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[bookmark: _Hlk119574626]ABSTRACT
Every service organization focuses on customer satisfaction as well as improving their organization's performance, therefore employees have to deal with pressure both in their professional and personal lives. The main objective of the study was to examine the impact of job stress on the organizational performance in the Nigerian banking industry. Other specific objectives were to, (i) examine the effect of workload on quality of service, (ii) to determine the impact of social support on job satisfaction and (iii) to evaluate the effect of workplace conflict on organizational effectiveness. To achieve the objective set for the study, the methodology used in gathering information was questionnaire. A study population of 75 bankers in Jaiz and GTB bank with a sample size of 63 gotten through Krejcie and morgan sample size determination formula made up the respondents. Three hypotheses were formulated and tested. The statistical technique used was multiple regression analysis. The results showed that a statistically strong and positive relationship exists between workload on quality of service (R square = 0.741 p < 0.05), social support on job satisfaction (R square = 0.692 p < 0.05) and workplace conflict on organizational effectiveness. (R square = 0.729 p < 0.05). This result is statistically significant as the p-value of the results (0.000) is less than 0.05 level of significance set for the study. The study concluded that Managers must try to minimize employee job stress when discussing how to improve organizational performance. The study recommended that workload has significant effect on quality of work, therefore, managers of the banks should ensure they give employees only the task they can perform as too much tasks burden the employee and affect their work quality.
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CHAPTER ONE
Introduction 
1.1 Background to the study
The work place of the 21th century is a fast paced, dynamic highly stimulating environment which brings a large number of benefit and opportunities to those who work within it. The ever-changing demands of the working world can increase levels of stress, especially for those who are consistently working under pressure such as Nigerian workers, while pressure has its positive side in raising performance, if such pressure becomes excessive it can lead to stress which has negative consequences.
Stress at work is a relatively new phenomenon of modern life style. The nature of work has gone through drastic changes over the last century and it is still changing at a fast pace. They have touched almost all professions starting from an artist to a surgeon or a commercial pilot to sales executive, with change comes stress, which is inevitable. Stress is a psychological and physical state that results when the resources of the individual are not sufficient to cope with the demands and pressures of the situation. Thus, stress is more likely to occur in some situations than others and some individuals than others. 
In most cases, job stress is attributed to negative situation such as a formal reprimand by one’s superior or completing multiple tasks within a time frame. However, certain positive situations could also bring about job stress, such as job promotion and transfer to another location. Job stress has attracted considerable attention in recent times especially within the context of organization behavior. Most research found suggest that when an individual comes under stress, his cognitive performance and decision making may be adversely affected.
Shahu and Gole (2008), inquired if there was any relationship between job performance, job satisfaction and job stress and found that higher stress levels are related to lower performance, whereas higher job satisfaction indicates higher performance.
Santiago 2003, examined the negative effect of job stress on employee’s performance and found that the negative stress that often results from organizational setting through poor management, the quality of services, and the time allotted for each task can be debilitating. There is evidence to suggest that, there are ways in which an organization can help to reduce the impact of job stress, or better manage the issue when it arises. 
In summary, if a number of employees are stressed, the impact on the organization will escalate. Employees who are stressed may be absent from work, they will have low morale and motivations, staff turnover may increase and experienced employees may leave the organization, the productivity and efficiency will be less, business and financial performances will deteriorate in the company. These factors will significantly impact the organization performance because workers are part of the pillars of any organization when employees are good and productive the organizational automatically becomes better.
For the sake of simplicity, just the negative connotation of stress will be used as that is more important from the subject's point of view. Stress can be got over better if one knows the stressors or sources of stress. 
To reduce or avoid job stress, a reasonable workload, the need for employees to maintain a healthy diet, the need for the organization to support employees socially, the need to avoid regularly putting extra hours at work, effective employee management, good two-way communication between employers and employees, a suitable working environment, and the importance of reduced workload in the organization are just some of the factors which can have a positive impact. 
The purpose of this study is to explore the stress-related problems of bankers, to examine the relationship between stress and performance, to suggest measures for stress tolerance, and to enhance work performance. 
 1.2 Statement of research problem
Productivity and employee performance are commonly debated terms in all kinds of sectors in this current business world as they are directly associated with growth of both employees and organization. Despite many factors, workload which is the amount of work assigned to or expected from a worker in a specified time period remain one of the principal factors deciding both productivity and performance of the employees. Light workload will evoke laziness and cause employees to involve in group politics and thereby affect their performance and career in their field, at the same time, heavy workload produces health related issues, and lower quality of service in the organization.
Also, a desirable and powerful tool to bind employees to the organization and enhance its productivity and effectiveness. When an employee feels a strong sense of organizational support, they buy into the heart and future vision of the company, they understand the goal of the organization, they feel as though they fit in and are well respected and compensated for the work they do, this is likely to lead to an increase in productivity, engagement, commitment, and morale and will increase an employee's chance of staying with the organization for a longer period.
In addition, everyone has to deal with conflict both within their individual personal lives and amongst colleagues at the workplace. In the workplace, this conflict often manifests itself in the form of breakage in communication line, unsatisfaction, employee performance issues, and other obstacles that get in the way of doing the job. Researchers have assumed that increased productivity and task with unclear information can be attributed to increased chances of conflicts, some have pointed out that teamwork sometimes increases the chances of arguments and that achievement of goals tend to be slower when done in groups. 
1.3 Research Questions
From the statements of problems highlighted above, the following research questions emanated:
I. To what extent does workload influence the quality of service?
II. What is the impact of social support on job satisfaction?
III. What is the effect of workplace conflict on Organizational effectiveness?
1.4 Research Objectives
[bookmark: _Hlk119473970]The main objective of this study is to examine the impact of job stress on employee’s performance in the Nigerian banking sector. Other specific objectives are to:
I. Examine the effect of workload on quality of service.
II. Determine the impact of social support on job satisfaction.
III. Evaluate the effects of workplace conflict on organizational effectiveness.
1.5 Research Hypotheses
To achieve the objectives, set for the study, the following hypotheses were developed:
[bookmark: _Hlk119504530]Ho1: Workload has no effect on quality of service.
Ho2: Social support has no impact on job satisfaction.
Ho3: Workplace conflict has no effects on Organizational effectiveness 
1.6 Scope of the study
The study focuses on the impact of job stress on Organizational performance in the Nigeria Banking Industry with a particular focus on Jaiz bank and Guaranty Trust Bank. It intends to examine how stress affects the performance of workers in the banking industry which in turn affects the organization. There are two (2) branches of Jaiz Bank and six (6) branches of Guaranty Trust Bank within Kwara state metropolis. However, this particular study focused on Guaranty Trust Bank, Tanke and unity branch and Jaiz Bank, unity and unilorin branch as a result of how the organization is being presented to the outside world despite the stress and struggles, they go through to make the organization effective. This study is expected to use the employees of Guaranty Trust Bank and Jaiz Bank. Pause
This study is an attempt to provide employers and employees with a frame work of measure which will identify and prevent problem of job stress and help to manage them when they do arise, although stress is associated with a number of factors, the scope of this study will be limited to only work-related stress. Furthermore, impact of job stress on employee’s performance using Jaiz Bank and Guaranty Trust Bank would be investigated empirically. 
Job stress is a common phenomenon in every occupation. The challenges that bankers face on daily basis especially in recent times with work force cutbacks which could result in greater pressure on the remaining workforces with increased work overload or stress. The research is intended to be elaborated in order to gather diversified opinion on the subject matter and to allow for precision in the identification of job-related stressors for every individual respondent.
1.7 Significance of the study
The desire of every employer is optimum productivity. This can only be achieved when the employees work and add value to the organization at their best. But one major factor that has been identified in the literature and practice that significantly affects the performance of employees is job-related stress. Therefore, the employers and/or management cannot ignore the influence of job stress in attaining the organizational set goals.
The focus of this study is to understand how job stress affects the Organizational performance in the banking industry in terms of productivity and also to identify the factors that are responsible for job stress. With that knowledge, it may be possible to adjust/modify these factors to the performance of the employees as well as that of the organization.
The application of the findings of this study is mainly for the design and implementation of the most effective strategies for dealing with job stress in the Nigerian banking sector. However, it is hoped that the key ideas can be transported to any workplace wishing to increase or enhance workers' productivity and improving organizational performances. 
1.8 Operational Definition of relevant terms
Workplace conflict: Organizational conflict, or workplace conflict, is a state of discord caused by the actual or perceived opposition of needs, values and interests between people working together. 
Staff turnover: Staff turnover is the act of replacing an employee with a new employee. Partings between organizations and employees may consist of termination, retirement, death, interagency transfers, and resignations.
Workload: The amount of work assigned to a particular worker, normally in a specified time period
Organizational effectiveness: Organizational effectiveness embodies the degree to which firms achieve the goals they have decided upon, a question that draws on several different factors. 
Employee productivity: Employee productivity can be defined as the amount of work (or output) produced by an employee in a specific period. 
Cutbacks: A reduction in rate, quantity, e.t.c.



