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Background/Purpose: This study investigated the relationship between job burnout and counterproductive work 
behavior (CWB) among 307 employees drawn from various banks within Jordan. This study also examined the levels 
of job burnout and CWB with regard to gender, age, marital status, and education. 
Methodology: For data collection, the convenience sampling method is utilized to survey frontline bank employees. 
The Oldenburg Burnout Inventory scale, which assesses exhaustion, disengagement, and the CWB scale from the 
Individual Work Performance Questionnaire (IWPQ), were used for data collection. The data were analyzed using 
the Statistical Package for Social Science 25.0. 
Results: The study results suggest that there is a significant positive relationship between job burnout two dimen-
sions and CWB. The research also shows that age, education, and marital status affect both job burnout and CWB. 
Nevertheless, gender was found to have a significant effect only on the disengagement dimension of job burnout. 
Further, the study implies that exhaustion and disengagement are vital predictors influencing CWB. 
Conclusion: With regard to the results, the phenomena of job burnout provide the means that can provoke deviant 
behavior in the workplace. 
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1 Introduction 

Banking industries have undergone a number of dra-
matic changes in management and structure over the 
last few years, such as introducing new technology and 
methods of structuring the process, which affected the 
working conditions and the employees’ daily lives. The 
financial industry now is more customer-oriented, offer-
ing convenience, quality of service, and creative service. 
Bank workers perform an essential role in providing high 
service quality. These advancements generate a great 
deal of stress for those who work in the banking sector 
(Giorgi et al., 2017). The banking sector jobs have been 
highly valued out from a social, financial, and economic 
viewpoint. In recent years, nonetheless, this situation has 

changed drastically for many reasons; for example, the 
size of these financial institutions has shrunk, resulting in 
massive layoffs, increased pressure, increased demand and 
competition in daily work, or consumer hostility towards 
employees who are blamed for selling financial products 
that lead to large losses (Amigo et al., 2014). These chang-
es created an environment of sensitivity among the bank’s 
staff, which sharpened their work context, and individual-
ly reinforced the tendency to feel overwhelmed, and thus, 
counterproductive work behavior.

Originally, job burnout was conceived as being pri-
marily related to professions of the human service (e.g., 
physicians, nurses, and teachers), as they are presumed 
to be most vulnerable to emotional stimuli because their 
roles require a great deal of interaction with people. Nev-
ertheless, more recent research has shown that job burnout 
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is not constrained undecidedly to these occupations but 
also expanded to other professions (e.g., managers, bank 
employees, and HR workers) (Demerouti et al., 2001; 
Maslach, 2006; Prusik & Szulawski, 2019).

Job burnout is described here as a consequence of con-
stant exposure to work-related stress caused by high job 
requirements and insufficient job resources and consists of 
two fundamental dimensions exhaustion and disengage-
ment from work (Demerouti et al., 2014). Exhaustion is 
described as a response to the intense physical, affective, 
and cognitive strain due to increased exposure to specif-
ic demands at work. Disengagement involves distancing 
oneself from work and developing a negative attitude 
regarding the work context due to the inadequacy in the 
job resources (Demerouti et al., 2001). Job burnout has 
been associated with various adverse individual and or-
ganizational outcomes. For instance, burnout employees 
have a higher intention to leave their jobs (Maslach et al., 
2001; Vaamonde et al., 2018; Wen et al., 2020), absentee-
ism (Dyrbye et al., 2019; Lubbadeh, 2020), job attitudes 
(Laschinger & Fida, 2014), lower task and contextual job 
performance (Bakker et al., 2004; Demerouti et al., 2014), 
and counterproductive work behavior (CWB) (Ugwu et 
al., 2017; Makhdoom et al., 2019). Job burnout dimen-
sions were also linked with numerous health and mental 
problems such as headaches, cardiovascular problems, in-
somnia, and depression (Armon, 2009; Leiter et al., 2013).

Accordingly, job burnout may influence the organiza-
tional outcomes negatively by counterproductive work be-
haviors (CWB) - refers to “voluntary behavior that harms 
the well-being of the organization.” (Rotundo & Sackett, 
2002, p. 69). Damaging an organization’s property, with-
drawal, gossiping, complaining, insulting others, harassing 
behaviors, and theft are examples of CWB. These behav-
iors are damaging to the organization either by impacting 
its activity or assets directly or negatively influencing the 
employees in ways that decrease their efficacy. Counter-
productive work behaviors have substantial financial con-
sequences for the organizations; according to Bennett and 
Robinson (2000), 33% to 75% of all U.S. employees have 
been involved in different forms of Workplace deviance 
behaviors. Additionally, the predicted cost of CWB for 
organizations exceeds $1 trillion distributed on deviation 
behaviors such as theft, violence in the workplace, and 
fraudulent activities (Banks et al., 2012; Smoktunowicz et 
al., 2015). CWB is not only costly for the organizations, 
but further has various adverse outcomes for employees. 
For example, employees who are a victim of CWB (e.g., 
bullying and harassment) can lead to reduced job satisfac-
tion, prolonged stress, and quitting intentions, among oth-
ers  (Berry et al., 2012). Considering such high costs, both 
for organizations and workers, it is crucial for company 
leaders to consider and anticipate who is most likely to 
participate in such behavior (Cohen, 2016).

