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Stress in emergency telephone number operators
during the COVID-19 pandemic: the role
of self-efficacy and Big Five personality traits
background
Emergency telephone number operators experience many
challenges in their work during the COVID-19 pandemic.
Their personality traits and self-efficacy may act as important factors in their level of perceived stress. The aim of
this study was to determine the relationship between Big
Five personality traits, self-efficacy and perceived stress
among emergency telephone number operators during the
COVID-19 pandemic.

participants and procedure
One hundred emergency telephone number operators participated in the study. The Perceived Stress Scale (PSS-10),
Ten Item Personality Inventory (TIPI) and Generalized Self
Efficacy Scale (GSES) were used.

results
Emergency telephone number operators experienced
a moderate level of perceived stress. The level of perceived
stress was associated with all Big Five personality traits
and self-efficacy. Stepwise regression showed that self-

efficacy and emotional stability were significant predictors
of perceived stress in a tested sample of emergency telephone number operators. Self-efficacy acted as a mediator
between the 4 Big Five personality traits (except extraversion) and perceived stress.

conclusions
Self-efficacy can be a very important resource during the
struggle of emergency telephone number operators with
the successive waves of the COVID-19 pandemic. Operators with a high level of this resource can more effectively
cope with the changes and perceive stress as lower. Individuals’ personality traits may affect the level of self-efficacy that determines how stress is perceived. It is important to strengthen the self-efficacy of those involved in the
fight against the COVID-19 pandemic.
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For over two years, the entire world has been struggling with one of the greatest threats to public health
in the twenty-first century. This threat was caused
by the SARS-CoV-2 coronavirus pandemic, which
causes the COVID-19 disease. According to the World
Health Organization (WHO, 2022), almost 325 million
people in the world have been infected and more than
5.5 million have died. The first case of COVID-19 in
Poland was recorded on March 4, 2020, and by January 26, 2022, almost 5 million people had been infected and more than 104,000 had died.
The outbreak of contagious disease causes severe
stress in society, with health care workers being one
of the most affected groups. During the COVID-19
pandemic, healthcare professionals work longer
hours, are more tired and experience a lot of negative
emotions (Dymecka et al., 2021f). So far, many studies
have been carried out on mental functioning during
a pandemic and coping with stress in various medical
professions: doctors, nurses, and midwives. However,
it is difficult to find research on emergency telephone
number operators working in emergency notification
centres. It should also be noted that even before the
pandemic, these operators were working in a very
stressful environment, sometimes deciding about human life or health, which might have an impact on
their physical and mental condition (Sikora-Wojtarowicz & Nienartowicz, 2015).
The Emergency Notification System (ENS) is a unified system that handles emergency notifications to
112, 997, 998 and 999 – Polish emergency numbers
– enabling the transmission of an emergency report
to engage the appropriate emergency services. The
tasks of the ENS include: (1) the acceptance/selection
of the reports about a sudden threat to life, health,
environment and property, (2) deployment of forces
and resources of rescue services and cooperating entities, (3) supporting the person managing the rescue
operation, (4) analysing the possibilities of hospital
emergency departments and other units of hospitals.
Emergency operators answer the calls, then conduct
the conversation to obtain the relevant information
and forward the report to the emergency services
(Wałek, 2016).
During the COVID-19 pandemic, many countries’
emergency systems have been under heavy strain.
Some countries have even implemented special rules
for emergency numbers during the pandemic (Caviglia et al., 2020). According to the data of the Polish
government, the coronavirus pandemic caused a significant increase in calls to the emergency number
112 (Mnich, 2020). It was associated with an increase
in morbidity, the need for urgent intervention and
saving the infected people, but also the isolation made
more people call the emergency number because they
needed psychological help. It is not surprising then
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that the emergency number operators may feel significant stress during the COVID-19 pandemic. It is
related to both the performance of professional duties, the need to deploy rescue teams in a situation of
a significant burden on health care, or communication with infected people staying in isolation or quarantine, who also feel severe stress and negative emotions. In addition, the emergency number operators
during a pandemic are exposed to stress similar to the
rest of society, related to the fear of being infected, infection or death of a loved one or being in quarantine
(Dymecka, 2021).
Feeling stressed during a pandemic may be related to both the professional duties and personality
factors. The five-factor model of personality, known
as the Big Five, is one of the most popular theories
among personality researchers around the world. Individuals may be characterized by relatively enduring
patterns of thoughts, feelings, and actions. The fivefactor model describes the dimensions: neuroticism,
extraversion, openness to experience, agreeableness
and conscientiousness (McCrae & Costa, 2005, 2008).
Personality variables have a long history of affecting
stress. Studies have shown a relationship between
personality traits and the probability of experiencing stressful situations (Bolger & Zuckerman, 1995)
and that mostly neuroticism makes the situation
perceived as stressful (Guthert et al., 1999). Neuroticism, extraversion, and conscientiousness have been
shown to be associated with experiencing stress and
coping (Vollrath & Torgersen, 2000). Studies conducted during the COVID-19 pandemic have shown
that neuroticism was associated with experiencing
health anxiety and stress (Lee et al., 2020). Agreeableness and extraversion have also been shown to play
a role in predicting COVID-19-related psychological
distress. During isolation, these two personality traits
may be associated with seeking support, networking, and a sense of community (Nikčević et al., 2021).
The Big Five personality traits were associated with
difficulties in work and social adjustment during the
pandemic. Neuroticism was associated with worse
adaptation, and agreeableness was a protective factor
(Nikčević & Spada, 2020). Based on the above studies,
it can be assumed that neuroticism will be one of the
most important personality traits related to the severity of perceived stress.
Self-efficacy (SE) is another variable acting as
a personal resource, regulating human functioning.
It is related to faith in oneself, in one’s own abilities
and in the effectiveness of one’s behaviour towards
a specific task (Bandura, 2007). Bandura (1977, 1982)
considers self-efficacy to be a determinant of what activities people will undertake, how much effort they
will put into them, and how long they will be able to
continue the task after stressful situations arise. The
level of SE can influence whether an individual will
make an effort to cope with a specific situation. Self-

