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Abstract

Purpose: The purpose of this study is to identify the potarfactors that cause stress, and how they affect
job performance of employees in banking sectorakiftan.

Design/Methodology:In this study a survey has been conducted witth#te of questionnaire in which a likert
scale and in depth face to face interviews have bised.

Findings: Findings of the study shows that lower salariesrdased workload, market competition,
management, peer support and behavior, longerftiamees at work, lack of acknowledgement, publiclidga
and higher targets are the factors which causessstand they negatively effects the performancbaoik
workers.

Keywords: Stress, Market Competition, Peer, Acknowledgenteatformance.

1. Introduction:

Usman & Ismail (2010) elaborated that work relasé@ss is one of the most increasing and problensgue
for the working organizations. Barling et al (208} cited in Euorpean Foundation for the Improvenoéhife
and Working Conditions, 2007) reported that, waglated stress has increased in Europe and is @piotof
discussion for the researchers. The report poiotgidthat due to the changes in work place envirarime
employees feel over loaded which cause workplagesst Moreover they reported the results of Eunopea
Working Condition Survey (2000 as cited Euorpeamrfdation for the Improvement of Life and Working
Condition, 2007) which showed that the causes whgmbe birth to health problems at workplace, stiess
second position in them. Stansfield et al (200@ites] in Sabir & Helge, 2003) emphasized that weallated
stress effect the performance of individuals aratipce unwanted behaviors such as smoking and dgrdad
also cause depression and anxiety when they argbie®to meet the conflicting demands and respdaitigi® of
their jobs. National Institute for Occupational &sfand Health asserted that with the passagenef working
conditions have changed a lot and work stress tiascged much more importance because it is a hidigil
which can affect the performance of individuals\e$l as of working organizations. They reported ibsults of
different surveys conducted by Northwestern Natidife, Families and Work Institute and Yale Unisity of
America. The results showed that 40% workers arth@fview that their job is extremely stressful%2€eel
stress due to work and 29% workers reported thay thel extreme stress due to the work respontssili
respectively. Matteson (1980 as cited in Sherry &iR1992) estimated that US will have to bear I@%ch
more cost of GNP to pay for the work related setdats. Stephen et al (2004) provided the estimetst of

£ 370 million to employers and £ 3.75 billion (cpsbvided in 1995/96 Health and Safety Executi@)1) to
whole society due to work related stress. Health Safety Executive Annual report (2004) also predidhat,
13.4 million days have been lost due to work relatgress. Ziauddin et al (2010) explored stresthasnain
cause behind the low satisfaction of employees tath@ljob and low job commitment which ultimateliynders
the overall performance of the working organizagioRobert et al (2009) highlighted that sick leavdgh
labor turnover and early retirements are the woestilts of job/work related stress. Stavrula epuwatl their
opinion that if the workers of an organization ateessed then they cannot meet the work demandshaird
organization cannot compete well in today’s diveasd uncertain market of extreme competition. Rehetal
(2010) also revealed stress as the main cause pibgees’ poor health and reduced performance ardoed
globe. American Psychological Association (2009cdsed in American Psychological Association Pragtic
Organization, 2010) statistics showed that 51%hefworkers are of the view that stress is the caoise of
their lower performance and reduced productivitgman & Ismail (2010) described that no such stualyeh
conducted in Pakistan yet but many studies reggrithiis topic have already been conducted aroundltie.
Due to the significance of the study researcheet@nducted the research on different banks of Balpar
(Punjab, Pakistan) to determine the stress levbbhokers because banking job is usually considaseal very
tough and stressful.
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2. Objectives:
The objectives of this study are