In light of this, the main objectives of the present study 
are to investigate the relationship between job burnout and 
counterproductive work behavior (CWB) among bank 
employees by analyzing their opinions. The research also 
explored several determinants, such as gender, age, marital 
status, and education, and their influences on the relation-
ship between job burnout and CWB. This study presents 
research contributions in various fundamental ways. First, 
this investigation continues previous research on the rela-
tionship between job burnout and CWB. Second, despite 
the presence of vast literature on job burnout and CWB, 
these relationships have not been examined much in the 
banking sector. Therefore, examining these relationships 
may increase managerial awareness of the causes of job 
burnout, CWB, and its negative impact on organizations 
and individuals, as well as to advance prevention and 
protection strategies. Third, in the study, job burnout and 
CWB were studied in the Jordanian setting, which is rarely 
examined. It is necessary to investigate job burnout and 
CWB in different contexts to see whether the indicators 
of this behavior act in other societies differently. Finally, 
the current study by examining job burnout and its rela-
tionship to the CWB of the front office officers in Jordan’s 
banking sector contributes to the field of HRM. 

The rest of the article is displayed as follows. Chapter 2 
outlines the literature review, whereas Chapter 3 describes 
the research hypothesis.  In Chapter 4, the study meth-
odology is specified, while Chapter 5 displays the study 
results—finally, Chapter 6 closing the paper with a Con-
clusion, contribution, and possible future research studies.

2 Literature Review

2.1 Theoretical overview

CWB is an essential subject to study because it carries 
negative implications and consequences for organizations 
and employees themselves (Banks et al., 2012). For ex-
ample, deviant work behaviors destabilize the organiza-
tion’s internal performance and create high costs due to 
lost productivity. These behaviors may also directly affect 
employee performance evaluation and career development 
(De Clercq et al., 2019). CWB is composed of intentional 
behavior displayed by employees intended to harm organ-
izations and their stakeholders (e.g., customers, co-work-
ers, and supervisors) (Spector & Fox, 2005). Sackett and 
DeVore (2002) describe CWB as deliberate behavior by 
an organization member, which the organization deems 
to be contrary to its legitimate interests. CWB has been 
abstracted in several ways, such as aggression (Spector et 
al., 2006) and workplace deviance (Robinson & Bennett, 
1995). Deviance is a distinct form of CWB; Robinson and 
Bennett (1995) defined it as “voluntary behavior that vi-
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olates significant organizational norms and, in so doing, 
threatens the well-being of an organization, its members, 
or both.”(p 556).  Bennett and Robinson (2000) distin-
guished between two types of deviance, organizational 
deviance directed at the organization (e.g., withholding 
effort) while the other interpersonal deviance is directed 
at individuals working in the organization (e.g., behaving 
indecently toward co-workers).

The stressor-emotion model of CWB (Spector & Fox, 
2005) may be used to illustrate the process that contributes 
to CWB. The model suggests that stressful work conditions 
may provoke the employees’ negative feelings and their 
perception of limited control over the situation, which in 
turn contributes to CWB. According to their model, CWB 
reflects the employees’ responses to a stressful work envi-
ronment as a way to deal with the impediment arising from 
work. In support of this line of thinking, using the bank 
employees as a case (Cruz-Santiago et al., 2020) affirmed 
that employees working in the banking sector experience 
stress, overburdened, work routine, and disappointment 
with their work creating emotional, and physical strain 
which can lead to job burnout. In fact, there is much litera-
ture indicating how stressful and challenging is that work-
ing in the banking sector can be. For example, working in 
the banking sector has the distinction of being one of the 
most challenging and demanding business environments, 
with excessive work-load, ambiguity, unattainable job re-
sources, and constant contact with clients (Giorgi et al., 
2017; Rehman et al., 2015; Socorro et al., 2016). These 
make the banking sector workers more susceptible to job 
burnout’s adverse influence and, by extension, CWB.

The Job Demand-Resources (JD-R) model (Demerou-
ti et al., 2001) can illustrate how job burnout can lead to 
CWB. The (JD-R) model assumes that job characteristics 
can be classified into two classes (job demands and job 
resources) associated with job burnout dimensions ex-
haustion and disengagement. Job demands refer to work 
factors such as (physical work-load, time pressure, and re-
cipient interaction) that require constant energy from the 
employee; hence, if the job demands are remarkably high 
or inadequately designed could point to the exhaustion di-
mension. Conversely, job resources associate with factors 
such as (rewards, safety at work, career opportunities, and 
support), which are required to deal with job demands, 
the absence of job resources could point to job burnout’s 
disengagement dimension (Demerouti et al., 2001, 2005). 
Based on the JD-R model, we reason that high job require-
ments accompanied by a scarcity of work resources can 
strengthen the employees’ exhaustion and disengagement, 
which produces the necessary levels of fatigue and with-
drawal for CWB to develop.

2.2 Job Burnout and CWB

The intriguing relationship between job burnout and 
counterproductive work behavior (CWB) has been ex-
plored in various occupational groups, and different expla-
nations for the relationship were advanced. For example, 
Mulki, Jaramillo, and Locander (2006) found that emo-
tionally exhausted employees become less satisfied with 
their jobs and become less devoted to the organization, 
which leads to deviant behaviors. However, the research-
ers only investigated the relationship between emotional 
exhaustion and workplace deviance. In comparison, Liang 
and Hsieh (2007) investigated the relationship between 
job burnout and workplace deviance behavior (as part of 
the work performance) of 303 Taiwanese flight attendants. 
The authors hypothesized a positive relationship between 
the job burnout dimensions (emotional exhaustion, dep-
ersonalization, reduced personal accomplishment) and 
workplace deviance. The study found that only job burnout 
dimensions depersonalization was a significant predictor 
of deviant behavior in the workplace. That being said, the 
researchers observed no meaningful relationship between 
the other two dimensions of job burnout and the employ-
ees’ deviant behavior. The authors argued that a lack of 
emotional resources and high emotional demands at work 
could lead to emotional exhaustion then depersonalization, 
which may lead to deviant behavior in the workplace. In 
a comparable study that examined the relationship be-
tween job burnout and CWB (Bolton et al., 2011) found 
that employees who reported being depersonalized were 
more prone to display CWB. However, they explained that 
exhausting the employee’s emotional resources could lead 
to an increase in his sense of depersonalization, which in 
turn leads to an increased probability of the employee to 
participate in behaviors that harm the organization. 

