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,
Abstract - This research work examined the causes and effects of occupational stress among the hotel personnel in
Ibadan metropolis. Four hotels were purposively selected from the Ibadan South West local government area of Oyo
State. A questionnaire was used to solicit information from the respondents. A total of one hundred and sixteen
(116) respondents were sampled. Data collected were presented using tables and graphs and described using
frequency counts and percentages. Findings showed that the most severe stressors include work being undervalued
and underpaid, and staff shortage which results in overwork and tight schedule with 88% and 82% frequency count
respectively. It was also deduced from the findings that non-properly managed stressors can be linked to poor
employee well-being, lower productivity, and increased absence from work. In moderation, a certain level of stress
has the potential to contribute to organizational effectiveness and can become counter-productive once excessive
levels of unresolved stress begin to affect health and productivity. Based on the findings obtained from the study, it
was observed that most of the hotel personnel were female, literate, single, young, and active. The study concludes
that nearly half of all hotel employees suffer from moderate to severe stress, and among widely used management
strategies by hotels in the study area are reduced workload, annual leave with pay, and compensation of outstanding
performance. The study thus recommends that the managers can extend their support to the personnel to get rid of
the job stress through the provision of medical and workplace wellness schemes. Hotel employers can also change
organizational policies to give individuals more control over their work activities.
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1. Introduction
In today's' rapidly changing world, employees are the backbone and lifeblood of every business and
organisation, and employees must perform well to achieve the organizations' ultimate goal. Job stress is a
frequent problem across occupations and its impacts are on job performance and productivity (Matterson,
2007). Olaniyi, (2013) affirmed that there are organisations that make serious efforts and devise effective
strategies in keeping their employees satisfied and stress-free. Stress are often a reaction exhibited by
people that need to face excessive pressures on account of varied demands placed on them (Werther, 2010).
Khagendra and Gopal, (2013) opined that, although stress cannot be totally eliminated from the individual's
life, it can be minimized and this will help in leading a healthy and successful life.
1.1 Statement of the problem
Increasing demand for the individual in the workplace reaches out to the homes and social lives of
employees. Tedious, uncertain or tiring hours, taking work home, high level of responsibility, job
insecurity, and job relocation may adversely affect family responsibilities and leisure activities.
Occupational stress is a complex phenomenon, but it is more present in the service sector such as the
hospitality industry than in any other economic sector. Being a service industry, the hospitality business is
highly labour-intensive and has an increasingly enormous demand imposed upon it (Sampson &
Akyeampong, 2014). Stress is included with depression and anxiety as the second most common cause of
occupational illness in the statistics compiled by the United Kingdom Health and Safety Executive (HSE),
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causing the loss of 13.5 million employees during the working days of year 2007/2008 (Michie, 2002).
Keith and James, (2018) affirmed that stress destroys productivity if left uncontrolled. Thus, this research
unveils various work-related stressors and their effect on personnel in the hotel industry.
1.2. Objectives of the Study
This research work aim to examine the causes and effects of occupational stress among the hotel personnel
in Ibadan metropolis, other objectives are:
i. to describe the socio-economic characteristics of hotel personnel in the study area;
ii. to identify the types of stressor peculiar to hotel personnel in the study area;
iii. to investigate the effects of unresolved stress among personnel of the hotel industry in Ibadan
metropolis; and
iv. to examine the stress management strategies used by the hotels in the study area.
2. Theoretical framework
2.1 Concept of stress
All the modern definitions of stress that are put forward by scholars, practitioners, and researchers purport
that it can be defined as the personal experience of an individual that is caused by the increased pressure
and excessive and inappropriate demands. Stress affects the ability of an individual to cope or it affects the
perception of an individual about personal abilities that he or she possesses (Ricardo, Amy, and Rohit.
2007).
In medical terms, stress is described as, "a physical or psychological impetus that can produce mental
tension or physiological reactions that may lead to sickness"(Kaiwart, 2012). Panzarino, (2008) implies that
Stress is simply a natural occurrence, affecting individual from the outside world.
Stress is defined by
psychologists as the body's response to a change that requires a physical, mental, or emotional modification
(Dyer, 2006). Stress is a feeling experienced when a person believes he is being over-burden much more
than his capability and available resources
Hotel and stress
Generally, in hospitality industry, work stress has been seen as one of the most critical issues facing
managers, because it affects the performance of all levels of employees, including managers and hourly
employees and researches within the recent past implies that within the hospitality and hotel industry, as a
results of the work stress, employees can become exhausted and cynical which successively would affect
the services that are provided to the purchasers (Kim, 2008)
Stress within the hospitality industry has been mutually related with employee physiological symptoms
which include headaches, fatigue, indigestion, ulcers, blood pressure, heart attacks, and strokes and thus
may result in output reduction and increased health care costs for the hospitality employer. These existing
characteristics of the hotel industry create stress for several employees (Pulak, 2012).
Occupational/workplace stress
It is discovered in research that there is a negative correlation between the quality of services delivered to
customers and work- related stress, that is, less stressed employees provide high quality service than their
counterparts who are highly stressed (Varca, 2009). Occupational stress refers to the continual stress an
employee experiences due to the responsibilities, conditions, environment, or other pressure of the
workplace, (HR Glossary, 2020). Malta, M. (2014) defined occupational stress as any discomfort which is
felt and perceived at a private level, activated by instances, events, or situations that are too strained and
frequent to exceed an individual's coping abilities and resources to handle them adequately. There are
different types of work-related stress, depending on the individual employee, their job description, the
organization policy, culture, etc. The National Job Safety and Health Institution defined job stress as an
annoying excitement which happens when there's no proportion between person's desire, job requirements,
and person's ability, or worker's resources and wishes.
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Work stress can shoot up when workers do not feel supported by superiors or colleagues or feel they have
no control over work processes (Michie, 2O06). However, in some cases, stress can be positive and
positively affect the workplace by making employers to fully exploit capabilities of employees and by
elevating the vigilance of the employee (Ricardo, Amy, and Rohit, 2007). Stress exists in every
organization either big or small, if there is a certain level of stress then it can add potential advantages in
the efficiency of the organisation. But, once the stress becomes extreme and its level rises then it becomes
dangerous. In this situation, it will not only affect the performance of employees but it adds to the cost of
organisation such as healthcare cost and increased turnover.
2.2 Effects of stress
Physiological Effect: Evident of stress shows internally as nervousness, tension, headaches, anger,
irritability, and exhaustion and chronic stress which causes the body to secrete hormones such as cortisol,
which tend to make our complexion blemished and cause wrinkles. Studies have shown that about tens of
many Americans suffer from skin diseases that flare up only they are under pressure. Some of the skin
problems are itching, profuse sweating, warts, hives, acne, and psoriasis. The link between heart attacks
and stress, although easy to assume, has been harder to prove. It is however clear that individuals under
stress engage in behaviors that can lead to heart disease such as eating fatty foods, smoking, or failing to
exercise (Klenosky, 2012).
Psychological Effect: Depression and anxiety are two psychological outcomes of unchecked stress, which
are as dangerous to our mental health and welfare as heart disease, high blood pressure, and strokes
(Klenosky, 2012). Persistent or inveterate stress has the potential to place vulnerable individuals at a
substantially increased risk of depression, anxiety, various other emotional difficulties noted Mayo Clinic
psychiatrist (Daniel Hall-Flavin, 2008). Scientists have observed that changes in brain function, especially
within the areas of the hypothalamus and therefore the pituitary, can possibly play a key role in stressinduced emotional problems. (Mayo Clinic Staff, 2008)
2.3 Study Area
Ibadan is the capital of Oyo state Nigeria with a population of 5 million (NPC 2006) it is the country’s
largest city by geographical area. Ibadan is located in southwestern Nigeria; the principal inhabitants of the
city are the Yoruba as well as various communities from other parts of the country. There are eleven local
governments in Ibadan metropolitan area. Five urban local government in the city and six semi urban local
governments in the less city. Ibadan South-West, the study area for this research, is a local government
area in Oyo state, Nigeria, its headquarter is at Oluyole Estate in Ibadan. Ibadan south west has the largest
concentration of industries and companies in the whole of Oyo state (OYSG website, 2017).

