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ABSTRACT

Generation Z is increasingly entering the workforce and is known to be technologically adaptive;
however, they are also vulnerable to workplace stress due to rapid organizational changes and high-
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performance demands, particularly in the service industry that requires intensive customer interaction
and emotional labour. This community service program aimed to provide psychoeducation on
workplace stress management for Generation Z employees at PT X, a professional organizing
service company. The program was conducted through a 90-minute interactive webinar integrating
psychoeducation, reflective discussion, and gamified learning activities. Program evaluation was
conducted using pre-test and post-test assessments and participant satisfaction surveys. A total of
53 participants attended the webinar. The results showed an increase in knowledge scores from a
pre-test mean of 40.00 to a post-test mean of 63.33, indicating a 58.3 percent improvement, while
91 percent of participants rated the program as relevant, useful, and easy to understand. Participants
also reported increased awareness of emotional regulation and the application of adaptive coping
strategies in the workplace. The findings indicate that webinar-based psychoeducation can effectively
improve workplace stress management literacy and support workplace wellbeing among young
employees in the service industry.
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1. INTRODUCTION

The increasing demands of modern workplaces require employees to adapt quickly to dynamic job
expectations, particularly in the service industry where employees must interact intensively with clients
and maintain high emotional control. Generation Z are increasingly entering the workforce and often
experience difficulties in managing workplace stress due to limited work experience and inadequate
coping skills. Previous studies have shown that insufficient stress management literacy among early-
career employees can lead to emotional exhaustion, decreased work engagement, and reduced job
performance (Fitriani et al., 2023; Yusriani et al., 2024).

A worker experiences job stress when there is an imbalance between work and the ability to cope
with stress. Work-related stress can occur due to organizational, individual and other factors (Pasaribu
& Hardayati, 2025). Workplace stress has become one of the most common psychological challenges
among employees in service-oriented occupations because the job requires flexibility, time pressure, and
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continuous interaction with customers. Without proper education on stress management, employees
may rely on maladaptive coping strategies that negatively affect both individual wellbeing and
organizational performance. Educational programs focusing on stress awareness, emotional regulation,
and coping strategies are considered effective preventive approaches to improve workplace wellbeing
and resilience, especially for young employees who are still in the adaptation stage of their careers (Goh
et al., 2016; Putra & Nuradina, 2023).

PT X, a professional organizing service company, reported several challenges related to workplace
stress among its young employees. The problems were identified through a preliminary needs
assessment conducted in September 2025, which involved informal interviews with five employees and
one supervisor, as well as brief observations of daily work activities. The assessment indicated that
employees frequently experienced high workload demands, irregular work schedules, communication
difficulties within the team, and emotionally demanding interactions with clients. Several employees
reported feeling easily tired, losing focus during work, and having difficulty managing emotions when
facing customer complaints. These findings showed that employees had limited knowledge of stress
management strategies and needed practical education that could help them regulate emotions and
cope with workplace pressure more effectively.

Unlike previous stress management activities that are commonly delivered through long-term
training or clinical programs, the partner organization required a short, practical, and easily accessible
intervention that could be implemented without interrupting work activities. Stress management
psycoeducation, can help reduce stress levels among workers (Suratmini et al., 2024). At the time
of the program, PT X had never conducted a structured stress management education program for
its employees, even though most of them were young workers with limited experience in managing
workplace pressure.

Needs

Assessment Program Design

Improved
Workplace
Wellbeing

Figure 1. Workplace stress management intervention framework

Results have been found in previous community service programs on stress management
psychoeducation for employees. Psychoeducation on workplace stress management has been shown to
improve employees’ understanding of stress management and help reduce the risk of decreased work
productivity. This suggests that simple and applicable techniques can support employees in managing
work pressure more effectively (Pradiptya et al., 2025). Others also have shown that psychoeducation can
improve employees’ understanding about stress and coping strategies that helps employees recognize
early signs of stress and respond more adaptively when facing work pressure. This improved awareness
can support better emotional control, help employees perform their tasks more effectively, and reduce
the risk of decreased work performance (Deviyeni et al., 2022). Therefore, this community service
program introduced a webinar-based psychoeducation model combined with interactive discussion
and gamified learning to increase participant engagement. The novelty of this program lies in the

| 230 |



Workplace stress management psychoeducation program to enhance employee resilience in the service industry
Kurnianingrum Ayu Miranti, Zamralita

integration of psychoeducation, participatory learning, and practical coping exercises within a single-
session intervention specifically designed for Generation Z employees in the service industry to improve
workplace wellbeing and employee resilience.

