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ABSTRACT

Background: The banking sector is one of the job sectors that experience high stress,
workload, complex interpersonal relationships, and job burnout as it involves interac-
tion with the public and financial responsibilities, which leads to high burnout and
stress. The present study was conducted to assess the prevalence of burnout and stress
among bank employees and to find the associated factors.

Methods: This cross-sectional survey was conducted among 282 bank employees of
Kollam district, Kerala, India. Data was collected using a self-administered question-
naire related to the socio-demographic and professional details. We used the Olden-
burg Burnout Inventory (OLBI) to screen for burnout levels. Depression Anxiety Stress
Scale (DASS 21) to screen for the levels of depression, anxiety, and stress among study
participants. Descriptive statistics were used to summarize the data, and logistic regres-
sion was used to identify the factors associated with the levels of burnout and stress.
Results: Of 282 study participants, moderate to high levels of burnout were observed in
232 participants (82.2%), and 74 participants (26.2%) had mild to extremely severe lev-
els of stress. Daily average working duration showed an association with higher levels of
burnout (adjusted odds ratio [OR,4]: 2.391; 95% confidence interval [CI]: 1.12-5.10) and
stress (OR,;: 3.37; 95% CI: 1.58-7.16).

Conclusions: A high prevalence of burnout and stress was observed in the present
study. The duration of working hours was associated with both burnout and stress.
Therefore, regulating the working hours may help adequately manage stress and burn-
out, thereby improving the mental health of bank employees.

Keywords: Psychological burnout; Psychological stress; Personal banking; Occupation-
al health

BACKGROUND ing to estimates, occupational morbidities can reduce a

nation's gross domestic product by up to 10% to 20%.
Health is not merely the absence of disease but a positive Being a service industry, banking involves a great deal of
state of physical, mental, and social well-being.' Accord- interpersonal tension, which causes employees to lose
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Burnout and stress among bank employees

energy over time.”” Each area of employment in banking
requires some interaction with the public and is con-
nected to financial obligations.”’ This characteristic of the
banking sector makes it a field with intense stress.
Burnout is a syndrome that results from chronic
workplace stress that has not been successfully man-
aged. It is associated with feelings of energy depletion
or exhaustion, increased mental distance from one’s job
or disengagement, and reduced professional efficacy
(World Health Organization International Classification
of Diseases, 11th revision). Stress is a state in which one
feels tension in the body or mental strain.’ People's reg-
ular obligations and routines, such as job, family, and
finances, can give rise to stressors or elements that can
generate stress.” Most frequently, when people speak
about burnout, they allude to a state of stress or tired-
ness that they or someone else is going through.’ Feeling
overextended and being at the limit of one's mental and
physical capacity is referred to as exhaustion or stress.’
Job discontent, higher staff turnover, decreased pro-
ductivity, and employee absenteeism are all associated
with job burnout.'’ Therefore, job burnout and stress are
a major issue for people working in banks.”*”"" It has also
been shown that burnout and stress are associated with
chronic illnesses among bank employees.” The variety
of labor, prejudice, favoritism, delegating, and conflict-
ing tasks that bank employees must deal with, prevent
them from taking the time to unwind.'” Additionally, the
bank employees claim that they are underpaid for the ef-
fort they put in to give their customers the finest service
possible. Job discontent, higher staff turnover, decreased
productivity, and employee absenteeism are all associ-
ated with job burnout." Hence, it is essential to discern
the prevalence of job burnout and its correlates to pre-
vent and reduce the effect it has on bank workers' ability
to perform well in their jobs.” Although many studies
have been reported on burnout and stress among bank
employees from the high-income countries, only some
studies have been reported from low and middle-in-

come countries, especially India."”"*"

METHODS

Sample size calculation
A study among bank employees in Mysore, India,
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showed that more than 70% of bank employees suffer
from moderate to severe levels of stress.” Consider-
ing the prevalence of stress as 70%,” with an absolute
precision of 5% over the 95% confidence interval (CI),
the estimated sample size was 323. The sample size
was calculated using the formula: n = Zzﬂ[;fp) where n =
minimum sample size when the population is large, Z
= confidence level at 95% (standard value of 1.96), p =
prevalence (taken as 0.72 based upon the prevalence of
stress in a similar study among bankers in Puducherry
of India), E = allowable error (5% of p).

