Volumen 5 - Ntiimero Especial- Octubre/Diciembre 2018

MIEMBRO DE HONOR COMITE INTERNACIONAL
REVISTA INCLUSIONES

2218




REVISTA
INCLUSIONES

FOVISTA D LIMANDAECS
¥ OEKLIAS SOCIALEY

CUERPO DIRECTIVO

Directora
Mg. © Carolina Cabezas Caceres
Universidad de Los Andes, Chile

Subdirector

Dr. Andrea Mutolo

Universidad Auténoma de la Ciudad de
México, México

Dr. Juan Guillermo Mansilla Sepulveda
Universidad Catdlica de Temuco, Chile

Editor
Drdo. Juan Guillermo Estay Sepulveda
Editorial Cuadernos de Sofia, Chile

Editor Cientifico

Dr. Luiz Alberto David Araujo

Pontificia Universidad Catdlica de Sao Paulo,
Brasil

Cuerpo Asistente

Traductora Inglés
Lic. Pauline Corthorn Escudero
Editorial Cuadernos de Sofia, Chile

Traductora: Portugués
Lic. Elaine Cristina Pereira Menegon
Editorial Cuadernos de Sofia, Chile

Portada
Sr. Felipe Maximiliano Estay Guerrero
Editorial Cuadernos de Sofia, Chile

COMITE EDITORIAL

Dra. Carolina Aroca Toloza
Universidad de Chile, Chile

Dr. Jaime Bassa Mercado
Universidad de Valparaiso, Chile

Dra. Heloisa Bellotto
Universidad de Sao Paulo, Brasil

Dra. Nidia Burgos
Universidad Nacional del Sur, Argentina

Mg. Maria Eugenia Campos
Universidad Nacional Auténoma de Meéxico,
Meéxico

Dr. Lancelot Cowie

Universidad West Indies, Trinidad y Tobago

Dr. Francisco José Francisco Carrera
Universidad de Valladolid, Espafia

Mg. Keri Gonzalez
Universidad Auténoma de Ila Ciudad de
México, México

Dr. Pablo Guadarrama Gonzalez
Universidad Central de Las Villas, Cuba

Mg. Amelia Herrera Lavanchy
Universidad de La Serena, Chile

Dr. Aleksandar Ivanov Katrandzhiev
Universidad Suroeste Neofit Rilski, Bulgaria

Mg. Cecilia Jofré Munoz
Universidad San Sebastidn, Chile

Mg. Mario Lagomarsino Montoya
Universidad de Valparaiso, Chile



REVISTA
INCLUSIONES

FOVETADC LIMANDALRCS
¥ OERCIAS SCCALEE

Dr. Claudio Llanos Reyes
Pontificia Universidad Catdlica de Valparaiso, Chile

Dr. Werner Mackenbach
Universidad de Potsdam, Alemania
Universidad de Costa Rica, Costa Rica

Mg. Rocio del Pilar Martinez Marin
Universidad de Santander, Colombia

Ph. D. Natalia Milanesio
Universidad de Houston, Estados Unidos

Dra. Patricia Virginia Moggia Miinchmeyer
Pontificia Universidad Catdlica de Valparaiso, Chile

Ph. D. Maritza Montero
Universidad Central de Venezuela, Venezuela

Mg. Liliana Patifo
Archiveros Red Social, Argentina

Dra. Eleonora Pencheva
Universidad Suroeste Neofit Rilski, Bulgaria

Dra. Rosa Maria Regueiro Ferreira
Universidad de La Corufia, Espaia

Mg. David Ruete Zuiiga
Universidad Nacional Andrés Bello, Chile

Dr. Andrés Saavedra Barahona
Universidad San Clemente de Ojrid de Sofia, Bulgaria

Dr. Efrain Sanchez Cabra
Academia Colombiana de Historia, Colombia

Dra. Mirka Seitz
Universidad del Salvador, Argentina

Dra. Leticia Celina Velasco Jauregui
Instituto Tecnoldgico y de Estudios Superiores
de Occidente ITESO, México

COMITE CIENTIFICO INTERNACIONAL
Comité Cientifico Internacional de Honor

Dr. Adolfo A. Abadia
Universidad ICESI, Colombia

Dr. Carlos Antonio Aguirre Rojas
Universidad Nacional Auténoma de México, México

Dr. Martino Contu
Universidad de Sassari, Italia

Dr. Luiz Alberto David Araujo
Pontificia Universidad Catdlica de Sao Paulo, Brasil

Dra. Patricia Brogna
Universidad Nacional Auténoma de México, México

Dr. Horacio Capel Saez
Universidad de Barcelona, Espaiia

Dr. Javier Carredn Guillén
Universidad Nacional Auténoma de México, México

Dra. Isabel Cruz Ovalle de Amenabar
Universidad de Los Andes, Chile

Dr. Rodolfo Cruz Vadillo
Universidad Popular Autonoma del Estado de
Puebla, México

