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Abstract  
Occupational stress at the workplace is perceived as threatening issue to 
both employees and organizational performance. It has brought many 
negative outcomes as a result of today’s dynamic life style and has become 
a great concern to the management, employees, and other stakeholders of 
an organization. It is also perceived as a critical issue for employees in 
dealing with occupational stress. In case of telecommunication companies in 
Malaysia, occupational stress is a major constraint for the employees to 
maintain their productivity and performance. A survey was conducted 
among major telecommunication companies in Malaysia to investigate the 
social support elements which consisted of emotional, material and 
informational support as the predictors to occupational stress among 
employees. It was discovered that social support in general was related to 
employee’s occupational stress, with only two dimensions (material and 
informational support) that were found to be related to the dependent 
variable. This has excluded emotional support dimension as a non-predictor 
towards occupational stress. Besides, a multiple regression analysis was 
also conducted and the result revealed that material support was the only 
dimension of social support that may influence the employees’ occupational 
stress. Nevertheless, the result has revealed to be parallel to previous 
researches, supporting that social support was needed in alleviating 
occupational stress. In future, this study has proposed the importance of 
investigating other different dimensions of occupational stress such as 
appraisal support, network support and esteem support. 

 
Keywords: Workplace stress, Social Support, Communication and 
Emotional Support. 
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1.0 Introduction  
For many years, researchers have been trying to understand 

how social support benefits individuals who experience different types 
of stressors, trauma or otherwise (Fernández-Ballesteros, 2003). 
Social support can be defined in several perspectives. It is like a 
feeling that one is cared for by and has assistance available from 
other people. Social support is the effort pertaining to the functional 
aspect of social relationships and constitutes a resource flowing 
between interconnected individuals through their social network 
(Berkman & Glass, 2000). Social support is like a person’s concern 
towards other persons and willingly gives them some assistance in 
dealing with the problem the person faces in order to make it better or 
motivate the person to effectively manage the problem. Research 
suggests that social support in the workplace, such as the support of 
supervisors and coworkers, has a positive impact on work outcomes, 
such as job satisfaction (Allen, 2001). In order to reduce stress in an 
organization other staff or peers can play an important role by giving 
support that individuals need in dealing with the occupational stress 
they face as research suggests that "people will have better morale 
and health, and function better, if they receive or believe they receive 
social support when it is needed (Lazarus & Folkman, 1984). The 
strategies to reduce stress are scare and limited in workplace context 
and still need further studies (Ozer, Best, Lipsey & Weiss, 2003). 

In Malaysian context, telecommunication industry mainly 
exposes employees with occupational stress. The job context such as 
dealing with customers, handling customer problem and complaint, 
embracing change in the operation process and other duties are 
directed towards occupational stress. When an individual is faced with 
situations that consist of threat, and that individual does not have the 
capability or resources to handle the stressors, the imbalance that 
results at that point in time is termed as stress (Ornelas & Kleiner, 
2003; Topper, 2007; Varca, 1999; Vermunt & Steensma, 2005). This 
is also explained by Buchanan and Huczynski (2004) who have listed 
some typical causes of stress in an organizational setting as 
inadequate physical working environment, inappropriate job design, 
poor management style, poor relationships, an uncertain future and 
divided loyalties. More than that the causes of occupational stress 
include perceived loss of job and security, sitting for long periods of 
time or heavy lifting, lack of safety, complexity of repetitiveness and 
lack of autonomy on the job (Botha & Pienaar, 2006).  
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Occupational stress often leads to high level of dissatisfaction 
among the employees, job mobility, burnout, poor work performance 
and less result of today’s dynamic lifestyle in the Malaysian 
organizations.  This significantly has become a great concern to the 
management, employees, and other stakeholders of an organization 
to take immediate action to minimize the consequences of 
occupational stress. Therefore, there is a need for the management of 
the organization to render appropriate intervention measures in 
managing occupational stress at the organizations before it becomes 
incontrollable. This study aimed to identify the relationship between 
social support and occupational stress among employees at 
telecommunication companies includes Telekom Malaysia, Digi, 
Celcom and Maxis which located in headquarters Kuala Lumpur. 

