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Abstract
In all organizations, employees are one of the most critical resource 
for gaining competitive advantage. It is one of the most important 
‘P’ viz. ‘People’ in services sector; other being ‘Process’ and 
‘Physical Evidence’. The IT (information technology) not only 
enables better customer experience but also enables employees 
to provide better services. However the complexity of new 
applications may cause uncertainty amongst the employees. 
New interventions become a cause of stress in customer oriented 
organizations like banking sector. This study aims at exploration 
of sources of role stress in IT age among female bankers. The 
research follows an empirical approach to study the phenomenon 
of role stress amongst female bankers in select regions of India. 
The theoretical and policy implications of the findings of the 
study have been discussed which would facilitate understanding 
the role of stress among female bankers.
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I. Introduction
The nature of work and workplace has changed over the years. 
Competition in the workplace which promotes self-interest can 
result in diminished feelings of well-being and trust. Intense 
competition reinforced by globalization has resulted in unsecure 
employment opportunities exemplified by the ever increasing 
number of mergers, acquisitions, outsourcing and downsizing 
initiatives. Not only individuals, but organizations as artificial 
human beings are also under pressure to outperform their 
competitors and attain competitive advantage. These all problems 
occurs stress in job for men and women. In current scenario women 
are represented in the workforce in greater numbers than ever 
before. They are holding a higher percentage of managerial and 
executive jobs than in the past. But these roles demand a large 
percentage of time of women executives.
Consequently, harmonizing their personal and professional lives 
has been a challenging issue for women executives in every job 
profile. It may be seen that due to problems in place of work, 
personal life may get affected and vice-versa. Though, they have 
to balance the two aspects of life so that they may have win-win 
situation.  In the current scenario many women are joining banking 
sector and making their mark. It is no surprise that the largest 
bank of India is headed by a woman and so are many of the top 
private sector banks in India. Banking has provided new areas of 
opportunity for women. Despite this encouraging facts, all the 
level of banking women managers, officers and clerical groups in 
their banking career face some common problems. These include 
inter alia role duality conflict, sexual harassment in the workplace, 
uncomfortable with women as a senior or preference for higher 
position allocations and selections. All these problems contribute 
to increasing stress among female bankers. Therefore a need was 
felt to study about stress among female bankers in the region of 
Chandigarh (Tricity) and Punjab.

II. Review of Literature
Akinboye et al. (2002) defined stress as an unavoidable characteristic 
of life and work. Occupational stress describes physical, mental 

and emotional wear and tear brought about by the incongruence 
between the requirement of the job and the capabilities, resources 
and needs of the employee to cope with job demands. Stress in the 
workplace reduces productivity, increases management pressures, 
and makes people ill in many ways, evidence of which is still 
increasing. Workplace stress affects the performance of the brain, 
including functions of work performance; memory, concentration, 
and learning. Stress at work also provides a serious risk of litigation 
for all employers and organizations, carrying significant liabilities 
for damages, bad publicity and loss of reputation. Successful 
individuals demonstrate exceptionally effective interpersonal 
skills. Above and beyond their technical expertise, they are 
adept at positively influencing other people. In the workplace 
this means understanding the underlying motivations of others, 
their thoughts and feelings, communicating effectively about 
these, which includes giving and receiving effective feedback, 
and enrolling people in doing what needs to be done with minimal 
stress, conflict and resistance.
Cluskey (1994) carried out a survey on management accountants 
and examined the relation between stress and job strains. He found 
main causes of stress to be as reporting to more than one boss; 
heavy workload under time constraints, work relations in the 
organization and perceived lack of career progress. He also reported 
an additional source of stress, a mismatch between personality and 
the task demands of the job. Sehgal (1997) assessed the effect of 
role stress on the level of involvement a person has in the job and 
alienation and the coping mechanism used to deal with stress. It 
was found that role erosion, resource inadequacy and inter-role 
distance were dominating contributors of role stress. Avoidance 
style of coping was used more frequently than approach styles 
of coping. 
Chand and Sethi (1997) conducted a study to examine the 
organizational factors as predictors of job related strain among 
150 junior officers working in various banking institutions in 
the state of Himachal Pradesh. Role conflict, strenuous working 
conditions and role overload were found to be the dearest and 
most significant predictors of job related strain. In their seminal 
paper, Spector and Goh (2001) examined the role of emotion 
in occupational stress. They employed a narrow definition of 
job stress as “any condition or situation that elicits a negative 
emotional response, such as anger / frustration or anxiety / tension” 
in an attempt to overcome the broadness of previous definitions 
and focus on negative emotional responses. The authors suggested 
that emotions influence how the work environment is perceived, 
that is, whether a particular condition is appraised as a job stressor 
or not. They further suggested that these appraising emotions 
may lead to psychological and physical strains. Psychological 
strain might result from continual negative emotional experiences 
and may lead to decreases in job satisfaction and organizational 
commitment. Physical strains (for example, suppression of the 
immune system, heart disease) may result from the physiological 
components of experienced emotions that can adversely affect 
health. It was concluded that an individual’s ability to manage 
and control their emotions (particularly negative emotions) in the 
workplace will influence the outcome of stress.
The relationship between measures of emotional quotient, 
subjective stress, distress, general health, and morale, quality of 
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working life and management performance of a group of retail 
managers was studied by Slaski and Cartwright (2002). Significant 
correlations in the expected direction were found, indicating that 
managers who scored higher in emotional quotient suffered less 
subjective stress, experienced better health and well-being, and 
demonstrated better manage performance. Kaur (2003) identified 
role erosion, role overload, role isolation and personal inadequacy 
responsible for occupational role stress in her study of managers 
working in different branches of Punjab State Cooperative 
Bank Ltd. Duran and Extremera (2004) in their study, including 
professionals employed in institutions for people with intellectual 
disabilities, revealed a significant relationship between emotional 
intelligence and burnout syndrome, and personal accomplishment 
in particular. The data clearly indicated that emotional intelligence 
expressed in the ability to recognize, express, and control 
emotions may have an impact on the perceived job stress and the 
consequences of experienced stress. Darolia and Darolia (2005) 
studied the role of emotional intelligence in coping with stress 

