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Abstract

The aim of this study was to investigate to what degree individual differences in curiosity,
personality, self esteem and perceived social support are associated with perceived stress.
One hundred customer service employees completed questionnaires collected through an
anonymous survey collector website (www.surveymonkey.com). A convenience sample
technique was used to collect customer service employee responses from multinational
companies in Dublin and a snowball collection technique was used through LinkedIn and
Facebook networking sites. The outcome of the study found three variables as significant
predictors of perceived stress, namely conscientiousness, gender and neuroticism. Gender
was found to have no significant relationship with the predictor variables. Curiosity was not
found to be significantly related to perceived stress however it did have a positive moderate
correlation with the personality trait conscientiousness. The study indicates that future
interventions in relation to stress management especially in customer service centre
organisations need to factor in gender, curiosity and trait variables into their continuous

improvement and design.



Introduction

Stress

Baum (1990, p. 653) defines stress as “a negative emotional experience accompanied
by predictable biochemical, physiological, and behavioural changes that are directed toward
adaptation either by manipulating the situation to alter the stressor or by accommodating its
effects’”. Taylor (2009, p. 147) state that stress has impacted most people in their lives and
has been studied for a number of decades in psychological research. Stress is a mix of the
demand-coping imbalance driving a ‘strain’ which if not dealt with well by the individual can
harm well being and lead to damage such as exhaustion over extended time period, outline

Guglielmi & Tatrow and Vandenberghe & Huberman (as cited by Kyriacou, 2001, p. 28).

Baum (1990, p. 654) discusses stress research generally and identifies that this area is highly
complex due to “high variation in...intensity, magnitude and duration...in the individual
difference coping or appraisel’’ response to a threat or stressor. The purpose of this current
study was to advance stress research and investigate the individual differences of perceived
stress in relation to curiosity, personality, self esteem, perceived social support and gender

within an online customer service employee population.

Cohen, Kessler and Gordon (1997, p. 121) discuss the psychological perspective where the
individual’s perceptual evaluation of stress is a central assumption in how stress manifests
itself. In this perspective stress does not exist essentially outside the individual’s perceptual
interpretation of an external event as stressful. Within this psychological system a
relationship exists between the internal perceptual system interacting with external
environmental stressful stimulus. This has important implications for stress intervention,

which is outlined in the discussion section in more detail.



Lazarus and Folkman (1987, p.151-154) describe stress as a transactional process, a
transaction which include the person and the outside world. The transaction has an engine of
appraisal which has two motors called a primary and a secondary appraisel system. Primary
appraisal is the cognitive, emotional and motivational led evaluation of stress. The appraisal
categories are as follows: harm that has occurred, anticipated threat situations and risk based
challenges for benefit. The secondary appraisal assesses the internal coping resources
available to change through control the response to the external stress demand and
subsequent stress outcome. This interactive outcome then results in coping with the stress,

not coping or controlling the perceived stress level adequately.

According to Lazarus et al. (1987, p.145-148) a central assumption underpins the
transactional model, the premise that all people share goals and commitments characteristics,
which obstacles can prevent realisation of. Obstacles in this case trigger the stress system
which either activate or don’t activate a stressful interaction. An environmental stressor will
not impact an individual unless that individual has the psychological and motivational system

‘vulnerable’ enough to a particular stressful interaction.

Lazarus (as cited by Rice, 2000, p. 197) notes that stress operates in a feedback style cycle
which constantly changes to reflect the environment and individual interaction. Lazarus et al.
(1987, p.157) state that the three main areas of stress impact on humans are social well being,
psychological well being and general physical health. These are then the areas for humans to
reduce, avoid or better manage stress to enable a better quality of life, which underlines the

importance of stress research in psychology.

From a macro perspective according to a report by the Irish Smalls Firms Association Conlon
(2006, para. 1) the importance of stress was seen in absenteeism in Ireland which costs Irish

small business 550 million euro per annum. Stress was shown to be the leading cause of



absenteeism based on medical certification, moving above back pain. From an EU
perspective Brun (2007, slide 2) conducted a WHO study in 1999 and found stress cost
employers 20 billion euro and up to sixty per cent of all sick days were stress related.
Research from Clarke (2013, para 24) highlights the importance of stress from an employer
perspective, as legally under EU law enacted in 1993, the employer must identify and remove

stress hazards in the workplace.

On a micro level the importance of stress research is shown through significant empirical
evidence linking stress to the development of psychological disorders and physical illnesses
(Repetti, 1993, p. 125). The drivers behind this potential deterioration were identified by
Lazarus (as cited by Rice, 2000, p. 197) who found two key dependencies, personality
variables and personal resource variables, within the appraisal central process. These
dependencies input into the individual decision making process on how the individual
evaluates and adapts to external demands with resultant stress level output. Taylor (2009, p.
174) describes the personality, personal resources and external social variables as ‘“stress

moderators’’ and as “potential alleviators of stress’’.

The interaction of these internal and external variables pervades the workplace and home
environments. Collings (as cited in Sauter, Murphy and Hurrell, 1990, p. 1147) linked stress
in an overlap between the workplace and non-workplace in terms of etiology and
psychological illness. Further evidence was found by Anafarta (2011, p. 168) who identified
pathways of perceived stress between home-work and work-home environments and their

mutual influence.

In the current study a subjective perceived stress measure is employed, which is evidenced as
being as high in reliability as objective measure. There is support for this provided by

Repetti. The study by Repetti (1993, p. 125) identified in a job stress test on air traffic



controller that subjective and objective measurements independently linked to similar stress
outcomes. In another related study it was found that both objective and subjective
measurement predicted the outcome of the common cold which was administered to

participants post measure (Cohen, Tyler & Smith, 1993, p. 134).

The purpose of this study was to investigate, in a customer service population, the individual
differences of internal predictor variables of personality, self-esteem, curiosity and an

external predictor, perceived social support, in relation to levels of perceived stress.

Stress and Curiosity

The current study’s first internal predictor of perceived stress was curiosity. Kashdan
and Silvia (2009, pl) advise that curiosity is the motivational drive involved in all human
exploration and believe that this variable has not received the scientific investigation that it
deserves, given its pervasiveness in human life. Human drive, motivation and breaking new
ground is related to change generally. Change relates to interaction between the human and

the environment and this is main location for stress to occur.

Kashdan et al. (2009, p. 987) describe curiosity as a trait which has a “fundamental role in
motivation, learning, and well-being’’. Curiosity with respect to the concept of ‘change’ is
defined under two factors namely °‘stretching’ and ‘embracing’ change. Stretching is the
desire to seek out new experience or knowledge. Embracing is the absorption in these
experiences or uncertainties. The curiosity and exploration element Kashdan et al. (2009, p.
987) found had strong correlation with the psychological Big Five trait of ‘openness to new
experience’. There was also correlation identified between curiosity and intrinsic motivation

aswell as social support, which was a breakthrough finding.