Dr. Adolfo Omar Cueto
Universidad Nacional de Cuyo, Argentina

Dr. Miguel Angel de Marco
Universidad de Buenos Aires, Argentina

Dra. Emma de Ramdn Acevedo
Universidad de Chile, Chile

Dr. Gerardo Echeita Sarrionandia
Universidad Auténoma de Madrid, Espafia

Dra. Patricia Galeana
Universidad Nacional Auténoma de México, México



REVISTA
INCLUSIONES
Dra. Manuela Garau
Centro Studi Sea, Italia

Dr. Carlo Ginzburg Ginzburg

Scuola Normale Superiore de Pisa, Italia
Universidad de California Los Angeles,
Estados Unidos

Dr. José Manuel Gonzalez Freire
Universidad de Colima, México

Dra. Antonia Heredia Herrera
Universidad Internacional de Andalucia, Espafia

Dr. Eduardo Gomes Onofre
Universidade Estadual da Paraiba, Brasil

Dra. Blanca Estela Zardel Jacobo
Universidad Nacional Autonoma de México, México

Dr. Miguel Leon-Portilla
Universidad Nacional Auténoma de México, México

Dr. Miguel Angel Mateo Saura
Instituto de Estudios Albacetenses “don Juan
Manuel”, Espafia

Dr. Carlos Tulio da Silva Medeiros
Didlogos en MERCOSUR, Brasil

Dr. Alvaro Marquez-Fernandez
Universidad del Zulia, Venezuela

Dr. Oscar Ortega Arango
Universidad Autonoma de Yucatdn, México

Dr. Antonio-Carlos Pereira Menaut
Universidad Santiago de Compostela, Espaiia

Dr. José Sergio Puig Espinosa
Dilemas Contemporaneos, México

Dra. Francesca Randazzo
Universidad Nacional Autonoma de Honduras,
Honduras

Dra. Yolanda Ricardo
Universidad de La Habana, Cuba

Dr. Manuel Alves da Rocha
Universidade Catdlica de Angola Angola

Mg. Arnaldo Rodriguez Espinoza
Universidad Estatal a Distancia, Costa Rica

Dr. Miguel Rojas Mix
Coordinador la Cumbre de Rectores Universidades
Estatales América Latina y el Caribe

Dr. Luis Alberto Romero
CONICET / Universidad de Buenos Aires, Argentina

Dra. Maura de la Caridad Salabarria Roig
Dilemas Contempordaneos, México

Dr. Adalberto Santana Hernandez
Universidad Nacional Auténoma de México,
México

Dr. Juan Antonio Seda
Universidad de Buenos Aires, Argentina

Dr. Saulo Cesar Paulino e Silva
Universidad de Sao Paulo, Brasil

Dr. Miguel Angel Verdugo Alonso
Universidad de Salamanca, Espafia

Dr. Josep Vives Rego
Universidad de Barcelona, Espaiia

Dr. Eugenio Raul Zaffaroni
Universidad de Buenos Aires, Argentina

Comité Cientifico Internacional

Mg. Paola Aceituno
Universidad Tecnoldgica Metropolitana, Chile

Ph. D. Maria José Aguilar Idainez
Universidad Castilla-La Mancha, Espaia



REVISTA
INCLUSIONES

FOVETADC LIMANDAECS
VOEANWE SCTIALEE

Mg. Elian Araujo
Universidad de Mackenzie, Brasil

Mg. Rumyana Atanasova Popova
Universidad Suroeste Neofit Rilski, Bulgaria

Dra. Ana Bénard da Costa
Instituto Universitario de Lisboa, Portugal
Centro de Estudios Africanos, Portugal

Dra. Alina Bestard Revilla
Universidad de Ciencias de la Cultura Fisica y
el Deporte, Cuba

Dra. Noemi Brenta
Universidad de Buenos Aires, Argentina

Ph. D. Juan R. Coca
Universidad de Valladolid, Espafia

Dr. Antonio Colomer Vialdel
Universidad Politécnica de Valencia, Espaia

Dr. Christian Daniel Cwik
Universidad de Colonia, Alemania

Dr. Eric de Léséulec
INS HEA, Francia

Dr. Andrés Di Masso Tarditti
Universidad de Barcelona, Espaia

Ph. D. Mauricio Dimant
Universidad Hebrea de Jerusalén, Israel

Dr. Jorge Enrique Elias Caro
Universidad de Magdalena, Colombia

Dra. Claudia Lorena Fonseca
Universidad Federal de Pelotas, Brasil

Dra. Ada Gallegos Ruiz Conejo
Universidad Nacional Mayor de San Marcos, Pert

Dr. Francisco Luis Giraldo Gutiérrez
Instituto Tecnoldgico Metropolitano,
Colombia