CHAPTER TWO
LITERATURE REVIEW
2.0 Preamble
This chapter delve extensively on the review of relevant literature regarding the topic of study. This chapter consists of conceptual clarifications, theoretical framework, empirical review of past studies related to the topic under investigation, and the gap in the literature as identified. 
2.1 Conceptual clarifications
2.1.1 Concept of job stress
In today’s fast-paced world, it is impossible to live without stress. The nature of work has undergone drastic changes with stress appearing almost automatically. It is a worldwide phenomenon that occurs in various forms in every workplace. In today’s work life, employees are often required to work strenuously for over a long period as their responsibilities keep rising. Stress is common in every type of job and people must face it in every facet of life. Stress has been defined in various ways over the years. According to (Ivancevich, Konapske & Matteson, 2006) stress is scientifically described as that response of an individual to the outcomes of the external environmental conditions that place excessive psychological, behavioral, and physiological pressures on that individual. It involves how an individual responds to external pressures.
 Robbins & Sanghi (2006) defined stress as a dynamic condition in which an individual is confronted with an opportunity, constraints, or demand related to what he or she desires and for which the outcome is perceived to be both uncertain and important. 
The World Health Organization (2021) defines job stress as the response people may have when presented with work demands and pressures that are not matched to their knowledge and abilities and which challenge their ability to cope. 
According to Steve (2011), stress is simply a reaction of an employee when certain demands, pressures, and professional aspects which are to be faced at the workplace do not match their knowledge levels which create or poses a challenge and threat to the capabilities of the employee which in turn would create a struggle for existence in terms of being employed in a place. This, therefore, implies that stress exists when an environmental situation presents a demand threatening to surpass an employee’s capabilities and resources. 
From the descriptions, it can therefore be contending that stress is an excessive demand that affects a person physically and psychologically. It has become a common experience among employees as they perform their day-to-day jobs. Many researchers aver that stress at the workplace has an impact on performance in one way or the other. According to (Elovainio, Kivimaki, & Vahtera, 2002), job stress makes organizational performance go down. It is likened to a chronic disease that is caused by conditions in the workplace that negatively affect an employee’s performance. It is a normal experience that occurs in reaction to situations that make an employee uncomfortable and on the other hand it may help one to rise above challenges. If that is the case, it will have a positive impact as it can enable an employee to improve on their performance which will result in increased employee motivation at work, innovation, and problem-solving. According to (Deshpande & Chopra 2007). good stress which is scientifically referred to as eustress is a positive result of stressful occurrences which creates motivation in people who in turn rise beyond the challenges that they may face to succeed in life. However, stress can be managed up to a certain extent after which it becomes negative and negatively affect the employee’s performance. 
Similarly, (Rolfe 2005), explained the importance of job stress as emphasized by employers on how to manage and reduce it through practical guidelines. Among these includes balancing of work-life, fair workload, open communication, and providing a conducive working environment. It is however necessary for management to monitor employees’ stress levels because an overly stressed employee will certainly not perform well at work. 
2.1.2 Workload
Workload is the amount of work that has to be done by a particular person. Amount of work is determined based on job description that entails with job holder. To know how much workload that job holder has, workload analysis should be conducted. Workload analysis is the process of gathering information of how much an employee used resources to accomplish their job (Hidajat, 2004). It is important to conduct workload analysis in order to look for the needs of human resource in terms of quality and quantity whether for short-term or long-term period (Bangun, 2012).
Workload is part of human resource management. According to Dessler (2015), to ensure a company or organization has competent and highly motivated employees is by considering what position to fill, job analysis, personnel planning, and forecasting. Those factors will generate a job description and workload distribution for the employees. Workload could be divided into three types of workloads, which are physical, mental, and time workload. Physical workload refers to employee activities that can be seen, particularly how they do such activities. This type includes eye movement, heart rate, and other movements. To measure physical workload, motion sensors can be used to detect body movement and estimate physical activity (SpruijtMetz, 2009). The next one is mental workload, Mental workload is the demands placed on the human information processor (Niebel, 1998). Mental workload is relatively difficult to assess since all tasks and individuals have variability of mental strain. Measuring mental workload can be using various method, one of the methods is by recording physiological signals such as electroencephalogram, electrocardiogram, and electrooculogram to track mental arithmetic (Kilseop & Rohae, 2005). The last one is time workload, Time workload is a particular length of time for accomplishing a particular task (Bennaars, 1994). This type of workload assesses how much time for employee to do tasks given by the company. Time workload is much easier to determine since it has a standard time measurement.
2.1.3 Social support 
Social interactions are one of the most positive and rewarding relationships that humans experience. Social support is one aspect of social interactions and has been linked with many facets of health, including emotional health, mental health, physical health and well-being (Hefner and Eisenberg, 2009). Social support is the collective structure for help or aid from a mixture of relationships such as friends, family, significant others and acquaintances. This help can be in the form of perceived social support (the sense of help being available), or received social support (Bolger and Amarel, 2007). In general, higher levels of social support help provide resources not available to those with low levels of social support when seeking help. 
Perceived social support is when individuals believe they have support available from friends, family, significant others, or any individual who would help them when needed (Gottlieb and Bergen, 2010). Research on perceived support has found that when individuals perceive a high level of social support, they tend to be healthier and better at coping with stress. On the other hand, those who have high levels of received support (actual support provided by others) tend to need help more often, have lower self-esteem, and have trouble coping with stress. As such, perceived social support often has a more positive outcome when coping with stressful situations. Unlike perceived support, received support can have negative outcomes when individuals feel like they are unable to help themselves when they feel a need to access help from others. Moreover, a relationship between received support and depression is present in that the constant need for help is associated with lower self-worth. 
Social support is divided into two basic models: the main-effect model and the stress-buffering model. According to the main-effect model, social support produces a positive emotional and physical response on the immune and neuroendocrine systems. Having regular social interactions also deters unhealthy behaviors (such as smoking tobacco and alcoholism) while promoting healthy behaviors (such as seeing the doctor) is meant to maintain the individual’s well-being (Uchino, 2009). Although the main-effect model explains how social support can improve well-being and deter unhealthy behaviors, it does not address the functional use of social support.
In contrast, the stress-buffering model views social support as a response tool for deferring or dampening imminent stress and as a protective measure against stress. Individuals can be supported before, during and after any stressful event through many different mechanisms including: esteem support, information support, companionship support or instrumental support (Hefner and Eisenberg, 2009). Each of these areas function to reduce stress with the help of the support group. Esteem support is social support that provides a feeling of self-worth and usefulness to help cope with stress. Information support is support from a person giving advice or talking you through a stressor. Companionship is where close individuals are able to spend recreational time together recuperating from stress. Finally, instrumental support is the use of devices and services an individual can access to aid with the stressor. These elements of social support create different options for preventing stress and coping with stress.
2.1.4 Workplace conflict 
Stress at work affects most people at one time or another. And interpersonal conflict, whether it’s with a boss or a colleague, accounts for a significant proportion of this stress, there are three areas where leaders can help their staff to reduce the stress of conflict. These are the 3 Rs – reframing, response, and resilience.
I. Reframing conflict
Conflict is commonly seen as negative. Being in conflict with someone at work can feel uncomfortable. Most people don’t relish difficult conversations or confrontation, which is why staff and managers often avoid dealing with issues when they arise. However, there are ways in which organizations can create a culture where conflict is nipped in the bud and dealt with informally and quickly, and where conflict conversations are seen as a normal part of life at work. This culture would welcome diverse perspectives and view constructive dialogue as a path to innovation, creativity, and improved processes.
A powerful way to reframe conflict is to see it as a learning opportunity. Conversations can be approached more openly if they’re framed from the perspective of ‘What can I learn about the other person’s point of view?’ or ‘What can I learn about myself?’ This more constructive mindset helps reduce the stress and anxiety around conflict and builds stronger, more trusting relationships. 
II. Response management
As conflict is often perceived as a threat, the brain prepares the body for an emergency response, releasing stress hormones, such as adrenaline and cortisol - the classic fight, flight, or freeze response. Not only does this stimulate physiological effects, such as increased heart rate or sweaty palms, but it also impairs the ability to think clearly and rationally, hence why those in conflict often lose control and say things they may later regret. Thoughts turn negative, and the situation becomes binary: victim or bully, right and wrong, my fault or yours.
Actively managing this response is particularly helpful in reducing conflict-induced stress. A key step is to notice how the conflict affects one’s thoughts, feelings, and behavior. This greater self-awareness can help break the cycle of negative thinking and open the door to change. Relaxation techniques, such as controlled breathing, can help to manage the stress response in the moment. Research also suggests that seeking support from family, friends, and colleagues also helps, as positive social interactions are calming. 
III. Resilience to conflict
The third ‘R’ is resilience. Without the skills and confidence to manage conflict constructively, staff will avoid dealing with issues. This, in turn, means that conflict management skills aren’t practiced, leading to a self-perpetuating circle.
The key to changing this pattern is to create a conflict-resilient culture, supported by policies and training. Traditionally, policies encourage those in conflict to lodge a grievance, encouraging “resolution” through formal routes and effectively discouraging staff from speaking with each other directly first. However, it is the informal conversations that are key to resolving conflict quickly before it gets out of hand. 
For organizations, supporting staff to reduce the stress of conflict protects employee wellbeing and opens the door to closer working relationships and enhanced performance. The 3 Rs were once the foundation of the education system, so perhaps they can be used again to re-educate leaders and staff to take a more collaborative and less stressful approach to conflict
2.1.5 Types of Stress
To grasp a better understanding of the concept of stress, most authors categorize stress into different types. (Taylor & Shelley 2006) outline these different types of stress into chronic, traumatic, and acute. The characteristics and attributes of each type are looked upon in greater detail below and this provides a good understanding of how each can be identified and managed.
According to Shelley et al. (2006), chronic stress occurs seemingly for an intermediate period that wears down the person every day with no visible sign of escape. This type is brought about by long-term exposure to stressors such as unhappy marriage, traumatic experience, unwarranted career or job, the stress of poverty, relationship conflicts, etc. These situations seem to be unending, and the accumulated stress that results from exposure to them can be life-threatening. It tears the individual emotionally and health-wise thus leading to break down and death subsequently. 
Traumatic stress results from a catastrophic event or experience such as an accident or natural disaster etc. Here, many victims start to recover soon after the shock while in some people, their bodies do not easily return to equilibrium and life too does not return to normal. This is often referred to as post-traumatic stress disorder. The victim develops symptoms like flashbacks or nightmares about the trauma. 
Acute stress is the most common and recognizable form of stress. This type is often short-lived and does not result in any permanent damage to the body. It may result from where an individual had a busy day. A busy day can create stress but its short term because perhaps tomorrow you are less busy. For example, if your car has a breakdown on the way, this creates a certain amount of acute stress, but once the car is fixed, there is no stress associated with it. 
2.1.6 Causes of job Stress 
Arnold Robertson & Cooper (1991) identified a few major causes of job stress
2.1.6.1 Factors intrinsic to the job
Intrinsic factors as it relates to the job stems from poor working condition This relates to the physical design of the workplace or physical surrounding of the workplace which includes a high level of noise, low or inadequate lighting system, heat, poor ventilation, smells, and other aspects that hamper the employee’s senses and consequently affect his mood and overall mental state which in turn affect the organization performance. A poorly designed office will create a poor communication network among workers who are required to frequently come in contact. This can degenerate to poor working conditions and subsequent stress to employees. 
2.1.6.2 Long working hours
In a highly competitive business environment, employees are required to work for very long hours. This appears to take a toll on your health and make them suffer a high rate of stress. This means that employees who work for long hours with little or no rest or sleep may find themselves and the quality of them suffer. There is also high risk and danger. A job that presents risk and danger to the employee will always subject the employee to a high-stress level. This is because when an employee is continuously aware of imminent danger, he is required to respond immediately to it in a rush, respiration changes and muscles become tensioned. These are all threatening to long-term health. 
2.1.6.3 New technology
 The advent of modern technology has brought a drastic change in the way work is being done in today’s business environment. Their introduction in the working environment has required workers to continuously adapt to such changes, new equipment, systems, and ways of working. This often is a source of great pressure at work as most workers find these new technologies challenging and difficult to cope with and adapt to it. For instance, someone trained with the latest equipment or method will find it an extra burden to change from the old ways of work and this may increase the stress level. 
2.1.6.4 Relationship at work
Working with different people in a working environment requires lots of dealings and interaction with them as they work as a team. An employee may face difficulty in understanding other people in the team and this may strain the working relationship and subsequently result in an increase in the stress level. Employees need to spend much time in their job and having a poor working relationship with peers will affect the employee adversely. 
2.1.6.5 Career development
 In today’s working environment, the workforce has become so diversified. For a person who is determined to rise to higher positions of responsibility, the challenges have become bigger as the opportunity to learn a new skill has become a requirement. The aspiration for an employee to grow in his Career causes a lot of stress in that the new opportunities that present them of job security, fear of redundancy, obsolescence, and numerous performance appraisal can cause tremendous pressure and strain. 
Some other causes of job stress are:
Job Insecurity
Organized workplaces are going through metamorphic changes under intense economic transformations and consequent pressures. Reorganizations, takeovers, mergers, downsizing and other changes have become major stressors for employees, as companies try to live up to the competition to survive.These reformations have put demand on everyone, from a CEO to a mere executive. Hence, concerns about job security, impending layoffs, lack of opportunity for growth, advancement, or promotion; rapid changes for which workers are unprepared, temporary work and fixed term contracts all lead to stress.
 High Demand for Performance
Unrealistic expectations, especially in the time of corporate reorganizations, which, sometimes, puts unhealthy and unreasonable pressures on the employee, can be a tremendous source of stress and suffering. Increased workload, extremely long work hours, taking work home, not taking vacation, unrealistic deadlines and intense pressure to perform at peak levels all the time for the same pay, can actually leave an employee physically and emotionally drained.
Workplace Culture
Adjusting to the workplace culture, whether in a new company or not, can be intensely stressful. Making one adapt to the various aspects of workplace culture such as communication patterns, hierarchy, dress code if any, workspace and most importantly working and behavioural patterns of the boss as well as the co-workers, can be a lesson of life.
Management Style
Weak or ineffective management which leaves employees feeling they do not have a sense of direction, or over-management, which can leave employees feeling undervalued and affect their self-esteem causes stress. Multiple reporting lines for employees, with each manager asking for their work to be prioritized, is sure to result in job stress. Micromanagement too can cause stress, that is, if you work in an environment where you do not have much authority or control, you can become stressed out. Some employees have management looking over their shoulders monitoring and scrutinizing their every step.
Environmental Conditions
Unpleasant or poor physical working environment such as crowding, noise, air pollution, malfunctioning equipment, excessive heat or cold and ergonomic problems like inadequate lighting, uncomfortable seating. Dangerous or hazardous physical conditions can also cause a great deal of stress like employees at mining sites.
2.1.7 Managing and preventing work-related stress
The following section presents an overview of the methods and strategies used to manage and prevent work-related stress. Actions and strategies are often targeted at either the individual worker or the workplace. More commonly, interventions to prevent and manage stress are often categorized into one of three levels of interventions: primary, secondary, and tertiary. 
2.1.7.1 Primary-level interventions
Also commonly referred to as �organizational-level� interventions or as �stress prevention�, are concerned with taking action to modify or eliminate sources of stress (i.e., psychosocial risks) inherent in the workplace and work environment, thus reducing their negative impact on the individual or reduce exposure to them. The design of primary intervention should be informed by the results of a risk assessment. Elkin and Rosch (1990) summarised a useful range of possible strategies to reduce workplace stressors:
i. Redesign the task: This is the process of rearranging tasks and responsibilities to better align roles with the changing environment inside and outside the organization.
ii. Redesign the work environment: A work environment is the setting, social features and physical conditions in which you perform your job. The workplace design should aim to propagate intuition, teamwork, and more importantly, provide a safe and comfortable environment. Workplace design has a profound impact on the productivity of workers. Making the best use of space through optimum placement of equipment, integrating the human factor into workplace design, and effectively aligning the workplace into the surrounding environment are important aspects of ergonomics.
iii. Establish flexible work schedules: Flexible work schedules benefit employees because it gives them increased freedom to arrange their work around their lives, not the other way around. Incorporating several types of flexible schedule to meet the needs of employees reduces stress, for example, flextime work schedule, part time work schedule, remote working schedule.
iv. Encourage participative management: Participative management is a whole company culture that encourages people on different levels to participate in organization management. It encourages communication and gives employees more power over their tasks and the business as a whole by being a part of the decision-making process from their roles inside the organization, to not only; build a good and positive engagement culture and reduce stress but also to boost the company's profitability, retention, and stock performance down the road.
v. Include the employee in career development: Offering a career development program to employees can lead to increased motivation, high productivity, reduced stress, full concentration, and job satisfaction in the workplace.
2.1.7.2 Secondary-level interventions 
Are concerned with the detection and management of experienced stress, and the enhancement of workers� ability to more effectively manage stressful conditions by increasing their awareness, knowledge, skills, and coping resources (Sutherland & Cartwright, 2000); these strategies, are thus, directed at �at-risk� groups within the workplace. In short, �� the role of secondary prevention is essentially one of the damage limitations, often addressing the consequences rather than the sources of stress which may be inherent in the organization�s structure or culture�. Although these strategies are usually conceptualized as �individual-level stress management options, these approaches also embrace the notion that individual employees work within a team or workgroup. Thus, these strategies often have both an individual and a workplace orientation. Some examples of secondary intervention include stress education to help employees recognize symptoms and reduce stigma or stress management training.
2.1.7.3 Tertiary-level interventions 
Have been described as reactive strategies in that they are seen as a curative approach to stress management for those individuals suffering from ill-health as a result of stress. This approach is concerned with minimizing the effects of stress-related problems once they have occurred through the management and treatment of symptoms of occupational disease or illness. 
2.1.11 Organizational performance
Organizational performance is the ability of an organization to reach its goals and optimize results. In today’s workforce, organizational performance can be defined as a company’s ability to achieve goals in a state of constant change.
There are a number of factors that go into what’s deemed “successful” organizational performance. These factors are dependent on what’s important to the company — and what aligns with its core values.  This includes things like shareholder value, social systems, market share, or organizational culture. 
Traditionally, organizational performance was looked at from its output. And more than just output of results, the output of financial results. Organizational performance may be bucketed into three categories which are: Financial performance, market performance, shareholder value.
According to the Harvard Business Review, organizational performance should be thought about broadly. After all, organizational performance is rather subjective. 
Tactical performance 
Tactical performance is rooted in strategy, focus, and consistency. Tactical performance is defined as it sounds. It isconsistent and focused on execution. It delivers results when anticipated. It doesn’t allow for much wiggle room when it comes to risks, creativity, and innovation. But it does allow organizations to stay focused, especially when resources are limited. 
When it comes to collaboration, it can be pretty straightforward. This means that teams may be used to working in silos. It could also mean that teams are executors, but not strategists. 
Adaptive performance 
Adaptive performance is the exact opposite. To be adaptive and agile means the organization diverges from its strategy. Adaptive performance adopts agility and flexibility. This type of organizational performance is built for change. 
Solid, adaptive performance gives employees more autonomy over decision-making, strategy, and innovation. It also accounts for future-mindedness, the ability to think about what the future will hold. 