and emotional control behavior. The research clearly established 
that emotionally intelligent people who are able to understand 
and recognize their emotions, manage themselves appropriately 
so that their impulsiveness and aggression is kept under control 
in stressful situations. 

III. Research Design 
There are fewer studies on the job stress for female bankers 
especially in the Indian context. Hence the present study was an 
attempt to focus on job stress amongst female bankers. The study 
endeavors to get an insight about demographic characteristics 
of the female bankers and study the impact of job stress among 
female bankers. 
The sample size was 300 female respondents from the region of 
Chandigarh (Tricity) and Punjab. The respondents for the study 
would be those employees who are working at middle level 
managers and clerical staff with the banking sector. 

Table 1: Frequency of Categories Top, Middle and Bottom Management in Different Branches of Banks N = 300
Banks Mohali Mandi Gobindgarh Chandigarh Patiala Ludhiana Jalandhar Panchkula
ICICI 10 10 10 10 10 10 10
SBOP 10 7 10 10 5 6 10
SBI 10 10 10 10 10 8 10

HDFC 6 7 5 6 7 8 7
AXIS 5 5 3 4 5 5 3
CBI 6 5 2 2 5 5 3
Total 47 44 40 42 42 42 43

Standardized tests were selected to measure job stress. The study was conducted using the following standardized tools:

1. Stress Scale (Bhagwatwar, 2000)
The scale developed by Bhagwatwar (2000) was adopted in this 
study to measure the level of stress. It consists of 80 items and 
is a 7 point scale.

Levels Score
No stress at all (NS) 1

Less stress (LS) 2
Some stress (SS) 3

Moderately tolerable stress (MTS) 4
Substantial stress (SES) 5

High stress (HS) 6
Tremendously high stress (THS) 7

The scale has been categorized into seven components depending 
on the nature of stressors. Tremendously high stress (THS) was 
considered to classify the stressors from first order to last-order 
stressors. The stressor for which number of respondents answered 
THS was counted as the first-order stressor.

A. Pilot Survey
Stress was measured using the scale adopted with some 
modifications by Bhagwatwar (2000). A pilot study was conducted 
on 30 female working in a bank and residing in Patiala city and 
they were not included in the final study. The data were subjected 
to testing the reliability of the split half method. The coefficient 
of correlation for each of the stress components ranged between 
0.45 to 0.834 and was significant at 0.01 levels. The coefficient of 
correlation for overall stress was 0.756 which was also significant 
at 0.01 levels.

V. Data Analysis
The present study examined job stress in IT age for female 
bankers. For this study, data was collected using self-administered 
questionnaire. The questionnaire was designed on the basis of 
the study of the existing research literature and brainstorming 
sessions with the academicians and senior banking personnel. 
The secondary data has also been used, wherever necessary, in 
the present study.
The demographic characteristics of the female bankers (Table 
2(a)) indicates that 100 percent of the respondents interviewed 
were from the various banks in Chandigarh (TriCity) and Punjab. 
Thus, following banks respondents has taken as the subject of the 
study, i.e. ICICI, SBOP, SBI, HDFC, AXIS and CBI. The largest 
number of respondents were from ICICI Bank.