The community service activity was developed using a practical intervention framework to
address the partner’s needs in managing workplace stress. The framework includes needs assessment,
preparation of educational materials, webinar implementation, participant evaluation, and follow-up
recommendations. This model was designed to ensure that the program provided practical solutions
that could be directly applied in the workplace. The stages of the intervention are presented in Figure
1. Aligned with this context, the present program initiative aims to provide educational support related
to workplace stress management for young Generation Z employees working in the service industry.
Through a participatory approach involving webinars, this program seeks to enhance participants’
awareness of the importance of psychological balance at work while also equipping them with practical
skills to manage workplace pressures effectively.

2. METHODS

The main partner of this community service program was PT X, a professional organizing service
company. The program was primarily designed for employees of PT X as the target group based on
the needs assessment conducted with the partner. In addition, several public participants who worked
in similar service-related fields were allowed to attend the webinar to expand the dissemination of the
educational material. Nevertheless, the planning, implementation, and evaluation of the program were
based on the problems identified at PT X as the primary partner.

The preliminary needs assessment was conducted in September 2025 through informal interviews
and brief observations at PT X. Interviews were carried out with five employees and one supervisor to
identify common problems experienced during daily work activities. The results showed that employees
frequently faced high workload demands, irregular schedules, communication difficulties, and
emotionally demanding interactions with clients. Several employees reported feeling easily fatigued,
losing concentration, and having difficulty managing emotions when facing customer complaints. These
findings indicated the need for practical education on workplace stress management that could help
employees develop adaptive coping strategies in the workplace.

The implementation team, together with the management of PT X, agreed to conduct the
program in the form of an interactive webinar. Administrative documents, including assignment letters,
a collaboration agreement (Implementation Agreement/IA), and official activity approval, were prepared
to ensure the smooth execution of the program and compliance with academic standards. The webinar
materials were developed based on the findings from the preliminary assessment as well as current
scientific literature on workplace stress among Generation Z employees in the service industry.

The effectiveness of the program was evaluated using pre-test and post-test results to observe
changes in participants’ knowledge before and after the webinar. The evaluation was conducted
descriptively to identify improvements in understanding and to assess participant responses to the
activity. This evaluation approach was used to measure the usefulness of the program as part of the
community service implementation rather than as a formal experimental study.

Activity Design

The activity was designed as an online psychoeducation program aimed at improving participants’
understanding of workplace stress and helping them develop practical coping strategies that could be
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applied in daily work situations. The program was conducted in the form of a 90-minute interactive
webinar attended by employees of PT X as the main partner, along with several additional participants
from similar service-related occupations. The activity consisted of several stages, including introduction,
material delivery, interactive learning, discussion, and evaluation. The facilitator was responsible for
delivering the material, guiding discussion, and encouraging participants to share their experiences
related to workplace stress. Interactive methods such as quizzes and reflective discussion were used to
increase participant engagement and make the learning process more practical and applicable. To make
the implementation clearer, the stages of the activity are presented in Table 1.

Table 1. Activity implementation stages

Session Activity Duration Facilitator Role Purpose
1 Opening and introduction 10 minutes  Introduce program and Build participant readiness
objectives

2 Initial quiz (Kahoot) 10 minutes  Guide quiz and interaction Identify participant stress
experience

3 Psychoeducation on 20 minutes  Deliver material Increase knowledge about

workplace stress stress

4 Coping strategy training 20 minutes  Explain and give examples Teach adaptive coping

5 Discussion session 20 minutes  Facilitate sharing Reflegt participant
experience

6 Post-test and evaluation 10 minutes  Guide evaluation Measure program
usefulness

3. RESULTS AND DISCUSSION
Program Implementation

The activity was conducted on November 7, 2025. A total of 53 participants attended the webinar,
and all participants completed the demographic form. Therefore, the total number of responses
presented in Table 2 is consistent with the total number of participants in the program. Based on the
demographic data, 79.3 percent of participants were Generation Z employees aged 18-27 years, while
the remaining participants were above 27 years old. This composition reflects the predominance of
young workers who constitute the primary target of the workplace stress management education
program. Most participants were early-career employees with less than three years of work experience
(47.2 percent), followed by those with less than one year of tenure (28.3 percent), and employees with
more than three years of experience (24.5 percent). These figures indicate that most participants had
relatively limited work experience and were therefore more vulnerable to workplace stress due to the
ongoing adaptation process to organizational culture and job demands.

