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ABSTRACT

The objectives of this study were to identify types of work stress that
front-line employees of five-star hotels encounter, how work stress affects front-line
employees’ job performance, how front-line employees evaluate stress management
programs of their hotels if applicable, and how front-line employees cope with work
stress. Data were collected through 58 questionnaires and 15 key informant’s
interviews from five five-star hotels in Bangkok. The results showed that the major
work stress reported in hotels was related to the job and the guest. Moreover, most of
hotel staffs stated that work stress negatively influenced their job performance in both
task and contextual ways, such as inability to perform the job well and being
unmotivated to work. On the other hand, there was no report of stress management
programs in these hotels, however, there were activities like staff events and
knowledge/skill trainings provided to employees which were perceived to be effective
in reducing employees’ stress. Nonetheless, the highest scored practices were related
to work condition policies. Thus, it is suggested that hotel management should focus
on work stress caused by work characteristics. Furthermore, the implementation of
actual stress management programs should be carried out as well as skill/knowledge

trainings in order to reduce employees’ stress effectively.
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