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Abstract

The research aims to test the relationship between electronic service technology and job burnout among employees of the
Commercial Bank of Syria, and to what extent modern technology contributes to reducing the negative manifestations
of job burnout among workers in addition to the level of technology used in providing various banking services at the
Commercial Bank of Syria. Testing the level of job burnout that bank employees are exposed to, and the study found
an inverse relationship between electronic service technology and job burnout among workers. Therefore, modern tech-
nology contributed to alleviating the causes of this phenomenon by increasing flexibility in banking performance due
to the ease of use of this technology and reducing errors committed by employees. It is shown, that the bank does not
have the latest technology, which covers all banking services, so that all of them can be provided electronically. As for job
burnout, it was noted that there was a low job burnout experienced by workers in the Commercial Bank of Syria, but there
was suffering on the part of some workers in facing the problems they are exposed to, and the research concluded with
a set of recommendations for the Commercial Bank of Syria in line with the results that were reached through research.
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AHHOTauUA

WccenenoBanue HanpapieHO HA TPOBEPKY B3aUMOCBSI3U MEXKITY TEXHOJIOTHEH SJIEKTPOHHBIX YCIYT M BHITOPAHUEM Ha pa-
0ote cpemu coTpymHUKOB Kommepueckoro 6anka Cupuu. Beito BEIIBICHO, B KaKOM CTEIIEHN COBPEMEHHBIC TEXHO-
JIOTHU CIOCOOCTBYIOT CHIDKCHMIO HETaTHMBHBIX MPOSIBICHHUI IPO(eCcCHMOHATPHOIO BBITOPAHUS CpeId PabOTHHKOB
B JIOTNIOJTHEHUE K OIPEAENCHUIO YPOBHS TEXHOJIOTHIA, MCIIONBb3YEMBIX TIPU MPEIOCTaBICHUN Pa3INYHBIX GaHKOBCKMX
yCIIyT B KoMMepueckoM 0anke Cupun. [IpoBeseHO TecTpoBaHUe YPOBHS MPO(hEeCCHOHATBLHOTO BEITOPAHHSI, KOTOPOMY
TMOIBEPraloTCsl 6aHKOBCKUE COTPYIHUKHM. BhIssBIeHa 00paTHas 3aBUCHMOCTb MEXIY TeXHOJIOTHEI 3IEKTPOHHBIX YCITYT
1 PO(eCCHOHATbHBIM BBITOPaHUEM cpeir paboTHUKOB. ClienoBaTe/IbHO, COBPEMEHHBIE TEXHOJIOTUM CIIOCOOCTBOBYIOT
CMSITYCHUIO TIPUYMH TOTO SIBJCHUS BCIECACTBUE TIOBBIIICHUS THOKOCTH B OAHKOBCKOI IEATETBHOCTH M3-3a TIPOCTOTHI
MCIIONB30BaHMS 3TOM TeXHOIOTHHU U COKPAIICHNS KOJIMYECTBA OIMIMOOK, TOMYCKaeMbIX COTpyTHIKaMu. [Toka3aHo, 4To
0aHK He pacriojiaraeT HOBEMIIIMMY TEXHONOTUSIMU, KOTOPbIE OXBAThIBAIOT BCe OAHKOBCKHUE YCIIYTH, YTOOBI BCE OHM MO-
TJIM TIPEIOCTABIIATLCS B 3JIEKTpOHHOM BHe. OT™MedaeTcs, 4to paboTHUKN KomMMmepueckoro 6aHka CHpUH HCTIBITBIBAIOT
HU3K0Ee IPO(peCCHOHATBHOE BRITOPaHIE, HO HEKOTOPhIE PAOOTHUKY CTPAJAiOT OT MPOOIIEM, ¢ KOTOPBIMU OHM CTATKIBA-
torcst. [To pesysbratam uccienoBaHust chopMUpoBaHbl peKoMeHaau st Kommepueckoro 6anka Cupui.

Kiouesbie ciioBa: nH(GOpMaIMOHHBIE TEXHOIOTHH, AJIEKTPOHHOE 00CTyXKMBaHUE, TPOHECCUOHATBHOE BHITOPAHUE, KOM-
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Introduction

Technological progress represents the main pillar,
which has a role in defining and formulating the work
pattern of organizations, and banks are one of the main
sectors that have been greatly affected by scientific achieve-
ments in the fields of technology because of the innova-
tions involved in these achievements that affect the im-
provement and development of banking work and the
innovation of new banking services to achieve a higher
level of satisfying the needs and desires of customers
on the one hand and getting rid of outdated routine
procedures and activating banking work on the other
hand [Obeug and Boachie, 2018].