e To identify the potential factors that causes stres

« How they affect the job performance of bankers, and

* Torecommend the solutions to deal with those strmss
3. Literature Review:
Stress has been defined in many different wayshbyrésearchers. As Usman &Ismail (2010) elaborttat
stress is that state of mind of an individual inickhhe faces confusion and conflict between demands
responsibilities or opportunities and desired waukcomes of these and feels that these importahheoessary
outcomes are not clear and productive. Ricardd &iuad stress as a condition in which an individiganot
able to meet the conflicting demands of the job @umability of using the provided capabilitiesdaresources
for the particular task/job and these inabilitieames from the forces which pressurize the individioa
complete the job. National Institute for OccupatibSafety and Health refers job stress as thaindettal
physical, mental, or emotional conditions which wscdue to the total mismatch between the empldyees
abilities to perform, inefficient resources and thigrork demands which are not within the reach of an
employee. The Health and Safety Executive (2081cited in Stephen et al, 2004) says that job stieshe
unfavorable responses which occurs due to the aseck job demands and forces exerted on people.r Beeh
(1990, as cited in Umer Azeem et al 2010) provitleal fact of stress as the feelings when employees a
uncomfortable and irritated in their work envirommhevhich reduces their interest in the job. Sinhlatress
occurs when people have to do their tasks for wiingy require higher level of control and authestito
perform the job in effective manner and accordmgtandards but they lack those authorities VanBeibf, &
Schuler, (1981, as cited in Umer Azeem et al 20@d¢rnational Stress Management Association, U#tes
that stress is a continuous state of feelings ofkwenvironment pressures. European Commission (1999
explained that work related stress is a continuang harmful series of reactions such as cognigwegtions,
physiological and behaviors which happens due t ghessurized, tensed and irritated work tasks, bad
unfavorable, unstable and insecure working enviemiMichie (2002, as cited in Rubina, 2008) exdi that
stress is the condition which occurs due to theilitya of workers to meet and cope with uncertaimda
pressurized work demands which results in unwaatetladverse physical and emotional reactions. iRpdt
al (2004, as cited in Euorpean Foundation for thprbvement of Life and Working Conditions , 200@ted
that unless the worker /employee is not able to enakbridge between the high work demands and his
capabilities to meet them, then he feels himsedfssed. Euorpean Foundation for the Improvemehtfefand
Working Conditions (2007) explained that stressuosavhen worker is not sure of the performance auts
and feel fear of unwanted and unforeseen resulis. réport also explained that stress may also osben
employee have little control over work demands.yBafi976) defined stress as a process and he eepgiress
as a dependent and independent variable. Dealittgsivess explained that an individual feels tieasion of
stress when he has to perform according to thedatds in the presence of highly pressurized working
environment. Paul (2002, Kahn and Byosier, 1992 Emdor, 1999 as cited in Rehman et al, 2010) goirdut
interpersonal relationships, insufficient resourdesver salaries and heavy work load as the maj@ssors
which causes stress. Occupational Stress Fact&@@) described the insecurity of job, high woddotime
pressure, little control over job, insufficient jebsources and understaffing as the sources/caifisgtsess.
Stavroula et al provided poor work, poor managena@ut unsatisfied working conditions as the rootseauwof
stress. They emphasized that less the mismatchebatwork demands and pressure and worker capadiliti
less will be the stress and vice versa. Less stumbaolleagues is another source of stress as eld et al
listed the threat of job loss, role ambiguity, wiack relationship, conflicting expectations, workiognditions,
role overload, alienation and job mismatch as theees of stress.

3.1. Krasek Model:

Jungwee (2007) emphasized that job strain is tHerns&ressor which causes stress to occur. Kardseo, as
cited in Jungwee, 2007) established the demandfoniodel and said that psychological demands and
decisions latitudes are the key determinants wiuam the basis of occurrence of job strain. Lindst@2005,

as cited in Jungwee, 2007) explained that integreisabilities and skills required on the job drese attributes
which determines the psychological demands placedworker whereas decision latitudes is about the
flexibilities and control in making decisions abdbée work roles. Karasek (1998, as cited in Jung\2687)
said that psychological demands/decisions latitudedel consists of four work related environmergs llow
strain jobs, passive jobs, active jobs and highirsiobs. These all four outcomes of this modelehdifferent
effects on worker and organization’s performance lagwve equal importance. For example, four differeork
environments can occur at different integratiofobf control and psychological demands iModel Diagram

1.
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When job control and psychological demands are the,work environment /outcome will be passive dne,
which there is little or no motivation of workeis perform and produce the detrimental effect ofotdscence
of skills which workers have already learnt anduiid. When job control is low and psychologicaimndads
are high then high strain work environment occutsctv causes physical illness and high strain coomt
When both job control and psychological demandsl@arethen low strain work environment occurs whish
not as much harmful as of high strain work envirentn The most important work environment which ascu
due to the high levels of both job control and p&yogical demands is active work environment, whickhe
state of high motivation and encouragement to leaore sophisticated, easy and behaving differeimtly
different situations which ultimately leads to héghevel of work performance with efficient and rieased
productivity.