Dra. Carmen Gonzdlez y Gonzalez de Mesa
Universidad de Oviedo, Espafia

Mg. Luis Oporto Ordoéiiez
Universidad Mayor San Andrés, Bolivia

Dr. Patricio Quiroga
Universidad de Valparaiso, Chile

Dr. Gino Rios Patio
Universidad de San Martin de Porres, Per

Dr. Carlos Manuel Rodriguez Arrechavaleta
Universidad Iberoamericana Ciudad de
México, México

Dra. Vivian Romeu
Universidad Iberoamericana Ciudad de
Meéxico, México

Dra. Maria Laura Salinas
Universidad Nacional del Nordeste, Argentina

Dr. Stefano Santasilia
Universidad della Calabria, Italia

Mg. Silvia Laura Vargas Lépez
Universidad Auténoma del Estado de
Morelos, México

Dra. Jaqueline Vassallo
Universidad Nacional de Cordoba, Argentina

Dr. Evandro Viera Ouriques
Universidad Federal de Rio de Janeiro, Brasil

Dra. Maria Luisa Zagalaz Sanchez
Universidad de Jaén, Espafia

Dra. Maja Zawierzeniec
Universidad Wszechnica Polska, Polonia

Editorial Cuadernos de Sofia / Revista
Inclusiones / Santiago — Chile
Representante Legal
Juan Guillermo Estay Sepulveda Editorial



REVISTA CUADERNOS DE SOFiA
INCLUSIONES EDITORIAL

REVIE A UL HONANRLALLS
VYOI QAR SDUISLES

Indizacién y Bases de Datos Académicas

Revista Inclusiones, se encuentra indizada en:

. \“DEXED ,N

EMERGING
SOURCES
CITATION

A INDEX .

O O =
“Son mi\" i

(2 Clarivate
. Analytics \

= g

THOMSON REUTERS

Information Matrix for the Analysis of Journals

m I Q 20|_1' 4 ].at ndex

DIRECTORY OF
OPEN ACCESS
JOURNALS

INDEXED BY
‘ RED|B |Red Iberoamericana
i I de Innovacién y Conocimiento Cientifico
LatAm A
Estudios
Abiblak SE
Bibl.ézgruf{;_‘- Latinoamericana e Ltinoamericanas on

°’° ;e CiteFactor

.‘0... Academic Scientific Journals
e -




REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 5 — NUMERO ESPECIAL — OCTUBRE/DICIEMBRE 2018

International
@ Innovative Journal
Impact Factor (IIJIF)

(D Dialogos
= Mercosur

§ CENTRO DE INFORMACION TECNOLOGICA §

(’j\ WorldCat s

)~ ResearchBib

Directory of Research

Journals Indexing

S

Jhne

P A R

ULAKBIM

PH. D. MARIANA USHEVA / PH. D. MILENA FILIPOVA



REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 5 — NUMERO ESPECIAL — OCTUBRE/DICIEMBRE 2018

WzB (|} PN

EBerlin Social Science Center

uOttawa | jomy | 2| REX

ik
§BRLOTECA LECRONCA oo [ | P i @‘%@ Uniwersyte?
FEBTR || W /) Wroctawski

A)JOLICH @ iord vmivens

FORSCHUMGSZEMTRLUM

‘ PRINCETON UNIVERSITY
ZITIBRARY WESTERN

 SHERPA/ReMEO

DIRECTORY
OF OPEN ACCESS
SCHOLARLY
RESOURCES

PH. D. MARIANA USHEVA / PH. D. MILENA FILIPOVA




REVISTA INCLUSIONES ISSN 0719-4706 VOLUMEN 5 — NUMERO ESPECIAL — OCTUBRE/DICIEMBRE 2018

REVISTA
INCLUSIONES

FOVETADC LIMANDAECS

VORI SCTIALEY

ISSN 0719-4706 - Volumen 5/ Nimero Especial Octubre — Diciembre 2018 pp. 84-94

OCCUPATIONAL STRESS
SOURCES AND WAYS TO COPE WITH ITS CONSEQUENCES

ESTRES OCUPACIONAL
FUENTES Y MANERAS DE ENFRENTARSE CON SUS CONSECUENCIAS

Ph. D. Mariana Usheva
“Neophyte Rilski” Southwest University, Bulgaria
dr.usheva@abv.bg
Ph. D. Milena Filipova
“Neophyte Rilski” Southwest University, Bulgaria
emili2000@abv.bg

Fecha de Recepcién: 29 de agosto de 2018 — Fecha de Aceptacion: 15 de septiembre de 2018

Abstract

One of the most significant contemporary problems is that of occupational stress. It is studied as a multiform
phenomenon finding manifestation in employee’s mental and physical responses that occur upon sufficiently
prolonged intensive influence of emotionally negative and extreme factors directly related to the performance
of one’s job. Occupational stress is a possible response of the body when employees face requirements that
could not be met by the level of their knowledge and skills. It may be due not only to structural-organisational
peculiarities but also to the employees’ nature of work, personal relations and their interaction. The main
objective of this article is to provide an overview of the types of occupational stress, to demonstrate the main
stressors, their weight regarding various groups of employees and their consequences; to propose methods,
mechanisms and strategies for coping with the occupational stress. The main research methods used herein
are inquiry, interview, content-analysis, comparison methods and intuitive and systematic approach.

