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The specific objectives of the study, centred on assessing the role of
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for generated using the structured questionnaire instrument from
38 full-time staff of five commercial banks in Rivers State.
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contributing to their experience of detachment, isolation and
absenteeism from work. It was therefore concluded that the

leadership of commercial banks in Rivers State, need to be more
deliberate in addressing issues associated with emotional
dissonance; especially in the development of support systems and
frameworks that ensure the social and emotional well-being of the
employee. It was also recommended that training is offered to the
management staff of the commercial banks, in line with equipping
them with the required skills for helping and providing support for
their subordinates in coping with emotional dissonance in the
workplace.
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Introduction

The nature of work, particularly within the service industry, can be exerting (Raman et al, 2016).
Adegbaju et al (2020) observed that within the Nigerian banking industry, the competitive pressure is
such that substantially imposes on the workers' social and functional well-being. This corresponds with
Okojie's (2023) position that the banking industry is highly unpredictable, with jobs precariously
balanced on the stability of the economy. Thus, most workers are constantly on the lookout for other
opportunities in other sectors and industries of the economy. Dan-Awoh (2023) reported that in 2023,
the banking sector suffered from a mass exit of specialised staff, primarily due to their pursuit of
greener pastures inother industries and also in other countries. However, as Dan-Awoh (2023) pointed
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out, more disturbing is those who don’t leave, but remain with the organisation, with their lacklustre
approach to work negatively impacting the overall performance of the organisation. Scheyett (2023)
described this as quiet quitting; a disposition toward roles or responsibilities that is mindless,
unenthusiastic and lacking in terms of sincere effort. Formica and Sfodera (2022) identified quiet
quitting as the condition inwhich workers lose interest in their roles and only offer the minimum of
what of required in their roles. Galanis (2023) affirmed to quiet quitting as transversing most Nigerian
industries but none so much as the banking industry. Research (Adegbaju et al, 2020; Dan-Awoh, 2023)
shows that the uncertainty and level of job insecurity that characterises the industry places the workers
on edge, and which takes a toll on their relationships at the workplace. Research (Becker et al, 2018;
Anafarts, 2015, Hu & Shi, 2015) links poor work conditions and stress to outcomes of quiet quitting and
eventual turnover in the organisation. Studies such as those of Nasir and Mahmood (2016), also
identified the impact of work culture on workers’ alienation and frustration, hinting at the likelihood
of such in contributing to outcomes of quiet quitting. One of such forms or attributes of work culture
is the emphasis on emotional labour, or the management of emotions and expressions in line with the
professional requirements of one’s role or job (Han & Bae, 2015; Becker et al, 2018). Akinyemi (2014)
noted that within the banking industry, professional relationships and the prioritisation of customer
satisfaction is considered imperative for success. Such implies the masking of emotions by workers, in
ensuring customers feel important, and comfortable with the staff. However, as Akinyemi (2014)
pointed out, these too, come with repercussions on the emotional well-being of the staff, especially with
regard to feelings of emotionaldissonance. Emotional dissonance describes the feeling of
disconnectedness workers experience between their actual emotions or personality, and the masks or
superficial personalities that are projected in the workplace. As Vennila and Vivekananda (2017) noted,
emotional dissonance can have a negative impact on the workers self-esteem, and also lead to emotional
strain. However, despite extant research on quiet quitting, its outcome has scarcely been addressed
from the standpoint or lens of emotional dissonance. This research is an attempt to address this
knowledge gap, as it investigated the role of emotional dissonance in employee quiet quitting within

commercial banks in Rivers State, Nigeria.
Emotional Dissonance

Professional behaviour, particularly within the banking system, suggests a stance or disposition that is
unfaltering, courteous and warm, especially when dealing, transacting or interacting with the
customers or clients of the organisation (Ashkanasy & Dorris, 2017; Grandey, 2015). This position draws
on the view of the clients as key to the organisation’s survival (Ashkanasy & Dorris, 2017). However,
when overly emphasized, such actions can create emotional dissonance for the employee; leading to
occasions of identity conflictand a sense of emotional strain (Yozgat et al, 2012). According to Cheung
and Tang (2010), concerns of emotional dissonance are more often relegated within the framework of
human resource management practices, given the more emphasized need for professionalism in
dealing with customers and in selling the organisation as warm, friendly and welcoming. However,
Kundu and Gahlawat (2015) argued that engagement in professional behaviour does not necessarily

