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Abstract 
This paper explores the common work stress in a sample of Taiwanese man-
agers and employees. It investigates the differences and frequency of work 
stress by individual characteristics such as job level, gender and marital sta-
tus. The researcher distributed a self-administered questionnaire to a sample 
of N = 140 managers and N = 400 front-line employees at 20 Taiwanese 
five-star hotels. The results revealed that role conflict, role ambiguity and 
workload were the most common stressors for managers and employees. In 
addition, hotel managers experienced significantly more stress than front-line 
employees did. Female employees indicated significantly more stress than did 
their male counterparts. Some implications for practice are discussed such as 
recruiting employees who can function optimally even in stressful situations, 
which would help lower costs.  
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1. Introduction 

The hospitality industry is highly stressful, as it involves hard labor, strict dead-
lines, unexpected interactions with guests, long working hours, night and even-
ing shifts, repetitive work in frequent rotations, work overload, antisocial work-
ing hours and interaction with demanding customers [1]. Furthermore, hospi-
tality employees may not be capable of handling such stressors [2]. 

Based on the above-mentioned affirmations, front-line employees constantly 
interact with guests; the real-time nature of service delivery subject workers in 
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this environment not only to the pressure of ensuring prompt response but also 
to several competing, often contradictory or conflicting demands and expecta-
tions for various services. This can result in health-related issues as well as ab-
senteeism and labor turnover. 

Moreover, stress in the workplace has been well established as leading to higher 
rates of ill health. Jobs represent a central part of everyday life for most people. 
The impact of work on the lives and welfare of people during both working hours 
and non-working hours has grown increasingly significant over time. As a result, 
job stress is on the rise, leading to greater healthcare costs, a higher percentage 
of absenteeism and turnover and inefficient performance [3]. 

Previous studies focused on the outcomes of job stress, although not on par-
ticular personal characteristics, such as gender, marital status and job type. It is 
important to note that job stress is a subjective cognition [4]. For example, dif-
ferent people (e.g., hotel employees) working in the same task environment may 
experience different levels of job stress. This may be because people with differ-
ent personal characteristics tend to perceive different levels of job stress under 
the same working conditions. Most studies on job stress have been developed 
and empirically tested in Western industrialized societies, although the preva-
lence of this phenomenon in developing countries has not been studied [3]. 

Addressing and reducing stress is pertinent and cost-effective for employers, 
as some studies of work stress (WS) among hotel employees have shown [5]. 
However, these studies were limited to Europe. 

It is likely that employers in Taiwan are facing similar challenges. Therefore, 
this research aims to determine the recurrent stressors for the Taiwanese hospi-
tality workforce based on individual characteristics such as gender, job level and 
marital status, thus providing better insight into the WS of Taiwanese hotel em-
ployees at present. The specific objectives of this research are as follows: 

Explore the most common work stressors experienced by Taiwanese hotel em-
ployees; 

Determine the differences of work stressors by job level (i.e., managers vs. front- 
line employees); 

Examine the differences of work stressors by gender; and 
Determine the differences of work stressors by marital status. 
The literature contains multiple categories based on various personal charac-

teristics. The current study focuses primarily on personal demographics, to in-
vestigate their effect on perceived job stress. Based on the study findings, the im-
plications for practice are discussed. 

2. Literature Review 
2.1. Job Stress 

Stress refers to one’s response to threats arising from one’s job [6]; it also refers 
to situations that are detrimental to the well-being of individuals as they fail to 
cope with the demands of their environment [7]. In particular, WS is the inabil-
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ity to cope with the pressures in a job, because of a poor fit between one’s abili-
ties and one’s work requirements and conditions [8]. Apparently, the main com-
ponents of the work stress process are potential sources of stress, factors of indi-
vidual differences (moderators/mediators) and consequences of stress [9]. 

WS has become a serious health issue in modern society [9], as it is increa-
singly prevalent in all jobs unlike decades earlier [7]. 

2.2. Causes of Workplace Stress 

The literature reported various stressors. According to Antoniou, Polychroni, 
and Vlachakis [10], stressors can be categorized either as exogenous (i.e., unfa-
vorable occupational conditions, excessive workload, lack of collaboration, etc.) 
or as endogenous pressures (i.e., individual personality characteristics, etc.). 

