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ABSTRACT

Employees may experience technostress and job tension due to reasons such as inability to adapt to 
technological changes and developments, being constantly intertwined with technological tools and equip-
ment, excessive workload, manager’s attitude, communication problems between employees, or conflicts. 
This situation may adversely affect the service innovation behavior, which means change, development, 
and differentiation in products and services. Therefore, it may be beneficial for workplace management 
to implement flexible working arrangements in order to get more efficiency from its employees and to 
reduce technostress and work tension that negatively affect service innovation behavior. In this study, 
first of all, the concepts of technostress, job tension, service innovation behavior, and flexible working 
arrangements will be defined, and the characteristics of these concepts will be given in detail. Then, the 
theoretical background of the relations between these concepts will be explained, and suggestions will 
be made for future research.

INTRODUCTION

With the rapid development of technology, it is observed that there are changes in professional life. In 
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order to adapt to this change, organizations monitor their competitors, follow technology closely and 
renew themselves technologically. By this way, organizations can respond to demands more quickly and 
provide quality service. However, in case of failure to adapt to technological changes, employees may 
have difficulties and experience technostress. In addition, employees may be exposed to stress, espe-
cially due to workload. In the face of these situations, employees cannot be effective, cannot perform 
the performance expected from them and cannot show service innovation behavior. Because providing a 
good service can only be possible with employees who have low technostress and job tension, are open 
to development and are highly motivated. At this point, it may be beneficial to provide flexible working 
conditions for employees.

Organizations should exhibit innovative behaviors in the sector they are in, to provide efficiency, 
productivity, innovative policies, profitability and to compete with competitors. Because new goods and 
services must be offered to people in order to gain competitive advantage, which can be possible with 
innovative behaviors (Cummings and Oldham, 1997; Auernhammer et al., 2003). Innovative behavior, 
while creating an organization’s share in national and international markets, both provides new goods and 
services to the market and helps to overcome barriers in getting into the market (Montes et al., 2005). In 
addition to organizations, employees’ innovative behaviors will help them to stay away from individual 
and organizational issues and focus on their work (Kim and Shin, 2015). According to Carmeli (2006), 
it is possible for the employee to be more beneficial to the organization he is in, to find new ideas and 
solutions to problems, to carry out studies that improve himself, with innovative behaviors, and this 
can be achieved by providing the necessary environment and opportunities to the employee (Chen et 
al., 2010). Therefore, it can be said that innovative behavior is a process that offers an idea, solution 
and analysis to solve problems such as stress, tension, low motivation, and it is extremely important to 
support and sustain this process with innovative ideas (Scott and Bruce, 1994). Such that, thanks to in-
novative behaviors, employees can become more motivated and adapt to the work process by constantly 
improving themselves, revealing their talents and skills. In this way, performance increases, stress and 
tension can be reduced (Dincer and Orhan, 2012).

Moreover, it is possible to say that it is important for employees and managers to take innovation as 
a mission, to work and behave in this direction, to carry out the process in a controlled manner and to 
reflect it on goods, services, technology, management, organization and administrative issues (Hung et 
al., 2010). Based on these explanations, it can be thought that there are relations between technostress, 
job tension, service innovation behavior and flexible working arrangements.

THEORETICAL FRAMEWORK

Social Exchange Theory

This theory, put forward by Blau (1964), explains the behavior of individuals during social changes (Çetin 
and Şentürk, 2016). The basis of social exchange theory, which describes social relations between people 
as a mutual exchange of resources, is based on the fact that the parties establish and maintain social 
relations with the expectation of rewards such as honor, consideration, respect, friendship. This theory 
states that there are two types of relations in the form of economic and social exchange (Dağlı, 2016). 
According to this theory, which explains the mutual expectations between administrators and employees 
in organizations states that there is a difference between social and economic change, it ensures the for-
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