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Stress is an occurrence that must be recognized and addressed in various professions of 

service sector. Past research has offered different results as relationship between 

occupational stress and job satisfaction. The purposes of this study were to identify the 

relationship between occupational stress and job satisfaction among the employees of 

service sector bank, hospital and hotel at Chandigarh. Service sector plays a important 

role of the Indian economy. It’s a backbone of social and economic development of a 

region and it has emerged as the largest and fastest- growing sectors in the world 

economy. A total of 300 questionnaires distributed and 245 respondents were used for the 

statistical analysis. The questionnaire was composed of three parts. The significance level 

in all tests was established at 0.05.  Factor analysis is a technique which helps to reduce 

the data and identifies those factors which are essential to conduct a study. In 

questionnaire there were 50 statements from occupational stress and 26 statements from 

job satisfaction so with the help of factor analysis it has reduced data in important data. 

With the help of rotated component matrix and +5 factor loading has converted 50 

statements in 12 factors: 1 Job Clarity 2 Job priority 3 Role Clarity 4.Role erosion 5 

Personal Inadequacy 6 Role isolation 7 Role ambiguity 8 Job responsibility 9 Role 

stagnation 10 Self-role distance 11Work-family-conflict 12. Inter- role distance. And 26 

statements of job satisfaction converted in to four (4) factors which are important to 

identify the level of job satisfaction of service sector employees: 1 co-workers 2 

Supervisor behavior 3 Promotion 4 Pay.  

The first major hypothesis of this study was that there is significant relationship between 

occupational stress and job satisfaction so to achieve this assumption Liner regression has 

been used to know the correlation between occupational stress and job satisfaction. With 

help of model summary there strong positive correlation were between both components; 

the r = .656 and 40% of variance explained in job satisfaction. ANOVA table helps to 

know that the overall model significant with the help of sig. value .000. Whereas, 

coefficient table explained that job clarity, job priority, role erosion and role isolation 

have more impact on job satisfaction.  

I. INTRODUCTION 

In moderns days stress seems to be more widespread and many of the reasons are 

obvious, such as more work, less people, financial crises, job insecurity, the increasing 

requirement for instant information, to fulfil the hard or impossible targets, work/home 

priorities and much more.  

Occupational stress is also known as job stress and/or work stress (Nazari & Emami 

2012). These terms are often used interchangeably in organizations, but its meaning 

refers to the same thing. According to the new survey from the American Psychological 

Association that employees are facing stress at work place due to too much work, too 
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little money and not enough opportunity for growth. One third employees facing chronic 

stress. Whereas, it has been explained that the reasons behind increasing level of stress is; 

In the pursuit of targets and monthly goals, employees face a lot of stress, lead an 

unhealthy personal lifestyle, face health problems and are often sleep- deprived. Stressed 

environment affects the creativity and innovation of an organization. On one side many 

employee enjoy the challenges because that enjoy gives them a great sense of 

achievement and second side if employees do not meet their own expectation, they find 

themselves difficult to handle failures. (Taj, 2013) 

Job satisfaction is important in service sector industries because it’s direct involve with 

customers and its direct influence on company performance.  The service sector plays a 

very important role in our Indian economy in terms of turnover and number of employees 

it employs and in this sector employees and customer relationship is important (Garcia et. 

al. 2011). 

Job satisfaction as a combination of psychological, physiological and environmental 

situation that causes a person truthfully to say. “I am satisfied with my job” (Hoppock 

1935). Under this definition, job satisfaction is under influence of many external and 

internal factors which employees feel.  

Job satisfaction refers to how much an individual is content with his or her job. Scholars 

and human resource professional generally define a distinction between affective job 

satisfaction and cognitive job satisfaction. Affective job satisfaction is the extent of 

pleasurable emotional feelings of an individual about their overall job and the cognitive 

job satisfaction is the extent of individuals’ satisfaction with overall facets (pay, pensions, 

working hours and other aspects of job) which are judged by the job holder to be 

satisfactory in comparison of those objectives/ needs which are set by him/herself. 

Today’s individuals are facing new expectations from their organizations, new goals and 

lots of other pressure in their organization. Job satisfaction is a situation where an 

individual feel good and enjoy their work or find their work pleasurable with positive 

attitude and this positive attitude provides them promotion, appraisal and good 

experience of their working life. (Ramayah et. al. 2001) job satisfaction is the feeling 

which makes a people comfortable to come to work and which makes them happy about 

their job. 