Keywords

Occupational stress — Stressor — Stress management — Stress-resistance — Strategies Compensation
mechanisms

Resumen

Uno de los problemas contemporaneos mas importantes es el estrés laboral. Se estudia como un fenémeno
multiforme que encuentra manifestacion en las respuestas mentales y fisicas de los empleados, los que
ocurren tras una influencia intensiva suficientemente prolongada de factores emocionalmente negativos y
extremos directamente relacionados con el desempefio del trabajo. El estrés ocupacional, es una posible
respuesta del cuerpo cuando los empleados enfrentan requisitos que no podrian cumplirse por el nivel de sus
conocimientos y habilidades. Puede deberse no solo a las peculiaridades estructurales y organizativas, sino
también a la naturaleza del trabajo, las relaciones personales y la interaccion de los empleados. El objetivo
principal de este articulo es proporcionar una vision general de los tipos de estrés ocupacional, para
demostrar los factores estresantes principales, su peso con respecto a varios grupos de empleados y sus
consecuencias; proponer métodos, mecanismos y estrategias para enfrentar el estrés laboral. Los principales
métodos de investigacion utilizados en este documento son la investigacion, la entrevista, el andlisis de
contenido, los métodos de comparacion y el enfoque intuitivo y sistematico.

Palabras Claves

Estrés laboral — Stressor — Manejo del estrés — Resistencia al estrés — Estrategias Mecanismos de
compensacion
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Introduction

Occupational stress is a multi-form phenomenon with many dimensions, finding
manifestation in mental and physical responses to stress situations in occupational
activities, and to complicated situations at work. In other words, occupational stress is a
strained state of an employee occurring at sufficiently long-lasting, more or less intensive
influence of emotionally negative and extreme factors directly related to the performance
of one’s job. Nervous system overburdening at the performance of one’s duties at work is
manifested mainly through emotional outbursts provoking or causing extreme situations. In
the course of time the threshold of extreme drops and an employee being constantly
overburdened very easily loses control over his/her emotions and his/her professionalism.
It is to be noted here that the development of stress responses is possible even in
progressive well-managed organisations which is due not only to structural-organisational
specificities, but also to the nature of work, employees’ personal relations and their
interaction, and even purely legal* aspects influencing the employees’ work.

Work-related stress is a possible response of the body when employees face
requirements not corresponding to the level of their knowledge and skills. In a recent
research? in 15 countries of the European Union 56% of workers determine that the most
common stressors are the high work speed, 60% - the fixed (and/or too short) terms for
performance, 40% - monotony of work, more than one third have not been able to exercise
any influence on the terms and conditions for the performance of assignments. Work-
related stress factors contribute to the occurrence of health issues. This way 15% of
workers complain of headaches, 23% - of aching neck and shoulders, 23% - of fatigue,
28% - of stress, and 33% - of aching back. Almost one out of ten shares that intimidating
tactics are applied at work.

Types of occupational stress

There are many varieties of occupational stress®: health workers’ stress, managerial
stress (of the managers), educational stress, sport stress, teaching stress, informational
stress in operating activities, traumatic stress, etc. Occupational stress may be caused
also by a poor organisation of the work process, low level of autonomy and opportunity to
take independent decisions at work, setting short terms for the performance of
assignments that could not be kept by the employees, lacking opportunities for flexibility at
work®. We shall study here the classical types of occupational stress like informational,
emotional and communicative stress.

Upon informational overloading when an individual is not coping with the
assignments, for multiple times (or even once at a high level of preoccupation), and is not

! p. Parvanov, P. Legal opportunities for making Bulgarian tourism a socially-orientated industry —
Social economy in a situation of restricted resources — theory and practice - 2017, p. 84 - 116.

% Source: https://psy.su/feed/1925/

® P. Fetiskin, Psycho-technology of stress-mastering behaviour. M. Kostroma. 2007.

* M. Dimitrova, Problems of Health and Safety Management in the Bulgarian Public Administration,
International Journal of Contemporary Economics and Administrative Sciences, Volume 1, Issue 3
(2011) 184, www.ijceas.com/index.php/ijceas/article/download/28/pdf

PH. D. MARIANA USHEVA / PH. D. MILENA FILIPOVA
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able to take important decisions under time limitations, most often informational stress
occurs. In addition, the tension (respectively the level of stress) may increase if decision-
making or assignment performance involves a high level of responsibility or lack of
required information, frequent or sudden changes in assignments and requirements, and
in general, the information parameters of work.

