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Abstract. One of the industries significantly affected by the Covid-19 pandemic is tourism. As a result of 

lockdowns, tourism came to a halt, which has caused severe damages not only to tourism-related business 

but also aviation, hospitality sector, which resulted in unemployment, reduced work hours with minimum 

salary or temporary leave and even closure the businesses.  

As a result of the pandemic, 99 travel agencies liquidated their business activities and the revenues of 88 

percent of the whole tourism sector reduced and 56 percent of employees were laid off.   

This paper analyses the impact of Work-related stress on the job satisfaction and organizational trust in the 

tourism sector during the unprecedented changes related to the Covid-19 pandemic. The survey was 

conducted online in April-May, 2021 and involved 275 employees working for different travel agencies. 

Numerous tests are used to verify the proposed hypothesis, such as factor analysis, reliability analysis, 

correlation analysis and PLS analysis. 

The results of the survey show that the Work-related stress caused by Covid-19 pandemic has a negative 

impact on job satisfaction and organizational trust among surveyed employees.    
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1 Introduction  

The virus, first identified in Wuhan city, the People’s Republic of China in December 2019, quickly spread around 

the world, was declared as a pandemic by the World Health Organization in March 2020 [1]. 

According to World Travel and Tourism Council, more than 50 million jobs are at risk due to the emerging situation 

[2]. 

The National Security Council of Mongolia issued Directive No. 01/01 “Temporary border shutdown” on January 30, 

2020 and introduced lockdown on February 01, 2020. The measures taken by the government made the businesses 

completely suspend their activities. This applied also to businesses operating in tourism and hospitality sectors. Many of 

them were even forced to file for bankruptcy as well as well as laying off their employees [3].  

The study conducted by Mongolian Chamber of Commerce and Industry shows that 90 percent of businesses in 

tourism sector have been affected by those unprecedented circumstances [4]. As a result, employee well-being is 

threatened significantly due to loss of income affecting their lifestyle, standard and quality of living and mental health 

conditions.  

Numerous studies have been conducted among health professionals to evaluate the impact of the pandemic related to 

job stress, depression, anxiety and insomnia; however, there are not many studies addressing the level of employee fear, 

irritation and stress, and depression related to uncertainty among the employees in tourism and hospitality sector [5-6]. 

Tourism is definitely one of the sectors seriously affected by the Covid-19 pandemic. Due to the pandemic, 99 travel 

agencies suspended or closed down their business, 88 percent of them faced a 91-100% income shortage and 56 percent 

of them reduced the number of their employees [7]. 

This study is aimed at analysing employee Work-related stress and job satisfaction of local tourism travel agencies´ 

employees and their impact on the organizational trust. 

Job stress and Job Satisfaction  

Lazarus and Folkman describe stress as a physiological response to a potential threat to human well-being. It is a 

physical and mental reaction to the changes that people face in their daily life or needs that come up in life. Job stress is 

characterized by discrepancies between the demand of workplace and personal skills of the person who strives to meet 
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the needs [8-9]. On the other hand, job satisfaction also plays an essential role in preventing and handling employee stress 

[10]. 

When people feel and perceive less support or cooperation from their co-workers and managers, it can lead to stress, 

which negatively contributes to the loss of self-confidence, decrease in job satisfaction and performance [11-12]. Many 

studies have been conducted to identify possible negative impacts of Work-related stress on employee work teams as well 

as organization as such. Work-related stress.  

Recently, a new term appeared - pandemic stress originating from the spread of Covid-19.  People are now spending 

a significant portion of their daily life working online due to lockdowns introduced and have easier access to large 

quantities of information on the pandemic, and their increased fear over uncertainty of their employment and stability of 

the future income often leads to stress and depression [13].  

One of the crucial factors in achieving organizational objectives is employee job satisfaction [14]. Employee job 

satistifaction refers to the employee attitude to their job or subjective experience gained throughout their professional life 

[15]. 

According to Herzberg, performance outcomes is a source of both job satisfaction or dissatisfaction that occur due to 

certain workplace circumstances and hygiene factors. The issue of job satisfaction needs to be addressed as it is closely 

related to numerous organizational problem such as absenteeism, staff turnover, commitment and productivity [16]. 

Many researchers have confirmed the negative impact of Work-related stress on  mental health and decrease in 

employee job satisfaction [10, 17-19]. 

During the Covid-19 pandemic, job security is a main stress-inducing factor, which leads to a decrease in job 

satisfaction and contributes to mental health concerns [20]. 

Work-related stress and Organizational trust 

In the present, business success is heavily dependent on the organizational trust, even more than it used to be. Trust 

plays a crucial role in interpersonal communication and collaboration. Trust is considered as a success factor for any 

organization and its management since zero trust in the organization hinders maintaining open and sincere communication 

between managers and employees, which often leads to mistrust [21]. 