efficacy is the belief that a person is able to cope with
an activity or task even in new, unpredictable, difficult and stressful conditions (Luszczynska et al., 2005;
Pervin & John, 2001). In the context of stressful situations such as a pandemic, research has shown that
self-efficacy has a significant impact on behaviour
and well-being. During the previous SARS epidemic,
it was shown that nurses with lower levels of SE had
a higher tendency to experience fear (Ho et al., 2005).
Much research has been conducted on the role of selfefficacy during the COVID-19 pandemic showing that
SE was a significant factor associated with perceived
stress. It was shown that self-efficacy was related
to the level of perceived stress in nurses (Shahrour
& Dardas, 2020). Research also indicates that self-efficacy plays an important role in managing anxiety related to COVID-19 (Bidzan et al., 2020). Among nurses working in intensive care units, it was also shown
that self-efficacy was associated with a lower perception of stress (Peñacoba et al., 2021). Moreover, many
studies conducted among many groups experiencing
difficult situations have shown that self-efficacy can
act as a mediator between experiencing difficult situations and feeling stress. Self-efficacy has been shown
to mediate between resource loss and perceived stress
in people experiencing natural disasters (Benight
et al., 1999). It was also a mediator between experiencing difficult situations and depression (Maciejewski
et al., 2000), as well as between acute stress response
and long-term distress following natural disasters
(Benight & Harper, 2002). In addition, self-efficacy
partially mediated the relationship between Big Five
personality traits and depressive symptoms among
Chinese unemployed individuals (Wang et al., 2014).
Polish studies have shown that SE acted as a mediator
between meaning in life and subjective well-being in
cardiac patients, as well as affect and psychological
well-being in spouses of cancer patients (Krok & Gerymski, 2019, 2021).
Due to the finding of the importance of self-efficacy in the perception of stress in health care workers
during the COVID-19 pandemic, the aim of the current study was to determine the relationship between
Big Five personality traits, self-efficacy and perceived
stress among emergency number operators. It was
assumed that the variables particularly important
for perceiving stress would be neuroticism and selfefficacy and that self-efficacy would play the role of
a mediator between Big Five personality traits and
perceived stress.

