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Abstract: To develop a model that integrates restaurant and employee resources to overcome technostress and achieve
sustainable performance. This qualitative study is based on twenty-two semi-structured interviews with restaurant managers
and frontline employees (FLEs) to comprehensively understand how restaurant resources and personnel can be employed to
combat technostress and achieve sustainable performance. Restaurant FLES experience technostress from multiple sources,
including unclear work-life boundaries, complex new systems, job insecurity, and the frequent use of new technologies. In
addition, restaurant managers and FLEs concur that integrating restaurant and FLE resources is an effective model for
reducing technostress and achieving FLES' sustainable performance. The study expands the JD-R model to address the
challenges faced by FLEs in managing technology-induced job demands, offering a comprehensive solution that benefits
restaurants and employees. This approach considers the role of both employers and employees in managing technostress,
leading to a supportive work environment and improved sustainable performance.

Key words: technostress, JD-R model, social support, digital competencies, employee proactivity, job autonomy, sustainable
performance

INTRODUCTION

FLEs need to communicate with customers and coordinate activities with team members in real-time, all of which
necessitate the use of technology (Christ-Brendemiihl, 2022). While technology can improve workplace efficiency, it
can also create interruptions and become overwhelming, leading to technostress (Wu et al., 2022). Technostress is a
psychological problem caused by using technology, especially when it makes people feel overwhelmed, frustrated, or
anxious (Hogberg, 2021). Technostress can be caused by several factors, such as complicated user interfaces, unreliable
systems, and an increased workload due to the use of technology.

De Keyser et al. (2019) view service systems as a combination of technologies, processes, and human actors,
including customers and FLEs. The use of technology can negatively impact FLEs' work and lead to technostress, which
reduces employee performance due to job demands and resource limitations (Tarafdar et al., 2014). Hence, this study's
first motivation is to understand the challenge of technostress in the restaurant industry among FLEs.
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Several studies have explored the impact of technology on employees in the hospitality industry (e.g., hotels and
restaurants). Hogberg (2021) found that technostressors such as work overload and changing algorithms create negative
stressors among employees in an international hotel chain. Wu et al. (2022) studied the consequences of technostress
among employees in smart hotels. They found that technostress negatively affects employee well-being and
performance, with organizational learning having a countervailing moderating impact.

Christ-Brendemihl and Schaarschmidt (2020) investigated the impact of technology-induced job demands on FLE
technostress, which reduces customer satisfaction and delight with the FLE. The study highlights the challenge of
managing technology-induced job demands on the organizational frontlines. Christ-Brendemiihl (2022) conducted a
qualitative study to investigate the impact of digital technology on FLES in the restaurant industry. The study found that
FLEs agree that technology makes them more productive. However, unreliable or unintuitive systems and technology-
induced role overload can evoke technostress and impair FLES' well-being and job performance. However, limited
research has been proposed on solutions for technostress among FLES in the restaurant industry. Therefore, the second
motivation of this study is to address the issue of technostress in the restaurant industry by developing a model that
integrates restaurant and employee resources to achieve sustainable performance.

The job demand-resources (JD-R) model suggests that job demands and resources can significantly impact employee
performance (Radic et al., 2020). Considering the JD-R model, the current study proposes that integrating restaurant
resources with FLES' resources can reduce technostress and maintain sustainable performance. Restaurant resources
such as organizational support, supervisor support, co-worker support, and building employees' digital competencies can
provide employees with the necessary resources to manage technology-induced job demands effectively. Organizational
support is the help and resources the restaurant gives its staff members to improve their well-being, pleasure on the job,
and performance (Sungu et al., 2019). Supervisor support refers to how much employees think their supervisor is
friendly, helpful, and open to talking to them (Bagir et al., 2020). Co-worker support refers to the assistance and
encouragement that employees provide one another in the workplace (Shin et al., 2021). Building employees' digital
competencies refers to developing and improving employees' skills, knowledge, and abilities related to using digital
technologies and tools in the restaurant (Daradkeh et al., 2023). Hence, the proposed restaurant resources can help
reduce work overload, role ambiguity, and other technostressors negatively impacting employees' job performance.

Moreover, employee resources such as proactivity and autonomy can also be crucial in reducing technostress and
maintaining sustainable employee performance. Employee proactivity is the degree to which employees take the initiative
and engage in self-directed behavior to enhance their work environment or job performance (Demir et al., 2022).
Proactivity can help employees anticipate and prevent potential stressors, while autonomy can help employees effectively
manage their workload and responsibilities (Tuan, 2022b). Employee autonomy refers to the degree to which employees are
independent and have decision-making authority at work (Spagnoli and Molinaro, 2020). By integrating restaurant resources
with employees' resources, employers can create a supportive workplace that promotes sustainable employee performance,
which means the ability of an employee to perform their job duties effectively and efficiently over a sustained period.

This current study uses a qualitative research approach through semi-structured interviews with restaurant managers and
FLEs to comprehensively understand how restaurant and employee resources can combat technostress and achieve
sustainable performance. The main three hypotheses questions of this study are as follows:

1. Do restaurants' resources, such as social support and building employees' digital competencies, play a crucial role in
reducing technostress and maintaining sustainable employee performance?

2. Do employees' resources, such as proactivity and autonomy, play a crucial role in reducing technostress and
maintaining sustainable employee performance?

3. Does the proposed model of integrating restaurant resources with employee resources improve employee sustainable
performance?

Theoretically, the study extends the JD-R model by integrating restaurant resources with FLES' resources to reduce
technostress and maintain sustainable performance in the restaurant industry. The proposed model considers the challenges
faced by FLEs in managing technology-induced job demands and provides a comprehensive solution that can benefit both
employees and customers. Moreover, the study adds to the literature on technostress by proposing a model that provides a
more holistic approach to managing technostress and considers the role of both employer and employee in managing
technology-induced job demands. From a practical perspective, employers can create a supportive work environment that
promotes sustainable employee performance by integrating restaurant resources with employees' resources. Moreover,
employees can benefit from the model by accessing the necessary resources to manage technology-induced job demands
effectively, reduce work overload and role ambiguity, and promote their well-being and job satisfaction.

LITERATURE REVIEW

1. Theoretical background

The JD-R model is a theoretical framework that explains how job demands and resources affect employee
performance (Radic et al., 2020). According to the JD-R model, job demands refer to a job's physical, psychological,
and social aspects that require sustained physical and mental effort and are associated with physiological and
psychological costs (Pansini et al., 2023). On the other hand, job resources refer to those aspects of the job that are
functional in achieving work goals and reducing job demands and are associated with motivation, engagement, and
learning (Helal, 2022). The JD-R model proposes that high job demands, without sufficient resources, can lead to
burnout, adverse health outcomes, and decreased job performance (Lee et al., 2019; Tantawy et al., 2016).
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Conversely, high job resources can lead to engagement, well-being, and sustainable performance (Sarwar et al.,
2020). Recent hospitality research shows that technostress can negatively affect employee well-being and performance
(Christ-Brendemiihl, 2022; Wu et al., 2022). Specifically, technostress leads to burnout, despondency, and
dissatisfaction with work and peers (Pansini et al., 2023). However, it is also recognized that the overuse of modern
technology in work environments cannot alleviate work overload but can lead to increased stress and dissatisfaction
(Christ-Brendemiihl, 2022). For instance, in a recent study of 454 employees in smart hotels in China, the authors used
the JD-R model to investigate the impact of technostress on employee well-being and performance (Wu et al., 2022).
The study found that technostress negatively affects employee well-being and performance and that organizational
learning can counteract the adverse effects of technostress on employee well-being and performance. Therefore, our
study adopts the JD-R model because it can explain various facets of technostress and identify potential job and
employee resources that can mitigate the impact of technostress on FLEs and achieve sustainable performance.

