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Abstract

In banking sector, the retail banking is an important and generous sector of economy and job stress becomes
progressively visible and increasing in this sector, after a series of arrangements for financial institutions.
Therefore, the study of specific causes of job stress in the retail banking area should provide greater approach
into both, theoretical and managerial practices. Several Studies have been conducted on role stressors and job
satisfaction. The purpose of this study is to determine the effect of role stressors on job satisfaction by using job
stress as mediator variable by applying different mediation approaches. The total distribution was 350 and
questionnaires were collected from 305 employees and response rate was 87 percent. In the results of Correlation
and Regression analysis, it was found that, role ambiguity and role conflict have negative relationship with job
satisfaction. In the result of Regression it was concluded that job stress has influences among role ambiguity, role
conflict and job satisfaction. The findings of the study suggest that role stressers should be controlled in order to
increase the job satisfaction. Hence lesser the role stressors, lesser will be the job stress.

Keywords: role ambiguity, role conflict, job stress, job satisfaction, classic approach, contemporary approach,
banking sector

1. Introduction

Technological revolution, mass retrenchments, mergers and acquisitions, information excess, demand for more
production, tough competition and tentative outlook have created stress in workplace. As a result of these
transformations, high stress level and lower job satisfaction are found in banking sector. Banking employees
acknowledged, that, their jobs, family life and health have been affected by stress. Advanced and boom up
economy pressure, for maintaining profitability, large and maximized responsibilities are chief roots, which
cause stress. Potential for conflict exists in every organization. In the face of that, slight consideration has been
given for organizational behavior analysis. This difficult observable fact brings allegations to community life and
the understanding of it, offers impending in a more effective organizational management. Organizations are
well-off fields to study conflict, the reasons are highly needy circumstances that involve ability, hierarchical
influence and groups (Ahmadi & Alireza, 2007). Physical science defines stress as “the force placed upon an
object to cause breaking, straining or bending” (Ahmadi & Alireza, 2007). But in human perception and
psychology, stress is a threatening thing on the placement of favorable or unfavorable demands upon it. If the
demand being placed exceeds our ability, then human perceives stress. All these things which cause stress are
called stressors. Stressors are factors which affect the role of employees in organization, which are role conflict,
role ambiguity and role overload (Singh, Goolsby, & Rhoads, 1994). Role conflict occurs due to job demands,
role ambiguity occur due to lack of clear information, and role overload occurs due to excessive work on the
employees (Larson, 2004). Role overload and role conflict seem that they are the same variables but actually
they are different concepts (Kahn et al., 1964). Growing emphasis on flexible work arrangements, organizational
change, autonomous working conditions and employee empowerments have constantly changed the role
uncertainty and job specifications. Subsequently, losing stable job boundaries increase the potential for role
stress (Cooper & Dewe, 2004). Coleman (1976) states the modern world as the age of stress and anxiety. Stress
is flattering in workplace, which influences a number of people negatively (Cox et al., 2000). A study was
conducted in Pakistan and was concluded that most of the managers did not exploit their abilities because they
have stress (Ram et al., 2011). The encouraging aspect of the stress is that if it is properly managed, then it will
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increase the motivation level of employees and best performance will be achieved easily (Robbins, 2007). A
happy, cheerful and hard-hitting employee is the prime asset of any organization and bank is one of them.
Personnel of any bank are accountable to a huge output and prosperity. Competent human resource management
and keeping higher job satisfaction level in banks agree not only on the performance of the bank but also
influence the enlargement and performance of the whole economy. Thus, for the success of banking sector, it is
vital to handle human resource successfully for the purpose that their employees are happy or not. If the
employees are happy and satisfied, so they will be committed to their work and they will have a good image for
the organization (Bashir & Ramay, 2010).

The study purpose was focused on predictive effects of role ambiguity, role conflict and job stress on the degree
of job satisfaction. This kind of studies may be influential to administrators for better long term achievements
employed in banks. The study identifies role stressors issues which influences the banking employee’s job
satisfaction. For this research the banking sector was selected because this sector has been constantly recognized
as a group of having high stress at work. Consequently, the problem would be investigated in this study to find
out whether relationship exists among role conflict, role ambiguity, job stress and job satisfaction in private
banking sector as well as to find out the greater interaction of the three variables with job satisfaction.