 

II Literature Review 

Occupational Stress 

Kazmi et al. (2008) stated that stress is conceived as pressure from the environment and 

then as strain within the person. It is an interaction between the situation and individual. 

Stress is not always negative or harmful; its non-specific response of the body to any 

demand; positive or negative. Whereas Adriaenssens et. al. (2010) said that occupational 

stress is as harmful physical and emotional responses that occur when the job 

requirements do not match the capabilities, resources or needs of the worker. It’s 

ultimately leads to a variety of health related problem such as psychological and 

physiological which also affects the organization. As well as Ismail et.al (2009) said that 

when individuals’ physical and emotional do not match or cannot handle their job 

demands and opportunities, the authors defined two type of stress, eustress (good stress) 

and distress (bad stress). Eustress defines as who have experienced moderate and low 

level of stress; who will be able to achieve their job demands or opportunities and this 
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may help them to increase positive work life with satisfaction and distress refers as 

individual who have experienced high level of stress; who will not be able to fulfill job 

demands and this may motivate them to decrease quality of work life.  Singh & Jha 

(2012) stated that occupational stress is the experience of unpleasant, negative emotions 

such as tension, anxiety, frustration, anger and depression resulting from aspects of work. 

The main difference between the occupational stress and any other type of stress is the 

nature of stressor and their interaction with the overall stress process. Work related stress 

affects the efficiency of the organization as well as the ability of employees to carry out 

job responsibilities. Unresolved occupational stress results in low job satisfaction, poor 

work performance, psychological distress, unfocused attention and lack of motivation. 

Hamilton (2008) conducted his study on health care professionals who are greatest assets 

of healthcare system. Assessment has been done on work environment where health 

professionals (nurses) work. Michael et al. (2009) examined in his study the gender 

differences in occupational stress, taking into consideration the role of marital status, age 

and education. And represented that stress is one of the major health threats. In study 

author  found 2 factors of stress generating: those related to work environment and those 

related to individual characteristics.  

 

Job Satisfaction 

Volkwein & Zhou (2003) stated the nature of satisfaction grew out of Herzberg’s two 

factor theory (1966) which drew our attention on the one hand to intrinsic job content 

factors and other hand extrinsic job context factors. Employees may be satisfied with 

some components of their responsibilities or work environment but not satisfied with 

others. They may be satisfied with their job content but may be dissatisfied with their 

potential growth.  Sowmya & Panchanatham (2011) has said that Job satisfaction focuses 

on all the feelings that an individual has about his/her job. However, Job satisfaction or 

dissatisfaction does not depend only on the nature of the job, but also on the expectations 

that individuals have of what their job should provide. Found that the factors which 

influence the employees job satisfaction are- pay and promotion, organization factors, 

supervisor behavior, job and working condition and co-worker behavior. Rast & Tourani 

(2012) conducted his study in Airline Industry to identify employees’ job satisfaction and 

the role of gender in their satisfaction. To keep your employees satisfied is the important 

role of human resource of any organization. Satisfied employees are more able to produce 

superior performance in optimal time which helps to increase the profit. He mentioned 

nature of work, present pay, and opportunities for promotion, supervision and 

relationship with coworkers as determinants of job satisfaction.  Darmody & Smyth 

(2010) conducted a survey in Ireland on Primary school Teachers and school Principals 

to know their Job satisfaction and occupational stress. School and its location, workplace 

conditions also affect the satisfaction level of a teacher.  Makin et al. (1988) conducted a 

study on general practitioners to assess the level of job satisfaction. This study used 4 

dimensions for job satisfaction: freedom, responsibility, variety and ability and constitute 

in intrinsic job satisfaction and found that the these factors are the major source of job 

satisfaction for general practitioners rather than the extrinsic factors (rate of pay and 

hours of work). Extrinsic factors are lowest level of satisfaction. One more job aspect has 

been defined in this study which is not extrinsic but general practitioners are not satisfied 

with: recognition for good work.  
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Occupational stress and job satisfaction 

Here, Canu (2012) conducted a study on different professionals to define a relationship 

between occupational stress and job satisfaction with the result of inadequate leadership, 

poor communication with colleagues and family- work conflict and results shows that 

leadership and communication are not related to stress but positively related to job 

satisfaction.  As well as length of the service was one of the major cause of stress among 

employees whereas, Nabirye et. al. (2010) conducted a study on hospital nurses to assess 

the level of occupational stress, job satisfaction and job performance. And the results of 

descriptive statistics and ANNOVA shows that there were a significant differences in 

levels of occupational stress, job satisfaction and job performance between public and 

private not for- profit hospitals, nursing experience and number of children. 