2. Technostress

Technostress was first defined by Brod (1984) as the "modern disease of adaptation caused by an inability to cope with
new computer technologies healthily." Technostress is a term used to describe the adverse effects of technology on individuals
in the workplace, particularly in service industries where employees have to interact constantly with customers (Christ-
Brendemuhl, 2022; Pansini et al., 2023). The increasing use of technology in service businesses has led researchers to consider
service systems as made up of technologies, processes, and human actors like customers and FLEs (Christ-Brendemiihl, 2022;
Christ-Brendemihl and Schaarschmidt, 2020). However, technology infusion comes with demands and complexities that can
lead to technostress among FLESs. This stress arises when the demands of technology are perceived as incompatible with an
individual's abilities and values, resulting in a psychological response that is perceived as stressful (Wu et al., 2022).

According to Tarafdar et al. (2007), technostress has five types of stressors (i.e., techno-overload, techno-invasion,
techno-complexity, techno-insecurity, and techno-uncertainty). First, techno-overload is the simultaneous handling of
different information flows from internal and external sources (Tuan, 2022a). Therefore, employees handle more
information than before, which requires more efficient and faster work. Second, techno-invasion is considered the
flexibility of technologies, i.e., the possibility to work at any time, which affects the work-life balance because
employees feel that they are not free from technologies (Yasin et al., 2021). Third, the rapid advance of technologies
makes them more complete, functional, and complex, generating techno-complexity in users (Hwang, 2021). Fourth,
techno-insecurity occurs when employees are not confident in using technologies, leading them to think that they cannot
cope with the tasks requested and that, in the future, they will be replaced by others (Fu et al., 2022). Finally, techno-
uncertainty is the stress caused by rapid changes occurring in the market. This stress creates uncertainty among
employees regarding what technologies they will face, eventually leading to frustration (Kim and Lee, 2021).

3. Conceptual development

3.1. Organizational resources

3.1.1. Social support and technostress

Social support is "information leading the person to believe that he or she is cared for and loved, esteemed, and a
member of a network of mutual obligations™ (Cobb, 1976). Social support also refers to the assistance and cares others
provide, such as colleagues, supervisors, and family members (Alnazly et al., 2021). Research reported that hospitality
employees who feel supported by their organization, supervisors, and colleagues are likelier to report higher job
satisfaction, better mental health, and lower stress levels (Abbas et al., 2021). Additionally, work-based social support
can help employees develop stronger relationships with their colleagues, improving teamwork, communication, and
overall job performance (Slavkovi¢ et al., 2021). Social support can be an effective inhibitor of technostress creators.
Social support can reduce technostress creators' negative impact by providing employees with a sense of security and
assistance when problems with digital technologies occur (Lanzl, 2023). This study concentrated on workplace social
support (i.e., organizational, supervisor, and co-worker). Organizational support refers to the resources, policies, and
practices an organization provides to support its employees' well-being, job satisfaction, and performance (Sungu et al.,
2019). Organizational support can take many forms, such as providing training and development opportunities, offering
flexible work arrangements, promoting work-life balance, and recognizing employees' contributions and achievements
(Li et al., 2019). Perceived supervisor support refers to how employees believe their supervisors care about them and
value their contributions to the organization (Gordon, 2020). Colleague support, also known as co-worker support, refers
to the assistance and encouragement provided by one's colleagues or peers in the workplace (Shin et al., 2021).

Social support can be emotional, informational, or instrumental (Wright et al., 2021). Firstly, emotional social support is
a type of social support that provides empathy, care, and understanding to individuals experiencing stress or emotional
distress (Abbas et al., 2021). Examples of emotional social support include listening to someone's problems without
judgment, providing encouragement and comfort, and expressing empathy and understanding. Emotional social support can
help individuals cope with stressors by reducing feelings of isolation and loneliness, increasing self-esteem and confidence,
and promoting a sense of belongingness. Secondly, informational social support is a type of social support that provides
advice, guidance, and information to individuals who are experiencing stress or facing a problem (Jolly et al., 2020).
Examples of informational social support include providing information about available resources and services, offering
suggestions for problem-solving strategies, giving feedback on performance or work-related tasks, and sharing knowledge
and expertise. Finally, instrumental social support is a type of social support that provides tangible resources or practical
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help to individuals who are experiencing stress or facing a problem (Canhilal et al., 2020). Technostress is a modern
phenomenon that can negatively affect restaurant employees (Christ-Brendemdiihl and Schaarschmidt, 2020). However,
research has shown that higher levels of perceived organizational support are associated with lower levels of
technostress among employees. For example, a study by Tarafdar et al. (2014) found that employees who perceived
higher levels of organizational support reported lower levels of technostress. Similarly, a study by Ragu-Nathan et al.
(2008) found that social support from colleagues and supervisors was negatively related to technostress. Therefore, by
increasing the role of organizational support, FLEs can feel more empowered and less techno stressed in their work.

Supervisor support refers to the assistance and encouragement supervisors provide employees to help them cope with
work-related stress (Gordon, 2020). Supervisor support can take many forms, including providing employees with the
necessary resources and training to use technology effectively, offering flexible work arrangements to help employees
manage their workload and maintain work-life balance, and promoting a positive work culture that values employee
well-being (Bagir et al., 2020). A study by Tarafdar et al. (2014) found that employees who perceived higher levels of
supervisor support reported lower levels of technostress. Similarly, a study by Lanzl (2023) found that social support
from supervisors was negatively related to technostress. Therefore, supervisor support can have a significant impact on
reducing technostress among FLEs. When supervisors provide support and resources to help employees manage their
workload and use of technology, it can reduce the negative impact of technology on their job performance.

Co-worker support refers to colleagues' assistance and encouragement to help employees cope with work-related
stress (Shin et al., 2021). Co-worker support can take many forms, such as sharing tips and tricks for managing
technology, providing emotional support and understanding when co-workers experience technostress, and collaborating
on projects to reduce individual workload (Lanzl, 2023). When co-workers provide support and resources to help each
other manage their workload and use of technology, it can reduce the negative impact of technology on their well-being
and job performance. According to one study, co-worker support can significantly decrease technostress and the need
for recovery while enhancing employee motivation (Hessari and Nategh, 2022). Additionally, social support has been
found to increase end-user performance, reduce techno-exhaustion, and lower physiological arousal (Weinert et al.,
2020). Therefore, employees who perceive high levels of co-worker support are more likely to feel connected and
supported in the workplace, which can reduce their levels of technostress.

3.1.2. Building employees' digital competences and technostress

Digital competence refers to the knowledge, skills, attitudes, abilities, strategies, and awareness required to effectively
use technologies and digital platforms to complete tasks, solve problems, communicate, create and share content, and build
knowledge (Falloon, 2020). Demir et al. (2022) define digital competencies as employees' ability to use hospitality
establishment technologies responsibly and effectively. Restaurants can provide employees with training programs,
workshops, and other resources that emphasize the development of essential knowledge, skills, and attitudes regarding
using technology in an organizational setting to build their digital competencies (Daradkeh et al., 2023).

Another definition of digital competencies of employees refers to their skills, knowledge, experience, and expertise that
are essential for a successful digital transformation in an organization, including their orientation toward digital technology,
adoption of digital technology, and expertise with digital technology (Daradkeh et al., 2023; Osmundsen, 2020). The digital
technology orientation of employees refers to their inclination and capacity to use digital technology, as well as their
general awareness and interest in digital technology, which can result in a digitally enabled work-life (Osmundsen, 2020).
The adoption of digital technology by personnel refers to the use of digital technology in the workplace. It is the realization
by employees that digital technology can add value to their work and tasks (Osmundsen, 2020). The digital technology
expertise of personnel refers to their work-related knowledge and skills in digital technologies (Suarta et al., 2023).