Table 2(a): Sector Breakup of Banking Female Respondents

Banks Name No of Respondents

ICICI 70

SBOP 58

SBI 68

HDFC 46

AXIS 30

CBI 28

Total 300
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The age of the working women in banking sector ranged between 
18 and 60 years. It has been categorized among three groups i.e. 
early adulthood, middle age and old age group. Female bankers 
belonged to early adulthood 47.1 percent and 52.3 percent females 
belonged to middle age group and 0.6 percent females belonged 
to old age (Table 2(b)). None of the male respondents belonged 
to this group because this study was based on working women 
in the banking sector.

Table 2(b): Age Group of Female Respondents

Age Total Respondent

18-30 141 (47.1)

31-50 157 (52.3)

51-60 2   (0.6)

The type of position in the organization in the category in which 
working females worked was categorized into three classes. There 
were 47.5 percent females worked in lower management in the 
banking sector and 35.2 percent female respondents who worked 
in middle management in the banking sector. 17.3 percent of the 
female respondents worked in top management in the banking 
sector (Table 2(c)).

Table 2(c): Position of Female Respondents

Category of Position Percentage  of Female Respondent

Lower Management 47.5

Middle Management 35.2

Top Management 17.3

The total banking respondent’s majority of them 15% had work 
experience of one year only. This was followed by 27% of the 
respondents having work experience of about 1 to 2 years. In 
between, two years and three years of experience, there were 
28 % respondents who had work experience. Besides this it was 
also found that respondents with work experience of 3-5 years 
accounted for 18 %, while only 12% respondents were found to 
have work experience of above than 5 years. Hence it can be said 
that if an employee is able to sustain the pressure for the first few 
years than usually the individual prefers to be in the sector.

A. Impact of Job Stress Among Female Bankers

1. Job
The respondents were about 0.6 percent to 2.4 percent, which 
included the timing of the job, disliking the job, monotonous work, 
too many job demands and expectations, working with the outdated 
technologies and face new technology trainings and difficulties 
to operate it, relatives showing no respect towards the job, over-
burden of the organizational responsibilities, being isolated from 
the colleagues, poor professional achievements etc.

2. Relationship
Around 3.2 per cent to 4.8 per cent of the female banker’s 
respondents were stressed always due to strained relations with 
the superior, lost interest in the job, no permission to take initiative, 
non-cooperative colleagues, strained relations with colleagues, 
feeling ashamed of the job, working in the organization of low 
social status etc.

3. Communication
Around 5.2 per cent to 6.4 per cent of the female banker’s 
respondents were stressed due to the mode of commutation, an 
organization which has entirely different values, rare chances of 
promotion, non-cooperative sub-ordinates; work does not suit the 
ability, encouragement for unhealthy competition at work.

4. Environment
The stresses such as colleagues laugh at the way of functioning, 
hostile climate at work place and unhealthy promotion policies 
contributed to stress always in 7.1 per cent and 7.1 per cent of the 
working women respondents.

V. Discussion
The results in Table 1.3 (a) indicate that the job stress among the 
female in the banking sector. 
To conclude, the job stress contributed to stress always from 0.6 
per cent to 8.7 per cent of the working women. The stresses such 
as the timing of the job, too many job demands and expectations, 
working with outdated technologies, working under the superior 
with whom the relations are strained, relatives showing no respect 
towards the job, disliking the job had contributed to stress always 
among 0.6 per cent, 1.9 per cent, 1.9 per cent, 1.9 per cent, 2.6 per 
cent, and 2.6 per cent of the working women respectively.
Working in the organization where one was over-burdened with the 
responsibilities, being isolated from the colleagues, losing interest 
in the job, poor professional achievements, no permission to take 
the initiative, tiresome mode of commutation, monotonous work, 
boss is dissatisfied with the job performance were the stressors 
which caused stress always among 2.9 per cent, 3.2 per cent, 3.2 
per cent, 3.2 per cent, 3.6 per cent, 3.6 per cent, 3.9 per cent and 
3.9 per cent of the working women, respectively.
Around 4.5 per cent to 5.5 per cent of the female bankers were 
always stressed due to noncooperation of the colleagues, strained 
relations with colleagues, feeling ashamed of the job, working in 
the organization which has entirely different values, work does 
not suit the ability, colleagues laugh at the way of functioning and 
working in the organization of low social status.
About 6.2 per cent, 6.8 per cent, 6.8 per cent, 7.5 per cent and 
8.7 per cent among the female bankers were experiencing stress 
always due to hostile work climate, unhealthy promotion policies, 
rare chances of promotion, have to work with non-cooperative 
sub-ordinates and encouragement of unhealthy competition at 
work respectively. 
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Table 3(a): Impact of Job Stress Among Working Female
S. No Stress Statements No Stress Low Stress Medium Stress High Stress Chi square