In addition, the stress literature revealed other stressors such as role conflict, 
role ambiguity, workload and interpersonal conflict [11]. Role conflict involves 
the simultaneous occurrence of two or more sets of conflicting pressures. Role 
ambiguity is the uncertainty regarding others’ expectations for an employee’s per-
formance, the actions needed to meet those expectations and the overall conse-
quences of one’s job behavior [12]. Workload refers to the degree to which one’s 
job requires one to work hard or fast, the quantity of work required and the amount 
of time needed to complete the work [13]. Interpersonal conflict includes, for ex-
ample, arguing with, being yelled at by, or being disrespected by others at work 
[13]. 

2.3. Antecedents of WS 

In the literature, work stressors such as role conflict, role ambiguity and work-
load have been found to be directly and positively related to WS [14]. 

In particular, role conflict and role ambiguity were the two major components 
of job-related stress [15]. According to a meta-analytic review of WS studies, 
role involvement at work, social support at work, work characteristics and em-
ployee personality were the antecedents of job stress [16]. 

2.4. Role Conflict 

Role conflict arises from multiple roles due to an incompatibility between dif-
ferent functions and responsibilities of the roles as well as psychological conflict, 
for instance, when an employee’s job-related role interferes with his/her family 
or personal life [17]. According to Greenberger and O’Neil [18], involvement in 
various roles led to role strains, role conflicts and a negative impact on mental 
and physical health. Some researchers have also argued that increased role obli-
gations demanding time and participation may result in various forms of psy-
chological conflict if each role cannot be adequately fulfilled [19]. 

Discrepancies in the impact on multiple roles have been noted in recent lite-
rature. According to the “enhancement expansionist theory”, eminent research-
ers have empirically shown that role accumulation can benefit men and women 
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in terms of buffering, social support, opportunities for success and increasing 
sources of reference [20]. In addition, empirical evidence has also shown a com-
mon consensus that psychological stress is a result of numerous roles [21]. 

2.5. Role Ambiguity 

“Role ambiguity is the degree of certainty the employee has about what his or 
her functions and responsibilities are” [17]. According to conventional theories, 
any role in an organization chart should have a specified set of tasks or responsi-
bilities, and role ambiguity indicates the extent of an employee’s uncertainty about 
appropriate actions for one’s job [22]. For example, role ambiguity can result 
when an employee is not clear about having the authority to make decisions or 
about job performance expectations. Due to uncertain role expectations, employees 
might hesitate to make decisions and meet expectations through trial and error 
[23]. 

2.6. Workload 

The amount of work is considered to directly reduce the amount of time availa-
ble for non-work activities in terms of time-based strains. In addition, work de-
mands such as weekly work hours and workload influence role balance [24]. 
Further, in a study on physician experience, greater scheduling flexibility at work 
was found to be positively associated with well-being [25]. In human resource 
practices, effective work scheduling is a proven solution for balancing work and 
family activities, as well as reducing stress [26]. 

Workload includes aspects such as how often one’s job requires faster work 
and how often one’s job interferes with one’s family life [13]. 

2.7. WS in the Hospitality Industry 

The working environment of the hospitality industry is characterized by irregu-
lar and long working hours, role pressure and work overload. Therefore, hospi-
tality employees facing such stressors may easily become nervous and anxious, 
in turn leading to dissatisfaction and negative emotions towards work [27]. 

Extant research in this respect revealed that employee stress in the hospitality 
industry is a pertinent issue, as exhausted and cynical workers can negatively af-
fect service delivery; that is, less stressed employees provide better customer ser-
vice than more stressed ones [28]. Therefore, working in the hospitality industry 
can be stressful, further reinforced by poor working conditions and low wages 
[5]. 

