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ABSTRACT

Occupational stress is manifested in the physioklgand emotional responses that occur
when employees are unable to cope with the woekiifbalances. Work challenges can
have positive or negative impact on employee heahil safety and flexible work
schedules have the potential of improving emplaaesfaction and reducing stress. Call
centre work has a high level of monitoring, withptedictable traffic peak of calls. This
significantly increases the risk of suffering frastress. Work related stress when well
managed can increase productivity of employeesthadentire organization. it is also
important to realize that the costs of stress carextremely high hence the need to
manage it effectively. This study intended to elsdalthe employee perception of the
effectiveness of occupational stress managemeigrgrones at the Safaricom Limited
call centre This was a descriptive survey design study. Toyufation was 1459 staff
from whom a sample size of 200 employees was seleasing stratified sampling
design. Primary data was collected using semi stred questionnaires which were self-
administered. The results from the data analysigated that occupational stress in the
call centre can be effectively managed in variousysv These included allocating
employees their preferred shifts, salary incremeffésness in doing the quality
assessments and transparency when dealing withofimma.Respondents provided their
opinions based on their feelings and this was aomlapitation to the study as they
would be biased in their answers. It recommendatidber time a related study would be
be carried out to assess the effectiveness of atiomal stress management programmes
at Safaricom Limited or in related telecommunicatindustry to. The study concludes
that occupational stress management programmeswegyesignificant in motivating the
employees and identifying employee needs. Safaricoemagement highly valued
occupational stress management and worked towasiseffective management.
occupational stress management was mostly doneighreoaching and training on
emotional management, implementation of work sclesdthat help improve work life
balance and establishment of policies that assistdtivate the employees.

Vi
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CHAPTER ONE: INTRODUCTION

1.1 Background of the Study

Health of employees is very essential for produtgtivf any business venture. An
organization that has a healthy workforce has avamtdge of having an improved
output. According to the constitution of the Intational Labor Organization, workers
should always be protected from diseases, sickanadsnjuries that may arise from their
employment. According to the report given by therldlealth Organization, 2 million
people succumb to work related accidents and diseagery year. An estimated 160
million workers suffer from work related illnessegery year. 270 million people suffer
from non-fatal and fatal work related accidents ewery year. This suffering is
incalculable because the effects spread over tatiher dependants of the employees.
The International Labor Organization estimates thé of the annual GDP of the world

is lost as a result of occupational accidents aseiges (Vilkkman, 2004).

Employers have legal and moral obligation to previd healthy and safe work
environment. When employees have been protectadsagafety and health hazards at
their work place, there is a ripple effect towartieir dependants. Employees are
breadwinners and caregivers of their families.h&it health concerns are neglected, it
affects not only the productivity of an organizatidut also the wellbeing of their entire
families. Psychological and social issues can affiealth of employees. These include
bullying, sexual harassment, mobbing, burnout, alerbbuse, work related stress,
exposure to unhealthy elements like tobacco andniraled alcohol. Employees in the

service sector may also face work related healtiblpms. However, the problems are



different from those experienced in the manufaowrand the primary goods sector.
Problems more prevalent in the service sector delobesity, overwork and stress

(Peiro, & Tetrick, 2011).

1.1.1 Concept of Perception

In psychology, perception is looked at as the wawhich the mind deducts an event, an
occurrence, an object, a system or a behavior.epgon could be very much different
from reality. People perceive things differentlygcarding to a number of factors.
Emotional state, experience and motivational statessome of the factors that influence
perception. Two individuals observing the same phwsmmon will have different
perceptions of the same, depending on the factbrsdifferent emotional and
motivational states, the two individuals will peree the same phenomenon from
different angles. Perception is an essential aspebtiman behavior. People are either
optimistic or pessimistic, depending on how theycpwe things. Individuals who
perceive situations positively are more likely wve a problem efficiently than those
who look at situations in a pessimistic way. A p@si perception of affairs is important
for any leadership qualities and for a good workimment in an organization (Mauno

et al, 2005).

Janssen (2005) did studies that related percepticmmployees and innovativeness of
their behavior. The author argued that the way epgas’ perceived assertiveness of
their supervisors had a direct implication on thaemovativeness at work. This study

showed that in workplaces where supervisors wereepeed as being supportive of



employee innovation, the employees were encouragede innovative at work.

Workplaces where employees perceived the manageasmot being supportive of
innovation had little motivation for employees togage in innovation activities. From
this study, it is clear that perception of emplaye¢ any workplace about the human
resource management activities is very importaiies that perception by employees
about human resource practices can affect produystiperception management is an
essential part of an organization. If the top mamnmaent understands employee
perception, it is easy to shape up decisions tliatelp create positive perception from

all the workers.

1.1.2 Occupational Stress

Occupational stress is the mental, emotional osigly strain that an employee suffers
because of his work. Occupational stress has beandfto affect productivity of

employees who have been affected. Occupationadssiee noted as one of the most
common occupational health safety issue in the plases of work. Whenever there are
constant demands on workers to meet unrealistic indgent targets, there is a
possibility that they can develop occupational sstréAs well, when the employees are
literally wired to their working desks, they carffeu fatigue and stress related problems.
Some work environment needs a high level of momigprThis significantly increases

the risk of suffering from stress (Singh & Pand2§05). Management of occupational
stress among employees is an issue that dependsravus factors. Even though

management team is charged with putting in plaogcttres that are geared towards

assisting its staff to cope with stress, percepaamong the staff is also an important



factor. Employees perceive sources of stressorsnaamhgement of the same through
different lens. Efforts put in place to deal wittamagement may not bear fruits if the
employees have a negative perception towards thiamimportant for the management
team to understand the perception of employeestdbmw occupational stresses are

managed (Gillespie et al, 2001).