In line with this trend and as a result of the multiplic-
ity of banking work tasks and its increasing difficulty,
which in turn affected the behaviour of working indi-
viduals and the emergence of many behavioural phe-
nomena such as the phenomenon of job burnout. The
burden on workers to improve their productivity and
protect them from this administrative scourge is the
phenomenon of job burnout, and thus this research came
to study the relationship between electronic service tech-
nology and the phenomenon of job burnout in the Com-
mercial Bank of Syria.

Research problem

The wanderer in the corridors of public Syrian or-
ganizations and the banking sector in particular senses
and feels the size of the burden placed on the workers
as a result of their dealings with a large number of cus-
tomers at the same time on the one hand, and as a result
of their provision of services in accordance with rules
and routine and standard procedures that focus on details
and perhaps details of details on the other hand [Talal
and Fatter, 2011]. There is no doubt that these factors
have negative repercussions on the behaviour of workers,
which could lead to the emergence of the phenomenon
of job burnout among workers.

From this point of view, many Syrian public banks,
including the Syrian Commercial Bank, have applied
information technology in providing their services and
delivering them to customers electronically, in an effort
to reduce the factors that lead to the spread of the phe-
nomenon of job burnout among workers [Tala, 2018].

Research hypotheses

H1: There is a statistically significant relationship
between electronic service technology and job burnout
(emotional stress, inhumanity, low personal achievement)
among workers in the Commercial Bank of Syria.

The following sub-hypotheses are derived from this
main hypothesis:
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H11: There is a statistically significant relationship
between material requirements (equipment) and job burn-
out among workers in the Commercial Bank of Syria.

H12: There is a statistically significant relationship
between the software used and job burnout among work-
ers in the Commercial Bank of Syria.

H13: There is a statistically significant relationship
between networks and job burnout among workers in the
Commercial Bank of Syria.

H14: There is a statistically significant relationship
between databases and job burnout among workers in the
Commercial Bank of Syria.

Research Methodology

In this study the descriptive and analytical method
based under reference and researchs was used. As the
data were analysed using the SPSS statistical program,
and a questionnaire consisting of (46) paragraphs was
designed, divided into four axes for the independent
variable, which is the electronic service technology (ma-
terial supplies, software, networks, databases), and three
axes for the dependent variable. It is job burnout (emo-
tional stress, inhumanity, low personal achievement).

The research community is a dependent factor in cus-
tomer service as they are the most involved with working
customers (1 852) workers, and an intentional sample
was taken from the study community consisting of (97)
workers from the customer service department, an area
exposed to the phenomenon of job burnout more, where
the study was limited to branches The bank (branches
from No. 1 to 8 in addition to Al-Assad areas) as these
branches are the most crowded with customers.

This sample size was determined according to Alyan
and Ghoneim, where they stated, “The sample size
between 5 % and 20 % is appropriate in survey stud-
ies” [Alyan and Ghoneim, 2000].

Information Technology

While the forth industrial revolution highlights the
transformation of manufacturing enterprises into intel-
ligent IoT-enabled objects that use cognitive computing
and connect via cloud servers, the fifth industrial revolu-
tion will focus on reuniting man and machine and dis-
covering new ways to work together to increase resourc-
es and increase production efficiency [ApeHc et al., 2021].

The important changes we are witnessing today in or-
ganizations and society would not have happened with-
out the vast technological developments that have stead-
ily accelerated, making it more difficult to put a spe-
cific definition for it by researchers and specialists. These
technological developments and the accompanying
changes in the business environment have led to twists
and turns in the contents. Intellectual and philosophical
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in many of the concepts that have been circulated with
regard to information technology.

In their research Yang and Lee defined information
technology as: “The use of modern technology to col-
lect, process, store, retrieve and communicate informa-
tion, whether in the form of digital, text, audio, or im-
age data” [Yang and Lee, 2007].

It was also defined by Fjeldstad and Snow as: “A wide
range of capabilities, components and various elements
used in data storage and processing, retrieval and dis-
tribution of information, in addition to its role in secur-
ing knowledge” [Fjeldstad and Snow, 2018].

