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Original Article

Abstract
Background and aims: Workplace ostracism is the degree to which a person feels ignored by others in the workplace. This study aimed to 
evaluate the role of emotional exhaustion on workplace ostracism in Sepah Bank branches in Northern provinces of Iran. 
Methods: The present cross-sectional study was conducted as a field survey. The statistical population included 1472 employees of Sepah 
Bank branches in Northern provinces of Iran. According to the Cochran’s sample size formula, 306 individuals were identified as the 
research sample. The research tool was a 49-item researcher-made questionnaire, the validity of which was confirmed after reviewing the 
experts’ opinions. The reliability of the questionnaire was 0.82 for emotional exhaustion and 0.85 for workplace ostracism. In this study, 
the structural equation method was used. Data analysis was performed using SPSS and LISREL.
Results: The results of the study showed that the mean of emotional exhaustion and workplace ostracism was 2.31 and 2.57, indicating 
an undesirable status of these variables. In addition, emotional exhaustion had a significant effect on the workplace ostracism (P=0.001; 
effect=0.22; t=3.25).
Conclusion: Given the serious impact of emotional exhaustion on workplace ostracism, Sepah Bank should plan programs to reduce 
emotional exhaustion.
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Introduction 
Dynamic organizations, in addition to recognizing 
and mastering their environments, can anticipate the 
conditions ahead and make the appropriate planning 
(1). Interpersonal and inter-organizational interactions, 
as one of the most important characteristics in today’s 
organizations, play an important role in establishing 
communication in organizations. One of the important 
aspects of the dynamics of organizations is to improve the 
environmental status and to create productive interactions 
between groups and individuals in the organizations. 
Organizational rejection is the result of disregard for 
dynamics in organizations (2). Workplace ostracism is 
the degree to which a person feels ignored by others in 
the workplace (3). Exclusion has a detrimental effect on 
individuals’ social and mental performance and a sense of 
belonging, which is a basic need and can lead to a lack 
of belonging to the organization and reduce cooperation 
in the workplace (4). Therefore, neglecting the experience 
of ostracism, especially in the workplace, is a kind of 

superficiality.
Research has shown that ostracism can lead to some 

kind of painful experience, and even its social damage has 
been likened to physical pain (5-7). Reducing ostracism 
can decrease employee absenteeism and delays, and 
improve employees’ creativity and innovation (8). This 
has led to the perception of the need to reduce ostracism 
in today’s organizations as an important issue (9). 
Ostracism is a psychological phenomenon that not only 
has primary effects at the individual level and involves 
the psychologically disadvantaged individual but also 
has consequences at the group and organizational levels 
(10,11). A sense of ostracism leads to higher levels of 
anxiety, burnout, and intention to quit, as well as lower 
levels of satisfaction, performance, and mental health (12-
14). Perceptions of ostracism are associated with lower 
levels of at least three reasons . First, being rejected by 
others is a painful and negative event, which can lead to 
severe physical and emotional reactions. Second, people 
who are rejected experience less social support than others, 
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and as social support is an important source of coping 
with stressful situations, such situations can threaten their 
health. Third, ostracism eliminates not only social support 
but also more tangible forms of support, such as stressful 
situations that can be exacerbated by colleagues’ disregard 
(14-19). 

On the other hand, differences in different workplaces 
have led to failure in creating a uniform version of the 
workplace ostracism for all organizations. This issue 
has led to the perception of workplace ostracism as a 
concern in all organizational environments (20-23). The 
ambiguity about reducing workplace ostracism in different 
organizations has led to the lack of targeted planning to 
reduce workplace ostracism in many organizations today, 
including banks. Due to their different characteristics, 
the banks need to specifically study the conditions of 
workplace ostracism in order to create effective and 
sustainable planning in this area (24).

In most economies, banks play an important role 
because they are central to the financial system and are 
responsible for payments. Hence, the size, structure, and 
efficiency of the banking sector, which is independent 
of financial development, are at the center of attention. 
Therefore, ignoring the issue of ostracism in studies can 
be the result of the incorrect assumption that ignoring the 
individual in the organization, especially compared to the 
thousands of negative behaviors that one encounters in the 
workplace, is not important.

As the study of theoretical foundations shows, there have 
been numerous studies on negative workplace behaviors 
in the organization and various researchers have examined 
the different aspects of positive and negative organizational 
behavior, especially in Iran. Accordingly, this study aimed 
to analyze the dimensions of workplace ostracism and 
the role of emotional exhaustion. Meanwhile, through 
providing a model of emotional exhaustion in the 
workplace, the study attempted to identify the dimensions 
of emotional exhaustion in Sepah Bank branches in 
Northern provinces of Iran. In fact, in this study, we 
examine whether ostracism can be related to emotional 
exhaustion or not. 

