76 PART 2 INDIVIDUAL PROCESSES

High levels of workplace stress
can lead to loss of productivity
and even illness.

o Dangers of Stress

m lllustrate the ways in which stress can affect behavior in the workplace

Most of us know what it fecls like to be stressed. We may feel under pressure about
making a deadline, taking an exam, or giving a presentation in front of a large audi-
ence. We define stress as a response that occurs when a person perceives a situation
as threatening to his or her well-being when his or her resources have been taxed or
exceeded.” Stress in the workplace can affect the behavior of people working in an
organization, leading to poor health and absenteeism. Statistics show that 60 percent of
illnesses are caused by stress, which costs the United States $300 billion every year on
medical bills and loss of productivity.” Let’s explore how Laura and the other members
of the WTRT staff manage different types of stress.

When Laura arrives at work the next day, she is determined to sit down with Abigail
and discuss the financial dilemma at WTRT, as well as request her support for the mar-
keting initiatives she would like to implement. But by 10:00 a.m., Abigail still hasn't
arrived atr work.

Laura feels frustrated but is determined not to let stress get the better of her. She
decides to take matters into her own hands and picks up the phone. The first call she
makes is to the station manager at the local radio station to see whether she can trade
on-air time for free advertising in the theatre playbill. She carefully outlines her idea,
but without giving any reason the station manager politely tells her he is unable to grant
her request. Before she can attempt to change his mind, he wishes her luck and hangs
up. Laura is puzzled, but she’s not going to give up.

She picks up the phone again and calls a local restaurant to see whether they would be
interested in collaborating on a “dinner-plus-theatre” deal. The restaurant manager seems
friendly enough at first, but when Laura mentions Abigail’s name, his tone changes. “You
tell Abigail she still has an outstanding bill to pay from the last party she had here,” he
says angrily and hangs up.

Taken aback but undeterred, Laura makes some more calls to local businesses
around town, and every time she gets the same response. Apparently, Abigail owes

money to everyone in Abilene. Laura is deeply upset. If there is no goodwill in the
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78  PART 2 INDIVIDUAL PROCESSES

Eustress: Moderate levels of
stressors that have constructive
and positive effects on effort and
performance

Distress: High levels of stressors
that have destructive and negative
effects on effort and performance

o Hindrance stressors inhibit progress roward objectives; examples are role
ambiguity or conflict, hassles, red tape, and highly polirical environments.
These stressors are negatively related to motivation and performance. For
example, Joey in particular seems to lack motivation; he is often absent
from work, and when he does show up, he does not perform well because
of the constraints placed on him by Cheryl and Abigail.

However, stress doesnt have to always be negative, nor is it a permanent condition.
In the next section we explore different aspects of stress and ways of managing it.

g@ THINKING CRITICALLY

1. Briefly discuss the level of stress each of the narrative case’s
characters is working under. Do you agree with Laura's assessment
that changing Abigail's management style is the best solution to the
problems facing WTRT? Why or why not? [Apply/ Evaluate]

2. Listthe challenge stressors and the hindrance stressors affecting
each of the narrative case characters. Is it possible for the same
stressor to be a challenge stressor to one person and a hindrance
stressor to another? Explain your answer. [Analyze/ Evaluate]

STRESS-RELATED
OUTCOMES AND WELLNESS

Discuss different outcomes of stress and the benefits of wellness programs

Although high degrees of stress can be destructive to our behaviors and harmful to
our health, stress isn't always negative. For example, when Laura objectively evaluates
the stressful situation she is in and realizes there can be positive outcomes if she can
get Abigail’s support, she experiences eustress, moderate level of stressors that have
constructive and positive effects on effort and performance.” Conversely, Abigail is
experiencing distress, high levels of stressors that have destructive and negative effects
on effort and performance.”

There are three elements to distress:?

o The physiological element is manifested as negative physical health effects.
For example, Abigail tells Laura she suffers from insomnia and exhaustion.

o The psychological element appears as negative attitudes and emotions
that can lower job satisfaction, among other results. For example,
Abigail is overwhelmed by the theatres financial burden and seems
anxious and irritable.

o Job burnout consists of emotional exhaustion, cynicism, and loss of interest
in the job that can result from ongoing exposure to high levels of stressors.
For example, Abigail appears to be on the point of giving up because of the
stress she is under.

