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Abstract

In the professional activity of a bank teller, the palette of emotional states is extreme-
ly large, but the dominant state is the state of emotional tension, which depends on 
the nature of the performed actions, professional experience and motivation of the 
employee. This study examines the consequences of occupational stress on employee 
motivation and job satisfaction across different organizational contexts. It focuses on 
the role conflict, supervisor support, work-family conflict, and job stress experienced 
by bank tellers in Cambodia. Data were collected from a sample of 649 tellers work-
ing in various Cambodian banks using the snowball sampling technique. The results 
show that role conflict and supervisor support have a significant impact on work-fam-
ily conflict, which in turn affects the levels of workplace stress experienced by tellers. 
Role conflict is identified as the primary factor contributing to occupational stress. The 
study suggests that banks should address inter-role conflicts among tellers to reduce 
stress levels and promote a more efficient workplace atmosphere.
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INTRODUCTION

The issue of job stress is a prevalent and pervasive worry that impacts 
workers across many professional fields and industries, resulting in a 
multitude of adverse consequences for both employees and companies 
alike. The function of a teller in the banking sector is of great signifi-
cance, as these frontline staff are responsible for direct customer inter-
action and the execution of financial transactions. The individuals in 
this distinctive role frequently encounter a variety of difficulties, such 
as heavy workloads, demanding performance goals, complex custom-
er engagements, and the requirement for exact precision. The banking 
sector in Cambodia has witnessed significant growth, characterized 
by a rapid expansion in the number of bank branches and the range 
of financial services offered. The banking sector in Cambodia remains 
the dominant force in the country’s banking system, accounting for 
85.2% of the total assets (National Bank of Cambodia, 2022). This ex-
pansion frequently results in heightened workloads and performance 
expectations experienced by tellers.

The complexities inherent in the work, in conjunction with the wider 
economic and organizational changes, emphasize the possibility of in-
creased job-related stress experienced by tellers in Cambodia. Despite 
the importance of the topic, there is a lack of extensive scholarly study 
that particularly examines the various elements that contribute to job-
related stress among individuals in this demographic. To develop ef-
fective treatments that can improve the well-being, work satisfaction, 
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and overall performance of Cambodian bank tellers, it is crucial to have a comprehensive understand-
ing of the distinct stressors and problems they encounter. This indicates a missing gap in the existing 
literature which has not displayed sufficient information of how the above antecedents influence job 
stress among tellers. 

1. LITERATURE REVIEW  

AND HYPOTHESES

Stress is often conceptualized based on individu-
als’ psychological state. Likewise, job stress refers 
to an unhealthy condition in individuals’ psychol-
ogy that gets affected by their jobs (Mansour & 
Mohanna, 2018). To understand individual stress, 
previous studies often apply a model of job-de-
mand resource to explain workers’ job stress 
(Sadiq, 2020). A theory of conservative resourc-
es is viewed as an essential and suitable concept 
to explain the development of job stress among 
workers. In this theory, a worker feels stressed if 
he or she runs into three main conditions, namely 
a threat of resource losses, a lack of resource gain 
from his or her investment, and a net loss of re-
sources (Hobfoll, 1989). Particularly, workers also 
consider their time and effort, which they spend 
at workplaces, as investment resources. In case, 
they face any one of the above circumstances, they 
will feel pressured and frustrated with their cur-
rent job positions. This situation can cause them 
to have a high concern with their jobs which ul-
timately enhance a propensity of stress symptom 
which is generally known as “job stress”. As job 
stress increases, workers’ motivation and satisfac-
tion are negatively affected. Thus, it can potential-
ly affect individuals’ work productivity and their 
decision to continue working with the same firms. 
Therefore, these pieces of evidence clearly show 
that investigating job stress among tellers is im-
portant to every bank. 

Since firms can severely face low work produc-
tivity and high turnover resulting from job stress, 
many researchers have investigated the significant 
factors of job stress among workers in various 
industries. For example, Jordan and Vogt (2017) 
used a Thematic Analysis to test the impacts of 
unmet expectations, congestion, cost of living, 
pollution, harassment, displacement, and over-
used utilities on job stress in the cruise tourism 
industry. Riyadi (2019) used a structural equation 
model to test the impacts of satisfaction, work 

engagement, individual character, and compen-
sation on job stress among workers in the metal 
industry. Tongchaiprasit and Ariyabuddhiphongs 
(2016) used a regression analysis to test the im-
pacts of satisfaction and creativity on job stress 
among workers in the hotel industry. Ebhote et al. 
(2022) used the regression analysis to test the im-
pacts of workload, ambiguity, and role conflict on 
job stress among workers in the banking industry. 