Materials and Methods
The present study is a field survey and applied research, 
which was conducted in 2019. The study included 130 
Sepah Bank branches  in three Northern provinces of Iran 
including Golestan, Mazandaran and Gilan. The statistical 
population of the study consisted of 1472 employees of 
Sepah Bank branches in the mentioned provinces. All 
participants had a minimum of bachelor’s degree or higher 
and their employment status was permanent. Finally, using 
convenience sampling method and based on Cochrane’s 
sample size formula, 306 individuals were included in the 
study. 

In this way, the statistical population was first identified 

according to the specified conditions. Accordingly, the 
statistical population in Golestan province was 428, 
in Mazandaran 620, and in Guilan 424. Therefore, the 
research samples were selected according to the statistical 
population in each province, so that 89 individuals were 
selected from Golestan, 129 from Mazandaran, and 88 
from Guilan. After specifying the number of research 
samples, the research questionnaires were distributed with 
the presence of a researcher at the annual conventions 
organized by Sepah Bank in each province. These 
conferences were held at different levels of the organization 
at Sepah Bank for different purposes throughout the 
year, and the researcher chose the samples by attending 
conferences and gatherings where participants were eligible 
for the present study.

Finally, after distributing the questionnaires, 282 
questionnaires were analyzed. The research tool was a 
researcher-made questionnaire designed according to the 
theoretical foundations in this field that were supervised 
by experts. The questionnaire had 49 questions, 29 of 
which measured emotional exhaustion and 20 questions 
measured workplace ostracism. The emotional exhaustion 
components in the questionnaire included disinterest in 
the workplace (6 questions), loss of emotional strength 
(6 questions), apathy toward clients (7 questions), 
depersonalization (5 questions), and decreased or lack 
of personal activity (5 questions). The questionnaire also 
measured components of workplace ostracism, including 
supervisor rejection (8 questions), peer rejection (9 
questions), and conversational rejection (3 questions). 

The questions were designed based on a 5-point Likert 
scale, in which the score of 5 was considered as very high, 
4 as high, 3 as average, 2 as low, and 1 as very low.

The scope of the research questionnaire score in the 
field of emotional exhaustion was between 29 and 145, 
and the score of the research questionnaire in the field of 
workplace ostracism was between 20 and 100.

Content validity was investigated in various ways, 
including experts’ opinions without statistical analysis, 
and experts’ opinion with statistical analysis. The content 
validity of these questionnaires was evaluated using the 
opinions of seven university professors. Moreover, the 
content validity of this questionnaire was confirmed 
by content validity forms and content validity index. 
According to the number of professors, the relative 
content validity was higher than 0.99 and the content 
validity index was higher than 0.79. Therefore, the content 
validity of the questionnaire was confirmed. The construct 
validity of the questionnaire was assessed by confirmatory 
factor analysis. All factor loadings in confirmatory factor 
analysis were higher than 0.5 and the t-value of all 
relationships was more than 1.96. Cronbach’s alpha was 
used to evaluate the reliability of the questionnaire, which 
was 0.82 for emotional exhaustion and 0.85 for workplace 
ostracism. Descriptive statistics were used for frequency 
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and percentage. The structural equation method was also 
used in the inferential statistics section. Data analysis was 
performed using SPSS software version 20 and LISREL 
version 9.2. The P value equal to 0.05 was considered as 
significant.

Results
According to descriptive data, 236 (83.7%) participants 
were male and 46 (16.3%) were female. Moreover, 87 
(30.9%) participants had a bachelor’s degree or lower, 
150 (53.2%) had a master’s degree, and 45 (16.0%) had a 
PhD. Regarding age, 41 (14.5%) participants were under 
30 years old, 140 (49.7%) were 31-40 years old, and 101 
(35.8%) were over 41 years old.

The skewness and the kurtosis calculation were used to 
determine the distribution status of the research data. The 
results showed that among all the variables of the study, 
the kurtosis ranged between 3 and -3 and the skewness 
was between 5 and -5. Therefore, the data were normally 
distributed and the use of covariance-based structural 
equation methods was allowed due to the existence of 
its preconditions. The results showed that the mean of 
emotional exhaustion was 2.31 and the mean workplace 
ostracism was 2.57. Table 1 shows the status of the 
components of emotional exhaustion and workplace 
ostracism.