Table 2. Demographics

Characteristic Category Frequency Percentage (%)

Age 18-20 years 7 13.2
21-23 years 18 34.0

24-27 years 17 321

>27 years 11 20.7

Length of Employment <1 year 15 28.3
1-3 years 25 47.2

>3 years 13 24.5
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The implementation of the program was conducted over a 90-minute session consisting of
four main components: (1) Session 1: An interactive Kahoot! to introduce the topic and to identify
participants’ experiences related to workplace stress; (2) Session 2: A psychoeducation delivered by
the facilitator, covering the definition of workplace stress, common stressors in the service industry,
and adaptive coping strategies; (3) Session 3: A second Kahoot! quiz serving as an evaluation and
reinforcement of the material; (4) Session 4: A reflective discussion on workplace challenges and the
application of relevant coping strategies.

During the first session, the interactive quiz revealed that most participants identified a toxic work
environment as the primary source of their workplace stress. The results of the initial quiz are presented
in Figure 2. Most participants identified toxic work environment as the main source of workplace stress,
followed by workload pressure and customer-related demands. This finding supports the need for stress
management education that focuses on emotional regulation and coping strategies that can be applied
in daily work situations.

3 -Jajak pendapat Apa yang pernah atau paling membuat Anda stres dalam bekerja? < 2
u Jam kerja panjang = 7
n Kurang diakui atau dihargai e 4
[_) Lingkungan toxic — 18
D Perlakuan atau keputusan kerja yang tidak adil L] 3
Tidak ada jawaban 3

Figure 2. Participants’ self-identified sources of workplace stress

The material presentation delivered in the second session is illustrated in Figure 3. The figure
shows the delivery of psychoeducation material during the webinar session, where the facilitator
explained the concept of workplace stress, common stressors in the service industry, and adaptive
coping strategies. The material was presented using interactive explanations and practical examples to
help participants understand how stress develops in daily work situations. This session was intended to
improve participants’ awareness of workplace stress and to introduce coping strategies that could be
directly applied in their professional activities.

A question-and-answer segment was conducted to address participants’ concerns regarding
workplace challenges and to clarify the application of coping strategies. Participants’ enthusiasm was
evident from their active engagement during the discussion and Q&A sessions. Many participants openly
shared personal experiences regarding how they cope with workplace stress and the challenges they
face in maintaining balance between their professional responsibilities and personal lives. Furthermore,
an overview of several webinar participants is presented in Figure 4, illustrating the level of engagement
throughout the activity.

The Figure 4 illustrates active participation during the session, where participants followed the
material, joined the discussion, and responded to the interactive activities provided by the facilitator.
The high level of participation indicates that the webinar-based format was effective in maintaining
engagement throughout the program. The interactive methods used in the activity encouraged
participants to share their experiences and helped them understand the material more easily, which
supports the objective of the community service program to provide practical and applicable knowledge.
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Figure 3. Presentation session on workplace stress among Generation Z
Figure 4. Webinar attendance snapshot

Program Evaluation and Assessment

To assess the effectiveness of the program, participants were administered a pre-test and post-
test consisting of five items measuring knowledge and strategies related to managing workplace stress.
Evaluation data were collected from 30 participants, as only these individuals completed both the pre-test
and post-test. Although the webinar was attended by 53 participants, several attendees did not submit
either the pre-test, the post-test, or both, resulting in incomplete data that could not be included in the
statistical analysis. Therefore, the final sample for the paired samples t-test consisted of 30 participants
with complete response sets.

The findings showed a significant improvement in participants’ knowledge after attending the
webinar. Overall, the mean pre-test score of 40.00 increased to 63.33 on the post-test, indicating a gain
of 23.33 points. The statistical results presented in Table 2 demonstrated a highly significant difference
between the two scores, t = -5.887, p < .001, with a large effect size (d = —1.075). These results indicate that
the webinar had a strong impact on enhancing participants’ overall understanding of workplace stress
management, as further supported by the descriptive data and the graphical comparison illustrating a
consistent increase between pre-test and post-test scores.