Fig. 1: Map of Ibadan Metropolis showing the Local Government areas and land use classification
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3. Methodology
A descriptive survey research was used for this study. A quantitative analysis method was chosen to
measure the effects of work stress among the hotel employees in Ibadan metropolis. Primary data was
collected from randomly selected samples of personnel from four hotels in Ibadan South West local
government area. Secondary information was derived from review of literatures. The target population for
the study are all the hotel personnel in Ibadan metropolis. Personnel in four hotels in Ibadan South West
Local Government area of Oyo State were selected as sample. This is because it is hard to gather all the
information from the whole population as it is too large. The hotels selected for field survey are: Kakanfo
Inn, Capital Inn, Travel House Budget Hotel and Best Western Plus
The instrument used was questionnaire which was divided into two sections: Section A and B. Section A
comprised of socioeconomic characteristics of the respondents, while section B includes questions designed
based on objectives of the study. The total of one hundred and sixteen (116) structured questionnaires were
distributed to personnel from the four hotels selected. This method employs the selection of respondents in
each department of the hotels in which every staff have equal and independent chance of being selected
Table 1. Distribution showing sampling procedure and sampling size
Hotel
Questionnaire
Questionnaire
distributed
returned
Kakanfo Inn
36
28
Best Western Plus
30
26
Capital Inn
25
24
Travel House Budget Hotel
25
22
Total
116
100
Source: field survey, 2017