In the cognitive appraisal process the capacity to anticipate a threat to one’s goals is present
according to Lazarus et al. (1987, p.151-154). This is developed by Coyne and Gottlieb
(1996, p. 962) who advise anticipatory coping is an effective coping strategy and can exist
consciously or in automated unconscious habits. An individual’s anticipatory stress activation
system and coping strategy outcome is dependent on the individual vulnerability to the
stressor. The components of curiosity, that is reaching out and absorbing change, are
evidenced to some degree to reduce vulnerability to stress through its anticipatory coping

quality.

Taylor (2009, p. 379) identified an important link between an individual goals and obstacles,
which is that goals related to the individuals current behaviour. They describe the
motivational component to bridging goals and behaviour, albeit in risk related behaviour, to
the individual’s “readiness for change” level. The curiosity and exploration instrument used
in the current study measures the level of change exploration and also the level of change
absorption giving a rounded picture of an individual’s interaction with change subjectively.
The specific types of motivational interventions that support goal-behaviour shaping are

outlined in detail in the discussion section.

Kashdan et al. (2009, p. 988) provide some important evidence for curiosity moderating the
effects of stress. In a study of participants suffering from distress, of which stress is a
component, curiosity was found to have a beneficial impact. Curiosity was linked to
converting a threat into a challenge driving towards a goal and alleviating a stressor. Whilst
limited in research evidence within the psychological stress research there is some support
growing in the literature that high level of curiosity can mediate stress through proactively
seeking out change and absorbing it developing potentially into an anticipatory coping
strategy in the future, as currently the research is new and has a small body of work to date in

relation to stress.
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An example of anticipatory stress and knowledge with absorption from conscious to
unconscious could be viewed in the following widely experience example. A person who
experiences new headaches regularly as a result of noise in the environment they work could
offset the headache proactively by taking aspirin before the headache arrives. This may then
become a conscious to habit or unconscious drive, in this case potential harmful goal-
behaviour. Stress appraisel pivots upon something changing and this example illustrated in a
broad sense a pathway between the psychological concern to ‘resolution alleviation’
offsetting a stressful outcome. There appears to be a meeting ‘head on’ of stress (perceived

threat) associated with curiosity and a sense of proactively offsetting or moderating a stressor.

Curiosity and motivation have been found to be hampered in research development due to
measurement issues, lack of research and the benefits are only starting to be captured
(Kashdan and Silvia 2009, p. 987-8; Cooper 2002, p. 279). There is also limited stress and no
perceived stress studies in relation to curiosity from a literature review using the PsycINFO
and PsycARTICLES databases. This study is then the first in relation to include perceived
stress and curiosity and in relation to the population targeted. The first hypothesis states that

perceived stress levels will be lower when levels of curiosity and openness are higher.

Stress and Personality

Pervin, Cervone & John (2006, p. 6-11) describe personality in terms of a “person’s
consistent behavioural patterns over time in how individuals think, feel and act” and are the
“units of analysis...which are fundamental building blocks”, of an individual’s personality.
Trait theory relates to a general consistency of psychological type over time and personality
traits make up frame of a person’s personality. Traits join to form personality constructs as

through the five factor model of personality model outlined in the following paragraph.
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Cooper (2002, p. 110-1) discusses the five factor model or ‘big five’ of trait personality,
which developed from Norman’s topic clustering of 1431 terms converting personality into
factors. Cooper (2002, p. 110-1) also notes that Costa and McCrae are the biggest advocates
of this mode and developed it through cluster or factor-like analysis. The five factors are
openness, conscientiousness, extraversion, agreeableness and neuroticism. Costa and McCrae
(as cited in Cooper 2002, p. 111) describe trait extraversion as related to being “assertive,
active, excitement seeking”’; neuroticism as being “anxious, angry and self conscious” and
openness is related to “novelty seeking”. Conscientiousness is described as “orderly and
dutiful, motivated to achieve, think before acting” for example anticipating a stressful event

and agreeableness is described as “trusting and co-operative”.

It is important to note that there are other ways to measure personality. Apter through his
theory of motivation (as cited in Cooper, 2002, p. 276-77) argues that ‘trait’ is supplanted by
more rapidly changing ‘state’, for example telic and paratelic which would flip the individual
between objective achievement or enjoyment activity. There is some support for this theory
in the sporting environment however Cooper (2002, p. 278) argues that measurement of state
may be measuring trait and is too broad and complex to be captured in the current
instruments. The notion of learned behaviour and volition seems to also be a limitation in this

theory.

A key study by Deci (as cited in Gross, 2009, p. 30) found through testing self determination
theory that human choice in decision making is central in intrinsic motivation. This does
appear to add support for a more stable influence at work in the stress appraisal system. The
evidence in the literature appears overall to be stronger for trait compared to state and the five
factor model is much higher in reliability, as described in the method section. Cohen, Kessler
and Gordon (1997, p. 121) discuss the psychological perspective of stress succinctly stating

that it how we perceive the stressor event that dictates the impact. Therefore there is a choice
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in how the individual reacts to a perceived stressor although it may not feel like there is a
choice to those who are overwhelmed or give in to the stress emotional response. The choice
can be brought more to life through a structured educational and policy programme and

intervention at all levels in the community.

There is much research supporting trait linking to stress for example LeBlanc, Ducharme and
Thompson, Oswald et al. and Pruessner et al. (cited by Garcia-Banda et al., 2011, p. 1338)
found that personality and traits may be strong predictors of stress levels. LeBlanc and
Ducharme (2005, p. 1) found in an experiment using heat stress a correlation between
neuroticism and greater discomfort, indicative of stress. Hudek-KneZevi¢, Kalebi¢ Maglica
and Krapi¢ (2011, p. 538) found that personality is correlated to stress levels in hospital
nurses. The results found weak associations from neuroticism and conscientiousness to job
stress. Grant and Langan-Fox (2007, p. 20) found that neuroticism mediates perceived stress,
and also found links to job stress. From a gender perspective Wang, Repetti and Campos’
(2011, p. 441) gender based study found that men with high neuroticism levels had higher job
stress and withdrew from social support, compared to men with lower neuroticism who had

higher emotional stability. There was no similar or detectable pattern found for women.

Contrary to the link between neuroticism and stress there is some debate in the literature
about whether personality is in fact linked to stress at all. This is illustrated in a study by
Houtman and Baker (as cited by Garcia-Banda et al., 2011, p. 1339) which associated
neuroticism to low stress response in a public speaking study. This pattern was also found to
occur in mental arithmetic tasks in a study by Leblanc and Ducharme and others (as cited by

Garcia-Banda et al., 2011, p. 1339).

In relation to extraversion LeBlanc and Ducharme (2004, p. 1) in a study using physical

stress of cold wind on students’ faces found that those with higher extraversion levels had
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higher levels of stress. Garcia de la Banda, Martinez-Abascal, Riesco, & Pérez (as cited by
Garcia-Banda et al., 2011, p 1339) did find support for extraversion being associated with a
lowered stress response which supported the link and also suggests a potential buffering
effect. Grant et al. (2007, p. 20) found extraversion had a “direct positive effect on
psychological strain”. Goodwin and Engstrom (cited by Grant et al., 2007, p. 21) found that
extraversion was linked to higher perceived health whilst neuroticism linked to lower

perceived health.