Due to the coronavirus disease 2019 (COVID-19)-
related restrictions during the data collection and the

excess workload of employees during the week before
the end of the financial year, we were able to collect data
from 282 participants.

Study population and design

There are 404 bank branches in India’s Kollam district
of Kerala state. The bank branches were divided into
four categories based on the propriety and type of func-
tioning, which are nationalized (n = 237), private sector
commercial banks (n = 132), regional rural/Gramin
Banks (n = 25), and small finance banks (n = 10).

A cross-sectional survey was conducted to assess
the prevalence of burnout and stress among the bank
employees working in the 78 bank branches selected
through stratified random sampling proportionate to
the type of banks in Kollam district. Thus, 46 branches
of nationalized banks, 4 regional rural banks, 26 private
sector commercial banks, and two small finance banks
were selected.

Clerical and officer-grade employees who had com-
pleted at least one year of service in these institutions
were invited to participate in the study and were conve-
niently sampled. The officers were the managerial staff
responsible for the overall working of a bank branch
including the management of premises and equipment.
They do the canvassing of business, procurement of
deposits, disbursal of loans, and selling other banking
products. They evaluate the customers, verify docu-
ments, check mortgage items like jewels, and decide
upon services. The clerical staff, carry out cash dealings,
credit and debit services, filling of the various forms like
the ones for account opening, deposit, withdrawal, etc.
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They are mostly considered as customer service asso-
ciates and are the first point of contact with customers.
The Cooperative banks were excluded from the study
since the employees were not categorized as officers
and clerks. Non-Banking Financial Companies (NBFCs)
were excluded since NBFCs are not banks according to
the guidelines of the Reserve Bank of India (RBI).

The duration of data collection was from March 2022
to May 2022.

Tools used for the study

The tools used for the data collection were (1) a struc-
tured self-administered questionnaire about the so-
cio-demographic characteristics, professional details,
habits, and comorbidities, (2) the Oldenburg Burnout
Inventory (OLBI), and (3) the Depression Anxiety Stress
Scale (DASS 21).

Burnout was measured using the OLBI. There were
16 statements in total, to which the participants could
mark their responses on a 4-point Likert scale. The sum
of the scores obtained by each participant was used to
assess the level of burnout they experienced. The total
scores were divided into 25th, 50th, and 75th percen-
tiles. Subsequently, the burnout scores were classified
as low (scores less than the 25th percentile), moderate
(scores greater than and equal to the 25th percentile
[score 36] and less than the 75th percentile [score 45]),
and high (scores greater than and equal to the 75th
percentile). A similar classification was also done for
the domains of OLB], i.e., Disengagement and Exhaus-

tion.'*""

The respondents with moderate and high levels
of burnout were considered to have burnout.

Stress was measured using the statements for stress
in the DASS 21. The mild to extremely severe levels ob-
tained in the DASS 21 were considered to have either of
the respective conditions, namely, depression, anxiety,

or stress.'*

Statistical analysis

The data obtained was entered in Microsoft Excel. All
statistical analyses were performed using IBM SPSS ver-
sion 25 (IBM Corp., Armonk, NY, USA). The prevalence
of burnout and stress was estimated by calculating the
proportion of participants with moderate and high
levels of burnout and the participants with mild to ex-
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tremely severe stress levels, respectively. The 95% Cls of
the prevalence proportions were calculated using the
Clopper-Pearson test. The internal consistency of the
OLBI and DASS 21 was determined using Cronbach’s
alpha. We then assessed the association of burnout and
its domains and depression, anxiety, and stress with the
socio-demographic characteristics (education status,
marital status, and monthly household income), profes-
sional details (type of bank, location of the bank branch,
professional cadre, years of working experience in bank-
ing sector and the daily average working hours), and
lifestyle factor (alcohol consumption). In the univariate
analyses, comparisons were done using Pearson chi-
square tests. Those variables that showed statistically
significant p-values were then taken for binomial logis-
tic regression to find the crude odds ratios (COR) with
their 95% CIs. Multivariable analyses were then done
using logistic regression to adjust possible confounders.