Vieru et al. (2015) proposed a typology of three employee digital competency archetypes. These archetypes are
derived from combinations of three major competence areas (i.e., technological, cognitive, and social) and their
respective learning domains (i.e., skill, knowledge, and attitude). First, technologically savvy employees have advanced
technical skills and knowledge but may lack social skills and attitudes (Guan et al., 2021). Second, digitally literate
employees have high cognitive skills and knowledge but may lack technological skills and social attitudes (Cetindamar
Kozanoglu and Abedin, 2020). Finally, socially competent employees have high social skills and attitudes but may lack
technical skills and cognitive knowledge (Vieru et al., 2015).

The current study argues that providing training programs and resources to cultivate FLES' digital competencies can
help them feel more confident and competent when using technology (Daradkeh et al., 2023; Osmundsen, 2020). These
FLEs' digital competencies, in turn, could reduce common technostress symptoms, such as anxiety or frustration associated
with technology use. Therefore, by providing employees with the tools and knowledge to utilize technology effectively,
they can feel more confident in their ability to perform their job duties and have sustained performance. Furthermore,
developing social skills and attitudes toward using technology may help FLEs feel more connected and supported in their
work environment, which can help reduce technostress (Vieru et al., 2015).

3.2. FLEs resources

3.2.1. Proactivity and technostress

Employee proactivity refers to an individual's disposition towards actively engaging in work-oriented activities, such
as initiating change, seeking opportunities, and taking active steps to impact their work environment positively (Doan et
al., 2021). This behavior is typically characterized by a willingness to go beyond job responsibilities, show initiative,

937



Mostafa A. HASSANIN, Amany E. SALEM, Mohamed Y. HELAL, Nabila N. ELSHAWARBI, Insaf S. AHMED, Neveen MANSOUR

exercise judgment, and confront situations head-on. Employees who exhibit proactive personality traits tend not to be
affected by environmental constraints or changes; instead, they actively seek opportunities to display their ambition and
take active steps to affect environmental changes (Zhao et al., 2013). A proactive personality is, therefore, a positive
force in many areas, positively correlated with career success, proactive behavior, role breadth self-efficacy, flexible
role orientation, and work performance (Bakker et al., 2012). Hence, we define employee proactivity as an individual's
active rather than passive approach toward work. They seek and create opportunities, show initiative, take action, and
persevere until they bring about change, leading to increased productivity and career success.

We propose that FLEs with proactive personalities may have an increased ability to withstand and cope with the
negative impact of technostress. FLEs with proactive personalities tend to identify and act on opportunities, show
initiative, take action, and persevere outwardly. According to Hung et al. (2015), two dimensions of the proactive
personality (i.e., the transformation of situations and the confrontation of situations) play a crucial role in reducing the
negative impact of technostress on productivity. Transformation of situations is one specific personality trait is the
ability to transform situations, which is part of a proactive personality (Sumiyana and Sriwidharmanely, 2019).

This trait involves individuals actively seeking to create opportunities, influence their environment, and make
changes to achieve their goals. Confrontation of situations is a specific dimension of proactive personality, which refers
to an individual's tendency to actively address and overcome challenges and difficulties in their environment (Yi-Feng
Chen et al., 2021). Employees with high confrontation of situations scores are determined to influence the environment
rather than be influenced by it. They tend to confront stressful situations head-on and transform them into opportunities.

In the workplace, individuals with highly confrontational situations can better cope with technostress and
communication overload, manage work requirements, and reduce their adverse impact. Therefore, the proactive
personality is more of a stress reducer through removing obstacles.

3.2.2. Job autonomy and technostress

Job autonomy is the degree to which employees have control or choice over their work and their involvement in
decision-making connected to their job activities (Spagnoli and Molinaro, 2020). It encompasses the freedom and
independence to make decisions, act, and carry out tasks without excessive interference or supervision from managers or
other authority figures. Employees with high levels of job autonomy have more flexibility and responsibility, leading to
increased job satisfaction and motivation and, ultimately, better job performance (Lim et al., 2022). Job autonomy is often
considered an essential aspect of job design and is an important determinant of employee behavior and outcomes in various
work settings, including the restaurant industry (Ma et al., 2022). Job autonomy is an essential factor in the restaurant
industry, as it can significantly impact job performance and employee satisfaction (Bhardwaj and Kalia, 2021).

Research has shown that when FLEs feel that they have a certain level of control over their work, it can activate their
expression of prosocial motivation, which ultimately leads to better job performance (Hewagama et al., 2019), as job
autonomy allows employees to take charge and be more proactive in suggesting and implementing improvements in their
work environment. Autonomy is a feeling of control and choice (Ma et al., 2022). When employees express the desire for
greater flexibility, what they want is autonomy. Hence, FLESs can manage stressful situations when they feel they have some
control over how to respond. Therefore, if individuals have more autonomy and control over their work, they can set limits and
respond to technostress in a way that suits them (Tarafdar et al., 2020). By managing their work-life balance, individuals can
reduce the negative impact of technology on their well-being, making it possible to cope with technostress more effectively.

3.3. Sustainable performance, organizational and FLESs resources, and technostress

Sustainable employee performance refers to the exclusive efforts of employees to achieve personal and organizational
sustainable growth over an extended period (Roscoe et al., 2019). Sustainable employee performance is an evolving
concept that emerged from sustainability, which denotes an organization's ability to cultivate, raise, care for, and sustain (de
Jonge and Peeters, 2019). Sustainable employee performance is critical for restaurants, ensuring employees' efforts align
with their long-term goals, and it helps achieve greater workplace satisfaction, better retention rates, and sustained
success (Cook, 2008). Restaurants prioritizing sustainable employee performance invest in measures that promote
employee development, foster a positive workplace culture, and provide opportunities for employees to grow and
enhance their skills (Min et al., 2020). Therefore, sustainable employee performance is an essential aspect of workforce
management that emphasizes the importance of employee wellness and long-term restaurant success.

Organizational resources, such as social support and building employees' digital competencies, and personal
resources, such as proactivity and autonomy, can enhance employees' ability to cope with technostress and raise their
sustainable performance in several ways (Jolly et al., 2020). Social support from the restaurant can provide employees
with resources to manage their workload and use technology (Abbas et al., 2021).

This support can include providing training and resources to help employees use technology more effectively, setting
clear expectations and boundaries around technology use, and providing emotional support and understanding when
employees experience technostress. By providing social support, restaurants can create a healthier and more productive
work environment, leading to higher job satisfaction and sustainable performance (Gordon, 2020).

Building employees' digital competencies can also enhance their ability to cope with technostress (Golz et al., 2021). By
providing training and resources to help employees use technology more effectively, restaurants can reduce the negative
impact of technology on employees' well-being and job performance (Gordon, 2020; Tuan, 2022b). These competencies
include time management training, digital literacy, and work-life balance. Personal resources, such as proactivity and
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autonomy, can also enhance employees' ability to cope with technostress and raise their sustainable performance.
Proactivity and autonomy can help employees take control of their workload and use of technology, which can reduce the
negative impact of technology on their well-being and job performance (Tuan, 2022a). Hence, combining organizational
and personal resources can enhance restaurant employees' ability to cope with technostress and improve their sustainable
performance. After considering the above theoretical bases and arguments, we propose the following model:

——— —

/ Organizational resources:

= QOrganizational support \
= Supervisor support \
= Colleagues support +
= Building digital competences + i

\ Personal resources: /

\ = Proactivity /
= Job autonomy / Sustainable performance

- o —

Technostress

Figure 1. The conceptual model

MATERIALS AND METHODS

The current study collected data from restaurant managers and their FLEs using a qualitative approach. We
employed semi-structured interviews, a style of interview that combines the benefits of open-ended and directed
questions (Daradkeh et al., 2023). Participants were given more freedom in responding during semi-structured
interviews, giving them more opportunities for inductive reasoning. The qualitative method (i.e., semi-structured
interviews) was implemented through the following four stages: the selection of restaurant FLEs and managers,
interview procedures, the generation of interview questions, and the analysis of the results.