Quality of service 
Quality of service is a measure of how an organization delivers its services compared to the expectations of its customers. Customers purchase services as a response to specific needs. They either consciously or unconsciously have certain standards and expectations for how a company's delivery of services fulfills those needs. A company with high service quality offers services that match or exceed its customers' expectations.
The five dimensions of quality of service are:
i. Reliability: This refers to an organization's ability and consistency in performing a certain service in a way that satisfies its customers' needs. This process involves every step of customer interaction, including the delivery or execution of the good or service, swift and precise problem resolution and competitive pricing. Customers have a certain expectation of reliability in buying a specific product, and a company's success usually depends on its ability to meet those expectations.
ii. Tangibility: This is an organization's ability to portray service quality to its customers. There are many factors that give a company highly tangible quality, such as the appearance of its headquarters, its employees' attire and demeanor, its marketing materials and its customer service department.
iii. Empathy: Empathy is how an organization delivers its services in a way that makes the company seem empathetic to its customers' desires and demands. A customer who believes a company truly cares about their well-being is likely to be more loyal to that company.
iv. Responsiveness: This is a company's dedication and ability to provide customers with prompt services. Responsiveness implies receiving, assessing and swiftly replying to customer requests, feedback, questions and issues. A company with high service quality always responds to customer communication as soon as possible which can often indicate the value a company places on customer satisfaction.
v. Assurance: Assurance is the confidence and trust that customers have in a certain organization. This is especially important with services that a customer might perceive as being above their ability to understand and properly evaluate, meaning that there has to be a certain element of trust in the servicing organization's ability to deliver. Company employees need to be mindful of earning the trust of their customers if they want to retain them.
Job satisfaction 
Spector stated that job satisfaction is employee satisfaction on the job or the extent to which employees like his job (Sharma & Mani, 2013). Job satisfaction indicates feelings of employees towards the work. Job satisfaction is also defined as an overall evaluation of the work for the company. Job satisfaction can be viewed as a machine that brings a change in the internal environment in the employee's performance and service quality required in the repair and improvement services to customers. Organizations prefer to measure something that is easily measured because it is quantitative, such as financial performance and productivity. Job satisfaction in service organizations is achieved in internal satisfaction. Bulgarella states that employees who are satisfied are employees who are motivated to convey his concern for others (Paul, 2013). Satisfied employees are employees who can be empowered. In other words, employees who are satisfied will have the resources and the responsibility to understand and meet the customer's demands and needs. Employees who are satisfied assessed as having emotional resources sufficient to show empathy, understanding, respect, and attention to the customer for the sake of the organization. 
Job satisfaction is an important and an attractive factor in the research, particularly related to resource management human. Kusku (2003) stated that job satisfaction is important to achieving quality and accountability of the organization. Employees will be more productive if they are satisfied with the work and the environment in which employees work and can improve the quality of the organization. Trivellas and Dargenidou’s (2009) research results showed that employee job satisfaction caused by human relations and job enrichment, as well as the work environment that is positively related to the quality of administration. These employees not only deliver and create services, but also become part of the service, so that employee satisfaction will improve the service quality. 