Usman & Ismail (2010) reported that Health and &afexecutive established the distinction betweezspure
and stress. Pressure is the feeling which prommtemdividual to do a certain task/job and it hagoaitive
effect on the performance of the individuals buttapa certain limit, when it crosses that limit thpressure
becomes stress. They studied the “Impact of sivesemployees’ job performance, a case study of ihgnk
sector of Pakistan”, and concluded that job steeskjob performance has negative relation betweemt As
the job stress increase, performance of the wak@b will decrease in turn. They supported thegult with
the help of numeric data which they have obtaimechftheir analysis which shows that, if job stresseases
by 1% it will affect the performance of the workdéng52.7 and 47.3 work performance is effected thgiothan
job stress factors. Usman & Ismail (2010) derivedst values from beta value of -0.527. Furthermibee,
results of regression analysis studied betweersjss and job performance established the copdlukat it
affects the work performance up to the level oB27 which is very detrimental to the performancavofkers
and ultimately whole organization as well. They gegfed that organizations should establish thdiureuin
such a way which not only helps, motivate, suput also encourage the performance of workers fat jo
Likewise, Rubina et al (2008) provided the restlit job performance is affected by job stress iegative
relation and concluded that a motivated and supoculture is the key to manage, reduce and ptethenjob
stress. The prevention of occurring job stress népepon the capability of the organization that tieey form
and implement the stress management strategieslith organization. Similarly, Robert et al (2008)ind a
negative relationship between the Health and Sdfaicutive Management Standards (as measured by the
Health and Safety Executive indicator tool) and jelated anxiety and depression which are the symptof
stress.

4. Research Methodology:

This is an exploratory research which has been wterd to identify the work related stress factand #s
impact on the performance of the bankers, and bafkBahawalpur was taken as the case for this. The
methodology for this research is both of quali@tand quantitative in nature. As discussed by Bink§2008)
guantitative research is the process of investigatind explaining different concepts and theoriased on
variables and drawing results in the form of numetata by applying different statistical operatio® the
other hand a qualitative research is the procesiewéloping relationships between complicated cptscand
situations of interest which happens in naturairsgt and then drawing meanings from those relaligos. For
example, in-depth unstructured and structured fadace interviews. Under quantitative method aditrred
guestionnaire has been used consisting of 20 guestind collected data from a sample size of 1§foredents
who belonged to banks of Bahawalpur supported bglitqative method of 25 unstructured face to face
interviews from managers and bank’s employees fférént Bahawalpur banks. The interviews helped to
explore those factors which are not being collettgdhe questionnaire or which are not included ut they
are the sources /causes of stress. For makinge#udts more obvious and easy to understand thégdwmve
been analyzed with the help of bar graphs in peaces.

5. Findings and Discussion:

The demographics of the survey from the sampleD6frespondents showed that, 88% of the respondemes
male and 12% were females. As the purpose of #sisarch study is to identify the stress causingpfaand
their impact on job performance of bankers, theassher have found the following factors,

5.1. Workload:

Responses to the statement, “banking workloaddsntach heavy and worker cannot finish it on an ready
work day” showed that 40% of the respondents areeagnd 8% are strongly agree (figure 1) to thisririy
interviews from managers and employees at bank, dlkplored the similar point of view that the wddad is
heavy enough that they usually have to stay at i@nlonger hours in evening to finish the work riRalarly,
the employees who perform the job of balancing basdounts usually spend longer time at bank aristfithe
work which effect their mental and physical healtid put them in a state of high stress if theyrmteable to
complete the given work in given time. See figure 1

5.2. Technological Problem:
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The responses of the statement that “worker fdétudlty in handling customers when bank’s seniaklget
down”, revealed that 64% of the respondents areeatyr this and feel themselves as victim of depesand
stress when the operating server of the bank gets/dut of order. See figure 2. One of the empdsye
explored the same point of view when interviewea. tdld that, employees feel much difficulty to hknd
customers when such technological problems ocduerBe nature and different kinds of customers whaeir
required financial service done immediately, on $pet and without wasting time to wait for the sgrto be
functional again. So, such technological problemesthe major stressor for the bankers because dhegot
control and overcome these uncertain happeningshwdiressed them and affect the performance ofvtiiker
as well.

