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ABSTRACT 
This study examines whether challenge stressors can be one of the root causes of burnout among 
Mongolian female employees in the banking sector. The service industry contributes to more than 50 
percent of GDP in Mongolia, and most employees in the financial sector are females. The adaption of 
smart technologies in this sector is thriving. Therefore, the first objective was to reveal whether there is a 
significant relationship between challenge stressors and burnout. The second objective was to test 
whether challenge stressors are inversely related to burnout and its three dimensions. A quantitative 
design was applied, and 101 validated questionnaires were analyzed. Overall, approximately 4% of the 
variance in burnout can be predicted by challenge stressors. HR professionals who are in charge of the 
retention programs in the banking sector are advised to be well aware of how to manage the challenge 
stressors. 
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INTRODUCTION 

Background of the study 
Globally, the female population seems to be 

slightly larger than the male population in 
some countries.  Mongolia is one of the typical 

examples representing the gender ratio of 
49.1% men and 50.8% women in 2020. (National 
Statistical Office of Mongolia [NSOM], 2020). 
The female labor participation (FLP) rate in 
Mongolia has always been higher at over 50% 
and above the world average since 1990 (Figure 
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1).  About 80% of employees in Mongolia's 
financial sector are dominated by females 
(NSOM, 2019). In fact, women's leadership 
(Millier, & Bellamy, 2014) and FLP in Asian 
countries have been emphasized by many 
studies around the world. However, when it 
comes to Mongolia's case, a very limited 
number of studies have been investigated 
covering the workplace-related stress among 
females. From a practical point of view, it is 
obvious that handling their continuous chores 
at home and performing their jobs well at the 
same time can be sources of stressors that may 
drive more stress in women at work. Some 
studies have stated that stress is somehow 
higher among females than males (Cohen & 
Janicki‐Deverts, 2012; Kessler et al., 1985).  

Also, Jex (1988) reported that stressors are root 
causes of strains including depression, 
exhaustion, and burnout.  If the stress triggers 
burnout, it may be worth investigating the 
relationship between challenge stress and 
burnout since challenge and hindrance 
stressors can have a certain influence on 
employees' outcomes (Podsakoff, 2007). Also, 
positive job stress found to be positively related 
to satisfaction with work, organizational 
commitment (Bhagat et al., 1985; Scheck et al., 
1995; Cavanaugh et al., 2000; Boswell, et al., 
2004; Bingham et al., 2005; Podsakoff et al., 
2007), motivation and performance (LePine et 
al., 2005).  

 

 

Figure 1. Female Labor Force Participation Rate 
Source: Our World in Data, 2017 

 
Although the work-related stressors are 

recently differentiated into two different 
categories - challenge and hindrance stressors- 
in the study of Cavanaugh et al., (2000); 
Boswell et al., (2004) and Bringham et al., 
(2005), examining the effects of stressors at 
workplaces, however, not all stressors in the 
workplace were observed to have some 
negative effects on employees attitudes as well 
as on their performance outcomes by some 
researchers (Bhagat et al., 1985; Sarason, & 

Johnson, 1979; Scheck et al., 1995; 1997) in the 
early literature. According to LePine et al., 
(2005), the challenge stressors are defined as 
positive work demands such as time pressures, 
workload, job responsibility, and job 
complexity - have a positive association with 
employee strains, motivation, and performance. 
Most importantly, the studies were conducted 
in the category of positive job stressors found 
that challenge-related job demands are 
negatively related to job search (Cavanaugh et 
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al., 2000; Boswell et al., 2004), intentions to 
leave, and turnover (Podsakoff et al., 2007).   

It has become more and more difficult for 
service providers to provide an unforgettable 
and unique experience in order to keep 
attracting more customers and making them 
loyal clients (Chathoth et al., 2013), which may 
make employees get stressed as well as 
burnout in the service industry (Behrman & 
Perrault, 1984; Yagil, 2008). In other words, the 
constant interaction with customers (Behrman 
& Perreault, 1984) and task repetition (Taylor & 
Bain, 1999) may promote an increase in 
burnout's feelings at the workplace. It is a 
common practice that service-oriented 
organizations require employees to obey their 
behavior standards and regulations in order to 
achieve organizational purposes (Diefendorff et 
al., 2006). It is so-called emotional labor, and its 
association with burnout has been confirmed 
by many studies in the literature such as Kruml 
and Greddes, (2000), Brotheridge and Grandey, 
(2002); Zapf (2002); and Kim (2008). Therefore, 
it may be a common phenomenon for 
employees in the service industry to reach 
burnout because of the job they perform. 