Ethics statement

Ethical clearance was obtained from the Institutional
Ethics Committee (certificate number: SCT/IEC/1819/
JANUARY/2022). Informed consent was obtained from
all participants of the study. The identity of the partic-
ipants was not revealed throughout the study. Partici-
pation in the study was purely voluntary, without any
incentives or financial compensation to the study par-
ticipants.

RESULTS

Of the 282 study participants, 91 responded through
Google Forms (online mode), while the rest responded
through paper forms. The online and offline data col-
lection modes differed in marital status, type of bank,
and professional category (Supplementary Table 1).
However, the offline and online mode of data collection
was not associated with the outcomes, namely burnout,
its components, depression, anxiety, and stress (Sup-
plementary Table 2). Hence, the data collected from
online and offline modes were analyzed together. The
socio-demographic and professional details of the study
participants are shown in Table 1. The median age of
the participants was 32 years and ranged from 23 to 61
years. More than half of the participants (56.7%) were
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Table 1. Socio-demographic and professional details of participants with sex-stratified characteristics

Variable Male (n=122) Female (n = 160) Total (n =282)
Age (years) 34 (23-61) 32(23-58) 32(23-61)
Marital status

Never married 31(254) 20(12.5) 51(18.1)

Currently married 87(71.3) 134 (83.8) 221(78.4)

Divorced 1(0.8) 3(1.9) 4(1.4)

Widowed 1(0.8) 1(0.6) 2(0.7)

Not revealed 2(1.6) 2(1.3) 4(1.4)
Education level

Graduate or below 87(71.3) 107 (66.9) 194 (68.8)

Postgraduate or doctorate 35(28.7 53(33.1) 88(31.2)
Monthly household income

%>20,000 and <%30,000 16 (13.1) 26 (16.3) 42(14.9)

3>30,000 and <340,000 18(14.8) 32(20.0) 50(17.7)

>%40,000 88(72.1) 102 (63.7) 190 (67.4)
Type of bank

Public sector bank 77 (63.1) 115(71.9) 192 (68.1)

Private sector commercial or small finance bank 45(36.9) 45(28.1) 90 (31.9)
Location of branch

Urban 43(35.2) 60 (37.4) 103 (36.6)

Semi-urban 61 (50.0) 90 (56.3) 151 (53.5)

Rural 18(14.8) 10(6.3) 28(9.9)
Professional category

Clerk 38(31.1) 75 (46.9) 113 (40.1)

Officer or higher 84(68.9) 85(53.1) 169 (59.9)
Years employed

1-10 89 (73.0) 116 (72.5) 205 (72.7)

>10 33(27.0) 44 (27.5) 77 (27.3)
Daily average working hours

<8 35(28.7) 70 (43.75) 105 (37.2)

>8 87(71.3) 90 (56.25) 177 (62.8)

Values are presented as median (range) or number (%).

females. Of the 282 participants, 221 (78.4%) were mar-
ried. Almost two-thirds of the participants (n = 183) had
completed graduation, and nearly one-third (n = 88)
were postgraduates or doctorates.

Almost two-thirds of the participants were employed
in the public sector (nationalized and regional rural
banks). Over half of the participants were employees of
bank branches in semi-urban regions. A majority of the
participants were employed at officer or higher-level
grades. Most (n = 177) worked more than 8 hours a day.

Level and factors associated with burnout

The Cronbach’s alpha values were 0.856 for burnout, 0.7
for disengagement, and 0.82 for exhaustion. Almost 82%
(95% CI: 77.3%-86.5%) of the respondents had moder-
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ate to high levels of burnout, of which 28.7% (95% CIL:
23.5%-34.4%) had high levels. Fig. 1 shows the levels
of burnout among the participants and the domains
of burnout, namely disengagement and emotional
exhaustion. The proportion of participants with mod-
erate to high levels of disengagement was 82.3% (95%
CI: 77.3%-86.5%), while 79.5% (95% CI: 74.2%-84.0%)
showed moderate to high levels of exhaustion.