1. Selection interviews

This study aims to create an integrated model that combines restaurant and FLES resources to overcome technostress
and improve sustainable performance. Initially, the research team attempted to obtain an official list of restaurants in
Egypt to identify potential respondents. However, it was discovered that no such list exists. Instead, the team se lected a
group of restaurants that utilize digital technology in their customer service. The team then contacted 40 restaurant
managers to inquire about the possibility of participating in the study. Of those contacted, 27 agreed to participate. The
team then asked a preliminary question about technostress to ensure that the managers and FLEs were familiar with the
phenomenon. This step resulted in 22 restaurants being selected for the study. Hence, we collected data from 15
restaurant managers and 12 FLEs through 22 semi-structured interviews.

2. Interview techniques

Table one provides data on the participants' demographic. There were ten restaurant managers and 12 employees
who participated in the study. Of the restaurant managers, 70% were female, and 30% were male. Of the employees,
50% were female, and 50% were male. Regarding education, all participants had at least a high school degree, with the
majority (83%) having a university degree and the remaining 17% having a post-graduate degree. Regarding the type of
restaurant, 70% of the participants worked in an international chain, while the remaining 30% worked in a local chain.
The interviews ranged from 60 to 90 minutes, with an average length of 69.5 minutes.

The most extended interview was conducted with a female employee who had a post-graduate degree and worked in
an international chain and lasted for 90 minutes. The shortest interview was conducted with a male employee who had a
high school degree and worked in a local chain and lasted 60 minutes. Overall, the data suggest that the study had a
diverse group of participants in terms of work role, gender, education, and type of restaurant, which may provide
valuable insights into the phenomenon of technostress in the restaurant industry.

3.3. Interview questions

The study interview form contains two parts: the first contains basic information about restaurant managers and FLEs,
and the second contains interview questions. We prepared interview questions based on previous studies and the proposed
model as follows:
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» Could you explain what technostress is in your workplace?

« What are the types of stressors associated with technology, and how do they affect employees in the restaurant
industry, particularly FLES?

» How does social support, specifically workplace social support from organizational resources, supervisors, and
colleagues, affect the level of technostress experienced by FLEs in the restaurant industry?

« What training programs and resources can be provided to FLEs in the restaurant industry to cultivate their digital
competencies, and how can this help reduce technostress symptoms associated with technology use?

e What is the relationship between employee proactivity and the ability to cope with the negative impact of
technostress among FLEs in the restaurant industry?

» How can job autonomy be utilized to reduce the negative impact of technostress on employees' well-being?

» How can restaurant managers invest in sustainable employee performance by providing organizational and
enhancing employees’ resources to enhance FLES' ability to cope with technostress?

Table 1. Participants profile

Code Work role Gender Education International or local chain restaurant | Interview length
1 Restaurant manager Female University degree International 65 minutes
2 Employee Male High school degree International 60 minutes
3. Employee Female University degree International 75 minutes
4. Employee Female University degree International 65 minutes
5 Restaurant manager Female University degree International 75 minutes
6 Employee Female University degree International 65 minutes
7 Employee Male University degree Local 60 minutes
8. Restaurant manager Female University degree International 85 minutes
9. Restaurant manager Female Post-graduate degree International 60 minutes
10. Employee Male University degree International 65 minutes
11. Restaurant manager Female University degree Local 75 minutes
12. Employee Male High school degree International 65 minutes
13. Employee Female Post-graduate degree International 90 minutes
14. Restaurant manager Male University degree International 80 minutes
15. Employee Male University degree Local 60 minutes
16. Restaurant manager Male University degree International 65 minutes
17. Restaurant manager Male Post-graduate degree Local 75 minutes
18. Employee Female University degree International 65 minutes
19. Employee Male University degree International 65 minutes
20. Restaurant manager Male Post-graduate degree Local 75 minutes
21. Restaurant manager Male University degree Local 65 minutes
22. Employee Male Post-graduate degree Local 85 minutes

3.4. Interview analysis

The present study utilized the thematic analysis technique, a qualitative research method that identifies, analyzes, and
reports patterns or themes within a dataset. This approach involves systematically organizing and coding data to identify
patterns of meaning, which are then grouped into themes or categories. The thematic analysis process encompasses several
stages: data familiarization, initial code generation, theme identification, theme review, definition and naming of themes,
and reporting the results. In addition, the study framework served as a guide to identifying trends in the datasets, enabling a
more in-depth analysis and facilitating coding grouping into prospective topics. Using tables at each stage of the process
enhanced the researchers' ability to evaluate and identify the codes and themes and to switch between them to comprehend
the fundamentals of each code and theme and their interrelationships. The findings of this analysis confirmed the suggested
model that integrates restaurant and employee resources to overcome technostress and achieve sustainable performance.

RESULTS AND DISCUSSION

1. Overview of technostress in the restaurant industry

The interview results about the definition of technostress provided by the restaurant FLESs and managers suggest that
technostress is a multifaceted phenomenon that can manifest in different ways depending on the specific context and
technology used. One of the FLEs highlighted the overwhelming number of messages and communication received
outside of official working hours as a significant source of technostress. This result suggests that blurring boundaries
between work and personal life due to the constant availability of digital communication channels can increase stress
and anxiety. This finding is consistent with the literature on techno-invasion as a source of technostress (Yasin et al.,
2021). "Technostress for me is the overwhelming number of messages and communication | receive outside of official
working hours from my managers or colleagues at work™ (Respondent No. 2). Another FLE emphasizes the importance
of proper training when using new systems to avoid experiencing psychological stress, known as technostress. This
result suggests that the complexity and novelty of digital technologies can lead to feelings of uncertainty, anxiety, and
frustration, which can negatively affect employees' sustainable performance. This finding is consistent with the literature
on techno-complexity as a source of technostress (Fu et al., 2022). "When | use a new system without proper training, |
experience psychological stress known as technostress" (Respondent No. 15).
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One of the restaurant managers highlights the potential for modern technology to create job insecurity and negative
feelings among FLEs, known as technostress. This result suggests that the constant fear of being replaced by automated
systems or the pressure to learn and adapt to new technologies can lead to stress and anxiety. This finding is consistent with
the literature on techno-insecurity as a source of technostress (Fu et al., 2022). "Modern technology can create job
insecurity and lead to negative feelings, known as technostress for among FLEs" (Respondent No. 8). Another restaurant
manager emphasizes the frequent use of new digital technologies in the work environment as a significant source of
technostress. This finding suggests that the constant demand to use and learn new technologies can lead to fatigue and
burnout, negatively affecting employees' sustainable performance. This finding is consistent with the literature on techno-
overload as a source of technostress (Hogberg, 2021). "Technostress is the stress and fatigue felt by the employee as a
result of the frequent use of new digital technologies in the work environment" (Respondent No. 20). These interview
results highlight the importance of understanding the specific sources of technostress in the restaurant industry to develop
effective strategies to mitigate its adverse effects on employees' sustainable performance.

2. Technostress and organizational resources

The interview results suggest that social support and building employees' digital competencies are crucial in reducing
technostress among FLEs in the restaurant industry. According to the participants of FLEs, social support is beneficial in
managing the stress associated with technology usage. It fosters a sense of belonging and support, reduces feelings of
isolation, and helps effectively utilize technology (Gordon, 2020). Additionally, participants emphasized that motivation,
encouragement, and assistance from colleagues, managers, and supervisors can positively impact work performance and
reduce technostress caused by work pressure. "We offer support and assistance to one another during busy or stressful
times, creating a positive and collaborative work environment." (Respondents No. 3, 7, and 10). However, participants also
noted that the level of social support varies depending on the type of management and the approach used to motivate and
appreciate employees. Further, some participants highlighted that there is no adequate support to deal with technostress in
our restaurant. "A new point-of-sale system or online ordering platform that is difficult to navigate without adequate
training causes me tension" (Respondent No. 22). Therefore, all restaurant managers should promote a supportive and
collaborative work environment to reduce feelings of isolation and tension caused by using technology (Lanzl, 2023).