 
2.0 Literature Review 
2.1 Occupational Stress 

Occupational stress defines a major problem for both individual 
and organisation. It had proven through previous studies that stress 
has negative effects on health and safety of the individual. While 
Cooper and Dewe (2004) stated that occupational stress has been a 
crucial area of study in relation to workers’ well-being since the 
1070’s, although it is drawn from general stress research dating back 
to the seventeenth century. Occupational stress is referred to the 
situation in which a worker’s talents and ability do not match with his 
or her job demands or requirements and when the worker’s needs are 
not satisfied by the job (Al-Omar, 2003). According to Rohany (2003), 
occupational stress is anything regarding the working environment or 
nature of work itself than the causes how the individual perceived 
stress. Whereas Leka, Griffiths and Cox (2004) referred occupational 
stress as the response people may have when presented with work 
demands and pressure that are not matched to their knowledge and 
abilities which challenge their ability to cope. Occupational stress can 
also be described as stress which arises from the demanded 
experience in the working environment that affects how one functions 
at work or outside work (Brough & Williams, 2007). In an 
organisational context, occupational stress is also known as job 
stress or work stress. Job stress is parallel with the condition when 
individuals are not feeling satisfied and the feeling of hatred toward 
the work environment can result a threat to that person (Lovallo, 
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2005; Xie & Johns, 1995). Past research also discovered that job 
stress occurred when employees trying as hard as they can to be 
successful at their jobs (Purdy, 2008). 

Consequently, occupational stress can decrease the capability 
of employees to control and manage physiological and psychological 
stresses, such as disturbing their self-regulatory bodies, and unable 
meet the duties and tasks as an employee of an organization 
[20;21;22;23]. Furthermore, studies also show that stressful working 
conditions are actually associated with increased absenteeism, 
tardiness and intention by workers to quit their jobs; all of which have 
negative effects on the bottom line [24]. In others opinion, job stress 
defined as the extent to which employees feel tensions or anxiety by 
their jobs [25]. Some of the effects cause fatigue, sleep disturbances, 
headaches, lower back pain, gastrointestinal disorders and an 
impaired immune system is a physical symptom’s associated with 
occupational stress [26]. If employees cannot control such stresses it 
can negatively affect their work attitudes and performance like 
satisfaction, commitment, productivity, high quality and health in the 
workplace [27]. 

 
2.2 Social Support 

In the organisation, the provision and receipt of social support 
have been highly recommended as a means of protecting employees 
from the harmful effect of exposure to unavoidable or unmodifiable 
worksite stressor [28]. In addition [29] on the other hand describes 
that social support as the degree to which a person’s basic social 
needs are satisfied through interaction with others. Furthermore, 
social support is described as the exchange of resources between at 
least two individuals perceived by the provider or the recipient to be 
projected to enhance the well-being of the recipient [30]. However 
[31] suggested that the definition of social support is so vague or 
broad that the concept is in danger of losing its distinctiveness. 
Meanwhile Lin [32] describes that social support as perceived or 
actual instrumental and expressive provisions supplied by the society, 
social network and confiding partners. [33] defines social support as 
the perceived qualitative functions performed for the individual by 
others including emotional and instrumental support and support 
satisfaction and the perceived support quantitative structure of one’s 
social ties including the number and frequency of contacting friends 
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and family, marital and parental status and group membership. Social 
support is defined by Weiss [34] as a provision of social relationship 
primarily by family members and close friends and secondarily by 
members of one’s work or social organisation. Meanwhile Hubcey 
[35] discussed that “social support is a multi-faceted concept that has 
been difficult to conceptualise, define and measure. Although this 
concept has been extensively studied, there is little agreement among 
theoreticians and researchers with regards to its theoretical and 
operational definition. As a result, the concept remains fuzzy and 
almost anything that infers a social interaction may be considered 
social support. Social support is also broadly defined as information 
or action of others that help lead to positive outcomes for the 
recipient, especially when such support is provided in the context of 
occupational stress [36]. 

