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Abstract: Job satisfaction and job burnout are two concepts strongly mentioned in the literature, having confirmed a
negative correlation between job satisfaction and job burnout. In the banking sector, research shows that job burnout
is a frequent occurrence, highlighting the negative correlation between job burnout of bank employees and their job
satisfaction. This paper explores the perceptions of bank employees in Greece regarding their level of job satisfac-
tion and job burnout. The possible correlations between these two variables and the possible impact of demographics
are also studied. The results are believed to offer significant implications for future research and practice in the
Greek banking sector that has received a number of changes such as procedures from acquisitions and mergers and
voluntary withdrawals in the human resource area, trying to find a way out of the consequences of the crisis.
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1. INTRODUCTION

The banking sector seems to enter a transformative environ-
ment, since the 2007-2008 financial crisis, where a new
wave of acquisitions and mergers take place last years in the
banking industry. Changes in the banking industry affect
consumer trends in banking technologies, competition, and
regulatory changes. According to the research of Abate et al
(2018), the sector is characterized by technological ad-
vancements in banking services, while also banks seem to
change the way they do business, by adopting innovation in
the work place. These trends contribute to a more efficiently
oriented workplace, but reduction in the number of manpow-
er is obvious, especially with reference to in-person facili-
ties. All the above affect job satisfaction and turnover inten-
tion, as for example the findings of the research of Abate et
al (2018) reveal, showing that satisfied employees report less
job burnout and are more likely to remain in their job.

In such a changing environment, critical social, economic,
and cultural transformations take place around the world.
The crisis has affected many aspects of the global economy
and business administrations often turn to changes in human
resources management strategies in order to achieve greater
efficiency. These strategies are sometimes accompanied by
positive and sometimes negative perceptions of employees,
about management's incentives for human resources strate-
gies. Positive employee perceptions have been associated
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with higher levels of job satisfaction and general well-being
as well as with lower levels of anxiety.

The concept of job satisfaction has been extensively studied
by scholars, stating that it is a universal, multidimensional
concept, defined by both internal and external factors (Judge
et al., 2001). According to Christen at al. (2006), Cohrs at al.
(2006) and Rayton (2006), the importance of job satisfaction
has emerged, as it has a positive effect on the personal well-
being of the employee and on the organizational efficiency
of the company. As mentioned in Lim (2008), job satisfac-
tion can be defined as the consequence of a person's experi-
ence regarding work and it appears to be related to his men-
tal health, while it is also related to increased productivity
and level of turnover. Spector (2000) states that job satisfac-
tion can be categorized as internal (which stems from work
itself) and as external (which stems from the working envi-
ronment).

Moreover, burnout syndrome is an important issue in mod-
ern working environments, characterized by significant prev-
alence in recent decades (Maslach et al., 2001). It was initial-
ly oriented by Freudenberger (1974) as a state of emotional
exhaustion, due to employee interactions with other people.
The syndrome is more common among people whose work
includes intensive interactions such as nurses, doctors, psy-
chologists, social workers, teachers, and banking employees
(Jackson et al., 1986). According to Maslach and Jackson
(1981), burnout is a syndrome bounded by three elements
(Cafadas-De la Fuente et al., 2015): emotional exhaustion,
depersonalization, and reduced personal achievement. It oc-
curs in the workplace and it is caused by chronic stress. Var-
gas et al. (2014) and Pereda-Torales et al. (2009) support that
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the factors enhancing burnout are related to both personal
variables (socio-demographic and personality elements) as
well as organizational factors (relating to the working envi-
ronment), (Aydemi and Icelli, 2013). The main cause of the
syndrome is the reduction of the quality of working life. The
symptoms of the syndrome vary to physical, psychological,
emotional, and behavioral and appear gradually, becoming
more intense as time goes on (SSQ Financial Group, 2013).
The syndrome leads not only to health problems, but also to
social and economic costs (Maslach et al., 2001).

Due to the rapid changes in the organization and structure of
banking sectors globally, both concepts (job satisfaction and
burnout) are mentionable issues in banking institutions. With
reference to Greece, changes in the banking map of the coun-
try have left their mark on working conditions and the daily
lives of workers, so a significant impact has been generated
on both the organization aspect of banks and on the health of
their workforce. Banking sector is an area of the utmost im-
portance in the global economy and it is obvious that it must
have a satisfied and healthy workforce in order to have a
competitive position and offer excellent banking service to
the customer (Giorgi et al., 2017). All the above highlights
the importance of investigating the present issue. It makes it
even more crucial since Greek banking industry has under-
received several changes such as acquisitions and mergers
and voluntary withdrawals and is trying to find a way out of
the consequences of the crisis. In such an environment, it is
important for a bank employee to experience reduced stress
and a lower risk of burnout.