Restaurant managers have similar opinions regarding the benefits of social support in managing technostress among
FLEs. They recognized that providing social support can foster a positive work environment and improve work
performance. Managers also highlighted that motivation, encouragement, and assistance from colleagues, managers, and
supervisors could reduce technostress caused by work pressure (Min et al., 2020). However, managers have varying
opinions on the level of social support that should be provided and the approach used to motivate and appreciate
employees. They need to balance the need for social support with other organizational priorities and may have different
ideas on how to motivate and appreciate employees effectively. "I see that successful managers should have different
approaches to motivating and appreciating employees, such as offering flexible work arrangements, financial incentives, or
training and development opportunities. Hence, it is essential for managers to strike a balance between social support and
other organizational priorities while implementing effective employee motivation strategies” (Respondent No. 21).

According to the results of a study on building employees' digital competencies, continuous training on new
technologies used in restaurants can provide several benefits. These include ease of use, time and effort savings, and
reduced technostress (Kim and Lee, 2021). "On a permanent and continuous basis, we receive training on any new
technology that is used in restaurants. This training helps to fully know the technology used, which provides ease of use,
saves time and effort, and reduces technostress.” (Respondent No. 4, 12, and 13). Employees who work to improve their
digital competencies also report feeling less anxious and frustrated when using technology. "We are working to improve
our digital competencies to reduce anxiety and frustration related to the use of technology and to have a work-life
balance" (Respondent No. 6 and 18). To support employees in developing their digital skills and knowledge, the
restaurant managers provide them with technical support from specialists and ongoing training on new technologies.
"We support the FLESs with resources such as user manuals, online tutorials, workshops with technical support from
specialists, and troubleshooting guides to assist employees in using technology more effectively and developing their
digital skills and knowledge." (Respondent No. 1, 16, and 17).

3. Technostress, FLEs’ resources, and the sustainable performance

The responses of the restaurant FLEs varied according to whether the employee was still proactive or had lost their
proactivity. Highly proactive employees strongly desire to learn new technologies, develop digital skills, and disclose
technology-related issues with restaurant customers or themselves (Ma et al., 2022). These employees are likely to identify
opportunities to use technology to enhance their work and take action to resolve any technical challenges that they
encounter (Sumiyana and Sriwidharmanely, 2019). For example, a highly proactive employee could suggest a new system
to improve efficiency, pick up a new POS system's features quickly, or utilize modern customer service applications to gain
more positive reviews (Doeim et al., 2022). Contrariwise, some FLEs reported that their managers were unreceptive to their
opinions, causing them to lose their sense of initiative. These non-proactive employees do not take the initiative to identify
potential problems or opportunities to address technology-related problems (Bakker et al., 2012). This behavior is due to
lacking motivation, confidence, and support. "I identified an issue with a touchscreen system, but no one listened to me or
provided the necessary resources to address the issue" (Respondent No. 13). Restaurant managers highlighted that when
FLEs proactively identify and address potential technology-related problems, it can lead to a more efficient and productive
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workflow. They can adapt to the new technology smoothly, identifying the promising aspects, and developing solutions to
potential issues, so it helps the restaurant implement the technology more effectively (Demir et al., 2022). "Proactive
employees can also encourage other employees to follow their example, creating a work culture of taking the initiative and
problem-solving." (Respondents No. 5 and 14). This positive and proactive work culture can contribute to the restaurant's
overall success, leading to a more productive and efficient workforce (Doan et al., 2021).

The responses of FLEs regarding autonomy in the workplace are varied. Some employees responded that they have
autonomy in their businesses, but the degree of autonomy varies depending on the manager. Some managers encourage
employees to find creative solutions to technology-related problems and make decisions that improve their productivity.
"The manager always informs us that every employee has their own opinion and is part of the restaurant's family. In
addition, the manager provides an environment in which we can learn and feel empowered, as well as a constantly
expanding mentality." (Respondents No. 19 and 22). Therefore, such a manager reduces technostress in the workplace,
boosts the performance of FLES, and ultimately contributes to the restaurant's success (Hewagama et al., 2019). In contrast,
some employees responded that there are fixed rules and procedures that only restaurant managers can alter.

On the one hand, restaurant managers emphasized that they have a high degree of autonomy among FLEs, which
permits them to work and manage their duties independently, preventing them from feeling threatened by technology. They
can aid in the creation of more efficient workflows and prevent them from feeling constrained, thereby reducing technostress
(Tarafdar et al., 2020). "A reasonable amount of autonomy enabled the FLE to suggest a change in the order of how certain
tasks are performed within the POS system to improve the process and reduce stress.” (Respondents No. 9 and 11). On the
other hand, some managers affirmed that there is not an abundance of autonomy in the tasks of the FLEs, as a strict system
defines the responsibilities of every employee in the restaurant. Therefore, restaurant managers should strive to balance the
need for efficient workflows with providing enough autonomy to FLES to manage their duties and reduce technostress.

Based on the interviewees' answers, the restaurant could achieve sustainable performance by managing technostress among
its FLEs. The study identifies various sources of technostress and provides effective mitigation strategies that target the
specific sources of technostress. Social support, adequate digital training, and proactive initiatives such as fostering a problem-
solving and initiative-taking work environment can reduce technostress among FLEs, promote digital competencies, and
increase restaurant efficiency and productivity. Finally, the study highlights the importance of FLE autonomy in reducing
technostress, and restaurant managers should encourage FLES to share their thoughts on using technology.

CONCLUSIONS AND IMPLICATIONS

1. Theoretical implications

The study has significant theoretical implications because it proposes a model that integrates restaurant resources
with FLES' resources to manage technostress and maintain sustainable performance, thereby filling a research gap. First,
the model of this study extends the JD-R model by providing a more comprehensive approach to managing technostress
and by considering both the employer and employee roles. The proposed model integrates restaurant and employee
resources and considers the difficulties employees face in coping with technology-induced job demands, such as role
overload and ambiguity, which can contribute to technostress. This model applies to the restaurant and other service
industries in which technology plays a crucial role in job performance. Second, the current study expands the existing
literature on technostress by providing a more nuanced understanding of the specific sources of technostress FLEs that
the restaurant industry encounters. ldentifying various sources of technostress, such as techno-invasion, techno-
complexity, techno-insecurity, and techno-overload, provides employers and employees with a more comprehensive
approach to managing technostress. This identification can lead to effective mitigation strategies that target the specific
sources of technostress and enhance employees' job performance (Gordon, 2020).

Third, the study's results highlighted the importance of social support in mitigating technostress among FLES in the
restaurant industry. Social support reduces technostress by providing FLEs with a sense of belonging and
encouragement and reducing feelings of isolation (Sungu et al., 2019). In addition, social support assists FLEs in
learning new technologies and acquiring digital skills, allowing them to feel more in control of their roles and less
overwhelmed by technology (Weinert et al., 2020). Therefore, restaurant managers should provide FLEs with social
support to reduce their technostress. This support can be accomplished by fostering an environment where FLEs feel
comfortable asking inquiries, requesting assistance, and providing FLEs with training and resources on new
technologies. Fourth, the study emphasizes the significance of providing FLEs with adequate digital training when
implementing new systems to prevent technostress. The complexity and novelty of digital technologies can result in
feelings of nervousness, anxiety, and frustration at work (Fu et al., 2022). Therefore, restaurant managers should consider
implementing continuous training on new technologies and providing ongoing technical support to resolve technology-
related issues, thereby promoting digital competencies among employees and reducing technostress (Kim and Lee, 2021).