Banks et al. (2012) explore the relationship between 
emotional exhaustion and CWB targeted at the individual 
(CWB-I) and the organization (CWB-O) among a sample 
of bank employees working in South Korea. The study re-
ported a significant positive relationship between emotion-
al exhaustion and CWB through a decline in the employ-
ees’ commitment toward the organization. The authors 
note that employees’ attitudes and expectations directly 
impact their behaviors rather than job stressors and per-
sonal strains. Employees become emotionally exhausted, 
their exchange with the organization becomes less favora-
ble, and they are more likely to lower their overall lev-
els of commitment, which can increase CWB. Moreover, 
Uchenna (2013) examined the significance of perceived 
organizational support, job burnout, and age on counter-
productive work activity between employees employed 
in the hospitality and healthcare sectors. The study found 
that there was a significant negative relationship between 
perceived organizational support and CWB. The study 
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also conveyed that employees who reported job burnout 
demonstrated a higher tendency to participate in counter-
productive work behavior than employees who did not re-
port job burnout. The study as well found that age has no 
significant influence on displaying CWB between employ-
ees. The results indicate that employees were more will-
ing to display harmful behaviors if they realized that the 
support they received from the organization was limited. 
In contrast, when the employees perceive that the organi-
zation’s support is favorable and discretionary, they were 
less prone to engage in CWBs (Uchenna, 2013).

In their study, Smoktunowicz et al. (2015) examined 
the relationship between job burnout two dimensions (ex-
haustion and disengagement) and CWB among 607 police 
officers using the job demands, control, support model, 
and the conservation of resources model (COR). The study 
found that job burnout moderates the relationship between 
job demands and CWB. However, they explained that the 
relationship between job burnout and deviant behavior 
might be based on the chain reactions from job demands to 
CWBs. High job demands in the workplace may limit the 
employees’ job resources and lead to exhaustion and dis-
engagement from work. In response, the employees may 
channel their work hours to CWBs rather than behaviors 
that follow the organization’s interest in maintaining their 
resources.

With respect to healthcare professionals, Ugwu et al. 
(2017) investigated the relationship between job burnout 
and CWB among 401 nurses working in several hospitals 
in Nigeria. The uniqueness of this study is that it found 
a relationship between the three job burnout dimensions 
(emotional exhaustion, depersonalization, and personal 
accomplishment) and counterproductive work behavior. 
The authors concluded that stressful work environments 
with long hours of work could deplete nurses’ emotional 
resources and lead them to experience disconnection from 
their work and patients, thus increasing CWB opportuni-
ties. In their research, Shkoler and Tziner (2017) found 
in a sample drawing from different sectors that burning 
out employees engage in more misbehavior (WMBs) as 
coping mechanisms for developing a sense of emotional 
stability subjugating negative feelings at work. More re-
cently, Lebrón et al. (2018) found that employees who de-
scribed being emotionally exhausted were more likely to 
display organizational deviance behavior. According to the 
authors, emotionally depleted employees may think that 
they do not receive adequate compensation for their work. 
As a consequence, they may try to rectify the situation by 
engaging in organizational deviations.

In a related study that investigated the relationship 
between job burnout and different forms of CWB (with-
drawal, abuse, and sabotage), Makhdoom, Atta, and Malik 
(2019) found that reduced personal accomplishment and 
depersonalization significantly predict withdrawal and 

sabotage. However, the researchers found that emotional 
exhaustion was not a significant predictor of sabotage and 
withdrawal. The researcher justifies these results based on 
the suggestion of Maslach et al. (2001) that emotional ex-
haustion is more related to the social conflict that might 
result in abuse instead of the lack of resources that might 
result in sabotaging the organization’s assets.

 The majority of the previous studies that investigated 
the relationship between job burnout and CWB focused on 
different occupations. Nevertheless, studies among bank 
employees are limited in general and, expressly, in the Jor-
danian context. 

Job burnout and CWB dramatically influence the type 
of work in which the employee is involved. The relation-
ship between job burnout and CWB is substantial. Overall, 
job burnout can lead to a higher tendency by the employ-
ees to engage in CWBs.

3 Research hypotheses

According to the hypothetical ground, the following 
research hypotheses were formulated. Hypothesis H1 was 
formed according to the Job Demand Resources Frame-
work (JD-R) (Demerouti et al., 2001), in which high job 
requirements followed by lack of labor resources can lead 
to intense employees’ exhaustion and disengagement from 
work, which could create the necessary environment for 
CWB to develop.

• H1: There is a statistically significant relationship be-
tween job burnout and counterproductive work behavior 
among Jordanian bank employees.

Hypotheses H2, H3, H4, H5 were formed based on the 
findings of Amigo et al. (2014), who stated that age and 
gender are essential influencer factors in job burnout and 
the results of Tarcan et al. (2017 ) who affirmed that educa-
tion, marital status, and occupation affect job burnout. The 
results of  Cruz-Santiago et al. (2020) showed that gender 
affects job burnout. According to Bolton et al. (2011), gen-
der and age are significant factors regarding CWB. Ugwu 
et al. (2017) summarized that gender and age are influenc-
ing predictors of CWB. The findings of De Clercq et al. 
(2019) who reported that female employees are less likely 
to engage in CWB than their male counterparts.