In general, work-related stress has been shown to cause a decline in job per-
formance [29], increase in fatigue, more depressive symptoms and hostility [30]. 
In addition, the literature also emphasizes that employees in the hotel industry 
experience greater WS due to constant interaction with both associates and 
guests [28]. In fact, Pavesic and Brymer [31] state that young and qualified em-
ployees in the hospitality industry quit because of the long working hours, low 
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wages, inflexible work schedule and stress caused by workload. 
It could be concluded that stress in the hospitality industry may result in de-

creased productivity and increased healthcare costs for the employer [27]. 
In a study on WS in relation to personal characteristics, Bahar (2006) revealed 

that such variables as marital status, age and educational status did not vary in 
any dimension of WS, despite finding significant correlations between factors 
such as gender, having or not having children and the position. However, O’Neill 
and Davis [27] showed an insignificant difference between stress and individual 
attributes such as gender and marital status. 

In terms of gender-specific stressors, the literature reveals higher levels of oc-
cupational stress in female employees with different interpretations and coping 
strategies [32]. In addition, Fotinatos-Ventouratos and Cooper [33] found that 
female managers experience considerable pressure compared to their male coun-
terparts. 

Nevertheless, studies on this aspect of the hospitality industry are limited, in-
cluding the nature, quantity and outcomes of stress among employees. Within 
the hospitality industry, WS is considered one of the most important issues faced 
by managers because it affects the performance of employees at all levels, in-
cluding managers (Ross, 1995). In Taiwan, WS has been scarcely studied, partic-
ularly in the hospitality industry, and its determinants in relation to varied em-
ployee demographics. Thus, in addition to elucidating the concept of occupa-
tional stress, the main objectives of this study were as follows: 1) to measure job 
stress levels among different categories of employees in Taiwanese hotels; and 2) 
to analyze job stress in Taiwan based on individual differences (job level, gender 
and marital status). 

Therefore, the present study aimed to investigate the common work stressors 
among Taiwanese employees at five-star hotels, and the extent of their occur-
rence. Further, this study develops and tests hypotheses for examining any sig-
nificant differences in the frequency of work stressors by job level, gender and 
marital status. 

2.8. Hypotheses Development 

Recent studies have shown a more negative correlation between stress and job 
performance among managers than non-managers [29] [34]. Although these dif-
ferences in stress among managers and employees have not been analyzed em-
pirically, hotel managers are expected to perceive higher degrees of stress than 
would front-line employees due to their high levels of responsibility and long 
working hours. There-fore, the following hypothesis is postulated: 

Hypothesis 1. Hotel managers will report a greater occurrence of daily work 
stressors than front-line employees will. 

Other studies indicated gender disparity in the perceived job stress, with women 
generally experiencing greater work stress [10] [16] than men. As former re-
search has not experimentally analyzed the level of stress experienced by males 
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versus females, the following hypothesis is suggested: 
Hypothesis 2. Women will report a greater occurrence of work stressors than 

men will. 
Previous studies suggested that married employees tend to experience differ-

ent levels of stress from single employees [35]. However, these studies did not 
experimentally determine the levels of stress in married versus unmarried em-
ployees. Therefore, the following hypothesis is made: 

Hypothesis 3. Married employees will report greater daily work stressors than 
unmarried employees do. 

The present study aimed to investigate the common work stressors and their 
extent among Taiwanese employees at five-star hotels. Further, this study de-
velops and tests hypotheses for examining any significant differences in the fre-
quency of work stressors by job level, gender and marital status. 

3. Methodology 

3.1. Participants and Procedures 

In this study, the researcher focused on Taiwanese five-star hotels due to the nu-
merous managers and hourly workers employed. These hotels also aim to pro-
vide excellent service; invest in people by considering the vital role of internal 
customers in providing customer excellence service; and consider the skilled 
workforce as one of the most important assets of an enterprise. 

Taiwan has a total of 61 five-star hotels. The participants for this study 
were recruited from 40 five-star hotels located in Taiwan. Therefore, these 40 
hotels were used to capture the variability for interpreting the results and pro-
viding more external validity to the results. The study incorporated almost all 
hotel departments, which can appropriately represent all job classifications and 
characteristics of the target population’s organizational roles for research pur-
poses. 

Front-line employees were chosen as they are most visible to guests and play a 
key role in providing excellent service. Moreover, front-line employees interact 
with hotel guests daily to fulfil various requests from customers. Again, front-line 
jobs in hotels primarily involve face-to-face contact with guests. This real-time 
nature of service delivery indicates that workers in this environment are under 
pressure to respond promptly. 