Participants and procedure
Participants
The present study was carried out using the paperpencil method. It was conducted by one of the co-

authors (2nd co-author; R. T.), who is both a psychologist and emergency telephone number operator. One
hundred emergency number operators participated in
this study – 69 women and 31 men. The age of the respondents ranged from 22 to 66 (M = 34.57, SD = 8.58).
The work experience of the emergency number operators ranged from half of a year to 10 years (M = 4.70,
SD = 2.51). The vast majority of the respondents
were people with higher education (83.00%); a small
percentage of respondents had completed secondary (9.00%) or post-secondary (8.00%) education. The
survey was conducted between December 2020 and
March 2021 in three Polish cities: Opole, Radom and
Szczecin. All respondents who consented to take part
in the study were informed of its anonymity and
purely scientific purpose. The levels of other sociodemographic variables were not measured.
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Measures
Perceived Stress Scale. The level of perceived stress
was tested using the Perceived Stress Scale (PSS-10)
by Cohen et al. (1983), in the Polish adaptation of Juczyński and Ogińska-Bulik (2009). The scale is used to
assess the stress experienced during the last month,
without indicating its specific sources. The scale consists of 10 statements that can be responded to on
a 5-point scale ranging from never to very often. In the
current study, the scale obtained satisfactory psychometric parameters (Cronbach’s α = .85).
Ten Item Personality Inventory. Personality traits
were assessed using the Ten Item Personality Inventory (TIPI) by Gosling et al. (2003) in the Polish adaptation by Sorokowska et al. (2014). This tool measures
five personality traits (each dimension consists of two
questions). The following dimensions of personality
are distinguished in the questionnaire: extraversion,
agreeableness, conscientiousness, emotional stability and openness to experiences (Sorokowska et al.,
2014). In the present study, all personality dimensions were characterized by reliability similar to the
original version of the scale (Cronbach’s α coefficient
ranged from .53 to .85). It was decided to use TIPI due
to the current epidemiological situation. While the
present study was conducted during the COVID-19
pandemic, the emergency number operators were
heavily burdened due to their work. Therefore, it was
crucial to use a short screening questionnaire that
would not burden the studied sample.
Generalized Self-Efficacy Scale. The Generalized
Self-Efficacy Scale (GSES) developed by Schwarzer
and Jerusalem (1995), adapted by Juczyński (2001),
was used to determine the level of self-efficacy. The
questionnaire consists of 10 items. The participants’
task is to answer all questions on a four-point scale
from 1 (no) to 4 (yes). Thanks to this tool, it is possible to establish the general level of self-efficacy: the
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the studied relationships were statistically significant. Stress was negatively related to self-efficacy
and personality traits. Self-efficacy was positively
related to Big Five personality traits. Extraversion,
agreeableness, conscientiousness, emotional stability
and openness to experiences were also significantly
and positively related to each other. The analysis
showed that most of the tested relationships were
moderate. For more detailed information, see Table 2.
In the next step, it was decided to verify which of
the studied variables would be statistically significant
predictors of stress in emergency telephone number operators. For that purpose, stepwise regression
analysis was performed. Out of 6 tested predictors,
only self-efficacy and emotional stability acted as significant predictors of stress and explained 60% of its
variance. For more detailed information, see Table 3.
Lastly, bootstrapped mediation analysis using the
PROCESS macro was performed in order to verify
whether self-efficacy acted as a significant mediator between Big Five personality traits and stress in
the emergency telephone number operators. Out of
5 tested models, 4 significant indirect effects were
found. Self-efficacy was a significant mediator between agreeableness, conscientiousness, emotional
stability and openness to experiences. Self-efficacy
did not act as a significant mediator between extraversion and stress. For more detailed information, see
Table 4.

higher the score, the greater the level of self-efficacy.
In the present study, the questionnaire’s psychometric properties were satisfactory (Cronbach’s α = .89).
Data analysis
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The t-test was used to verify the significance of the
differences between the studied groups. Pearson’s r
correlation and stepwise regression were used to estimate the relationships between selected variables.
Bootstrapping mediation using the PROCESS 3.4
macro was performed with the declared number of
5000 samples (Hayes, 2017; Preacher & Hayes, 2008).
Analyses were conducted using IBM SPSS 24. All
statistical tests were two-tailed and the significance
level was set to α = .05.

Results
Group homogeneity analysis
In the first step of the statistical analysis, it was verified whether the studied group of emergency telephone number operators was a homogeneous sample. Gender comparisons were made using the t-test
for independent groups. The analysis showed statistically significant differences in levels of stress, selfefficacy and emotional stability. The analysis of the
effect size measures showed that the indicated differences are moderate. On this basis, the test sample
was treated as homogeneous in further analyses. For
more detailed results, see Table 1.

