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ABSTRACT

This study explores how occupational stress affects employee
performance within the State Bank of India (SBI) across Bihar. A
cross-sectional survey of 200 employees from urban, semi-urban, and

rural branches captured data on four major stressors workload, time

stress; pressure, technological change, and appraisal-system clarity along with

employee performance; managerial individual performance indicators such as task efficiency and service

support; emotional intelligence

quality. Descriptive results revealed moderate to high stress levels,
with workload and time pressure emerging as the most influential
factors. Pearson correlation and multiple regression confirmed a
significant negative association between overall job stress and
performance, while structural equation modelling demonstrated that
managerial support and emotional intelligence significantly moderate
this relationship, softening the impact of heavy workload on employee
outcomes. The findings emphasise the need for systematic workload
audits, transparent appraisal procedures, leadership development, and
emotional-intelligence training to reduce stress, safeguard employee
well-being, and sustain service quality across SBI’s extensive Bihar

branch network.
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1. Introduction

India’s banking sector has undergone sweeping transformation since the
liberalization of the 1990s, marked by policy reforms, financial inclusion initiatives,
and the rapid adoption of digital technologies. Public sector banks remain the
backbone of this system, with the State Bank of India (SBI) serving as the country’s
largest commercial bank and a critical instrument of government welfare delivery. In
Bihar, a state with a predominantly rural economy and an increasing demand for
modern financial services, SBI’s extensive branch network provides indispensable
banking facilities to households, agricultural producers, and small businesses. This
pivotal role highlights the need to maintain a workforce that is both healthy and
productive.

The expansion of services and technological upgrades, however, has
intensified the work environment for employees. Staff members must manage
growing transaction volumes, meet stringent performance targets, and adapt
continuously to innovations such as mobile banking, real-time payment systems, and
core-banking upgrades. These overlapping demands often generate sustained job
stress manifested in heavy workloads, time pressure, and role ambiguity. Prolonged
exposure to such stress can erode employee well-being, impair productivity, and
reduce the quality of customer service, ultimately threatening the bank’s efficiency
and reputation.

While occupational stress within Indian banking has been examined in
national and comparative studies, the specific circumstances of SBI employees in
Bihar remain underexplored. The state’s socio-economic realities limited
infrastructure, high dependence on cash transactions, and staffing constraints in rural
branches create distinctive stress patterns that differ from those in metropolitan
centers. The absence of localized empirical research limits the ability of managers and
policymakers to design targeted interventions that address the unique challenges of
this workforce.

Research Objectives (RO):

e ROL1: To identify and analyze the primary workplace stressors affecting SBI
employees in Bihar.

e RO2: To examine the relationship between these stressors and employee
performance, including potential moderating effects of managerial support and
emotional intelligence.
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e RO3: To propose evidence-based strategies for managing and reducing job
stress in order to enhance employee well-being and organizational
performance.

The remainder of the article is organized as follows. Section 4 reviews
relevant theoretical frameworks and previous literature. Section 5 describes the
research design, sampling strategy, and analytical methods. Section 6 presents the
empirical findings, followed by a discussion of managerial implications in Section 7.
Section 8 concludes with key insights and directions for future research.

2. Review of Literature

Occupational stress is widely recognized as a critical factor influencing
employee well-being and organizational performance. It arises when workplace
demands exceed an individual’s coping capacity, creating psychological strain and
potential declines in productivity. The Job Demand—Resource (JD—-R) model explains
that high job demands such as heavy workload, time pressure, and role ambiguity
trigger strain when not offset by adequate resources like supervisor support or
autonomy. The inverted-U theory of stress and performance further suggests that
moderate stress can stimulate motivation and efficiency, whereas excessive stress
impairs concentration and reduces output. These frameworks provide a solid
conceptual foundation for analyzing stress in the banking sector, where employees
must handle continuous customer interaction, strict regulatory compliance, and rapid
technological change.

Research across countries confirms that banking professionals experience
significant stress with measurable effects on satisfaction, commitment, and
performance. Dartey-Baah, Quartey, and Osafo (2020) found that occupational stress
significantly lowered job satisfaction among Ghanaian bank tellers and revealed
gender-based differences in stress responses. Yukongdi and Shrestha (2020) reported
that job stress, along with affective commitment and job satisfaction, strongly
influenced turnover intention among Nepalese bank employees. Giao, Vuong, and
Tushar (2020) demonstrated that social support reduces job stress and improves job-
related behaviors in the Vietnamese banking industry, with locus of control
moderating these effects. Expanding the perspective, Robina-Ramirez et al. (2021)
suggested that incorporating a spiritual dimension within the workplace can mitigate
stress in banking settings. In Southeast Asia, Suhartini and Nurnadjamuddin (2023)
highlighted how challenges in work-life balance significantly heighten stress for
women in the Indonesian banking sector.