Table 3. Overall pre-test and post-test results

Pre-Test M Post-Test M Mean

Variable N (SD) (SD) Difference t o] Cohen’s d
%‘éf;rrae” 30 40.00 (19.65) 63.33 (23.54) 23.33 5887 < .001 -1.075

Further analysis of the pre-test and post-test results revealed that all aspects of knowledge assessed
during the webinar showed meaningful improvement, as presented in Table 4. For the component on
understanding workplace stress, participants demonstrated a significant increase in scores from pre-test
to post-test, t = -3.247, p = .003, with a medium effect size (d = —0.593). This indicates that participants
developed a clearer comprehension of the basic concepts of workplace stress, including how stress
emerges and how the body responds to pressure in the workplace.

Similarly, the component measuring knowledge of workplace stressors also showed a statistically
significant, though smaller, improvement, t = -2.262, p = .031, d = -0.413. These results suggest that
participants gained a better understanding of the factors that may trigger stress at work, although the
increase was not as substantial as other domains.
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The strongest improvement was observed in the component assessing coping strategies for
workplace stress. This domain showed highly significant results, t = -5.461, p < .001, with a large effect
size (d = -0.997). These findings confirm that the content related to stress management, such as relaxation
techniques, emotional regulation, and identifying sources of social support, had the greatest impact in
enhancing participants applied coping skills. Overall, these results demonstrate that participants not
only improved their theoretical understanding of workplace stress but also became better equipped to
apply adaptive coping strategies in their work lives.

Table 4. Analysis of pre-test and post-test results

. . Pre-Test M Post-Test M Mean Cohen'’s
Webinar Material N (SD) (SD) Difference t P d
Understanding
Workplace Stress 30 2.67 (6.92) 8.00 (9.96) 5.33 -3.247 .003 -0.593
Causes of
Workplace Stress 30 14.00 (9.32) 18.00 (6.10) 4.00 -2.262 .031 -0.413
Coping Strategies
for Workplace 30 6.00 (9.32) 17.33 (6.92) 11.33 —-5.461 <.001 -0.997

Stress

In addition to the evaluation results, participant satisfaction evaluations showed that, on average,
91 percent of participants rated the program as highly interactive, useful, and relevant to their work
conditions. Several participants expressed positive feedback, noting that the webinar was engaging
and enjoyable, particularly because of the interactive games. One participant commented, “/ hope I can
join the next webinar because the facilitator was very engaging,” while another stated, “The topic was
relevant and the delivery was relaxed, which made the session comfortable.” These responses indicate that
the activity not only improved knowledge but also had practical effects on emotional regulation and
workplace behavior. A summary of the evaluation results is presented in Table 5.

Table 5. Participant evaluation results

Evaluated Aspect Avg(.; ;: ore Interpretation
(4
Material 96 Very good; material was clear, easy to understand, and relevant.
Topic Relevance 94.7 Highly relevant to participants' experiences and job context.
grj;ﬁ:;er Delivery 92 Very good; presenters were communicative, clear, and engaging.
Practical Benefits 9 aHrl)%fll}I/y useful; participants gained knowledge they could immediately
Level of Interaction 81.3 Good; some participants suggested extending the session time.
Overall Average 91 Very good; participants found the program beneficial, relevant,
clear, and professionally delivered.
Discussion

Previous community service programs have shown that webinar-based education can help
employees better understand workplace stress and develop more effective coping strategies. Participants
reported that the material was relevant to their work situation and improved their awareness of how
communication and behavior can influence stress at work. These findings suggest that psychoeducational

| 235 |



ABDIMAS: Jurnal Pengabdian Masyarakat Universitas Merdeka Malang
Volume 11, No 1, February 2026: 229-238

webinars can be an effective approach to support stress management in the workplace (Rahmat et al,
2025).

The findings of this community program are consistent with existing literature demonstrating
that young workers are particularly susceptible to elevated levels of workplace stress (Deloitte, 2024).
The results of this program indicated that the main source of stress reported by participants was a toxic
work environment, followed by workload pressure and customer-related demands. High workload is
one of the factors that can increase workplace stress and lead to burnout when it is not well managed.
Psychoeducation can help employees understand stress, develop adaptive coping strategies, and maintain
psychological wellbeing. Improved awareness after the intervention shows that stress management
education can support employees in dealing with work pressure more effectively (Putri et al.,, 2023).
In service-related jobs, frequent interaction with clients and team members can increase emotional
demands, particularly when the work environment is perceived as unsupportive. Such conditions may
lead to emotional exhaustion, decreased work engagement, and difficulty managing stress. These are
consistent with previous studies which state that workplace stress in the service industry is influenced
not only by workload but also by organizational and interpersonal factors (Cheng & Kao, 2022; Yusriani
et al., 2024).