Discussion
The aim of the study was to determine the level of
stress in emergency telephone number operators
during the COVID-19 pandemic and its relationship
with personality traits and self-efficacy. The study
showed that operators experienced a moderate level
of perceived stress. The score on the PSS-10 scale
obtained by the Polish emergency number opera-

Relationships between studied variables
Pearson’s r correlation was used in order to verify
the relationships between the studied variables. All
Table 1
Results of the t-test analysis
Women

4

Men

t(98)

p

LLCI

ULCI

dCohen

M

SD

M

SD

Stress

16.59

6.30

13.68

6.30

2.14

.035

0.21

5.62

.46

Self-efficacy

30.99

3.90

32.81

4.33

–2.09

.039

–3.55

–0.09

.44

Extraversion

11.10

2.69

11.61

2.62

–0.89

.377

–1.66

0.63

.19

Agreeableness

11.57

2.12

11.23

1.56

0.80

.428

–0.51

1.19

.18

Conscientiousness

11.55

2.58

11.13

2.16

0.79

.430

–0.63

1.48

.18

Emotional stability

9.39

2.61

10.94

2.26

–2.85

.005

–2.62

–0.47

.63

Openness to experiences

9.13

1.79

9.65

2.01

–1.28

.204

–1.31

0.28

.27
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Table 2
Results of Pearson’s r correlation analysis
1
1. Stress

2

3

4

5

6

7

–

2. Self-efficacy

–.70***

–

3. Extraversion

–.45***

.26**

–

4. Agreeableness

–.28**

.21*

.48***

–

5. Conscientiousness

–.42***

.28**

.37***

.39***

–

6. Emotional stability

–.63***

.47***

.49***

.39***

.40***

7. Openness to experiences

–.32**

.29**

.39***

.31**

.29*

Emergency
number operators
and COVID-19

–
.25*

–

Note. *p < .05, **p < .01, ***p < .001.

Table 3
Results of stepwise regression analysis
Dependent
variable
Stress

Predictors

β

SE β

t(97)

p

Self-efficacy

–.52

.07

–7.09

< .001

Emotional stability

–.39

.07

–5.31

< .001

tors was lower compared to the results obtained by
Polish doctors (Dymecka et al., 2021a), nurses (Dymecka et al., 2021f), the general population (Dymecka et al., 2021c) or pregnant women (Dymecka et al.,
2021b). It can be assumed that emergency number
operators do not experience increased stress during
the COVID-19 pandemic. It may also be related to
the fact that the study was conducted during the second wave of the pandemic and most operators may
have already adapted to the more difficult working
conditions. Moreover, compared to doctors or nurses,
emergency number operators do not come into direct
contact with infected people. Additionally, the emergency number operators also worked in a stressful
environment before the pandemic (Sikora-Wojtarowicz & Nienartowicz, 2015), so the changes caused by
COVID-19 might not have affected them to the same
extent as it affected people who did not struggle with
difficult situations.
In the study group, the level of perceived stress
was associated with all Big Five personality traits.
The strongest correlations were between stress and
neuroticism and extraversion. As assumed, neuroticism turned out to be the only predictor of perceived
stress among Big Five personality traits. Many studies have shown that neuroticism is associated with
perceived stress (Afshar et al., 2015; Liu et al., 2021).
People with high neuroticism tend to experience
a high level of stress. Neuroticism can reflect a per-

Model summary
F(2, 97)

p

R2

73.33

< .001

.60

son’s over-sensitivity, increasing their susceptibility
to stress (Afshar et al., 2015; Bondy et al., 2021). Highly neurotic operators may perceive their work environment as more threatening, which in turn leads
to negative emotions (Barlow et al., 2014; Schneider,
2004). Researchers show that neuroticism is associated with a greater number of negative psychological
reactions, such as greater perceived stress, stronger
negative emotionality, and less positive emotionality
(Heszen-Niejodek, 2000). Moreover, people with high
levels of neuroticism are more likely to feel exhausted due to everyday problems (Bolger & Schilling,
1991; Kammeyer-Mueller et al., 2016; Rathi & Lee,
2016). These people may be characterized by features
such as irritability, excessive emotionality, depressed
mood or anxiety, all of which may result in feeling
more stressed in connection with the performance of
professional duties.
Research shows that neurotic individuals are more
concerned about the pandemic (Krupić et al., 2021).
During the COVID-19 pandemic, people with high
neuroticism showed higher levels of perceived threat
of COVID-19 and an increased level of negative affect (Kroencke et al., 2020). This may be due to the
fact that people with low emotional stability have
a general tendency to experience negative emotions
(Oleś, 2003). These people more often assess events as
stressful (Guthert et al., 1999), experience more stress
(Vollrath & Torgersen, 2000), including during a pan-
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Table 4
Results of mediation analysis using the PROCESS macro
Path