Mongolia's service industry plays a significant 
role in its economy and contributes to 50.7% of 
GDP (NSOM, 2019). 

The technological revolution has been 
gradually changing the course of the financial 
industry and is not only driving Fintech but it is 
also influencing the basic forms of many 
financing services in the banking sector 
regarding the concept of big data, artificial 
intelligence, value chain, and blockchain. 
Scholars generally recommend that companies 
have to keep up the main flows of technological 
changes on time to stay in competition on the 
market (Wang et al., 2015). The impact of 
technological revolutions on the financial as 
well as all other industries requires employees 
to acquire a certain kind of technical and non-
technical skills (Janis & Alias, 2017; Veresné 
Valentinyi, 2015). Therefore, reinventing and 
adapting oneself to the rapidly changing 
workplace generates another root cause of 
workplace stress that may make employees 
emotionally exhausted. 

 

Problem statement 
Surveys conducted over the last four decades 

indicate that half to three- quarters of today's 
workforce describe their work as very stressful 
(Greenberg & Canzeroni, 1996). Unfortunately, 
this trend is expected to continue due to 
rapidly developing technological changes, 
economic crises, and environmental problems 
all around the world. For female employees 
who work in the service industry may get 
stressed more than those who are employed in 
different sectors because of emotional labor as 
well as their household responsibilities at 
home. Also, human beings are at the 
transaction stage of the technological 
revolution and nobody is able to predict how 
future workplaces will look like and how many 
of us are going to be replaced by robots and 
machines by 2050. We can be sure the change 
is happening, and we are witnessing it at every 
walk of our life nowadays.  However, according 
to literature, some stressors are acknowledged 
to be positive, promoting employees to 
enhance their careers, getting satisfied with 
work (Sarason & Jonhson, 1979; Scheck et al., 
1995; Cavanaugh et al., 2000; Boswell et al., 
2004; Bringham et al., 2005), demonstrating a 
commitment to their organizations (Bhagat et 
al., 1985; Podsakoff et al., 2007), staying 
motivated, and delivering better performance 
at work (LePine et al., 2005). Therefore, keeping 
this overall picture in mind, the researchers 
upheld the strong desire to find out how female 
employees in Mongolia's banking sector feel 
about challenge stressors at work.  

 

Purpose of the study 
Generally, this study aims to examine what 

kind of relationship exists between the 
challenges stressors and burnout among female 
employees in the banking sector in Mongolia. 

 

Research Questions 
 The followed research questions have been 

developed in order to achieve the purpose of 
this study.  

1.  Are challenges stressors negatively 
associated with Burnout among 
Mongolian female bank workers?  
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2. Are the challenge stressors a significant 
predictor of burnout among female 
employees in the banking sector in 
Mongolia? 

 
LITERATURE REVIEW 

Background of Mongolia 
Mongolia is a country of nearly 3.1 million 

inhabitants, and is estimated to be one of the 
3G (Global Growth Generators) nations which 
is predicted to achieve high growth and yield 
profitable investment opportunities over the 
next 30 years due to its growing young 
generation and natural resources (Buiter & 
Rahbar, 2011). More specifically, about 1.5 
million males and 1.6 million females are 
officially counted in a demographical statistic 
report of February 2019.  

 Officially 636.874 individuals are employed 
by 33.899 firms in the service industry in 2019 
([NSOM], 2019). In addition, the financial and 
insurance sectors employ about 22.216 people, 
and the majority of them (70.9%) are females 
who serve in this industry as of March 2019. 

 
The financial industry and banking sector in 
Mongolia 
At the end of 2018, 14 commercial banks 

were operating with the human capital of 
15.000 employees through 1516 branches in 
Mongolia. About 938,000 bank borrowers and 
9.1 million customers throughout the whole 
country received financial service by using 
offline and online services. From 2009 to 2014, 
the banking sector in Mongolia has consistently 
occupied around 95% of the total financial 
market asset (Davaasuren, 2015). 

Despite the traditional financial system, the 
advancement of information and 
communication technology is reshaping the 
financial industry around the world by offering 
various types of online payments, transactions, 
savings, loans, and insurance services – it is so-
called Fintech. In Mongolia, several Fintech 
companies such as LendMN, Ard Credit, and Hi-
pay offer different financial services and have 
already extended their market abroad 
(Jargalsaikhan, 2019). Nowadays, many new 
initiatives and changes from the revolution in 
information and communication technology are 

being generated in the financial sector in 
Mongolia, but a very limited number of studies 
have been carried out regarding HR issues of 
the financial industry in Mongolia. 