• H2: There will be a statistically significant infl
 ence of gender on job burnout and CWB.
• H3: There will be a statistically significant infl
 ence of age on job burnout and CWB.
• H4: There will be a statistically significant infl
 ence of marital status on job burnout and CWB.
• H5: There will be a statistically significant infl
 ence of education on job burnout and CWB.
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4 Methodology

4.1 Participants and Procedures 

Participants in the study consisted of frontline bank 
employees working in different commercial banks oper-
ating in Jordan. Participants were confined to front office 
employees of the banks that interact instantly with custom-
ers in their jobs. Therefore, the sample includes employees 
who were in the front office, in charge of customer ser-
vices, sales, and money exchange services (tellers). Banks 
were chosen based on two criteria, the first of which is the 
number of employees (more than 100 employees); accord-
ingly, 17 banks were targeted in the Kingdom of Jordan. 
The second criterion was the bank’s approval of distribut-
ing the questionnaire among the employees; thus, seven of 
the 17 banks agreed to participate in the field survey. This 
study used a convenience sampling technique to collect the 
data. Therefore, the final sample for the data analysis fea-
tured 307 bank employees (n=307).

Participants in the study were invited through bank 
representatives or by e-mail, or by visiting different bank 
branches. The data have been finalized without missing 
data incidence. A link to an online survey was provided to 
the prospective study participants in several commercial 
banks operating in Jordan (including Jordanian and for-
eign commercial banks). 

The survey consisted of the demographics (gender, 
age, gender, age, marital status, and educational levels), 
job burnout, and CWB (IWQP). Bank employees ex-
pressed their consent to participate in the study by com-
pleting the questionnaire. The research was voluntary, and 
participants were not offered compensations.  Data were 
collected as part of an ongoing Ph.D. dissertation at the 
University of Pécs. The data were collected during the 
emergency state in Jordan related to (COVID-19) and took 
around three weeks from the beginning of May until the 
beginning of June 2020. 

The study sample was approximately equal concerning 
gender 157 (51.1%) of whom were male, and 150 (48.3%) 
of whom were female, while 131 (42.7%) were single, 145 
(47.2%) were married, and only 31 (10.1%) were divorced. 
The minimum working experience in the current bank was 
1, with a maximum of 25 years (M=6.5, SD=4.8). All of 
the participants in the study were well educated; 14 (4.6%) 
of the respondents are holding a diploma degree, 204 
(66.4%) with a bachelor’s degree, and 75 (24.4%) of the 
participants holding a master’s degree. Additionally, there 
were 14 (4.6%) employees with a Ph.D. Concerning the 
age groups, 184 (59.9%) of the participants were in the age 
group 20-34 (young), 96 (31.3%) were in the age group 
35-49 (middle-aged), and 27 (8.8%) were aging (50 and 
older).

4.2 Measures

In order to assess job burnout and counterproductive 
work behavior, pre-existing, and validated measures were 
used. The survey also comprised questions about demo-
graphics (gender, age, marital status, and educational lev-
els).

Job burnout was assessed using the Oldenburg Burn-
out Inventory (OLBI) English version (Demerouti et al., 
2003, 2010). The instrument consists of two subscales, 
exhaustion and disengagement; each subscale consists of 
four questions worded positively and four questions word-
ed negatively. Exhaustion was measured with eight items 
(e.g., after working, I have enough energy for my leisure 
activities), reversed items (e.g., There are days when I feel 
tired before I arrive at work). Disengagement was meas-
ured with eight items (e.g., I find my work to be a positive 
challenge), reversed items (e.g., Lately, I tend to think less 
at work and do my job almost mechanically). Response 
to the 16 items instrument is provided using a four-point 
scale, ranging from 1 to 4 (Strongly agree to strongly dis-
agree). 

The construct convergent validity of the (OLBI) has 
been confirmed in previous validation studies in various 
countries and professions   (Halbesleben & Demerouti, 
2005; Al-Asadi et al., 2018). These investigations certain-
ly proved that the structure of two factors (exhaustion and 
disengagement) as the underlying factors fits better with 
different occupational groups’ data than alternative factor 
structures. The variables’ internal consistencies were sat-
isfactory for exhaustion (Cronbach’s alpha =0.731) and 
disengagement (Cronbach’s alpha =0.730). For computing 
the average score for each of the two subscales, the nega-
tive items were reversed when necessary so that the higher 
score indicates more exhaustion or disengagement. In fur-
ther analysis, we used the average scores. 

Counterproductive work behaviors (CWB)- was 
measured via a five-item scale developed by (Koopmans, 
2015; Koopmans et al., 2016) (The Individual Work Per-
formance Questionnaire (IWQP)) English version. The 
five-item scale measures counterproductive work behavior 
aimed at the personal and the organizational levels (e.g., 
I focused on the negative aspects of situation at work in-
stead of the positive aspects). The scale had a recall peri-
od of 3 months, and participants answered each item on a 
five-point scale (0 = never, 1= seldom, 2=sometimes, 3= 
quite often, 4= often). The construct validity and reliability 
of the (IWQP) were also established in earlier validation 
studies in various countries and professions (Koopmans 
et al., 2016; Jakada et al., 2020). The internal consistency 
of the CWB was excellent (Cronbach’s alpha =0.85). The 
means of the counterproductive work behavior scale can 
be calculated by summing the scores on the scale items 
and dividing the total by the number of items in the scale, 
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higher scores indicating higher counterproductive work 
behavior (Koopmans, 2015). We used the average scores 
of the scale in the analysis. The scale items for all variables 
are presented in the Appendix.