percentage
77.78
86.67
96.00
88.00
86.21

4. Results and discussion
4.1. Sources of Stress in the Hotel and its Degree of Severity
From Figure 3 below, the most severe stressor include work being undervalued and underpaid and staff
shortage which result into overwork and tight schedule with 88% and 82% frequency count respectively.
This implies that hotel works are cumbersome. This is consistent with the research of Sampson &
Akyeampong, (2014) which stated that hotel business is highly labour-intensive and has an increasingly
enormous demand imposed upon it. Increase in job demand, lack of consultation or communication and
unfavourable working condition are seen as moderate stressor. However, with 23%, 47% and 35%
respectively, stressors such as lack of control over work, monotonous work schedule and poor supervision
are seen to be mild in effect.
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Fig. 2: Distribution of the respondents based on source of stress and their degree of severity in the hotel

4.2. Effects of unresolved stress
At 94%, figure 4 indicated that individual wellbeing is the most affected of all the elements that make up
an organisation by unresolved stress. Closely followed by performance and productivity. These were
negatively affected by unresolved stress at 89%. Staff to staff relationship is moderately affected at 69%
by unresolved stress; while staff to customer relationship and organisational growth are mildly affected by
unresolved stress at 49% and 44% respectively. Surprisingly, the employee would tend to protect the hotel’s
corporate image as it will be negatively affected by an insignificant 9% of the total respondent.
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Fig 3. Distribution of respondents based on the effects of unresolved stress

4.3. Strategies for reducing employee stress

Percentage

Figure 5. shows that reduced workload and annual leave with bonus are the widely used strategies at 89%
and 86% respectively; followed by compensation of outstanding performance at 81%, while conducive
work environment and on the job training closely trail at 73% and 72% respectively. Encouragement of
flow of employee to employers’ relationship is also significant at 66%, while other strategies such as
encouragement of feedback, provision of medical and women support and workplace wellness scheme are
fairly effective at the minimal rate.
100%
80%
60%
40%
20%
0%