2. Literature Review
2.1 Role Conflict, Role Ambiguity and Job Stress

The effect of role stressors (role ambiguity and role conflict) does not directly relate to job stress but mediate by
job insecurity (Safaria, Othman, & Wahab, 2011). Different programs have been developed to increase the
effectiveness of the employees but these lead to ambiguity and stress. Role ambiguity is the cause of lack of
clear definition of expectations of the employees which is required for the performance of the duties (Chen et al.,
2008). Those salespersons who don’t have adequate information will face ambiguity in doing their work which
can affect their performance (Moncrieff, Babakus, Cravens, & Johnston, 1997). Low perceptions of role
overload and role conflict will most likely result in low role stress that in turn will have positive consequences
for both organization and employees (Malik et al., 2010). According to Chen and Lien (2008), role conflict is the
inconsistency in the expectations and demands of different parties in the organization. When both parties are
involved, then the problem will be that which party’s work should be done first and which work should be done
later. So as a result of this, conflict will occur in the role. In such situation both parties are not possible to be
satisfied and thus the performance will be affected. When such two roles are given to one person, it will be
difficult to reconcile and take help from two different supervisors. In such type of situation, the person will
experience job stress. The employees who are experiencing the role conflict concluded that they cannot perform
properly, and they are enforced to additional resources for their work role and this may be the loss of resources
which results in dissatisfaction and psychological strain (Hobfoll, 1989). The studies of Fisher and Gittleson
(1983) and Johnston, Parasuraman, and Futrell (1990), postulate that there is positive and direct influence
between role conflict and job stress. Jackson and Schuler (1985) studied that there exists negative impact of role
conflict on stress, commitment, worker participation and turnover. So according to the literature, the following
hypotheses were developed.

H1: High role ambiguity is an indicator of high job stress in several complex antecedent configurations for high
job stress.

H2: High role conflict is an indicator of high job stress in several complex antecedent configurations for high job
stress.

2.2 Job Stress and Job Satisfaction

Landsbergis (1988), states that when the level of work stress is higher, then the level of job satisfaction will be
lower in such situation. In the study of Usman, Ahmed and Akbar (2011) it was concluded that job dissatisfaction
was found and its cause was work stress while in case of job satisfaction the level of work stress reduces. In the
study of Yousef (2002) it was found that role ambiguity and role conflict have a direct relationship and the
relationship was found as negative. The study of Wu and Norman (2006) concludes that the job satisfaction and
role stress which are role ambiguity and role conflict have negative relationship. Job satisfaction has negative
relationship with work overload (Bradley & Cartwright, 2002). There is negative relationship between job
satisfaction and time pressure (Robinson, Roth, & Brown, 1993). In the study of Schaefer and Moos (1993) it
was found that there was negative relationship between job satisfaction and system stressors (work load and
scheduling). Role stressors affect the job stress and job stress affects job satisfaction negatively (Ahsan,
Abdullah, Gun Fie, & Alam, 2009). Negative relationship was found between the nurses and doctors’ job
satisfaction and job stress (Konstantinos & Christina, 2008). In the study of Stamps and Piedmonte (1986) it was
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found that there is a significant relationship between job stress and job satisfaction. The study of Cooper et al.,
(1989) found that there are four job stressors that were predictive of job dissatisfaction. In the study of
Vinokur-Kaplan (1991) it was identified that workload and working conditions were negatively linked to the job
satisfaction. The study of Fletcher and Payne (1980) stated that the job stress and job satisfaction are interrelated.
Landsbergis (1988) identified that when there is high level of work stress then there will be low level of job
satisfaction. Cummins (1990) identified that job stressor is prophetic for job dissatisfaction and there will be
more tendency for leaving the organization. Sullivan and Bhagat (1992) indentified that the relationship between
job stress and job satisfaction is positive or negative or have no relationship at all. Babin and Boles (1996)
identified that role stress has negative relationship with job satisfaction. Many studies have examined the
dimensions of job satisfaction and job stress variables instead of overall measures. The study of Nobile,
McCormick (2005) identified that the staff members of primary school whether teaching or non-teaching staff
were satisfied from their work while the same group was also experiencing stress. Goolsby and Jerry (1992)
found in their research low job satisfaction and low organizational commitment. The theoretical research
supports the indirect effect of role conflict and role ambiguity on low job satisfaction and organizational
commitment. Lu, Tseng and Cooper (1999) studied that role stressors were correlated positively to intention to
leave the organization while a negative relationship was found between the role stressors and job satisfaction.

