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Abstract—One of the important components of vocational
education curriculum is the “on the job training program” which
provides both opportunities and challenges for students in a
workplace-based setting. Through this program, hospitality
students experience and become part of hotel’s daily operations
which thus expectedly improves their attitude, skills, and
knowledge. At the same time, students encounter challenging
situations that may trigger job stress. This study aimed at
understanding the types of job-related stress experienced by
students during on the job training program and how they cope
with their problems. The study was conducted by employing a
qualitative approach. Participants were recruited using a
purposive sampling technique with the criteria of having
completed a minimum of 6 months on the job training program.
Data were collected from 23 students Using one-to-one semi
structured interview method and were analyzed using constant
comparative analyses. Findings of the study suggested that the
major job stressor was job characteristics in which the variations
of daily tasks were highlighted by respondents. Moreover, it was
also found that problem personal such as relationship with other
particularly during the adaptation period was considered to be a
minor source of job stress. Next, the study revealed that most
students adopted the direct action strategy in coping with their
problems Only a few students considered the internalizing
strategy. These findings provide insights into curriculum
development and teaching method that may focus more on the
technical aspect of task performance and problem-solving.
Moreover, empowerment and flexibility should also be
encouraged by the hotel in treating intern students. Thereby,
students’ readiness to attend the on the job training program can
be enhanced. Further discussion of the significance of the study
as well as an avenue for future research and study limitations are
presented in the paper.
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I. INTRODUCTION

The combination of learning and experience is an effective
form of teaching [1], particularly in vocational education. A

common application of experience-based learning is an
internship or on the job training program. Training is defined as
providing job-related competencies to solve problems at work
[2]. This program is one of the key components of a vocational
study [2,3] that provides students with an opportunity to
actively engage in their learning [4].

The on the job training program requires at least three
parties to coordinate which are school or campus, students, and
industry [1]. The three parties are responsible for ensuring the
program is successful. As such, it is important for the campus
and industry to design good training programs with meaningful
tasks and empowerment to perform the tasks more creatively
[5]. On the other hand, students are required to attend and
actively participate in the whole program. Within hospitality
education, the on-the-job training program involves firms such
as hotel, restaurant, and other hospitality businesses. In many
cases, students could take the program from 3-6 months. One
of the purposes of this program is to allow students to
experience and to become part of the real operations of hotel or
restaurant which potentially include interactions either with
hotel guests or other employees. As such, students are required
to have the ability to adapt in terms of performing certain tasks
or jobs that may differ from what they learn on campus and, in
relating to others.

Previous studies have emphasized that the hospitality
industry is a heavy people business [6,7] which requires good
skill to relate to others. Moreover, it is a complex and
demanding industry, labor-intensive, anti-social working hours,
intensive contacts with customers, and highly emotional labor
characteristics with changing environment [7] that potentially
lead to heavy workload, pressure [6,8-10] and, burnout [11-13]
Such stressful characteristic has triggered interests in studies on
coping strategy [7,13-15].

As part of the daily business operations, such a demanding
environment seems to be inevitable for students. In other
words, students also have the opportunity to experience the
operational situation and most likely tensions while on-the-job
training either it relates to tasks or interpersonal. However,
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most of the students may not necessarily be ready to overcome
such hardships as it may not be specifically taught on campus.
Little attention has been given especially by the hospitality
school or campus to address this particular issue. The
hospitality curricula that focuses more on the professional skill
development is considerably lacking subjects about personal
development such as how to cope with stress or difficult
situation during on the job training.

While on-the-job training has been considered a critical
component of hospitality education, previous research has paid
little attention to the importance of understanding students’
perspectives toward their on-the-job training experiences.
Research into issues associated with an internship or on-the-job
training program from students’ point of view is lacking. In
particular, the study that focuses on how students cope with
difficulties during on-the-job training is therefore crucial.
Much of research on coping strategy has largely looked into the
practices of employees [7,11,12,15,16] customers [17], and
managers [14]. Few studies have investigated the coping
strategy as it relates to student interns [18]. This study aimed at
understanding how hospitality students cope with situations
during undertaking on the job training program. The specific
research objectives are 1) to explore student’s problems that
may lead to job stress and, 2) to identify student’s coping
strategies. The results of this study can contribute to curricula
development and teaching method, particularly within
hospitality education.