Grant et al. (2007, p. 21) call for the need for research outside of neuroticism which the
current study builds upon by focusing also on extraversion. The second hypothesis states that
participants scoring high on extraversion and high on neuroticism will report higher levels of

stress than those scoring lower on extraversion and/or neuroticism.

Stress, Social Support and Self Esteem

Allport (as cited in Hewstone, Sroebe and Jonas, 2008, p.5) describes social
psychology “as an attempt to understand actual, imagined or perceived presence of other
human beings” in our lives. Hewstone et al. (2008, p. 198-199) describe social support as a
“basic human need to affiliate”. There is a body of research evidence linking social support to
self esteem 1n relation to stress which this study explores. Self esteem according to Hewstone
et al. (2008, p. 101) is described as the “attitude towards oneself along a positive-negative

dimension”.

Generally speaking support from family, partner, colleagues or friends can help in times of
stress and this can have a positive effect on one’s self esteem. Social support according to
Hewstone et al. (2008, p. 198-199) from a research review indicates links to stress reduction.
Ostrowski, (2009, p. 13) found a positive link to reduced job stress related to both social

support and self esteem. House (cited by Ostrowski, 2009, p. 13) found a buffering stress
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impact on health effect also, however the sample used in this study was small. Friedlander,
Reid, Shupak and Cribbies’ (2007, p.1) study on college students found social support was
linked to stress reduction and reduced stress led to improved self esteem. This is backed by
evidence from a study by Arslan (2009, p. 561) which discovered a significant positive
correlation between self-esteem and the social support received from family and teachers in

relation to a perceived threat.

Contrary to the positive evidence the negative or positive outcome of social support is
illustrated through the research of Marsh, Trautwein, Liidtke and Koller (2008, p. 510) where
student compared their grades in relation to their peers and formed negative self concept
when grades were higher by peers, however self esteem was unrelated. Lipschitz-Elhawi and
Itzhaky H. (2005, p. 329) found no significant relationship between peer support and self
esteem. Krause (2009, p. 757) found that social support from fellow religious worshipers did

not relate to improved self esteem, albeit it did from their secular network.

The third hypothesis in the current study is that participants scoring high on perceived social
support will report lower levels of stress and lower self esteem than those scoring low on
perceived social support. A key study conducted by Vohs et al. (2001, p.1103-1107)
provides evidence for this hypothesis being tested in the current study, however there is little
other evidence available from a literature review, which this study aims to address. Vohs et
al. (2001, p.1103-1107) study investigated two group, group A were those with high self
esteem and group B were low on self esteem. The results in group A found those with high
self esteem seek competency based social feedback, have the characteristics of being self
reliant and independent and thus do not require a high social support network to mediate
stress. Group B on the other hand seek interpersonal feedback which is linked to having a
wider social network as they have the ‘likeability factor’ more than group A however as a

consequence are associated with lower self esteem.
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Stress, Social Support and Gender Difference

Klein and Taylor (as cited in Taylor, 2009, p. 148) developed a ‘tend and befriend’
model which revealed that women are more social than men due to an evolutionary based
adaptive response. Taylor, McCarthy and Gonzaga (as cited in Taylor, 2009, p. 149) found
gender differences existing in the biopsychosocial perspective. A biological underpinning
was discovered in relation to Oxytocin (OT). This hormone was found to play a role in stress
response and OT was also found to be related to social support lack. It was found that
estrogen modulates OT and therefore some evidence that women may have a better
physiological ability to handle stress compared to men and are more likely to reach our for

social support than men.

Contrary to this Hedbory, Anderberg and Muhr (2011, p.1) found that women were twice as
likely than men to develop migraine when a stress events occur and are more likely to reach
out for social support to reduce anxiety. There is supporting evidence from Mclntosh,
Keywell, Reifman and Ellsworth (1994, p.1) in a study of first year law students that found
women relative to men were at greater risk of stress due to lack of time spent socially with
spouse or family and MclIntosh et al. (as cited in Mertz, 2007, p. 264) found females
experienced more ‘“continued distress’” compared to men. Overall social support gender
differences was researched by Berkman and Syme (as cited by Cohen, 2001, p. 5-6) who
found that those who had low social support died earlier on average and that woman had

higher social support levels.

There is also research provided by Ukeh and Kwahar (2011, p. 3752) indicating no link
between stress and gender. This study tested students and found no link between an

interaction of stress and gender. Houston, Cates and Kelly (1992, p.1) found that social
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support did not benefit women working from home, but did moderate job stress within the

workplace.

According to a literature review by Baruch et al. (1987, para 2) stress gender studies are
limited and tend to neglect gender with incorrect assumptions about women and men in
relation to stress. This is supported by Taylor (2009, p. 149) who calls out that there is less
known about men’s social response to stress than women. The study aims to add support to
this research through exploration of the social support and gender interaction together with

perceived stress in a customer service population.

There are two hypotheses in the current study related to gender: the fourth hypothesis states
that participants scoring low on social support will be correlated to higher male levels of
stress compared to female participants. The fifth hypothesis states that there will be a gender

association in relation to the predictor variables or criterion variable.
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Hypotheses

The first hypothesis in the current study states that perceived stress levels will be lower when

levels of curiosity and openness are higher.

The second hypothesis states that participants scoring high on extraversion and neuroticism

will report higher levels of stress than those scoring lower on both variables.

The third hypothesis is that participants scoring high on perceived social support will report
lower levels of stress and lower self esteem than those scoring low on perceived social

support.

The fourth hypothesis states that participants scoring low on social support will be correlated

to higher levels of stress in male participants compared to female participants.

The fifth hypothesis states that there will be a gender association in relation to the predictor

variables or criterion variable.
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Method

Materials

The materials used in this study consisted of an online 57 item questionnaire
(Appendix 2). The online questionnaire was created and designed using the questionnaire
builder from www.surveymonkey.com. The questionnaire comprised of five well known
existing instruments. The survey used in the study were the Curiosity and Exploration
Inventory (CEI-II), The 15-item Big Five Inventory short questionnaire (BFI-S), Perceived
Stress Scale, Multidimensional Scale of Perceived Social Support and the Rosenberg Self-

Esteem Scale.

The online based questionnarie included an introduction page (Appendix 1) for the
participants outlining the confidentially, anonymity, right of withdraw at any stage,
instructions on how to select an answer. An outro page (Appendix 3) detailing related sites to
the topics investigated in the study was provided and the researcher contact details. The
questionnaire was accessible to participants using a unique weblink generated from the
website outlined above. The first page of the questionnaire asked two questions on
occupation type role and gender. The occupational types available were eCommerce, online
search, social networking and online gambling whilst the gender options were male and

female. The five questionnaires used in the study are outlined in the next paragraphs.