Strategies
Fig 5: Distribution of respondents based on the strategies for reducing their stress
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5. Discussion
Occupational stress can occur when employees have the feeling of being unfairly paid or sense a lack of
recognition from their peers or superiors. The causes of high-stress levels were explored in this research.
Most of the employees regarded inadequate staffing as the biggest cause of stress in the workplace. This
results in other stressors such as lack of control of work, an increase in job demand, overwork, and tight
schedule on the part of the employee and underpay. Other causes of high degree are unfavourable working
conditions, monotonous work schedules, and the employee being undervalued. Globally, few employers
considered these to be the most pressing problem with only fifty percent of senior managers acknowledging
this as a cause of stress in their hotels. However, in selected hotels in Ibadan, employers agreed that
inadequate staffing was the second largest cause of workplace stress after a lack of work-life balance. The
findings further revealed that unresolved stress has a negative impact on individual wellbeing which
increases the absenteeism of highly stressed employees. It was deduced that unresolved stress has a negative
impact on performance and productivity.
Feedbacks, the flow of communication, reduce workload, and compensation of outstanding performance
are some of the stress management strategies jointly employed by the selected hotels. Some of the hotels
also encourage a friendly environment at work, consistent on-the-job training to boost employees’ technical
skills, and other incentives to curtail the menace of work-related stress among their personnel. Workplace
wellness and liaising with the medical service provider is another stress management strategy employed by
some of the selected hotels as attested by their staff.
Conclusion and Recommendation
This study investigated the causes of stress among the personnel of hotels in Ibadan South West local
government area of Oyo State and the management strategies used by the hotel managers in the study area.
Based on the findings obtained from the study, it can be concluded that most of the hotel personnel were
female, literate, single, young, and active. The most severe stressors include work being undervalued and
underpaid, staff shortage which results in overwork and tight schedule. An increase in job demand, lack of
consultation or communication, and unfavourable working conditions are seen as moderate stressors.
While stressors such as lack of control over work, monotonous work schedule, and poor supervision are
seen to be mild in effect.
It was observed that reduced workload and annual leave with bonuses are the widely used strategies by the
hotel managers in the study area. Compensation of outstanding performance, conducive work environment,
on the job training, and flow of employee to employers’ relationships are also significant strategies. Other
strategies common to the hotels in the study area are the encouragement of feedback, provision of medical
and workplace wellness scheme. Conclusively, individual wellbeing was the most affected of all the
elements that make up an organisation by unresolved stress, closely followed by staff’s performance and
productivity. Staff to staff relationships and staff to customer relationships are moderately affected by
unresolved stress.
Recommendations
Considering the findings of this work, the researcher has the following recommendations for hotel owners,
hotel managers, and their personnel:
Employers and managers can assist their staffs to avoid stress, and thus maintain business objectives, by
providing workers with the means to communicate issues that bother them. Regular performance reviews,
options for career development, and a sense of autonomy in their jobs enable staff members to enjoy their
work. Acknowledge it when an employee is overburdened with ongoing projects, and then arranging for
assistance for the worker is a simple, yet effective measure to stress-reduction. Making an effort to create
an enjoyable work environment will positively affect employee productivity and the hotel business.
Stress is a major source of job burn-out and strained interactions with colleagues and supervisors. Hotel
employees should build a positive relationship at the place of work.
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When you are affected and strained because of a stressful environment or lifestyle, you would be easily
distracted and prone to make costly and dangerous mistakes on the job. Therefore, hotel personnel should
remain focused at all times and do away with any form of distraction.
The hotel employees can try to overcome their stress through some exercises, yoga, and meditation. The
managers can extend their support to the personnel to get rid of the job stress: provision of medical and
workplace wellness scheme will assist in achieving this.
Hotel employers can change organizational policies to give individuals more control over their work
activities, develop a support system, shared goals and direction, Problem-solving innovation tolerated,
decision making distributed, teamwork, respect and personal needs heard.
Organizations should reduce psychological strain, work overload, and role ambiguity through the adoption
of job redesign techniques. Organizational support activities such as counselling and stress reduction
workshops should also be increased.