Il. LITERATURE REVIEW

A. On the Job Training (Internship) Program

The dynamic nature of external factors such as industry
trends, technological advancement, and market development
have affected the way universities approach their operations.
This seemingly continuously changing environment has forced
universities to adapt a more vocational approach to their
curricula [17,19]. As discussed in the previous section, the
internship program is a vital part of vocational education in
which students are exposed to an engage-learning method.
Through this program, students directly involve in the day-to-
day business operations through which they learn and practice.
Students’ industrial experience has become compulsory to
complement traditional classroom learning. Indeed, Le Maistre
state that most students encounter difficulties when directly
enter the workplace and pursue their professional careers after
classroom activities [20]. As such, internship programs act as a
bridge or transition phase and offer an opportunity to overcome
any substantial gaps between college-learned theory and
practical reality [21,22]. This program plays an important role
in students’ transition from college to the work environment
[23]. Besides, the program provides students with valuable
work-centered knowledge and work-related experience [24].

Practically, several terms are being used to refer to this
industrial program such as student work experience,
placements, internships, cooperative education, experiential
education, or work-integration education, the practice is
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thought to help students gain hands-on experience, put
textbook theories into action, and reflect on their future careers
[25]. Prior real work experience is essential to help students
gain competence in their field [26]. While it is beneficial for
students’ growth in terms of skills, knowledge, and attitude,
this program may still need to be continuously evaluated.
Being an important component of vocational education [3],
assessment of internship or on-the-job training program should
be crucial particularly in examining student’s satisfaction
toward the program. Also, how students feel before, during,
and after the program still needs further investigation. Students
may frequently feel anxiety, insecurity, and uncertainty when
entering an internship program [3]. However, in the literature,
research focusing on the internship program has not yet been
conclusive [3]. In other words, further research on this topic is
arguably needed.

B. Coping Strategy

The term coping strategy is referred to one’s actions
intended to reduce stress [27]. Such intention includes
cognitive and behavioral efforts to enable the person to cope
with the demands of the environment [28]. Concerning the
cognitive aspect, coping strategy relates to an analysis or
evaluation process during which a person produces affirmative
rather than negative results as well as adverse effects caused by
stressors [29]. On the other side, the behavioral aspect
conceptually constitutes an individual’s attempt to respond to
stressful conditions at work.

In line with the cognitive and behavioral aspects, two types
of coping strategies are problem-focus and emotion-focus [30].
The problem-focus coping strategy involves defining a
problem and taking constructive and direct approaches,
whereas, the emotion-focus includes emotional responses such
as avoidance or seeking emotional support. While the two
strategies are distinctive, they are not independent [31]
Emphasizing more on the cognitive approach, Latack [32]
categorized four dimensions of coping strategies. They are
direct action, externalizing, internalizing, and avoidance
strategies. Direct action is an attempt made by an individual to
directly alter the stressful situation. Externalizing is defined as
a conscious restriction of expectations for job satisfaction.
Using this strategy, an individual shifts his or her criterion of
job satisfaction, from intrinsic to extrinsic. This means that the
person is more likely to accept the dissatisfactory condition.
Next, internalizing is a more optimistic view of the
occupational condition in  which an individual views
unsatisfying job conditions as temporary. Such a person
believes that in future situations will be improved. The last
strategy is avoidance in which an individual selectively pay
more attention to pleasant situations rather than unpleasant
ones so that problems recede from awareness.

A more recent study of Sunny et al., [6] has found the
importance of coping strategy on burnout. That is, more
application of coping strategies leads to a lower level of
burnout. Moreover, a direct-action coping strategy was also
found to be influential to reduce job stress. The major stress of
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hotel supervisors derived from task characteristics and
workload. The nature of hospitality operations that requires a
high level of customer encounter potentially causes job stress
and burnout [6,33] which then makes coping strategies
essential.