5.3. Higher Targets:

Some of the jobs in banks are target based andesatd workers are attached to their targets cetignt within
due time, but it isot so much common in bank jobs; however, this thing exists in the market. In ssithations,
employees have to complete their assigned targétsnwdue time otherwise they have to face theissor
explanation of not meeting the targets in due tiKkeeping this factor in mind 32% of the respondemesagree
and 20% are strongly agree about the statementltgags feel themselves as worried and victim afsstr
when they are not able to meet the targets”. Spedi3.These results are the evidence of highethieeable
targets as the source/cause of stress for the tsamk®o are appointed on target based jobs. Ontneof
managers when interviewed about this factor supgothat higher targets are the source of creatinging
stress. According to the manager, “employees cafonpe well only when they are given realistic and
achievable targets and suggested that there sHmailé proper match between nature of targets given,
employee’s capabilities to achieve those targetstane given to achieve those targets. If the $itmais not
according to this, then employees feel irritategrdesed and feel fear about the consequences athigving
the targets which ultimately effects his sociaémattions with people at work and family which dyad him in
the state of stress and reduce his performancer&t w

5.4. Compensation and salary:

Responses of the statement, “bank job salary ishnmwer as compare to work which bank placed omthe
showed that 36% of respondents are totally agrdel&fo are strongly agree about this statementfi§ee 4.
These quantitative results are supported by ths fakich were collected by the help of intervieMsjority of
the employees when interviewed gave the similgsarses that salaries and benefits which bank’ftdr to
them are much lower and work load is much higher tduwhich they feel unsatisfied about the job arelnot
able to meet the requirements of their daily lifdese conditions lead them towards the stress eswlts in
lowering interest in job, lower work performanceduce productivity and sometimes lead to employe®ver.
But 40% of the respondents (figure 4.) are newthbalut the question of lower salaries of bank’s jbieey are
actually those employees who are on managemertiqgssuch as branch managers, operational managers
HR managers who enjoy higher salaries and benafitched to their jobs. But as mentioned earliejoma
number of bank employees are not satisfied abeusalaries and benefits which they are receiviragnsg their
heavy bank workload which is a major stressortiem.

5.5. Public/customer dealing:

Public/customer dealing had always been a mucledifftask for every business. It is a thought ihatank job
public dealing is much difficult as compare to atfodbs because bank employees don not know abauthneir
customers will behave to them? What they can denfiaamd them? And how they respond to them there and
then? 44% of the respondents are agree to ther&atehat: customer dealing is much more difficmlbank’s
job (Figure 5). Similarly, 48% of respondents ageea that they feel worried and stressed wherether rushy
days in banks (Figure 6). From these resultsdbizcluded that public dealing is also a major swesvhich can
make a bank employee a victim of stress. It is alspends upon the number and nature of customees on
particular day at bank. During interviews employssse the same opinion that difficult public deglput them
in stress and affects their performance when theg tincertain situations.

5.6. Outcomes of decisions:

A manager when asked about the authority of ma#legjsion, he explored that the outcomes of decisare
very important for them and attached to the auth@s well. He asserted that most of the timesamés of
decisions put them in a state of depression, anmaetd stress because they don't know that whether t
outcomes/results of their decisions will be favéeafor them or not? And whether those outcomes ball
welcomed by the peers, employees and subordinatest® Another manager described that, managere mak
decisions on the basis of their experience, iniand according to the situations but they doknotv about
what the final results would be? This is a stat@mefssure and anxiety for the managers which thadsl to
stress. Same results are obtained by the help edtigmnaire which supported the same facts exmlaime
mangers who were being interviewed. Questionnaiesslts showed that 28% of respondents are ag8%
are strongly agree that outcomes of their decisiats as a source of stress for them until thegiveahe actual
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results. (Figure 7) If the actual outcomes/resatts favorable then it encourages and motivatesi#usion
makers which affect the worker’s performance pesiti and if the outcomes are not favorable therdomged
state of anxiety and depression leads to stresshwdifect the performance of workers negatively.