On the basis of above literature, the following hypothesis is developed.
H3: Higher level of job stress experienced at work will be predictive of lower level of job satisfaction.
2.3 Role Stressors, Job Stress and Job Satisfaction

In the study of Lourel et al. (2009), it is concluded that the perceived stress has mediated the relationship
between home work interface and job satisfaction. According to Yousef (2000) together role conflict and role
ambiguity do not affect the job satisfaction but they affect the job satisfaction separately.

Role conflict experienced by single mother employees at the workplace can increase the conflict in meeting the
demands of work and family roles which in turn can reduce the level of job satisfaction (Ahmad et al., 2007).
The relationship between role ambiguity and role conflict with job stress mediated by job insecurity is significant
(Safaria et al., 2011). Yousef (2000) studied that role stressors together do not affect the job satisfaction but they
can affect the job satisfaction separately.

Higher the level of role conflict, lower will be the level of job satisfaction and vice versa (Higgins, Duxbury, &
Irving 1992). In the study of Yousef (2002) role stressors have direct and negative relationship with job
satisfaction. Wu and Norman (2006) investigated that there is negative relation between role stressors and job
satisfaction. The study of Bhagat, McQuaid, Lindholm and Segovis (1985) identified negative relationship
between job satisfaction and work conflict. Role conflict has strong effect than role ambiguity on job satisfaction
(Netmeyer, Johnston, & Burton 1990). Sager (1994) studied that role conflict directly affects job satisfaction and
job stress. In the study of James, Boles, Wood and Johnson (2003), negative relationship was found between
work family conflict and the job satisfaction facets which are satisfaction with pay, promotion policy and
supervision. In the study of Yousef (2002), it was concluded that there is direct and negative influence in role
stressors and job satisfaction. Bedeian and Armenakis (1981) and the study of Jackson,(1983), identified that the
role stressors have direct effect on stress and burn out and job satisfaction and indirect causal relationship with
job satisfaction. The study of Goldstein and Rockart, (1984) identified a negative association between job
satisfaction and role stressors. Baroudi, (1985) stated in his research that the role stressors (R.A & R.C) have
impact on the personnel job satisfaction and the organizational commitment and also have impact on intention to
quit the organization. In the study of Babin and Bales, (1996) showed that there exists relationship between job
satisfaction and work family conflict. Bedian, Burke and Moffet (1988) studied and found that there is no
relationship between work-family conflict and job satisfaction. The study which reported that there is
relationship between work family conflict and job satisfaction and the one which reported that there is no
relationship between work family conflict and job satisfaction both used the Global Measure of Job satisfaction.

H4: High role ambiguity is an indicator of lower job satisfaction in several complex antecedent configurations
for lower job satisfaction.

H5: High role conflict is an indicator of lower job satisfaction in several complex antecedent configurations for
lower job satisfaction.

H6. Job Stress mediates the relationship between role stressors (role ambiguity & role conflict) and Job
Satisfaction.
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3. Methodology
3.1 Design

This study was conducted in private banking sector only in Pakistan. Different private banks were considered for
study. For collecting the data close-ended questionnaire, population size, cost and time constraints were
considered for the study. The study exploits systematic process of multiple regression to establish whether role
conflict, role ambiguity and job stress predict a score on employees job satisfaction questionnaire. The banks and
employees were randomly selected for this study.

3.2 Data Collection Procedure

The total distribution was 350 and response rate was 305 (87%). The data was collected from banking sector in
Pakistan. The convenient method was used for data collection. The sample was participated voluntarily, study
purpose was explained clearly and they were allowed to participate or decline if someone does not want to
participate. The questionnaires were distributed and assembled inside the envelopes. The questionnaires were
filled at home or at banks. The information given by employees was kept completely confidential.