Curiosity and Exploration Inventory (CEI-II). The CEI-11 instrument was designed by
Kashdan et al. (2009) to measure individual differences in the reaching out for novel or
challenging experiences and the absorption of experiential or informational change. The CEI-

ii scale has a Cronbach’s a reliability of .86 (Kashdan et al., 2009, p. 992). The CEI-Il is a
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ten item scale with two key elements ‘stretching’ and ‘embracing’. The first sub scale
‘stretching’ consists of five items which measures the level of motivation to seek out the
novel and uncertain parts of life. The second subscale ‘embracing’ consisting of five
question, seeks to measures the level of absorption in these change events or activities.
Participants respond to a five point Likert scale from (1) very slightly to (5) extremely
motivated to reach out for change or absorb change. Examples of questions from the two
subscales are: ‘I actively seek as much information as I can in new situations for ‘stretching’
and ‘I am the kind of person who embraces unfamiliar people, events, and places’ for
‘embracing’. This instrument has good internal reliability, is easy to understand and to run
and was found as mentioned above to be linked to trait and motivation areas which the study

explores.

The 15-item Big Five Inventory short questionnaire. The BFI-S instrument was discussed by
Lang, John, Ludtke, Schupp & Wagner (2011, p. 563) who advised that it was developed first
for a large scale German study on justice and personality. The ‘big five’ instrument is
generally regarded as robust, has validity and is comprehensive in terms of measuring
personality “patterns of normal behaviour” in terms of thinking and feeling emotionally
according to Furnham, Monsen & Ahmetoglu (2009, p. 770). Furnham et al. (2009, p. 770)
assert that the ‘big five’ is the most “’coherent’’ way to measure personality and stable traits
overtime and for researchers to compare notes on their respective studies. It is also easy to
understand and short to run. There are five trait based dimensions which are as follows:
openness to experience, conscientiousness, extraversion, agreeableness and neuroticism
(OCEAN). The short version has undergone much validation across multiple studies for
example by Donnellan and Lucas, Headey et al., 2010 and Winkelmann (as cited by Lang et
al., p 563). The instrument provides three items per construct on a Likert scale of five points

from (1) strongly disagree to (5) strongly agree. Lang et al., (2011, p. 563) describe the short
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‘big five’ assessment as being a robust and reliable measure of the big five personality set of
constructs in large research studies and for young and middle adult research. The Cronbach’s
alpha scores reported by Lang et. al in their investigation of the instrument are openness,
alpha = .63; extraversion, alpha = .66; neuroticism, alpha = .60 and agreeableness, alpha =
.50. Gagne & Hancock (cited by Lang et al., 2011, p. 563) advise that the three item per
constructs represent the minimum level for identification of personality trait constructs. This
is discussed further in the discussion section as there are some limitations in relation to this
instrument and the chief author, Frederick Lang, was contacted who provided a copy in

english of the full paper.

Perceived Stress Scale. This PSS-10 instrument was designed by Cohen, Kamarck &
Mermelstein (1983, p. 390) to measure how much a person appraises a life situation as
stressful and has a Cronbach’s a reliability on average of .85. Cohen et al. (1983, p. 386)
advise that perceived stress can be used as an ‘“outcome variable..as function of
personality..social support” investigation. The questions are easy to understand and designed
for primary school level or above comprehension level. The instrument provides 10 items
using a Likert scale of five points from (1) never to (5) very often. The positive items 4, 5, 7,
and 8 are reverse scored and then scores summed. The questions for example are: ‘In the last
month how often have you been upset because of something that happened unexpectedly?’
and ‘In the last month, how often have you felt confident about your ability to handle your

personal problems?’.

Multidimensional Scale of Perceived Social Support. This instrument was designed by Zimet,
Dahlem, & Farley (1988, p. 30) to measure the subjectively perceived social support across
three different subscales and has a Cronbach’s a of between .85 and .91. Duru (2007, p. 446)
found the internal reliability to be .88 and that this is a important factor to detect the sources

of support. The questions are easy to answer and have a general application.
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The subscales comprising the instrument are significant others, family and friends in the
participants life. The instrument provides 12 items using a Likert scale of seven points from
(1) very strongly disagree to (5) very strongly agree. The subscales are divided into four
items per group. Significant others are 1,2,5,10; Family items are 3,4,8,11 and Friends items
are 6,7,9,12. The questions are for example: “There is a special person who is around when I

am in need’ and ‘My family is willing to help me make decisions’.

Rosenberg Self-Esteem Scale. This instrument was developed to measure self esteem by
Rosenberg (1965) to assess a person’s self value through the measurement of positive and
negative self esteem with a Cronbach’s a of .77 according to Dobson et al. (cited in
Robinson, Shaver & and Wrightsman, 1991, p. 122). The instrument provides 10 items
using a Likert scale of four points from (1) strongly disagree to (4) strongly agree. The items
3,5,8,9, and 10 are scored in reverse. The questions range from ‘I take a positive attitude

toward myself’ to ‘I wish I could have more respect for myself’.

Where scale instructions did not exist for low, medium or high score categories, scoring
categories were created. 0-33% of the possible score was designated as low, 33-66% of the
possible score was designated as medium and 66-100% was designated as high scoring in

terms of scale scores.

Participants

The study had one hundred and twenty three participants in the online questionnaire.
Twenty three responses were discarded due to incomplete questionnaires leaving one hundred
in the study (n = 100). A convenience sample technique was used to collect customer service
employee responses from customer service employees in multinationals in Dublin, Ireland
and a snowball collection technique was also used through LinkedIn and Facebook

networking sites targeting customer service employees. The participants included 60 (60%)
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males and 40 (40%) females. 92% of the participants had an eCommerce occupation, 3% had
a social networking occupation, 3% had an online search occupation whilst 1% had an online

gambling occupation as outlined in table 1.

Table 1: A descriptive statistical view of gender and occupational type.

Cccupation Freguency Percent
Gender Frequency Percent Ecommerce a2 g2.0
Social Networking 3 3.0
IMale &0 60.0 Online Search 3 3.0
. o Online Gambling 1 1.0
Female 4z 40.0
Missing System 1 1.0
Total 100 100.0
Total 100 100.0
Ethics

The survey was confidential, anonymous and informed consent was reached through
the provision of clear instructions on the intro survey page and email to participants which
included the right to withdraw at any stage. The survey link was sent to the researcher’s
internal network with full written authorisation from both the immediate line manager and
local human resources. The survey link was also posted on networking sites which opened
with the introduction informed consent page as outlined in the above materials section. The
ethical board of DBS College reviewed the proposal and signed off whilst the researcher’s

supervisor reviewed the questionnaire and signed off as fulfilling ethical guidelines.
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Design

The study employed a within subject, quantitative, correlational study design. There
was a convenience sampling design used both in the researcher’s multinational place of work
and a snowball technique using social networking sites LinkedIn and Facebook to target
customer service online employees. The predictor variables are scored from participants on
the two subscales of the CEI-11 instrument, BFI-S, Multidimensional Scale of Perceived
Social Support, Rosenberg self-esteem. The criterion variable scores came from the PSS-10
instrument. The design included the internal variables of personality, curiosity, self esteem
with one external variable social support. Additional demographical data was also included in

the investigations which were occupational type and gender.
Procedure

The permission to conduct the survey in the researcher’s place of work was signed off
by local human resources through email exchange and a meeting. No further permission was
required. A link to the study’s online survey created using www.surveymonkey.com was
distributed on blind carbon copy via email to a distributional list both internally in the
researcher’s place of work and externally using social networking. A copy of the survey link
was posted on social networking sites such as Facebook and Linkedin. Within the
researcher’s workplace written sign off was received from the human resource office to
circulate to the researcher’s internal network. The questionnaire was opened on December g™
2012, sent to the distribution list and posted via social networking sites Linkedin and
Facebook. A follow up reminder was issued in January 2013. An introduction section
outlined the purpose and aims of the study whilst detailing the confidentially and right to
withdraw at any stage. An outro page was included with links to relevant mental health sites

and the researcher’s email address.
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Results

Descriptive Statistics

Descriptive statistics of mean and standard deviation were run, including conducting
one tailed t-tests which explored gender differences within the customer service population in
relation to the predictor variables. The original survey sample size was 123 (n = 123),
however 23 of the sample were discarded due to incomplete survey responses. In the current

study the remaining sample of 100 was used. Both samples were run and aligned generally.

