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Abstract

In modern lifestyle, stress is a common problem. However stress can be negative effects
and positive effects depending on the individual. Negative effects of stress can affects
individuals’ health and performance. Nevertheless positive stress can make an employee
more energetic and strive harder to achieve their goals and objectives. A study on stress
among customer service executive and officers was conducted through questionnaires of 81
customer service executives and officers at Central Region, Employees Provident Fund. This
research found that factors contribute to stress among customer service are customer

attitudes and time constraint.



Abstrak

Stress adalah masalah biasa di dalam kehidupan yang moden. Stress juga boleh membawa
kesan yang negatif dan kesan yang positif bergantung kepada individu masing-masing.
Stress yang negatif boleh memberi kesan pada kesihatan individu dan pencapaian individu
berkenaan. Namun stress yang positif berupaya membuatkan individu lebih agresif dan
berusaha lebih keras dalam mencapai objektif dan tujuan. Satu kajian berkaitan stress di
kalangan pegawai dan eksekutif perkhidmatan pelanggan telah dijalankan yang meliputi
responden seramai 81 orang di Wilayah Tengah, Kumpulan Wang Simpanan Pekerja. Kajian
ini dijalankan dengan menggunakan kaedah soal selidik. Berdasarkan kepada kajian yang
dilaksanakan, didapati faktor yang menyumbang kepada stress di kalangan pegawai dan

eksekutif perkhidmatan pelanggan adalah tindak tanduk pelanggan dan masa yang terhad.
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CHAPTER 1

INTRODUCTION

1.1 BACKGROUND OF THE STUDY

Stress at work is a relatively new phenomenon of modern lifestyles. The nature of work has
gone through drastic changes over the last century and it is still changing at whirlwind speed.
Stress can be divided into four different types of stress. Eustress or positive stress helps an
individual feel motivated to finish and to achieve creative mindset on completing the task. In
fact, it is often what provides us with the energy and motivation meeting our daily challenges
both at home and at the workplace. Distress is a bad form of stress. This is when an individual
feels frustrated, fearful or have unresolved anger. However when too much of this stress will
cause anxiety or mental suffering. Third type of stress is known as under-stress. This happened
when an individual don’t have enough positive stress and can lead to create some problem.
Boredom and hopelessness are two effects of this stress and also can make individuals less
motivated to be creative. Lastly, the type of stress is over-stress. This is what an individual

feels after pushing too hard for upcoming deadline.

According to Matteson and Ivancevich (1987), hundreds of definitions about stress can be
found in the literature. This lack of a clear, agreed upon definition limits a researcher’s ability

to compare results across studies because what is called stress in one study may differ from



The contents of
the thesis is for
internal user
only



References:

Andries,F., Bijleveld, C.CJ.H., & Pot, F.D. (1991). Working conditions and mental strain of

automation personnel. International Journal of Human-Computer interaction, 2, 363-373

Bernard Katz, (1988). How to turn Customer Service into Customer Sales. NTC Business Books,

USA.

Black, C.(2008). Working for a Healthier Tomorrow. London

Brian Luke Seaward. (2011). Managing Stress: Principle and Strategies for Health & Well Being

Burke,R.)., Greenglass,E. (1996). Work stress, social support, psychological burnout and

emotional and physical well being among teachers. Psycho. Helath Med.1:193-205

C.L.Cooper and R. Payne. (1978). Stress at Work. John Wiley, London.

Cannon, W. (1932). The Wisdom Of the Body. New York

Daniel A. Gridano.(2005). Controlling Stress & Tension

Gibson, V.M. (1993, January 15). Stress in the workplace: A hidden cost factor. HR Focus, 70.

Greller, M. (1990). Managing careers with a changing work force. Journal of Organizational

Change Management, 3.2

Guidance For The Prevention of Stress and Violence at the Workplace, Department of

Occupational Safety and Health Malaysia

67



Halbrooks, R.J.(1996). How to really deliver superior customer service. Goldhirsh Group , Inc,.

Boston.
Heller, A. (1980). The emotional division of labor between the sexes. Social Praxis, 7,205 — 218.

Henry I. Russek and Linda G. Russek (1976). /s Emotional Stress an Etiological Factor in Coronary

Heart Disease?.

Herold, D.M. (1990). Using Technology to improve our management of labour market trends. In
M. Greller {ed.), Managing careers with a changing workforce. Journal of Organizational Change

Management.
HSE (2006). Workplace Health & Safety Survey. London
J.S.J. Manuso,(1984). Stress Management in the Workplace. New York

James, N. (1989). Emotional labour skill and work in the social regulation of feeling. The

Sociological Review, 37, 15-42.

John A. Wagner 11l & John R. Hollenbeck (2205). Organizational Behaviour: Securing Competitive

Advantage. Thomson South-Western, Ohio.

Kahn, R.L., Byosiere,P. (1992). Stress in organizations. In M.D. Dunnette amd L.M. Houghn(Eds).
Handbook of Industrial and Organizational Psychology. (Z"d ed. Vol.3) (571-650). Polo Alto, CA.

Consulting Psychologists Press.

Karen L. and Keith B.(2006). Customer Service for Dummies

68



Kenneth R. Pelletier (1984). Healthy People in Unhealthy Places: Stress and Fitness at Work.

New York

Kohn.M., & Schooler,C. (1982). Job conditions and personality : A Longitudinal assessment of

their reciprocal effects. American Journal of Sociology, 87, 1257 — 1286.

Kwok. B. Chan (2006). Work Stress and Coping among Professionals. Library of Congres.

Kyriacou, C. (1987). Teacher Stress and Burnout: An International Review. Educational

Research, 29, 146 — 152.

Lazarus, R, and Delongis, (1983). A Psychological Stress and Coping in Aging

Lorraine L. Uken. (2007). 101 Ways to Improve Customer Serving

Marshal, J. and Cooper, C.L. (1979). Executives Under Pressure: A Psycological Study. Praeger

Publishers, New York.

Matteson,M., & Ivancevitch,J.M. (1982). The how, what and why of stress management.

Training Personnel Journal, October, p.768.

Matteson,M.T.& Ivancevich, J.M. (1987). Controlling work stress. San Francisco: Jossey —Bass

Maureen, F.D, Anthony, H. Winefield and Helen, R. Winefiled. (2003) Occupational Stress in the

Service Professions. London

Pattie Gibson-Odgers (2007). The world of customer service

69



R.S. Schuler (1980). Definition and Conceptualization of Stress in Organization. Organizational

Behaviour & Human Performance.

Robbins, Stephen, P. (2001). Organizational Behaviour.Prentice Hall Upper Saddle River, New

Jersey.

Robert A. Karasek (1988). Job Charateristics in Relation to the Prevalence of Myocardial

Infarction in the US Health Examination Survey (HES)

Ron Karr, (1997). The Complete Idiot’s Guide to Great Customer Service. MacMillan General

Reference (Alpha Boks), New York.

Selye,H. (1980). Selye’s guide to stress research : Volume 1. New York : Van Nostrand Reinhold.

Simon,P. and Jim, W.(1998). Creating a Stress Free Office

Spielberg,C.D. and Reheiser, E.C. (1995). Measuring Occupational Stress : The Job Stress Survey.
In Occupational Stress: A Handbook. Crandall,R., and Perrewe,P.L. (Eds). Washington : Taylor &

Francis.

Sue Grassbauer (2001). Managing Foodservice Operations: A Systems Approach for Healthcare

Susan,C. and Cary,C. (2011). Innovations in Stress and Health

Wertz, Edward W,. (1993); The Complete Customer Service Letter Book. Mc Graw — Hill. Inc,

New York.

70