Occupational stress is manifested through physicéb@nd emotional responses that are
occasioned when an employee is not able to cope thwe lopsided nature of work-life
balance. Occupational stress is resulted when #rmeadds by work conditions an
individual is undertaking are higher than the &pidif the individual to meet them. These
conditions have the ability to put a strain on arpkyee’s physical and mental state. A
number of factors influence stress at work. Thegjuide less motivation, harassment by
management and customers, little chances of promaind career growth, long working
hours, heavy than normal workload and other ergoc®factors at work (James, 2007).
Ouma et al (2011) set out to prove this by studyimeycauses of occupational stress in
the United States Air force workers. The reseaxhstudied 426 officers, enlisted
operators, and found out what caused the stresagthe subjects. The results showed
that the active duty operators were more likelystiéfer from exhaustion and burnout.
This was linked to emotional exhaustion and cynmicihis is only but one of the causes
of occupational stresses in companies. Managenfeah @rganization should rely on
studies of similar nature to understand the sountassress among its employees. This is

one of the best ways of understanding how to managepational stress.



1.1.3 Management of Occupational Stress

Management of occupational stress is essentiatHerhuman resource management
practices in any organization. The first step innaging of occupational stress in any
workplace is to understand the sources of thessirestheir magnitude and their effects
on individual employees. In the event that the ngan@ent understands these factors, it is
easy to come up with programs and practices thigt ihnemanaging the occupational
stress faced by employees. When managing occuphstness, it is essential to focus on
individual employees because the response to eteess different (John &Graham,
2005). Environment that occasions stress in wodels sometimes inevitable. The
management of any organization should be on thdliine in helping employees manage
occupational stress. Avey et al (2009) support gomt by stating that occupational
stress is a source of concern to human resourcagessin organizations. Development
of a positive organizational behavior is lookedaatone of the ways of tackling this
problem. The authors suggest that psychologicaitalapvestment is important in
tackling the occupational stress. Hope, efficaegjlience and optimism are some of the
strategies that management can use in order toageeand develop the psychological

capital of employees to cope with occupationalsstre

Williams & Cooper (1998) contributed to the debaabout occupational stress
management by opining that development of a presswanagement indicator was an
important step towards dealing with stressed engasyThe authors postulated use of a
pressure management indicator that could be deseldpm an occupational stress

indicator. Pressure management indicator can beé usemanagement of stress at work



places. The outcome scale of this indicator measunganizational satisfaction,
resilience, worry, anxiety-depression, physical gigoms, exhaustion and organizational
security. The stressor scales measured coveregupeethat came from relationships,
career development, home demands, decision lafitdielevork balance, home demands,
personal responsibility and managerial responsisli From the mentioned scales, it is
easier for management to know where to focus wresalirdy with occupational stress
management. Richardson & Rothstein (2008) clearbyudght out the importance of
occupational stress management in their researcte dm 2847 participants. The
researchers did 36 experimental studies. The amlysne based on the studies showed
that the type of intervention in managing occupslstress had a moderating role in the
stress. The occupational stress management intemeprograms that were studied
included; relaxation intervention, cognitive-belaral intervention, organizational
intervention and multimodal intervention. The cdiy®@-behavioral intervention created
the largest effect in tempering occupational stras®ng employees. Organizational
interventions were the scarcest forms of manageniiaxation was the most used in

many organizations.

Gardner et al (2005) look at occupational stressagament from a different angle. The
authors state that modification of techniques aasedt with cognitive therapy could do
well in managing occupational stress. The authonphasized on the importance of
stress management training towards the managenfentcopational stresses among
employees. Cognitive therapy techniques and behavomping skills are important in

dealing with occupational stress management. hu@ysdone by the researchers, it was



found that cognitive therapy was effective in manggof occupational stress among
employees. Mann (2004) stated that workers whoiavelved in the people-work

environment should be taught how to deal with eomati management. Emotion
management is one of the causes of stress in sokkhoenditions and employees should
be helped how to deal with the dissonance createdtd the emotional management.
Employees should be taught emotional managemeat\atal skill towards managing

occupational stress. Guidance and counseling sesssbould be used in helping

employees acquire more skills in emotional manageéme

Effectiveness of management of occupational streshe measure of how well the
intervention programs cure and or prevent the megatffects of job related stress (Van
der Hek & Plomp, 1997). When measuring the effertess of intervention programs,
individuals, groups or the whole organization caneRamined. Intervention programs in
management of occupational stress can be said tk well only if they have been
effective. An understanding of how interventiongmams work well is important for any
organization. This helps in selecting the best @oygthat can help employees to recover
from occupational stress effects. There should d®ence between the effectiveness
of intervention programs and the selection of thegmams to put to use. Intervention
programs range from primary, secondary, tertiarg aontext specific. The programs