According to research gap analysis, despite there 
have been several investigations on factors influ-
encing job stress in various industries, very few 
investigations are conducted to test the impacts 
of role conflict, work-family conflict, and super-
visor support on tellers’ job stress. Furthermore, 
although previous researchers respectively raise 
role conflict (Soltani et al., 2013), work-family 
conflict (Armstrong et al., 2015), and supervisor 
support (Yang et al., 2015) as significant factors of 
job stress in their industries; these factors’ impact 
on tellers’ job stress remain skeptical because dif-
ferent industrial workers have different working 
characteristics. Therefore, this study can contrib-
ute extra knowledge by testing how the above fac-
tors affect tellers’ job stress. 

Role conflict is conceptualized as a situation in 
that workers face incompatible tasks as well as 
overlapping job responsibilities in their organi-
zations (Nambisan & Baron, 2021). Many work-
ers who have role conflicts normally get unclear 
guidelines and tasks from their seniors as well 
as managers (Nguyen, 2021). Thus, this situ-
ation causes them to do repeated work which 
wastes their time and effort on the previous tasks 
(Carlson, 1999). In the perspectives of work-fam-
ily conflict review, a person who faces high role 
conflict needs to invest more time and effort to 
do the remaining work; thus, this causes him or 
her to work longer and cannot leave the office to 
meet their family (Michel et al., 2011). Previous 
reports have reported that high role conflict caus-
es an imbalance between work time and family 
time (Nikmah et al., 2021). 
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In relation with job stress, growing role conflict caus-
es significant frustration at the offices (Mohr & Puck, 
2007), whereas high job stress creates dissatisfac-
tion among workers (Soltani et al., 2013). Based on 
the two concepts, they share similar directions. In 
perceptions of stress in higher education, many em-
ployees show negative attitudes toward their organ-
izations after their job responsibilities are often not 
matched with their skills (Widyani & Sugianingrat, 
2015). They face frustration and stress with their jobs 
when their roles often have conflicts with other work-
ers. Likewise, Sajida and Moeljadi (2018) highlight 
that high role conflict can severely harm individuals’ 
mental states. Another study finds out that high role 
conflict can cause high stress among workers in the 
construction industry (Dodanwala et al., 2021).

Supervisor support is conceptualized as support 
that supervisors offer to their workers to ensure 
work smoothness and work quality (Drummond et 
al., 2017). Supervisors are the ones who have more 
work experience and are in high positions, therefore, 
they can involve in sharing ideas, directing staff, and 
offering advice. They can influence and help work-
ers to receive enough necessary resources to accom-
plish their tasks (Hwang & Ramadoss, 2017). From 
a work support perspective, when employees receive 
good pieces of advice and directions from their su-
pervisors, their tasks are completed based on their 
firms’ schedule (Yorulmaz & Sevinc, 2020). As a re-
sult, they do not have to continue working overtime 
at their offices. In an overall service industry, Yadav 
and Sharma (2023) explain that high supervisor sup-
port can reduce work-family conflict among workers. 

In association with job stress, high supervi-
sor support promotes positive attitudes among 
workers (Steinhardt et al., 2003). On the other 
hand, high job stress causes negative attitudes 

among workers (Armstrong et al., 2015). The 
concepts between supervisor support and job 
stress show a reverse direction. Based on per-
spectives among aging society workers, receiv-
ing supervisor support can promote not only a 
strong bond at the workplace but also work mo-
tivation to workers (Yang et al., 2015). Therefore, 
workers do not feel highly pressured with their 
jobs and in turn their psychological health con-
dition can be better. Similarly, Lambert et al. 
(2016) also agree that there is a significant reduc-
tion in job stress if workers receive more support 
from their supervisors. In the criminal justice 
service industry, Krupa (2021) claims that high 
supervisor support can prevent high job stress. 

Work-family conflict describes a conflict situation 
that is caused by work interference with individ-
uals’ family time (Armstrong et al., 2015; Batur & 
Nart, 2014). This type of conflict reflects the number 
of tasks that require workers to further invest their 
strength and time to remain working at their offices 
(Zhao & Ghiselli, 2016). Therefore, workers cannot 
leave their offices based on the leaving schedule. In 
perspectives toward work-family conflict, workers, 
that cannot participate their social time and family 
resulting from working longer at offices, feel pres-
sured and disappointed with their jobs (Vickovic & 
Morrow, 2020). They are often stuck in their offices 
and look stressed. In the fishing industry, An et al. 
(2020) indicate that high work-family conflict can 
cause high job stress.