5.7. Management and peer support and behavior:

In this research it is identified that managemet peer support and behavior is very much impoitectuse
if it is not favorable then it can create stresstf@® workers working in the bank specifically aidall other
organizations generally. Due to the lack of manag@nmand peer support employees cannot fulfill their
responsibilities and demands of job placed on themployees have to interact with management, peeais
colleagues to complete such tasks and if conditiomsrelations with management and peers are roat then

it will create a state of tension and depressiarttie employees which ultimately results in workeess. But
looking at the other side of mirror, it is revealdtht in the presence of pleasant relations andeh of
management and peers support, stress will be lmause in such situations employee fell no fear amed
motivated to perform their job well because thegwrihat they have the full support of peers andagament.
5.8. Quality of subordinate:

A manager when interviewed told that, the qualifysabordinates acts as a source for both creatimy a
reducing stress in the work place of bank. If sdbwtes are selected on merit, are competitived haorker,
can understand manager’s words and orders thedd# # their performance positively and manger wnit
face any stress or feel worry about the work anddpetivity. But on the other hand if the quality of
subordinates is not up to the standards, are rajiezative, not able to understand manager’s orgetsmeet
deadlines for work assigned to them, then it plac@sanager in a state of stress because in thistisih the
performance, productivity and profits of the bam& an stake and it is the responsibility of man&gezontrol
these situations.

5.9. Longer time frames of bank’s job:

In Pakistan the working hours of banks are from 9&pm, but employees work more than this time frame
which affects the social and family life of emplege 52% of respondents are agree and 40% are Istiage
(Figure 8) that longer time frames at work usuathgrferes with family, social obligations and pmral needs
which gave birth to conflicts among family membevioreover in interviews, respondents complaint thaty
find very little time for their families and friesd This thing leads to family conflicts and ultimigtstressed the
banker and performance falls.

5.10. Market Competition:

As today’s business market is of very diverse matmd very intense in competition. That is whyisivery
difficult for businesses to compete and retain adgand competitive position in market like bankisertor.
During the interviews, mangers asserted that sumtkeh competition, with a lot of competitors, aassa major
stressor for them and for their employees. To rarnampetitive they have to work hard for longerdiframes,
remain informed about competitors that what they doing? What financial services they are offeridgf
how much attention they are paying to their custeniyy providing different types of financial sergcand
benefits. That isvhy; it acts as a cause of creating stress for empsoytéch can reduce their performance.

6. Suggestions and recommendations:
On the basis of results, it is recommended thddvidhg measures must be taken by bank’s manageareht
workers for reducing stress and improving theifganance.
1. Management should increase the compensation aadesabf bank workers to accommodate them
against heavy work. It can be an increment in &sdaor providing fringe benefits to workers.
2. Culture of the bank/organization should be suppertfior everyone and there should not be any
biasness in providing opportunities to any worker.
3. There should be a proper plan for career developrf@nworkers which helps in increasing job
interest of workers, reducing tension, depressiahsiress of workers about their future.
4. Senior employees must coach the junior staff abamidling their banking work in an efficient and
effective manner.
5. Employees should manage their time in such a watyttiey can finish their work possibly in time and
without any worries. This will prevent them fromdogning a victim of stress.
6. Work environment should be flexible for the workeBseaks, like tea break and lunch break should be
given to workers to have some rest and come baaekook again.
7. Number and quality of workers/staff should be ilased in banks which helps in dividing the workload
and prevent growth of stress in the banking sector.
8. Hire professionals at key posts based on the comééfght person for the right job”.
9. Managers should provide counseling to stressed eavsrio help them and bring them out of stressed
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conditions. Such actions will motivate the work&nsdeveloping interest in their jobs.
10. Acknowledgement should be given to workers forrtheitter work which will increase the morale of

workers, motivate them and prevent stress to develo
7. Conclusion:
The primary goal of the research was to identify thctors which causes stress in bankers and heyvdan
affect the performance of workers at bank, and ifound that heavy workload, longer time at wordsyér
salaries, technological problems, public dealinghér targets are the most important factors wiiahses
stress and effects the performance of workers iedyatMoreover, market competition, quality of sutlinate
staff, lack of acknowledgement, management and pggport and behavior are also the potential faotdrich
are the causes of stress.
Findings of the survey show that the primary resality for controlling the growth of stress in wo
environment lies upon the shoulders of managemsedisas employees themselves. Management and verker
can manage, control and prevent stress by workamg Im hand.
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