4.3 Data analysis 

The data were analyzed using the Statistical Package 
for Social Science (IBM-SPSS) version 25.0. The data 
obtained from the questionnaires were first transformed 
to excel and codded, then transformed into the SPSS 
program; significance tests of the difference between the 
means of the groups and the necessary descriptive statistics 
were performed to verify alignment with the study’s aims. 
Additionally, the Pearson correlation (r) test was used to 
ascertain the correlation between studied constructs. The 
parametric t-test was used to test hypothesis H2 regarding 
the influence of gender on job burnout and CWB levels. 
The parametric one-way ANOVA and the Bonferroni post 
hoc test was used to test hypothesis H3 – H5 about the 
influence of age, marital status, and education on job burn-
out and CWB levels. A hierarchal regression (with gender, 
age, marital status, and education entered as control varia-

bles) was used to test hypothesis H1 about the relationship 
between job burnout and CWB.

5 Results

A preliminary examination was carried to assure no vi-
olation of the assumption of normality; the study variables 
were normally distributed according to the examination of 
histograms and Skewness and kurtosis values falling with-
in the acceptable range of ±1.0. Also, no potential multi-
variate outliers were identified based on the analysis of the 
Mahalanobis distances.

Table 1 presents a summary of descriptive statistics for 
the variables and their correlations. The level of exhaus-
tion was (2.60), disengagement (2.62), and counterproduc-
tive work behavior (1.97) across the sample. All constructs 
were positively intercorrelated (job burnout and CWB). 
It is observed that there a significant positive correlation 
between the two dimensions of job burnout. The two job 
burnout dimensions: exhaustion and disengagement, were 
significantly and positively correlated with the bank em-
ployees’ counterproductive work behavior (CWB).

Table 1: The Summary of Descriptive Statistics & Correlations, N=307

Variable M SD 1 2 3

1. Exhaustion 2.60 0.52 1

2. Disengagement 2.62 0.57 0.731** 1

3. CWB 1.97 1.01 0.473** 0.456** 1

Note: N=307, ** p < 0.01 (two-tailed)

Table 2: Job burnout and counterproductive work behavior according to gender

Note: N=307. Gender was coded 0=male, 1=female. *p <0.05 (two-tailed).

Job burnout and CWB Gender n M SD t p

Exhaustion Male 157 2.54 0.49 -1.937 0.54

Female 150 2.66 0.58

Disengagement Male 157 2.55 0.50 -2.043 0.043*

Female 150 2.68 0.60

CWB Male 157 1.978 0.91 0.020 0.984

Female 150 1.976 1.09
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Table 2 shows the comparison of job burnout and 
counterproductive work behavior based on gender. The 
disengagement dimension of job burnout had a significant 
difference between males and females employees. In terms 
of disengagement, the average burnout scores for female 
bank workers were more prominent than those of their 
male peers. Moreover, the average score of females was 
higher than their male peers in counterproductive work be-
havior. However, gender differences in counterproductive 
behavior scores were not statistically significant. There-
fore, we concluded that while gender influences burnout 
levels, it does not substantially influence counterproduc-
tive work behavior levels. Based on the results, H2: There 
will be a statistically significant influence of gender on job 
burnout, and CWB can only be partially confirmed.

Table 3 presents the comparison of job burnout and 
counterproductive work behavior by age. Although ex-
haustion dimension scores differ significantly depending 

on age, in contrast, disengagement scores were not sig-
nificantly affected by age. The exhaustion score among 
the aging group was higher than the score for the young 
and middle-aged groups. We also note that the exhaustion 
scores increases with the increase in the age group. Simi-
larly to the Exhaustion score results, the counterproductive 
work behavior scores were statistically significant, and the 
CWB scores among the aging group were higher than the 
score of the other two groups. The post hoc test indicates, 
the aging group (50 years and older) showed higher ex-
haustion than the young age and the middle age groups. 
Concerning CWB, the aging group showed higher CWB 
than the young and the middle age groups. We have ac-
cordingly reasoned that age is an essential factor that influ-
enced both exhaustion and CWB. Based on the results, the 
hypothesis H3: that there will be a statistically significant 
influence of age on job burnout and CWB, can only be 
partially confirmed.

Table 3: Job burnout and counterproductive work behavior based on age

Job burnout and CWB Age n Mean SD F p

Exhaustion 20-34 years 184 2.55 0.51 4.412 0.013*

35-49 years 96 2.60 0.51

50 years and older 27 2.88 0.60

Disengagement 20-34 years 184 2.57 0.56 2.854 0.059

35-49 years 96 2.65 0.56

50 years and older 27 2.83 0.65

CWB 20-34 years 184 1.93 1.04 6.712 0.001*

35-49 years 96 1.88 0.89

50 years and older 27 1.97 1.08
Note: Age was coded 0= 20-34 years, 1=35-49 years, 2= 50 years and older. *p <0.05

