
TEXT!

TECHNOSTRESS: 

A CONSUMER ’S PERSPECTIVE

Patricia Fracalanza and Dr Moira Cachia

Contact: Moira.Cachia@uwl.ac.uk

INTRODUCTION

CONVENIENCEWORRY
STRESSFUL

EXPERIENCE

LACK OF 

CHOICE
FRUSTRATION ANGER

LACK OF 

SOCIAL 

INTERACTION

AVOIDANCEVULNERABILITY

1-NEGATIVE  EMOTIONS 
3-OVERWHELMING 

TECHNOLOGY

THEMATIC ANALYSIS

REFERENCES

Rationale

• The uncontainable growth of technology has led to the increase of human-technology interaction,

making it vital to understand this relationship and improve and adapt technology considering the

capabilities and limitations of human’s cognitive processes and behaviour (Wikens & Kramer,

1985).

• Scientific research has evidenced that the increasing exposure to new technologies may have a

negative effect on its users (Riedl, Kindermann, Auinger & Javor, 2012).

• Technostress is the term used by many researchers to address the negative impact of technology

on its users. It refers to the incapacity to cope or adapt to the introduction of new technologies

(Brod ,1982).

Background

• The study of technostress has gained importance as research has shown that the intense

interaction with technology in work environments can affect employees’ performance and job

satisfaction (Ayyagari, Grover & Purvis, 2011).

• Weil and Rosen (1999) suggest that irritability, headaches, mental fatigue, anxiety and frustration

are some of the symptoms expressed by those experiencing technostress.

• Technology resistance and avoidance are found to be some of the coping mechanisms when

dealing with the stress caused by technology (Ragu-Nathan, Tarafdar, Ragu-Nathan, & Tu, 2008).

• Technology in private usage context is believed to differ from using technology for work purposes,

as individuals have a certain degree of choice in terms of usage. However, in modern societies,

shops, libraries, supermarkets and many other services are moving further and faster towards

total automation which reduces dramatically the capacity of choice by consumer and service

users.

Aims of the Study

• To identify the effects of the technological growth and the intense exposure to new technologies

experienced by consumers and service users

• To understand the possible negative aspects of the psychological experience of individuals when

interacting with technology.

Research Question

Does the constant interaction and exposure to new technologies in modern societies generate

stress for consumers and service users?

• A qualitative approach was chosen for this study as the researcher aimed to investigate further

explicit and implicit aspects of the negative effects caused by human-technology interaction.

• The data chosen for the analysis were online forums, discussion boards and comment sections

extracted from five different websites under the public domain. The discussions were chosen due to

their content on experiences of individuals with technology. The collected data was posted online

from 2012 to 2016, and it is still available for public access.

• Thematic analysis was selected as the methodology as allow the researcher to look across sets of

data, identifying themes related to the studied theory.

• The researcher analysed the data following Braun and Clark (2006) six steps thematic analysis. The

themes and sub-themes emergent from the analysis are illustrated in the analysis section.

• Ethical approval was obtained from the University of West London Psychology Ethics Committee

prior to conducting this research.

METHOD
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Findings:

• The study demonstrates that consumers and services users do encounter difficulties when 

interacting with new technologies on day to day tasks and these difficulties often translate into 

frustration and anger.

• As previous studies demonstrate, in the work context employees perceive their environment to be

tightly controlled by technology, this study also evidenced that in a private life’ context consumers

and service users also sense a decrease of social communication and possible alternatives to

technology interaction.

• The findings also indicate that convenience encourage individuals to adapt to new technologies.

However, avoidance and hesitation appears to be some of the mechanisms adopted by users when

feeling overwhelmed by technology

Strengths

• Online forums offer rich data since the sense of anonymity can lead people to being more honest

and open about their own experiences.

• The various discussion forums included in the data covered different uses of technology on a daily

basis.

Limitations

Demographics could not be obtained through the data collection method used in this study.

Information such as age and gender could have enabled the researcher to also identify individuals

who are more vulnerable to technostress than others.
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IMPLICATIONS OF THE STUDY AND FURTHER RESEARCH

Implications of the study

This study contributes to understanding further the aspects of technostress in different contexts. It also

evidenced that technological growth is not a unilateral phenomenon and its favorable outcome depends

on both innovation and consumption.

Further Research

To explore further the effect of age on technology acceptance and adaptation as studies have shown that

elderly are more reluctant to accept new technologies.

DISCUSSION / CONCLUSION