I1l. RESEARCH METHODOLOGY

This research was conducted using a qualitative approach.
Data were gathered from 23 hospitality students who had
finished a minimum of 6 months on the job training program.
The participants were 14 males and 9 females with an average
age of 21.2 years old. They were recruited from one university
and participated voluntarily in this research. In terms of the
location of the on-the-job training program, 20 students were in
South Bali and 3 students were in North Bali. Furthermore, 11
students worked in Food and Beverage Department, 3 in Food
Production, 3 in the Front Office, 1 in Accounting, 1 in Human
Resources, and 4 in Housekeeping of mostly between 4 to 5-
star hotels. Semi-structured one-to-one interview was used to
collect data. Self-developed questions were designed to answer
the research questions [34]. At the beginning of the interview,
participants were asked general questions related to the hotel
and department during the on the job training program as well
as the length of the program. Next, questions regarding
students’ backgrounds such as their name, age, gender, and
year of study were asked. The main interview was started with
a question regarding their comments on the program. Then,
participants were asked to tell about their experience in a more
detailed fashion. That is about the memorable experience, both
satisfactory and dissatisfactory or stressful ones. Participants
were asked to explain their feelings and actions concerning
those experiences.

Data were then analyzed using the constant comparative
method. This method or also known as coding [35] has been
regarded to be the most popular type of qualitative data
analysis [36]. The raw data were first transcribed and read
through. Next, data were broken down into smaller meaningful
parts and then labeled. Similar codes were grouped based on
similarity. Finally, themes that represent the group were
identified.

IV. RESULTS AND DISCUSSION

The results of this study are separated into two sections: job
stressors and coping strategy.

A. Job Stressors

There were three themes of job stressor that emerged from
the analysis which were job characteristics, adaptation, and
personal. The most common job stressor reported by
participants of this study was job characteristics. The majority
of participants described that the types of the task given daily
were somewhat uncertain. Although, participants already set
some expectations that hospitality jobs are typically variable. In
other words, the tasks were not monotonous. This is
particularly stressed by those who worked in a direct guest-
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contact atmosphere. Some participants also explained that they
encounter different hotel guests who may ask for different
assistance every day. Furthermore, included in the task
characteristic categories are lack skill, knowledge, and ability
to speak English and/or other foreign languages. Indeed, to a
certain degree, hospitality operations are challenging. First, it
requires a high degree of emotional stability. Second, it is
highly variable in terms of type, time of completion, and
workload). In addition to the variation of tasks was the time of
completion for each task was not necessarily fixed. That is, one
task may take longer than others or one task can be completed
in different ranges of time. Thus, it was hard for students to
arrange their agenda, for example, as explained by one
participant, if wanting to take a foreign language course after
working hours. Third, it needs certain skills, knowledge, and
language or communication ability.

The second category of the job stressor was personal. One
female participant explained that she had an interpersonal issue
that influenced her performance at work. Another female
participant reported that she was sick and had to stay at home
for several days. She was worried that it affected her overall
performance evaluation. Furthermore, one male participant
commented that he had a problem focusing at work. He
described that he was somewhat forgetful to what was asked to
do by his supervisor or senior co-worker.

In entering a real work situation, students may feel anxiety,
uncertainty, insecurity [3], and lack of confidence despite
having learned the skills on campus. As such, it can be
expected that particularly during the first few days or weeks,
students feel stressed or uncomfortable. This probation or
adaptation period can be the starting point of deciding to
continue the program or quit. In the worst case, students can
decide to quit. Thus, another source of stress was an adaptation.
It was apparent that this problem immediately occurred at the
beginning of the program. The majority of the participants
stressed that they needed at least two to three weeks to start
feeling more comfortable. Only two male participants stated
that they did not find any adaptation difficulties from the first
day. These participants further explained that they felt familiar
with the work due to their previous experience in the hotel
operations training program. This means that familiarity with
work situation enhance the level of confidence and thus, reduce
the stress that is caused by adaptation process. In this regard,
adaptation refers to task procedure, relationship with co-
workers, and the culture of the organization.

B. Coping Strategies

In response to the stress at work, one may choose a coping
strategy. Within the context of this research, participants were
asked the way they respond to reduce or cope with the stressful
working atmosphere. The analysis of this study showed that the
majority of participants adopt direct action. That is, participants
decided on an alternative to responding to the stressful working
situation, for example, one female interns reported that she
studied the restaurant menu at home for her to improve her
product knowledge. Furthermore, the male respondent stated
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that he cannot remember the details of a task given chose to
bring pen and paper all the time while he was on duty. He
commented that being an easily distracted person, it is helpful
to have note and pen at all times.