Table 4: Job burnout and counterproductive work behavior based on marital status

Job burnout and CWB Marital status n M SD F p

Exhaustion Single 131 2.50 0.532 6.029 0.003*

Married 145 2.63 0.531

Divorced 31 2.85 0.571

Disengagement Single 131 2.55 0.513 3.004 0.051

Married 145 2.64 0.559

Divorced 31 2.81 0.680

CWB Single 131 1.89 0.982 7.513 0.001*

Married 145 1.91 0.981

Divorced 31 2.62 0.992

Note: Marital status was coded 0= Single, 1= Married, 2= Divorced. *p <0.05.
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A comparison of job burnout and counterproductive 
behavior based on marital status are presented in Table 4. 
There was a significant variation between marital status and 
the exhaustion dimension, while the disengagement scores 
did not significantly differ according to marital status. Job 
burnout scores among divorced employees were higher 
than those for single and married employees concerning 
burnout’s exhaustion dimension. Similarly, the differences 
in the counterproductive work behavior scores according 
to marital status were also statistically significant, and the 
CWB scores among divorced employees were higher than 
the scores for their co-workers. The post hoc test indicates 
that divorced employees score higher on the exhaustion 
scale than single employees. With respect to counterpro-
ductive work behavior, divorced employees score higher 
on the CWB than married and unmarried employees. Thus, 
we can infer that marital status was a significant variable as 
it influenced exhaustion and CWB. H4: stating that there 
will be a statistically significant influence of marital status 
on job burnout, and CWB has been partially confirmed.

The results of the comparison of job burnout and coun-

terproductive work behavior, according to educational lev-
els, are displayed in Table 5. The findings indicate that the 
level of education significantly influences job burnout and 
CWB. Job burnout scores of bank employees with a Ph.D. 
degree were higher than the other employees. Notably, we 
can see that as the educational attainment increased, the 
scores of exhaustion and disengagement also increased. 
According to education levels, the differences in exhaus-
tion and disengagement were statistically significant. 
There were also substantial differences in CWB scores for 
educational status. The post hoc analysis results showed 
that employees with bachelor’s degrees were less affect-
ed by exhaustion than the employees with master’s and 
Ph.D. degrees. Also, employees with bachelor’s degrees 
exhibit less disengagement than the employees with mas-
ter’s and Ph.D. degrees. Concerning the CWB, employees 
with Ph.D. degrees display more deviant behavior at work 
than the employees with bachelor’s and master’s degrees. 
Therefore, hypothesis H4 that there will be a statistically 
significant influence of education on job burnout and CWB 
is fully supported.

Table 5: Job burnout and counterproductive work behavior based on educational levels

Job burnout and 
CWB

Diploma (n=14) Bachelor degree 
(n=204)

Master degree 
(n=75)

PhD degree 
(n=14)

F p

Mean SD Mean SD Mean SD Mean SD

Exhaustion 2.56 0.43 2.51 0.52 2.77 0.52 3.03 0.69 7.756 0.000*

Disengagement 2.53 0.62 2.54 0.50 2.77 0.61 3.00 0.68 5.402 0.001*

CWB 2.24 1.02 1.82 0.96 2.16 0.99 2.95 0.89 7.695 0.000*
Note. Educational levels was coded 0= Diploma, 1= Bachelor, 2= Master, PhD=3, *p <0.05.

The hierarchical regression model was used, where 
the dependent variable was CWB, while the explanatory 
variables included in the model were job burnout dimen-
sions (exhaustion, disengagement). In the analyses, con-
trol variables, including gender, age, marital status, and 
education, were inscribed in Step 1. The two dimensions 
of job burnout were entered at Step 2 together rather than 
entered step by step. The results are presented in Table 6.  
The regression results showed that the overall regression 
model significantly predicted CWB, [F (6,300) = 17.181, p 
< 0.001], and that over 26% of the variance of a dependent 
variable is explained by the regression model (R square = 
0.263). The values of the variance inflation factor (VIF) 
were below 2, and the tolerance values were above 0.10, 
which indicates that there was no concern regarding the 
multicollinearity in the regression model (Kleinbaum et 
al., 1988).

In the first step, the sociodemographic variables: gen-
der, age, marital status, and education have entered; the 

variables jointly accounted for 5.6% variance in CWB 
with only marital status (β = 0.140, p ˂  0.05) and education 
(β = 0.185, p ˂ 0.001) emerged as a significant predictor 
of CWB. After controlling the sociodemographic variables 
and introducing exhaustion and disengagement into the 
regression equation (step 2), the amount of variance ex-
plained increased significantly [R squared change =0.207, 
p ˂ 0.001]. Results also reveal that the impact of exhaus-
tion on the employees’ CWB is, as expected, positive. The 
higher the exhaustion, the higher on average, the employ-
ees’ CWB; the impact is significant (β = 0.278, p ˂ 0.001). 
The disengagement dimension of job burnout also proved 
to have a significant and positive impact on employees’ 
CWB (β = 0.236, p ˂ 0.01); employees who perceive a 
higher level of disengagement are more likely to engage 
in CWB behavior at work. Overall, hypothesis H1, which 
stated that there is a statistically significant relationship 
between job burnout and counterproductive work behavior 
among Jordanian bank employees, was supported.
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Table 6: Hierarchical Regression Analysis results

Step 1 Step 2

B SE t B SE t

Constant 1.467 0.150 9.802*** -0.621 0.263 -2.357***

Sociodemographic 

1. Gender -0.014 .112 -.127 -.125 0.100 -1.244

2. Age -0.028 .111 -.249 0.003 0.099 0.030

3. Marital status 0.216 .104 2.085* .093 0.093 0.999

4. Education 0.298 .099 3.024** 0.111 0.090 1.240

Main effects

5. Exhaustion 0.513 0.136 3.759***

6. Disengagement 0.426 0.131 3.243**

F 4.442** (4,302) 17.818***(6,300)

F change 4.442 ** (4,302) 42.150***(2,300)

R2 0.056** 0.263***

∆R2 0.056** 0.207***

Adj. R2 0.043** 0.248***

Note. N=307, *p <0.05, **p <0.01, ***p <0.001.