Symbol

β

b

SE

p

LLCI

ULCI

X – Extraversion
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X

→

M

a

.26

.40

.15

.009

0.10

0.70

M

→

Y

b

–.62

–.97

.10

< .001

–1.19

–0.76

X (M)

→

Y

c’

–.29

–.70

.17

.001

–1.03

–0.37

a* b

–.16

–.39

.08

–

–0.34

0.01

Indirect effect of M

X – Agreeableness
X

→

M

a

.21

.45

.20

.032

0.04

0.86

M

→

Y

b

–.67

–1.04

.11

< .001

–1.27

–0.82

X (M)

→

Y

c’

–.14

–.46

.23

.058

–0.93

0.02

a* b

–.14

–.47

.05

–

–0.26

–0.05

Indirect effect of M

X – Conscientiousness
X

→

M

a

.28

.47

.16

.005

0.15

0.79

M

→

Y

b

–.63

–.98

.11

< .001

–1.20

–0.76

X (M)

→

Y

c’

–.25

–.65

.18

< .001

–1.02

–0.28

a* b

–.18

–.46

.08

–

–0.34

–0.01

Indirect effect of M

X – Emotional stability
X

→

M

a

.47

.75

.14

< .001

0.47

1.02

M

→

Y

b

–.52

–.81

.11

< .001

–1.03

–0.58

X (M)

->

Y

c’

–.39

–.95

.17

< .001

–1.31

–0.60

a* b

–.24

–.60

.06

–

–0.39

–0.11

Indirect effect of M

X – Openness to experiences
X

→

M

a

.29

.63

.21

.004

0.20

1.05

M

→

Y

b

–.66

–1.03

.11

< .001

–1.26

–0.80

X (M)

→

Y

c’

–.13

–.46

.25

.075

–0.97

0.05

a* b

–.19

–.65

.08

–

–0.35

–0.02

Indirect effect of M

Note. X – personality trait; M – self-efficacy; Y – stress.

demic, and have problems with adapting to the challenges of COVID-19 (Nikčević & Spada, 2020).
All the Big Five personality traits were also related to self-efficacy. Self-efficacy is a variable related
to individual beliefs, so it is not surprising that it is
related to the Big Five personality traits. Evidence
regarding the relationship of personality and self-efficacy was presented in a meta-analysis by Judge and
Ilies (2002), who also found the strongest correlation
between self-efficacy and neuroticism and extraversion, while conscientiousness and openness were less
associated with SE. Another study found that emotional stability contributed to a higher level of selfefficacy among women (Schmitt, 2007). The present
study confirmed the previously obtained results indi-
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cating a relationship between personality traits and
self-efficacy. It has also been shown that self-efficacy
played the role of a mediator between 4 Big Five personality traits and perceived stress. This means that
an individual’s personality traits may influence the
level of self-efficacy that determines how stress is
perceived. These results have been confirmed in several other studies, both before and during the pandemic. Research by Ebstrup et al. (2011) showed that
the relationship between all five personality traits
was mediated by general self-efficacy and the strongest mediating effect was related to extroversion and
conscientiousness, but the trait most strongly associated with stress was neuroticism. Another study
conducted during the COVID-19 pandemic showed