Emotional stress may be experienced when the individual’s inner attitude, personal
values related to his/her profession, job, and position are destroyed. Emotional stress
occurs upon a real or supposed (but assumed as real) threat, a sense of humiliation, guilt,
anger and indignation, lack of understanding, distrust and injustice. It may occur in cases
of disagreements, suspension or termination of business and/or personal relations with
colleagues and in conflicts with the management body.

Communicative stress, related to the actual problems of business communications
and relations finds manifestation in elevated irritability, inability (inefficiency) to protect
against communicative aggression, inability to formulate a refusal when necessary, lack of
knowledge of methods for protection against manipulation, lack of compliance in
communication rates.

It is to be remembered that stress consists of two components: a stress-factor or
stressor — this is what influences the individual, and a stress-response — a non-specific
response of the body to the influencing stimulus.

The stressor’'s influence causes two interrelated processes in the human body:
activation of standard non-specific reactions developing upon the influence of each
stimulus that is unusual for the body, and mobilisation of the physiological systems
providing adaptation to that factor.

The intensity of the stress-response depends on the specificities and the significance
of the stressor regarding the individual, and the individual’s functional state before the
impact of the stressor. In fact, this explains why the same stressors have a different
strength of influence on different people even if they perform the same job.

Stressors, their weight regarding various groups of employees and consequences
thereof

All these reason make us pay a serious attention not only to stress as a
phenomenon, but namely to occupational stress and the ways to cope with its
consequences. From this point of view we shall here provide an overview of the main
sources of psychological stress in work environment®. A research was conducted in which
owners®, managers and their employees in the field of small tourism business (small family
hotels and guest houses) replied to the question to what extent they assumed and realised
as sources of stress the different aspects of work and environment and of what weight
(strong, medium or weak factor). The answers save for minor variances were identical;
therefore we summarised them in the table presented below:

® M. Usheva, Managerial psychology: skills, diagnostics, impacts (Blagoevgrad: “N. Rilski” Univ.
Publ., 2017), 82-83.

® In some cases the same person is both the owner and the manager due to the specificity of the
business.

PH. D. MARIANA USHEVA / PH. D. MILENA FILIPOVA
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N Stressor Owner | Manager | Employee
Weight of stressor

1. | Nature and/or conditions of work Medium Medium Medium

2. | Salary or extra benefits; Strong Strong Strong

3. | Team and/or task force Strong Strong Strong

4. | Manager’s personality or style Strong Strong Medium

5. | Type of organisational structure and the | Strong Strong Weak

place of the individual within the
organisational hierarchy

. | Deficit of time Strong Strong Weak
7. | Career level Strong Strong Medium/
weak

8. | State of uncertainty and not knowing the | Strong Strong Strong
circumstances, in which an individual is
situated

9. | Expecting unpleasant events Medium Strong Strong

10.| Every abrupt change requiring general re- | Medium Medium Strong
adjustment of behaviour

11.| All sorts of interpersonal conflicts and abrupt | Medium Medium Strong
changes in relationships

12.| Situations in which an individual encounters | Strong Strong Strong

failures or disappointments in one’s attempt
to achieve badly desired goals

13.| Excessive physical fatigue and mental | Strong Strong Strong
exhaustion
14.| All kinds of states of deprivation: from | Medium Medium Medium

complete isolation or loneliness, which can
bring to despair and intensive stress, to
unsatisfied keen curiosity, boredom, uniform
and monotonous work, at which stress is
gradually accumulated

Table 1
Stressors and their weight in the field of small tourism business
(small family hotels and guest houses)’

The first stressor “nature and/or conditions of work” is deemed medium by all three
groups; the main explanation is that a man at the start of a job knows in advance what to
expect and is adjusting to the conditions.

The second stressor “salary and extra benefits” is as expected determined by all
three groups as strong, especially when a need for decrease of salaries occurs, for
example.

The third stressor “team and/or task force” is assessed as strong and of an
exceptional significance by the managers, and as medium by the employees. Exceptions
are formed by the cases in which the emotional background is so bad that the due to the
impossible communication with the team the employee has to look for a new job. It is
interesting that this actually happens even in small hotels and guest houses owned by only
one family.

! Source: own research

PH. D. MARIANA USHEVA / PH. D. MILENA FILIPOVA
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The fourth stressor “manager’s personality and style” may be very strong for the two
managerial levels, and medium — for the employees. Some employees, however, specify
that this is so because in a small company it is easier to make contact, and for large hotel
complexes (based on the experience of their employees) the manager’s personality and
style can be a weak stressor as employees have no touch to the superior managers.

The fifth stressor “type of organisational structure and the individual’s place within the
organisational hierarchy” is of a strong influence on the managers, while employees
identify it as weak.

The sixth stressor “deficit of time” is strong for the managers, but weak for the
employees. In clarifying the answers it turned out that employees mean that they always
have a way to compensate the deficit of time and according to them the managers are the
ones that should take care of it. If they are in a permanent deficit of time in the
performance of some job duty, this stressor may become strong, and even very strong,
and to unlock other individual-personal stressors, too.