Figure 1 presents the research model used in this 
study based on the literature review and hypotheses 
developed.

H1: Role conflict affects tellers’ work-family 
conflict. 

Figure 1. Job stress model

Role
Conflict

Supervisor
Support

Work-Family
Conflict

Job
Stress 

H1

H2
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H2: Role conflict affects tellers’ job stress. 

H3: Supervisor support affects tellers’ work-fami-
ly conflict. 

H4: Supervisor support affects tellers’ job stress. 

H5: Work-family conflict affects tellers’ job stress. 

2. METHODS

There were a few criteria that determined the qual-
ified participants of this research. First, those peo-
ple were currently working as tellers at any bank 
in Cambodia. Second, they had to have to be cur-
rently working as tellers at any bank in Cambodia. 
Meanwhile, they needed to have a sign of stress 
symptoms (e.g., feeling pressured or frustrated from 
work). Therefore, researchers developed screening 
questions (e.g., Are you working as a teller at any 
bank in Cambodia? Do you feel pressured/ frus-
trated with your job lately?) to look for all qualified 
participants. Meanwhile, researchers used a snow-
ball sampling method to continue searching for all 
remaining participants suggested by previous par-
ticipants. Finally, 649 participants joined this survey 
with a 100% response rate. 

In variable constructs of this research, four main var-
iables were built by researchers. All items were adopt-
ed from past publications. In particular, the items 
of role conflict were adopted from Nambisan and 
Baron (2021). Next, the items of supervisor support 
were adopted from Krupa (2021). Then, the items of 
work-family conflict were adopted from Vickovic 
and Morrow (2020). Finally, the items of job stress 
were adopted from Chen et al. (2011).

Furthermore, this survey contained a five-point 
Likert scale which ranged from 1 (strongly disagree) 
to 5 (strongly disagree) following a recommendation 
of Kim and Jindabot (2021). Meanwhile, two main 
reasons why this type of Likert scale was implement-
ed in this survey. First, the current scale contained 
a mid-scale (3 = neutral) that separated bounda-
ries between negative and positive scales in the sur-
vey (Kim et al., 2021); thus, it made the participants 
feel convenient to provide their answers (Widayat 
et al., 2023). Second, it was reported that the par-
ticipants felt less stressed during answering the sur-
vey. Therefore, the current scale was suitable for this 
survey.

3. RESULTS

This study applied a path analysis technique to 
evaluate the associations among the studied var-
iables. However, there were three main statistics 
which had to be reported. First, content reliability 
and convergent validity were evaluated. Regardless 
of the content reliability, Cronbach’s Alpha and 
Composite Reliability (CR) scores were at least 
above 0.7 following a suggestion of (Akhter et al., 
2021). Based on Table 1, the scores of Cronbach’s 
Alpha and CR scores were bigger than 0.7 showing 
the existence of content reliability in this study. In 
convergent validity, scores of average variance ex-
tracted (AVE) needed to be above 0.5 following a 
suggestion of (Nguyen, 2021; Van et al., 2023). Table 
1 also revealed that the scores of all AVEs passed 0.5 
showing the convergent validity of this study.

Second, discriminant validity was also checked 
using a comparison between square root scores 
of AVEs and correlation scores. In principles, all 

Table 1. Content reliability and convergent validity

Variable Components Alpha CR AVE

Role Conflict
1. Feeling confused after receiving overlapping tasks;
2. Having a conflict with co-workers when receiving a task with unclear policy;
3. Receiving incompatible request from two or more people

0.71 0.85 0.69

Supervisor 
Support

1. Having problems solved due to receiving solutions from supervisor;
2. Producing more ideas due to having more encourages from supervisor;
3. Having such respectful supervisor when staff’s mistakes are handled professionally

0.83 0.74 0.80

Work-family 
Conflict

1. Having a negative family life due to having uncertain work schedule;
2. Having a negative homelife when receiving more tasks;
3. Having a negative social life because of working under conflicting policies and guidelines

0.86 0.82 0.68

Job 

Stress

1. I feel that things are out of my control at work;
2. I feel overwhelmed by my work;
3. I feel like giving up on my job

0.77 0.91 0.71
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square root scores of AVEs needed to be higher 
than the correlation scores to determine enough 
discriminant validity (Ge et al., 2021). Based on 
Table 2, the discriminant validity existed in each 
variable after the all-square root scores of AVEs 
were bigger than the correlation scores. 