The researcher contacted the managements of the 40 hotels mentioned to ex-
plain the aim of the study and obtain permission for data collection. Based on 
the information provided by the hotel managements, the total number of front- 
line employees was 6050 and managers 1971. A simple random sample was used 
for the participants as the population is homogeneous, with each individual having 
the same probability of being selected. A sample of 605 and 197 individuals with 
a percentage of 10 is acceptable [36]. Self-administered questionnaires distributed 
by the researcher to the hotel employees were filled using paper and pencil. A 
total of 400 and 140 questionnaires were retrieved from front-line employees 
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and managers, respectively, yielding a response rate of 68% and 66%. 

3.2. Measures 

The survey instrument was designed based on the literature. This instrument 
was tested with a pilot sample of 40 managers and front-line employees (20 for 
each sample). No changes were made to the instrument as because the employees 
did not have any difficulty in understanding the items of the pilot test. 

The survey consisted of two parts. The first incorporated demographic infor-
mation (gender, age, marital status and job level). This section was used to fur-
ther examine the employee’s work stressors in relation to the job level, gender 
and marital status. 

The second part consisted of four WS categories: Role Conflict, Role Ambiguity, 
Workload and Interpersonal Conflict. Each category in turn included sub-items 
to assess the presence and frequency of work as well as the most common per-
ceived WS by Taiwanese hotel employees. 

In previous studies, Spector [13] and Spector and O’Connell [18] specifically 
developed measures with the strongest reliability and validity at the time, based 
on which this study’s instrument was designed. 

Role conflict and role ambiguity were measured using two subscales developed 
by Rizzo et al. [23]. The role conflict subscale comprised eight items, measured 
on a 5-point Likert-type scale from 1 indicating “never” to 5 denoting “always.” 
The subscale included the following items: I have to break a rule or policy in or-
der to carry out an assignment, I have to do things that should be done diffe-
rently under different conditions and I receive an assignment without the man-
power to complete it. 

The six-item role ambiguity subscale was measured on the scale noted earlier. 
This includes the following items: I have clear, planned goals and objectives for 
my job and I clearly know what my responsibilities are. 

A workload stressor subscale included five items, also measured on the above- 
mentioned 5-point Likert scale, for measuring workload. It includes the follow-
ing items: how often does your job require you to work very fast and how often 
you do more work than you can do well [13]. 

Spector’s [13] four-item subscale, measured on a five-point Likert-type scale 
ranging from “never” to “always”, was used to assess interpersonal conflict. It in-
cludes the following items: how often do other people do nasty things to you at 
work and how often do you get into arguments with others at work. 

Internal reliability was assessed by calculating “Cronbach’s alpha”. An α-value 
of 0.82 was obtained, which is considered an acceptable level of internal reliabil-
ity. The coefficient of stability of the instrument was calculated using the “Spear-
man correlation coefficient” formula. The items showed positive correlations (r 
= 0.85), indicating the reliability of the instrument. These results indicated a 
high correlation between the factors and the variables as well as acceptable con-
vergent and discriminate validity [37]. 

https://doi.org/10.4236/oalib.1106023


C.-H. Ko 
 

 

DOI: 10.4236/oalib.1106023 8 Open Access Library Journal 
 

3.3. Statistical Analyses 

The data were collected and analyzed using Statistical Package for Social Sciences 
(SPSS/version 20) software. The arithmetic mean, standard deviation and chi- 
squared test were used for categorized parameters, whereas a numerical data 
t-test was used to test the relationship between employees and managers and 
their perceived level of WS. In addition, an analysis of variance (ANOVA) test 
was used to explore the difference between more than two groups, for example, 
in the demographic characteristics (marital status). After the ANOVA test, the 
Duncan method was used to determine the difference between groups. Finally, 
to determine the correlation between two variables, the Spearman correlation 
co-efficient test was used to indicate the level of significance. 