The seventh stressor “the career level” is as expected strong for the managers.
Managers before launching their own business or transferring to their current job share
that it is this stressor that in many cases was the factor for personal and professional
development and willingness to achieve greater success. As it could be expected, this
stressor is rated as weak or medium by employees, as in their words (of the bigger part of
them) they feel at the right place and if they decide to pursue a career this shall bring them
out of their comfort zone (i.e. probably to transfer into another, bigger organisation).

The eighth stressor “state of uncertainty and not knowing the circumstances in which
an individual is situated” is rated as strong by all three groups. The difference is in the
managers’ approach and in their awareness that it is within their power to make provisions
for the decrease of the strength of this stressor with regard to their employees.

The ninth stressor “expecting unpleasant events” is rated as medium by the owners,
explaining that they are constantly in such a situation and it could be said that they have
adjusted to it to a great extent. The managers and employees, however, determine it as a
strong stressor, specifying that it becomes stronger when some structural changes or
laying-offs are expected (regardless if they work within a family business or for a bigger
organisation).

The tenth stressor ,every abrupt change requiring general re-adjustment of
behaviour” is of a medium weight for managers with the explanation that they in principle
are ready for changes due to the nature of the occupation they have chosen, but it is a
very strong stressing factor for employees (with the explanation that sometimes the
personal and psychological specificities do not allow the performance of such an
adjustment in particular for introvert persons).

The eleventh stressor ,all sorts of interpersonal conflicts and abrupt changes in
relationships® is again of a medium weight for the managers, with the explanation that they
are prepared to deal with such issues. For the employees, however, this stressor is strong
as some employees share that for similar problems they were forced to change their job.

The twelfth stressor ,situations in which an individual encounters failures or
disappointments in one’s attempt to achieve badly desired goals® is rated as strong by all

PH. D. MARIANA USHEVA / PH. D. MILENA FILIPOVA
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three groups and all they share that it is a stressor of a strong influence no matter if it
affects personal or professional goals.

The thirteenth stressor ,excessive physical fatigue and mental exhaustion“ is again
rated unanimously by all three groups in research as a stressor of strong influence. People
share that it is this stressor that may bring to apathy and depression, as well as to
aggressive deeds.

The fourteenth stressor ,all kinds of states of deprivation® is rated as medium by all
three groups, but with the explanation that this stressor covers many variants and the
individual’s response to each of them could not be predicted — for some states and
persons the stressor could be strong, for others — not so strong.

All these, as already noted, naturally affect also people taking managerial positions,
but there are stressors that are typical only for managers. A manager should be able to
recognise them in his/her activities and know how to oppose adequate compensating
mechanisms. The managerial factors of stress include:

Informational load (overloading);
Informational uncertainty;
Managerial responsibility;

Time deficit;

Interpersonal conflicts;
Intrapersonal (role-based) conflicts;
Poly-focused managerial activity;
Factors of outer environment.

Regardless of the group to which it belongs stress may be caused also by physical
sources: pain, cold, high temperatures, accidents, calamities, etc.; social: conflicts, crises,
poverty, unemployment, inflation, wars.

They in their aggregate have inevitable projections on the individual (employee) and
the company taking the character of a threat®. All they can bring to a multitude of adverse
consequences, the most common of which are®:

1. Fixation on only one alternative. Stress is an obstacle to considering several
alternatives; the employee shows rigidness in behaviour and thinking. Regarding the
management staff this could be expressed in an impossibility to “see” different ways and
solutions and may bring to wrong managerial decisions.

2. Simplification of perception (underestimation) of the opponents and their
capabilities. Stress may enhance the black-and-white apprehension of world, nuances
may become invisible and inadequate response may occur. Regarding managers this may
bring to lost positions in negotiating, employing ineligible people, assigning tasks to

® M. Stankova, Restricting the natural and social threats in tourism (Blagoevrad: University

Publishing House with “Neophyte Rilski” SWU, 2016), s. 4, 29-30.
® M. Usheva, Managerial psychology: skills, diagnostics... 83-84.

PH. D. MARIANA USHEVA / PH. D. MILENA FILIPOVA
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employees who could not cope with them or on the opposite — assigning too simple tasks
to employees with bigger capabilities and claimed levels of knowledge.

3. Fatigue. If a state of fatigue continues for too long it results in elevated irritability,
paranoid reactions, increased suspiciousness, hostility and enhanced protective reactions,
Both for employees and managers that may result in mistakes, failure in performance,
individual-personal and professional problems.

4. Restricting the time perspective and ignoring the future consequences. Attention in
conditions of stress is often focused only on the most threatening situation. At this stage
no interest is devoted to future until a solution of indispensable problems is found. This
way managers may lose their ability in planning and forecasting, which may result in an
excessive fixation on the current problems and missing long-term benefits.