Fifth, the study found that proactive FLEs are more likely to identify opportunities to use technology to enhance their work
and to take action to address any technical obstacles they encounter. Non-proactive employees, on the other hand, do not
identify potential problems or opportunities to address technology-related issues. It is essential to recognize that proactivity
can be fostered in employees by fostering a problem-solving and initiative-taking work environment, which can increase
restaurant efficiency and productivity (Demir et al., 2022). The study's final theoretical implication is the role of FLE
autonomy in reducing technostress. The study found that a few employees have autonomy at work, enabling them to work and
manage their responsibilities independently, preventing them from feeling threatened by technology, and contributing to
developing more efficient procedures. On the other hand, employees without more autonomy responded that only restaurant
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managers could alter established rules and procedures and share their ideas. Therefore, restaurant managers should give
FLEs more autonomy by encouraging them to share their thoughts on using technology (Spagnoli and Molinaro, 2020).

2. Managerial implications

The current study has several managerial implications for restaurant managers and FLEs. The responses of FLEs and
restaurant managers revealed various forms of technostress, including techno-invasion, techno-complexity, techno-
insecurity, and techno-overload. Therefore, restaurant managers can reduce these technostressors among their FLEs by
implementing the practices recommended by the study model. First, restaurant managers can implement a variety of social
support practices. These practices include giving employees access to training materials and technical support (Kim and
Lee, 2021), fostering a learning culture (Weinert et al., 2020), do not disturb the FLEs with calls and messages during rest
time or outside working hours (Yasin et al., 2021), and supporting new technology users (Weinert et al., 2020). A
supervisor can provide support by providing clear instructions and expectations for using technology, providing regular
feedback and encouragement, and being available to answer queries and solve problems (Min et al., 2020). Creating a
supportive and collaborative environment where employees feel secure asking for assistance, sharing tips for using
technology effectively, and being patient and understanding with struggling people can provide co-worker support (Shin et
al., 2021). Thus, restaurants can foster a positive and supportive environment, enhancing sustainable performance.

Second, restaurant managers should improve FLES' digital competencies by offering proper digital training while
introducing new technologies to avoid techno-complexity. Three kinds of training could be utilized in training practices
(Falloon, 2020). Typically, a manager or superintendent provides on-the-job training, which consists of hands-on
instruction on how to use particular technologies. FLE can access online training at their own pace, which includes
videos, interactive exercises, and assessments. Blended learning, which incorporates on-the-job training and online
learning, enhances the learning experience (Kim and Lee, 2021).

Finally, restaurant managers should promote proactive and autonomous behavior among FLEs. FLEs will feel more
in control and less burdened by technology if they are empowered to make decisions regarding their technology use
(Hewagama et al., 2019). Additionally, managers ought to listen to the feedback of FLEs regarding technology to
identify areas for improvement and support (Abbas et al., 2021). By fostering proactivity and autonomy among FLEs,
restaurant managers can foster a positive and productive work environment, reduce technostress, enhance sustainable
performance, and provide superior customer service (Alshreef et al., 2023; Tarafdar et al., 2020).

FLEs can demonstrate proactivity and autonomy by asking questions when uncertain about new technology, taking
the initiative to enhance technology use in the restaurant, approaching technology creatively, and sharing their
knowledge with co-workers (Yi-Feng Chen et al., 2021). By adhering to these recommendations, FLEs can gain control
over their technology use and reduce the adverse effects of technostress.

3. Limitations and further research

Although this study gives valuable insights into the problem of technostress among FLEs in the restaurant business
and proposes a solution, some limitations must be addressed. First, the study was conducted in a particular geographical
area (i.e., Egypt) and may not apply to other contexts. Consequently, future research should investigate the applicability
of the proposed model to various regions and cultures. Second, the study relied on self-reported data from FLEs, which
may be biased and not reflect their actual experiences. Future research could combine self-reported data with objective
measures of technostress, such as physiological indicators and performance metrics.

In addition, the focus of this study was limited to integrating restaurant and FLES resources to combat technostress
and enhance sustainable performance. Future research could investigate the role of additional factors, such as individual
differences, employment demands, and organizational culture, in the emergence of technostress and the maintenance of
employee performance. Lastly, this study did not investigate the potential impact of the COVID-19 pandemic on
technostress and employee performance. Future research could investigate the pandemic's impact on the restaurant
industry's use of technology and its effects on employee well-being and job performance.

Author Contributions: Conceptualization, M.A.H., M.Y.H. and A.E.S.; methodology, A.E.S., I.S.A. and A.E.S,
software, M.Y.H., M.A.H. and N.N.E.; validation, A.E.S., .S.A. and N.N.E.; formal analysis, M.Y.H., N.M. and M.A.H.;
investigation, A.E.S., I.S.A. and N.N.E.; resources, N.N.E., A.E.S. and M.Y.H.; data curation, 1.S.A., N.M. and M.Y.H.;
writing—original draft preparation, M.A.H., N.N.E. and N.M.; writing—review and editing, N.N.E., A.E.S. and M.Y .H.;
visualization, N.M., M.A.H. and 1.S.A.; supervision, 1.S.A., N.N.E. and N.M.; project administration, M.Y.H., 1.S.A. and
M.A.H.; funding acquisition, . All authors have read and agreed to the published version of the manuscript.

Funding: Not applicable.

Institutional Review Board Statement: Not applicable.

Informed Consent Statement: Not applicable.

Data Availability Statement: The data presented in this study may be obtained on request from the corresponding author.

Acknowledgments: This work was supported through the Annual Funding track by the Deanship of Scientific Research,
Vice Presidency for Graduate Studies and Scientific Research, King Faisal University, Saudi Arabia [Project No. 3528].

Conflicts of Interest: The authors declare no conflict of interest.

943



Mostafa A. HASSANIN, Amany E. SALEM, Mohamed Y. HELAL, Nabila N. ELSHAWARBI, Insaf S. AHMED, Neveen MANSOUR

REFERENCES

Abbas, M., Malik, M., & Sarwat, N. (2021). Consequences of job insecurity for hospitality workers amid COVID-19 pandemic: does social
support help? Journal of Hospitality Marketing &amp; Management, 30(8), 957-981. https://doi.org/10.1080/19368623.2021.1926036

Alnazly, E., Khraisat, O.M., Al-Bashaireh, A.M., & Bryant, C.L. (2021). Anxiety, depression, stress, fear and social support during COVID-19
pandemic among Jordanian healthcare workers. PLOS ONE, 16(3), e0247679. https://doi.org/10.1371/journal.pone.0247679

Alshreef, M.A., Hassan, T.H., Helal, M.Y ., Saleh, M.1., Tatiana, P., Alrefae, W.M., & Elsayed, M.A.S. (2023). Analyzing the Influence of eWOM on
Customer Perception of VValue and Brand Love in Hospitality Enterprise. Sustainability, 15(9), 7286. https://doi.org/10.3390/su15097286

Bakker, A.B., Tims, M., & Derks, D. (2012). Proactive personality and job performance: The role of job crafting and work engagement.
Human Relations, 65(10), 1359-1378. https://doi.org/10.1177/0018726712453471

Bagir, M., Hussain, S., Waseem, R., & Islam, K.M.A. (2020). Impact of reward and recognition, supervisor support on employee
engagement. American International Journal of Business and Management Studies, 2(3), 8-21.

Bhardwaj, B., & Kalia, N. (2021). Contextual and task performance: role of employee engagement and organizational culture in
hospitality industry. Vilakshan - XIMB Journal of Management, 18(2), 187-201. https://doi.org/10.1108/xjm-08-2020-0089

Brod, C. (1984). Technostress: The human cost of the computer revolution: Basic books.