Demographics characteristics shows that nurses of all age group experience high stress. 

 

III.OBJECTIVE OF THE STUDY 

� To know the relationship between occupational stress and job satisfaction. 

� To know the occupational factors that affects the employees in the organization. 

 IV. KEY FACTORS OF OCCUPATIONAL STRESS WHICH AFFECTS 

EMPLOYEES 

Inter role distance (IRD)  

Conflicts between two roles i.e. conflicts due to work place environment and due to 

family issues or by an individual (Cordero & Jose 2009).Conflict between the 

organizational and non- organizational roles (Aziz, 2007). When an individual plays a 

number of roles at work and outside and all have their own unique demand on the basis 

of time and abilities, they may have trouble in giving their best to all the situations. It is a 

situation when individual feel it is important to do justice with both but they are unable to 

do so, such stress may occur (Sen, 2013). 

Role stagnation (RS) 

Peoples grow with the roles which they occupy in an organization. As they learn or spend 

their long time in an organization, they feel the need of new changes or challenges in 

their roles. In some cases if an individual spend a long time in any organization they feel 

more secure to take any new challenges and in other cases middle age or middle level of 

management have few desire to change (Cordero & Jose 2009).  

Role Expectation Conflict (REC) 

It’s an incompatibility between individual’s expectation of a role and the expectations of 

others (Cordero & Jose 2009).Different role senders’ expectations’ and demands can 

create role expectations conflict. For a particular role some peoples have some 

expectations at the same time these expectations can be incompatible and person can feel 

role expectations conflict (Sen, 2013).  

Role Erosion (RE) 

 It is a function of redefining roles and creating new roles or feeling that the functions 

that should belong to incumbent’s role are being transferred, performed or shared by 
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other roles; it is a feeling of responsibility without power (Aziz, 2007).An individual may 

feel Role erosion when he/ she thinks that some of the important functions that should be 

part of their role are being done by others. It basically happens when an organization is 

restructuring and new roles are being created (Sen, 2013). 

Role Overload (RO) 

An employee feel overloaded about their role when they think expectations are too high 

for their role (Cordero & Jose 2009).  

Role Isolation (RI) 

Lack of linkages of one’s role with other roles in the organization (Aziz 2007). It happen 

when an individual feel physically or psychologically isolated due to lack of 

communication with others in the organization and reason can be anything; location, 

hierarchy, process, organizational climate, feeling of lack of support within the 

organization (Sen 2013). 

Personal Inadequacy (PI) 

It is especially for those who have reached a career ceiling and they are afraid for 

demotion or obsolescence. They sacrifice their own interest, preferences and values for a 

job because they are afraid of being inadequate enough to fill the role. (Cordero & Jose 

2009). It is lack of knowledge, skill or adequate preparation to be effective in a particular 

role (Aziz 2007). 

Self- role Distance (SRD) 

Conflict between individual’s self concepts and their expectation about their roles. 

Peoples’ conflict between the way they are treated and the way they required to be treated 

in their everyday life (Cordero & Jose 2009). Self role Distance occurs when an 

employee does not identify their roles or feels underutilized or ill-utilized (Sen 2013). 

Role Ambiguity (RA) 

When people are not clear about the expectations of others about him /herself or their 

roles. It can be due to poor feedback or poor understanding and it can be related to the 

activities, responsibilities, personal style and norms. Role ambiguity is the result in terms 

of conflict of expectation of others and the expectations of role occupants (Cordero & 

Jose 2009).  

Resource Inadequacy (RI)  

Resource inadequacy refers to individuals’ belief that they do not have adequate resource 

to perform their roles effectively whether it can be due to the lack of supplies, personnel, 

information, education and experience (Cordero & Jose 2009). Non- availability of 

resources needed for effective role performance (Aziz 2007).  

V. Theoretical Contribution  

Stress means an adaptive response to an external situation that result in physical, 

psychological and behavioral deviations for organizational participants. Conflicts 

between work life and family life can be a major source of stress (Doerner et.al. 2011).  
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When you repeatedly feel stress response in your daily life, it can affect your body and 

life badly like; it can raise your blood pressure, suppress the immune system, and 

increase the chances of heart attack and stroke, speed up the aging process and many 

more physical, behavioral, mental and emotional problems.  In a situation when a person 

feels stress those situation and pressure called stressors. Being negative as exhaustion 

work schedule or a rocky relationship is not only stressors but the things that puts high 

demand on you and forcefully situations can also be stressful like; getting married, 

buying a house, going to college or receiving a promotion. 