 
Challenge stressors 

Today's workplace is becoming more and 
more competitive and stressful than ever 
before due to the revolution's effects on 
information and communication technology 
and many other factors. It is generally agreed 
that machine learning and robotics will change 
every line of work (Harari, 2018). According to 
Frey and Osborne (2013), approximately 47% of 
jobs in the USA and 54% in Europe will 
disappear due to automation. Therefore, it is 
not arguable any longer that employees are 
demanding more technical related 
competencies of tomorrow's workplaces 
(Golightly et al., 2016; Neugebauer et al., 2016; 
Yu et al., 2015). For employers, about 80% of 
them expect their employees to adapt and gain 
new skills in order to fit into their jobs in the 
future (World Economic Forum, 2018). Besides, 
companies in the service industry like the 
banking sector urge their staff to utilize 
emotional labor. As a result, many employees 
need to control their emotions and act 
according to a company's standard 
requirements, which may push them to get 
burnout at the workplace because being in a 
constant state of emotional labor may cause 
emotional exhaustion among employees 
(Hochschild, 1983). 

In the case of female employees, they may be 
more stressed due to maternal health, fertility, 
childcare, and other family-oriented policies, 
labor-saving consumer durables, social norms 
and culture, and structural changes in the 
economy (Our World in Data, 2017). For 
instance, Marshall and Tracy (2009) and 
Marshall and Barnet (1993) highlighted the 
findings of the study that the work-family 
conflict is being pervasive among female 
workers who have an infant. In response to 
these circumstances, female employees may 
get more stressed and depressed in the 
workplace in many cases. However, certain 
kinds of stressors are found to be job demands 
that promote employee's personal growth and 
development at work (Cavanaugh et al., 2000). 
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Job burnout 
Job burnout is defined as a syndrome that is 

composed of three dimensions, including 
emotional exhaustion, depersonalization, and 
personal accomplishment (Maslach & Jackson, 
1981; Maslack et al., 2001). 

Emotional exhaustion is a depleted feeling of 
mental and emotional tiredness due to the 
execution of daily work activities, but it 
continues affecting them throughout the day.  

Depersonalization implies that negative or 
pessimistic attitudes and characteristics that 
workers demonstrate to the clients in any 
industry. Moreover, it causes more harmful 
effects on the service industry since more 
proactive and respectful interactions are always 
prioritized. 

Personal accomplishment is one's reduced 
accomplishment which represents the self-
evaluation dimension of burnout. It means that 
people directly feel incompetent, unsuccessful, 
and demotivated when their performance is 
revealed as poorer than their colleagues at 
work, which causes dysfunctional attitudes, 
low performance, and personal ineffectiveness 
for employees (Maslach & Jackson, 1981). 
Therefore, burnout is manifested by workers 
when employees perceive difficulties to meet 
organizational expectations (Hobfoll & Shirom, 
2000).  

A review article was conducted by Purvanova 
and Muros (2010) based on the 1833 studies on 
three dimensions of burnout showed that 
female employees were more likely to be 
emotionally exhausted than male employees.  

 
The relationship between Challenge 
stressors and burnout 
The service industry sells various products 

and services using intensive and proactive 
communication tools between employees and 
customers. Almost all types of employees in the 
banking sector have to have specific 
interactions with customers in a particular 
circumstance. This intensive and constant 
interaction is more likely to produce certain 
work-related stress among employees 
(Behrman & Perreault, 1984). More broadly, 
this kind of stress happens when employees 

consume too many emotional resources to sell 
a product by interacting with different types of 
customers on a daily basis (Cordes & 
Dougherty, 1993). According to Taylor and Bain 
(1999), task repetition and monotonous 
activities can cause stress during employee-
customer interaction in the service industry, 
which might increase the feeling of burnout. 
Zapf et al. (1999) assert that there is an 
association between emotional labor and 
emotional exhaustion.   

Stress has become a very popular topic among 
scholars. However, recently, researchers have 
found that challenge stressors have negative 
associations with job search (Cavanaugh et al., 
2000), turnover (Boswell et al., 2004), and 
intentions to leave an organization (Podsakoff 
et al., 2007). Moreover, according to LePine et 
al., (2005), managers may be able to motivate 
their staffs,  and to improve their performance 
by increasing challenge stressors because 
challenge stressors have a positive relationship 
with satisfaction, motivation, organizational 
commitment as well as employees' 
performance (Bringam et al., 2005; Scheck et 
al., 1995). Therefore, the following hypotheses 
on the relationship between challenge stressors 
and burnout were built to examine in this study. 