References
Adkins, G. V., and Nauman, M. J., (2001). Differential Effects of Incentive Motivators on Work Performance.
Academic of Journal 43(1)
Ahmed, E. B., Nasir, S. P., and Yissau H. I., (2003). Employee Reward Management and Practice. London &
Philadelphia: Kogan.
Bass, A. A., and Avolio, E. P., (1997). The Best Employee Incentives: Texas: Demand Media, Houston
Chronicles
Beehr, J. E., and Murray S. V., (2000). Essentials of Stress and Psychology. Belmont, CA: Wadsworth.
Beheshtifar, Q. R., Hoseinifar A. S., and Moghadam, S. U., (2011).The Effects of Incentives on Workplace
Performance: A Meta-analytic Review of Research Studies. Performance Improvement Quarterly, 16(3), 4663.
Bernhard D. F., and Halton, I. B., (2003). Personal Management, London, Letts Educational. Aldine Palace.
Cooper & Dewe (2008). A study about employee commitment and its impact on Sustained Productivity in India AutoComponent Industry. European Journal of Business and Social Sciences. Vol. 1(6), pp 44-5.
Cooper and Williams (1990). Will Money Increase Subjective well-being? A Literature Review and Guide to Needed
Research. Social Indicators Research, 57,119-169
Cooper Sloan and Williams (1999). Incentives, job satisfaction and performance: Empirical evidence in Italian social
enterprises. European Research Institute on Cooperatives and Social Enterprises Working Papers No. 012/10
Cranwell Ward & Abbey (2005). Pay and Organizational Effectiveness A Psychological View. New York.
Danna and Griffin (2002) Merit Pay: Linking Pay Increase to Performance Ratings, New York: AddisonWesley
Dick Van (2001). Psychology of Work related stress. New York: Worth Publishers.
Donald & Siu (2001). Further examining the American dream: Differential correlates of intrinsic and Extrinsic goals.
Personality and Social Psychology Bulletin 22, 280-287.
Evers A V., Frese G.C., and Cooper I K, (2000). “Internal marketing and the mediating: Role of Organisational
competencies”. European Journal of Marketing. pp. -1242
Gilboa Shirom & Fried Cooper (2008). HRM strategies and labor turnover in the hotel industry: A Comparative study
of Australia and Singapore: International journal of service industry.
Gopal C. M, Vikas S. and Khagendra N. G (2013). Stress management: concept and approach. The International journal
of humanity and social studies. Research gate, vol. 1 issue 6, December, 2013
Griffin R.W, Yvettee P. Lopez (2005). Bad behavior in organization: a review and typology for future Research. Journal
of Management, Boston Houghton Mifflin Co.
Keith Kefgen and James Houran (2018). 6 ways to reduce unnecessary workplace stress. Aethos Consulting group,
June 23, 2018 retrieved from hotelmanagement.net on 26th of February, 2020.
Kim (2008) Financial Incentives to Increase Employees Motivation. Retrieved fromwww.ehow.com on 18th January,
2018
Klenosky (2012) Motivation and personality. New York: Harper
Lazarus (1991). Dump the Cash, Load on the Praise. Harcourt College. [Online]. Available:
http://www.fed.org/onlinemag/dec96/motiv.html 3 January 2003.
Lazarus and Folkman (1984) Executive Perception of the Impact of Flexitime on Organisational Performance: Evidence
78