have different effectiveness (DeFrank & Cooper,7)98



1.1.4 Safaricom Call Centre

Call centre and customer service agents are suplogees who can be exposed to health
risks in their daily engagement with their dutidhe employees at call centers and
customer service shops use different media to camuate to the customers. This
includes the website of the company where they comate directly using emails,
headphones where they engage customers in audimeoication, social media and
short message services where customers send tlegiesg via text messages and they get
a response. In customer service centers, emplogeesunter customers in a direct
contact. They talk directly to customers and gieedback. In customer service centers,
employees are charged with giving real time sohgido customers. In the line of
offering services, employees are bound to suftanfoccupational stresses (Levy, 2006).
Mimura & Griffiths (2003) discuss various strategiased in managing occupational
stress in the call centre working environment wigbbuld be driven by the management.
In making a real commitment to stress reductioay ttite that an organization needs to
have in place among other plans, changes thataseremployee autonomy and control
as well, increase skill levels of employees androup physical working conditions. This
will help in reducing unhealthy job stressors anehte a workplace in which employees
have a sense of control, connectedness, whereatteeyworking at a reasonable pace,
where they are challenged and motivated and wherg lhave a sense of support and

security.

Safaricom is the leading mobile telecommunicatietwork in Kenya. The company has

over 1459 Call center staff supporting over 17 ionllprepaid and post paid subscribers



who call for solutions to problems affecting theitone use. In a given day, over 60,000
of these customers attempt to reach the call cdotreassistance on various issues.
Safaricom has three contact centers. They areddcatMlolongo, Thika and Westlands.
The Safaricom Call Centre has latest technologglephony and in data system tools. In
the call centre, the employees can effectively kB8 000 contacts via all the customer
service lines. Access through the customer setines is tolling free (Option Magazine,
2009). Customer service at Safaricom Call Centreffisred through calling line 191,
234, 100, 300,400 and 200. These lines deal witbcttiry, M-Pesa, pre-pay, M-pesa
agents, data and post-pay customers respectivelfnis is the interface between
Safaricom Limited and its customers. All the cahters have a sitting capacity of 1499
employees at a go. The call centre managementns ffom a central point, places of
working notwithstanding. Through the Call Centrgstomer problems are solved and the
company gets a feedback about its products andicesrvThe customers offer

suggestions on how the company can improve itScasv

At the Call Centre, prepaid and postpaid queriesPdda service issues, directory
services and data problems are solved (Option Miaga2009).Tactical operations at the
call centre are done through groups and teams. Jesnthe call center are formed
without regard to where an employee reports to wArteam manager could be leading a
team that has employees drawn from Thika, WestlamdsMlolongo. This is possible

because the monitoring systems in the call cemrecantralized. The call centre agents
deal with calls that come through line 100, line@d20ne 191, line 234 and line 400.

Support staff is made up of 50 employees who dél support roles at the call centre.



The call centre has quality analysis team. Theiguahalysts are 150. They help in
evaluating the monthly performance of employee® {Ham leaders make the last group
of tactical team at the call centre. There are @ aentre team leaders. They work on
rotational basis between the three call centerscligliaa, 2012). Work at the contact
centre is done on a shift basis. Employees work Sodays in a week, each day
comprising of 8 hours. The employees are allow&daur break. They spend a total of 9
hours at the workplace. Employees use pooled toahspstem. The company buses pick
them from designated points while going to work dnop them at their homes for those
who leave at night. Those who leave work duringligay are dropped at designated

points (Oruta, 2012).

1.2 Resear ch Problem

Perception of events and outcomes is the way irclwthe mind deducts an event, an
occurrence, an object, a system or a behaviorctfemness of a process is the ability to
achieve the desired results. Management of ocauptistress among employees is a
process that is also looked at differently by empés, depending on their perceptions.
Different interventions are used to manage occapati stress among employees.
Employees perceive the effectiveness of such iatéron programs differently. Barnett
&Kellermanns (2006) while looking at cases of namfly employees in a family
business investigated the issue of perception ghetite by the non-family employees.
In the analysis, the researchers investigated pgoce of justice by non-family
employees in a family business. The study samplEal rBon-family employees from

Germany and German-speaking Switzerland. In theirfgs, the researcher found out

10



that employees who had a sense of psychologicakmship had bigger contribution to
the work output. The research concluded that ensglogerception of owning the

business was useful in motivating them to work reard be productive.

Call Centre work at Safaricom Limited is designedaiway that the center is the single
customer contact point. The contact is via phoris,cshort message service and email.
The customer service employees in the call cemterdevelop work related stress. This is
caused by several factors including rude, impatiearigry and over demanding

customers, the work ergonomics work life imbalan&sfaricom management has come
up with efforts to help employees manage with isswesulting from call centre

occupational stress. These include training ontiemal management, implementation of
work schedules that help improve work life balaacel establishment of policies that

assist to motivate the employees (Macharia, 2012).