The results of the independent samples t-test run on the predictor set of variables curiosity,
perceived social support, big five personality traits and self esteem are displayed in Table 2.
The p value was divided by two to provide one tailed test results. Overall the results of the t-
test found no significant difference between male and female groups across any of the
variables, which supports the null hypothesis partially in hypothesis four and fully in

hypothesis five.
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Table 2: An Independent Samples T-test table displaying the differences between male and

female groups for the predictor variables.

Variables Gender N NMean SD t P

1. Curiosity rAale e0 3602 E.E5 045 0.3%
Female 40 36.65 575

2. MNeurcticism Male &0 8.50 2.43 Q.00 .90
Female a0 8.50 2.26

3. Extrawersion Male &0 10.93 1.99 -0.76 0.28
Female 40 11.25 2.12

4. Opsnness Male 60 10.78 2.10 -0 40 0.0%
Female 40 1097 2.64

5. Agresableness fdale (=) 12.35 1.78 -1.18 0.32
Female 40 1278 1.73

6. Conscientiousness hdale (=20 11.32 1.87 -1.05 0.25
Female 40 11.75 223

7. Per.Social Support rAale &0 &6 .58 12.53 0.13 o496
Female 40 E6.55 11 88

E. Self Esteem Male &0 18.15 5.00 0.40 0.27
Female 40 1773 5.42

L
m
1]

Mote: p significantat .0

The results of the one tailed t-test found that curiosity within both male and female groups
had similar mean levels and both groups scored high in curiosity levels, which is, seeking out
change and absorbing change. Neuroticism results found that both male and female have
similar mean levels of neuroticism and both groups were found to be at the moderate level of

neuroticism.

Extraversion, openness, conscientiousness and agreeableness were found to be at similar
mean level in both male and female groups and both groups were found to be at the high level
across these variables. The categories for the variables were created due to the absence of

category instruction in the chosen instrument available information.

A perceived social support test had a slightly higher mean for men, however both groups

scored at a high level in this variable. Finally, self esteem showed a slightly higher mean for
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men, however both groups had a moderate level of self esteem. The categories of low,
medium and high scoring were created due to the absence of categories in the instrument

instructions.

Inferential Statistics

The relationship between curiosity, perceived social support, self esteem and
personality traits of the big five were explored using a Pearson’s Correlation illustrated in
Table 3. The assumptions of normality, linearity and homoscedasticity were held following a
test and visual check. Linearity was also found to have an imperfect relationship, using a line

graph, which reduced considerably when gender was removed from the data set.

Table 3: Pearson’s Correlation Coefficient between the predictor variables.

Variable 1 2 3 4 5 6 7 3 9 10 11 12

1. CEStretch

2. CEEmbrace .BEL™" -

3. Curiosity 817=* S16** -

4. MNeuroticism -069 -.091 -.087

5. Extraversion .318== 525** 460** 011

6. Openness _3BR=* 2GB*= 358+ 150 077

7. Agreeableness A58 108 145 -2g0%* 257+ 0BG

8. Conscientiousness 178+ 181 185+ -063 .176* 125  288** -

%. PerSocial Support .505%* 484"+ 535** -203* .322*°* .0%6 .355°" .114

10. Self Esteem -463°°- 488**-515** 3658*~ -426**-164 -.313°°-304""-481°"-

11. Gender 122 -031 050 000 0OVe 041 (118 105 -001 -.041

12. Occupation 10 050 0BS5S -059 -0OYE 120 -074 -003 -077 -112 -.050

**=. Correlationis significant at the 0,01 level [1-tailed).

*_ Correlation is significant at the 0.05 level [1-tailed).
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The results show that curiosity has a low, positive and significant relationship to openness (r
= (.35, p < .001, 1-tailed). This indicates that as curiosity increases openness increases which
partially rejects the null hypothesis in hypothesis one. Curiosity was also found to have a
moderate, positive and significant relationship with extraversion (r = 0.46, p < .001, 1-tailed)
and similarly with perceived social support (r = 0.54, p < .001, 1-tailed). Curiosity also had a
moderate, negative and significant relationship with self esteem (r =-0.51, p < .001, 1-tailed).
It was also found that curiosity had a low, positive and significant relationship with
conscientiousness (r = 0.19, p = 0.033, 1-tailed). This indicates that as curiosity levels
increase, higher levels of extraversion, perceived social support and conscientiousness are

associated, whilst self esteem decreases.

Neuroticism was found to have no significant relationship with extraversion which partially
supports the null hypothesis in hypothesis two. Neuroticism has a low, negative and
significant relationship with agreeableness (r = 0.26, p = .004, 1-tailed) and perceived social
support (r = 0.20, p = .021, 1-tailed). Neuroticism was also associated with a moderate,
positive and significant relationship with self esteem (r = 0.37, p <.001, 1-tailed). This
indicates that increased levels of neuroticism are associated with increased self esteem, lower

agreeableness and low perceived social support.

Perceived social support was found to have a moderate, negative and significant relationship
with self esteem (r = 0.48, p <.001, 1-tailed) which partially rejects the null hypothesis in
hypothesis three. It was also found to have a low, negative and significant relationship to
neuroticism (r = 0.20, p = 0.021, 2-tailed). Perceived social support was also associated with
a moderate, positive and significant relationship with curiosity, extraversion and
agreeableness. The results indicate that increased levels of perceived social support is
associated with lower self esteem and neuroticism, whilst being related to higher levels of

curiosity, extraversion and agreeableness.
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The fourth hypothesis states that in this customer support population there would be a gender
difference in relation to perception of stress and perceived social support and the fifth
hypothesis states that there will be a gender association in relation to the predictor variables
or criterion variable. There null hypothesis was accepted in both of these hypotheses as no
significant findings in relation to gender and the criterion variable or predictor variables were

identified.

Regression Modelling

A multiple linear enter regression was conducted to determine which of the predictor
variables of curiosity, personality, perceived social support and self esteem predicted
significantly the criterion variable perceived stress. The model was checked for
multicollinearity and since the correlations were low to moderate this was not found to be
present. Grimm and Yarnold (2003) highlight that multicollinearity checks are required to

ensure that high correlations do not exists. Ne

A multiple regression enter model was conducted to identify which predictor variables
significantly predicted perceived stress. The model was significantly related to perceived
stress with 40.6 percent of the variance of perceived stress explained (Adjusted R Squared =

406, F (11, 86) =7.029, p< .001).