Furthermore, a few respondents adopted the internalizing
strategy in coping with stressful situations at work.
Respondents affirmed themselves that as time goes by, such a
stressful adaptation period would diminish and finally go away.
Lastly, only the female respondent who had personal issues
adopted the avoidance strategy. The respondent reported that it
would be better to avoid the unpleasant situation rather than
living with it without a solution. She further explained that
such a situation affected her performance and it may be fatal to
the future continuity of her study. Nevertheless, with all types
of stressful working situation, none of the respondents quitted
from the on-the-job training program. All of them completed
the program on time with the minimum category of
achievement was satisfactory.

The findings of this study imply that campus, hotels/indus-
try, and students are important actors of the success of the
internship program [1]. It requires the effort of all three parties
to work together and design a program that is beneficial for all.
For the educational institution, it is imperative to consider
inserting problem-solving subjects and including case studies
in the teaching method. It is also essential to introduce the hotel
working environment and the kinds of occurrence during on
the job training program to students before the on-the-job
training. Such an introduction helps the students to anticipate
and to be more prepared. On the other side, hotels may take a
more flexible approach in treating interns for example by
allowing students to engage with guests and work more
independently. This allows interns to grow and improve their
competence which includes skill, knowledge, and attitude.
Above all, the institution, hotel, and student need to
periodically meet and discuss progress or problem during the
on-the-job training and find solutions. With these actions,
educators, employers, and students alike will be able to arrange
more positive and enriching internships in the future. Such a
life experiential program [37] needs to be planned, controlled,
and assessed to provide familiarity with professional practice,
but also to improve the value of the graduates in the labor
market [38] and provide a unique win—-win opportunity for all
stakeholders. Furthermore, these two facets in the combination
with campus and industry learning experiences will increase
the ability to critically reflect on the hospitality and tourism
business [39]. For the student, such experience can indeed be
“a gateway to the real world” [40] that are beneficial for all the
three parties [1].

V. CONCLUSION

On the job training is an important program for students [3],
[2] particularly in vocational education. For hospitality
students, this program allows them to experience the real
operations of the hotel business. In other words, students are
exposed to the daily hotel activities and directly engage in
related tasks. Through this program, students enhance their
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skills, knowledge, and attitude and are more ready to pursue
their future careers.

In line with its critical role in shaping students following
the industrial requirement, the internship program needs to be
assessed to ascertain its benefit for students. In particular,
understanding how students cope with struggling situations in
the industry requires attention due to students may not be
ready. However, research within this area has considerably
been limited. This study aimed at addressing such a gap and
revealed that during the training program, the major problem
was task characteristics in which students experience difficulty
in job completion. Next, it was also found that direct action is
the coping strategy mostly adopted by students in handling
difficult and challenging work situations. This means that
students are more inclined to alter the stressful situation or their
relationship with the situations. Although exposed to stressful
work situation, none of the research participants decided to quit
the on the job training program. In other words, they all
accomplished and completed the program as scheduled.

The results of this study imply that the hospitality
educational institutions should provide students with teaching
materials that focus on the practical component so that students
are more familiar with the type or characteristic of the job.
Moreover, the institutions need to include an introduction to
hotel operational common cases in the curricula to prepare and
improve students’ readiness in dealing with such cases. On the
other side, hotels should promote a more supportive
environment and provide empowerment to help the student
development in terms of skill, knowledge, and attitude as well
as problem-solving ability. Besides, students, campus, and
hotels need to periodically evaluate the progress of the intern
students. Finally, the findings of this research have provided
insights into the coping strategy of intern students in the
hospitality context.

This research was exploratory in its nature. Thereby, the
results of this study are not readily applicable to the wider and
general population. Rather, it is specified within the context of
this study. It may be represented in a similar research setting.
The content analysis used in this study covered the placement
reports of 23 students at one university’s Hotel Operations
Program. The findings apply to those students only and are not
be generalized. However, the richness of the findings will
allow the study to be used as a reference for other academic
institutions in hospitality and tourism management, particularly
in curriculum design and development.

The results of this study suggest an avenue for further
investigations that in particular address the limitation of this
study. A future study could employ a larger sample size from
diverse cultural backgrounds, in order to obtain more
generalized findings. Considering the importance of
experiential learning in vocational education, examining factors
affecting students’ satisfaction toward on-the-job training
program seems essential. Furthermore, future study may also
implement a longitudinal study to look into the different phases
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(pre, during, and post-training program) encountered by
students and the coping strategies adopted.
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