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Abstract

Changing of the time and development of the technology encouraged business sector to develop
in the different directions. This gave a chance to entrepreneurs to reach those markets which
were unreachable in the past. As a result, markets are saturated by suppliers and it’s time for the
customers to choose from whom they will buy the product/service and in this process they take
into the consideration suppliers’ offers. To produce the best quality product/service suppliers put
the pressure on their labor. For the beginning overloaded working schedule causes work-related

stress in the employees and later — professional burnout.

Professional burnout has a negative effect on employee’s health and wellness and also on the
income of employer because for the company burned out employees translates into an extra cost

in the form of employee health insurance and sick days.

Professional burnout is more or less researched in Georgia in field of teachers, social workers
and nurses but similar research has not been done in the Banking Sector. Main aim of this
research is to find out if employees from Georgian Banking Sector’s Front Office suffer from the

professional burnout or not and what is the quality of the burnout.



Quantitative research has been done in order to measure a level of the burnout in the target
group during which 153 respondents were interviewed. To find out main causes of the burnout

qualitative research has been done during which 10 respondents were interviewed.

As a result of the quantitative research 24.18% of the respondents showed low level of burnout,
62.75% showed medium level of the burnout and 13.07% - high level of burnout in field of
emotional exhaustion. On the scale of depersonalization 71.9% of the respondents showed high
level of burnout, 14.38% - low level of burnout and 13.73 — medium level of professional
burnout. On the third scale of burnout which is Personal Accomplishments 5.23% of

respondents showed low level of burnout and the same 5.23% - medium level of burnout, while

89.54% showed high level of burnout.

With the help of qualitative research it has been detected that work-related stress and
professional burnout in the employees are caused mostly because of the unrealistic sales plans,
overloaded working schedule (non-efficient planning of human resources) and managements’

approach “Client Is Always Right”.

The information which was received by the research is important for the company in order to
remain healthy labor in the organization as employees are the brand ambassadors in the eyes of
the customers. From the research results it is clear that the level of burnout in Georgian Bank
Sector’s Front Office Employees is quit high and this issue needs to give an attention in order to
identify burned out employees in a short period of time, help and give them all necessary
services and then to take some steps for preventing professional burnout in order to maintain

highest efficiency of the employees which will help the company to maximize its profit.

Key words: Professional Burnout, Banking Sector, Work-related Stress;
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