4. Results 

The primary aim of this study is to elucidate the common work stressors among 
Taiwanese front-line employees and managers in five-star hotels. Table 1 pro-
vides this information. The mean gap scores were used to indicate the incidence 
of most common work stressors. Managers reported “role conflict” as a major 
work stressor with a mean score of M = 3.98. This included working with more 
than one section/department that operate differently, receiving incompatible 
requests of equal importance from two or more people and doing things that 
should be done differently under different conditions, with a mean score of 3.93, 
3.83 and 3.72, respectively. The second most common stressor among managers 
was role ambiguity (M = 3.8) such as “Things are so clear that I am able to divide 
my time properly between various activities at work” with a low mean score of 
2.47. 

These findings are supported by a recent study by Ryan et al. [34], who con-
firmed role conflict and role ambiguity as significant predictors of WS. 

The third most common stressor was workload with a total mean score of M = 
3.8, specifically excessive workload that cannot be finished during working hours 
(M = 4.25). 

 
Table 1. Work stressors experienced by managers (N = 140) against front-line employees 
(N = 400). 

Stressors Job level μ σ t p 

Role conflict 
Employees 3.653 0.489 

7.25 0.001* 
Managers 3.981 0.517 

Role ambiguity 
Employees 3.767 0.577 

8.45 0.004* 
Managers 3.841 0.657 

Workload 
Employees 3.723 0.708 

9.7 0.0001* 
Managers 3.822 0.529 

Interpersonal conflict 
Employees 3.196 0.905 

0.786 0.376 
Managers 3.233 0.547 
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Like managers, the most common stressors experienced by front-line em-
ployees were as follows: role conflict (M = 3.6), such as receiving an assignment 
without adequate resources and materials for execution (M = 3.86); role ambigu-
ity (M = 3.76), such as “I clearly know what my responsibilities are” (M = 3.88); 
and workload (M = 3.72), such as “having too heavy workload that you cannot 
possibly finish during working hours” (M = 3.52). 

Surprisingly, neither managers (M = 3.2) nor employees (M = 3.1) perceived 
“interpersonal conflict” as a significant work stressor. This finding was not sup-
ported by past studies, which revealed that individuals face various types of 
stressors every day, with interpersonal conflict being the most common, as well 
as work overload and arguments at work and at home [32]. 

O’Neill and Davis [27] revealed that hotel managers most commonly expe-
rienced interpersonal conflict, such as trying to avoid an argument. Due to greater 
pressure at work, Taiwanese employees may not pay attention to others while 
working. Moreover, Egyptian employees may enjoy a good work relationship with 
their colleagues. 

Therefore, the most common stressors found among managers and front-line 
employees, role conflict and role ambiguity, have certain individual, organiza-
tional and managerial implications for business practice. 

These practices could be as follows: Hotel managers must provide employees 
with the sufficient materials to execute their job efficiently, ensuring that every 
employee knows clearly his job responsibility and helping them avoid unneces-
sary time constraints. 

Test of Hypotheses 

The results of the hypothesized relationships are presented in Table 2 and Table 
3. 

1) Hypothesis 1 
H1. Hotel managers will report a greater occurrence of daily work stressors 

than front-line employees will. 
Hypothesis 1 predicted that hotel managers will experience greater WS on a 

daily basis than other front-line employees. 
This hypothesis was developed to determine whether work stressors can be 

differently perceived with job level, the second objective of this study. The t-test 
was used to test the hypothesis and to examine any significant differences be-
tween the various groups. Table 1 shows that hotel managers highly and signifi-
cantly perceived almost all the categories of work stressors more frequently than 
front-line employees did, specifically role conflict (p < 0.001), role ambiguity (p 
< 0.004) and workload (p < 0.0001). 

This may be caused by the higher level of responsibilities and longer working 
hours for managers than for than front-line employees. Thus, managerial stress 
should be addressed by practitioners in the hospitality industry through certain 
measures, as this can result in additional costs for the hotel enterprise. 
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Table 2. Work stressors experienced by males (N = 403) versus females (N = 137). 