Burnout was associated with the professional category
(¥’ = 6.422, p=0.011) and daily average working hours (y*
=11.214, p = 0.001) (Supplementary Table 3). As expect-
ed, the two domains of burnout, i.e., the disengagement
and exhaustion domains, were associated with the pro-
fessional category (y* = 4.91, p = 0.027 and y* = 5.441, p
= 0.020, respectively) and daily average working hours
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Levels of disengagement, exhaustion, and burnout among participants

Fig. 1. Levels of burnout, and its domains among the study partici-
pants.

(¥’ =9.158, p = 0.002 and y* = 10.054, p = 0.002) (Supple-
mentary Tables 4 and 5). In addition, the disengagement
domain was associated with the years of employment
(¥’ = 4.935, p = 0.026). The average daily working hours
showed a significant association with burnout and both
of its domains (Table 2). The participants who worked
for more than 8 hours a day had higher odds of burnout
(adjusted odds ratio [OR,]: 2.39; 95% CI: 1.12-5.10),
feeling disengaged (OR,: 2.50; 95% CI: 1.15-5.47) and
exhausted (OR,,;: 2.22; 95% CI: 1.09-4.54) compared
to those who worked less than 8 hours a day. Another
finding was that participants who had been employed
for more than 10 years were at lesser odds of feeling dis-
engaged than those used for up to 10 years or less. The
sex-stratified analysis revealed that women who worked
for more than 8 hours had higher odds of experiencing
burnout (COR: 3.2; 95% CI: 1.19-8.57) including disen-
gagement (COR: 3.11; 95% CI: 1.12-8.67) and exhaus-
tion (COR: 3.67; 95% CI: 1.39-9.67) as compared to men

Table 2. Association of independent variables with burnout and its domains

Variable Crude odds ratio (COR) p-value (COR) Adjusted odds ratio (OR,y) p-value (OR,)
Disengagement
Professional category
Clerk Reference Reference
Officer or higher 1.99 (1.08-3.69) 0.028° 1.175 (0.54-2.55)° 0.684
Years employed
1-10 Reference Reference
>10 0.49 (0.26-0.93) 0.028" 0.45 (0.23-0.865)° 0.017°
Daily average working hours
<8 Reference Reference
>8 2.56 (1.38-4.77) 0.003* 2.51(1.15-5.475)° 0.021°
Exhaustion
Professional category
Clerk Reference Reference
Officer or higher 1.99 (1.11-3.56) 0.021° 1.27 ((0.62-2.59)° 0.515
Daily average working hours
<8 Reference Reference
>8 2.55(1.41-4.58) 0.002° 2.22 (1.09-4.54)" 0.028°
Burnout
Professional category
Clerk Reference Reference
Officer or higher 2.20(1.185-4.09) 0.012° 1.35(0.63-2.81)° 0.440
Daily average working hours
<8 Reference Reference
>8 2.835(1.52-5.295) 0.001° 2.39(1.12-5.10)" 0.024°

*Values showing statistically significant association; "Adjusted with years employed; ‘Adjusted with professional category and daily average working
hours; “Adjusted with professional category and years employed; “Adjusted with daily average working hours; ‘Adjusted with professional category.
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who worked for more than 8 hours. It also showed that
female officers have higher odds of suffering exhaustion
(COR: 2.74; 95% CI: 1.06-7.05) than male officers (Sup-
plementary Table 6).

Levels and factors associated with depression, anxiety,
and stress

The Cronbach’s alpha values were 0.877 for depression,
0.830 for anxiety, and 0.827 for stress.

Fig. 2 shows the details of the levels of depression,
anxiety, and stress among the study participants. It
shows that 113 participants (40.1%; 95% CI: 34.3%-
46.0%) had mild to extremely severe levels of depres-
sion, and of the 135 participants (47.9%; 95% CI: 41.9%-
53.9%) had mild to extremely severe levels of anxiety.
Seventy-four participants (26.2%; 95% CI: 21.2%-31.8%)
had mild to extremely severe stress levels, out of which
43 of them had moderate to highly severe stress levels.