And defined by Pshenichnikov as: “It is all kinds
of technology used in the operation, transmission, and
storage of information in electronic form, and it includes
information technology on computers, means of com-
munication, tape networks, fax machines and other
equipment” [Pshenichikov, 2018].

Job Burnout

Through in-depth administrative and psychological
studies in the field of studying the negative aspects of psy-
chological stress for workers in the service sectors, the
importance of studying job burnout as one of the nega-
tive aspects of responding to psychological stress, there
are many strategies to adapt to these pressures (behav-
ioral or cognitive) [Gill et al., 2006] and if the indi-
vidual does not have a behavioral balance the worker
becomes vulnerable to the so-called job burnout due
to reaching a level of emotional exhaustion as a result
of the absence of a strategy that helps the worker absorb
the state of emotional tension and restores him the state
of cognitive, social or psychological balance that was
therefore, it falls prey to a common administrative scourge,
which is job burnout [Halbesleben and Buckley, 2004].

Therefore, job burnout has become one of the im-
portant topics of interest to researchers since the late
seventies, as the American psychoanalyst H. Freuden-
berger in 1974. The first to refer to the phenomenon
of job burnout as a burnout that occurs as a result of bur-
dens and demands. It became the redundancy and con-
tinuous placed on working individuals, and in 1981 both
Maslach and Jakson presented their joint work on job
burnout, a work that Maslach developed until she de-
signed her own job burnout measure, which became
famous and applied by many researchers in their studies.
Administrative and psychological, and this is based
on the premise that job burnout leads to physical exhaus-
tion, emotional exhaustion, psychological disorders and
psychological diseases, in addition to it negatively af-
fecting the worker’s attitudes towards his work. It exceeds
the capacity of those who do it, in addition to the fact
that rewards and wages are not equivalent to the amount

of effort expended, and workers are asked to provide
a lot in return for receiving little, which loses them
confidence in work and the absence of emotional rela-
tionships at work [Holland et al., 2013].

Practical framework of the study

The study tool

The questionnaire was adopted as an important field
tool in highlighting the relationship of electronic service
technology with job burnout among workers in the Com-
mercial Bank of Syria, consisting of (45) items using the
Likert Scale with five options, in addition to the per-
sonal interviews conducted with the workers to ensure
the accuracy of the answers received in the questionnaire,
expressing their views and clarifying some inquiries.

To ensure the reliability of the questionnaire (consist-
ency and internal consistency among its 46 statements),
we used the SPSS program to calculate Cronbach’s
alpha reliability coefficient, where an evaluation of alpha
coefficient was carried out. The results are presented

in the Table 1.
Table 1
The value of Cronbach’s alpha coefficient for the study
questionnaire axes

. . . Number of Cronbach’s
Main Variable Sub-Variable questions alpha value
Material supplies 6 0.875
Electronic Software used 7 0.923
service
technology Networks 6 0.774
Databases 6 0.906
Job burnout - 19 0.802
Source!

The previous table shows that the value of the coef-
ficient has exceeded 0.7 for all axes of the study ques-
tionnaire, and this indicates that this questionnaire has
a high degree of stability.

Description of the study sample

Table 2 shows the demographic characteristics of the
study sample by gender, age, marital status, educa-
tional level, occupational level and number of years
of service.

‘We note from the previous table that the number of males
reached (33) workers, or 34 % of the study sample. As for
females, their number reached (64) female workers, and
they constitute 66 % of the study sample size.

As for the distribution of study sample members
according to social status, the married situation was

! Official website of IBM SPSS Statistics, available at: https://www.ibm.
com/products/spss-statistics (accessed 28.03.2022).
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Table 2
Distribution of study sample members according
to demographic (personal) factors

Personal
variable Group Frequency Percti?tage,
(demographic) o
Male 33 34
Gender
Female 64 66
Single 23 23.7
Marital status Marriage 64 66.0
Single Devised 7 7.2
Widower 3 3.1
40 years or less 4 4.1
From 25 — under 35
years old 18 186
Age F 35 der 45
rom 35 — under
years old 43 44.3
From 45 years and over 32 33.0
Secondary school or
High school or less 34 35.1
qucltational Post-secondary (Diploma) 18 18.6
eve
Bachelor 37 38.1
Postgraduate 8 8.2
Customer care
department 68 70.10
” Head of the Department 14 14.44
Positions level
CEOS 11 11.34
Other 4 4.12
Less than 5 years 7 7.2
More than 5 years — Less
Number of | than 10 years 19 196
years servicing
in the bank More than 10 years — 15 155
Less than 15 years '
15 years and over 56 57.7
Source?