Extensive Indian research reinforces these global findings. Kaur (2020) and
Manjunatha and Renukamurthy (2020) identified heavy workload, customer pressure,
and role conflict as major stressors for both public and private bank employees.
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Hooda and Singh (2022) linked occupational stress to diminished work—life balance
and demonstrated that mindfulness practices help reduce strain. A systematic review
by Rathi and Kumar (2022) confirmed workload and limited organizational support as
persistent drivers of stress across Indian banks. Empirical studies also connect stress
directly to performance: Yadav (2023) observed that job stress negatively affects
employee productivity, while Madhavi and Rao (2023) reported similar effects among
bank staff in Hyderabad. Positive moderators have also been noted. Madhur (2022)
found that developing emotional intelligence significantly reduces stress, and Pavithra
and Sivakumar (2020) showed that well-managed eustress can actually improve
work-life balance. From a managerial perspective, Radha and Aithal (2023, 2024)
demonstrated that effective human resource management practices and supportive
policies enhance job satisfaction and organizational health, thereby buffering the
impact of stress.

Collectively, these studies highlight recurring themes: heavy workload, rapid
technological change, demanding customer interactions, and opaque appraisal systems
consistently elevate job stress; in turn, high stress lowers job satisfaction, raises
turnover intention, and weakens performance. Protective factors such as social
support, managerial guidance, mindfulness, spiritual well-being, and emotional
intelligence emerge as important buffers. However, most prior research examines
national trends or focuses on metropolitan contexts, leaving state-specific realities
underexplored. Bihar characterized by extensive rural banking operations, cash-
intensive transactions, and periodic staffing shortages presents distinct operational
pressures that may intensify stress among State Bank of India (SBI) employees.
Despite SBI’s dominant presence in the state, rigorous empirical studies addressing
this regional context remain scarce. The present research responds to this gap by
analyzing the specific workplace stressors affecting SBI employees in Bihar and their
implications for job performance, while proposing evidence-based strategies for stress
management tailored to this socio-economic environment.

3. Research Methodology

This study uses a descriptive, cross-sectional design to analyse the influence of
occupational stress on employee performance among State Bank of India (SBI)
personnel in Bihar. The research population includes officers, clerical staff and
support employees working in urban, semi-urban and rural branches. A sample size of
200 respondents has been set after applying Cochran’s formula and considering
practical constraints as well as the finite population, providing a reasonable balance
between precision and feasibility. A multistage stratified random sampling method
ensures proper representation across the state. First, districts are chosen to capture
geographic diversity; next, branches are selected proportionally within each district;
finally, participants are randomly drawn from each branch to include different job
roles and experience levels.
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Primary data are gathered through a structured questionnaire that uses a five-
point Likert scale to record demographic details, job stressors and self-assessed
performance. The Perceived Stress Scale and the Individual Work Performance
Questionnaire are used to measure stress and performance, while managerial support
and emotional intelligence are assessed as moderating variables with established
scales. Secondary information from official SBI reports and published studies
provides contextual support. Data are processed using SPSS and AMOS software.
Reliability is examined through Cronbach’s alpha, and confirmatory factor analysis
verifies construct validity. Correlation, multiple regression and structural equation
modelling are employed to test hypotheses and evaluate the moderating effects of
managerial support and emotional intelligence. Ethical procedures include obtaining
informed consent, ensuring voluntary participation and maintaining full
confidentiality throughout data collection and analysis.

4. Results and Analysis
4.1 Demographic Profile of Respondents

The study analyzed data from 200 valid questionnaires collected from State
Bank of India (SBI) employees working in urban, semi-urban, and rural branches
across Bihar. Table 1 presents the demographic composition.

Table 1: Demographic Characteristics of Respondents (N = 200)

Characteristic Category Frequency | Percentage
Gender Male 112 56.0 %
Female 88 44.0 %
Age (years) <30 36 18.0 %
31-40 94 47.0 %
41-50 46 23.0%
>50 24 12.0 %
Job Category Officer 82 41.0 %
Clerical Staff 90 45.0 %
Subordinate/Support 28 14.0 %
Average Service Tenure | Mean = 11.2 years (SD =5.3)

Source: Statistical test results

The profile shows an experienced workforce, balanced across gender and job
categories, with nearly half of the respondents aged 31-40 years. The mix of urban
(37 %), semi-urban (35 %), and rural (28 %) postings ensures that perspectives from
different branch environments are well represented.
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4.2 Descriptive Statistics of Key Constructs

Job stress was measured through four primary stressors workload, time
pressure, technological change, and appraisal-system clarity while employee
performance was assessed using indicators of task efficiency, service quality, and
contextual behaviour.

Table 2: Descriptive Statistics of Major Variables (5-point Likert scale)

Variable / Stressor Mean SD Range
Workload 3.89 0.74 1.9-49
Time Pressure 3.74 0.70 2.0-4.8
Technological Change 3.55 0.69 1.8-4.7
Appraisal System Clarity 3.33 0.65 1.7-45
Overall Perceived Stress 3.62 0.72 1.8-4.8
Individual Work Performance 3.95 0.61 2.2-4.9

Source: Statistical test results

The results indicate moderate-to-high levels of overall stress, with workload
and time pressure emerging as the most intense stressors. Despite these demands, the
mean performance score of 3.95 suggests that employees generally maintain
acceptable service standards.