Both depression and anxiety were associated with the
education level (y* = 4.118, p = 0.042 and y* = 4.102, p =
0.043, respectively) and daily average working hours (y* =
10.801, p = 0.001 and Xz =10.701, p = 0.001, respectively)
(Supplementary Tables 7 and 8). Stress was associated
with the professional category (y* = 4.468, p = 0.035) and
daily average working hours (y* = 14.4, p < 0.001) (Sup-

80

73.8%

70

60

50 +

40

30

Proportion of participants (%)

20 14.2%

10.3% 11.0%
10 4

Low Low

plementary Table 9). The daily average working hours
were associated with depression, anxiety, and stress
after adjusting for the education level and professional
category. The participants who worked for more than
8 hours a day had higher odds of depression (OR,;:
2.23; 95% CI: 1.32-3.77), anxiety (OR,4: 2.15; 95% CI:
1.30-3.56) and stress (OR,4: 3.37; 95% CI: 1.58-7.16) as
compared with those who worked less than 8 hours a
day (Table 3).

Burnout and its association with depression, anxiety,
and stress

There was a significant association between burnout
and its domains with depression, anxiety, and stress,
and the associations remained significant even after ad-
justing for the other associated independent variables,
namely the professional category and daily average
working hours (Supplementary Table 10). Participants
who showed disengagement had higher odds of having
depression (OR,y;: 3.81; 95% CI: 1.7-8.56) and stress
(OR,;: 4.16; 95% CI: 1.42-12.17). Participants who were
exhausted had higher odds of suffering from depression
(OR,;: 5.83; 95% CI: 2.51-13.50), anxiety (OR,;: 5.43;
95% CI: 2.6-11.38), and stress (OR,;: 7.25; 95% CI: 2.17-
24.22). Participants who were burned out also had high-

I Depression
B Anxiety
W Stress

9.9% 8.9%

Low Low Low

Levels of depression, anxiety, and stress among participante

Fig. 2. Levels of depression, anxiety, and stress among the study participants.
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Table 3. Association of independent variables with depression, anxiety, and stress

Variable Crude odds ratio (COR) p-value (COR) Adjusted odds ratio (OR,y) p-value (OR,)
Depression
Education level
Graduate or below Reference Reference
Postgraduate or doctorate 1.69 (1.02-2.82) 0.043° 149 (0.89-2.52)° 0.132
Daily average working hours
<8 Reference Reference
>8 2.37(1.41-3.98) 0.001° 2.23(1.32-3.77)° 0.003*
Anxiety
Education level
Graduate or below Reference Reference
Postgraduate or doctorate 1.69 (1.015-2.805) 0.044° 149 (0.89-2.515)° 0.131
Daily average working hours
<8 Reference Reference
>8 2.28(1.385-3.75) 0.001° 2.148 (1.30-3.56)° 0.003°
Stress
Professional category
Clerk Reference Reference
Officer or higher 1.84(1.04-3.25) 0.036" 0.98 (0.50-1.95)° 0.959
Daily average working hours
<8 Reference Reference
>8 3.33(1.75-6.34) 243%10* 3.37(1.58-7.16)° 0.002°

*Values showing statistically significant association; "Adjusted with daily average working hours; ‘Adjusted with education level; *Adjusted with pro-

fessional category.

er odds of experiencing depression (OR,;: 4.49; 95% CI:
1.92-10.50), anxiety (OR,;: 2.72; 95% CI: 1.36-5.46) and
stress (OR,: 5.7; 95% CI: 1.69-19.19).

DISCUSSION

In the present study we assessed the prevalence of
burnout, depression, anxiety and stress in bank employ-
ees of Kollam district. In doing so, we also identified the
factors associated with burnout, depression, anxiety
and stress among the bank employees.