Female Female Female Female

1st order

Management always encourages unhealthy 
competition at work

27
(8.7)

17
(5.5)

73
(23.6)

183
(61)

3.5422
NS

I have to work with non-cooperative sub-
ordinates

23
(7.5)

25
(7.8)

73
(23.6)

179
(59.6)

3.7311
NS

I have to work in the organization where 
chances of promotion are rare.

21
(6.8)

24
(7.7)

56
(20.0)

199
(66.3)

0.5781
NS

The management does not have health 
promotion policies

21
(6.8)

27
(8.7)

49
(15.8)

203
(67.6)

1.4889
NS

I have to work where the climate is hostile 
to me

19
(6.2)

20
(6.4)

62
(20.0)

199
(66.3)

3.2688
NS

I have to work in the organization of low 
social status

17
(5.5)

21
(6.8)

52
(16.8)

210
(70)

3.3912
NS

My colleagues laugh at my way of 
functioning

17
(5.5)

20
(6.4)

72
(23.2)

191
(63.6) 2.3172NS 

2nd order 

My work does not suit my ability 16
(5.2)

13
(4.2)

72
(23.2)

199
(66.3)

10.788
No Stress

I have to work in the organization, which 
has values entirely different from my own 
values

16
(5.2)

31
(10.0)

61
(19.7)

192
(64)

1.9287
NS

I am ashamed of my job. 15
(4.8)

16
(5.1)

62
(20.0)

207
(69)

0.4581
NS

Relations with colleagues are strained 15
(4.8)

22
(7.1)

44
(14.2)

219
(73)

0.0465
NS

I want to implement several new changes, 
but colleagues do not cooperate with me

14
(4.5)

13
(4.2)

91
(29.4

182
(60.6)

0.0915
NS

3rd order

My boss is generally dissatisfied with my 
performance

12
(3.9)

14
(4.5)

72
(23.2)

202
(67.3) 0.2450 NS

My work is too monotonous 12
(3.9)

21
(6.8)

76
(24.6)

191
(63.6) 4.0649 NS

My mode of commutation to work place is 
tiresome

11
(3.6)

30
(9.7)

76
(24.6)

183
(61)

12.692
No Stress

My boss does not allow me to take initiative 11
(3.6)

32
(10.3)

93
(30.0)

164
(54.6) 2.1656 NS

My professional achievements are poor 10
(3.2)

26
(8.5)

63
(20.4)

201
(67) 1.9895 NS

At present I have lost interest in my job 10
(3.2)

32
(10.3)

69
(22.3)

189
(63) 0.8448 NS

I am generally isolated from my colleagues 10
(3.2)

14
(4.5)

45
(14.5)

231
(77) 0.5786 NS

4th order

I have to work in the organization where I 
am
over-burdened with the responsibilities

9
(2.9)

21
(6.8)

61
(19.7)

209
(69.6) 1.9588 NS

I do not like my job 8
(2.6)

26
(8.4)

44
(14.2)

222
(74) 0.2863 NS

Relatives have no respect towards my job 8
(2.6)

16
(5.1)

51
(16.5)

225
(75) 1.4706 NS

Daily I have to work under the superior with 
whom my relations are strained

6
(1.9)

38
(12.3)

51
(16.5)

205
(68.3)

6.6795
No Stress

Daily I have to work with outdated
Technology

6
(1.9)

33
(10.6)

86
(27.8)

175
(58.3) 1.5364 NS

Job demand and expectations from me are 
too many

6
(1.9)

26
(8.4)

86
(27.8)

182
(60.6) 0.0509 NS

The timing of my job is 2
(0.6)

15
(4.8)

75
(24.2)

208
(69.3) 0.0087 NS

Figures in the parentheses indicate percentage, F – Female (High Stress, Medium Stress, Low Stress and No Stress) and NS – Not 
significant
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VI. Implications
The study reveals that about 8 to 15 per cent of the female bankers 
are experiencing high stress in IT age. This is important indicator of 
upcoming workplace hazard in the banking sector. The study gave 
important insights into stress factors amongst working women 
in the banking sector. Thus though infusion of IT in the banking 
sector is providing excellent customer experience but women 
employee related issues needs top priority of the management. 
If these issues remain unaddressed for long, the banking sector 
may not be able to attract the best women talent to this industry.
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