Table 2. Discriminant validity

Variable 1 2 3 4

Role Conflict 0.882 –0.468 0.549 0.631

Supervisor Support – 0.850 –0.647 –0.548

Work-family conflict – – 0.782 0.701

Job Stress – – – 0.833

Note: All bolded numbers indicate square roots of AVEs.

Finally, this study also reported the degree of 
model fit to ensure an acceptable degree of re-
gression performance. Therefore, all main fit-
ness indicators such as CMIN2/df, GFI, NFI, CFI, 
and RMSEA reached the minimum requirement 
of model fit following a suggestion of Els and 
Bisschoff (2023) in Table 3. Based on the statistical 
results, all fitness indicators passed the minimum 
requirements; thus, the study’s model was fit and 
could perform regressions in the Path Analysis 
technique. 

Table 3. Model fit

Indicator Index Thresholds Results

CMIN2/df 1.123 < 3 Good
GFI 0.945 > 0.9 Good
NFI 0.923 > 0.9 Good
CFI 0.991 > 0.9 Good
RMSEA 0.029 < 0.08 Good

Figure 2 and Table 4 consisted of a summary of 
statistical results. Regardless of influences on tell-
ers’ work-family conflict, role conflict significant-
ly affected work-family conflict with (β = 0.64, p 
< 0.001) which confirmed hypothesis 1. Next, su-
pervisor support significantly affected work-fam-
ily conflict with (β = –0.23, p < 0.001) which con-
firmed hypothesis 3. 

According to influences on tellers’ job stress, role 
conflict significantly affected job stress with (β 
= 0.45, p < 0.001) which confirmed hypothesis 2. 
Then, work-family conflict significantly affected 
job stress with (β = 0.36, p < 0.001) which con-
firmed hypothesis 5. Finally, supervisor support 
significantly affected job stress with (β = -0.16, p 

Figure 2. Results of path analysis

Role
Conflict

Supervisor
Support

Work-Family
Conflict

Job
Stress 

.64

.45

–.23

–.16

.36–.74

e1

e2

Table 4. Results and hypothesis testing

Hyp.  

No.

Proposed Associations Std. Beta (β) p-value Sig. Level Hyp. Result
Independent Variable Dependent Variable

1 Role Conflict Work-Family Conflict 0.64 0.000** Sig. confirmed
2 Role Conflict Job Stress 0.45 0.000** Sig. confirmed
3 Supervisor Support Work-Family Conflict –0.23 0.000** Sig. confirmed
4 Supervisor Support Job Stress –0.16 0.019* Sig. confirmed
5 Work-Family Conflict Job Stress 0.36 0.000** Sig. confirmed

Note: * indicates p < 0.05, while ** indicates sig. level p < 0.001. 
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> 0.05) which confirmed hypothesis 4. Based on 
the above relationship discussions, all hypotheses 
testing results were summarized in Table 4. 

4. DISCUSSION

Regardless of inf luences on tellers’ work-fam-
ily conflict, role conflict showed a positive in-
f luence on work-family conflict. Workers who 
possessed high role conflict often faced more 
unclear job responsibilities and overlapping 
roles with their co-workers (Rubel et al., 2017). 
This situation caused them to waste time and 
effort in repeating similar tasks at workplac-
es, therefore, many of them had to spend more 
time to complete the remaining tasks at work-
places. Consequently, it may have caused work-
ers to isolate themselves from society and fami-
ly. Similarly, previous studies have outlined that 
increasing role conflict created high work-fam-
ily conflict among workers (Jia et al., 2020; 
Nikmah et al., 2021). In this regard, if tellers 
had high role conflict at their workplaces, they 
possibly faced high work-family conflict. Next, 
supervisor support showed a negative inf lu-
ence on work-family conflict. Workers who re-
ceived high support from their supervisor could 
produce high-quality of work following proper 
guidelines, directions, and advice. This could 
result in a better workflow and reduce the time 
and effort of working for too long at the work-
place (Perry-Jenkins & Gerstel, 2020). Yadav 
and Sharma (2023) and Yorulmaz and Sevinc 
(2020) also agreed that when supervisors of-
fered their support to their colleagues, all tasks 
were completed on time which could result in 
low interference with individuals’ family time. 
Therefore, once tellers received more support 
from their supervisor, they were likely to face 
less work-family conflict.  