Of the eleven predictors tested three were found to be significant predictors as outlined in
Table 4. Neuroticism significantly predicted perceived stress scores with (f = .50, p < .001,
2-tailed). Conscientiousness explained a significant proportion of variance in scores (f = -
0.21, p = .018, 2-tailed). Gender also explained variance in perceived stress scores (f = .21, p

=.010, 2-tailed).
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A second multiple regression was run to test curiosity combined and curiosity as part up of its
two subscales embracing change and absorbing change. There was little difference noted

between the two data sets.

Table 4: A Stepwise multiple regression model of predictor variables: curiosity stretching,
curiosity embracing, personality, perceived social support and self esteem was run on the

criterion variable perceived stress as reported by participants.

R? Adj. R? B P

MModel AT3 406 .0o*
1.Meuroticism 503 .00
2. Extraversion -.093 .36
3. 0penness 046 .61
4. Agreeableness 172 .07

5. Conscientious -.207 .pax=
5. Per. Social Support -.059 51
7. CEStretch -175 15

8. CEEmbrace 086 .50
9.5elf Esteem 145 .19
10. Gender .214 .01==
11. Occupation -.010 899

Mote: *Correlation is significant at the (01 level, == Correlation is significant atthe 105 lewvel.
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Table 5: A second Stepwise multiple regression model of predictor variables: curiosity
(combining both subscales), personality, perceived social support and self esteem was run on

the criterion variable perceived stress as reported by participants.

RZ Adj. R? B p
Model Aed A03 Nili
1. Neuroticism 496 .o
2, Extraversion -.054 Bt
3. Openness .034 A0
4. Agreeableness 160 .09
5. Conscientious -.207 .02*=
6. Per.Social Support -.076 AB
7. Curiosity -.088 442
3. Selfesteem 148 19
9. Gender 153 .02*=
10. Occupation -.013 T3
MNote: =Correlation is significant at the .01 level, ==Correlation is significant at the .05 level

Analysis of Variance

A two-way between subjects ANOVA was conducted to investigate the impact of
social support and gender on perceived stress. The two-way ANOVA showed the effects of
social support across low, medium & high levels and gender interaction in relation to
perceived stress were not significant (F (1,94) = .018 p > .05) thus accepting the null in

hypothesis four.
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Discussion

Aim

The main purpose of the current study was to examine to what extent perceived stress
in participants with a customer service background individually differed in relation to internal
variables of personality, curiosity, self-esteem and one external variable namely
multidimensional perceived social support. The participants included both males and females
which allowed for investigation into gender differences in relation to the predictor variables

and criterion variable.

Overall Results

Overall the results showed, from a multiple regression, that of the 11 variables, 3 were
significantly related to predicting the criterion variable, perceived stress. These 3 variables
were conscientiousness, gender and neuroticism. These 3 variables did a large portion of the
variance, explaining 40.6% of the variance combined together. The results show that as
conscientiousness increases perceived stress decreases whilst as neuroticism increases
perceived stress increases. These findings support the side of the debate, illustrated in the
introduction, advocating a link from the big five set of trait constructs to stress. The
established link between gender and stress is supported by the following finding. There were
a number of low and moderate correlations partially supporting or not supporting the
hypothesis and which are discussed in detail further on. Finally the results overall also
revealed that no significant difference exists between male and female groups across the
predictor variables. Both males and females scored high in levels of curiosity, openness,
conscientiousness, extraversion, agreeableness and social support whilst both had moderate

scores in neuroticism and self esteem. The instruments mean scores of both groups were



32

close with the exception for male self esteem which was marginally higher than females in

the sample.

Hypotheses

The first hypothesis investigated whether having a high level of curiosity would be
associated with higher openness trait scores and with lower perceived levels of stress. The
results of a Pearson’s correlation indicated that as curiosity increases openness increases,
which partially rejects the null hypothesis in hypothesis one. The multiple regression model
result found that curiosity was not significantly related in prediction of perceived stress
levels, accepting the null hypothesis partially in hypothesis one. The link to openness
supports previous research by Kashdan et al. (2009, p. 987) which has shown that curiosity is
related to increased openness and reduced levels of distress. However the current study’s
finding that curiosity was not linked to perceived stress appears to contradict Kashdan et al.,

(2009, p. 987) previous research, which linked curiosity to reduced levels of distress.

Additional correlational analysis from the current study has shown that curiosity level
increase is associated with lower levels of self esteem and higher levels of extraversion,
perceived social support and conscientiousness. This key finding builds on studies such as
Karwowski (2012, p. 584) who used the same curiosity instrument. This study identified
strong evidence that curiosity is linked to extraversion, but little evidence of linkage to higher

order traits such as conscientiousness, which the current study revealed.

This research therefore builds on an important new developing area in psychology as outlined
in the introduction section. There is limited research on curiosity in relation to internal or
external stress related variables and no research was found in a literature review in relation to

perceived stress and customer service centres.
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The second hypothesis of the study was to investigated whether those with high levels of
extraversion and neuroticism would report higher levels of stress that those with lower levels.
The results of a Pearson’s correlation indicated that neuroticism was not significantly
correlated with extraversion accepting the null hypothesis. The multiple regression model
result found that neuroticism was significantly associated with prediction of perceived stress
partially rejecting the null whilst extraversion was not significantly associated with predicting

perceived stress partially accepting the null hypothesis.

A strength of this finding is that there is evidence provided supporting the trait-stress debate,
in that personality big five traits are linked to perceived stress. Previous research from
Hudek-Knezevi¢ et al. (2011, p. 538) found positive correlation between neuroticism,
conscientiousness and job stress in nurses. Although not stated in any of the current study’s
hypothesis, conscientiousness was found to be a significant predictor of stress in the customer

service population.

The third hypothesis of the study was to investigate whether those with higher perceived
social support were associated with lower levels of stress and lower self esteem compared to
those with lower levels. The results of a Pearson’s correlation found that social support was
positively correlated to self esteem rejecting the null partially. The multiple regression model
result found that perceived social support was not a significant predictor of perceived stress

partially accepting the null in this case.

This hypothesis generally states that those with high self esteem would have low social
support. The hypothesis was backed by an important study by Vohs & Heatherton (2001,
p-1103-1107) who found that after a stressor threat those with high self esteem were self

buffering through independent thinking reflected in small social networks due to the
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demanding nature of high self esteem people who required really contextual feedback to
engage. This is compared to those with lower self esteem who were found after a stess threat
to reach out not isolate into their large social network. There are limited other studies in the

literature review that build upon this likeability model.

The findings showed that the population scored high in social support and moderate to high
in self esteem in the instrument. This does suggest that the participants targeted in the study
which were generally multinational customer service employees have varied and strong
multidimensional social support whilst also having moderate to high self esteem levels. The
current studies finding therefore challenges Vohs & Heatherton (2001, p.1103-1107) who
advise high self esteem group have low social support network. Of the multinational
employees targeted some of their companies in Dublin have been recently voted best places

to work in Ireland, this is a national recognition award and may be a contributory factor.