There are many types of social supports provided by the 
organisation and it is crucial to know the most effective one. This is 
crucial as it will provide a practical way for the organisation to 
understand and measure the suitable social support that effectively 
helps the organisation deals with stress related problems. Social 
support has proved to be a stress buffering resource in dealing to 
alleviate occupational stress [37].  In other view, [38; 39; 40] indicated 
that social support as a global construct consists of four components 
such as emotional support, instrumental support, informational 
support and appraisal support. For the purpose of this research study, 
there are several types of social supports and they consist of 
emotional support, material support and informational support. 
Emotional support can help employees in dealing with occupational 
stress and the organisation can help by providing aid such as 
encouragement, concern, and other else. Meanwhile, material 
support consists of aid in money, labour, and time. Furthermore, 
material support is more clearly distinguished from emotional support 
than from other functions of support because it is instrumental in 
helping the person’s needs. As cited by Campbell, Phaneuf & Deane 
[41] from [28] informational support referred to access to or receipt of 
advice, suggestion and additional knowledge about a situation. 

 
2.3 Occupational stress and Social Support 

In previous literature review, this study between social support 
and job stress and the moderating effect of social support on the 
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relationship between job demand and job stress on 212 employees 
from 12 different workplaces in Norway. The findings explained that, a 
significant negative correlation between social support and job stress 
and a significant main effect of social support on job stress [42]. In 
another study about the relationship between workplace social 
support and work-related stress among 51 staff nurses, age range not 
mentioned, working in a teaching medical centre in the United States 
by Morano [43] it was found out that there was a negative correlation 
between emotional support given by supervisor and work-related 
stress. Furthermore, the findings also showed a negative correlation 
between the tangible support given by co-workers and work-related 
stress. Other research study examined the relationship between 
social support and job stress and tested the moderation effect of 
social support on the relationship between work stressors and job 
stress among 138 adult black clerical employees of six industrial firms 
in South Africa by Orpen [44]. From the research a significant and 
opposite relationship was found between peer support and job stress. 
Moreover, work- related social support significantly moderated the 
relationship between work stressors and job stress with those 
receiving more support reporting less stress. High level of social 
support eases the magnitude of stressor-strain relationship between 
stressor and strain, buffering referred to the contact between stressor 
and social support [45].  

 
2.4 Conceptual Framework 

There were two types of variables in the conceptual 
framework. The independent variable that was the social support 
where under social support, there were three types of supports 
consisting of emotional support, material support and informational 
support. The dependent variable was the occupational stress. Under 
the occupation stress there is the job demand control model which 
consists of passive jobs, low strain jobs, high strain jobs and active 
jobs. From the above discussion, a conceptual framework was 
developed and presented in the Figure 1 below. 
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Figure 17 : Conceptual Framework 

Thus, the hypotheses were developed as following: 
 

H1 There is a relationship between social support and 
occupational stress. 

H2a Emotional support predicts occupational stress. 
H2b  Material support predicts occupational stress. 
H2c Informational support predicts occupational stress. 

 
3.0 Methodology 

This study was designed to investigate social support in 
alleviating occupational stress among employees currently working at 
major telecommunication companies’ headquarters to identify the 
correlation between social support and occupational stress among the 
employees in main telecommunication provider in Malaysia include of 
Maxis, Digi, Celcom and Telekom Malaysia (TM). The sampling for 
this research was selected randomly from each of the 
telecommunication companies and according to Krejcie and Morgan 
(1970) from the total of 9000 employees, the sample size stated by 
Krejcie et al., (1970) is 368. The items measurement for social 
support was adopted from Gobeski (2008). There were total of 35 
items consist in the questionnaires and used the seven-point Likert-
Scale ranging from strongly disagree to strongly agree (1=Strongly 
Disagree, 2=Disagree, 3=Slightly Disagree, 4=Undecided, 5=Slightly 
Agree, 6=Agree and 7=Strongly Agree) to measures the responds. A 
total of 370 questionnaires were distributed personally to all the 
telecommunication headquarters mainly Telekom Malaysia (TM), 
Maxis, Digi and Celcom. Out of 370 questionnaires distributed, a total 