the case that prevailed over the study sample, as the
number of married workers reached (64) workers, or 66 %
of the study sample members. As for the distribution
of the study sample in terms of age groups, the age
group (from 35—45 years) was the dominant age group,
as the number of individuals working within this cat-
egory was (43) workers, representing 44.3 % of the study
sample. As for the educational level, the (bachelor’s
degree) was the predominant certificate owned by the
sample members, as the number of employees who
possessed this certificate was 37 workers, or 38.1 %
of the sample members. In terms of the job level, cus-
tomer service employees got the largest percentage
of the study sample members, and their number was
(68), and they represented 70.1 % of the study sample.
Finally, with regard to the distribution of the study

2 Tbid.
30

sample members in relation to the number of years
of service, the group (15 years and above) was the
dominant group, and their percentage was 57.7 % of the
study sample.

Arithmetic averages and standard deviations of the
answers of the sample members

Table 3 shows the arithmetic averages of the respond-
ents’ answers and their opinions on each of the four
elements of the axis of applying electronic service tech-
nologies, in addition to the axis of job burnout.

It is clear from the previous table that all dimensions

Table 3
Arithmetic averages and standard deviations

of the answers of the sample members on the main
and sub-axes of the questionnaire

. . . Standard
Main Variable Sub-Variable SMA deviation
Material supplies 3.39 0.74
Electronic Software 3.31 1.01
service
techno|ogy Networks 3.41 0.68
Databases 3.37 0.94
Job burnout - 2.36 0.43

Source®

of electronic service technology had high computational
mean, as all of them exceeded (3) and thus are considered
high compared to the average of the five-point Likert
scale of (3). The table shows that the highest mean is (3.41)
with a standard deviation of (0.68), which is the share
of the network dimension, and this is evidence of the
existence of an effective network within the Commercial
Bank of Syria that connects its various branches characterized
by high flexibility. Followed by the average (3.39) with
a standard deviation of (0.74) for the material requirements,
that is, approval of the Commercial Bank of Syria’s
possession of appropriate input and output units through
which workers can provide some banking services
electronically. Then comes the average (37.3) with
a standard deviation (0.94), which is the share of databases,
that is, there is a total acceptance of the existence
of a central database to obtain the appropriate information
that helps in identifying the problem and finding solutions
to it, in addition to its distinctive feature of adding,
modifying and retrieving it at any time. It is followed
by the average (3.31) with a standard deviation of (1.01)
for the software used, that is, the Commercial Bank
of Syria has software that suits the requirements of the
electronic service and is characterized by speed and ease
of use, as well as providing the information required

3 Tbid.



UPRAVLENIE / MANAGEMENT (Russia) Vol. 10 No. 2 / 2022. Pp. 26-32, Alhannash A., Abueissa H.T.A., Khalimon E.A.

to perform the tasks with the appropriate quantity and
accuracy.

As for the averages of the dependent variable, which
is job burnout, the general average was (2.36), which is
a low average compared to the average of the five-point
Likert scale of (3) with a standard deviation of (0.43), and
this is evidence that there is no high job burnout suffered
by workers in the Commercial Bank of Syria in terms
of emotional stress, inhumanity and low personal achieve-
ment. The researcher attributes this to the fact that most
of the work done by the Syrian Commercial Bank’s em-
ployees has become dependent on the various components
of the electronic service technology.

Test hypotheses of the study

Pearson’s correlation coefficients have been studied
between each of the four elements of electronic service
technology (hardware — software — networks — databases)
on the one hand and job burnout on the other hand
(Table 4).