Organizational effectiveness 
Organizational effectiveness refers to how an organization has achieved full self-awareness due to leaders setting well-defined goals for employees and outlining ways to efficiently execute those goals, management implementing clear decision-making processes and communication pipelines, engaged employees—who are carefully selected and fairly compensated—producing work that prioritizes results.
The more effective an organization, the more likely it will survive and flourish over the long term. It’s worth noting that organizational effectiveness cannot be achieved, as one Bain & Company study put it, by “a cycle of recurring initiatives” to make your company more efficient. The behavior must be learned and baked into the day-to-day functioning and ongoing evaluation of the business.
Prioritizing effectiveness shouldn’t discourage company health or customer satisfaction. According to Bain & Company study, “Companies that embrace an efficiency mindset are four times more likely to say their cost efforts enabled growth rather than hindered it. They also are four and a half times more likely to report improved customer experience.”
There are 5 ways an organization can produce long-term effectiveness. 
The Bain & Company study maps out five key areas where successful organizations made adjustments to achieve organizational effectiveness.
“Tenacity and a sustained investment in these areas create the best chance of success,” the study asserts.
I. Strategy 
Strategy involves shifting an organization’s central identity—how leaders describe its purpose and goals both internally and externally—to include effectiveness and efficiency as core values. The more the organization is known to be “effective” and “efficient,” by both the market and the employees, the more these values will be built into every new project and goal.
Organizational effectiveness should simplify and clarify long-term objectives for a company. The clearer these objectives are outlined at a strategic level, the easier it is to translate across departments.
II. Metrics
Measuring organizational effectiveness through metrics can help organizations stay accountable. But choosing the right data to measure—as well as knowing when to prize human judgment and discussion over hard analytics—is just as important.
The effectiveness report from an organization keeping itself honest through regular evaluation. It should clearly state the organization’s strategic focus, efforts to promote clarity in roles, as well as recommendations for improving general administration organizational design.
III. Commitment
 “Strong executive sponsorship is the single most important factor for success and the most often cited reason for failure when things go off track,” the Bain & Company study says. The study stress that “visible and credible commitment” to effectiveness policies from senior leaders—in companywide communications and hiring approaches, all the way down to how quarterly budget meetings are conducted—creates a trickle-down effect across the organization.
IV. Behavior
Meanwhile, recurring behavior is where efforts to achieve organizational effectiveness are most likely to break down. Identifying specific decision-making moments in the day-to-day operation of the company, communicating the ways employees ought to be changing their behavior in those moments, and then implementing systems for reinforcement, including incentivizing those choices, can build a much healthier organization that polices its own effectiveness.
V. Culture
Finally, the degree to which employees are enthusiastically engaged at work determines how effective their work will be. Therefore, creating an organizational culture that values effectiveness is key.
2.2 Theoretical framework
Contemporary theories of stress have moved away from understanding the construct as either a response or as an external event, but rather view it as a dynamic interaction between the individual and their environment. Contemporary theories of stress, either explicitly or implicitly, recognize the central role of psychological processes (such as perception, cognition, and emotion) in understanding:
1. How the individual recognizes, experiences, and responds to stressful situations
2. How they attempt to cope with that experience, and
3. How it might affect their physical, psychological, and social health ( Cox & Griffiths, 2010)
Several key contemporary theories in the scientific literature have helped to clarify the causes and mechanisms that underpin work-related stress. Many of these theories have been extensively researched and have been used to guide approaches to intervention. The first three are structural models and they describe the key variables and interactions among those variables to outcomes of interest. The fourth is a process model which describes the mechanisms that underpin the relationship between the antecedent and outcomes. Four prominent theories are presented.
2.2.1 Person-Environment Fit theory (P-E Fit theory)
Much of contemporary stress theory finds its origins in the early work of the social science research group at the University of Michigan and in particular the work of Kahn, French, Caplan, and van Harrison. Together they developed the Person-Environment (P-E) Fit theory. P-E Fit theory argues that stress can be negative due to a lack of fit between the individual�s skills, resources, and, abilities, on the one hand, and the demands of the work environment, on the other hand.
The P-E Fit theory makes explicit the interaction between the individual and the environment in shaping their response to work situations and events but also highlights the importance of the individual�s perception of the environment; and the interaction between them. Logically, this lack of fit can take three forms (Edwards, Caplan, & van Harrison, 1998): 
I. The demands of the work environment exceed the employee’s ability
II. The employee’s needs consistently fail to be met by the work environment.
III. A combination of the two situations exists (i.e., where an employee’s needs are not being met while at the same time their abilities are over-stretched).
2.2.2 Job Demand-Control (Support) Theory
The Job Demand-Control (JCD) model and its expanded version the Job Demand-Control-Support model have dominated the field of occupational stress research for more than two decades. The JCD model postulates that job strain results from the interaction between two dimensions of the work environment: psychological job demands and job control.
Psychological demands traditionally referred to as workload, operated mainly in terms of time pressure and role conflict (Karasek, 1985). However, more recently, cognitive and emotional demands and interpersonal conflict dimensions define the contemporary construct of psychological demand. 
2.2.2.2 Job control (also often referred to as decision latitude in the literature) refers to the person’s ability to control their work activities, and is defined by two key components: (a) decision authority (worker’s ability to make decisions about their job); and (b) skill discretion (the breadth of skills used by the worker on the job). The JCD theory suggests that individuals experiencing high demands paired with low control are more likely to experience psychological strain, work-related stress, and, in the long term, poor physical and mental health.
The model was later extended to include a social dimension: social support. The JCDS model postulates that social support can moderate the negative impact of job strain on workers� physical and mental health. This model suggests that the most at-risk group of poor physical and mental health are those workers who are exposed to job strain (high demands and low control) paired with low workplace support. 
2.2.3 Effort-Reward Imbalance Model (ERI model)
The ERI model was developed by Johannes in the early 1990s. This theory assumes that effort at work is spent as part of a psychological contract, based on the norm of social reciprocity, where effort spent at work is paired with rewards provided in terms of money, esteem, career opportunities. An imbalance (non-reciprocal) relationship between the effort spent and rewards received can result in the emotional distress associated with a stress response, and an increased risk of ill-health. Siegrist suggests that stress related to the imbalance between effort and rewards can arise under three conditions if it: 
A) Has a poorly defined work contract or where the employee has little choice concerning alternative employment opportunities;
B) Accepts the imbalance for reasons such as the prospect of improved working conditions and
C) Copes with the demands at work through over-commitment.
2.3 Empirical review
Several studies have been conducted which seek to explain the impact of job stress on Organizational performance in the banking sector.
Fatwa, pusparina and pipih (2019) carried out a study aimed to empirically examine the effect of work stress and workload on job satisfaction of employees. The study sample was 40 educational support staff who were permanent employees at the University of X in Yogyakarta. This study used simple random sampling technique. Data collection was conducted using the job satisfaction scale, work stress scale, and workload scale with a semantic differential and Likert scale model. Data were analyzed using multiple linear regression analysis supported by assumption tests, which includes the normality test, linearity test, and multicollinearity test. The results of the data analysis show that work stress and workload simultaneously affect job satisfaction and obtained an F-value =12.274 and significance p=.000 (p<.01). There is a very significant effect of work stress on job satisfaction with a t-value =4.307 and significance of p=.000 (p <.01). There is also a very significant effect of workload on job satisfaction, which obtained a t-value = 4.656 and significance of p=.000 (p <.01). Job stress and workload offer a contribution of 39.9% to job satisfaction with the remaining 61% being influenced by other variables.
Bewell, Yakubu, Oworinde and Ojih (2014) investigated work-induced stress and it's influence on organizational effectiveness and productivity among Nigerian workers. Employees of Nigerian Television Authority and Nigerian Immigration Services were sampled in this study to observe how workplace stress has interfered with their inputs and organizational productivity. In collecting the needed quantitative data, a structured and a standardized questionnaire was used to collect the needed data and to measure the variables in question with result indicating a strong relationship between work stress, work effectiveness and work productivity. The study concluded by saying that the concept of work-induced stress, and workers effectiveness and productivity are relatively inseparable; and challenged the various organizations in Nigeria to employ the services of Organizational and Clinical 
Psychologists to help in providing stress coping skills, coaching and counselling to employees as it will help to boost efficiency and high productivity in various organization in Nigeria.
South Asian journal of business studies (2017) examines the relationships between perceived organizational support, employee engagement, employee performance and affective commitment in the context of Indian higher education. Data were collected from 410 employees from various higher is educational institutes of India using a self-administered questionnaire. Structural equation modelling was used to analyse the data. The results revealed a positive influence of perceived organizational support on employee performance and affective commitment. 
Moreover, these relationships have also been found to be mediated by employee engagement. The study serves as a guide for the development of influential strategies to develop and retain a well-engaged, competent, and committed workforce at higher educational institutes in India. The study enriches the organizational behavior literature by identifying and empirically validating some antecedents and consequences of employee engagement in the context of Indian higher education where such studies are scanty. 



















CHAPTER THREE
METHODOLOGY
3.0 Preamble
This chapter presents the procedures employed in carrying out this study. These procedures include the research design, population of study, sampling size and techniques, sources of data, research instruments, validity and reliability of research instrument, procedure for data collection and method of data analysis.
3.1 Research Design
In this study, the survey method was used in other to meet the objectives of the study. The research technique used was.  the questionnaire which was used to collect information from the bankers at Guaranty Trust Bank and Jaiz Bank. The survey being a systematic, standardized and common approach for collecting information from respondents was used in describing the response of the respondents and also to test the concept of job stress, reflect the attitudes of the workers and also establish the level of performance in the organization. The data collected was also used to measure the relationship between the dependent (Organizational performance) and independent (Job stress) variables. 
3.2   Population of the study
 In order to realize the objective of the study, the target population is limited to Guaranty Trust Bank and Jaiz bank in Kwara state. The population of this study comprises of the staffs in Guaranty Trust Bank, Tanke branch and unity branch and Jaiz Bank, unity and unilorin branch because of their time constraint and to provide with high-quality and evidence-based information which will help guide the objectives of this study. It includes the staffs in the cashier, customer services, deposits, technical, and digital banking departments of these Banks. This is as a result of their direct involvement in the operation of the day-to-day activities in the bank. The study population of this research is 75 bankers from the two banks with 25 bankers from Jaiz Bank and 50 bankers from Guarantee Trust Bank. (Source: NG finder, 2019). 
3.3 Sampling size and techniques
Simple random sampling techniques was adopted for this study because it gives equal chances to all the staffs of Guarantee Trust Bank and Jaiz Bank  without being bias. The technique of selecting a sample size, for this study, is the finite population sample size determination technique developed by Krejcie and Morgan was used to determine the total sample size for this study, this is shown below:
S = 	X2NP(1-P)
	D2(N-1) +X2P(1-P)
Where S is the sample size, N is the total number of populations under study, 1 is a constant, d is the margin of error or level of significance, X is the confidence interval, and P is the proportion of the characteristics of the population.
S = 	1.962 x 75 x 0.5 (1-0.5)
	0.052(75-1) + 1.962 x 0.5 (1-0.5)
S =	3.8416 x 18.75
	0.0025 (74) + 3.8416 x 0.25 
S = 	72.03
	0.185 + 0.9604
S = 	62.88
S~ 	63
3.4 Sources of data
The sources of data collection adopted for this study is primary source. Primary source provide data that are original. This implies that primary data are obtained directly from those concerned with the study or those to whom the study relates. This study obtained information by asking staffs of Guarantee Trust Bank and Jaiz Bank questions on the impact of Job Stress on their performance and how it affects the organization as a whole. The primary data was sourced using questionnaire. The copies of questionnaire will be distributed directly to target respondents within the population.
3.5 Research Instruments
The study used questionnaire which reflects the study objectives and research question.  The first part of the questionnaire was centered on demographic data of the respondents such as age group, gender and educational qualifications. The second part will be concerned with the impact of job stress on their performance in their workplace. 
The Likert scale was used to structure the questions range from 5 (Strongly agree) to 1(Strongly disagree). This scale is easy to code and simple to analyze. The question was a closed ended question and several responses were provided, which the respondent picked what best suits his or her response with a tick (). Clear and simple words was used to construct the questions, in the effort to make them easier for the respondents to understand and answer.
3.6 Validity and reliability of research instrument 
In order to test the face and content validity of the research instrument the questionnaire was presented to the researcher’s supervisors and experts in the field of management and questionnaire development for necessary input and corrections to ascertain the questionnaire item for relevance and clarity and the feedback gotten on the relevance of the instrument in measuring the variables to the respondents is established to enhance the instrument's validity and reliability. 
Reliability was tested using the Cronbach Alpha test with a threshold of 0.7 to confirm the reliability of each concept captured in the question and remove any concept with a value below 0.8 as they are considered unreliable. This facilitated the necessary revision and modification of the research instrument.
3.7 Procedure for data collection
This study made use of primary data. The adoption of this source enhances empirical analysis and provide appropriate answer to the research question and assist to achieve the research overall and specific objectives. Primary data was collected from a well-structured questionnaire which was administered to the staffs of Guaranty Trust Bank and Jaiz Bank in Ilorin.
3.8 Method of Data analysis
Data was statistically analyzed after being collected from the field. The data generated from the field of the study was presented with the tables and for the purposes of the data analysis; both descriptive and inferential statistical techniques was used. Multiple regression analysis was used to analyze the relationship between job stress and quality of service, job satisfaction and organizational effectiveness.
The Statistical Package for Social Science (SPSS) version 23 served as the major tool for Data Analysis. The highlight of results along with data analysis was given to give clarity of results and make easy the drawing of conclusions on the information to be gathered. Detail analysis of the data was received through the questionnaire which was presented in chapter four.
3.9 Model specification 
This research report has one independent and one dependent variable, the independent variable is Job stress, the dependent variable is Banker's performance.
H01, H02, H03 was analyzed using the following model below:
Y=β0+β1X1+β2 X2+β3 X3+……βnXn
H01: Workload has no positive and significant influence on quality of service 
Wl=β0 +β1 LT+ β2 P+ β3 T
Where:
WL= Workload (Independent variable)
β1……β3= coefficient
β0= constant
LT= Limited Time
 P= Productivity 
T= Task
ɛ= Error term
[bookmark: _Hlk119509911]H02: Social support  has no positive and significant impact on job satisfaction 
SS=β0 +β1 ES+ β2 IS+ β3 IS
Where: 
SS= Social support (Independent variable)
β1……β3 = coefficient
β0= constant
[bookmark: _Hlk119508068]ES= Esteem support
IS= Information support
IS= Instrumental support 
ɛ= Error term
H03 = Workplace conflict has no positive and significant effect on organizational effectiveness 
WC=β0 +β1 RM+ β2 CA+ β3 C
Where:
WC= Workplace conflict (Independent variable)
β1…β3 = coefficient
β0= constant
[bookmark: _Hlk119508747]RM= Response Management 
CA= Conflict Abstinence 
C= Communication 
ɛ= Error term