Job satisfaction and job burnout are two concepts strongly
mentioned in the burnout and job satisfaction, and some-
times they do not. So, under the above framework, the pur-
pose of the paper is to examine the level of job satisfaction
and job burnout, by investigating the case of the Greek bank-
ing sector The correlations between these two variables and
the possible impact of demographics will be also explored,
reinforcing our contribution to the existing literature. In the
banking sector, research shows that job burnout is a frequent
occurrence, highlighting the negative correlation between job
burnout of bank employees and their job satisfaction. With
reference to demographics, sometimes they differentiate the
levels of job between these two variables and the possible
impact of demographics are believed to offer significant im-
plications for future research and practice in the Greek sector
that has received a number of changes, such as procedures
from acquisitions and mergers and voluntary withdrawals,
trying to find a way out of the consequences of the crisis.

The rest of the paper is organized as follows: The following
section discusses previous research as the starting point of
our proposed work. Section 3 presents the methodological
framework. Section 4 illustrates the implementation and the
results of the framework which were applied in banking sec-
tor. The last section summarizes key findings, presents limi-
tations and offers suggestions for further research.

2. LITERATURE REVIEW

The concept of job satisfaction has been widely studied in
the literature, with most scholars reporting that it is a univer-
sal, multidimensional concept, defined by both internal and
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external factors. In more detail, job satisfaction is influenced
by the conditions of the working environment, earnings, lev-
el of stress, intensity of work, leadership, but also by the
characteristics of the employee's personality and the general
satisfaction he/she feels from his/her life (Judge et al., 2001).
As it is stated to George and Zakkariya (2015), job stress can
be defined as an employee’s awareness or feeling of personal
dysfunction, because of perceived conditions or happenings
in the workplace. Lawler (1990) orients job satisfaction as
people’s feelings about the rewards they have received on
the job. In a similar way, Spector (1997) described job satis-
faction as how people feel about their jobs and different as-
pects of their jobs. Moreover, job satisfaction is defined as
one’s emotional response to a job that results from the per-
son’s expectations of the job and the reality of the job situa-
tion. Job satisfaction is an important matter for service indus-
try employees because the satisfied staff is more likely to
make consumers feel also satisfied by the service they get
(Hsiao and Kohnke, 1998).

Job burnout syndrome has its explanatory basis in chronic
stress from work and is defined by three elements: emotional
exhaustion, depersonization and reduced personal integration
(Maslach and Jackson, 1981). Job burnout is intensified by
both personal and organizational components. The main
cause of this is the reduction in the quality of life at work.
Symptoms of the syndrome are various and become more
intense as time passes. They refer to physical, psychological,
but also emotional symptoms and effects on the behavior.
People with job burnout feel extremely tired, feel alienated
from their work, experience reduced proficiency and de-
pressed mood, increased irritability, inability to relax, sleep
disturbance, physical discomforts such as muscle aches,
headaches, gastrointestinal problems, concentration, and
memory problems. Job burnout leads not only to deteriorat-
ing health, but also to social and economic costs (Maslach et
al., 2001). In terms of demographics, there are significant
differences between men and women but also in relation to
marital status and in relation to work levels in an organiza-
tion (Aydemi and Icelli, 2013).

Several studies have identified a variety of personal, inter-
personal, and organizational factors associated with job satis-
faction, work stress, and burnout syndrome, confirming a
negative correlation between job satisfaction and job burnout
(Schaufeli and Enzmann, 1998; Nirel, et al., 2004; Ozyurt et
al., 2006). Low job satisfaction can lead to more frequent
absences from work, which can affect mental and physical
health, productivity, behavior, and high levels of stress. The
negative correlation between job satisfaction and job burnout
in the banking sector is supported by several studies like
these of Abate et al. (2018), Gupta et al. (2018), Giorgi et al.
(2017), George and Zakkariya (2015), Belias and Koustelios
(2014), Devi and Nagini (2013), Al-Kahtani and Allam
(2013), Mantelou et al. (2010).

In the banking sector, research shows that job satisfaction
has been studied in parallel with industrial relations, but also
with reference to organizational hierarchy, financial rewards,
and the type of banking institution, public or private (Singh
and Kaur, 2009; Sowmya and Panchanatham, 2011). Cross-
man and Abou-Zaki (2003) state in their research that job
satisfaction depends on the different aspects of work. Re-
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garding burnout, they support that it is a common phenome-
non in highly demanding working environments, where peo-
ple work under great pressure (such as the banking sector).
People who feel a strong feeling of work-related stress often
experience emotional exhaustion and disappointment (Shaw
et al., 2000), reaching to job burnout, with serious conse-
quences - physical, social, mental, and emotional.