3.3 Data Collection Measures and Reliability Test

All items of role conflict, role ambiguity, job stress and job satisfaction were responded to on a 5-point likert
scale. Role Stressor Scale (RSS) was used and it was developed by Rizzo, House and Lirtzman in (1970). The
Cronbach alpha value is 0.786 and the range was 0.83 (Jamal & Baba, 1992). This scale consists of eight items.
The Cronbach alpha value is 0.758 and the range was 0.71 to 0.95 (Adkins, 1995). Job Stress Scale (JSS) was
used by Jamal and Baba in 1992 with a summarized version of the Job Stress Scale consisting of nine items. For
the measurement of Job Satisfaction, Global Job Satisfaction (GJS) was used and was developed by Quinn and
Shepard (1974), and was modified by Pond and Geyer (1991), and Rice et al. (1991). The Cronbach alpha value
is 0.870 and the range was 0.89 (Pond & Geyer, 1991). For all variables the Five Point Likert Scale was used.

3.4 Data Analysis Method

Different statistical tools were used for data analysis. The Classic approach of Barron and Kenny (1986) and
contemporary approach of Kenny (2012) were applied for data analysis. The two approaches were compared and
analyzed. Descriptive, correlation and regression analysis were applied. These tests have used for analysis of
different variables.

4, Results
4.1 Correlation

Table 1. Correlation among variables

Variable 1 2 3 4
1 Role ambiguity -
2 Role Conflict 2417 —
3 Job Stress 2437 4117 -
4 Job Satisfaction -.3917 -224" -.188™ -

**_Correlation is significant at the 0.01 level (2-tailed).

There is positive correlation between role ambiguity and role conflict (0.241). The correlation value of role
ambiguity and job stress is 0.243 and the relationship is positive and significant. There is negative correlation
between role ambiguity and job satisfaction (-.391). There is positive and significant correlation between role
conflict and job Stress (0.411). The correlation between role conflict and job satisfaction is negative (-.224). In
this study the correlation value between job stress and job satisfaction is negative (-.188).

4.2 Mediation Analysis
4.2.1 Classic Approach of Baron and Kenny (1986) for Mediation

The Barron and Kenny’s (1986) model of three steps regression is going to be run. Barron and Kenny’s (1986)
four steps can be narrated by following three necessitations.

1) Between the independent, dependent and mediator variables, relationship is established by using the
regression analysis.

2) The paths in the variables (Independent, Dependent and Mediator) should be statistically significant by using
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the proper procedure.

3) In the situation where the mediation between variables is not zero, there would be partial mediation. If the
mediation between variables is zero, then there would be complete mediation and this complete mediation is
called perfect mediation.

So for this purpose the following econometric estimations or equations are specified as.
Steps No 1:
Job Satisfaction = ¢, + ¢;Role Ambiguity + c,Role Conflict + e;

= 2.293 + 0.363 Role Ambiguity — 0.131 Role Conflict+ e (A
(0.055) (0.052)
(6.628) (-2.544)
(0.000) (0.000)

F = 31.83 {0.000} R* = 0.153 R agjusteq = 0.150

(The figures above are the 1%, 2™ and 3" are parentheses, which represented the Standard Errors, t-ratios and the
p-values. These values may be seen in the tables with the heading of additional results).

Step 2:
Job Stress = a, + a;Role Ambiguity + a,Role Conflict + e,
= 2.527 + 1.45 Role Ambiguity — 0.387 Role Conflict + e2 (B)
(0.057) (0.051)
(-2.572) (7.635)
(0.011) (0.000)
F = 39.43 {0.000} R? pgjused = 0.202
Step 3 (and 4):
Job Satisfaction = ¢, + ¢;Role Ambiguity+ c,Role Conflict+ b Job Stress + e;
=2.185 + 0.327 Role Ambiguity — 0.168 Role Conflict + 0.224 Job Stress + e3 ©
(0.055) (0.057) (0.058)
(6.100) (-1.814) (-1.888)
(0.000) (0.017) (0.000)

F = 29.204 {0.000} R?sgjusteq = 0.157

The Barron and Kenny’s (1986) mediation model has been applied. In four steps of model, the contribution of
job stress variable is substantial and statistically significant (b = 0.224, p = 0.000) in the 3" step of the above
equations. Due to the inclusion of job stress (JS) variable in step 4, the independent variables [Role ambiguity
(RA) and Role conflict (RC)] decreased from ¢, = 0.363 in (Step 1) to ¢/; = 0.327, however, according to the
condition for complete mediation the value of ¢’ did not turn to zero. This fulfills the condition for ‘job stress’ (JS)
being a mediator, but since the involvement or contributions of the variables, role ambiguity and role conflict
variables are still significant statistically. The job stress variable is therefore partially mediating between the
variables. The study also supports the study of Preacher & Hayes, 2004. As far as the hypotheses for mediations are
concerned, the hypothesis about the mediation in this study is accepted.