Kelliher& Anderson (2008) did a study in the Unitéshgdom of Britain about employee
perception about flexible work practices and ife&fon quality of work outpufThe aim

of the research was to explore how experiencekexibfe working have influenced the
perception of employees towards the job qualitye Tasearch found that there was a
strong and positive correlation between flexibleking and the perception of employees
about quality of job. The research also found tat employees perceived the flexible
work practices as being costly because it offertdd long-term opportunity for progress
at work. This study managed to bring out the aspkemployee perception in relation to

human resource practices of flextime and flex-pl#cestudy by Gennard,G &Graham

11



,J(2005) did an assessment of basic physicalsstresuch as work stations, computer
keyboards, chairs work surfaces and desks as wethe environment layout should
always be carefully and frequently scrutinizeddduce stress at work and concluded that
as a basic need there should always be safetyraplbygee health skills trainings as well
as wellness sessions in the workplace to checkeouarning discomforts and provide
solutions to them . A number of studies have bemredn effectiveness of Occupational
stress management programmes .Wainaina (2011gdamt a study in Capital FM with
an aim of establishing the relationship betweeeru@ntions meant to improve employee
wellness and employee job satisfaction. The rekeatooked at programs established by
the management with an aim of reducing effectsagupational stress. The findings of
the study established that the wellness prograr@apital Group Limited were perceived
by employees to be relevant and important. Padimp by employees in these programs
was high and they had contributed to total wellgeshthe organization. With a positive
perception of the programs, the organization wamdoto have reduced employee
absenteeism, increased their morale and improveduptivity. This study focused on

wellness programs that went beyond managing ocaunadtstress.

None of these studies focussed on a call centrgosmuent. The results of the research
were therefore not enough to provide answers toothjective of this research. This
research sought to find how employees perceiveetteetiveness of occupational stress
management at the call centre in Safaricom Limildte research sought to answer the
guestion: how do Safaricom call centre employeescgie the effectiveness of

occupational stress management in the call centre?
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1.3 Research Objective

To establish employee perception of the effectigsre occupational stress management

at Safaricom Limited Call Centre.

1.4 Value of the Study

The results to be found in this study will be usefio telecommunication companie
companies, banks and other sectors that operdteerdérs and call centres. The results
will be used in putting in place strategies thall Wwelp increase the quality of work
output in the call centers as well as improving Weg/s used in managing stress in the

centers.

Safaricom Limited will be the main beneficiary d¢fig study. The data collected will
reflect the true situation on the ground and figgimvill come up with ways of improving
how they deal with occupational stress in the calitre. Strategies that improve how
employees perceive occupational stress managemeadtices will be useful in

improving commitment to the organization.

The research findings will be useful for furthesearch. Researchers who wish to do
more studies about occupational stress managemeastiges will use the information to
do literature review for future studies with refiece to Safaricom Limited which has

recorded success over the years in its performance

13



CHAPTER TWO: LITERATURE REVIEW

2.1 Introduction

This chapter reviews literature on occupationalesstr and occupational stress

management.

2.2 Occupational Stress

Occupational stress is a mental or physical negatisposition suffered by an employee,
which results from nature of the work done ancenigironment. Whenever an employee
cannot meet the demands of work, occupational sstisesikely to occur. Occupational
stress disorders include but are not limited toietyx depression, fatigue, aggression,
substance abuse, posttraumatic stress disorderpmgmoblems and attention deficit
disorder (Osipow & Spokane, 1998). A stress freekimg environment is inevitable
hence the need to manage occupational stressopdductivity of any organization to

be improved.

These conditions are counterproductive to goodoperdince of any organization. High
rate of absenteeism is a manifestation of occupatistress among employees. When
this condition is not well managed, truancy, madingg and hypothermia become
prevalent. As well, those who make it to work realiow rates of productivity. In some
work environment, employees may suffer injuries doelow concentration while
working. Stress, when unchecked, can lead to seribealth conditions like

cardiovascular problems ( Jex, 1998).
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2.3 Causes of Occupational Stress

Occupational stress is related to sources. Thasee®are known as stressors. Stressors
lead the body to have a physiological reaction tdaat strain the mental and physical
faculties of an employee. Human resource expen® limcumented a wide array of
sources of stress. They include extensive workimgrsy lack of autonomy, bullying by
management, difficult relationships between the agament and workers, isolation,
negative workload and lack of motivation. All thessuses can be treated like stressors
(Ziegelstein, 2007). Due to the the nature of caltitre work ,the employees have a big
problem maintaining the work life balance duelte stress factors mentioned that come

with the work.

The stressors that afflict employees at workpla@nscend the tactical conditions
imposed by work requirements. Investors may beuacgeoof trouble to employees if they
impose unrealistic expectations on management. anant cascades such expectations
to the employees. Whenever employees lack tradensnand professional bodies to
champion their rights, the problem of occupaticsteéss can be higher. Rivalry between
companies and other forces of competition can cansaganization to create conditions
that can lead to occupational stress to employBesh, 1995). Stress is mostly caused
by the intensive nature of work at the call cenfileere are constant demands on the call
centre agents to meet unrealistic and stringegetar As well, the employees are literally
wired to their working desks. This contributeshe tigh level of stress. Call centre work
has a high level of monitoring, with unpredictabigffic peak of calls. This significantly

increases the risk of suffering from stress (Si&ghandey, 2005).
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Environment that occasions stress in workplace @netimes inevitable. The
management of any organization should be on thdliine in helping employees manage
occupational stress. Avey et al (2009) support gomt by stating that occupational
stress is a source of concern to human resourcagessin organizations. Development
of a positive organizational behavior is lookedaatone of the ways of tackling this
problem. The authors suggest that psychologicaitalapvestment is important in

tackling the occupational stress.