4.3 Correlation Analysis

Pearson correlation coefficients were calculated to examine the relationships
between job stressors and employee performance.

Table 3: Correlation Matrix

Variable 1 2 3 4 5

1. Individual Performance 1.00

2. Workload —0.39** 1.00

3. Time Pressure —0.36** 0.53** 1.00

4. Technological Change -0.23* 0.31** 0.29** 1.00

5. Appraisal Clarity -0.20* 0.27** 0.23* 0.34** 1.00

*p <0.05, ** p<0.01
A clear negative relationship emerges between overall stress and job

performance, with workload and time pressure showing the strongest inverse
correlations.
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4.4 Multiple Regression

A multiple linear regression tested the predictive power of individual stressors on
employee performance.

Table 4: Regression Analysis

Predictor Standardised t-value p-value
Workload -0.31 —4.79 0.000
Time Pressure -0.25 -3.87 0.000
Technological Change -0.15 -2.35 0.020
Appraisal Clarity -0.12 -2.00 0.047

Source: Statistical test results

The model is significant (F = 19.3, p < 0.001) and explains 28 % of the
variance in performance (Adjusted Rz = 0.28). Workload emerges as the strongest
negative predictor, followed closely by time pressure, confirming that these factors
exert the most substantial influence on performance outcomes.

4.5 Structural Equation Modelling (SEM)

To explore moderating effects of managerial support and emotional
intelligence, a SEM was performed. The model demonstrated strong fit indices (y*/df
= 1.86, CFl = 0.96, TLI = 0.95, RMSEA = 0.046). The analysis shows that both
managerial support (interaction B = 0.19, p < 0.01) and emotional intelligence
(interaction B = 0.22, p < 0.01) significantly weaken the negative relationship between
workload and performance. Employees reporting higher support or stronger emotional
intelligence maintained better performance levels under high-stress conditions.

4.6 Interpretation of Findings

1. Dominant Stressors: Workload and time pressure remain the most critical
stress factors for SBI employees in Bihar. These findings mirror global studies
indicating that excessive job demands are the primary source of occupational
stress in banking.

2. Performance Impact: The negative beta coefficients and significant
correlations underscore that rising stress levels produce measurable declines in
job performance, especially in service quality and task efficiency.

3. Protective Moderators: The moderating effects of managerial support and
emotional intelligence highlight the importance of strong supervisory practices
and employee soft-skill development in mitigating stress.

4. Branch-Level Differences: Urban branches exhibit slightly higher workload
and time-pressure scores compared with semi-urban and rural branches, likely
due to heavier customer traffic and more complex transactions.

Page | 560



83) The Chitransh Academic & Research Volumel | Issuel | January 2025

5. Conclusion

The study establishes a clear relationship between occupational stress and
employee performance among State Bank of India (SBI) staff in Bihar. Analysis of
200 valid responses shows moderate to high stress levels, with workload and time
pressure identified as the most significant stressors. Technological changes and
limited clarity in appraisal systems add to the strain but to a lesser extent. Correlation,
regression, and structural equation modelling confirm that rising stress is linked to
reduced task efficiency and service quality. The analysis further indicates that
managerial support and emotional intelligence mitigate the negative impact of stress,
allowing employees with stronger supervisory backing or higher emotional
intelligence to maintain better performance. These findings fulfil the study objectives
by identifying dominant stressors, quantifying their effect on performance, and
highlighting practical measures for stress reduction.

6. Recommendations

1. Workload and staffing — Conduct quarterly workload audits and adjust teller
or customer service allocations during predictable peak periods. Introduce
counter rotation and schedule micro-breaks to reduce fatigue.

2. Time-pressure control — Implement queue-management practices such as
token caps during high-demand hours and set realistic turnaround targets for
complex services.

3. Supervisory support — Provide leadership and coaching training for branch
managers, encourage daily team huddles, and establish peer-support systems
for handling difficult customer interactions.

4. Transparent appraisal — Publish clear behaviour-based performance criteria
and separate appraisal discussions from career development meetings to
reduce anxiety.

5. Technology adaptation — Offer hands-on orientation before system upgrades,
appoint branch-level technology assistants, and provide simple job aids for
frequent tasks.

6. Emotional intelligence development — Introduce scenario-based training in
self-regulation, empathy, and conflict management, and incorporate emotional
intelligence indicators into promotion and training policies.

7. Branch-specific focus — Prioritise urban branches for immediate staffing and
gueue-management interventions, while emphasising cross-training and multi-
skilling in semi-urban and rural locations to handle workload variability.

8. Ongoing monitoring — Use quarterly employee well-being surveys and track
indicators such as customer waiting time, error rates, and sick leave to
measure progress and refine interventions.
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Implementing these measures can reduce occupational stress, enhance employee well-
being, and sustain high service quality across SBI’s branch network in Bihar.
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