Our study found that most participants had moderate
to high levels of burnout, which was consistent with
the findings of other studies of burnout among bank

*122 However, a recent

employees in other countries.
study among bank officers in Northern India found
that only 19.4% of the participants suffered from patho-
logical levels of burnout. This difference may be due
to the different tools used (Shirom-Melamed Burnout
Questionnaire)."”” One-third of the participants suffered
from stress. Studies among bank employees in India

found that almost 70% of the participants had mod-

erate to severe stress.”'” However, our study identified
that of the 282 participants, 43 (15.2%) had moderate to
severe stress. This difference may be attributed to the
difference in the tools used for measuring stress and the
study settings. Although our sample size was adequate
to assess moderate to severe stress prevalence of 15.2%
(95% CI: 11.3%-20%), which falls within the margin of
error of 5% and justifies our findings. Indeed, our find-
ings were similar to a recent study conducted in Bangla-
desh among bank employees, where 11.1% of the study
participants were severely stressed” and a recent study
in North India, where 7.9% of the bank officers were
found to be severely stressed."’

It was also found that 40% of the employees had mild
to extremely severe levels of depression, consistent with
another study among bank employees in China.”

Burnout was found to have no association with any of
the socio-demographic characteristics. This may be due
to the homogeneity of the socio-demographic profile
of the study participants. The study participants had
fairly similar levels of education and monthly house-
hold income. Our findings are supported by previously
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published literature which didn’t reveal any association
between burnout and socio-demographic characteris-
tics.”” The officers and employees who worked at senior
levels had higher odds of having burnout and stress.
This was mainly due to the finding that officers and
higher-grade employees worked for higher duration
than the clerks, and possibly had more responsibilities.
The work duration of the employees was the main fac-
tor that was found to have association with both burn-
out and stress. The employees who worked for higher
durations on a daily basis were at higher odds of having
burnout and its domains. This association between
burnout and working duration has been demonstrated

25,26

in other studies.””” It was also found that the female
employees who worked for higher durations were at
higher risk of having burnout and its domains namely,
disengagement and exhaustion as compared to the
males. Similar findings were reported by a survey in the
United States.”"’

Depression and anxiety were found to have associa-
tion with the education level of the study participants.
Similar finding was discussed in another study also.”
The levels of stress among the participants were not
associated with the type of bank where they worked.
This finding was consistent with another study among
public and private sector bank employees in India.”
The officers and employees who worked at higher levels
had higher odds of having stress. The working duration
of the employees was the main factor that was found
to have an association with burnout and stress. The
employees who worked for higher durations daily had
higher odds of having depression, anxiety and stress.
Similarly, other studies have also shown the association
of psychological stress with work hours.”

Burnout and stress are manageable conditions that
have been found to affect employees' health and pro-
ductivity; hence, their effects on bank employees need
to be addressed. For banks, regulating working hours
and helping employees manage their burnout and stress
levels may be beneficial policy options with a public
health impact. In this regard, one of the programs,
‘Smiles, was introduced, which utilizes the services of
trained psychosocial intervention specialists.” Inter-
ventions intended to regulate the work duration of bank
employees, along with adequate staffing, may benefit
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the employees.

Our study is not without limitations. The inability to
infer causality is an inherent limitation of cross-section-
al studies. Another limitation is that, at an individual
level, it would be difficult to separate the level of per-
sonal burnout and stress from the professional one. The
participants’ chances of having recall bias cannot be
ignored. Further, the tools used for estimating the prev-
alence of burnout and emotional states of depression,
anxiety, and stress are screening tools needing corrob-
oration with clinical assessment. Overreporting among
the participants would have also led to information
bias and overestimation of the strength of the associ-
ation. Finally, the data collection was done during the
COVID-19 pandemic, which also might have led to the
overestimation of prevalence.

CONCLUSIONS

The banking sector is a critical factor that influences the
development of any economy, and hence, it is crucial
for developing economies. Therefore, the employees'
health, efficiency, and productivity need to be main-
tained for banks' proper and efficient functioning. Burn-
out and stress have been found to affect employees’
health and productivity; hence, their effects on bank
employees need to be addressed.

Burnout and stress are manageable conditions. Reg-
ulating the working hours and helping employees man-
age their burnout and stress levels may be a beneficial
policy option with a public health impact.
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