2.4 Occupational Stress Management Programmes

Occupational stress management is an importantegieim human resource management
practices. It is clear that employees with stressedds cannot be as productive as
employees who have a healthy mind. For any orgdaizéo maintain its financial health
therefore, it should have a work force with a Healhind. An organization should come
up with proper intervention strategies or prograrmntkeat can help it to manage
occupational stress and mitigate its effects ormthekers on the productivity. The style
of work organization, corporate culture, managestgle and work life arrangements are
some of the factors that management can look dewgh@anning intervention measures
for stress management (Leong et al, 1996). An dzgdon can use many programs and
interventions to manage occupational stress inrganization. Implementation of the
programs can focus on an individual, a group, dagdion of work or the organization.

Programs used to manage occupational stress daniditerms of scope, applicability,

16



cost and effectiveness. Programs are primarily nugdef interventions that are meant to

manage the effects of stress among employees.

Cognitive behavioral therapy is such an interventimat is used by management to deal
with occupational stress at work. This psychotheudip approach targets dysfunctional
emotions, cognitive processes and maladaptive b&isaWhen using this intervention, a
number of goal-oriented and systematic procedunes wsed. While using this
intervention, it is assumed that certain behaviodt amotions cannot be controlled via
rational thoughts. Whenever therapists are deailitiyy employees who have depression,
stress and anxiety, a blend of cognitive and bemalvtherapy is put to use. Cognitive
behavioral therapy can be applied to employeeautiragroup educational courses and

by helping and encouraging them to read self-hedfenals (Wright et al, 2006).

Relaxation is another intervention that managenwm use to deal with cases of
occupational stress among employees. Relaxati@mvention is a process, a method,
activity or procedure that can help an employeeetax and attain calmness state. This
also helps to reduce levels of anxiety, anger arebs When relaxation technique is
employed, it helps to reduce muscle tension, sloeathing rate and lower blood

pressure. Yoga classes, gymnasiums and otherfapities can help employees to relax
and reduce effects of anxiety (Ziegelstein, 200M)ltimodal intervention therapy can

also be used to manage occupational stress amaopigygras. This intervention is based
on the theory that human beings are biological deeithhat sense, imagine, interact and

feel. This approach uses different intervention altiés to address individual stress
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management needs of employees. This interventionsés on seven dimensions of
personalities. The personalities are behavior, itogn biology, imagery, sensation,

affect and interpersonal relationships (Van denklkt al, 2001).

Occupational stress in places of work is prevaemi management comes up with
different ways of dealing with the problem. Whilenting up with ways of managing
stress, management of an organization have twortgtihey can either help employees
to change the situation that causes the streshamge the way employees react to the
situation that causes the stress. While coming up strategies to change the stress-
causing situation, the management can help empdogileer to alter the stressor or to
avoid the stressor. In the second strategy, managiesan help employees either to
accept the stressor or to adapt to the stress@selrare summed in four As of avoid,
accept, adapt or alter the stressor. The succebesd strategies may depend on the way
the employees perceive them. Stress managementaprogffectiveness can be a

perception problem (Quick et al, 1992).

2.5 Effectiveness of Occupational Stress Management Programmes

Management of occupational stress at workplaces atdy be important if it gives
effective results. Even though it is agreed thameowork situations must breed
incidences of occupational stress, it is importhat the stress be managed in an effective
way. Studies have indicated that some human resauanagement practices in given
firms do not put emphasis on the issue of occupatistress. Other firms emphasize on

proper management of occupational stress amongehmiloyees. Even though the firms
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have occupational stress management practicesage ptheir effectiveness differs. As
well as the difference in actual effectivenesshaf dccupational stress management, the
perceived effectiveness is also different amontekht employees (Gilardi et al, 2008).
Work published by Cooper & Cartwright (1994) cobtiied to the debate about
occupational stress management and its effectisgenéhe researchers looked at
occupational stress management effectivenessnrstef costs and benefits. In the study,
the researchers stated that teams that had rokarsigeament systems of occupational
stress had good effects. The effects listed incllal@ealthy workforce that improved on
productivity of the company. The financial healtidgorofitability of organizations that

managed occupational stress of their employeeprm@er way was found to be positive.

That the effectiveness of occupational stress memagt practices varies with firms is an
observation that was also reported by Van der HeRlé@&mp (1997) in their review of
such programs. The authors did the study with anadigiving an overview of a variety
of programs dealing with occupational stress mamage, their scope, their applicability
and evidence of their effectiveness. In the resulie authors stated that programs
differed from firm to firm, in terms of costs, theorking group and their duration. The
studies found out that the effectiveness of sudgnams was not uniform across all the
firms. While some firms had recorded considerahlecsss, other firms performed
dismally despite of the efforts put in place. Théseings point out to the previously
mentioned argument that emphasis on occupatioredssmanagement programs alone
cannot help reduce occupational stress. Emphasisupposed to be put on the

effectiveness of such programs.
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Occupational stress management interventions cannes different shapes. These
include promotion of physical fitness, cognitivestreicturing, stress inoculation,
meditation and assertiveness training. The effenggs and practicality of these
interventions differs according to how they haverbapplied. Bellarosa & Chen (1997)
published a study that looked at the practicalitg affectiveness of such interventions.
In the study, it was found that relaxation was st practical intervention while stress
inoculation and meditation were the least practitalterms of effectiveness, physical
fitness was on top of the list of all studied inemtions. Meditation and assertiveness
training were ranked as the lowest in terms ofadffeness. From the studies, it can be
inferred that during setting up of occupationaéstr management programs, the types of
intervention selected determine the effectivendsgael et al (1996) presented a
conceptual model of occupational stress, safety, laalth. The authors incorporated
multiple factors from diverse disciplines and tle@amined specific implications of each
model for the development of prevention intervemgiol he types of interventions studied
were primary, secondary, tertiary and content djgeniterventions. The interventions
were studied in four case studies with an aim ofewstanding the effectiveness of
occupational stress management programs. In tliengs, the authors stated that the
types of stressors being dealt with determine ffectveness of intervention programs
put in place to manage the occupational stress.aliieors also ascertained that the role
the top management played in the intervention @nograffects the effectiveness of the