 
H1: There is a relationship between challenge 

stressors and burnout. 
H2: Challenge stressors are negatively related 

to burnout. 
H2a Challenge stressors are negatively related 

to emotional exhaustion 
H2b Challenge stressors are negatively related 

to depersonalization  
H2c Challenge stressors are negatively related 

to personal accomplishment 
 

METHODOLOGY 
The quantitative research design was 

employed. A self-administered and online 
questionnaire was created using the Google 
survey platform to collect data from 101 female 
bank workers from January to April 2019. 

35 previously validated items were chosen to 
measure challenge stressors (6) using the scales 
created by Rodell and Judge (2009) based on 
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prior validated scales from (Cavanaugh et al., 
2000; Ivancevich & Matteson, 1980), and 
burnout (22) was measured using the scale 
originated by Maslach, et al., (1996). A 6- and 5-
point Likert rating scales were implemented. A 
translation validation process was conducted. 
Snowball and convenience sampling methods 
were applied, and SPSS 20.0 was performed to 
analyze the compiled data. 

 
RESULTS 

Descriptive Analysis 

Approximately 93% of the participants belong 
to two different age categories between 18 -30 
and 31-40. Among them, 65% are married. The 
majority of them (58%) have two children.  
Regarding the salary level, half of them have 
indicated that their monthly salary ranges 
between $192 and $384. Most of them (45%) 
have 1 to 5 years of working experience, 
whereas 37% have 3 to 5 years of career 
seniority. For the educational level, most 
surveyed participants (80%) hold a bachelor's 
degree while 17% have a master's degree.   

 
Validity and Reliability 
The reliability analysis results generated the 

Cronbach alpha's values of the three sub-

dimensions of burnout and challenge stressors 
that were higher than .70 (ranging from .70 for 
burnout and .84 for challenge stressors).  

 
Correlation Analysis  
According to the correlation analysis results, 

as shown in Table 1, there is a statistically 
significant positive relationship between 
challenge stressors and burnout (r=.208, p<.05). 
The relationship between challenge stressors 
and three sub-dimensions of burnout, 
emotional exhaustion, and depersonalization 
that have a statistically significant association 
with challenge stressors (r=.339, p<.01, and 
r=.268, p<.01 respectively) were  also 
examined. More interestingly, their correlation 
values were found positive. For personal 
accomplishment, that is only one sub-
dimension with a negative and significant 
correlation with challenge stressors (r=-.233, 
p<.01). However, Hypothesis 2c was accepted.  
Notably, the correlation analysis result also 
demonstrates that that number of children is 
negatively correlated with burnout (r= -.207. 
p<.05), and emotional exhaustion which is 
negatively related to age (r=-.212, p<.05), 
marital status (r=-.233, p<.05), number of 
children (r=-.281, p<.05) and career seniority 
(r=-.215, p<.05).  

Table 1. The Result of Pearson's Correlation Analysis 

Source: Authors' own editing 
 

Simple linear regression analysis 
According to the result of the regression, a 

significant and positive regression equation 
model was found (F (1, 99) =4.488. p<0.05), 

with an R2 of .043. The burnout increased .387 
units for each unit of challenge stressors. In 
other words, challenge stressors are a 
statistically significant predictor of burnout 

 Variables 1 2 3 4 5 6 7 8 9 10 11 

1 Burnout 
           

2 CS .208* 
          

3 
Emotional 
exhaustion 

.761** .339** 
         

4 Depersonalization .719** .268** .613** 
        

5 
Personal 
accomplishment 

.279** -
.233* 

-.300** -.254* 
       

6 Age -.188 -.101 -.212* -.187 .063 
      

7 Educational level .011 .027 .032 -.024 .002 .104 -.048 .049 .300** -.133 .121 

 *. Correlation is significant at the 0.05 level (2-tailed). 
**. Correlation is significant at the 0.01 level (2-tailed)   
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(β=.208, <0.05). Challenge stressors can predict 
4% of the variance in burnout. After a significant 
and positive regression equation was found in 
the model of challenge stressors and burnout,  
researchers run a single linear regression 
analysis between challenge stressors and three 
dimensions of burnout (emotional exhaustion, 
depersonalization, and personal accomp-
lishment) in order to ascertain how many 
percent of burnout can be predicted by each 
dimension of burnout. The result of regression 
analyses, shown in Table 3 indicates that 
challenge stressors are a statistically positive 

and significant predictor of two dimensions of 
burnout, namely, emotional exhaustion and 
depersonalization (β= .268, p<0.01; β=.339, p< 
0.001 respectively). Challenge stressors can 
predict 7% of the variance in emotional 
exhaustion and 11% of the variance in 
depersonalization. Also, Table 3 shows that 
challenge stressors are a statistically negative 
and significant predictor of personal 
accomplishment (challenge stressors predict β= 
-.233, p<0.05), and 5% of personal 
accomplishment. 