5. A drop in the sense of responsibility for the result from the decision made. The
individual imputes the bad results from his/her work to the opponent’s actions or to some
external situation, which enables him/her not to feel guilty for the wrong decisions.
Employees pass the responsibility to the superior staff, and managers — to external
factors.

To that regard an inappropriate management of stress and motivation within an
organisation may result in demotivation, apathy and even resistance by the part of the
personnel’°.

A manager can most easily identify stress by the employee’s behaviour and most of
all by the changes in speech. Changes in speech at stress may vary. The speech may
become expressive, with more frequent use of interjections and parasite expressions like
“so to speak”, “you know”. Frequent repetitions of words, phrases and entire sentences
occur, and/or changes of phrases just spoken out. Speaking gets quicker, pauses between

phrases become shorter.

Stress is accompanied by changes in mimics and pantomimics. When under stress
the body becomes strained, and at the same time speech is accompanied by meaningless
or spontaneous movements, intensive blinking, gestures, fiddling with keys, pens, wringing
one’s hands, and others. Frowned brow, louder voice, changed intensity of voice. Stress
brings to the occurrence of irritability, accompanied by an increase in the number of
complaints of discomfort, assessment statements, insincere smiles, as well as a decrease
in the number of affirmative nods. Alertness is significantly enhanced: the individual
carefully fixes his/her glance on the others looking them straight in the eyes, and non-
verbally keeps a tough posture at the same time.

Coping with occupational stress

Coping with occupational stress is possible through a managerial influence or
through a personal self-management and self-improvement. For their implementation it is

1% D. Yaneva, Motivational factors for the enhancement of efficiency of labour, IX Scholarly

conference with international participation “Management and Sustainable Development” (University
of Forestry, 2007), 428.
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necessary to know the factors on which coping with stress in work environment depends,
and belonging to the manager’s competences. Such factors, for example, are'":

¢ Giving the employees an opportunity to plan their work and to take decisions on the
run of their work and on ways to solving problems;

e Improvement of work so that the personnel may make the best use of their
competence;

o Clearly defined roles and responsibilities with regard to staff (starting with the job
descriptions);

e Developed and working procedures of disciplinary measures and claims (clear
identification of unacceptable behaviour);

¢ Cultivating culture of behaviour at which employees trust each other and recognise
others’ contribution;

¢ Providing personal support from colleagues and managers;

e Supporting and encouraging the personnel;

e Clearly specified and worked-out accessible feedback opportunity.

Stress management may use the following compensating mechanisms:

e Establishing a favourable organisational climate (incl. of emotional background);

° Organising feedback;
. Involving the personnel in managerial decision making;
. Using project and team forms of work;

e Science-based organisation of work;

¢ Enhancing the level of managerial culture (incl. of compliance with ethical, legal,
aesthetic norms);

e Psychological measures (suggestion, hypnosis, coaching);

e Using various forms of self-control;

e Social support for the personnel:

° Training on anti-stress programmes;
° Collective sport activities, gym programmes;
e Individual measures:
o relaxation (auto-training and meditation);
° modification — forming a positive emotional response and new forms of
behaviour.

Difference between people regarding stress is expressed by the concept of the so-
called stress threshold. The stress threshold is a subjective characteristic describing the
threshold of individual sensitiveness and apprehension of the individual regarding
stressors. It is related both to individual’s mental characteristics, and to his/her experience,
needs (realised or unrealised), desires and self-estimation of one’s own capabilities.

To that regard it is important to build up stress-resistance, i.e. the skill to overcome
difficulties, to master (but not suppress) emotions, to show restraint and tactfulness.
Stress-resistance is determined by a combination of personal qualities which enable the
individual to cope successfully with significant intellectual, volitional and emotional loads,
pre-determined by the peculiarities of the occupational activities, without particularly
harmful consequences for the activity, other people or one’s health.

1 M. Usheva, Managerial psychology: skills, diagnostics... 90-91.
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Apart from all these, it should be remembered that the individual’s self-esteem plays
a huge role. A low self-esteem brings to distrust in one’s own strengths and abilities, and
respectively — to further stress and dependency on others. An insufficient self-respect
frequently causes drug or alcohol abuses and others. A too high self-esteem, on its part,
can also bring to stress at overrating one’s abilities and capacities. People having an
adequate self-esteem rarely have such problems. It can be said that it is self-confidence
and confidence in one’s own decisions that underlie stress management and allow the
individual to successfully control one’s own life.

Strategies for coping with stress

In general, the strategies for coping with stress may be provisionally divided into
internal and external®?. Internal strategies are the ways by which the individual copes with
the stressors by using only the available internal resources. Among them is the capability
to define and perceive the stress event as not only a negative one, but also as a
challenge. In this case there occur two types of responses — active: a challenge that could
be overcome, and passive: a challenge, which if not taken, shall pass by itself. The
external strategies usually involve the use of resources for coping with stress, which are
beyond the individual, like, for example, social support (from the family or circle of friends)
and professional support by specialists in psychology, psychotherapists and psychiatrists.