The results of the present study showed that ‘lack of 
interest in the workplace’, ‘apathy toward clients’, ‘decrease 
or lack of individual success’, ‘rejection by supervisors’, 
and ‘rejection by conversation’ were significantly higher 
than the average level. The structural equation method 
was used to investigate the relationships among research 
variables. Figure 1 shows the research model in standard 
coefficients mode and Figure 2 shows the research model 
in the case of T coefficients.

According to our results, emotional exhaustion had a 
significant effect on workplace ostracism among Sepah 
Bank employees in Northern provinces of Iran. The effect 
was 0.22, and considering the amount of t test, which is 
3.25, it was found that this effect was significant. Structural 
equation fitting indices in covariance-based software were 
used to evaluate the suitability of the present research 

model. Table 2 shows the results of the fitting indices of 
the above model.

Discussion 
The results of present study showed that the ‘lack of 
interest in the workplace’ at Sepah Bank in the Northern 
provinces of Iran was at a good level and the ‘loss of 
emotional strength’ was at an average level. Moreover, the 
variables of ‘apathy toward clients’, ‘depersonalization’, 
and ‘decrease or lack of individual success’ were in poor 
conditions.

Few studies have addressed this issue and examined 
the status of emotional exhaustion. Amiri et al (28) 
determined that job burnout among bank employees 
is in poor condition, which is in line with our results. 
Thompson et al found that planning and investing in 
emotional exhaustion can improve the status of these 
components. They also found that many organizations 
did not pay attention to this issue in their priorities, 
which lead to problems with emotional exhaustion (29). 
It seems that the lack of attention to emotional exhaustion 
and lack of prioritization in Sepah Bank have caused this 
variable to be in an undesirable condition. In interpreting 
this issue, it is worth noting that Sepah Bank’s lack of 
planning for emotional exhaustion and its management 
in its organization has led to various components of this 
variable, including apathy towards clients in the workplace, 
depersonalization and decrease or lack of individual 

Table 1. One sample t test results of emotional exhaustion and workplace ostracism

Components  Number of questions Mean Expected mean SD t test df P value

Lack of interest in the workplace 6 3.46 3 1.383 5.680 281 0.001*

Loss of emotional strength 6 2.86 3 1.214 -1.815 281 0.071

Apathy toward clients 7 2.27 3 0.674 -18.089 281 0.001*

Depersonalization 5 2.56 3 1.297 -5.598 281 0.001*

Decrease or lack of individual success 5 2.04 3 0.863 -18.492 281 0.001*

Rejection by supervisors 8 1.92 3 0.797 -22.559 281 0.001*

Rejection by colleagues 9 3.77 3 1.159 11.201 281 0.071

Rejection by conversation 3 1.14 3 0.505 -61.518 281 0.001*

*P<0.05

Table 2. Report on fitting indices of the research model about role of 
emotional exhaustion on workplace ostracism

Fitting indices Extent Standard rate Status

RMSEA 0.063 Lower than 0.070 Confirmed

χ2/df 2.13 Lower than 3 Confirmed

CFI 0.93 Higher than 0.9 Confirmed

IFI 0.95 Higher than 0.9 Confirmed

NNFI 0.96 Higher than 0.9 Confirmed

GFI 0.91 Higher than 0.9 Confirmed

AGFI 0.93 Higher than 0.9 Confirmed

The results of the research fitting indices showed that all the indices of the 
research model were in good condition, which indicates the suitability of the 
research model.
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success in poor conditions. Sepah Bank’s lack of attention 
to emotional exhaustion and the lack of comprehensive 
planning in this area seem to have caused this issue. 
Furthermore, it seems that the existence of social groups 
among the employees of the bank and the improvement 
of the bank’s environmental conditions have caused some 
variables, such as the lack of interest in the workplace, to 
be in a more desirable condition.

On the other hand, it seems that the weakness of the 
banking system in creating social groups and their high 
job conflict has caused a static environment in banks. The 
lack of concentration of bank management in improving 

the special environment for employees and focusing on 
the ability of banks to improve the environment related 
to customers has caused some behavioral and mental 
variables of bank employees to be unfavorable. Inadequate 
emotional exhaustion and workplace ostracism can result 
from inappropriate policies of banks to improve the work 
environment of employees and their lack of support for 
social relationships and friendly groups in the banking 
system.

The results also showed that the supervisor rejection 
and conversational rejection were in poor conditions 
and the colleague rejection was in a desirable condition. 

Figure 1. Research Model on Standard Coefficients Mode about Role of Emotional Exhaustion on Workplace Ostracism.