Everybody is different. Some people are able to cope with life’s punches while others are 

not and they face of far smaller obstacles or frustrations. The ability to tolerate stress 

depends on many factors including your support system, physical and mental strength, 

your life experiences, your emotional intelligence and genetics. But beyond all the 

stressful circumstances you have the power to control the way you respond. Stress 

management can teach you how to cope with stress. You will have to change your life 

style. 

VI. RESEARCH METHODOLOGY 

Data Collection Primary and secondary sources have been used in this study to collect 

the data. Under primary Data for this study was collected through using structured 

questionnaire sent to employees and under secondary data from all possible sources; 

books, journals, magazines and news paper has been taken. Electronic data base EBSCO 

HOST, PROQUEST, GOOGLE SCHOLAR. Most of the literature has been reviewed 

through studies done in context of relationship between occupational stress and job 

satisfaction. 

Sample Size A total of 300 questionnaire are personally given to the employees out of 

whom 245 are completely returned and the sample (n = 245). 

Sample Technique quantitative convenient sampling technique is used to conduct the 

study and to achieve the objectives. 

Tools used ‘Occupational Stress Scale’ Occupational stress has been adapted from 

Pareek’s 2010 (ORS) Scale “Organizational Role Stress” which have 10 dimensions of 

organizational stress:  

Job Satisfaction Scale The instrument used for the Job satisfaction study was prepared 

after a thorough review of literature and accordingly the procedure recommended by the 

many researchers for development of better measure of market orientation construct was 

followed. 

VII. DATA ANALYSIS AND INTERPRETATION 

Data is analyzed with the help of Ms- Excel and SPSS 

Descriptive statistics of demographic variable has been analyzed that in this study there 

were 57% male and 43% female with 75% respondents were married and 25% 

respondents were unmarried. Study included 69% managerial level respondents and 31% 
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were non-supervisor. There were the majority of master degree which was 62% and only 

.4% respondents were up to 10
th
 stand. Respondents’ highest income level was 20-30,000 

and 40% respondents’ lies in this category.          

Reliability Test  

To test the reliability of the collected data, the Croncbach’s Alpha test was used to know 

the reliability and validity of the data. 

                           Table 1    Reliability statistics of occupational stress and job 

satisfaction 

 Cronb

ach's 

Alpha 

No of 

Items 

Occupati

onal 

stress 

.948 50 

Job 

Satisfacti

on 

.954 25 

 

 

 

 

 

 

 

 

 

Factor analysis is a technique which helps to reduce the data and identifies those factors 

which are essential to conduct a study. In questionnaire there were 50 statements from 

occupational stress and 26 statements from job satisfaction so with the help of factor 

analysis it has reduced data in important data. With the help of rotated component matrix 

and +5 factor loading has converted 50 statements in 12 factors: 1 Job Clarity 2 Job 

priority 3 Role Clarity 4.Role erosion 5 Personal Inadequacy 6 Role isolation 7 Role 

ambiguity 8 Job responsibility 9 Role stagnation 10 Self-role distance 11Work-family-

conflict 12. Inter- role distance. And 26 statements of job satisfaction converted in to four 

 

Table 2. Factor Analysis of Occupational stress and 

Job satisfaction 

KMO and Bartlett's Test       

Kaiser-Meyer-Olkin Measure of Sampling 

Adequacy. 
     .890     .935 

Bartlett's Test of 

Sphericity 

Approx. Chi-Square 
5.785E3 

    

3.869E3 

Df      1128        253 

Sig. .000     .000 
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(4) factors which are important to identify the level of job satisfaction of service sector 

employees: 1 co-workers 2 Supervisor behavior 3 Promotion 4 Pay.  

Table 2 Both components occupational stress and job satisfaction having significant 

KMO value .890 and .935 respectively and 1 above Eigen value. Occupational stress 

factors having 66% cumulative % whereas, job satisfaction having 67% of cumulative %. 