Regardless of inf luences on tellers’ job stress, 
role conflict showed a positive inf luence on job 
stress. High role conflict caused high frustra-
tion as workers often faced unclear job respon-
sibilities and overlapping work at workplaces 
(Widyani & Sugianingrat, 2015). This frustra-
tion developed into a discomfortable zone where 
workers probably felt toxic with their co-work-
ers. At the same time, they were concerned with 

wasting time and effort by doing the unclear 
policy and overlapping work. Likewise, past 
reports also mentioned that when role con-
f lict rose, workers were found to possess high 
job stress at their workplaces (Dodanwala et 
al., 2021; Sajida & Moeljadi, 2018). Based on 
this scenario, tellers must have felt so stressed 
about their jobs if they had high role conflicts at 
their workplaces. Second, work-family conflict 
had a positive inf luence on job stress. Workers 
could experience self-isolation from family and 
society as their works need extra hours to ac-
complish the remaining tasks at the offices 
(Mansour & Mohanna, 2018). This situation 
pressured workers to further invest their time 
and strength to remain in office although it was 
time to leave their offices. Based on this situ-
ation, tellers probably felt intense toward their 
jobs which result in high job stress among them. 
Vickovic and Morrow (2020) agreed that being 
unable to control work-family conflict could 
severely cause workers to have high job stress. 
Thus, increasing work-family conflict caused 
high job stress among tellers. Finally, supervi-
sor support showed a negative inf luence on job 
stress. Having more support from supervisors 
could help workers feel less anxiety as their 
jobs could be done with fewer errors. In other 
words, they could achieve a better work result 
and less tiredness. This situation helped reduce 
job stress among workers (Yang et al., 2015). 
Previous studies reported that having supervi-
sor support reduces the propensity for job stress 
among workers (Krupa, 2021; Lambert et al., 
2016). According to this evidence, tellers did not 
feel so stressed at their workplaces when they 
received enough support from their supervisors. 
In comparison, although tellers’ job stress was 
affected by role conflict, work-family conflict, 
and supervisor support, job stress seemed to re-
ly heavily on the degree of role conflict as this 
factor contributed the biggest impact on tellers’ 
job stress. Therefore, the bank needs to develop 
a new working policy and pay more attention to 
reducing role conflict among their workers. 

From a managerial perspective, human re-
source management in the banking industry 
can reduce tellers’ job stress as follows. First, 
banks should reduce role conflict in the work-
place. All senior and supervisor levels need to 
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revise the job responsibilities and offer clearer 
instructions to avoid confusion and overlap-
ping tasks among co-workers. Second, banks 
should reduce work-family conflict with their 
workers. Tellers need to focus and complete the 
primary tasks such as clearing cheques, trans-
ferring, and depositing money, and closing dai-

ly banking transactions. Once these things are 
completed, they need to leave their offices to see 
their families. Finally, banks should promote 
supervisor support activities to their tellers at 
low-level positions. This can help reduce work 
errors and anxiety among those tellers, thus, job 
stress among these workers can be minimized.

CONCLUSION

This study was conducted to investigate how role conflict, work-family conflict, and supervisor sup-
port influence tellers’ job stress in Cambodia. Results revealed that tellers’ work-family conflict was 
significantly affected by role conflict and supervisor support. Furthermore, the study found that tellers’ 
job stress was significantly influenced by role conflict, work-family conflict, and supervisor support. 
Though, it was found that job stress developed significantly when role conflict changed, as role conflict 
was the only factor that had the greatest impact on workers’ stress. 

Although this study has already uncovered its main objective, the research findings outline a few lim-
itations. First, this study’s results were based on cultural perspectives, particularly among Cambodian 
tellers. Therefore, it could be hard to apply in other cultural contexts such as Indonesia, Malaysia, or 
Laos. Thus, the same set of variables should be applied to investigate tellers’ job stress in other country 
contexts. Next, this study’s results were obtained mainly from bank employees. In this regard, it can be 
difficult to apply in other industries (e.g., restaurants, hotels, or airlines). Future research should retest 
these variables on job stress in one of the above-suggested industries to find new research outcomes. 
Finally, the results were based on the impacts of role conflict, work-family conflict, and supervisor sup-
port; however, there could be different variables that significantly influence job stress. Hence, future 
research should include other variables to have different results and conclusions.
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