CHAPTER FOUR
Data Presentation, Analysis and Interpretation
4.0 Preamble
This chapter is concerned with the presentation and discussion of the results of data analysis and their interpretation. The study was conducted to examine the impact of job stress on employee’s performance in the Nigerian banking sector. Three research questions, three objectives and three hypotheses were generated for the study and tested. The statistical tools used for the testing of the research instrument were: descriptive statistics such as frequency distribution and percentages; and inferential statistics in the form of multiple linear regression analysis with the aid of Statistical Product and Service Solution (SPSS) version 23. 
4.1 Descriptive Characteristics of the Respondents
The demographic features of various respondent used in the course of this study includes; Response rate, Gender, Age, Marital status, educational qualification and Years of experience.
	Table 4.1.1 Response Rate of Respondents

	Options 
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Fully Answered and Retrieved
	53
	84.1
	84.1
	84.1

	
	Others
	10
	15.9
	15.9
	100.0

	
	Total
	63
	100.0
	100.0
	


Source: Fieldwork, 2025

Table 4.1.1 above shows the response rate of the respondents. The table reveals that 84.1 of the questionnaires were fully completed and retrieved back and valid for this study. The implication is that there was a high response rate from the respondents.
	Table 4.1.2 Gender of Respondents

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Female
	35
	66.0
	66.0
	66.0

	
	Male
	18
	34.0
	34.0
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.1.2 above shows that 35 of the respondents were male which represent 66% as against 18 of their female counterparts which represent 34%. This implies that GTBank and Jaiz Bank has more female employee than male employees. This is due to the fact that, female employees are considered more friendly and jovial to attend to customers compare to their male counterpart. 
	Table 4.1.3 Age of Respondents

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	

	25-35 years
	29
	54.7
	54.7
	54.7

	
	36-45 years
	9
	17.0
	17.0
	71.7

	
	46-55 years
	8
	15.1
	15.1
	86.8

	
	56 and above
	7
	13.2
	13.2
	100

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.1.3 above shows that, 29 of the respondents were within 25-35 years of age which represent 54.7%, 9 were within 36-45 years of age which represent 17%, 8 were within 46-55 years of age which represent 13.2%, 7 were within 56 and above years of age which represent 13.2%. This implies that energetic class of employees who are youths are employed majorly in GTB and Jaiz in order for them to be able to perform their task perfectly. This is due to the fact that youths in this category are still very much strong, full of vigor, have the innovative capability and work more smartly.
	Table 4.1.4 Marital status of Respondents

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Married
	35
	66.0
	66.0
	66.0

	
	Single
	18
	34.0
	34.0
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.1.4 shows that, 18 of the respondents were single which represent 34% of the respondents, 35 of the respondents were married, that is 66% of the respondent. This reveal that majority of the respondents were married. This implies that majority of the respondents have a sense of responsibility since they are married and responsible for their family. They also think and make strategic decisions for their family which makes them possess the ability to handle the task assigned to them with their discretion and at the same time having a feeling of responsibility while on the job.
	Table 4.1.5 Educational Qualification of Respondents

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	OND/NCE
	8
	15.0
	15.0
	15.0

	
	B.SC/HND
	25
	47.2
	47.2
	62.2

	
	MSC/MBA
	11
	20.8
	20.8
	83.0

	
	PHD & OTHERS
	9
	17.0
	17.0
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.1.5 shows that, 8(15%) of the respondents were OND/NCE certificate holders, 25 which is the majority of the respondents had BSC while the holders of MSC/MBA captured 11(20.8%) of the respondents and 9(17%) of the respondents were PHD certificate holders. It could be noticed that majority of the respondents had good educational background thereby putting them in the position to give the right answers to the numerous questions contained in the questionnaire. This implies that GTBank and Jaiz employees are literates thereby making them to be innovative and be in right position to respond to the questions.
	Table 4.1.6 Years of experience of Respondent

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	

	Valid 1-5 years
	18
	34.0
	34.0
	34.0

	
	6-10Years
	20
	37.7
	37.7
	71.7

	
	11-15 years
	9
	17.0
	17.0
	88.7

	
	16-20 years
	5
	9.4
	9.4
	98.1

	
	21 and above
	1
	1.9
	1.9
	100

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.1.6 above shows that, 18 of the respondents has 1-5 years of experience which represent 34%, 20 worked with the banks for a period within 6-10 years which represent 17%, 9 has 11 -15 years of experience which represent 17%, 5(9.4%) had 16-20 years of experience and only 1 of the respondents had 21 and above years of experience. This implies that majority of the those that worked in the banks for a period within 6-10 years and this high level of experience indicates that the respondent have the enough level of experience to answer the questions.
[bookmark: _Hlk119566511]4.2 Data Presentation and Analysis
This section presents the responses of the respondents on the variables used to address the research objectives and testing the hypotheses.
	Table 4.2.1 There is limited time to attend to my personal duties

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	1
	1.9
	1.9
	1.9

	
	Undecided
	13
	24.5
	24.5
	26.4

	
	Agree
	35
	66.0
	66.0
	92.5

	
	Strongly Agree
	4
	7.5
	7.5
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.1 above, showed clearly that 66% and 7.5% of the responses agree and strongly agree that there is limited time to attend to their personal duties respectively. 24.5% of the responses were undecided, while those that disagreed gathered 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that there is limited time to attend to their personal duties.


	Table 4.2.2 The amount of time assigned to do each work is short compared to the task given

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	1
	1.9
	1.9
	1.9

	
	Undecided
	2
	3.8
	3.8
	5.7

	
	Agree
	33
	62.3
	62.3
	67.9

	
	Strongly Agree
	17
	32.1
	32.1
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.2 above, showed clearly that 32.1% and 62.3% of the responses strongly agree and agree that the amount of time assigned to do each work is short compared to the task given respectively. 3.8% of the responses were undecided, while those that disagreed gathered 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that the amount of time assigned to do each work is short compared to the task given.
	Table 4.2.3  The organization rarely goes on break which reduces Productivity 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	1
	1.9
	1.9
	1.9

	Valid
	Disagree
	2
	3.8
	3.8
	5.7

	
	Undecided
	0
	0
	0
	5.7

	
	Agree
	33
	62.3
	62.3
	67.9

	
	Strongly Agree
	17
	32.1
	32.1
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.3 above, showed clearly that 17(32.1%) and 33(62.3%) of the responses strongly agree and agree that the organization rarely goes on break which reduces Productivity respectively. None of the responses were undecided, while those that disagreed and strongly disagreed gathered 5.7%. Majority of the respondents agree with the statement. This implies that most of the respondents strongly agree that the organization rarely goes on break which reduces Productivity.
	Table 4.2.4  We rarely get advanced training to boost our productivity 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	2
	3.8
	3.8
	3.8

	Valid
	Disagree
	2
	3.8
	3.8
	7.6

	
	Agree
	16
	30.2
	30.2
	37.8

	
	Strongly Agree
	33
	62.2
	62.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.4 above, showed clearly that 33(62.3%) and 16(30.2%) of the responses strongly agree and agree that they rarely get advanced training to boost their Productivity respectively. None of the responses were undecided, while those that disagreed gathered 7.5%. Majority of the respondents agree with the statement. This implies that most of the respondents strongly agree that they rarely get advanced training to boost their Productivity. Thus, more advanced training and development are needed to boost employees productivity. 

	Table 4.2.5 I feel burdened by the task given on daily basis 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	1
	1.9
	1.9
	1.9

	
	Undecided
	18
	34.0
	34.0
	35.8

	
	Agree
	18
	34.0
	34.0
	69.8

	
	Strongly Agree
	16
	30.2
	30.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.5 above, showed clearly that 16(30.2%) and 18(34%) of the responses strongly agree and agree that they feel burdened by the tasks given on daily basis respectively. 18(34%) of the responses were undecided, while those that disagreed gathered 1(1.9%), none of the respondents disagree. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they feel burdened by the task given on daily basis. Less tasks tend to make workers perform more effectively.
	Table 4.2.6 The tasks assigned to me is usually hard and stressful 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	1
	1.9
	1.9
	1.9

	
	Disagree
	2
	3.8
	3.8
	5.7

	
	Undecided 
	0
	0
	0
	5.7

	
	Agree
	33
	62.3
	62.3
	67.9

	
	Strongly Agree
	17
	32.1
	32.1
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.6 above, showed clearly that 17(32.1%) and 33(62.3%) of the responses strongly agree and agree that the tasks assigned to them is usually hard and stressful respectively. None of the responses were undecided, while those that disagreed were 2 which gathered 3.8% of the responses, only 1 disagreed and that captures 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that the tasks assigned to them is usually hard and stressful. This implies that the easier the task, the more effective workers are. 
	4.2.7 I get the sense of being helpful from the organization which helps alleviate my stress

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Disagree
	2
	3.8
	3.8
	3.8

	
	Disagree
	2
	3.8
	3.8
	7.5

	
	Undecided 
	0
	0
	0
	7.5

	
	Agree
	34
	64.2
	64.2
	71.7

	
	Strongly Agree
	15
	28.3
	28.3
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.7 above, showed clearly that 15(28.3%) and 34(64.2%) of the responses strongly agree and agree that they get the sense of being helpful from the organization which helps alleviate their stress respectively. 2(3.8%) of the responses were disagreed, while those that strongly disagreed gathered 3.8%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they get the sense of being helpful from the organization which helps alleviate their stress. 
	Table 4.2.8. I avoid becoming aggressive whenever I'm stressed 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	2
	3.8
	3.8
	3.8

	
	Undecided
	2
	3.8
	3.8
	7.5

	
	Agree
	17
	32.1
	32.1
	39.6

	
	Strongly Agree
	32
	60.4
	60.4
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.8 above, showed clearly that 32(60.4%) and 17(32.1%) of the responses strongly agree and agree that they avoid becoming aggressive whenever they are stressed respectively. 2(3.8%) of the responses were undecided, while those that disagreed gathered 2(3.8%), none of the respondents strongly disagree. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they avoid becoming aggressive whenever they are stressed.