Evaluation results using pre-test and post-test indicate that psychoeducation can significantly
improve employees’ knowledge of stress management and help employees’ maintain work performance
despite experiencing work pressure (Pratiwi et al., 2024). The evaluation results showed a clear
improvement in participants’ knowledge after the program, as reflected in the increase between pre-
test and post-test scores from 40.00 to 63.33. The greatest improvement was found in the coping
strategies component, indicating that participants benefited from the practical techniques introduced
during the webinar. This result suggests that interactive psychoeducation can help participants better
understand workplace stress and apply adaptive coping strategies in their daily work. The improvement
in knowledge and coping skills supports the objective of the program to enhance workplace wellbeing
and strengthen employee resilience.

These findings also indicate that a short-duration community service activity can provide
meaningful impact when the material is delivered using participatory and practical methods. Consistent
with previous studies, psychoeducation on stress triggers and coping strategies can improve self-
regulation and help employees manage workplace strain more effectively (Goh et al.,, 2016; Putra &
Nuradina, 2023). Young employees tend to respond positively to practical psychological tools such as
mindfulness, breathing techniques, and problem-solving strategies (Deloitte, 2025).

The effectiveness of this program was also supported by the use of interactive learning methods,
including quizzes, discussion, and real-life examples, which helped participants relate the material to
their own work experiences (Francis & Hoefel, 2018). Overall, the combination of psychoeducation,
interactive learning, and reflective discussion can improve employees’ ability to manage workplace
stress and can be applied as a practical model for organizations to support employee wellbeing in the
service industry.

4. CONCLUSION AND RECOMMENDATIONS

The program implemented in collaboration with PT X successfully fulfilled its primary objective of
strengthening the knowledge and practical competencies of young employees in managing workplace
stress within the service industry. Through an integrative psychoeducational design that combined
explanatory materials, interactive activities, and reflective discussions, participants developed a more
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comprehensive understanding of workplace stress, including its underlying mechanisms, contributing
factors, and effective coping strategies applicable to their daily professional contexts. The evaluation
results provide strong empirical support for the program'’s effectiveness. The significant increase in
post-test scores compared to pre-test scores indicates a measurable enhancement in participants’
cognitive understanding of workplace stress. Further analysis revealed substantial improvements across
all learning components, with the most pronounced gains observed in the domain of stress coping
strategies. These findings underscore the value of experiential and participatory learning approaches,
particularly for young workers, who tend to respond favorably to interactive, technology-assisted, and
practice-oriented formats.

Psychologically, the improvement in stress awareness and coping capability suggests a positive
shift in participants’ resilience and self-regulation. As resilience is closely associated with sustained
motivation, emotional stability, and long-term productivity, these outcomes hold important implications
for employee well-being in fast-paced service environments. By equipping workers with adaptive
coping skills, the program contributes not only to individual psychological health but also to the
broader organizational climate, potentially reducing burnout risk, turnover intention, and performance
inconsistencies often observed among early-career employees. Beyond individual benefits, the program
yielded meaningful organizational outcomes. PT X began integrating mental health considerations
into several aspects of its human resource management practices. Recommendations provided by the
implementation team, including promoting open communication systems, establishing clearer reporting
mechanisms, fostering supportive leadership behaviors, improving performance feedback processes, and
strengthening psychological well-being policies, offer a strategic foundation for developing a healthier
and more sustainable workplace culture. These organizational adjustments reflect a growing recognition
of the intrinsic relationship between employee well-being and service quality in client-facing industries.

For long-term impact, it is recommended that similar initiatives be institutionalized through
continuous and structured programs. As workplace stress is dynamic and may fluctuate with changes in
job demands, periodic reinforcement through workshops, mentoring sessions, and digital monitoring
tools, such as stress-tracking applications, could enhance the sustainability of the program’s outcomes.
Future community engagement activities may also adopt a blended-learning format, which would
enable deeper skill internalization while accommodating diverse work schedules. Overall, the program
demonstrates that targeted psychoeducational interventions can serve as practical, scalable, and
replicable models for enhancing mental health literacy, coping competence, and workplace resilience
among Generation Z employees in the service sector. With consistent implementation and organizational
commitment, such initiatives have the potential to contribute significantly to the development of a
mentally healthy, productive, and adaptive workforce.
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