preclude to evidence of emotional dissonance if the required mitigating structures, programs and

https://researchvision.us/index.php/cognify 2IPage



https://researchvision.us/index.php/cognify

Vol.1 | No. 1 | 2024 Journal of Artificial Intelligence and Cognitive Science

support systems are provided. Kundu and Gahlawat (2015) argued that the provision of emotional
infrastructure in the form of emotional support, counselling, mentoring and other related programs
designed to aid and provide emotional balance for workers in the organisation. These factors, as Kundu
and Gahlawat (2015) pointed out, are however poorly reflected or provided in most organisations.
Zuzelo (2023) posited that the use or emphasis on emotional masks in the workplace should be
accompanied by the necessary emotional support that is reassuring of workers' significance to the
organisation and the value of their true identities and emotions as well. Kundu and Gahlawat (2015)
on the other hand, identified relationships and the structuring of workplaces for social support as
crucial in addressing the related ills or outcomes of emotional dissonance within the workplace.
According to Kundu and Gahlawat (2015), people wear emotional masks on a daily basis, in their
interaction at the marketplace, social events and other places, just as they do at work. However, the
difference is that while they are at liberty to wear and remove such masks whenever they please, at the
workplace, they are obligated, in fact, it is contractually binding for them to have these masks on as it

is a primary condition for effectiveness in their roles.
Quiet Quitting

The concept of quiet quitting refers to a disposition toward work that is lack-lustre and as such, a
nonchalant attitude towards work (Chiedu et al, 2017; Gaij et al, 2017). Schevett (2022) noted that quiet
quitting describes the extent to which the employee is less motivated and offers only the minimum
effort in the performance of their roles or responsibilities. Gaij et al (2017) posited that one of the major
effects of quiet quitting is that it drains the organisation, sapping its operations as the worker offers no
creative input, but merely contributes what is basic or as Tray et al (2013) put it, simply being present
at the workplace. Nasir and Mahmood (2016) however, observed that the effects of quiet quitting on
the organisation were not solely of an individual nature, or anchored on an individual action, but
rather, such behaviour or disposition toward work has a way of influencing or affecting the behaviour
and attitude of others in the workplace. According to Formica and Sfoders (2022), it can impact the
workflow given its implications for collaboration and functional support in the organisation. This
agrees with Schevett (2022) position that quiet quitting has the tendency to severe relationship ties in
the workplace, impacting work interdependence and the extent of cooperation between workers and

groups.
Emotional Dissonance and Quiet Quitting

Mishra and Bhatnagar (2010) posited that the identity clash, experienced as a result of emotional
dissonance, creates within the workers, a lack of placement and a low sense of value to the organisation.
This is because workers tend to feel inadequate in themselves as they have to constantly wear the
emotional mask to function effectively within the organisation. Raman et al (2016) however, argued
that such masking of emotions and identity, is constraining and as workers are unable to air their actual
feelings or emotions, they become frustrated. It is this frustration as Vennila and Vivekananda (2017)
observed, and their need for the job, that combine and is manifested as quiet quitting. According to
Vennila and Vivekananda (2017), work frustrations that are not effectively addressed or voiced will be
channelled through other means, some of which include the workers' detached approach to work,
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doing only what is required or necessary, their poor level of collaboration or communication with other
staff, and thus isolation and also their frequent excuses for staying away or being absent from work.
These hold significant implications for the performance of the worker and also for the overall success
of the organisation as well (Vennila & Vivekananda, 2017). However, despite these observations and
review, scant evidence exists that ties outcomes of quiet quitting to workers' experience of emotional

dissonance; hence the following hypothetical statements are tested in this research:

HO: : There is no significant relationship between employee emotional dissonance and detachment in

commercial banks in Rivers State

HO:z: There is no significant relationship between employee emotional dissonance and isolation in

commercial banks in Rivers State

HQO:s: There is no significant relationship between employee emotional dissonance and absenteeism in

commercial banks in Rivers State

Materials and Methods

The design for this study is the correlational research design. The choice of the correlational design
was hinged on the nature and purpose of the research; which is to explain the outcomes of quiet
quitting based on workers' experience of emotional dissonance in the organisation. Measurement units
for the study comprised of population of 38 full-time employees, randomly selected from five top tier
banks in Rivers State. Data was generated using the questionnaire instrument. The questionnaire
instrument was based on a 4-item instrument for emotional dissonance (Vennila & Vivekananda,
2017), while a 12-item instrument was adapted from the quiet quitting scale (QQS) advanced by
Scheyett (2022), and utilised in the measurement of quiet quitting. Each measure of quiet quitting
(detachment, isolation and absenteeism) was examined using a 4-item instrument; all scaled on a 5-
point Likert scale. A Cronbach alpha coefficient of a = 0.925 was observed for the instrument for
emotional dissonance, while quiet quitting had an alpha of a = 0.882; demonstrating the substantiality

of the instruments in terms of their reliability.

Results and Discussion

The evidence on the variables (emotional dissonance and quiet quitting), their distribution, and
correlation is presented in this section of the research. Thus, the analysis details a descriptive as well as
inferential assessment of the variables, as is particular to the commercial banks in Rivers State.
Presented in the Figure 1 and 2 are the summaries for the data distributions for employee emotional

dissonance and quiet quitting in the commercial banks in Rivers State
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Mean = 4.01
Std. Dev. =1.044
N =38
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Figure 1: Distribution of employee emotional dissonance

The summary distribution foremployee emotional dissonance is presented in Figure 1, demonstrating
evidence of workers' experience and feelings of emotional dissonance in the workplace. Where x =
4.01; the result identifies emotional dissonance as characterising a good number of the worker's

behaviours, within the organisations.

25

0 Mean = 4.08
Std. Dev. = .832
N = 38

Quiet Quitting
Figure 2: Distribution for quiet quitting

The summary of the data distribution for quiet quitting (Figure 2) shows that generally, quiet quitting
is expressed and evident within the context of the commercial banks investigated. The result affirms to
the prevalence and experiences, of quiet quitting within the workforce of the banks, thus identifying

such as expressed within the context of the commercial banks in Rivers State.

Table 1: Correlation for emotional dissonance and quiet quitting
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Emotional Dissonance Detachment Isolation Absenteeism

Emotional Pearson Correlation 1 962" 913" 604"
Dissonance Sig. (2-tailed) .000 .000 .000
N 38 38 38 38
Detachment Pearson Correlation.962™ 1 925" 663"
Sig. (2-tailed) 000 .000 000
N 38 38 38 38
Isolation Pearson Correlation.913™ 925" 1 613"
Sig. (2-tailed) .000 .000 .000
N 38 38 38 38
Absenteeism Pearson Correlation.604™ 663" 6137 1
Sig. (2-tailed) 000 .000 .000
N 38 38 38 38

**. Correlation is significant at the 0.01 level (2-tailed).
Source: Research Data (2024)

The test for the hypotheses, reveals that the emotional dissonance, impacts and as such contributes to
employee detachment (R =0.962 and P = 0.000), isolation (R =0.913 and P =0.000) and absenteeism (R =
0.604 and P = 0.000). The result identifies the correlation between the variables as positive, indicating
that increases in the level or experience of emotional dissonance, also lead to increased levels of quiet
quitting in the commercial banks. All three null hypothetical statements are thus rejected as the results
affirm to the link and significant relationship between emotional dissonance and outcomes such as

detachment, isolation and absenteeism.

The findings of this research affirm to the significance of emotional dissonance, and its impact on quiet
quitting within the banking organisations examined. The findings affirm to the position of Ho and Shi
(2015) who identified emotional dissonance as not only characterising the banking system, but also as
a growing challenge for human resource management within the context of today’s work environment.
The evidence generated thus corroborates Cheung and Tang's (2010) assertion for improved focus in
tackling and reducing its related effect on the behaviour and attitude of workers, that way stemming
outcomes of quiet quitting within the organisation. The observed prevalence of emotional dissonance
within the banking industry justifies concerns foremployee well-being by related research (Kundu &
Gahlawat, 2015) that suggests such is not given due diligence, and often is relegated to the background
when addressing the interaction between the organisation and its customers. The findings of this
research thus agree with the observations of Kundu and Gahlawat (2015) that there is the need for
organisations to incorporate work systems that are reflective, constantly assessing internal functionality

and well-being, and not only fixated on the external or economic goals of the organisation.