Various studies have investigated the work-related stress in
the banking sector, the job burnout of bank employees and
their level of job satisfaction, highlighting the negative corre-
lation between job satisfaction and job burnout (Giorgi et al.,
2017). According to the study of Belias and Koustelios
(2014), which was based on a quantitative survey of a sam-
ple of 230 bank employees in Greece, it was found that job
satisfaction experienced by employees was at quite high lev-
els. Moreover, there was a strong negative correlation be-
tween the two variables: the burnout of bank employees and
their job satisfaction. Similarly, Gupta et al. (2018) studied
the concept of burnout and its relationship to job satisfaction
in a sample of 251 banking workers in India. According to
the researchers, emotional exhaustion had a significant nega-
tive impact on employee satisfaction. The negative relation-
ship between job satisfaction and burnout was also high-
lighted by the survey of Devi and Nagini (2013) in a sample
of 103 employees at private banks, as well as by the survey
of Ismail et al. (2013) in a sample of 209 financial sector
workers in Johannesburg. Additionally, Abate et al. (2018)
also revealed the negative correlation between job satisfac-
tion and job burnout, by studying a sample of 100 retail
banking employees in the United States, via an online sur-
vey. Researchers found statistically significant relationships
between job burnout and turnover intention and between job
satisfaction and turnover intention. These findings show that
satisfied employees report less job burnout and are more
likely to remain in their job.

According to demographics, and with reference to the re-
search of Al-Kahtani and Allam (2013), that was conducted
in a sample of 274 bank workers in Saudi Arabia, it was
found that men had a higher level of burnout than female
employees, while female bank employees were found signif-
icantly more satisfied with their work than their male col-
leagues. Literature also states that job satisfaction and job-
related stress vary among employees of different banking
sectors. This outcome is supported by the research of George
and Zakkariya (2015), who examined via a questionnaire a
sample of 337 employees from various banks of the private
sector, public sector, and new generation banks. Their analy-
sis revealed that employees of different sectors of bank had
different level of job satisfaction and job-related stress. In
fact, it was found that employees working in public sector
banks have lower job-related stress when compared to pri-
vate sector banks and new generation banks; and higher job
satisfaction when compared to new generation banks. Man-
telou et al. (2010) also examined the job burnout syndrome
in Greek bank clerks, the correlation between job burnout
and job satisfaction and the impact of demographic charac-
teristics of the sample. Their research was based on ques-
tionnaires and revealed that job satisfaction was correlated
with some dimensions of burnout. Further, all demographic
factors, except for gender, were correlated to job burnout
dimensions.
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3. METHODOLOGICAL ISSUES

Regarding the research process, the first step was related to
the conduction of the literature review part. This phase in-
cluded the search on the factors of interest regarding the re-
search investigation and the formulation of the research hy-
potheses, as Table 1 shows:

Table 1: Research hypotheses

No Hypothesis

1 Job satisfaction is related to emotional exhaustion, depersonalization, personal
achievement.

2 Job satisfaction is affected by demographics.

3 Emotional exhaustion, depersonalization, and personal achievement are affected by

demographics.

A quantitative method was applied in the context of this in-
vestigation. The choice of this type of method was based on
the fact that the goal was to investigate the possible relation-
ship between two variables, the level of job satisfaction and
the job burnout of bank employees, as well as the possible
impact of demographics. The choice of quantitative method
was also based on the fact that existing surveys most often
exploit quantitative research to examine the views of em-
ployees on the framework of the examined topic. In addition,
the use of quantitative research can provide representative
and widely generalized information on the confirmation or
non-confirmation of research hypotheses.

The research tool that was used is the questionnaire. Ques-
tionnaire is a common research tool in quantitative method
(Adams and Cox, 2008). The questionnaire of this research
was based on the literature findings and was created on
Google Forms. The questionnaire consisted of three parts.
The first part included demographic questions. The second
part consisted of the scale of job satisfaction of Bhatt (2004),
including 10 questions on a Likert scale. The third part in-
cluded the scale of job burnout (Maslach and Jackson, 1986)
with 22 questions on a Likert scale. This questionnaire is the
only one that measures all three dimensions of job burnout.

The questionnaire was electronically distributed to the sam-
ple of 500 bank employees via email and a number of N=300
employees finally completed the form. During the research
process, bank employees were informed about the anonymity
and significance of this investigation. The research took
place during the period from 11 December 2019 to 9 Febru-
ary 2020. The analysis and processing of the data was carried
out with the SPSS, as it is a useful tool for conducting statis-
tical correlations. Data analysis included descriptive and
inferential statistics. Descriptive statistics were performed by
using frequency tables, pie charts and bar charts. Inferential
statistics were performed by using Pearson Correlation and t-
test for two independent samples.

Finally, as about the robustness of the measurement, it refers
to the consistency of the measure (Cohen et al., 2007) and it
is measured through reliability indexes, like Crobach Alpha
(Tavakoll and Dennick, 2011). The allowable values of this
reliability index are above 0.7 (Pallant, 2010). Table 2 shows
the reliability levels for all groups of questions that measure
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each variable. All variables were found reliable since the
value is greater than 0.7.