occupational stress management.
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Mimura & Griffiths (2003) analyzed effectivenesstbe approaches used to workplace
stress management for nurses. In the analysisesi@archers looked at seven randomized
control trials and three prospective cohort studid® programs used were identified and
their effectiveness reviewed. The researchers fauwifficult to understand the most
effective approach among the ones that were studitegl report could not therefore give
a specific answer as to which one was the bestadeti adopt to solve occupational
stress among the nurses. From these studies, &antw comes in the efforts to evaluate
effectiveness of occupational stress managemenbagipes in workplaces. It is clear
from the studies that it could be difficult to agee to a certain degree of accuracy the

most effective intervention programs in managenoéoccupational stress.
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CHAPTER THREE: RESEARCH METHODOLOGY

3.1 Introduction
This chapter discusses the methodology that willubed to carry out the study. It
describes the research design, population of thelysiand sampling techniques.

It also describes the data collection and analysis.

3.2 Resear ch Design

This study used a Descriptive Survey design. lused to obtain information that
concerns status of phenomena with respect to Jasdharles, 1998). The design was
appropriate for this study because it helped tlseaeh to do an in-depth analysis of

occupational stress management and perception mpibgees about its effectiveness.

3.3 Population

The study targeted a population of 1459 call cenatrployees who work as customer
care agents in various capacities (Option MagaZ0&3). This included the Call centre

staff from the three Safaricom call Centers.

3.4 Sampling Method

The research sampled of 200 employees. The sangdes@&lected basing on the number
of employees who report for shift every hour. Thgpoyees can only be talked to when

they are leaving or coming to work. The study ustedtified random sampling method.
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The researcher stratified the call centre custoraee agents into different groups. The
groups comprised of quality analysts, the suppiaff,sthe prepaid and M-Pesa agents,
the postpaid agents and the directory agents. Simgshdom sampling was done to

identify the subjects of study.

3.5 Data Collection

This study used primary data, which was obtainecbutth a semi structured
guestionnaires (see Appendix 2) and was admingstereéhe selected respondents using
the drop and pick later method. The Questionnaias divided into Three Sections;
Section A comprised respondents demographic ptd@iéction B contained questions on
the respondents general understanding of occupdtistress and Section C contained
guestions on respondents perception towards stnesgmgement programmes at the

Safaricom Call centre.

3.6 Data Analysis

The collected data was analyzed using descriptaisscs. SPSS, a statistical Package
tool, was used to analyze the data. Analysis ireha qualitative and quantitative

approach. This involved use of measures of cetgralency and statistical dispersion.
Arithmetic mean, mode, median, standard deviatioter-quartile range and range was

used in presenting the data collected.
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CHAPTER FOUR: DATA ANALYSIS, FINDINGSAND

DISCUSSIONS

4.1 Introduction

This chapter covers data analysis, findings andudsons of the research. Data was
collected from call centre employees who work ia three Safaricom call centers. The
data was analyzed using descriptive statisticsstddie analysis and study findings were
then summarized into percentages and frequendneselwere subsequently presented in

tables, and charts.

4.2 Responserate

The study targeted a total of 200 Safaricom Calhtree agents. Out the 200
guestionnaires distributed, 106 were completedrahdned representing a response rate

of 53 % which was considered satisfactory for sgbheat analysis.

4.3 Demographic characteristics

The demographic characteristics were important i@ s$tudy as they helped the
researcher to understand the nature of employegsitare dealing with in terms of their

work-life arrangements.

4.3.1 Gender of therespondents

The respondents were asked to indicate their gefther employees’ gender represents

both male and female employees.
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Chart 4.3.1 Gender of the respondents

Gender

[ [XETE
HEFemale

From the research findings, it was established@Ba88 % were female while 39.62 %
were male as shown in chart 4.3.1 below. In thdyshoth genders were represented and

the results of the study were not be skewed towangsgender.

4.3.2 Age of the respondents

The study sought to establish the age of the refsgpus.
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Table 4.3.2 Age of the respondents

Age Percentage
18-20 years 3.8
21-30 years 47.2
31-40 years 30.2
41-50 years 15.1

Above 50 years 3.8

Total 100.0

From the research findings, it was established 47a2 % were between 21 to30 years
3.8 % were either between 18-20 years or abovee&@syas shown in table 4.3.2 below.
In the study, all ages were represented and h&éecesults of the study were not skewed

to any age.

4.3.3 Level of Education

The respondents were asked to indicate their lglvetiucation. This was important since
it helped to the researcher to understand wheligerespondents understood the concepts

of the study.
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Graph 4.3.3 Level of Education

Level of education Percentage
Diploma 11.32
Bachelors Degree 66.04
Masters 18.87

PHD 3.77

Total 100

From the study as indicated on Table 4.3.3 , it established that 11.32 percent had
diploma level of education level while 66.04 marchad university level of education
,18.87 percent had Masters level and 3.77 had RNBI of education. as shown in
Table 4.3.3 below. This showed that majority & dall centre employees had university
education level and above and they therefore utasthe concept of occupational

stress.