Independent Variables 
Social Support 

• Emotional Sup-
port 

• Material Support 
• Information Sup-

port 

Dependent Variables 
Occupational Stress 

• Passive Jobs 

• Active Jobs 

• Low Strain Jobs 
• High Strain Jobs 
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of 350 questionnaires were returned, and with a response rate of 
94.6%. A good return rate according to McMillan (2004) is 60%. This 
shows that a very high return rate was generated. 

 
4.0 Findings and Discussion 
4.1 Reliability Analysis 

The reliability test is used an indicator of the stability and 
consistency in which the instrument has measured the concept and 
help to assess the “goodness” of a measurement (Sekaran, 2009). 
Croncbach’s Alpha is a reliability coefficient that indicates how well 
the items in a positively correlated to one another and will be 
computed in terms of average inter-correlation among the items 
measuring the concept. According to Hair, Money, Samouel and Page 
(2007) an alpha value of 0.7 is considered as a minimum figure, 
however lower coefficient which is 0.5 may be acceptable depending 
on the objective of the research. The finding of this study explained 
that the values for independent variables are: emotional support 
(0.748), material support (0.725) and informational support (0.947). 
For dependent variables the values are: passive jobs (0.758), low 
strain jobs (0.636), high strain jobs (0.843) and active jobs (0.746). 
From this finding, the result indicated that the items measurement for 
this study were acceptable to the objectives. Table 1 below showed 
the results. 

 
Table 1 : Reliability Analysis 

Variables Number of Items Cronbach’s Alpha Values 
Emotional Support 5 0.748 
Material Support 5 0.725 
Information Support 5 0.947 
Passive Jobs 5 0.758 
Low Strain Job 5 0.636 
High Strain Job 5 0.843 
Active Jobs 5 0.746 

 
4.2 Demographic Analysis 

The data analysis was analyzed demographic of the 
respondent as showed in Table 2 below. It shows that the majority of 
respondents for this study were female 52.6% (n=179), while 47.4% 
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(n=161) were male. Thus, it means that the number of female 
respondents is slightly higher than the male respondents. In addition, 
the majority of respondents were between the ages of 26-30 years old 
with 37.1% (n=126) and the lower age group was recorded by the 46 
years old and above with 5.3% (n=18). This shows that the majority of 
the workforce in the telecommunication industry was made up of 
young employees. Moreover, the grades in service of the respondents 
where they were divided into four categories which were Executive, 
Non-Executive, Senior Management, and Managerial. From 340 sets 
of questionnaires analyzed, the majority of the respondents were 
Executive with 67.4%, (n=229), followed by the Non-Executive with 
23.5% (n=80). From the findings, it can be concluded that most of the 
employees in the telecommunication industry were Executives. 

 
Table 2 : Demographic Analysis 

Demographic Details Frequency Percentage 
Gender Female 161 47.4 

Male 179 52.6 
Age 25 years and below 62 18.2 

26-30 years 126 37.1 
31-35 years 66 19.4 
36-40 years 45 13.2 
41-45 years 23 6.8 

