to see. However, an additional questionnaire for stress 

levels would require a longer time to complete the survey, which means that less people 

would participate in that case. As is, the questionnaire merely provides information about 

the number and types of stressors, but not the levels of stress that these stressors might 

be causing. The stress, health, and absenteeism connection in the company could not be 

measured during this research because the level of stress at the moment and employee 

absenteeism would need to be measured against the data for the same information at 

the same company at a different time for maximum reliability. For this reason, we must 

rely on theories and the research results of other authors because the period of the 
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master’s thesis does not allow enough time to conduct the research twice with some time 

in between. Likewise, a correlation between stress and performance (or any other 

influence of stress within the organization) could not be measured for the same reasons 

described in this chapter.  

4 Conclusion 

Reviewing the connection between stress and health indicated how stress affects the 

body and therefore why the methods described in the chapter to avoid stress would be 

effective. The aim of the paper is to discover the main stressors at Iceland Travel, 

determine how company policies address existing stressors, and how these policies can 

be further adjusted. 

Table 36 - Recap of research questions 

 

- What are the main stressors for employees of Iceland Travel? 

- How can existing company policies address stress in the workplace, and how 

can they be adjusted to encourage more productivity through lower stress and better 

working environments? 

- How can identifying the main stressors and applying established HR theory 

facilitate the formation of stress-lowering policies for Iceland Travel? 

 

 

By identifying the stressors, Iceland Travel can use tools better suited for diminishing 

stress in the company. As the information provided by Ásdís Gúðmundsdóttir clarifies, 

the company already has general stress-lowering practices in place. Promoting an active 

lifestyle, which is one of the practices used by Iceland Travel, helps diminish stress 

because the body needs a physical outlet after it prepares for a fight-or-flight response 

due to stress (Sapolsky, 2004). Yoga classes offered at Iceland Travel likewise help 

diminish stress not only because they are a form of physical activity, but also because 
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they incorporate breathing exercises, which helps turn on the parasympathetic nervous 

system (Sapolsky, 2004), (Kumar, et.al., 2015). 

Massages are also known to reduce stress by activating the parasympathetic nervous 

system (Diego, Field, 2009), which is associated with relaxation and body restoration after 

a stressful event that activates the sympathetic nervous system (Gellman, et.al., 2013). 

Iceland Travel offers its employees training about stress and its impact on individuals. 

Awareness about stress and how to deal with it is important for diminishing stress levels 

(Sapolsky, 2004). It was not specified whether the company trainings are merely 

informative, or whether they also offer solutions for managing stress. If the classes do 

not already review stress management, that would be an excellent addition to the 

trainings.  

The company policies against stress are general and are not specific to the company’s 

stressors. Workplace counselling is one of the effective methods for diminishing 

workplace stress, according to Stranks (2005). In this case, counselling might be a solution 

for more specific stressors such as limited opportunity for professional growth, concern 

about low wages, job security, and poor flow of information. Over the course of 

counselling, the reasons for these stressors might become clearer, and solutions might 

be easier to find. For instance, limited opportunity for professional growth might not 

mean that the company does not generally offer such opportunities, but rather that the 

opportunities which the employees are looking for are not offered as often as 

opportunities in other directions. The wages might be adequate in comparison to the 

average salaries on the market, but employees might feel that the energy they put in their 

work is worth more. The counselling can help to not only determine individual reasons 

why these stressors are affecting the employees but also find solutions for each issue and 

help address them.  

Yoga classes, massage sessions, and access to the “power room” should be effective 

for diminishing stress caused by work overload. Still, the overload is an issue for most of 

Iceland Travel’s employees, which suggests that more research must be conducted on 

this stressor and the methods of dealing with it. Understanding the levels of stress caused 

by work overload might shed some light on why that stressor is still an issue. Short yoga 

classes and massage therapy may not be sufficient when attended only once a week, and 
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the employees may not access the “power room” as much as they can. The exact cause 

would be clearer with further research. Iceland Travel has received the copy of the 

research results and will also receive a copy of the completed thesis, which might assist 

the company to implement the policies listed in this chapter to further diminish employee 

stress. 

Overall, Iceland Travel has policies already in place that are very effective at lowering 

stress for employees. That there is only a small quantity of stressors affecting the 

employees can be attributed to the existence of these policies. However, there is always 

room for improvement, and while the general methods used to lower stress appear to be 

effective, additional use of methods that are more specific to the stressors that affect the 

majority of employees might yield better results. 

Further research is required to better understand the level at which the stressors 

mentioned in the survey affect the employees and how that affects the workplace. With 

the current state of research, we can only make assumptions based on the relevant 

theories.  
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6 Appendixes 

6.1 Appendix 1 

Questions of the research as stated in the survey:  

 

Question 
1 

Which of the following would describe the type of your work best? 
1. I communicate with customers (B2B, B2C) and make bookings; 
2. I communicate with service providers; 
3. I communicate with employees inside the company; 
4. Other. 

Part A Disagreement & Indecision 

 
Instructions: Think about how often you encounter the following situations. Rate 
yourself with the following scale in each category. 