The fourth hypothesis of the study was to investigate whether those with low social support
levels would be associated with higher levels of perceived stress and whether males would
score higher levels of stress compared to females. The levels of perceived social support
across males and females were similarly high. The results of the two-way univariate anova
found that the social support and gender interaction together were not significant predictors

of perceived stress levels.

The fifth hypothesis investigated gender and its relationship with the criterion and predictor
variables. The results found that gender was not associated with any of the predictor
variables, however gender was found to be a significant predictor of the criterion variable
perceived stress using a multiple regression. This result is consistent and adds support to
previous studies which found significant gender influence and differences in relation to

stress. A study by (Mclntosh et al. 1994, p.1) within the psychosocial perspective research
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area found that females experienced more stress if social support was low compared to men
in the legal profession. This was identified by MclIntosh et al. (1994, p.1) as supporting the
buffering gender difference effect. According to Berkman and Syme (1986, p. 806) men
were found to have more immunity to stress if married compared to women who had greater
immunity if they were high in social support. They also found that women were more at risk
without social support compared to men. Hedbory et al. (2011, p. 1) found that females were

more prone generally to high stress than men.

A literature review by Krause (1987, p. 757) has discovered erratic findings in stress research
in this area especially related to levels of stress difference between men and women,
particularly around social support. Cohen and Wills (1985, para 3) in a literature review
found both evidence confirming and denying the buffering effect of social support. The
current study has identified through a literature review that the erratic findings may well be
driven by the societal popular focus on stereotypical gender related occupations. These types
of gender isolating research tends to occur in for example military, legal, teaching and social
work occupations which were located in a extensive search of PsycINFO and PsycArticles

databases in the course of the current study.

Limitations

The limitation of the current study arose from the finding that gender was not found to
be related to any of the predictor criterion curiosity, personality traits, self esteem and social
support. This suggests that there are other factors at work for example organisational
commitment and ‘state of mind’, that is, whether someone is problem or emotional focused

which will be discussed in the future research section.

A further limitation of the study identified was that the instrument measuring the big 5 was

the at the threshold levels of reliability. Future research could utilised a stronger big 5
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instrument in terms of reliability. A limitation of the study was that the sampling was not
stratified by nationality which could be a confounding variable as multinationals and
customer contact centres tend to have a high variety of nationalities, for example eBay has

over 50 nationalities represented.

A measurement potential limitation is identified using the short version of the Big Five by
Gagne & Hancock (cited by Lang et al., 2011, p. 550) advise that the three item per
constructs represent the minimum level for identification of personality trait constructs
although the validity is outlined as strong. Lang et al., 2011 advised the short version was
design for large scale national surveys for improved efficiency deployment and the limitation
is that the measure system may not capture the “breadth and facets of the big five constructs..

fully represented” (Lang et al., 2011, p. 550). This is discussed further in future research.

Future Research

Future research can build upon this current study in terms of personality trait and
curiosity interaction with stress (change embracing and stretching) in the multinational work
environment. This industry experiences rapid, consistent change compared to other industries
therefore is an important facet to explore further. In multinational companies for example in
eBay Dublin there is over 40 nationalities in a medium sized organisation, therefore any

research in the future could take a cross cultural aspect more into account.

Future research can build upon gender research in the occupational environment. Bellman,
Forster, Still and Cooper (2003, p. 45) study found gender differences in relation to stress and
that social support interaction for men is related to organisational commitment whilst women
is related to state of mind. This study provides some additional variables to challenge and to

add into a review with potentially locus of control, manager versus employee levels of stress
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in relation to gender and test-retest designs to get a picture over time of stress and avoid life

event bias.

Future research could encapsulate in a more structured way the path of curiosity and stress to
psychological well being, for example using the variables in scope in this research and
applying a pathway analysis statistical technique. This could be applied across gender in a
range of occupational areas which would be beneficial to advance the knowledge in

motivations underlying perceived threat levels.

Future research in relation to the big five could utilise a higher item instrument to ensure a
higher reliability and validity compared to the short version. The highlighted in reliability is
outlined in the limitations section with reference to Lang et al.,, 2011 who provided
commentary and literature review in relation to the short version 15 item inventory of the big

five.

Future research in relation to social support could investigate further the isolative and reach
out nature of threat response of the individual which may provide further insight into the
homeostasis balance model particularly for multinational environments for people managers,

individual contributors and frontline staff.

There is future research potential in customer service centres in relation to whether individual
centric or team centric approach can be shaped to positively influence perceived stress and
support provision of guidance for future stress intervention design or approach. Jie, Norvilitis
and Ingersol (2007, p.131) found that idiographic group tend to focus more on their own
goals and needs rather than collectivist groups and that this is related to personality trait, for
example extraversion. Ost and Breitholz’s (as cited by Cooper 2002, p. 240) research
identified that personality trait extraversion and neuroticism can be shaped using clinical

psychological procedures using relaxation and cognitive behavioural technique. This finding
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indicates that positive intervention can be possible to support trait shaping or enhancement

and enable a better management of a stressful interaction.

Conclusion

The current study has shown that trait personality, curiosity and gender are important
facets in the study of stress and also in relation to the customer service employee population.
Over 40% of the variance in perceived stress was found to be predicted by three variables,
namely conscientiousness, neuroticism and gender. This result supports the side of the
debate, outlined in the introduction and discussion sections, which states that personality trait

is associated with stress and the perception of stress.

The motivation to seek out new experience and then embrace that change, as measured by
curiosity instrument, was found not to directly predict perceived stress. However curiosity
was found to be positively correlated with the trait conscientiousness which was a significant
predictor of perceived stress. This indicates an indirect role of curiosity in the perception of
stress and is an important variable in future stress research. Curiosity was also positively
correlated with other traits including openness to new experience, extraversion and the single
external variable used it the current study, perceived social support. This result adds new
ground in the study of curiosity, in relation to perceived stress and social support as there is
limited research available. It also challenges previous research which links curiosity to
distress, of which stress is a component, and supports previous research that curiosity has a

relationship with a number of personality traits.

The result from the current study also shows trait neuroticism and conscientiousness are
predictive of perceived stress. This supports previous research that as neuroticism increases,

stress increases. Extraversion was not found to be associated with perceived stress which
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supports the debate that extraversion may not have a buffer effect at least in this population

targeted.

Social support at low, medium or high levels was found to be positively associated with self
esteem. This contradicts previous research challenging the interpretation of social support in
relation to self esteem as being positively correlated and support a positive correlated link.
Interestingly, the customer service population overall scored high in social support and self

esteem in general.

Gender and social support together was not found to be related to perceived stress and gender
was not found to be associated with any of the predictor variables indicating other variables
at work as outlined in the discussion section. However, as mentioned above gender was

discovered to be a significant predictor of perceived stress.