	4.2.9 I get enough information and facts from the organization 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	1
	1.9
	1.9
	1.9

	Valid
	Disagree
	3
	5.7
	5.7
	7.6

	
	Undecided
	1
	1.9
	1.9
	9.4

	
	Agree
	32
	60.4
	60.4
	69.8

	
	Strongly Agree
	16
	30.2
	30.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.9 above, showed clearly that 16(30.2%) and 32(60.4%) of the responses strongly agree and agree that they get enough information and facts from the organization respectively. 1(1.9%) of the responses were undecided, while those that disagreed and strongly disagreed gathered 5.7% and 1.9% respectively. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they get enough information and facts from the organization. 
	Table 4.2.10 I get advices and support from colleagues whenever I work in a stressful manner

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	3
	5.7
	5.7
	5.7

	
	Undecided
	1
	1.9
	1.9
	7.5

	
	Agree
	16
	30.2
	30.2
	37.7

	
	Strongly Agree
	33
	62.3
	62.3
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.10 above, showed clearly that 33(62.3%) and 16(30.2%) of the responses strongly agree and agree that they get advices and support from colleagues whenever they work in a stressful manner respectively. 1(1.9%) of the responses were undecided, while those that disagreed gathered 5.7%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that get advices and support from colleagues whenever they work in a stressful manner.
	Table 4.2.11. We have access to financial assistance from the organization 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	3
	5.7
	5.7
	5.7

	
	Undecided
	15
	28.3
	28.3
	34.0

	
	Agree
	35
	66.0
	66.0
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.11 above, showed clearly that 35(66.0%) of the responses agree they have access to financial assistance from the organization.  15(28.3%) of the responses were undecided, while those that disagreed gathered 5.7%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they have access to financial assistance from the organization. This shows the extent to which there is social support in the organization.


	Table 4.2.12. I have access to material and physical devices which helps to alleviate stress 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	4
	7.5
	7.5
	7.5

	Valid
	Disagree
	1
	1.9
	1.9
	9.4

	
	Agree
	18
	34.0
	34.0
	43.4

	
	Strongly Agree
	30
	56.6
	56.6
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.12 above, showed clearly that 30(56.6%) and 18(34%) of the responses strongly agree and agree that they have access to material and physical devices which helps to alleviate stress. None of the responses were undecided and only 4(7.5%) strongly disagree, while those that disagreed gathered 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they have access to material and physical devices which helps to alleviate stress. When there is easy access to materials and physical devices and employees don't have to toil around, they will work more effectively because they will be less stressed. 




	Table 4.2.13 I’ve had to deal with conflict at some point in the organization 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	1
	1.9
	1.9
	1.9

	
	Undecided
	13
	24.5
	24.5
	26.4

	
	Agree
	35
	66.0
	66.0
	92.5

	
	Strongly Agree
	4
	7.5
	7.5
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.13 above, showed clearly that 66% and 7.5% of the responses agree and strongly agree that they have had to deal with conflict at some point in the organization respectively. 24.5% of the responses were undecided, while those that disagreed gathered 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they have had to deal with conflict at some point in the organization. 
	Table 4.2.14 Conflict makes me feel more stressed and frustrated 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	1
	1.9
	1.9
	1.9

	
	Undecided
	2
	3.8
	3.8
	5.7

	
	Agree
	33
	62.3
	62.3
	67.9

	
	Strongly Agree
	17
	32.1
	32.1
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.14 above, showed clearly that 32.1% and 62.3% of the responses strongly agree and agree that conflict makes them feel more stressed and frustrated respectively. 3.8% of the responses were undecided, while those that disagreed gathered 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that conflict makes them feel more stressed and frustrated.
	4.2.15 I identify and address underlying tensions before things go wrong 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disgree
	1
	1.9
	1.9
	1.9

	Valid
	Disagree
	2
	3.8
	3.8
	5.7

	
	Undecided
	0
	0
	0
	5.7

	
	Agree
	33
	62.3
	62.3
	67.9

	
	Strongly Agree
	17
	32.1
	32.1
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.15 above, showed clearly that 17(32.1%) and 33(62.3%) of the responses strongly agree and agree that they identify and address underlying tensions before things go wrong respectively. None of the responses were undecided, while those that disagreed and strongly disagreed gathered 5.7%. Majority of the respondents agree with the statement. This implies that most of the respondents strongly agree that they identify and address underlying tensions before things go wrong in the organization. 


	Table 4.2.16 Being in disagreement with others stresses me out 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	2
	3.8
	3.8
	3.8

	Valid
	Disagree
	2
	3.8
	3.8
	7.6

	
	Agree
	16
	30.2
	30.2
	37.8

	
	Strongly Agree
	33
	62.2
	62.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.16 above, showed clearly that 33(62.3%) and 16(30.2%) of the responses strongly agree and agree that being in disagreement with others stresses them out respectively. none of the responses were undecided, while those that disagreed gathered 7.5%. Majority of the respondents agree with the statement. This implies that most of the respondents strongly agree that being in disagreement with others stresses them out.
	Table 4.2.17 I find it best to keep active communication when there is an argument so I can find a solution that works for everyone 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	1
	1.9
	1.9
	1.9

	
	Undecided
	18
	34.0
	34.0
	35.8

	
	Agree
	18
	34.0
	34.0
	69.8

	
	Strongly Agree
	16
	30.2
	30.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.17 above, showed clearly that 16(30.2%) and 18(34%) of the responses strongly agree and agree that they find it best to keep active communication when there is an argument so they can find a solution that works for everyone respectively. 18(34%) of the responses were undecided, while those that disagreed gathered 1(1.9%), none of the respondents disagree. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they find it best to keep active communication when there is an argument so they can find a solution that works for everyone. This implies that keeping active communication till a solution is found helps keeps the organization in it's best of state. 
	Table 4.2.18 I have experienced better understanding of others in response to my workplace conflict 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	1
	1.9
	1.9
	1.9

	
	Disagree
	2
	3.8
	3.8
	5.7

	
	Undecided 
	0
	0
	0
	5.7

	
	Agree
	33
	62.3
	62.3
	67.9

	
	Strongly Agree
	17
	32.1
	32.1
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.18 above, showed clearly that 17(32.1%) and 33(62.3%) of the responses strongly agree and agree that they have experienced better understanding of others in response to their workplace conflict respectively. None of the responses were undecided, while those that disagreed were 2 which gathered 3.8% of the responses, only 1 disagreed and that captures 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they they have experienced better understanding of others in response to their workplace conflict. This implies that understanding others can avoid conflict as well as make peace reign after an argument. 
	4.2.19 I get training opportunities in our organization.

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Disagree
	2
	3.8
	3.8
	3.8

	
	Disagree
	2
	3.8
	3.8
	7.5

	
	Undecided 
	0
	0
	0
	7.5

	
	Agree
	34
	64.2
	64.2
	71.7

	
	Strongly Agree
	15
	28.3
	28.3
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.19 above, showed clearly that 15(28.3%) and 34(64.2%) of the responses strongly agree and agree that they get training opportunities in our organization respectively. 2(3.8%) of the responses were disagreed, while those that strongly disagreed gathered 3.8%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they get training opportunities.
	Table 4.2.20 The organization environment makes my work satisfying

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Disagree
	2
	3.8
	3.8
	3.8

	
	Undecided
	2
	3.8
	3.8
	7.5

	
	Agree
	17
	32.1
	32.1
	39.6

	
	Strongly Agree
	32
	60.4
	60.4
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.20 above, showed clearly that 32(60.4%) and 17(32.1%) of the responses strongly agree and agree that the organization environment makes my work satisfying respectively. 2(3.8%) of the responses were undecided, while those that disagreed gathered 2(3.8%), none of the respondents strongly disagree. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that the organization environment makes my work satisfying
	4.2.21 I am satisfied with the terms and conditions surrounding my work

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	1
	1.9
	1.9
	1.9

	Valid
	Disagree
	3
	5.7
	5.7
	7.6

	
	Undecided
	1
	1.9
	1.9
	9.4

	
	Agree
	32
	60.4
	60.4
	69.8

	
	Strongly Agree
	16
	30.2
	30.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.21 above, showed clearly that 16(30.2%) and 32(60.4%) of the responses strongly agree and agree that they are satisfied with the terms and conditions surrounding my work respectively. 1(1.9%) of the responses were undecided, while those that disagreed and strongly disagreed gathered 5.7% and 1.9% respectively. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they are satisfied with the terms and conditions surrounding my work.


	Table 4.2.22 The organization utilizes our skills and abilities as much as it could.

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	3
	5.7
	5.7
	5.7

	
	Undecided
	1
	1.9
	1.9
	7.5

	
	Agree
	16
	30.2
	30.2
	37.7

	
	Strongly Agree
	33
	62.3
	62.3
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.22 above, showed clearly that 33(62.3%) and 16(30.2%) of the responses strongly agree and agree that the organization utilizes our skills and abilities as much as it could. respectively. 1(1.9%) of the responses were undecided, while those that disagreed gathered 5.7%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that the organization utilizes our skills and abilities as much as it could.
	Table 4.2.23 As an employee, I understand how my role and performance contribute to achieving the organization mission 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Disagree
	3
	5.7
	5.7
	5.7

	
	Disagree 
	
	
	
	

	
	Undecided
	15
	28.3
	28.3
	34.0

	
	Agree
	35
	66.0
	66.0
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.23 above, showed clearly that 35(66.0%) of the responses agree that they understand how their roles and performances contribute to achieving the organization mission. 15(28.3%) of the responses were undecided, while those that disagreed gathered 5.7%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they understand how their roles and performances contributes to achieving the organization mission
	Table 4.2.24 We have tools necessary to be productive and effective in the organization 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	4
	7.5
	7.5
	7.5

	Valid
	Disagree
	1
	1.9
	1.9
	9.4

	
	Agree
	18
	34.0
	34.0
	43.4

	
	Strongly Agree
	30
	56.6
	56.6
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.24 above, showed clearly that 30(56.6%) and 18(34%) of the responses strongly agree and agree that they have tools necessary to be productive and effective in the organization. None of the responses were undecided and only 4(7.5%) strongly disagree, while those that disagreed gathered 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that they have tools necessary to be productive and effective in the organization. This shows how enough tools can help employees in fulfilling organizational goals. 
	4.2.25 My organization has clearly articulated set of values that are exhibited in us 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	2
	3.8
	3.8
	3.8

	Valid
	Disagree
	2
	3.8
	3.8
	7.6

	
	Agree
	16
	30.2
	30.2
	37.8

	
	Strongly Agree
	33
	62.2
	62.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.25 above, showed clearly that 33(62.3%) and 16(30.2%) of the responses strongly agree and agree that their organization has clearly articulated set of values that are exhibited in them respectively. none of the responses were undecided, while those that disagreed gathered 7.5%. Majority of the respondents agree with the statement. This implies that most of the respondents strongly agree that their organization has clearly articulated set of values that are exhibited in them.
	Table 4.2.26 My organization communicates the expected behaviors from workers 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	
	Strongly disagree
	0
	0
	0
	0