Stressors Gender μ σ t-test p 

Role conflict 
Male 3.4256 0.50553 

19.664 0.0001* 
Female 2.9927 0.35348 

Role ambiguity 
Male 3.4035 0.63411 

0.207 0.649 
Female 3.4307 0.49699 

Workload 
Male 3.4612 0.64025 

2.01 0.05* 
Female 3.5985 0.92720 

Interpersonal conflict 
Male 3.5865 0.84289 

1.64 0.109 
Female 3.6934 0.79115 

Stressors Marital Status μ σ F p 

Role conflict 

Single 3.384 0.488 

3.625 0.013* 
Married 3.354 0.488 

Widowed 3.262 0.681 

Divorced 3.195 0.440 

Role ambiguity 

Single 3.360 0.482 

26.3 0.0001* 
Married 3.262 0.669 

Widowed 3.967 0.180 

Divorced 3.478 0.536 

Workload 

Single 3.752 0.434 

26.2 0.0001* 
Married 3.532 0.564 

Widowed 2.820 0.958 

Divorced 3.504 0.908 

Interpersonal conflict 

Single 3.688 0.530 

0.712 0.545 
Married 3.595 0.648 

Widowed 3.508 1.286 

Divorced 3.628 1.095 

Duncan method: The similar small letters indicate the insignificance, and the different letters indicate the 
significance. 

 
Table 3. The correlation between work stressors as perceived by managers and employees. 

Stressors  Role Conflict 
Role  

Ambiguity 
Workload 

Interpersonal 
Conflict 

Role conflict 
Pearson correlation 1 0.250** 0.383** 0.283** 

Sig. (2-tailed)  0.000 0.000 0.000 

Role Ambiguity 
Pearson correlation 0.250** 1 0.189** 0.032 

Sig. (2-tailed) 0.000  0.000 0.460 

Workload 
Pearson correlation 0.383** 0.189** 1 0.384** 

Sig. (2-tailed) 0.000 0.000  0.000 

Interpersonal 
Conflict 

Pearson correlation 0.283** 0.032 0.384** 1 

Sig. (2-tailed) 0.000 0.460 0.000  
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Therefore, the first hypothesis (hotel managers will report a greater occur-
rence of daily work stressors than front-line employees) is supported, and con-
sequently the second study objective was achieved. 

2) Hypothesis 2 
H2. Women will report a greater occurrence of work stressors than men will. 
This hypothesis proposes that women generally experience higher WS than 

men do. 
The second hypothesis was developed to examine the differences of work stres-

sors by gender, the third objective of this study. The study reported a highly sig-
nificant difference of work stressors based on gender. As shown in Table 2, the 
t-test indicated a highly significant difference in the perceived work stressors 
between male and female employees. Women experienced more stressors than 
males did in each stressor category, specifically role conflict (p < 0.0001), work-
load (p < 0.038), interpersonal conflict (p < 0.04) and role ambiguity (p < 0.022). 
A similar was obtained by Almeida and Kessler [32], Tsaur and Tang [38], and 
Zarra-Nezhad, Moazami-Goodarzi, Hasannejad, and Roushani [39], who con-
cluded that, despite the increasing career opportunities, women still face chal-
lenges at the workplace as well as want fundamental changes in their family adap-
tability and cohesion, WS and economic status. In a recent study, O’Neill and 
Davis [27] showed no significant difference based on gender, although this does 
not necessarily indicate the absence of such differences in the hotel industry in 
general. 

This finding is explained by the woman’s important role in a family, resulting 
in uncertainty over the unstable sector, attitudes of managers, busy schedules 
and the social role of being a woman. 

Consequently, employers need to allot time for entertainment and relaxation 
in a bid to reduce WS. Moreover, female employees should be encouraged to 
manage and plan their time to successfully eliminate or reduce WS. Married fe-
male employees require a flexible rotating shift that can help them control work 
stressors. 

Based on the above-mentioned findings, the second hypothesis is supported 
and the third study objective achieved. 

3) Hypothesis 3 
H3. Married employees will report greater daily work stressors than unmar-

ried employees. 
This hypothesis suggested that married employees tend to experience different 

levels of stress from single employees. 
The third hypothesis was proposed to examine the differences of work stres-

sors by marital status, the fourth objective of this study. The ANOVA test was 
used to determine the relationship between the work stressors and the four cha-
racteristics within marital status (married, widowed, divorced and single). Then 
the Duncan method was used to determine the between-group difference. As 
shown in Table 3, married Taiwanese employees faced more work stressors than 
do unmarried employees, specifically role conflict (p < 0.013), role ambiguity (p 
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< 0.0001) and workload (p < 0.0001). This finding has been confirmed in past 
studies by Almeida and Kessler [32] and Thoits [35]. 