6 Discussion and conclusion

This current study investigating the relationship be-
tween job burnout and counterproductive work behavior in 
Jordan’s banking sector is of considerable significance be-
cause, firstly, the banking sector is one of the most signifi-
cant sectors in Jordan and contributes largely to its econo-
my. Moreover, the number of studies that investigated the 
relationship between job burnout and CWB with respect to 
bank employees is limited, where the majority focused on 
human service employees. 

To begin with, the study results indicate that bank em-
ployees are suffering from job burnout and high levels of 
counterproductive work behavior. We also notice that job 
burnout and CWB are influenced by age, marital status, 
and education levels, but CWB is not significantly affected 
by gender.

The study shows that there are significant gender dif-
ferences in job burnout (disengagement) levels. Female 
employees experience higher disengagement levels than 
their male co-workers, as reported in previous studies 
(Lackritz, 2004; Amigo et al., 2014; Tarcan et al., 2017). 
One explanation that can be devoted to this result is that 
in Jordanian society, women are still performing the ma-
jority of housework in addition to their job requirements, 
which may direct to an increased sense of job burnout. In 
comparison, no significant gender-based differences in 

CWB levels, which indicate that bank employees engage 
in counterproductive work behaviors regardless of gender, 
which consists of (Baysal et al., 2020), who stated that the 
gender variable does not create a variation in CWB. Unlike 
the results of the present study  (Ugwu et al., 2017) report-
ed that gender negatively predicts CWB and the outcomes 
of (De Clercq et al., 2019), who noted that male employ-
ees are more prone to take part in CWB than their female 
co-workers. 

Concerning age, the results show that exhaustion lev-
els significantly vary according to age. With respect to 
exhaustion, employees in the aging group (50 years and 
older) experience more exhaustion than the other two 
groups; this finding corroborates similar results from prior 
studies (Ahola et al., 2006; Lindblom et al., 2006; Llorent 
& Ruiz-Calzado, 2016; Rožman et al., 2019). This may be 
because older employees face higher job demands and re-
sponsibilities; also, boredom can play a considerable role 
over time. Similarly, the CWB scores were significantly 
vary based on age; older employees are more likely to 
participate in CWB than the other two age groups. This is 
inconsistent with the results of (Peng, 2012; Ugwu et al., 
2017), which observed that older employees are less likely 
to engage in CWB.

In contrast, (González-Navarro et al., 2018; Ying & 
Cohen, 2018) found no differences in CWB based on age; 
young and old employees display equal chances to en-
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gage in deviant behavior. This might be because most of 
the training programs usually target younger employees, 
making the older employees feel that the organization ne-
glects them. Besides, the banking sector framework has 
experienced profound shifts (e.g., online banking), which 
led to intensifying the competition between young and old-
er employees. Another possible explanation is that when 
approaching retirement age, employees begin to develop a 
feeling that there is nothing to lose compared to younger 
employees and the difficulty in finding jobs.

The present study also highlights significant marital 
status differences in the exhaustion dimension of job burn-
out; single employees’ manifest lower levels of exhaustion 
than divorced co-workers, which consistent with the re-
sults of  (Ahola et al., 2006) and partially with the results 
of (Llorent & Ruiz-Calzado, 2016) who observed that only 
depersonalization levels differ significantly according to 
marital status. Contrary to the current study results ( Wu 
et al., 2019; Mahmoudi et al., 2020) reported that mari-
tal status does not affect job burnout. Also, CWB scores 
significantly differ based on marital status; divorced em-
ployees are more likely to display deviant behavior than 
those married and single co-workers. This is incompatible 
with (Baysal et al., 2020), who stated that the marital status 
variable does not create a variation in CWB. 

With respect to education level, we found that educa-
tion levels significantly influence job burnout and coun-
terproductive work behavior. The results show that as ed-
ucational achievement advances, so does job burnout and 
CWB. Therefore future studies on the relationship should 
consider the educations levels of the employees.

The hierarchical regression analysis results revealed 
that job burnout has a significant positive impact on CWB 
among the frontline employees in the Jordanian banking 
industry. More specifically, the results show that the two 
job burnout dimensions, exhaustion, and disengagement, 
contribute significantly and positively to CWB among the 
employees. Job burnout dimensions alone responsible for 
at least 20.7% of the variation in CWB of the bank em-
ployees. 

The result of the current study supported with previous 
findings of (Ugwu et al., 2017), who reported a positive 
relationship between job burnout and CWB among nurs-
es, (Banks et al., 2012) also found a positive association 
between job burnout and CWB among bank employees, 
(Cohen & Diamant, 2017; Makhdoom et al., 2019) among 
teachers and ( Liang & Hsieh, 2007; Shkoler & Tziner, 
2017; Lebrón et al., 2018) across occupations. The results 
partially supported the findings ( Liang & Hsieh, 2007; 
Bolton et al., 2011), who reported a positive relationship 
between only depersonalization and CWB. One expla-
nation for the positive relationship may be related to the 
fact that bank employees in Jordan experience stress as a 
result of long working hours, extensive contact with var-
ious types of clients, high job demands, and competition 

between the employees. Also, the employee’s salary and 
the annual evaluation depend on the monthly target, a state 
that can overburden and consume them (Particularly for 
customer service employees, tellers, and branch manag-
ers). Therefore, the stress-inducing work environment can 
extend the means to evoke the feeling of exhaustion and 
disengagement and, thus, lead to deviant work behaviors. 