4.4.0 Employee perception of the effectiveness of occupational stress

management programmes

The study sought to establish the employee perepdf the occupational stress
management programmes at the Safaricom Call Cehtireeemployees perception of the
stress management programmes in use helped to ghegeffectiveness of those
programmes.Hence,to meet this objective, the susbd the Likert type of scale in
collecting and analyzing the data. The study sotightrespondents’ level of agreement

with given statements, their responses were redooea scale of 1-5 with 1 being
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assigned to strongly disagree to indicate a complstagreement while 5 was assigned to

strongly agree, to indicate a high level agreemeith the statements given on

occupational stress management programmes.Sincsctle ranged from 1 to 5;the

following allocation keys were developed Strongigagree< 1.5;1.51< Disagree<

2.5;2.51< Neutral<3.5;3.5K Agree< 4.5 and 4.5k Strongly agrees 5

Table 4.4.0 Employee perception of the effectiveness of occupational

Stress management programmes

Employee Perception Mean Std.
Deviation

Management gives enough support to the occupatiostaéss 4.47 520

management programmes

Support to the occupational stress management rgmoges given by 4.41 .659

management is better when compared to other telecorncation

companies

Employees support the occupational stress managem@&grammes gt 4.40 .596

work

Employee support helped to improve implementatibroccupationall 4.38 .560

stress management programmes at work

Affected employees have benefitted enough fronh sace 4.31 575

There enough care for the affected employees &t wor 4.30 841

The cost of implementing occupational stress mamagé programmes 4.29 .768

is lesser than the cost of dealing with absenteesmong employees

affected by Occupational Stress

There is enough peer support for the affected eyepl® 4.25 .851

Occupational stress management programmes aticdafaare more 4.25 744

cost effective as compared to other telecommuminatompanies

The management encourages formation of such ppposwsystems 4.2 713
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From the research findings as shown on Table 4thé majority of the respondents
agreed that the management gives enough suppibet tmccupational stress management
programmess by a mean score of 4.47 and theyagleed that the support given to the
occupational stress management programmes by tlagicéan management is better
compared to other telecommunication companies bymean score of 4.41. The
respondents also agreed that the employees supgooiccupational stress management
programmes at work and that employees supporetetp improve the implementation
of occupational stress management programmesratwith a mean score of 4.40 and
4.38 respectively. The study also established thajority or the respondents agreed that
the affected employees benefitted from the careviged by the occupational stress
management programmes by a mean score of 4.3% d¥itise respondents agreed that
the employees affected by occupational stress wedeienough care from the
occupational stress management programmess aatedlicy a mean score of 4.30..Most
of the respondents agreed that the cost of impiétien of occupational stress
management programmes was found to be lessetthhaiof dealing with absenteeism
by a mean score of 4.29.The respondents alsedgtieat there is enough peer support
for the affected employees and that the occupaltistress management progammes
were more cost effective in Safaricom Limited congglato other Telecommunications
companies by mean scores of 4.25 respectivelt Miothe respondents agreed that the
management encourages formation of peer suppddamnsgsy a mean of 4.21.From this
analysis it can be concluded that the Safariconh €emitre employees are satisfied with
the Occupational stress management programmes edffeand this implies the

programmes are effective in managing occupatistnats in the organization.
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4.4.1 Management Commitment to Occupational Stress management

programmes

The study sought to establish whether the managewas committed to occupational

stress management programmes at the Safaricom @altres. The management

commitment is significant in determining the perti@p of employees towards the

occupational stress management programmes in use.

Table 4.4.1 Management Commitment to Occupational Stress

management programmes

Management commitment Mean Std. Deviation
Management has comprehensive guiding policies used 4.39 579
occupational stress management programmes

Facilities such as the gym have been effectivg in 4.39 489
occupational stress management programmes

Management ensures the policies are adhered #il lblye 4.38 487
employees in the organization

Occupational stress management programme policies 4.35 535
conform to the general guidelines given by the ladaws

of the country

These units been given enough mandate to carryheut 4.34 567
duties that concern occupational stress management

programmes

Management has come up with clearly defined uhas deal 4.29 534

with  managing of occupational stress managen

programmes

nent
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Management procured enough facilities used in caibompal 4.28 .613

stress management programmes

Safaricom management gives enough training to thes u 4.27 .684

that deal with occupational stress management anoigres

Resource deployment in occupational stress manageme 4.25 .769

programmes is a top priority to the management

Management has deployed enough financial resources 4.16 .906

occupational stress management programmes

From the research findings as shown on Table 4thel, majority of the respondents
agreed that the management had comprehensive guigdaticies being used in
occupational stress management programmes andfattiiies such as the gym have
been effective in managing occupational stresg & mean scores of 4.39.The
respondents also agreed that the management entwmedhe occupational stress
management policies are adhered to by all the grapkin the organization by a mean
of 4.38 The respondents agreed by a mean scote8bfthat Safaricom Occupational
stress Management programmes conform to the cudebdr laws. Most of the
respondents agreed that there are clearly defingsl that handle occupational stress and
they are given enough mandate to handle occupatstress by the management by a
mean of 4.29 and 4.34 respectively. Most of th@aedents agreed that Safaricom has
procured enough facilities such as the gym too learatcupational stress by a mean of
4.28 and that enough training to manage occupdtisinass is given to the units
handling occupational stress at a mean of 4.27éhshowing that these units were able

to handle the employees affected by occupatiomesst Many of the respondents also
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agreed that it's a top management priority to dgpnough resources for the
occupational stress management programmes by a ohda2b and they also agreed that
the management has deployed enough financial res®iby a low mean of 4.16 .From
this analysis it can be concluded that the SafaricGall centre Management is
committed to providing effective occupational ssresanagement programmmes which
the employees are satisfied with and these progesremne able to effectively manage

work related stress.