4.2.2 Contemporary Approach of Kenny (2012) for Mediation
1) The contemporary analysis focuses on the indirect effect of independent variable on dependent variable.

2) In above analysis the steps of mediation were stated in terms of zero and nonzero coefficients and not in
term of statistical significance.

3) According to the contemporary analysts, steps 2 and 3 are essential for mediation and not steps 1 and 4.

Kenny (2012) mediation analysis focuses on the total effect of independent variable (X) on dependent variable
(Y) through direct effect (c) and the indirect (meditational) effect (c’) through the product of (a and b), so:

Total effect = Direct effect + Indirect effect
c=c+ab (1)
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Direct effect (%) = (c'/c) x 100 )

Indirect effect (%) = (ab/c) x 100 3)

The values of ¢/, a, and b are known in above A, B and C equations. But according to the Kenny’s (2012)

approach of mediation; the 1% and 4™ steps are not essential for mediation, so equations B and C are used in

Kenny’s (2012) mediation. In equations A, B and C; the role conflict variable carries a negative sign. So role

conflict is “inconsistent candidate” for mediation analysis. The “inconsistent mediation” cases have been
discussed in Kenny’s (2012) webpage.

Table 2. Total effect, direct effect and indirect effect

Coefficients Role Ambiguity
a 1.450
b 0.224
c 0.327
ab 0.3248
c=(c/ +ab) 0.6518
Direct effect (c// c) 0.5017
% 50.17
Indirect effect (ab / c) 0.4983
% 49.83

Table 2 uses the formulas for estimating the direct effect of role ambiguity, which exerts 50.17 percent. While the
indirect effect (meditational effect) of “job stress” relative to the variable estimates at 49.83 percent. Whether
“job stress” mediates significantly to the respective total effect? According to the Kenny’s (2012) approach,
statistical significance of ‘ab’ should be checked by decomposing ‘ab’ by one of the following measures.

l. Testing a and b separately

Il. Using Sobel test

I1l.  Bootstrapping

I. Testing “a” and “b” Separately

In step 2 the Hypothesis H,: a = 0 and the p-value of al is 0.011, while in step 3 the hypothesis H,: b = 0 and the
p-value is 0.000. So on the basis of contemporary approach, the Mediational/indirect effect (ab) of the variable
role ambiguity appears to be statistically significant, which seems to have the Mediational effect.

I1. Sobel Test

This test was developed by Micheal E Sobel in 1982 and popularized statistically based methods for mediation
by Mackinnon & Dwyer, (1993). The following equation is used for Sobel test,

Zp=ab /sy
&
sa = V(a’s% + b’s%)
Where s, anq Sp are the standard errors of a and b, respectively.

Table 3. Sobel test computation

Sobel test computations Role ambiguity
a 2.1025
b? 0.050176
Sa 0.057
Sp 0.058
o 0.003249
% 0.003364
a’s% 0.00707281
b%s%, 0.000163021
Sab 0.08506369
Zap 3.81831543
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Table 3 provides the detailed computations of Sobel test by using the above equations. The value of Z, is
(3.81831543) falls out of the interval of 1.96 *xand this suggests that the indirect effect/meditational effect in
respect of variable, role ambiguity is statistically significant.

5. Findings

This study explains the relationship among role stressors (Independent), job satisfaction (Dependent) and job
stress (Mediator) by applying classic and contemporary approaches of mediation. In the classic approach of
mediation, four steps mediation is required by applying the three regression equations as explained earlier. In the
study, it was found that role stressors and job satisfaction have negative relationship and support the studies of
Bhagat et al. (1985), Netemeyer et al. (1990). The job stress and job satisfaction have negative relationship. This
study also supports the studies of Melamed et al. (1991), Xie and John (1995) and Jamal and Baba (1992) which
also state that job stress was negatively correlated with job satisfaction and positively correlated with role
ambiguity and overload. In the above study, the relationship between job stress and role stressors was positive.
The Global Job Satisfaction correlated negatively with role ambiguity and role conflict (Birnbaum & Somers,
1993) and (Pond & Geyer, 1991). According to the regression analysis, the job stress mediates the influence
among role ambiguity, role conflict and job satisfaction. The regression was reduced from 0.391 to 0.367 and the
R Square was reduced from 0.162 to 0.127. The mediational role of job stress between role conflict and job
satisfaction was also mediated. The Beta was reduced from 0.243 to 0.176 and the R Square was reduced from
0.61 to 0.026.