To support interventions in relation to trait and stress cognitive behavioural techniques, for
example, such as motivational training have been successful in shaping trait and behaviour.
This technique provides a set of holistic operating guidelines to improve the stress-
environment interaction both in the workplace and the home however a key challenge to

embed this culture into the operating rhythm of a family or company unit.

The literature review reveals a research gap in relation to perceived stress and the online
customer service area. This is relevant since in Ireland multinational companies are a high
investment and growth area of employment. Globally this industry is growing rapidly in

terms of mobile interaction with daily commodity, business and social transaction.

The findings from the study using the customer service centre population should support

stress management techniques review. The results indicate that gender and trait individual
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difference in stress management are important considerations for the development of any

stress management technique, programme or early warning system intervention in the future.
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Appendix

Appendix 1. Online Survey Cover Page for Participants

Psychology Research Study: To research individual differences of curiosity, personality,
social support and self esteem in relation to stress perception.

This survey is part of a psychology degree research study. The questionnaire takes approx 10
mins to complete. The questionnaire is 100% anonymous, confidential and you have the right
to withdraw at any stage.

Research Aims:

e To explore new areas of research in Curiosity (Seeking out change/Absorbing
Change)

¢ and Perception of Stress which is linked to Motivation.

e To build upon existing research in relation to social support and personality.

¢ To contribute to the understanding of perceived stress and support future intervention
areas of focus.

To agree to take the survey please click on next to start. At the end of each page is a next
button until you see a Done button to complete the survey.

You will have the option of selecting one answer per question. Ask yourself each question
and select a response using your mouse and clicking to place a tick under one of the answer
options.

Tip: Don't overthink it just answer it.



Appendix 2. Questionnaire

Section A Demographical Variables
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Occupation eCommerce | Social Online Online
Networking | Search Gambling
What type of customer service | Checkbox Checkbox | Checkbox | Checkbox
centre do you work for?
If other occupation Free-text Box
Section B
Curiosity Section
) -
S e o >
o = ] =
25| ¢ | 5| E
> 2 < E = 2 8
523 2 | 2| § | 3
>Rz | < = o S
1. |1 acgvely sqek as much information as I 1 > 3 4 5
can 1n new situations.
2. | I am the type of person who really enjoys
. . 1 2 3 4 5
the uncertainty of everyday life.
3. | I am at my best when doing something
. : 2 3 4 5
that is complex or challenging.
4. | Everywhere I go, I am out looking for
. . 2 3 4 5
new things or experiences.
5. | I view challenging situations as an
) 2 3 4 5
opportunity to grow and learn.
6. |I 'hke ‘to do things that are a little ) 3 4 5
frightening.
7. | I am always looking for experiences that
challenge how I think about myself and 2 3 4 5
the world.
8 |I prefer jobs that are excitingly > 3 4 5
unpredictable.
9. |I frequently seek out opportunities to
2 3 4 5
challenge myself and grow as a person.
10. | I am the kind of person who embraces
- 2 3 4 5
unfamiliar people, events, and places.




Section C

Personality Section
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1. |I try to be courteous to everyone I 1 ) 3 4 5
meet
2. | I'm pretty good about pacing myself 1 > 3 4 5
so as to get things done on time
3. | When I'm under a great deal of stress,
sometimes I feel like I'm going to 1 2 3 4 5
pieces
4. | I am intrigued by the patterns I find
in art and nature 1 2 3 4 S
5. | Ireally enjoy talking to people 1 2 3 4 5
6. | I often feel tense and jittery 1 2 3 4 5
7. | I'like to be where the action is 1 2 3 4 5
8. | I often feel as if I'm bursting with 1 > 3 4 5
energy
9. | I often get angry at the way people 1 ) 3 4 5
treat me
10. | Some pf:ople think of me as cold and 1 ) 3 4 5
calculating
11. | I have little interest in speculating on
the nature of the universe or the 1 2 3 4 5
human condition
12. |1 geperally try to be thoughtful and 1 ) 3 4 5
considerate
13. | I never seem to be able to get
organised 1 2 3 4 5
14. | 1 often enjoy playing with theories or 1 ) 3 4 5
abstract ideas
15. | I strive for excellence in everything I 1 ) 3 4 5

do




Section D

Perception of Stress Section
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Never

Almost

Never

Sometimes

Fairly
Often

Very Often

In the last month, how often have you
been upset because of something that
happened unexpectedly?

[

w9

In the last month, how often have you
felt that you were unable to control the
important things in your life?

In the last month, how often have you
felt nervous and “stressed”?

In the last month, how often have you
felt confident about your ability to
handle your personal problems?

In the last month, how often have you
felt that things were going your way?

In the last month, how often have you
found that you could not cope with all
the things that you had to do?

In the last month, how often have you
been able to control irritations in your
life?

In the last month, how often have you
felt that you were on top of things?

In the last month, how often have you
been angered because of things that
were outside of your control?

10.

In the last month, how often have you
felt difficulties were piling up so high
that you could not overcome them?




Section E

Perception of Social Support Section
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1. There is a special person who is 1 > 3 4 5 6 7
around when I am in need.

2. There is a special person with
whom I can share my joys and 1 2 3 4 5 6 7
SOITOWS.

3. 1\m/[g family really tries to help 1 ) 3 4 5 6 7

4. I get the emotional help‘ and 1 5 3 4 5 6 7
support I need from my family.

5. I have a special person who is a 1 > 3 4 5 6 7
real source of comfort to me.

6. My friends really try to help me. 1 2 3 4 5 6 7
I can count on my friends when 1 > 3 4 5 6 7
things go wrong.

8. I can talk a}bout my problems 1 5 3 4 5 6 7
with my family.

0. I have frls-”:nds with whom [ can 1 5 3 4 5 6 7
share my joys and sorrows.

10. There is a special person in my 1 5 3 4 5 6 7
life who cares about my feelings.

11. | My famlly is willing to help me 1 > 3 4 5 6 7
make decisions.

12. | I can talk about my problems 1 2 3 4 5 6 7

with my friends.




Section F

Self Esteem Section
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1. | I feel that I am a person of worth, at least on 1 2 4 5
an equal basis with others.
2. | I'feel that I have a number of good qualities. 1 2 4 5
3. | All in all, I am inclined to think I am a
failure. 1 2 4 S
4. | 1 am able to do things as well as most other 1 2 4 5
people.
5. | Ifeel I do not have much to be proud of. 1 ) 4 5
6. | Itake a positive attitude toward myself. 1 D) 4 5
7. | On the whole, I am satisfied with myself. 1 ) 4 5
8. | I wish I could have more respect for myself. 1 D) 4 5
9. | I certainly feel useless at times. 1 ) 4 5
10. | At times I think I am no good at all. 1 ’ 4 5




Appendix 3. Online Survey Outro Page for Participants

Thank you for completing the Survey.

Related Informational Websites:

¢ http://www.yourmentalhealth.ie/

e http://www.leanonme.net/ie/

e http://www.reachout.com/

e http://ie.reachout.com/inform-yourself/depression/

¢ http://www.samaritans.org/your-community/samaritans-work-ireland/samaritans-
branches-ireland

Researcher Email Address _
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