 
Table 2. The Linear Regression Results for the Relationship between Challenge Stressors and Burnout 

Note. Dependent Variable: Burnout 

*p<.05, **p<.01, ***p<.001 
 

Table 3. The Linear Regression Results for the Relationship between Challenge stressors and 
Emotional Exhaustion, Depersonalization and Personal accomplishment

Note. Independent Variable:  Challenge stressors 

*p<.05, **p<.01, ***p<.0
 

 Unstandardized 
Coefficients 

Standardized 
Coefficients 

Sig. F Sig. R2 

 
Model B 

Std. 
Error 

Beta 

(Constant) 71.615 3.016 

.208** 

.00
0 

   

Challenge 
Stressors 

.387 .183 .03
7 

4.488* .037 .043 

 Unstandardized 
Coefficients 

Standardized 
Coefficients 

Sig. F Sig. R2 

 
Model B Std. 

Error 
Beta 

(Constant) 6.98 1.40 

.268** 

.000    

Emotional 
Exhaustion 

.235 .085 .007 7.65** .007 .072 

(Constant) 18.63 1.88 .339*** .000    

Depersonalization .410 .114  .001 12.83*** .001 .115 

(Constant) 45.99 1.78 -.233* .000    

Personal 
accomplishment 

-.257 .108  .019 5.67* .019 .054 
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CONCLUSION AND RECOMMENDATIONS 
The main objective of this study was to 

examine the relationship between challenge 
stressors and burnout. Therefore, based on the 
results from correlation and single linear 
regression analyses, it can be concluded that 
challenge stressors are statistically proven to be 
a significant predictor of burnout in the context 
of female employees in the banking sector in 
Mongolia. It means that the challenge stressors 
are perceived to be a kind of negative stress that 
is more likely to lead the participants to feel 
emotionally exhausted and to demonstrate 
negative reactions against customers. This is 
consistent with the findings of the review paper 
carried out by Purvanova & Muros (2010) and 
the study done by Behrman & Perreault (1984), 
who proposed that employed females are more 
emotionally exhausted than employed males. 
Besides, the main result of this study is in line 
with Zapf et al. (1999), who suggested that 
emotional labor makes employees more 
exhausted psychologically.  However, this 
overall finding is not consistent with the results 
of other key studies on challenge stressors that 
have been done by Cavanaugh et al., (2000); 
Boswell et al. (2004); Podsakoff & LePine, (2005) 
and Podsakoff et al., (2007). According to them, 
employees perceive the challenge stressors as 
positive stress, which makes them satisfied, 
motivated, committed to their jobs, and pushes 
them to perform better.   

Most interestingly, apart from the main 
finding of this study, among the three 
dimensions of burnout, personal 
accomplishment is found to have a significant 
and negative association with challenge 
stressors, which is in line with the findings of 
other main studies on challenge stressors such 
as Bhagat et al., (1985) and Cavanaugh et al., 
(2000). It means that if female workers in the 
banking sector feel more self-accomplished 
after getting familiar with the challenge 
stressors at workplaces, they may be able to be 
motivated and driven by the effects of the 
challenge stressors instead of feeling burnout or 
emotionally tired at workplaces. It may be 
explained in relation to Mongolian culture that 
is characterized as being high in individualism 
(Rarick et al., 2014) in terms of Hofstede's 
cultural assessment model. Individuals who 

belong to individualistic cultures can be a stable, 
independent self (Triandis, 1993). It indicates 
that achieving personal goals in society is more 
important to individuals. Hence, HR managers in 
the banking sector in Mongolia need to be fully 
aware of how to manage the challenge stressors 
among female employees using it as a 
motivational tool to make females to feel them 
not only self-accomplished but also not to reach 
burnout at the same time in the workplace of 
the 21st century since the impact of the 
challenge stressors on burnout is found to be 
two-sided among the participants of this study. 
The limitation of this study can be the sample 
size. The data collected from 101 female 
employees in Mongolia may be insufficient. So, 
it is advisable to collect more data to ensure 
further statistical results. 
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