The findings of this research, offer implications that emphasize the development of frameworks and
supportive systems that effectively address the problems of emotional dissonance in the organisation.
Managers and supervisors can be trained and equipped with the required tools to effectively engage

themselves in the counselling and mentoring of subordinates. This follows Hu and Shi’s (2015) view
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that when it comes to concerns of emotional or social well-being, a lot of its issues often stem from the
workers' experience with their superiors, or their inability to cope with the overarching conditions of
the organisation. This is in line with Kundu and Gahlawat's (2015) identification of the need for
improved communication and social support in the organisation, ensuring that workers with emotional
or social well-being challenges are easily identified in the organisation and provided the necessary aid
or attention in line with their particular needs or concerns in the organisation. These are crucial in

controlling for the outcomes of quiet quitting within the workplace.

Conclusion

It is the conclusion of this research that workers experiences or feelings of emotional dissonance,
explains their disposition toward their roles andthe organisation; thus, determining their quiet quitting
in the workplace. While the drive for competition and professionalism is imperative for organisational
success, it is nonetheless pertinent that considerations are offered in terms of support systems that
cushion the effect of emotional labour in the workplace. Thus, it is the position of this research that in
other to effectively address quiet quitting as a problem within the banking system, commercial bank
leadership need to be more involved and deliberate in their development of functional frameworks and
the extent to which such frameworks address the organisations objectives and at the same time, safe-
guards against the strain of job demands on the workers emotional and social well-being. Based on this,
this research recommends as follows:

i. ~ The management of commercial banks in Rivers State, should train and develop their senior
staff, and supervisors in line with equipping them with the necessary skills for mentoring and
coaching subordinates on related challenges or issues linked to emotional dissonance, ensuring
that workers can effectively cope with the demands of their roles and responsibilities in the
organisation.

ii. ~ More focus should be channelled toward investing in the emotional infrastructureof the
commercial banks. This is important in ensuring workers have the required social support and
are afforded the necessary working environment, systems, work conditions and framework that
enable their functionality and well-being within the context ofthe organisation.

iii. =~ The management of commercial banks in Rivers State, should develop programs that inform
and educate staff as well as the leadership of organisations on the related models and practices
that support emotional balancing in the workplace, ensuring that workers cannot only act
professionally with the clients or customers of the organisation but at the same time, maintain
their self-esteem and identity within the context of the organisation.

REFERENCES
Adegbaju, A. A., Adegbaju, O. A., & lyiola, O. O. (2020). Banking sector reforms and bank

performance in Nigeria. Journal of African Business, 21(1), 1-19.

Akinyemi, B.O. (2014). Organizational commitment in Nigerian banks: the influence of age,
tenure and education, Journal of Management Sustainability, 4(4):104-115.

https://researchvision.us/index.php/cognify 71IPage



https://researchvision.us/index.php/cognify

Vol.1 | No. 1 | 2024 Journal of Artificial Intelligence and Cognitive Science

Anafarta, N. (2015). Job satisfaction as a mediator between emotional labor and the intention

to quit. International Journal of Business and Social Science, 6(2).

Ashkanasy, N. M., & Dorris, A. D. (2017). Emotions in the workplace. Annual Review of
Organizational Psychology and Organizational Behavior, 4(1), 67-90.

Becker, W. ]J., Cropanzano, R., Van Wagoner, P., & Keplinger, K. (2018). Emotional labor
within teams: Outcomes of individual and peer emotional labor on perceived team support, extra-

role behaviors, and turnover intentions. Group & Organization Management, 43(1), 38-71

Cheung, F., & Tang, C. (2010). The influence of emotional dissonance on subjective health
and job satisfaction: Testing the stress—strain-outcome model. Journal of Applied Social
Psychology, 40(12), 3192-3217.

Chiedu, CK,, Long, CS. and Ashar, H.B. (2017). The relationship among job satisfaction,
organizational commitment and employee turnover at Unilever Corporations in Nigeria, European
Journal of Multidisciplinary Studies, 2(5):370-383.

Dan-Awoh D. (2023). Japa: Skilled manpower shortage hits banks. Retrieved from:
https://punchng.com/japa-skilled-manpower-shortage-hits-
banks/#:~:text=]apa%2C%20the%20slang%20for%20migration,the%20country%20in%20recent%20tim

es.