In a recent study, O’Neill and Davis [27] indicated no significant difference 
based on marital status; however, this result does not necessarily indicate the 
absence of such differences in the hotel industry. 

Based on the above-mentioned results, the third hypothesis is sustained. 
Finally, a significant correlation among the four aspects of work stress as ex-

perienced by Taiwanese employees was reported, indicating that each type of 
work stressors significantly correlated with the others (Table 3). As shown in 
Table 3, when an employee experiences one stressor, he or she faces the other 
stressors as well; all experienced aspects of stressors were found to be signifi-
cantly correlated among managers and front-line employees. 

For example, role conflict and role ambiguity were found to be significantly 
correlated (r = 0.250), which indicated that one role conflict stressor is accom-
panied by a consequent role ambiguity. Another significant correlation could be 
noticed between workload and role ambiguity (r = 0.189). 

5. Conclusions and Implications 

This study is the first to investigate the issue of WS among employees in Taiwa-
nese five-star hotels. As hotel employees play an important role in providing ex-
cellent guest service, their job stress levels are a pertinent issue. 

The first objective of the study is to explore the common work stressors among 
Taiwanese front-line employees and managers at five-star hotels. This study re-
vealed that role conflict and role ambiguity are the major causes of WS; there-
fore, the top management must instate some practices to reduce or eliminate these 
stressors. 

Firstly, role conflict can be overcome by the following practices: providing the 
employees with sufficient materials for efficient job performance, ensuring that 
every employee is clear about his or her job responsibility, revising each em-
ployee’s job description and helping them avoid unnecessary time constraints. 

In addition, the top management can organize specific work-shops and semi-
nars for employees as a platform for discussing problems due to role conflict. 

Secondly, as role ambiguity was found to be a common work stressor among 
Taiwanese hotel employees, the top management must create a professional work 
environment with clear role expectations and specific responsibilities to ensure 
clarity. This environment can be introduced through training programs for hotel 
employees in problem-solving, time management and communication skills, to 
minimize problems due to role ambiguity. 

Thirdly, hospitality practitioners must also ensure that employees are moti-
vated and productive through a diversity of experiences, and not overwhelmed. 
Therefore, employers must use part-time employees to reduce workloads and 
prevent job interference with family life. 

Fourthly, this study revealed significant differences in WS by gender, job level 
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and marital status. The study reported higher experienced work stressors for 
managers than for front-line employees. 

Therefore, the top management can decrease WS in the hotel industry by pay-
ing attention to each member of the staff and address their problems through 
their approaches. Moreover, the managers’ problems can also be addressed in such 
practices. These practices will provide more career opportunities as well as im-
part dignity to one’s job. 

Fifthly, the study reported a highly significant difference of work stressors in 
relation to gender. Women experienced more stressors than men did; consequent-
ly, hospitality employers must allot a flexible time slot for entertainment and re-
laxation for female employees to reduce WS. Moreover, female employees should 
be encouraged to manage and plan their time to successfully eliminate or reduce 
WS. 

Furthermore, the other implications for business practices are as follows: de-
veloping the HRM-based policies (flexible work hours, on-site childcare, emer-
gency childcare services, holiday and vacation care programmers and sick child-
care) and also creating a supportive work environment that will reduce work 
family conflict among married employees, especially for women. 

The study revealed that married Egyptian employees perceived and expe-
rienced more work stressors than did unmarried employees. Therefore, married 
employees, especially women, need a flexible rotating shift to help cope with 
work stressors and balance work family issues. 

Finally, other general practices for reducing or eliminating WS in the hospi-
tality industry are as follows: choosing employees who can handle stress better 
through a planned interview, as well as training them to handle WS through 
stress management seminars or workshops. In turn, employers can recruit em-
ployees who function optimally even in stressful situations, which would help 
lower the costs associated with stress management for employees. 
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