Organizational trust is an essential factor maintaining communication and collaboration among the employees of the 

organization and demonstrates the individuals’ expectations regarding organizational communication and behaviour [22]. 

In simple terms, organizational trust shows employee expectations and trust concerning the belief in the organizational 

activities as well as its employees. Employees who show high levels of trust in the organizational management and co-

workers tend to be more loyal.  

Studies show that employees who suffer from stress often lose trust in organizational commitment and job security 

[23-24]. Job related stress reduces organizational trust and directly or indirectly affects staff turnover [25]. 

Job Satisfaction and Organizational Trust 

Job satisfaction and organizational trust are factors that contribute to achieving the goals of a given organization and 

gain a competitive advantage over competitors.  Organizational trust brings various positive effects both for employees 

and the organization. Higher level of organizational trust among its employees increases employee loyalty to the 

organization and higher employee job satisfaction [26].  

There is a positive correlation between organizational trust and job satisfaction; high level of organizational trust 

results in high level of employee job satisfaction [27-29]. 

Research design: Based on literature review, the following research model is proposed to achieve the objectives of 

the study:  
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H1: Work-related stress influences has a negative impact on employee job satisfaction. 

H2: Job stress negatively affects the organizational trust. 

H3: Job satisfaction influences the organizational trust. 

Figure 1. Word cloud of publication keywords on the topic of employee engagement  

Source: Author. 

2 Methodology 

The objective of the study is to investigate the impact of Work-related stress on employee job satisfaction and 

organizational trust in the tourism sector in the wake of the unprecedented changes caused by the Covid-19 pandemic.  

A total of fifteen travel agencies participated in the survey. SPSS 23.0 and Smart PLS 3.0 software, which are widely 

used in the social sciences research, are used for the data analysis. Numerous tests are performed to confirm or reject the 

formulated hypothesis, such as factor analysis, reliability test and regression analysis.  

Data collection and data source   

When selecting the sample, 95% confidence level with 5% confidence interval was considered. There were selected 

275 out the total of 618 employees working in 15 travel agencies. We used the data of 275 participants, which is a 

sufficiently representative sample. The survey was conducted online between April 12 and May 20, 2020. The survey 

questionnaire consisted of 18 questions related to organizational trust, job satisfaction and stress; each question was rated 

on a 5-point Likert scale. In the study, the changes in demographic factors including age, sex, marital status, education, 

salary and employment status were considered.  

Table 1. Background information on the Respondents 

Age 
Length of employment in the 

company 
Changes in employment  

 n %  n %  n % 

20-25  16 5.9 Up to 1 32 11.6 Paid holiday 13 4.7 

26-30 78 28.3 1-3 years 144 52.4 Decrease in worked hours  80 29.1 

31-35 73 26.5 4-10 years 51 18.5 No salary  114 41.5 

36-40 80 29.1 11-15 years 36 13.2 Lost job  68 24.7 

41-50 22 8.1 16 years and more 12 4.3 No change  - - 

51 and older 6 2.1       

Source: Author. 

Of the 275 participants, 58.9% were female and 41.1% male; as for age, they were relatively young employees at their 

twenties - fourtiesged 20-40’s (89.8%). The majority of the participants (64 %) worked 1-3 years for their organization; 

18.5 % of them worked in the sector for 4-10 years, and remaining 17.5% of them for more than 16 years. The results 

show that in terms of the pandemic-related consequences, 24.7% of the participants experienced unemployment, 41.5% 

unpaid leave, 29.1% reduced working hours, and only 4.7% had a paid leave. This indicates that employees in the tourism 

and hospitality sectors have faced the biggest risks associated with loss of income and loss of job.  

  

Work-related 

stress 

Organizational 

trust 

Job satisfaction 

H1 

H2 

H3 
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Reliability analysis of variable  

Cronbach α test is performed to test the reliability of the questionnaire. The test showed a value greater than 0.7 [30] 

and was thus evaluated as capable of measuring the proposed variables. Moreover, Composite Reliability coefficient 

showed a value of 0.5 [31]; the questions included in the questionnaire are reliable for the purposes of the study. Reliability 

test results are summarized in Table 2 below.  

Table 2. Questionnaire reliability analysis 

Set of items 
Number of 

questions 
Cronbach's α AVE CR 

Work-related stress - WS 6 .892 .630 .910 

Job Satisfaction - JS 6 .913 .679 .927 

Organizational trust - OT 6 .869 .597 .899 

Source: Author. 