4.5.0 Discussions

The research findings indicate that the study wesk@wed towards any gender or age
and that majority of the respondents clearly untdexsthe concept of occupational
stress. Both male and female employees of all ageaffected by occupational stress
hence the need to involve them all in the studys Tin line with Leong ea al (1996)
that cites that employees with stressed minds d¢araas productive as those with
healthy minds and that organizations should comeitlpintervention strategies or

programmes that can help it to manage occupatgireds and manage its side effects.

The study findings also indicate that the Safarid®all centre employees are satisfied
with the Occupational stress management progranwoifesed such as peer support
programs and the physical facilities like the gyna ather games. This is in agreement
with Cooper and Cartwright (1994) who indicatest thecupational stress management
programmes can only be termed as effective iféglieffective results. Avey et al (2009)

cites that occupational stress is a concern foryntarman resource managers and this
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applies to Safaricom Call centre .As seen on #search findings the Safaricom call
centre managgement supports units which handlepational stress and are given full

mandate of handling it.

The Safaricom Management is committed to promotang supporting Occupational

Stress management programmes which are well sigapbyt the employees. This is line

with Leong et al (1996) who opines that an orgdaimracan use many programs and
interventions to manage occupational stress .Tlasefocus on individual groups or

entire organization. Interventions such as relaxatising such facilities as the gym and
trainings have been applied by Safaricom Limitedagreement with Macharia 2012)

Safaricom Limited had come up with efforts to hefpployees to manage issues arising
from call centre occupational stress. The call entanagement, as the study findings
indicate encourages formation of peer support goup help the staff affected by

occupational stress. This is in line with Wright &t (2006) who says that group

educational or support programmes are very impbmamanaging Occupational stress.
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CHAPTER FIVE: SUMMARY, CONCLUSIONSAND
RECOMMENDATIONS

5.1 Introduction

This chapter present a summary of the findingsefstudy, conclusions,

recommendations and suggestions for further relsearc
5.2 Summary of thefindings

The objective of this study was to establish howaeom call centre employees
perceived the effectiveness of occupational stregsagement programmes and it was
not skewed to the individual employees’ age or gentd established that the employees
understood the concept of occupational stress. FhenStudy findings most call centre
employees agreed that Occupational stress managenogmammes were effective. This
can be attributed to the management’'s commitmemictupational stress management

programmes that were in use.

5.3 Conclusions

From the study findings it can be concluded thasinod the call centre employees agreed
that occupational stress management programmeseffexive. This can be attributed
to the management’s commitment to occupationatstneanagement programmes. Most
respondents agreed that management was committdte toccupational management
programmes and this was seen through the exist#hocemprehensive policies guiding
occupational stress management programmes. Amorg dfiess management
programmes in use at the Safaricom call centreudeclphysical facilities such gym

facilities ,games such as pool and tennis, a dag tacility for the young parents,
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trainings, flexible working arrangements(shift sdhles), coaching and peer support
.These programmes have been able to effectivelgageoccupational stress due to their
diversity hence leading to more productive emplgydBespite their benefits to the

organization, these occupational stress managenm@ogrammes assume that
occupational stress is always triggered at thekvpdeice which is not necessarily the
case and hence may not fully address the empldyess ieeds that are not job triggered.
Also due to the nature of the job employee timénnited in engaging in the provided

programmes as well as maintain a healthy workiékance.

5.4 Recommendations

This study recommended that Safaricom managemenidicome up with strategies of
enhancing effectiveness of their occupational streganagement programmes e.g.
surveys to identify the weaknesses of the prograsnimdnelp improve the programmess
in use..The Management should also deploy enougndial resources in occupational
stress management programmes. Additionally aparh fthe Safaricom management
using this research to come up with strategiesetp them increase the quality of work
output in the call center, banks and other busieessies that operate call centers and
customer service centers can use these findingsefasence material in pursuit of
strategies to help them increase the quality okvemrtput in the call center by managing

occupational stress effectively.
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5.5 Limitations of the study

This study was successfully undertaken but not autha few limitations. One such
limitation was that some of the respondents wetewnailable for the interview. The time
period covered by the study and the resources ablailto the researcher were also

limited.

5.6 Suggestions for further research

Arising from the study, the following directionsrféuture research in Human Resource
Management were recommended: First, this studysfed on a specific company which
was Safaricom Limited call centre. Therefore, gal&aitions could not adequately be
extended to the other telecommunication compangeshay have varying employee
issues. Based on this fact among others, it isetbe¥ recommended that a study
covering call centre employees of all telecommuiocacompanies be done to compare
the perceptions. Similar surveys to this can alsodplicated in a few years to come to
assess if the employee perception of the effectisef occupational stress management

at Safaricom Limited Call Centre are the same axtimpany continues to grow.
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