that neurotic individuals experienced greater stress
and anxiety during the COVID-19 pandemic and
had a lower level of self-efficacy (Liu et al., 2021). In
this research, self-efficacy mediated between four
personality traits and perceived stress, and both SE
and emotional stability were significant predictors of
perceived stress, which is in line with the mentioned
literature.
Bandura (1977, 2007) in his socio-cognitive theory
emphasizes that in a stressful situation, not so much
the characteristics of an individual are important as
their competencies and ability to deal with life circumstances. Self-efficacy is defined as a generalized
feature of an individual related to the individual’s
perception of their ability to cope with various areas
of life (Juczyński & Juczyński, 2012; Tomczak, 2009).
Therefore, it may mediate the relationship between
personality traits and stress perceived by emergency
telephone number operators.
The concept of Bandura (2007) shows that selfefficacy allows for an accurate assessment of the
situation and the search for effective ways of coping
with the encountered difficulties. People with high
self-efficacy are characterized by relatively stable
emotions even under pressure (Bihlmaier & Schlarb,
2016). Low self-efficacy is associated with anxiety
and a sense of helplessness, while high self-efficacy
is associated with a higher level of positive emotions
(Juczyński & Juczyński, 2012; Bidzan et al., 2020).
Self-efficacy is considered a significant personal resource important for coping with difficult situations
(Byra, 2011). The level of self-efficacy may influence
whether an individual will make efforts to cope with
the circumstances that have arisen (Bandura, 1977). It
is also a resource that increases an individual’s resistance to stress (Bandura, 1982, 1989; Schwarzer, 1997).
Even very burdensome tasks do not paralyze people
with a high level of self-efficacy, because in a stressful situation these individuals look for new solutions,
mobilize, transform the situation and adapt to unfavourable circumstances (Bandura, 1977). People with
a strong belief in their own effectiveness believe that
they can cope with difficulties, while people with low
self-efficacy are not sure of their own abilities, which
is associated with low motivation to act and little
willingness to take up challenges (Oleś, 2003).
People with high self-efficacy prefer effective coping strategies (Jachimowicz & Kostka, 2009; Juczyński, 1998) and have greater control over disturbing
thoughts (Bandura, 1997). On the other hand, in people with a low level of self-efficacy, the coping strategies are more often ineffective. Self-efficacy in coping
with adversities is also associated with the belief that
the strategies will bring the intended results. This resource is involved in the assessment of coping strategies and influences the selection of those that will
be most useful in coping (Byra, 2011). People with
low self-efficacy focus on their deficiencies, on the

barriers they will encounter and on predicting possible failures. Such people quickly give up in the face
of difficulties, and after failure, they break down and
therefore quickly fall into depression and a sense of
hopelessness (Bandura, 1993). People with high selfefficacy are less depressed than those who think they
will not be able to cope. They experience less stress
and anxiety because they perceive the environment
as less threatening (Bandura, 1997). People with high
self-efficacy are more likely to experience positive
emotions, which is particularly important taking into
account the fact that negative emotions make it difficult to perform tasks and affect the assessment of
the situation as stressful (Kościelak, 2010).
Self-efficacy is a resource influencing professional
functioning. According to Schwarzer and Taubert
(1999), low SE may be associated with stress, anxiety,
depression and helplessness. Therefore, self-efficacy
plays a key role in managing stress and burnout.
Studies on a group of physicians found that people
with a high level of self-efficacy are less burned out
(Kulik, 2008). It has also been shown that there is a relationship between the level of self-efficacy and mental health and coping in nurses. In addition, there are
reports that self-efficacy protects against emotional
exhaustion and has an impact on life satisfaction (Andruszkiewicz et al., 2011), quality of life (Dymecka
et al., 2021e) and well-being (Krok & Gerymski, 2019,
2021). Self-efficacy is a very important resource during the struggle of emergency number operators with
the successive waves of the COVID-19 pandemic.
People with a high level of this resource more effectively cope with the changes related to the pandemic, and health care workers with high SE perceived
stress as lower (Shahrour & Dardas, 2020; Peñacoba
et al., 2021) and cope better with stress and anxiety
related to COVID-19 (Bidzan et al., 2020). Therefore,
it can be concluded that self-efficacy is a very important resource that allows the emergency telephone
number operators to effectively perform their duties
during the crisis related to the COVID-19 pandemic.
Although our study produced important results,
it is not free of limitations. Our mediation model is
tested as causal, but it does not allow us to establish
cause and effect relationships, due to the cross-sectional nature of our data. It would require longitudinal studies to confirm whether the proposed direction of the influence is correct. In addition, it would
be worth analysing the role of other resources important for coping with stress, such as a sense of coherence, resiliency or hardiness (Dymecka et al., 2021d),
in the emergency telephone number operators. Also,
future studies on emergency telephone number operators should measure Big Five personality traits
with different, more reliable questionnaires, such as
IPIP-BFM-50 (Strus et al., 2014).
In summary, the study demonstrated the importance of personality traits and self-efficacy in the
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perception of stress by emergency number operators
during the COVID-19 pandemic. Self-efficacy was
found to be a mediator between 4 Big Five personality traits and perceived stress. Operators with a high
SE level experience less stress, and therefore it can be
assumed that this resource is especially important for
professional functioning and coping with the effects
of a pandemic. Self-efficacy can be a resource related
to effective adaptation to changes that occurred during a pandemic. As many studies have shown, it is an
important resource for the entire population, but also
for professional groups exposed to the effort of fighting with the pandemic or other crises. The present
study confirms these relationships and extends the
available literature with data on emergency phone
number operators.
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