Correlation analysis  

To estimate the correlations of the factors´ correlations, Pearson Correlation analysis is carried out and the results are 

summarized in Table 3.   

Table 3.  Pearson Correlation analysis   

Correlations 

  WS JS OT 

WS 
Pearson Correlation 1   

Sig. (2-tailed)    

JS 
Pearson Correlation -.580** 1  

Sig. (2-tailed) .000   

OT 
Pearson Correlation -.655** .593** 1 

Sig. (2-tailed) .000 .000  

 **. Correlation is significant at the 0.01 level (2-tailed). 

                                    Source: Author. 

The results of the analysis indicate notable negative correlations [r=-.580, p<0.01] of work-related stress, job 

satisfaction and organizational trust in the case of the surveyed participants show Job satisfaction and organizational trust 

among the participants show significant positive correlations [r=593, p<0.01].  

Structural equation modelling  

To ensure the reliability of the survey data and evaluate the survey model, R-Square is estimated. We used PLS 

analysis to measure the proposed model´s predictive power. Factors related to the independent and dependent variables 

are carefully checked step by step. The results of the analysis show that all hypothesis formulated for the purposes of the 

study can be confirmed; regression analysis show a significant p-value (p <0.05). The results of the analysis are 

summarized in Table 4.  

Table 4.  Research result PLS-SEM 

Hypothesis Path 
Standardized 

Beta 
t value P value Remarks 

H1 WS→JS -0.492 6.492 .000 Supported 

H2 WS→OT -0.610 7.459 .000 Supported 

H5 JS→OT 0.330 5.779 .000 Supported 

           Source: Author. 

According to the results, participants’ work stress of participants impacted slightly on job satisfaction[β=-0.492] 

while it strongly affected to the organizational trust [β=-0.610; p<0.01]. Job satisfaction has a moderate impact on 

organizational trust β=0.330; p<0.01]. Normative estimate is presented in below Figure 1. 
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Figure 2. Path Model and PLS-SEM Estimate 

Source: Author. 

The effects of all moderating variables turned out to be positive (Beta coefficient) and statistically significant (p 

<0.05). It can thus be concluded that the hypotheses formulated are valid.   

3 Conclusion  

The uncertainty arising from the pandemic is the main factor that causes the stress of employees. High stress level 

affects productivity, reduces employee job satisfaction and organizational trust, which may result in the failure of the 

entire organization [32]. Therefore, organizations need to tackle the problem through identifying employee stress level, 

its causes and finding solutions to resolve the situations [17]. 

In the case of tourism and hospitality sectors, employees have faced numerous challenges including job security, 

layoffs, income decrease, work break, work and life balance and livelihood, which are the main sources of stress reducing 

employee job satisfaction as well as organizational trust.  

The objective of the paper was to investigate the impact of work-related stress on employee job satisfaction and 

organizational trust in the case of travel agencies in the wake of unprecedented changes caused by the pandemic. 

According to the results of the study, work-related stress can be a significant factor reducing job satisfaction and 

organizational trust. The results of the survey are consistent with the results of earlier studies conducted in the area, such 

as research by Feather & Rauter [24], Bhatti & et al. [17], Chao & et al. [18], Hoboubi & et al. [10], Hsu & et al. [19], 

and Said & El-Shafei [25].  

The results show that an increase in work-related stress by one unit results in a decrease in job satisfaction by 0.492 

(Beta) unit and a decrease in the organizational trust by 0.610 (Beta) unit.  

Moreover, job satisfaction has a significant impact on organizational trust among employees. Organizational trust is 

a psychological commitment of the employee to the organization by accepting its philosophy and confidence in its' future 

that is nurtured overtime. 

An increase in job satisfaction by one unit results in an increase in organizational trust by 0.330 (Beta) unit, means 

higher job satisfaction level tend to make employees be loyal and trust their organization, which make them deepen their 

commitment and show positive attitudes towards the organization.  
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The results were also consistent with the previously conducted studies by numerous researchers, such as  Perry & 

Mankin [27], Fard & Karimi [28], Artar & Erdil [29] and Aygün [26]. 

It can thus be concluded that there is a positive correlation between organizational trust and job satisfaction, which 

means that in organizations where the trust level remains high employees show higher job satisfaction.  

As we decided to conduct the current survey due to the increasing public discussion on ambiguity of the tourism 

sector, we have no possibility to compare the previous state of work-related stress level and its impact on organizational 

trust. Further research could focus on comparing the changes in work-related stress.  

Therefore, it is essential for any organization to deal with work-related stress and take preventive measures reducing 

the negative impacts that may result from the stress and other negative job practices to maintain healthy work environment 

where employees tend to remain loyal and positive towards not only to their jobs but also to their organizations.  
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