Olukemi O. Osadare.; Management of Occupational Stress among the Personnel of Hotels in Ibadan Metropolis, Oyo State. Nigeria

from the Nigeria Private Sector,: International Journal of Applied Behavioural Economics (IJABE). Vol.1
(3)
Lepine, Podaxoff & Lepine (2005). The “what” and “why” of goal pursuits: Human needs and the selfdetermination of behavior. Psychological Inquiry 11 227-268
Meyer and Smith (1993) Incentives System Fine Tunes Pay / Bonus Plans: The Wall Street Journal, August 16.
Michie (2003). Developing management skills. Upper Saddle River, New Jersey: Pearson Prentice Hall.
Michie, J., Wall, T.D., and Patterson (2011) Work and Motivation. 3rd Ed. New York: John Wiley and Sons Inc.
Michie and Williams (2003). An examination of the relationship of employee Involvement with job satisfaction,
employee cooperation and intention to quit in U.S invested enterprise in China.
Mayo Clinic Staff (2008) Case Study in Services for “Law Enforcement”, New York: Wiley.
Michie. J., (2002) Defining training needs of five-star hotel personnel: an Application in the Antalya region of Turkey.
Managerial auditing journal, 20 (9):945-953
Ogunlakin (2016) Managing Occupational Health and Safety: a Multidisciplinary Approach 2nd ed. Melbourne:
MacMillan
Olaniyi, A.A (2013). Effects Job Stress and Motivation on Performance of Employees in Hotels at Dublin
Airport. Journal of Educational and Social Research, 4(1) 2013
O’Neill, John and Chandler, Kelly (2011) work stress and well-being in the hotel industry. International of hospitality
management, Vol. 30(2), June 2011
Ornish, D. (1984) Leadership and managerial practices to employees’ Behavioural Empowerment”,
Organisational Development Journal. pp. 625-638
Panzarino (2008) Human Resources Management. Macmillan, London. pp. 112
Paul (2009) “Health synthesis of the literature”, Journal of Management Vol. 32 pp. 3-16
Raffia and Ahmed (2000) Further methods of determining correlation “The International Hospitality Press. pp. 19
Rafia & Ahmed (2013) Occupational stress And Intention to Leave among Employees in Small and Medium Hotel.
International Journal of Management. pp. 124–137
Ricardo Amy and Rohit (2007) Work stress and customer service delivery”, The Journal of Marketing. pp. 229–239
Richard S. Lazarus & Dyer K.A (2006) “Manager Evaluate Subordinate Performance, Qualitative Research in
Organisational and Management”, an International Journal. pp. 293
Rohit (2007) Keynote Address: Monitoring the impact of shift work on employee well-being. XVIth International
Symposium on Night and Shift work, Santos, Brazil, November 18-21, 2003
Sampson &Akyeampong (2004) “Motivating Hotel Personnel for better productivity. Administration Quarterly. pp.
20-27
Sekaran and Bouqie (2010). Cross-cultural analysis of the motivational antecedents of hotel workers in Nigeria. Enugu:
Wellton Press
Silver (2000). Perceived job characteristics and internal work motivation: An exploratory Journal of Management
Sciences 5 (6), 34-42
Somers & Birnbaum (2000). Frontline responses to customer orientation programmes: “a theoretical and
Empirical analysis” International Journal of Management. pp. 562-590
Subha and Shakeel (2009) Motivation and its impact on labour productivity: “conceptual study”, International Journal
of New Travel Education. pp. 72
Sutherland & Cooper (2000) “Customer-oriented pro-social behaviour of customer-contact employee. Journal of
Service Marketing. pp. 251-264
The European Commission (2002) “Motivation in Work Organisation. CBI Madrid
Ursin and Eriksen (2004). Stress challenge and hindrance: Living with exhaustion, motivation to learn, and learning
performance”, Journal of Psychology. pp. 883–895
Varca, M (2009) Stress and Burnout Management in service industry London, United Kingdom: Cassell, Inc. pp. 15
Walker (2009) The Hospitality industry Employee Stress: Englewood Cliffs, N.J.: Prentice-Hall. Pp 248-250
Wallace (2003) Stress at work place. Human resource management in “service work”, Hampshire: 9 (1):136-154
Williams and Cooper (2002) “What Motivates Employees Answers”, Horizons Business. Pp.58-65
Wong and Law (2001) “Managing Catering Employee: Social Research: Issues “Methods and Process”, Open
University 113-117.

79