46 and above 18 5.3 
Grade in Services Executive 229 67.4 

Non-Executive 80 23.5 
Senior Management 19 5.6 

Managerial 12 3.5 
 

4.3 Correlation Analysis 

Data were analyzed using correlational analysis to determine 
the correlation between the independent variables and dependent 
variable. From the analysis, the data represented in Table 3 below 
and it was interpreted by using Cohen (1988) guidelines. Table 3 
showed the independent variable for this study which is social support 
was found to be having a significant weak positive relationship with 
occupational stress (r=.130, p<0.05), signifying that employee 
occupational stress can be predicted through social support as 
general. In regard to each dimension of the social support, it was 
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found that there was no significant relationship between emotional 
support (r=.040, p>0.05) and organizational stress. Nonetheless, 
other dimensions of material support and informational support 
showed there were significant weak positive relationships with 
occupational stress (r=.180, p<0.01; r=.116, p<0.05 respectively). 
Though the relationships were weak ones, they are still indicating that 
employees’ occupational stress is associated with their material, 
informational and social support. Material support such as facilities 
and equipment provided may minimize the occupational stress of the 
employees, enable them to manage and have control over their 
stress. Most of the respondents agreed that sufficient material support 
will encourage the employees to work under pressure and to be able 
to adapt to any worse situations in the workplaces. Meanwhile, results 
on informational support explained on how most of the employees 
can immediately assess the information in which the information can 
flexibly be shared and disseminated to the employees at any time 
where and when are they needed. This informational support is 
advantageous for the organization as it is efficient in providing right 
information to the customers while at the same time able to 
encourage the employees to work effectively. 

 
Table 3 : Pearson Correlation Analysis 

No. Variable(s) 1 2 3 4 5 
1 Emotional Support -     
2 Material Support .549** -    
3 Information Support .584** .734** -   
4 Social Support .825** .884** .886** -  
5 Occupational Stress .040 .180** .116* .130* - 

** Correlations is significant at .01 level (2-tailed) 
  * Correlations is significant at .05 level (2-tailed) 

 
The association between social support and occupational 

stress has extensively been discussed in previous studies, which they 
consensually agreed that employees’ occupational stress can be 
influenced by social support. This was supported by a meta-analysis 
study by Viswesvaran, Sanchez and Fisher (1999) which concluded 
that social support can alleviate perceived work stressors, lessen 
strains experiences and moderate the relationship between stressor 
and strains, making it to have a threefold influence on the stressor-
work strain relationship. Similarly, a study by Brunborg (2008) which 
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investigated on the relationship between social support and job stress 
showed the same results. He found that among 212 employees from 
12 various workplaces in Norway had agreed that job stress was 
negatively related to social support and there was a significant effect 
of social support on employees’ job stress. In addition, this study has 
specifically found that material and informational support can affect 
employees’ occupational stress. Michie (2002) supported this finding 
as she stated in her study that employees who faced lack of material 
resources at their working places were more expected to experience 
work stress. Meanwhile, Cohen and Wills (1985) explained that 
informational support is one of the supports that is helpful against 
various types of stressors, and the only type of support that 
continuously act as a stress buffer (Bowen et al., 2014). 

 
4.4 Regression Analysis 

In this study, a multiple regression analysis was conducted in 
order to see the effects of the independent variables towards 
dependent variable. The results as shown in Table 4, showed that the 
R2 value was 0.037 with the significant F value of .000, which 
indicated that all dimensions of social support only explained 3.7% of 
variance for employees’ occupational stress. Besides, it was also 
revealed that the value for Durbin Watson was 1.555 which was good 
as it was still in the acceptable range of 1.5 to 2. In details, it was 
discovered that out of the three dimensions of social support, only 
one dimension was found to have influence towards occupational 
stress. Material support dimension was solely found as the influential 
factor for employees’ occupational stress (β=.227, p<.05), making it to 
have the greatest influence towards the dependent variable. 
Moreover, it was reported in this study that there was no problem in 
the collinearity statistics, in which the values for Tolerance were less 
than one and VIF were less than 10. Therefore, these findings 
supported that material support dimension can significantly influence 
in predicting the telecommunication employees’ occupational stress. 
Thus, hypotheses H2b was the only hypothesis that was supported, 
leaving out the two hypotheses of H2a and H2c. 
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Table 4 : Regression Analysis 

Independent variables Standardized 
Coefficients 

Beta 

t Sig. Collinearity 
Statistics 

Tolerance VIF 
Emotional Support -.083 -1.231 .219 .627 1.594 
Material Support .227* 2.805 .005 .439 2.277 
Informational Support -.002 -.018 .986 .415 2.412 
R Square   .037   
F   4.326   
Sig. F Value   .005   
Durbin Watson   1.555   