Step wise Liner Regression for occupational stress and job satisfaction 

Table 3. Model summary 

Model R 

R 

Square 

Adjusted 

R Square 

Std. Error of 

the Estimate 

1 .656
a
 .430 .400 .38552 

                                Predictor: (Constant), Occupational Stress 

Table 4 ANOVA 

 

 

 

 

                    Predictor: ( Constant), Occupational Stress 

                    Dependent Variable : Job Satisfaction 

Above table shows the step wise liner regression analysis, taking job satisfaction as the 

dependent variable and occupational stress as independent variable. Table 4.16 shows the 

model summary which signifies the goodness of the fit. Value of R which shows the 

correlation between two variable here R =.656 which show that there is strong positive 

correlation between occupational stress and job satisfaction. R square stands for the 

coefficient of determination which determines the variation caused by a particular 

variable in the dependent variable. Adjusted R square provides with a more significant 

value for variance which is here 40% (.400). Table 4.17 in the ANOVA table which 

reveals the significance of the model. Below shown the third table 4.18 is the coefficient 

table, which shows the coefficient of the independent variables and reveals the 

significance of the independent variable individually. Ismail et al. (2009) found 29% 

variance in job satisfaction.  In (Hong & Ismail, n. d.) Study the r square has been scored 

74 % and 62 % (adjusted R square) of the variation in the level of work related stress 

whereas Makin et al.(1988) scored R= 0.46. 

 

The liner regression procedure also permitted the identification of the variable which 

most accounted for the variance in job satisfaction. A pre-established level of 

significance was .05. The liner regression procedure for the predictor variables is in Table 

4.17 the results revealed that the predictor variables, occupational stress, account for 

variance in Job satisfaction. Table 4.16 depicts the R
2
of .430, indicating that 43% 

variance in job satisfaction can be explained by occupational stress. 

Model Sum of 

squares 

df Mean 

Square 

F Sig. 

Regression 25.579 12 2.132 14.342 .000
a
 

Residual 33.887 228 .149   

Total 58.170 238    
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Table 5 Coefficients 

   (Dependent Variable: Job Satisfaction) 

The above table of coefficients provided the information on each predictor variable. This 

gave the information which needed to predict job satisfaction from occupational stress. 

Factor 10 which is ‘Self role distance’ of occupational stress (B value -.022) is not 

significant and rest factor are significant and positively related with job satisfaction. In 

Beta value Factor 1 ‘Job Clarity (.356)’, Factor 2 ‘Job Priority (.304)’, Factor 4 ‘Role 

Erosion(.220)’ and Factor 6 ‘Role isolation (.226)’ of occupational stress has more 

impact on job satisfaction and rest have less impact on job satisfaction. 

As in significance value which represents the p value all the values which are under 0.05 

are significant. Except value of factor 10(.387) self role distance and factor 12(.298) inter 

Model Un standardized 

coefficients 

Standardize

d 

coefficient 

T Sig. 

B 

 

 

Std. 

error 

Beta 

(Constant) 
-.003 .025 

 -

.103 

.91

8 

1.Job clarity 
.177 .025 .356 

7.12

5 

.00

0 

2. Job Priority 
.151 .025 .304 

6.07

8 

.00

0 

3.Role clarity 
.063 .025 .126 

2.52

4 

.01

2 

4..Role erosion 
.110 .025 .220 

4.41

1 

.00

0 

5.Personal Inadequacy 
.080 .025 .161 

3.22

4 

.00

1 

6.Role isolation 
.113 .025 .226 

4.52

4 

.00

0 

7.Role ambiguity 
.060 .025 .121 

2.42

9 

.01

6 

8.Job responsibility 
.067 .025 .134 

2.67

5 

.00

8 

8.Role stagnation 
.075 .025 .151 

3.02

7 

.00

3 

10.Self-role-distance 
-.022 .025 -.043 

-

.867 

.38

7 

11.Work-family-conflict 
.048 .025 .096 

1.91

3 

.05

7 

12.Inter-role-distance 
.026 .025 .052 

1.04

4 

.29

8 
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role distance are not significant. There significant relationship between occupational 

stress’s Factor 1 job clarity, factor 2 job priority, Factor 3 role clarity, factor 4 role 

erosion, factor 5 personal inadequacy, factor 6 role isolation, factor 7 role stagnation, 

fcator8 job responsibility, factor 9 role stagnation and factor 11 work family conflict with 

job satisfaction. 

Findings of this technique suggest that 12 factors of occupational stress are important to 

study the occupational stress in service sector and 4 factors of job satisfaction are 

important to identify the level of job satisfaction of employees in service sector. 

Conclusion 

In real life, many factors affect working life of an employee but there are some factors of 

stress. Occupational stress is unavoidable and in any organization it may be the cause of 

adverse effects.All type of organization face the stressful situation and without stress 

organization is meaningless and dead. Sometime stress plays a role of motivation which 

called positive stress which helps us to go ahead. People should know how to cope up 

with stressful situation. Administration of any organization should identify the areas of 

stress where and why employees suffering stress and should take appropriate action. 
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