Managing Stress

Yet the good thing about stress is that it can be managed. Let’s explore how Laura helps
Abigail manage her stress levels.




sanbiuyaay

Bunoessip pue abenbue| aamsod
Buisn Ag 10ssalis e 0] UDIIRBI
|euonows s,uosiad e abueya 03 Ay 03
uoys uy :6uidos pasnaoj-uoijowy

1 8A|0S8J 03 Y21ym ul shem |eanoesd
Buiyaas pue wajqo.id ay} pueisiapun
0} bundwaye Aq siossans buneuiwija
10 Buionpau je swie jey) Buidoa jo
adAl y :Buidod pasnooj-wia|qoid

$10SS8J}S azZjWIuIW 10 ‘aanpal
‘abeuew o0y poya ay] :Guido)d

ssang 0} bunoesy o

$1q2p s11 gjo Aed 01 3|qE 2q [[1m dnEAY
511 J2UOOS Y1 PUE ‘SI[ES 3HON Y3 JIYSIY Y3 IDLIIE UED M SIFWOISND JIOW YT -
‘shes eine ‘s1208oneay1 mau 108118 01 Surod a19m j1 dpyord o pue uoneindar

1o aaoxdwi 01 paau 2 “ANUNWWod Sy Ul [[IMpoos Suipping £q 13e1s S0,

Kep Surmoyjoj oy 10§ Sunasw gyers v sz1ueS1o 01 $2213e pue eI
[BIDUBUL S, Ty LA\ INOQE YINI 24 JE1S 2Y3 [[22 01 13y sapensiad osfe eine] Apamb sfes

ays ‘aso] 01 Supypou aaey | ssang [, ‘suayjos [reqy TY.LA\ 1n0qe 21e Loy aeuossed
Moy pue u2aq sey wea a1 aapsoddns moy [resiqy Suif £4q 5215210415 PasnIof-uorou
$35N BINET D[JUOD SIY) IA[0SII O, *SMOYS Y3 ISO0YD UED OYm U0 AJU0 Y3 ST ys ey
Sunsisup ‘eapt o1 ureINUD 03 sasnyai AJeniut [rediqy ajdwexs swnd e se siuapnis
Ausatun 2y Sunio ‘51208211831 JO 12)IEW J1IPIM B IDBINIE 01 JIPIO UT UOSEIS XU
311 10§ SMOYS 211 JO a0 1583 38 Fursooyd Luo] Jo 12alqns oy saYdEOIq OS[E TINE]
211EaY1 9Y 10§ BIpaw [e120s Surpuer 1€ 1dape se [[am s 2240[dwa djqeifs € aq ued
oy aa01d 01 e sypuow e £20[ aa13 01 sa213e A8wiBpni3 [rediqy ‘v1eqap 10YS B 1YY
“JUISISUI ST BINET ING _ PHOM 10§ dn smoys 10A2u 2y pue ‘st 11 st qof umo sty op A[ieq ued

o, “forgnd surjuo sy sppuey 01 Jurod st £>of 19y s[1 BINET UIYM sasa01d [rediqy '

‘saanentut a1 wawajdwr djay 01 ssouBuifjim s jjes a1 anoqe 3oy Surya 4q aanunwr
€ 10 swa[qoid Ld>uowr 19y woiy [EIqy 1DENSIP 01 S PuE I soSueyo eine
001 4aU0W WAY) 9MO0 ] N1 ST ‘K “sy3is pue ored
Apeals spANET SIYPILD AYS INQ ‘UONBWIIOJUI SIYI SEY MOU eIne 18yl 19sdn 51 [rediqy
coneay oy 4q pred 2q 01 pasu e s[[iq Surpurisino pauonudwW
way Jo yors pue Aepo1 IdijIed syueineisat o a[dnoo v paoeruod | ‘sapjdar eine]
LML 210ddns 1assu £oy 1, 219y punoxe sassouisnq [e0] 241 woxy dpy
Aue 128 1uom nok 1nq ey syeId [B20] A e Yrooq € dn Jumoas pue surexSoxd diysios
-uods mau Suneard noqe seap ok x| [, ‘sAes pue eINe 258f 01 SUINI BYS U,
"woo1 a1 punore Suded sueas pue dn spues
[reSiqy ‘paystuly sey ays uayy, uswaldwi o1 Supuruly o] £10A 21mbar s 4oy
10y Supmsseas awn A4 [[e ‘PUI UT SEY AYS SDANENIUL FUNIEW ) ySnoy 1ay sy[ed
eIne a[iym suasi| [1eS1qy panpqns y ssanstp s[1ediqy Jo asned 2y ds0wai 03 £n ol
sa18orens Surdos pasnoof-wapqod wios sasn pue Funaaws Y JO [OIIUOD SINEI TINE]

“(p°¢ 23y 29)

sonbruypa Sunoensip pue a3enFue 2anisod Suisn £q J0ssa1is € 01 UOHOEAI [EUOLOUR

suosiad e 28ueyd 01 £11 01 11032 ueE s YPIIYM ‘Buidod PasNIO-UCIIOWS PUE :f IA[0SL
01 yorym ut skem eonoerd Suryass pue ‘wdpqord Ay purisispun o3 Sundwone 4q s10
-ssans Suneurwipd 1o Supnpar e swire yorym ‘Burdos pasnooj-wajqold sc-durdon jo