 
Referring to results in Table 4, researchers concluded that 

occupational stress can be solely predicted by material support, 
excluding the other two dimensions of social support which were 
emotional and informational support. This finding was supported by 
Cohen (2004) and Thoits (1995) whose studies revealed that 
individuals were drawn to social support which contained emotional 
and material resources when they required to handle stressful and 
demanding circumstances. In fact, according to Fenlason and Beehr 
(1994), occupational stress’ study identified that job-related stressors 
were better dealt by work-related social support as compared to 
outside work social support. Moreover, burnout which was closely 
linked to occupational stress Aghilinejad, Sadeghi, Abdullah, 
Sarebanha and Bahrami-Ahmadi (2014), may differently affect by 
various social support sources for instance informational, emotional 
and instrumental support (Wang, 2018). Mueller (1980) stated that 
instrumental support was also known as tangible aid, involved 
material aid to respond to individual’s specific needs. Thus, this has 
enlightened the study finding that material support can influence the 
work-related stress. This was also agreed in another study by Morano 
(1993) who found that work-related stress was negatively associated 
with emotional support given by the work supervisor. Besides, the 
same study also discovered that tangible support by co-workers was 
negatively related to occupational stress (Morano, 1993).  

Nevertheless, there were quite a few previous studies that 
have contradicting results from this study. This study revealed that the 
influence of material support was in positive way, means that 
occupational stress can be positively predicted by material support. 
Therefore, the greater the material support, the greater the 
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occupational stress of the telecommunication employees. Though it 
may seem strange at first look, but it was true indeed if the results 
were looked in another perspective. According to Buunk, Doosje, 
Jans and Hopstaken (1993) and Peeters, Buunk and Schaufeli 
(1995), support can also be perceived as not helpful when the 
receiving the instrumental support can suggest that the individuals 
were not competent in doing their jobs. This viewpoint was agreed by 
Fisher, Nadler and Whitcher-Alagna (1982) and Nadler and Jeffrey 
(1986) who stated that by receiving instrumental support at work, can 
trigger the individuals to feel inferior and incompetent which was a 
threat to the self-esteem model. Receiving help as in instrumental 
support from others in performing jobs will threaten the individuals’ 
self-esteem, making them to have negative reactions towards the 
support (Fisher et al., 1982). It is difficult for the employees or the 
recipients of the support to refuse the help, disabling them to working 
independently. According to Deelstra et al. (2003), the absence of 
support can be positively perceived by some employees because of 
its nature that provide less restriction on the freedom of choice 
compared to the presence of it, resulting to less negative reactions 
from the respective employees. Deelstra et al. (2003) also added that 
their study demonstrated that receiving instrumental support under 
certain situations was stress-induction rather than stress- alleviation. 
Yet, these studies have supported there was negative association 
between material or instrumental support and employees’ 
occupational stress. 

  

 
Figure 18 : Generated Framework on the Relationship between Social 

Support and Occupational Stress 

 



MALAYSIAN JOURNAL OF CONSUMER AND FAMILY ECONOMICS Vol 24 (S1), 2020 

242 
 

5.0 Conclusions 
To sum up the discussion above, material support highly 

predictor to occupational stress which practices in telecommunication 
industries in Malaysia. Occupational stress should be managed 
strategically for organization sustainability and high work 
performance. As main telecommunication services providers, all the 
entire system including people, system and process should be 
thoroughly examines to reduce the stress. Thus it will benefit not for 
the organization but also will give advantages to the employees, 
customers and other stakeholder. Thus this study recommend in the 
future study to expand the study by adding more variables of social 
support in the independent variables such as appraisal support, 
network support and esteem support. According to [47] has used 
social support framework containing six types of supports consisted of 
emotional support, network support, esteem support, material 
support, informational support, and instrumental support. In expand 
the variables intentionally to get better result and effective strategies 
in order to manage organizational stress. The same study should be 
conducted for the employees at other telecommunication companies 
in order to get better findings. This means that the population should 
cover all employees who are working at new telecommunication 
company such as UMobile, P1TM, Yes and other others. 
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