Additionally, the exhaustion caused by employees’ ex-
cessive work-load can drive them to feel indifferent about 
their customers and work. Exhaustion and disengagement 
can increase the chances of deviant work behavior, for ex-
ample, complaining about work tasks, creating problems, 
talking about work inside and outside the workplace, and 
concentrating on cynical aspects of work, especially in 
the recent period where the banking sector was among the 
sectors that continued to operate during the quarantine pe-
riod and the spread of coronavirus in Jordan. The study 
results indicate that the relationship between job burnout 
and work outcomes (CWB) should be taken into more con-
sideration by the banking industry. 

Accordingly, our study has several implications. Banks 
that wish their workers not to participate in deviant be-
havior should ensure that employees’ work demands do 
not overstretch and deplete their resources. The bank man-
agement, along with the human resources department, 
could utilize burnout intervention strategies concentrated 
on changing the organization (Organizational-level inter-
vention) (Lubbadeh, 2020), which focuses on reducing 
the mismatch between the employees and the organization 
(e.g., overload, fairness, role ambiguity) and stressor at the 
workplace, or individual-level strategies that improve the 
employees’ ability to manage and cope with the workplace 
stressor. For example, strategies geared towards develop-
ing the employees’ psychological capital (PsyCap) and 
emotional intelligence can provide the employees with the 
necessary skills to cope with work stress and abilities to 
effectively manage their emotions and behaviors (Dart-
ey-baah et al., 2020). Human resource managers in banks 
should also perform and design practical training and 
coaching procedures to promote employees’ mental and 
physical health; in addition, organizing more out of work 
activities (e.g., sporting events, annual party) to increase 
the employee’s feelings of belonging to the organization.

The present investigation has some limitations that 
should be recognized. All study participants were em-
ployees of commercial banks in Jordan, and the study did 
not include employees of Islamic banks. Data have been 
collected mainly by self-reporting instruments that could 
induce common method bias. Furthermore, data were col-
lected during the outbreak of the Coronavirus (COVID-19) 
and State of emergency in Jordan, which could have influ-
enced the participants’ responses because they were those 
who continued their work during this period.

Further studies are needed to explore better the rela-
tionship between job burnout and counterproductive work 
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behavior. It would be interesting to carry on a comparative 
examination between the employees working in commer-
cial and Islamic banks or comparison at the internation-
al level. A longitudinal design study for future research 
would contribute to explaining the relationships between 
job burnout and CWB. Future research should also com-
pare the link using different burnout inventory, such as 
MBI-GS and the Burnout Measure (BM.). Future research 
should also examine the result of the study after the end of 
the pandemic.
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Izgorelost na delu in kontraproduktivno delovno vedenje zaposlenih v jordanski banki

Ozadje / namen: Raziskali smo razmerje med izgorelostjo na delovnem mestu in kontraproduktivnim delovnim ve-
denjem (CWB) med 307 zaposlenimi iz različnih bank v Jordaniji. Proučili smo tudi stopnje izgorelosti in CWB glede 
na spol, starost, zakonski stan in izobrazbo.
Metodologija: Za zbiranje podatkov smo uporabili metoda priročnega vzorčenja za anketiranje zaposlenih v prvih 
bankah. Za zbiranje podatkov so uporabili lestvico Oldenburg (OLBI), ki ocenjuje izčrpanost in izključenost, in le-
stvico CWB iz vprašalnika za individualno delovno uspešnost (IWPQ). Podatki so bili analizirani z uporabo paketa 
SPSS 25.0.
Rezultati: Študija je pokazala, da obstaja pomembna pozitivna povezava med dvema dimenzijama izgorelosti dela 
in CWB. Raziskava tudi kaže, da starost, izobrazba in zakonski stan vplivajo tako na izgorelost službe kot na CWB. 
Pokazalo pa se je, da spol pomembno vpliva le na dimenzijo »ne-angažiranost« na delovnem mestu. Poleg tega 
študija kaže, da sta izčrpanost in neangažiranost ključna napovednika, ki vplivata na CWB.
Zaključek: Glede na naše rezultate, pojav izgorelosti na delovnem mestu lahko povzroči deviantno vedenje na 
delovnem mestu.

Ključne besede: Izgorelost na delu, izčrpanost, Kontraproduktivno delovno vedenje, Zaposleni v bankah, OLBI.

Appendix A. List of Measurement Items: Supply Chain Dynamic Capabilities

The Oldenburg Burnout Inventory (OLBI)
Disengagement items  
D1: “I always find new and interesting aspects in my work.”
D2: “I find my work to be a positive challenge.”
D3: “This is the only type of work that I can imagine myself doing.”
D4: “I feel more and more engaged in my work.”
Disengagement reversed items  
DR1: “It happens more and more often that I talk about my work in a negative way.”
DR2: “Lately, I tend to think less at work and do my job almost mechanically.”
DR3: “Over time, one can become disconnected from this type of work.”
DR4: “Sometimes, I feel sickened by my work tasks.”
Exhaustion items
EX1: “I can tolerate the pressure of my work very well.”
EX2: “After working, I have enough energy for my leisure activities.”
EX3: “Usually, I can manage the amount of my work well.”
EX4: “When I work, I usually feel energized.”
Exhaustion reversed items
EXR1: “There are days when I feel tired before I arrive at work.”
EXR2: “After work, I tend to need more time than in the past in order to relax and feel better.”
EXR3: “During my work, I often feel emotionally drained.”
EXR4: “After my work, I usually feel worn out and weary.”
Counterproductive work behavior scale (CWB).
CWB1: “I complained about minor work-related issues at work.”
CWB2: “I made problems at work bigger than they were.”
CWB3: “I focused on the negative aspects of situation at work instead of the positive aspects.”
CWB4: “I talked to colleagues about the negative aspects of my work.”
CWB5: “I talked to people outside the organization about the negative aspects of my work.”


