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The reality of work overload in the banking services sector and how it affects
the employee relationship with the clients

Prepared by: Hedaya Areef Mohammad Dweik
Supervisor: Dr. Nidal Darwish

Abstract
The study aimed at identifying the reality of work overload in the banking services

sector and how it affects the employee relationship with the clients. In order to
achieve the objectives of the study the descriptive approach was used. The study
sample consisted of (120) Palestinian banks’ employees and the banks are the
Palestinian Islamic Bank and the Bank of Jordan residing in Hebron and
Bethlehem.

The results of the study indicate that the reality and causes of work overload in the
banking sector came in a medium degree. The impact of work overload on the
relationship between the employee and the clients in the banking services sector
was very high. It also showed that the impact of decisions, policies and
administrative procedures on increasing the work overload of the employee in the
banking sector came in a moderate degree. The employee's ability to deal with the
gap between management requirements and customer needs in the banking sector
came in a high degree. The results indicate that there are differences in the variable
of working overload between the Palestinian Islamic Bank and the Bank of Jordan
and they were in favor of the Palestinian Islamic Bank. There are no differences
according to the other variables which are (gender, age, job title, and years of

service).

The study recommends that attention should be given to the human element
objectively and fairly as it is real and effective investment in the progress and the

development of different institutions and companies. Also attention should be

]



given to the process of communication among the administrators’ staff and
building bridges of understanding to know the most significant causes of work
overload to find effective solutions to them. Also, there should be contribution to
the work process to meet the needs of the clients without detraction. In addition,
modern administrative procedures should be followed to reduce the work overload
such as providing an appropriate environment to release the capacities and

capabilities of the staff, and direct them towards creativity at work.
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o LAY il (g Lol Jelee oy Ll 3189 Gaa (e 38830 28 g AT 4als (0

s O e 1 Jy clensen DlauY) i b Ailas) AN Dy

oy B A3 da )3
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a3 iER AN | Amlasy) A id R A | Aplaayl AN iLER A5l

0.000 0.700" 15 0.000 0.642" 8 0.000 0.552" 1
0.000 0.696 16 0.000 0.7317 9 0.000 0.591" 2
0.000 0.684" 17 0.000 0.738" 10 0.000 0.626" 3
0.000 0.715 18 0.000 0.689" 11 0.000 0.676 4
0.000 0.759" 19 0.000 0.615 12 0.000 0.654" 5

0.000 0.623" 13 0.000 0.791" 6

0.000 0.675 14 0.000 0.776 7

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

*. Correlation is significant at the 0.05 level (2-tailed).

gl 8 ¢Saally b gall A ¢l Lalg ) A8 shnd] (Pearson Correlation) ¢ sum L)) Jalxa gl 1(3.3) Jsaa

4R JE] LER JER] LER JER]
0.770" 9 0.827" 5 0.844" 1
0.790" 10 0.769™ 6 0.802" 2
0.7097 11 0.7737 7 0.720" 3
0.746 8 0.768™ 4

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

*, Correlation is significant at the 0.05 level (2-tailed).
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el g Uadl) b 3318y clshaY s bl

LIR | A [ R [ A [ AR | &
0.789" 7 0.772" 4 0.721" 1
0.819" 8 0.826 5 0771 2
0.769" 9 0.809" 6 0.758" 3

*. Correlation is significant at the 0.01 level (2-tailed).*
*. Correlation is significant at the 0.05 level (2-tailed).

Jaladll e b gl 5538 (g2 <l 5@ Ll ) 44 siad (Pearson Correlation) osw s bl Jelas Zili 1(5.3) Jsaa
Jraadl Glalial 5 3 laY) cilillaie (5 sadl) as
Wi R AN LiR AN LiR A&l

0.715 11 0579 6 | 07127 1
0.778" 12 0.532" 7 | 0795 2
0.765 13 0.734" 8 | 0.694" 3
0.758" 14 0.757 9 | 05317 4

0.739" 10 | 0.764" 5

*. Correlation is significant at the 0.01 level (2-tailed).*
*, Correlation is significant at the 0.05 level (2-tailed).
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