Canhilal, S.K., Canboy, B., & Bakici, T. (2020). Social support for expatriates through virtual platforms: exploring the role of online and offline
participation. The International Journal of Human Resource Management, 33(5), 1005-1036. https://doi.org/10.1080/09585192.2020.1752283

Cetindamar Kozanoglu, D., & Abedin, B. (2020). Understanding the role of employees in digital transformation: conceptualization of
digital literacy of employees as a multi-dimensional organizational affordance. Journal of Enterprise Information Management,
34(6), 1649-1672. https://doi.org/10.1108/jeim-01-2020-0010

Christ-Brendemilhl, S. (2022). Bridging the gap: An interview study on frontline employee responses to restaurant technology.
International Journal of Hospitality Management, 102, 103183. https://doi.org/10.1016/j.ijhm.2022.103183

Christ-Brendemiihl, S., & Schaarschmidt, M. (2020). The impact of service employees’ technostress on customer satisfaction and
delight: A dyadic analysis. Journal of Business Research, 117, 378-388. https://doi.org/10.1016/j.jbusres.2020.06.021

Cobb, S. (1976). Social Support as a Moderator of Life Stress. Psychosomatic Medicine, 38(5), 300-314. https://doi.org/10.1097/
00006842-197609000-00003

Cook, S. (2008). The essential guide to employee engagement: better business performance through staff satisfaction: Kogan Page Publishers.

Daradkeh, F.M., Hassan, T.H., Palei, T., Helal, M.Y., Mabrouk, S., Saleh, M.1., & Elshawarbi, N.N. (2023). Enhancing Digital Presence
for Maximizing Customer Value in Fast-Food Restaurants. Sustainability, 15(7), 5690. https://doi.org/10.3390/su15075690

De Jonge, J., & Peeters, M. (2019). The Vital Worker: Towards Sustainable Performance at Work. International Journal of
Environmental Research and Public Health, 16(6), 910. https://doi.org/10.3390/ijerph16060910

De Keyser, A., Kécher, S., Alkire, L., Verbeeck, C., & Kandampully, J. (2019). Frontline Service Technology infusion: conceptual
archetypes and future research directions. Journal of Service Management, 30(1), 156-183. https://doi.org/10.1108/josm-03-2018-0082

Demir, M., Dalgig, A., & Yasar, E. (2022). How Perceived Overqualification Affects Task Performance and Proactive Behavior: The
Role of Digital Competencies and Job Crafting. International Journal of Hospitality &amp; Tourism Administration, 1-23.
https://doi.org/10.1080/15256480.2022.2135665

Doan, T., Kanjanakan, P., Zhu, D., & Kim, P.B. (2021). Consequences of employee personality in the hospitality context: a systematic
review and meta-analysis. International Journal of Contemporary Hospitality Management, 33(10), 3814-3832.
https://doi.org/10.1108/ijchm-03-2021-0349

Doeim, A.R., Hassan, T.H., Helal, M.Y., Saleh, M.I., Salem, A.E., & Elsayed, M.A.S. (2022). Service Value and Repurchase Intention in
the Egyptian Fast-Food Restaurants: Toward a New Measurement Model. International Journal of Environmental Research and
Public Health, 19(23), 15779. https://doi.org/10.3390/ijerph192315779

Falloon, G. (2020). From digital literacy to digital competence: the teacher digital competency (TDC) framework. Educational
Technology Research and Development, 68(5), 2449-2472. https://doi.org/10.1007/s11423-020-09767-4

Fu, S., Zheng, X., & Wong, I.A. (2022). The perils of hotel technology: The robot usage resistance model. International Journal of
Hospitality Management, 102, 103174. https://doi.org/10.1016/j.ijhm.2022.103174

Golz, C., Peter, K.A.,, Muller, T.J., Mutschler, J., Zwakhalen, S.M.G., & Hahn, S. (2021). Technostress and Digital Competence Among Health
Professionals in Swiss Psychiatric Hospitals: Cross-sectional Study. JMIR Mental Health, 8(11), €31408. https://doi.org/10.2196/31408

Gordon, S. (2020). Organizational support versus supervisor support: The impact on hospitality managers’ psychological contract and
work engagement. International Journal of Hospitality Management, 87, 102374.

Guan, X., Xie, L., Shen, W.G., & Huan, T.C. (2021). Are you a tech-savvy person? Exploring factors influencing customers using self-
service technology. Technology in Society, 65, 101564. https://doi.org/10.1016/j.techsoc.2021.101564

Helal, M.Y.l. (2022). The role of customer orientation in creating customer value in fast-food restaurants. Journal of Hospitality and
Tourism Insights. https://doi.org/10.1108/jhti-08-2022-0394

Hessari, H., & Nategh, T. (2022). The role of co-worker support for tackling techno stress along with these influences on need for recovery
and work motivation. International Journal of Intellectual Property Management, 12(2), 233. https://doi.org/10.1504/ijipm.2022.122301

Hewagama, G., Boxall, P., Cheung, G., & Hutchison, A. (2019). Service recovery through empowerment? HRM, employee performance and job
satisfaction in hotels. International Journal of Hospitality Management, 81, 73-82. https://doi.org/10.1016/}.ijhm.2019.03.006

Hogberg, K. (2021). Technostress Among Hotel Employees - a Longitudinal Study of Social Media as Digital Service Encounters. In
Information and Communication Technologies in Tourism 2021 (pp. 70-82): Springer International Publishing.

Hung, W.H., Chen, K., & Lin, C.P. (2015). Does the proactive personality mitigate the adverse effect of technostress on productivity in
the mobile environment? Telematics and Informatics, 32(1), 143-157. https://doi.org/10.1016/j.tele.2014.06.002

Hwang, I.H. (2021). The Effect of Authentic Leadership on Intention to Use Knowledge Management System through Techno-stress: Analysis
of the Mediating Effect of Techno-stress and the Moderating Effect of Feedback. Journal of Digital Convergence, 19(12), 291-302.

Jolly, P.M., Kong, D.T., & Kim, K.Y. (2020). Social support at work: An integrative review. Journal of Organizational Behavior, 42(2),
229-251. https://doi.org/10.1002/job.2485

Kim, D.G., & Lee, C.W. (2021). Exploring the Roles of Self-Efficacy and Technical Support in the Relationship between Techno-Stress
and Counter-Productivity. Sustainability, 13(8), 4349. https://doi.org/10.3390/su13084349

Lanzl, J. (2023). Social Support as Technostress Inhibitor. Business &amp; Information Systems Engineering. https://doi.org/10.1007/
§12599-023-00799-7

Lee, J.Y., Rocco, T.S., & Shuck, B. (2019). What Is a Resource: Toward a Taxonomy of Resources for Employee Engagement. Human
Resource Development Review, 19(1), 5-38. https://doi.org/10.1177/1534484319853100

944



The Power of Integration Towards Sustainable Performance: A Model to Minimize Technostress Among Frontline Restaurant Employees ....