While by applying the contemporary approach of Kenny (2012), the mediation results of role conflict and role
ambiguity were different and narrowed down to the role ambiguity only. The Kenny’s (2012) approach rejects
the mediation of job stress between role conflict and job satisfaction, because the mediation of job stress between
role conflict and job satisfaction contains the “Inconsistent Mediation”. The Kenny’s (2012) contemporary
approach rejects this kind of mediation. As explained earlier about contemporary approach the total, direct and
indirect effects have been found out. So the significance was checked by testing “a” and “b” and was valued as
(p-value = 0.000). This value shows significance between role ambiguity and job satisfaction by applying job

stress as mediator.
6. Research Implication

This nature of study raises the monitor manner of the administrators of the work environment, identify and
observe the factors that may increase or decrease job satisfaction. The banking employees identified that
controlled role stressors would increase the level of job satisfaction. The employees would be more committed to
banking sector when employees are provided a proportionate amount of stress and equality to handle.
Subsequently the useful findings implication is reducing the job stress as low as possible even when other role
stressors are high. Our findings suggest that much of the impact of role stressors on job satisfaction if the
administration lineup can discover techniques to reduce conflict, so in this case the management will be able to
keep their employees satisfied even though role stressors are high.

7. Limitations, Suggestions for Future Research

The geographical limitation of this study is an elementary limitation. Data was gathered from banking sectors
and was limited to Rawalpindi and Islamabad cities only. In this association, the outcome of this study may not
be to other organization universal in other businesses, the validity of our findings cannot be generalized to other
incumbents in other businesses sectors.

There are two important suggestions for the organization. The 1% one is, the operational procedure should be
improved in retail banking. The 2" one is, the employees should be trained when the employees are assigned a
new work or task and guidance should be provided related to the job or duty which will clearly define the role
expectations and the responsibilities for the purpose to trim down the role conflict and role ambiguity.

Several lines of research suggest themselves. First, a comparison between managerial and non-managerial
clerical staff in terms of perceptions of role ambiguity and role conflict, as sources of stress would be of interest.
Second, a comparison between managers of public and private sector commercial banks in terms of perceptions
of role stress would also be worthwhile. Third, the study of the impact of demographic variables on the
perceptions of role overload and role conflict as sources of stress is of interest.

8. Conclusion of the Study

The study was conducted on the banking sector of Islamabad and Rawalpindi, Pakistan. As the Baron and Kenny
(1986) model has been used for the data analysis for mediation. This Baron and Kenny’s (1986) mediation model
is also called the Classic Approach of mediation. The relationship of variables were significant and according to
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the correlation and regression analysis and by using the Barron and Kenny’s (1986) equations it has been
concluded that the mediator (job stress) mediates among the variables, role ambiguity, role conflict and job
satisfaction. The study reveals that role ambiguity has a strong influence and negative relation with job
satisfaction. The relationship between job stress and role ambiguity was measured as positive. The relation
between job stress and job satisfaction was measured as negative. By applying the contemporary approach of
mediation the step 2 and step 4 were taken into consideration and step 1 and step 2 were excluded as unnecessary.
The classic approach tells about the significant paths between variables and the indirect relationship “c’'= 0”
significant for complete mediation while "¢’ # 0 for partial mediation. In the contemporary approach the focus is
on indirect effect of independent variable on dependent variable and mediation is stated in term of zero and
nonzero and statistical significance. The contemporary approach (2012) of mediation has the quantifying
mediation effect on classic approach (1986). The classic approach indicates the partial mediation while the
contemporary approach not only indicates the mediation but also the tests the non-zero effect but also zero effect
and other variable differentiation.

Results from this study designates that owners are required to take steps to decrease role stress and increase job
satisfaction in different dimensions of their jobs. However, the changes which will improve one dimension of the
job satisfaction may not be related to increase job satisfaction in a different dimension.
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