Figure 2. T-coefficient research model about role of emotional exhaustion on workplace ostracism.



                                                              Journal of Shahrekord University of Medical Sciences, Volume 23, Issue 1, 2021 31

    Model of emotional exhaustion role on workplace ostracism

Various studies have addressed this issue and examined 
the status of organizational rejection. Chung (15) found 
that organizational rejection is investigated under adverse 
environmental conditions, which is in line with our results 
(15). Hsieh and Karatepe found that rejection is due to 
the employees’ lack of attention to the work environment 
(30).

In the current competitive environment, banks have 
made customer attraction a priority. This issue has caused 
attention to the environment of banks with emphasis 
on customer attraction to become an important and key 
priority of banks and also not to pay serious attention 
to employees’ job issues. Although every organization, 
including banks, has always supported its employees, the 
evidence shows that the organizational system of banks 
lacks social groups, friendly communications, and a 
dynamic and attractive environment for employees. This 
has led to the conditions for the expansion and growth of 
some undesirable organizational behaviors and attitudes. 
In other words, rejection is due to the employees’ neglect 
of various aspects of the organization. It seems that 
the existing problems in the banking system of Iran, 
including Sepah Bank, have caused difficult conditions 
for the banking system in Iran. As a result, attention to 
some organizational issues has not been a key concern of 
bank managers; and this has resulted in a bad condition 
regarding ostracism in Sepah Bank.

In interpreting this issue, it should be noted that the 
existence of appropriate communication among colleagues 
has led the colleague rejection of Sepah Bank to be in a 
more favorable condition than other components. In 
addition, the lack of attention to rejection and lack 
of comprehensive planning in this area have led to 
some unfavorable situation of some components of 
organizational rejection, such as supervisor rejection and 
conversational rejection. Furthermore, the lack of concern 
about organizational rejection has led to a lack of attention 
to the components of rejection in the bank, causing serious 
problems in this area.

Our results also showed that emotional exhaustion had 
a significant effect on workplace ostracism of Sepah Bank 
employees in the Northern provinces of Iran. This has 
been addressed in various studies. For example, Montazeri 
(31) found that emotional exhaustion has a significant 
relationship with some of the occupational problems of 
individuals, including the proportional to work. Chen 
et al (32) found after that emotional exhaustion causes 
organizational problems. Moreover, Welsh et al (33) 
reported that emotional exhaustion reduces the amount 
of organizational citizenship behavior. In interpreting 
this finding, it is important to note that emotional 
exhaustion always leads to problems in organizations that 
cause problems in interpersonal and inter-organizational 
situations. It is natural that problems related to emotional 
exhaustion interfere with interpersonal and inter-

organizational relationships that cause one to move 
away from their organizational environment. Emotional 
exhaustion can then lead to workplace ostracism. This 
issue is due to the problems of emotional exhaustion in 
relationships of organizations.

Considering this issue, the formation of emotional 
exhaustion causes disruption in relationships of Sepah 
Bank, which causes both the individual to move away 
from the society, as well as the organization to notice 
the behavioral changes of the individuals. Therefore, 
emotional exhaustion among the employees of Sepah Bank 
in the Northern provinces of Iran leads to a significant 
increase in workplace ostracism among them. In other 
words, emotional exhaustion had a significant effect on 
workplace ostracism of employees in our study.  It seems 
that inappropriate job environment of employees causes 
emotional exhaustion from a mental and behavioral 
perspective to play a significant role in their work system. 
In other words, the unfavorable work environment and the 
lack of proper social relations have led to the conditions 
for the significant impact of emotional exhaustion in 
the process of workplace ostracism. In the meantime, 
the existing banking policies in order to not prioritizing 
work improvement and not to improve the situation of 
the work environment have caused the conditions for the 
emotional exhaustion to have a profound effect on the 
workplace ostracism of employees.  This indicates that the 
environmental and individual conditions in the banks, 
especially Sepah Bank in Northern provinces of Iran, are 
in a situation that has caused the emotional exhaustion to 
clearly cause the workplace ostracism. 

Conclusion
The results of present study showed that emotional 
exhaustion, due to its negative functions in the 
organizational environment, resulted in workplace 
ostracism in Sepah Bank of Northern provinces of Iran. 
Thus, increasing emotional exhaustion is expected to 
increase the rate of workplace ostracism. Therefore, to 
reduce the workplace ostracism, there is a need to reduce 
and control the emotional exhaustion. It can also be 
suggested to improve communication by reducing social 
ostracism, establishing social groups, and performing 
recreational activities outside the corporate environment 
of Sepah Bank.
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