52d£1 0AN DIE DIOY | ¢ "SIOSSINS DZIWIUILW 1O 9NPa1 ‘dFeurw 0111042 oy st Buidog -ayl|

REL| Ul $521181p 21 l{lIM adoo pue S10S52118 3!.[1:}0 AUIOS ANEUTWI2 12y d[QL[ ol POU!{II.I?I?P

s BInE ‘ssans [eroueuly pue [euosiad 121 Moqe Yana ) pa[easar sey [1EIqy ey MON

ssaung bulbeuely  ¢'¢ IUNOI4 A

sanbiuyoa) bunoensiq e
abenbue| aA1lSOd e

wisjgold au) aAjosal
0} SAem [ea1joeid }a8s e
wia|qo.d

uoljoeal |euoijowa
s,0u08wWos abueyy e

BGuidoy pasnao4-uonoLuy

ay} puejsiapupn e
Buido) pasnao4-wis|qoid

SS3H1S ONIOVNVIA

6.  Sseng pue ‘sepniy ‘suonow3 giaydey)d

13
ST |
A%
ue:
sant
01|

a1
“uonipuo:

asnedz
udsqe
104 23
‘Sluawr
201 an



g0 PART2 INDIVIDUAL PROCESSES

EMOTION-FOCUSED COPING STRATEGIES AND

EMOTIONAL INTELLIGENCE

When faced with stressors in the workplace, employ-
ees often choose problem-focused coping, tackling

s head-on in an effort to eliminate or reduce

the problem
otion-

stressors. HoweVver, recent research suggests thatem
focused coping strategies may pe very useful in helping
employees 10 maintain their immediate task-performance
levels. Researchers Janaki Gooty and Jane 5. Thomas of
the University of North Carolina at Charlotte, Mark B. Gavin
of West Virginia University, and Neal M. Ashkanasy of the
University of Queensland suggest that emotian-focused
coping strategies such as denial, mental and pehavioral
disengagement, and venting could be effective short-term
s for dealing with discrete emotions such as
or joy. Their findings not only showed a signif-
otion-focused cOpP~

response
anger, guilt,
icant positive relationship between em

ing strategies and task performance; they also indicated

“But how are we

period of tim

“1 can't do that,

you need their he
us get the theatre
won't be alone.”

Wellness

o Employee Wellness Programs

supposed to generate t
¢? The actors will be arriving next month to begin reh
season. Honestly, [’m not sure we can even pay them,

“To start, 1 think we should start chasing the outstan

the theatre,” Laura says-
” Abigail gasps- “The patrons who oW¢ the most money - -

them are board members— th
“Abigail, you ne
finances. They need €

ed to be honest with the b
o know you've been
|p. If they truly are your friends and suppor
back on track again. Chery! will support

Abigail puts he
“Okay, Laura—W¢ wi

“gq do 1! Laura thinks to herself.

When she goes home that evening,
and all that is to come.
can't help but feel a bit apprehensive
members that lie ahead.

\We've seen that there ar¢ different degrees and ty

aging it. In recognition of the implications of stress,

programs as a Way

of helping their em

e =8 i !

| gxamining the Evidence

that people with high levels of emotional intelligence were
more likely 10 choose emotion-focused strategies in

response 10 their anger, guilt, and joy than were people

with low levels of emotional intelligence.

Critical-'lhinking Questions

1. What are the primary implications of this research

regarding employee coping strategies?

lly can managers do to ensure that
priate coping
rkplace?

2. What specifica
employees aré using the most appro
strategies to deal with their emotions in the W0

SOURCE: Gooty: Janaki, Mark B. Gavin, Neal M. Ashkanasy. and
Jane S.Thomas. “The Wisdom of Letting Go and performance: The
Moderating Role of Emotional Intelligence and Discrete Emotions.’
Journal of Occupational and Organfzarr'ona.l psychology 87, no. 2

(June 2014): 392-413.

hat many audience members in such a short
carsals for the next

» Abigail says, anxiously.
ding monies the patrons owe

_some of
ey're my friends! What will they think?”
oard members about the state of the

personally keeping the theatre afloat and tha
ters of WTRT, they'Il hel

you in the meeting— YO

r head in her hands and sighs before regaining her composut

1l do it your way for now. Let’s hope it pays off!

she thinks about everything that has happer

Although she is pleased that Abigail is supporting her ideas,
bout the difficult conversations with the bo

pes of stress and various ways of 1
some organizations offer wel

ployees manage stress and otherwise protec
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