Question 
2 

Unsure of coworkers expectations 

Question 
3 

Unfriendly attitude in coworkers 

Question 
4 

Job responsibilities go against your better judgment 
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Question 
5 

Can’t satisfy conflicting demands from superiors 

Question 
6 

Trouble refusing overtime 

Part B Pressure on the Job 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category. 

Question 
7 

Overloaded at work, unable to complete tasks during an average day 

Question 
8 

Too much supervision 

Question 
9 

Job requirements are taking their toll on your private life 

Question 
10 

Rushed to complete work or short on time 

Question 
11 

Too much red tape (bureaucracy) 

Part C Job Description Conflict 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category. 

Question 
12 

Uncertainty about your exact job responsibilities 

Question 
13 

Too much teamwork 

Question 
14 

Poor flow of information to you in order to carry out your job 

Question 
15 

Not enough authority for you to properly do your job 

Question 
16 

Discomfort in handling unethical assignments 

Part D Communications & Comfort with Supervisor 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category 

Question 
17 

Ideas differ from those of your supervisor 
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Question 
18 

Trouble talking to boss 

Question 
19 

Unable to predict supervisor’s reactions 

Question 
20 

Boss gives little feedback about your work 

Question 
21 

Boss is overly critical of your work 

Part E Job Related Health Concerns 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category 

Question 
22 

Work conditions are unhealthy 

Question 
23 

Physical dangers exist at work place 

Question 
24 

Heavy physical tasks to complete 

Question 
25 

Hostile threats from co-workers 

Question 
26 

Sick days are discouraged 

Part F Work Overload Stress 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category 

Question 
27 

Can’t consult with others on projects  

Question 
28 

Co-workers are inefficient 

Question 
29 

Often take work home to complete 

Question 
30 

Responsible for too many people/projects 

Question 
31 

Shortage of help at work 
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Part G Work Underload Stress 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category. 

Question 
32 

Too little responsibility at work 

Question 
33 

Overqualified for your job 

Question 
34 

Little chance for growth exists 

Question 
35 

Trying to “look” busy on job 

Question 
36 

Feeling unstimulated 

Part H Boredom Induced Stress 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category. 

Question 
37 

Repetitive or highly specialized routine 

Question 
38 

Not learning anything new 

Question 
39 

Can’t see final outcome of your efforts 

Question 
40 

Job is too easy 

Question 
41 

Daydreaming frequently 

Part I Problem of Job Security 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category 

Question 
42 

Fear of being laid off or fired 

Question 
43 

Worry about poor pension 

Question 
44 

Concerned about low wages 
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Question 
45 

Need “pull” to get ahead 

Question 
46 

Could be fired without cause 

Part J Time Pressure 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category. 

Question 
47 

Constant reminders that “time is money” 

Question 
48 

Starting and ending times are rigid 

Question 
49 

Monotonous pace of work 

Question 
50 

Not enough break or meal time 

Question 
51 

Work pace is too fast 

Part K Job Barrier Stress 

 
Think about how often you encounter the following situations. Rate yourself 
with the following scale in each category. 

Question 
52 

Hope for advancement or raise is limited 

Question 
53 

Sex/age discrimination exists at job 

Question 
54 

Not suited to job 

Question 
55 

Work has no personal meaning  

Question 
56 

Work goes unrecognized 

Question 
57 

Please feel free to add any further comments that you think are relevant to this 
survey 

 

6.2 Appendix 2 

Transcription of the additional open questions of the survey: “Please feel free to add any further 
comments that you think are relevant to this survey”: 
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1. Many employees in my company agree about the fact that it seems like our 
bosses don't realize how important it is to keep employees satisfied to keep 
their business working. 

2. Miklu hlaðið á fólk, oft erfitt að sjá fram á að ná að klára verk. Veldur stressi og 
svefntruflunum. Næ oft ekki að hætta að hugsa um vinnu þegar heim er komið. 

3. I would have liked to have questions about the many stimuli we encounter at 
work (booking department) - beside working in the booking system, we have to 
answer the phone, the chat, co-workers and have a very large amount of 
information in mind when booking. This added to the stress  caused by strict 
response time can sometimes be overwhelming and stressful - specially at high 
season period when this can lasts for many days/weeks. 

4. Most stressed issues at work areas follow: Managements cannot manage own 
business and its team. Need drastic change but stays same managements 
including each department for many years. No talent/sense or bad foreseen & 
late action on market change, Waisted money and believed in the report of a 
consultation farm which is far from reality, waist time to launch to select and 
start to use right systems, hired wrong marketing manager and system manager, 
tried to judge assignments & responsibilities of sales team by time registration 
but found no use - whole sales team lost about 80 working days in total in year 
2017 by this decision and order. harm by the old managements keeping the 
same seats for many years, managements have not sufficient knowledge in 
every filed they should know - managers without real professional knowledge & 
experience. Hospitality industry but no managers have no hospitalities to 
workers. No policy for management nor future plan. Damaging own brand by 
itself. 

5. I have not experianced stress in my work yet and I am happy with my place at 
the workplace      

 