	Valid
	Disagree
	1
	1.9
	1.9
	1.9

	
	Undecided
	18
	34.0
	34.0
	35.8

	
	Agree
	18
	34.0
	34.0
	69.8

	
	Strongly Agree
	16
	30.2
	30.2
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.26 above, showed clearly that 16(30.2%) and 18(34%) of the responses strongly agree and agree that their organization communicates the expected behaviors from workers respectively. 18(34%) of the responses were undecided, while those that disagreed gathered 1(1.9%), none of the respondents disagree. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that their organization communicates the expected behaviors from workers
	4.2.27 My organization gives incentives which makes us more enthusiastic to work

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	1
	1.9
	1.9
	1.9

	
	Disagree
	2
	3.8
	3.8
	5.7

	
	Undecided 
	0
	0
	0
	5.7

	
	Agree
	33
	62.3
	62.3
	67.9

	
	Strongly Agree
	17
	32.1
	32.1
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.27 above, showed clearly that 17(32.1%) and 33(62.3%) of the responses strongly agree and agree that their organization gives incentives which makes them more enthusiastic to work respectively. None of the responses were undecided, while those that disagreed were 2 which gathered 3.8% of the responses, only 1 disagreed and that captures 1.9%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that their organization gives incentives which makes them more enthusiastic to work. 
	4.2.28 Purposes and goals are well defined which relieves the stress of ambiguity 

	Options
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Disagree
	2
	3.8
	3.8
	3.8

	
	Disagree
	2
	3.8
	3.8
	7.5

	
	Undecided 
	0
	0
	0
	7.5

	
	Agree
	34
	64.2
	64.2
	71.7

	
	Strongly Agree
	15
	28.3
	28.3
	100.0

	
	Total
	53
	100.0
	100.0
	


Source: Fieldwork, 2025
Table 4.2.28 above, showed clearly that 15(28.3%) and 34(64.2%) of the responses strongly agree and agree that purposes and goals are well defined which relieves the stress of ambiguity respectively. 2(3.8%) of the responses were disagreed, while those that strongly disagreed gathered 3.8%. Majority of the respondents agree with the statement. This means that most of the respondents strongly agree that purposes and goals are well defined which relieves the stress of ambiguity
4.3 Test of Hypotheses
This section addresses the objectives of the study through the formulated hypotheses using regression analysis.
Hypotheses one: Workload has no effect on quality of service.
	Table 4.3.1 Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.861a
	.741
	.700
	.35170

	a. Predictors: (Constant), Role ambiguity


Source: SPSS Output, 2025
The result in table 4.3.1 shows the R2 which is the coefficient of determination gives approximately 74.1%. This implies that 74.1% of the quality of service of the organization (dependent variable) is affected by workload (independent variable) while the remaining 25.9% represent residual which are the variables that are not captured in the model. Also, the R which is the level of correlation between the two variables i.e. Workload and quality of service shows .861 which indicate that there is a strong relationship between the variables. This implies that Workload is positively related to limited time, productivity and task as a proxy of quality of service.
	Table 4.3.2 ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	220.034
	3
	73.345
	592.942
	.000b

	
	Residual
	18.060
	49
	.124
	
	

	
	Total
	238.093
	52
	
	
	

	a. Dependent Variable: Quality of service

	b. Predictors: (Constant), Workload 


Source: SPSS Output, 2025
The F-statistics are shown from the ANOVA table is significant since the ANOVA significance of .000 is less than the alpha level of .05, thus the result is achieved. Also, the regression sums of square of 220.034 is greater than residual sum of square of 18.060, this further show the significance of the overall model. Therefore, the model is fit. 


	Table 4.3.3 Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.524
	.115
	
	4.543
	.000

	
	Limited time
	.281
	.130
	.263
	2.156
	.033

	
	Productivity 
	.450
	.134
	.394
	3.352
	.001

	
	Task
	.950
	.107
	.834
	8.851
	.000

	a. Dependent Variable: Quality of service.


Source: SPSS Output, 2025
The coefficient table 4.3.3 of individual independent variable indicated that the positive Beta limited time (.263), productivity (.394) and task (.834) which shows that an increase or change in these variables will lead to -0.263, 0.394 and 0.834 changes in the quality of service respectively. In addition, the (probability) and t-statistics value of limited time (.033)2.156, productivity (.001)3.352 and task (.000)8.851 further suggest that the relationship between limited time, productivity and task against quality of service is significant. Therefore, limited time, productivity and task all have significant influence on quality of service since all the significant values of the three indicator variables all have a lower p-values than the standard alpha level of 5% of been insignificant.
Therefore, since R2 of 74.1% is positive and it explains the percent of effect that Workload have on quality of service, thus, the null hypothesis which state that “Workload has no effect on quality of service” is rejected and the alternate hypothesis when stated is accepted. 
Hypotheses two: Social support has no positive and significant impact on job satisfaction
	Table 4.3.4 Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.832a
	.692
	.568
	.40543

	a. Predictors: (Constant), Social support 


Source: SPSS Output, 2025
The result in table 4.3.4 shows the R2 which is the coefficient of determination gives approximately 69.2%. This implies that 69.2% of job satisfaction (dependent variable) is affected by social support (independent variable) while the remaining 30.8% represent residual which are the variables that are not captured in the model. Also, the R which is the level of correlation between the two variables i.e. social support and job satisfaction shows .832 which indicate that there is a strong relationship between the variables. This implies that social support is positively related to Esteem support, information support and instrumental support, as a proxy of employee job satisfaction
	Table 4.3.5 ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	159.436
	3
	53.145
	323.314
	.000b

	
	Residual
	23.999
	49
	.164
	
	

	
	Total
	183.435
	52
	
	
	

	a. Dependent Variable: Job satisfaction

	b. Predictors: (Constant), Social support 


Source: SPSS Output, 2025
The F-statistics are shown from the ANOVA table is significant since the ANOVA significance of .000 is less than the alpha level of .05, thus the result is achieved. Also, the regression sums of square of 159.436 is greater than residual sum of square of 23.999, this further show the significance of the overall model. Therefore, the model is fit.
	Table 4.3.6 Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.758
	.131
	
	5.780
	.000

	
	Esteem support 
	.765
	.170
	.779
	4.505
	.000

	
	Information support 
	.255
	.123
	.237
	2.068
	.040

	
	Instrumental support 
	.396
	.139
	.385
	2.854
	.005

	a. Dependent Variable: employee job satisfaction


Source: SPSS Output, 2025
The coefficient table 4.3.6 of individual independent variable indicated the standardized Beta esteem support (.779), information support (.237) and instrumental support (.385) which shows that an increase or change in these variables will lead to 0.779, -0.237 and 0.385 changes in job satisfaction respectively. In addition, the (probability) and t-statistics value of esteem support (.000)4.505, information support (.040)2.068 and instrumental support (.005)2.854 further suggest that the relationship between Esteem support, information support and instrumental support against job satisfaction is significant. Therefore, esteem support, information support and instrumental support all have significant influence on job satisfaction since all the significant values of the three indicator variables all have a lower p-values than the standard alpha level of 5% of been insignificant.
Therefore, since R2 of 69.2% is positive and it explains the percent of effect that social support has on esteem support, information support and instrumental support thus, the null hypothesis which state that “Social support has no positive and significant impact on job satisfaction” is rejected and the alternate hypothesis when stated is accepted.
Hypotheses three: Workplace conflict has no positive and significant effect on organizational effectiveness. 
	Table 4.3.7 Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.854a
	.729
	.729
	.34208

	a. Predictors: (Constant), Response management, conflict abstinence and communication 


Source: SPSS Output, 2025
The result in table 4.3.7 shows the R2 which is the coefficient of determination gives approximately 72.9%. This implies that 72.9% of organizational effectiveness (dependent variable) is affected by Workplace conflict (independent variable) while the remaining 27.1% represent residual which are the variables that are not captured in the model. Also, the R which is the level of correlation between the two variables i.e workplace conflict and organizational conflict shows .854 which indicate that there is a strong relationship between the variables. This implies that workplace conflict is positively related to Response management, conflict abstinence and communication as a proxy of organizational effectiveness. 
	Table 4.3.8 ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	174.484
	3
	58.161
	497.031
	.000b

	
	Residual
	17.085
	49
	.117
	
	

	
	Total
	191.568
	52
	
	
	

	a. Dependent Variable: Organizational effectiveness 

	b. Predictors: (Constant), Response management, conflict abstinence and communication 


Source: SPSS Output, 2025
The F-statistics are shown from the ANOVA table is significant since the ANOVA significance of .000 is less than the alpha level of .05, thus the result is achieved. Also, the regression sums of square of 174.484 is greater than residual sum of square of 17.085, this further show the significance of the overall model. Therefore, the model is fit.
	Table 4.3.9 Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.327
	.105
	
	3.103
	.002

	
	Response management 
	.313
	.086
	.337
	3.636
	.000

	
	Conflict Abstinence 
	.321
	.091
	.329
	3.531
	.001

	
	Communication 
	.308
	.137
	.305
	2.246
	.026

	a. Dependent Variable: Organization effectiveness 


Source: SPSS Output, 2025
The coefficient table 4.3.9 of individual independent variable indicated the standardized Beta value of Response management (.337), conflict abstinence (.329) and communication (.305) which shows that an increase or change in these variables will lead to 0.337, 0.329 and 0.305 changes in Organizational effectiveness respectively. In addition, the (probability) and t-statistics value of Response management (.000)3.636, conflict abstinence (.001)3.531 and communication (.026)2.246 further suggest that the relationship between Response time, Lack of break and Decision Making is significant. Therefore, Response management, conflict abstinence and communication have significant influence on Organizational effectiveness since all the significant values of the three indicator variables all have a lower p-values than the standard alpha level of 5% of been insignificant.
Therefore, since R2 of 72.9% is positive and it explains the percent of effect that Workplace conflict has on Organizational effectiveness, thus, the null hypothesis which state that “Workplace conflict has no positive and significant effect on organizational effectiveness” is rejected and the alternate hypothesis when stated is accepted.
4.4 Discussion of Research Findings
The result of the study confirmed that Workload has positive and significant influence on quality of service. The study also confirmed that limited time, productivity and tasks have significant impact on quality of service. The study also reveal that Workload has significant impact on quality of service in jaiz and Gtbank. From the study, it was demonstrated that Workload was affected by 74.1% of the quality of service while other unexplained factors account for the remaining 25.9%.
Fatwa, pusparina and pipih (2019) carried out a study aimed to empirically examine the effect of work stress and workload on job satisfaction of employees. The study sample was 40 educational support staff who were permanent employees at the University of X in Yogyakarta. The results of the data analysis show that work stress and workload simultaneously affect job satisfaction.
[bookmark: _Hlk119507921]The analysis of second objective also demonstrated that social support  has positive and significant impact on job satisfaction. The p-values of the proxies give esteem support (.779), information support (-.237) and instrumental support (.385) which are less than the alpha level of 0.05 which implies that esteem support, information support, and instrumental support as proxies of social support determines the job satisfaction. 
South Asian journal of business studies (2017) examines the relationships between perceived organizational support, employee engagement, employee performance, and affective commitment in the context of Indian higher education. The results revealed a positive influence of perceived organizational support on employee performance and affective commitment. 
[bookmark: _Hlk119508610]The analysis of third objective also demonstrated that workplace conflict has positive and significant effect on organizational effectiveness. The p-values of the proxies give Response management (.337), conflict abstinence (.329) and communication (.305) which are less than the alpha level of 0.05 which implies that the response management, conflict abstinence and communication as proxies of workplace conflict determines organizational effectiveness in the selected banks. Thus, workplace conflict is significant to organizational effectiveness. 
Bewell, Yakubu, Oworinde and Ojih (2014) investigated work-induced stress and it's influence on organizational effectiveness and productivity among Nigerian workers. Employees of Nigerian Television Authority and Nigerian Immigration Services were sampled in this study to observe how workplace stress has interfered with their inputs and organizational productivity.  The study concluded by saying that the concept of work-induced stress, and workers effectiveness and productivity are relatively inseparable; and challenged the various organizations in Nigeria to employ the services of Organizational and Clinical Psychologists to help in providing stress coping skills, coaching and counselling to employees as it will help to boost efficiency and high productivity in various organization in Nigeria.