In addition to these, we shall review some more major strategies for coping with
stress and response manners. They are:

avoiding (inaction);
escaping;

re-assessing the stressor;
distancing;

fighting;

adjusting.

Avoiding, as well escaping include giving up situations and opportunities that would
place the individual in a state of stress. This may be done by changing one’s job,
undertaking fewer responsibilities, changing the place and environment of living, etc.

Inaction is most often characterised by ambivalent behaviour at which the individual
as if intends to do something for solving the problem or situation, but, however, he/she
does not undertake anything. Typical words used in such a case are it may”, ,possibly”,
as well as the simultaneous use of positive and negative assessments of the same
objects, phenomena, persons. Upon such a strategy there is a big probability for the
individual to end in depression. The non-verbal characteristics provide indications through
closed postures (crossed arms and legs, holding hands nearer the body, etc.). Often the
adequate management of stress is supported also by the re-assessment of the stressor. It
means that upon individual’s impossibility to change the situation, in which he/she is,
he/she can always change his/her attitude to the situation (and this way decrease the
pressures by passing from an idea of excessive value to a regular perception). This,
however, depends mainly on the state of the individual’s nervous system and on his/her
capability to go into a state of balance.

2 M. Usheva, Managerial psychology: skills, diagnostics... 94-95.
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In addition to escaping, the stressors’ intensity can be reduced through distancing.
The individual tries to avoid everything that causes stress, and in the process of stress
interaction, he/she starts more and more frequently to use gestures symbolising repulsion
and words showing that there is (or should be) a distance to objects and people related to
the particular situation. Denial of the situation as such is accompanied by the words ,no”,
snhever”, as well as by increasing the number of denials. In the event an individual takes a
decision for fighting the disturbing situation aiming at its elimination, he/she can take the
way of aggressive behaviour. He/she raises his/her voice intensity and movements aimed
at other people. The number of hostile statements increases. While fighting the situation
the individual can make his/her position harder increasing the use in his/her speech of the
words like ,everybody”, ,always”, ,exclusively”, and using a very restricted set of words
and phrases, demonstrating untypically poor vocabulary or obsessive repetition of the
same thought.

And at the end, adjustment is a dynamic process through which a living creature or a
group of creatures, regardless of the variability of conditions, maintain steady vital
functions needed for the existence, development, reproduction and having offspring. It is
the mechanism of adaptation created as a result from a long evolution that enables the
existence of the body in the conditions of an incessantly changing environment.
Adaptation, in the broadest sense of the word, means adjusting to something, incl. to
stress, by decreasing the sensitivity to the stressor.

The psychological adaptation is defined as a process of creating an optimum
compliance of the individual to environment at the performance of human characteristic
activities. This process gives the individual the opportunity to satisfy one’s current needs
and achieve the significant goals related thereto, securing at the same time maximum
compliance of the individual's activity and his/her behaviour to the requirements of
environment. Efficiency of mental adaptation depends directly on the specificities of the
individual’s interaction and communication with other people. In situation of conflicts within
the family or at work and difficulties in developing informal communication, the disorders of
adaptation are observed more often as compared to the cases of efficient social
interaction. The efficient mental adaptation is one of the pre-requisites of a successful
professional activity.

Conclusion

In the process of occupational, and in particular of managerial activities, there could
occur stress situations due to the dynamics of events, the need for quicker decisions
making, mismatching of managers’ and employees interests and needs, activity rhythm
and nature. The factors contributing to the occurrence of emotional stress in such
situations can be the lack of information (or availability of insufficient information), its
discrepancy, excessive variety or monotony, estimating work as exceeding the individual’s
capabilities in terms of volume or complexity, the conflicting or unclear requirements,
critical circumstances or risk in decision making. Important factors improving the mental
adaptation in professional groups are social convergence, ability to build up interpersonal
relations, capability of open communication.

It should be emphasised that that it is the process of adaptation, “through the active
behaviour of adaptation, conditions are established for improving the quality and
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increasing the profit"*. Hans Selye proposes a very interesting hypothesis that ageing is a
result of all the stress encountered by the body in the course of one’s life. It corresponds to
the syndrome of the “phase of exhaustion” of the total adaptation syndrome, which to
some extent is an accelerated version of normal ageing. Each stress, and in particularly
stress caused by fruitless efforts, leaves irreversible chemical reactions behind it. Their
accumulation predetermines the signs of ageing of tissues. The damage of brain and
nervous cells brings to particularly heavy consequences. However, a successful activity,
whatever it is, leaves smaller consequences to the direction of ageing, so, according to
Selye, an individual can live long and happily if choosing the right job and doing it
successfully.
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