Table 2: Crobach Alpha and reliability

Variable Crobach Alpha Reliability
Emotional exhaustion 0.914 Confirmed
Depersonalization 0.730 Confirmed
Personal achievement 0.778 Confirmed
Job satisfaction 0.819 Confirmed

4. EMPIRICAL RESULTS

Data were collected electronically. Their analysis and pro-
cessing were carried out by using SPSS. The questionnaire
was initially distributed on a sample of 500 bank employees;
eventually a number of 300 fulfilled the form (60%). Among
the 300 participants, most were women, with diploma de-
gree, having a job position of official, working in a town,
being married and having children. In terms of their income,
the majority stated they had a fixed income. Most of the em-
ployees have a daily contact with the customers and work
exclusively inside the bank's store. A voluntary exit program
has been proposed for most of the participants. Table 3
shows the profile of the sample that participated in the re-
search.

Table 3: The sample’s profile

Attribute Frequency Attribute Frequency
Men 35% Women 65%
Diploma 50,4% Master 43.1%
Officials 67.5% Managers 26%
Directors 6.5%

Town 66.7% Out of town 333%
Having children 77.2% Without children 22.8%
Married 76.4% Single 23.6%
Decrease in earnings 29.3% Fixed Earnings 63.4%
Increase in earnings 7.3%

Among the total number of variables that were studied in
order to determine any possible correlation between them
and via the Pearson correlation analysis, it was found that
work satisfaction and personal achievement are positively
related to each other, with moderate intensity (r=+ 0.431,
p=0.000<0.05). All other correlations among the examined
variables were no significant.

Further, an analysis of independent samples (t-test) was car-
ried out to test if there was any statistically significant differ-
ence between men and women regarding the examined vari-
ables. The homogeneity control of Levene for the case of
emotional exhaustion was positive and p=0.003 <0.05 (table
4). Thus, it was found that there was a statistically signifi-
cantly differentiation in levels of emotional exhaustion be-
tween men and women. Women experienced greater emo-
tional exhaustion than men. All other tests showed no differ-
ences regarding gender.
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Table 4: T- test for emotional exhaustion and gender

Homogeneity control of Levene Yes (p>0.05)

Mean of men 3.36
Mean of women 4.04
P Value 0.003 < 0,05
Difference Yes

Next it was tested if there was any statistically significant
difference in married and single regarding the examined var-
iables. The homogeneity control of Levene for the case of
emotional exhaustion was positive and p= 0.043 <0.05 (Ta-
ble 5). Thus, it was found that there was a statistically signif-
icantly differentiation in levels of emotional exhaustion be-
tween married and single. Married people seemed to be more
emotionally exhausted than single. All other tests showed no
differences regarding marital status.

Table 5: T- test for emotional exhaustion and marital status

Homogeneity control of Levene Yes (p>0.05)

Mean of married 3.92
Mean of single 342
P Value 0.043 < 0,05
Difference Yes

5. SUMMARY AND CONCLUSIONS

From the results it became apparent that when the person
feels more satisfied, the feeling of personal achievement
becomes greater. So, in this case, the person does not feel
high levels of professional burnout. This finding is consistent
with previous research which suggests that increased job
satisfaction is associated with low job burnout (Giorgi et al.,
2017; Belias and Koustelios, 2014; Gupta et al., 2018; Devi
and Nagini, 2013; Ismail et al., 2013). Further, it was found
that women seemed to feel more emotional exhausted than
men. This is opposite with the research of Al-Kahtani & Al-
lam (2013), who showed that men were found to have higher
levels of job burnout than women.

As far as job satisfaction is concerned, this survey did not
show any differentiation in relation to demographic. This is
opposite to the survey of Al-Kahtani and Allam (2013), who
showed that female bank employees were significantly more
satisfied with their work compared to their male colleagues.

The contribution of the present research is highlighted
through the findings that differ from previous research,
which concern: (i) the differentiation of gender and marital
status regarding the levels of emotional exhaustion, (ii) the
differentiation of age and level of education regarding the
levels of burnout, and (iii) the differentiation of de-
mographics regarding the level of job satisfaction. We would
consider a limitation of our study the fact that due to the
sampling method, the results cannot be generalized; random
sampling, covering various geographical areas of Greece, in
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order to test whether the present results are valid in the gen-
eral population would be another area of for further research.

As for the proposals, focus should be given by managers
regarding the fact that women feel more emotionally ex-
hausted than men, as well as regarding the fact that married
people feel more emotionally exhausted than single. Based
on these, it is suggested to intervene in the groups that show
greater emotional exhaustion to be more likely to reduce
their levels of emotional exhaustion.
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