CHAPTER FIVE
Summary, Conclusion and Recommendations
5.0 Preamble
This chapter is divided into five units; summary of findings, conclusions, recommendations and contribution to knowledge and suggestions for further study. It is germane to observe here that the summary presented here is based on analysis of the findings of the research, while conclusions represent the inferences made from the summary of findings. The recommendations here are suggestions from the conclusions of the study. 
5.1 Summary of major Findings
[bookmark: _Hlk119508992]Drawing from the analysis in chapter four, as shown in 4.3.1 using multiple linear regression analysis, R2 is 74.1% and from table 4.3.2, p-value is less than 0.05 showing that the impact of workload on quality of service is significant, leading to the rejection of null hypothesis, which is, workload has no positive and significant influence on quality of service and the acceptance of the alternate hypothesis. Also, the p-values of the proxies of workload as shown in table 4.3.3 indicate that limited time (.263), productivity (.394) and tasks (.834) are significant as a determinant of quality of service in the selected banks
Table 4.3.4 using regression analysis indicated that R2 is 69.2% The ANOVA table 4.3.5 shows that the p-value is 0.000 which is less than the alpha level 0.05, which further suggest that there is significant impact of social support on job satisfaction, leading to the rejection of the null hypothesis which states that social support has no positive and significant impact on job satisfaction and the acceptance of the alternate hypothesis. Also, the p-value of the proxies of social support as shown in table 4.3.6 indicated that esteem support (.779), information support (.237) and instrumental support (.385) are significant as a determinant of job satisfaction in the selected banks.
[bookmark: _Hlk119509419]Furthermore, Table 4.3.7 using regression analysis indicated that R2 is 72.9%. The ANOVA table 4.3.8 shows that the p-value is 0.000 which is less than the alpha level 0.05, which further suggest that there is significant impact of workplace conflict on organizational effectiveness, leading to the rejection of the null hypothesis which states that workplace conflict has no positive and significant effect on organizational effectiveness and the acceptance of the alternate hypothesis. Also, the p-value of the proxies of workplace conflict as shown in table 4.3.9 indicated that Response management (.337), conflict abstinence (.329) and Communication (.305) are significant as a determinant of organizational effectiveness 
5.2 Conclusion
As regards to the various data collected and analyzed on job stress and it impact on organizational performance. Managers must try to minimize employee job stress when discussing how to improve organizational performance. It is therefore important to realize that Workload should not be limited to the dimensions studied in this study, but also other factors relating to workload. Therefore, based on the findings, the study concludes that Workload is significant to the quality of work in the Nigerian banking industry.
Also, social support had significant influence on job satisfaction. Social support such as esteem support, information support and instrumental support are an important factor affecting the job satisfaction. Though not limited to these factors as there are other social supports that affects the job satisfaction in banking industry. Therefore, based on the findings, the study concludes that social support is significantly significant to the job satisfaction. 
Furthermore, workplace conflict also had significant relevance with organizational effectiveness. More importantly, workplace conflict like response management, conflict abstinence and communication set by the organization, had significant influence each with the organizational effectiveness which means that each of these factors contribute positively to what makes organization to be more effective. Therefore, based on the findings, the study concludes that workplace conflict is significant to organizational effectiveness in banking industry as well as its overall performance.
5.3 Recommendations
Critical examination of the effect of a job stress on organizational performance in the Nigerian banking sectors with reference to Jaiz and Gtbank was made and conclusions were reached. As regards the findings given above, the following recommendations were suggested;
1. Based on findings in Jaiz and Gtbank, workload has significant effect on quality of work, therefore, managers of the banks should ensure they give employees only the task they can perform as too much tasks burden the employee and affect their work quality.
2. Also, the employers of Jaiz and GTbank should show a reasonable level of social support to their staffs, this support will give employees assurance that their job is secure and thus effect their level of satisfaction
3. Finally, the managers of Jaiz and Gtbank are encouraged to look into workplace conflict by intervening and ensuring peace reigns in the organization. Although workers in banking industry must be smart and always ensure to avoid conficts but too much stress negatively affect the workers habit towards work which can make them aggressive. 
The findings of this study have helped to highlight and examine the effect of job stress on organizational performance in the Nigerian banking industry with reference to jaiz and Gtbank staffs. The result of the study is hopefully significant in the sense that it has enabled banking industries to better understand how job stress can negatively impact organizational performance.
The findings of this study have also helped to further highlight the likely workload, limited time, productivity and task and how it can be negatively affecting quality of service. 
An advance knowledge is achieved when series of research are being carried out in the academic environment. Therefore, this study will widen the scope and horizon of the readers or researchers in order to achieve academic excellence. This also led to the gathering update in the volume of literature for various field of study that is applicable majorly to business students regarding impact of job stress on workers.
5.5 Suggestion for Further Studies
The quantitative aspect of this research adopted a cross-sectional survey method of data collection, other studies could consider carrying out a study involving a longitudinal data collection process to provide a reliable confirmation of the relationships identified in this thesis Semi structured interviews were used as qualitative data collection approach. Further studies could employ in-depth interviews as qualitative data collection process to enrich the data collection process. 
This study examined perceptions of quoted banking industry, other studies could carry out research on the specific activities involved in how to minimize job stress in banking industries and the implications of job stress on organizational performance. 
Further research could examine the relationship between job stress and employee performance in manufacturing industries.
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APPENDIX
QUESTIONNAIRE
                                                               Department of Business Administration
                                                               Institute of Finance and Management Studies,
                                                               Kwara State Polytechnic, Ilorin, Nigeria.
                                                               July, 2025.
RESPONSE TO QUESTIONNAIRE
I am an undergraduate of the above-named polytechnic currently conducting research on “IMPACT OF JOB STRESS ON THE PERFORMANCE OF BANKERS. A STUDY OF SELECTED BANKS IN ILORIN, KWARA STATE" 
I therefore, count on your cooperation and would be most grateful if you could kindly complete the questions below. To assure you of the intended confidentiality and anonymity of your response tour questions, your name is not required anywhere in the question.
Thank you for your anticipated cooperation.
Yours faithfully,
Researcher.
SECTION A: DEMOGRAPHIC DATA
 Instruction: please tick and fill in as appropriate
1. Gender:   Male (  ) Female  (  )

2. Age range: 25-35 years (  )  36-45 years (  )  46-55 years (  )   56 years and above (  )

3. Marital status:   Single (  ) Married  (  )  
4. Educational qualifications: OND/NCE (  ) B.Sc / HND (  ) M.Sc /M.BA  (  )   Phd and Others  (  )

5. Years of Experience: 1 to 5 years (  )  6 to 10 years (  ) 11 to 15 years (  )  16 to 20 years (  )  21 years and above (  )

SECTION B:
INSTRUCTION: please tick (  ) in the box provided based on your opinion as indicated below.
Where:  SA= Strongly Agree, A= Agree,  U= Undecided,  D= Disagree,  SD =Strongly Disagree.
	S/N 
	 ITEMS
	SA
	A
	U
	D
	SD

	
	 Workload 
	
	
	
	
	

	1
	There is limited time to attend to personal duties
	
	
	
	
	

	2
	The amount of time assigned to do each work is short compared to the task given
	
	
	
	
	

	3
	The organization rarely goes on break which reduces Productivity 
	
	
	
	
	

	4
	We rarely get advanced training to boost our productivity 
	
	
	
	
	

	5
	I feel burdened by the task given on daily basis
	
	
	
	
	

	6
	The tasks assigned to me is usually hard and stressful 
	
	
	
	
	

	
	Social support 
	SA
	A
	U
	D
	SD

	7
	I get the sense of being helpful from the organization which helps alleviate my stress
	
	
	
	
	

	8
	I avoid becoming aggressive whenever I'm stressed 
	
	
	
	
	

	9
	I get enough information and facts from the organization 
	
	
	
	
	

	10
	I get advices and support from colleagues whenever I work in a stressed manner
	
	
	
	
	

	11
	 We have access to financial assistance from the organization 
	
	
	
	
	

	12
	I have access to material and physical devices which helps to alleviate stress
	
	
	
	
	

	
	Workplace conflict 
	SA
	A
	U
	D
	SD

	13
	I've had to deal with conflict at some point in this organization 
	
	
	
	
	

	14
	Conflict makes me feel more stressed and frustrated 
	
	
	
	
	

	15
	I identify and address underlying tensions before things go wrong
	
	
	
	
	



	16
	Being in disagreement with others stresses me out 
	
	
	
	
	

	17
	I find it best to keep active communication when there is an argument so i can find a solution that works for everyone 
	
	
	
	
	

	18
	I have experienced better understanding of others in response to my workplace conflict 
	
	
	
	
	

	
	Quality of service 
	
	
	
	
	

	19
	I get enough physical equipment which makes my work stress-free.
	
	
	
	
	

	20
	I am always willing to help customers and provide prompt services.
	
	
	
	
	

	21
	I try to build a relationship with customers 
	
	
	
	
	

	22
	The management values our feedback 
	
	
	
	
	

	23
	Working with my colleagues improves my work and reduces stress
	
	
	
	
	

	24
	I ensure i follow-up customer's problems to get their satisfactory feedbacks. 
	
	
	
	
	

	
	Job satisfaction 
	
	
	
	
	

	25
	I get training opportunities in our organization.
	
	
	
	
	

	26
	The organization environment makes my work satisfying 
	
	
	
	
	

	27
	 I am satisfied with the terms and conditions surrounding my work
	
	
	
	
	

	28
	I wish my organization would organize wellness progammes
	
	
	
	
	

	29
	I feel positive and motivated within my workplace.
	
	
	
	
	

	30
	The organization utilizes our skills and abilities as much as it could.
	
	
	
	
	

	
	Organizational effectiveness 
	SA
	A
	U
	D
	SD

	31
	As an employee, I understand how my role and performance contributes to achieving the organization mission
	
	
	
	
	

	32
	We have tools necessary to be productive and effective in the organization 
	
	
	
	
	

	33
	My organization have a clearly articulated set of values that are exhibited in us 
	
	
	
	
	

	34
	My organization communicates the expected behavior from workers
	
	
	
	
	

	35
	My organization gives incentives which makes us more enthusiastic to work 
	
	
	
	
	

	36
	Purposes and goals are well defined which relieves the stress of ambiguity 
	
	
	
	
	