Ensey, C.A. (2012), Avoiding the Slater slide: Examining the relationship between emotional

labor and counterproductive work behaviors. Alliant International University.

Formica S, Sfodera F. The great resignation and quiet quitting paradigm shifts: An overview

of current situation and future research directions. ] Hosp Mark. 2022;31:899-907

Gaji, M.B., Kassim, RM. and Raju, V. (2017). Integrity, trust and Nigerian Banks’ employee
engagement, International Journal of Business Management and Economic Research, 8(4):982-986

Galanis P. Quiet quitting: A significant threat for healthcare industry or an inevitable
reaction of the healthcare workers? Int ] Caring Sci. 2023;16:512-513

Grandey, A. (2015). Smiling for a wage: What emotional labor teaches us about emotion

regulation. Psychological Inquiry, 26(1), 54-60
Han, N.Y., and Bae, SW. (2015), “A Study on the Effects of Emotional Labor on

Counterproductive Work Behavior: Mediated by Job Satisfaction and Organizational Commitment.”

Journal of the Korea Academia-Industrial cooperation Society, 16(10), 7157-7165.

Hu, X., & Shi, J. (2015). Employees' surface acting in interactions with leaders and peers. Journal
of Organizational Behavior, 36(8), 1132-1152.

Kundu, S.C., and Gahlawat, N. (2015), “Socially responsible HR practices and employees’
intention to quit: The mediating role of job satisfaction.” Human Resource Development International,
18(4), 387-406.

https://researchvision.us/index.php/cognify 8lPage



https://researchvision.us/index.php/cognify
https://punchng.com/japa-skilled-manpower-shortage-hits-banks/#:~:text=Japa%2C%20the%20slang%20for%20migration,the%20country%20in%20recent%20times
https://punchng.com/japa-skilled-manpower-shortage-hits-banks/#:~:text=Japa%2C%20the%20slang%20for%20migration,the%20country%20in%20recent%20times
https://punchng.com/japa-skilled-manpower-shortage-hits-banks/#:~:text=Japa%2C%20the%20slang%20for%20migration,the%20country%20in%20recent%20times

Vol.1 | No. 1 | 2024 Journal of Artificial Intelligence and Cognitive Science

Mishra, SK., and Bhatnagar, D. (2010), “Linking emotional dissonance and organizational
identification to turnover intention and emotional well-being: A study of medical representatives in
India.” Human Resource Management, 49(3), 401-419

Nasir, S.Z. and Mahmood, N. 2016. Determinants of Employee Retention: An Evidence from

Pakistan International Journal of Academic Research in Business and Social Sciences 6(9)

Okojie K. (2023). Japa wave hits Nigeria’s investment banking industry. Retrieved from:

https://businessday.ng/analysis/article/japa-wave-hits-nigerias-investment-banking-industry/

Raman, P., Sambasivan, M., and Kumar, N. (2016), “Counterproductive work behavior among
frontline government employees: Role of personality, emotional intelligence, affectivity, emotional
labor, and emotional exhaustion.” Revista de Psicologia del Trabajo y de las Organizaciones, 32(1), 25-
37.

Scheyett A. Quiet quitting. Soc Work. 2022;68:5-7
Tnay, E., Othman, A.E.A., Siong, H.C. and Lim, S.L.O. (2013). The influence of job satisfaction and

organizational commitment on turnover intentions, Procedia Social and Behavioral Sciences, 97, 201-
208.

Vennila, V. and Vivekananda, S. (2017). A study on how emotional dissonance impact work

exhaustion, job satisfaction and turnover intention among IT Professionals.

Yozgat, U., Caliskan, S. C., &Urii, F. O. (2012). Exploring emotional dissonance: on doing what
you feel and feeling what you do. Procedia-Social and Behavioral Sciences, 58, 673-682.

Zuzelo PR. Discouraging quiet quitting: Potential strategies for nurses. Holist Nurs Prac.
2023;37:174-175

https://researchvision.us/index.php/cognify 91Page



https://researchvision.us/index.php/cognify
https://businessday.ng/analysis/article/japa-wave-hits-nigerias-investment-banking-industry/