Li, J., Bonn, M.A,, & Ye, B.H. (2019). Hotel employee's artificial intelligence and robotics awareness and its impact on turnover
intention: The moderating roles of perceived organizational support and competitive psychological climate. Tourism Management,
73, 172-181. https://doi.org/10.1016/j.tourman.2019.02.006

Lim, W.M., Cabral, C., Malik, N., & Gupta, S. (2022). How does ethical climate enhance work—family enrichment? Insights from
psychological attachment, psychological capital and job autonomy in the restaurant industry. International Journal of Contemporary
Hospitality Management, 35(5), 1713-1737. https://doi.org/10.1108/ijchm-03-2022-0383

Ma, E., Du, J., Xu, S., Wang, Y.C., & Lin, X. (2022). When proactive employees meet the autonomy of work—A moderated mediation
model based on agency theory and job characteristics theory. International Journal of Hospitality Management, 107, 103326.
https://doi.org/10.1016/j.ijhm.2022.103326

Min, J., Igbal, S., Khan, M.A.S., Akhtar, S., Anwar, F., & Qalati, S.A. (2020). Impact of supervisory behavior on sustainable employee
performance: Mediation of conflict management strategies using PLS-SEM. PLOS ONE, 15(9), e0236650. https://doi.org/10.
1371/journal.pone.0236650

Osmundsen, K. (2020). Competences for Digital Transformation: Insights from the Norwegian Energy Sector. Paper presented at the
Proceedings of the Annual Hawaii International Conference on System Sciences. http://dx.doi.org/10.24251/hicss.2020.529

Pansini, M., Buonomo, I., De Vincenzi, C., Ferrara, B., & Benevene, P. (2023). Positioning Technostress in the JD-R Model Perspective:
A Systematic Literature Review. Healthcare, 11(3), 446. https://doi.org/10.3390/healthcare11030446

Radic, A., Arjona-Fuentes, J.M., Ariza-Montes, A., Han, H., & Law, R. (2020). Job demands—job resources (JD-R) model, work
engagement, and well-being of cruise ship employees. International Journal of Hospitality Management, 88, 102518.
https://doi.org/10.1016/j.ijhm.2020.102518

Ragu-Nathan, T.S., Tarafdar, M., Ragu-Nathan, B.S., & Tu, Q. (2008). The Consequences of Technostress for End Users in Organizations:
Conceptual Development and Empirical Validation. Information Systems Research, 19(4), 417-433. https://doi.org/10.1287/isre.1070.0165

Roscoe, S., Subramanian, N., Jabbour, C.J.C., & Chong, T. (2019). Green human resource management and the enablers of green
organisational culture: Enhancing a firm's environmental performance for sustainable development. Business Strategy and the
Environment, 28(5), 737-749. https://doi.org/10.1002/bse.2277

Sarwar, H., Ishag, M.1., Amin, A., & Ahmed, R. (2020). Ethical leadership, work engagement, employees’ well-being, and performance:
a cross-cultural comparison. Journal of Sustainable Tourism, 28(12), 2008-2026. https://doi.org/10.1080/09669582.2020.1788039

Shin, Y., Lee, EJ., & Hur, W.M. (2021). Supervisor incivility, job insecurity, and service performance among flight attendants: the
buffering role of co-worker support. Current Issues in Tourism, 25(6), 901-918. https://doi.org/10.1080/13683500.2021.1905618

Slavkovi¢, M., Sretenovi¢, S., & Bugarci¢, M. (2021). Remote Working for Sustainability of Organization during the COVID-19
Pandemic: The Mediator-Moderator Role of Social Support. Sustainability, 14(1), 70. https://doi.org/10.3390/su14010070

Spagnoli, P., & Molinaro, D. (2020). Negative (Workaholic) Emotions and Emotional Exhaustion: Might Job Autonomy Have Played a
Strategic Role in Workers with Responsibility during the Covid-19 Crisis Lockdown? Behavioral Sciences, 10(12), 192.
https://doi.org/10.3390/bs10120192

Suarta, .M., Suwintana, I.K., Sudiadnyani, I.G.A.O., & Sintadevi, N.P.R. (2023). Employability and digital technology: what skills
employers want from accounting workers? Accounting Education, 1-22. https://doi.org/10.1080/09639284.2023.2196665

Sumiyana, S., & Sriwidharmanely, S. (2019). Mitigating the harmful effects of technostress: inducing chaos theory in an experimental
setting. Behaviour &amp; Information Technology, 39(10), 1079-1093. https://doi.org/10.1080/0144929x.2019.1641229

Sungu, L.J., Weng, Q., & Kitule, J.A. (2019). When organizational support yields both performance and satisfaction. Personnel Review,
48(6), 1410-1428. https://doi.org/10.1108/pr-10-2018-0402

Tantawy, A., Abbas, T.M., & Ibrahim, M.Y. (2016). Measuring the relationship between job stress and service quality in quick-service
restaurants. Egyptian Journal of Tourism Studies Vol, 15(2).

Tarafdar, M., Pirkkalainen, H., Salo, M., & Makkonen, M. (2020). Taking on the “Dark Side”—Coping With Technostress. IT
Professional, 22(6), 82-89. https://doi.org/10.1109/mitp.2020.2977343

Tarafdar, M., Pullins, E.B., & Ragu-Nathan, T.S. (2014). Technostress: negative effect on performance and possible mitigations.
Information Systems Journal, 25(2), 103-132. https://doi.org/10.1111/isj.12042

Tarafdar, M., Tu, Q., Ragu-Nathan, B.S., & Ragu-Nathan, T.S. (2007). The Impact of Technostress on Role Stress and Productivity.
Journal of Management Information Systems, 24(1), 301-328. https://doi.org/10.2753/mis0742-1222240109

Tuan, L.T. (2022a). Employee mindfulness and proactive coping for technostress in the COVID-19 outbreak: The roles of regulatory
foci, technostress, and job insecurity. Computers in Human Behavior, 129, 107148. https://doi.org/10.1016/j.chb.2021.107148

Tuan, L.T. (2022b). How and when does hospitality employees’ core beliefs challenge foster their proactive coping for technostress?:
Examining the roles of promotion focus, job insecurity, and technostress. Journal of Hospitality and Tourism Management, 52, 86-
99. https://doi.org/10.1016/j.jhtm.2022.05.017

Vieru, D., Bourdeau, S., Bernier, A., & Yapo, S. (2015). Digital Competence: A Multi-dimensional Conceptualization and a Typology in an SME
Context. Paper presented at the 2015 48th Hawaii International Conference on System Sciences. http:/dx.doi.org/10.1109/hicss.2015.557

Weinert, C., Maier, C., Laumer, S., & Weitzel, T. (2020). Technostress mitigation: an experimental study of social support during a
computer freeze. Journal of Business Economics, 90(8), 1199-1249. https://doi.org/10.1007/s11573-020-00986-y

Wright, A., Marsh, D., & Wibberley, G. (2021). Favours within 'the tribe": Social support in coworking spaces. New Technology, Work
and Employment, 37(1), 59-78. https://doi.org/10.1111/ntwe.12214

Wu, W., Chin, W., & Liu, Y. (2022). Technostress and the smart hospitality employee. Journal of Hospitality and Tourism Technology,
13(3), 404-426. https://doi.org/10.1108/jhtt-01-2021-0032

Yasin, E., Abdelmaboud, A., Saad, H., & Qoura, O. (2021). Side and the Light Side of technostress Related to hotel Innovations:
Transforming the hospitality industry or threat to human touch. International Journal of Tourism, Archaeology and Hospitality, 1(1),
44-59. https://doi.org/10.21608/ijtah.2021.243721

Yi-Feng Chen, N., Crant, J.M., Wang, N., Kou, Y., Qin, Y., Yu, J., & Sun, R. (2021). When there is a will there is a way: The role of
proactive personality in combating COVID-19. Journal of Applied Psychology, 106(2), 199-213. https://doi.org/10.1037/apl0000865

Zhao, H., Peng, Z., & Sheard, G. (2013). Workplace ostracism and hospitality employees’ counterproductive work behaviors: The joint
moderating effects of proactive personality and political skill. International Journal of Hospitality Management, 33, 219-227.
https://doi.org/10.1016/j.ijhm.2012.08.006

Article history: ~ Received: 31.03.2023 Revised: 22.06.2023 Accepted: 11.07.2023 Auvailable online: 14.09.2023

945


http://dx.doi.org/10.24251/hicss.2020.529
http://dx.doi.org/10.1109/hicss.2015.557