Table 4
The values of correlation coefficients and their statistical
significance in relation to the relationship between the
elements of electronic service technologies on the one hand
and job burnout on the other hand

Sub- Correlation | Statistical .
Variable factor significance Explanation
! There is a statistically
leate;’ilgé -0.425 < 0.001 significant medium intensity
PP correlation
There is a statistically
Software -0.772 < 0.001 significant inverse
correlation of high intensity
There is a statistically
significant inverse
Networks | -0.529 < 0.001 correlation of medium
intensity
There is a statistically
_ significant inverse
Databases 0.690 < 0.001 correlation of medium
intensity
Source*
First hypothesis

There is a statistically significant relationship between
the material requirements (devices) for the electronic
service and the job burnout of the employees working
in the Commercial Bank of Syria.

Table 4 shows that there is a relationship of weak in-
tensity with statistical significance between the material
requirements (devices) and the job burnout of the work-
ers and this relationship is inverse with a correlation co-
efficient of —0.425 and this confirms the acceptance of the

4Tbid.

alternative hypothesis which states that there is a relation-
ship between the material requirements and job burnout.

The researcher attributed this result to the fact that
the Commercial Bank of Syria contains input and out-
put units that are flexible so that their use can be mod-
ified at any time, but on the other hand, they are not
considered among the latest available technologies and
need to be developed.

The second hypothesis

There is a statistically significant relationship between the
software used for electronic service and job burnout among
employees working in the Commercial Bank of Syria.

Through Table 4, we notice that there is a relation-
ship of good intensity with statistical significance between
the software used and job burnout among workers, and
this relationship is inverse with a correlation coefficient
of 0.772 — and this confirms the acceptance of the al-
ternative hypothesis which states that there is a relation-
ship between the software used and job burnout.

This result can be explained administratively because
the Commercial Bank of Syria contains programs that
allow the flexible exchange of information between em-
ployees, and these programs are characterized by ease of use
as they contributed in one way or another to making the
administrative process more streamlined than if it was
manually, and thus the previous factors led to a reduction
in the psychological pressures that workers may suffer from.

The third hypothesis

There is a statistically significant relationship between
the electronic service networks and job burnout among
employees working in the Commercial Bank of Syria.

We conclude from Table 4 that there is a relationship
of medium intensity with statistical significance between
networks and job burnout among workers, and this re-
lationship is inverse with a correlation coefficient of —0.529,
and this confirms the acceptance of the alternative hy-
pothesis, which states that there is a relationship between
networks and job burnout.

The Commercial Bank of Syria has an effective net-
work that connects its various branches, in addition
to the fact that this network is protected from tampering
and penetration, and this has led to the reassurance
of workers from tampering with customer accounts and
reducing the burden of responsibility for them, but in re-
turn workers suffer from frequent problems with the
network such as sudden interruptions.

Fourth hypothesis

There is a statistically significant relationship between
the electronic service databases and job burnout among
employees working in the Commercial Bank of Syria.
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Table 4 shows that there is a relationship of good
intensity with statistical significance between databases
and job burnout among workers, and this relationship
is inverse with a correlation coefficient of —0.690, and
this confirms the acceptance of the alternative hypoth-
esis which states that there is a relationship between
networks and job burnout.

The previous result is based on the fact that the Com-
mercial Bank of Syria has a database that helps identify
the problem and find solutions to it. This database is also
characterized by the ability to retrieve and modify in-
formation, and this contributed in one way or another
to removing administrative obstacles that confuse work-
ers while performing their work.

Thus, we conclude by testing the aforementioned
hypotheses that there is a medium to high intensity inverse
correlation between each of the four elements of elec-
tronic service technology and functional combustion. This
correlation was stronger for the software used, then da-
tabases, networks, and finally the physical requirements.

Conclusion

The results showed that there is an inverse relation-
ship between moderate and severe with statistical sig-
nificance between electronic service technology (hardware,

software, networks, databases) and job burnout (emo-
tional stress, inhumanity, low personal achievement)
among workers in the Commercial Bank of Syria, and
this indicates the more modern technology is relied upon
in providing banking services, the more employees are
able to overcome the negative feelings that they may
be exposed to, which is represented in job burnout, and
the devices used in the Commercial Bank of Syria are
not among the latest technologies available, and it was
also shown through the results. The presence of low job
burnout among employees of the Commercial Bank
of Syria, in light of the bank’s use of information tech-
nology in providing its services.

The Syrian Commercial Bank is also large and com-
prehensive in its banking operations, as it meets the
desires of the largest segment of citizens, and this requires
its management to increase interest in providing the
latest technologies in order to facilitate the banking work
for its employees on the one hand and to invent new
services for its customers on the other hand.
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