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Moderating Role of Intrinsic Motivation on the
Relationship of Work-Family Conflict and Job

Performance in Frontline Officers of Islamic Banks
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Abstract

Workplace life hinges on the key aspects of work-family conflict, employee performance
and intrinsic motivation. This study explores the boundaries of work-family conflict associated
with perceived job performance and the moderating effect of intrinsic motivation on this as-
sociation amongst the frontline officers of Islamic banks in Pakistan. The exponential rise of
Islamic banking over the past decade demands that the exigencies associated with this industry
be studied and scrutinized. This study aims to fill this gap in literature on this contemporary
issue. The results consistently show that work-family conflict is negatively associated with per-
ceived job performance. Furthermore, intrinsic motivation as moderator, weakens this negative
association. The study calls upon the need to properly deploy intrinsic motivation arousing
tools to overcome the negative consequences of work-family conflict. It is further suggested that
if religious inclinations and obligations are instilled in the organizational ethos, then working
in Islamic banks may stimulate the source of intrinsic motivation. The study could provide an

overview of the practical implications of work-family conflict to scholars and policy-makers.

Key Words: Work-family conflict, perceived job performance, intrinsic motivation,

frontline officers, islamic banks.

1. Introduction

In today’s competitive world, human resources offer the competitive advantage
and key to success of any organization (Robbins & Judge, 2019; 2013, Yavas, Karatepe,
Auvci, Tekinkus, 2003; Lewis & Gabrielsen, 1998; LeBlanc & Nguyen, 1988). One of

the aims of organization is to develop high performance work culture and that could
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only be achieved with the help of a committed, competent, skilled and result oriented
workforce, especially, the frontline employees. Banks are major financial institutions
of any country. Human resource working in banking sector is under intense pressure
due to recent financial crises, highly competitive banking sector and timing nature
of job as mostly the employees stayed on job beyond their working hours. Among
those, frontline officers of banks play an integral part in delivering quality services
and cultivating a pool of satisfied customers (Karatepe & Tekinkus, 20006) as they are
in direct contact with customers.

Although, importance of frontline officers is recognized, yet they face different
problems that arise from the internal and external environments of the bank, these
may result in low quality of work and below average job performance. All bank
employees in general and frontline officers in particular spend long hours on their
job which culminates into stress and exhaustion (Karatepe & Tekinkus, 2006). As
Kamal and Hanif (2009) observe that in Pakistani banks, employee participation in
routine decisions is not seen as a driver of their employee performance. This practice
brings about feeling of discomfort, burnout and oblivion amongst these employees.
Employees perceive that decisions about their common workplace issues taken by
managers have significance consequences on their work, family and social lives. Long
hours at job, frustration, exhaustion, sense of being ignored and demanding jobs
affect the psychological well-being of frontline officers, which consequently ensues
into work family conflict. Work family conflict accrues a major negative impact on
the job outcomes such as job performance, affective organizational commitment, job
satisfaction, and organizational citizenship behaviors (Netemeyer, Brashear-Alejandro
& Boles, 2004; Babakus, Cravens, Johnston & Moncief, 1999). These impacts cause
an increase in turnover intension, actual turnover, absenteeism, and job dissatisfac-
tion. The negative impacts of work family conflict may be reduced by enhancing the
level of motivation of employees. Intrinsically motivated employees are innovative and
high performing (Miller, 2002). Intrinsic motivation is characterized by motivating
nature of the job, growth opportunities and strong commitment to the organization
(Bruse, 2003; Deci & Rayn, 1985; Deci, 1975). Therefore intrinsic motivation may

moderate the association of work family conflict with job performance.

Islamic banks are established to provide financial services to the customers de-
manding satisfaction of the financial needs of Muslims, compliant to their Islamic
beliefs, urges and obligations. Al-Ajmi, Abo-Hussain and Al-Saleh (2009) conclude
that Islamic beliefs and being ethically, socially responsible Muslim are two key factors
that determine banks (Islamic) selection decisions by customers. Al-Wehabie (2011,
p.236) is his doctoral study on motivation in Islamic banks; find that most of the
employees also commit to their jobs in Islamic banks to satisfy their religious urges.
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They are intrinsically motivated by attaining inner satisfaction and convinced that their
job in Islamic financial sector is fulfilling their religious duty. Furthermore, Islamic
beliefs and values are significantly motivating them for their jobs (Sulaiman, Ahmad,
Sbaih, & Kamil, 2014; Fontaine & Ahmad, 2013). Similarly, employees in Islamic
banks of Pakistan perceive that Islamic banking is in accordance with Shari’ah and
[slamic principles (Shah, Niazi & Majid, 2016). Therefore, their intrinsic motivation
is of immense importance while studying their behaviors in organizational settings.
Frontline officer, in the same way, may feel that although they are paid for their jobs,
they are simultaneously fulfilling their religious duties and responsibilities.

Accordingly, this study aims to find the effects of work family conflict on job
performance as well as to find that whether intrinsic motivation moderates the rela-
tionship between work family conflict and job performance. To attain these objectives,
remainder of the paper is constructed in the way that in following section, literature
is reviewed for hypotheses development. Section three elucidates the methodology to
investigate the phenomena under study. In succeeding sections data analysis is carried
out, results are reported, discussed and concluded for hypotheses-testing. In the last
section, managerial implications, limitations and future directions are also debated.

2. Literature Review

2.1.Work family conflict and job performance

The changing work environment and family obligations are affecting the employ-
ees’ psychological wellbeing; consequently, they are facing many issues. One of them
is work family conflict - WFC (Poggesi, Mari, & De-Vita, 2019; Liao, Lau, Hui &
Kong, 2019; Eckart, & Ziomek-Daigle, 2019). Due to many changes in the working
environment, increase ICT usage, and changes in nature of business; researchers of
organizational behaviors have started studying WFC from different dimensions and
in different contexts (Zhao, Zhang, Kraimer, & Yang, 2019). WFC “occurs when
demands from work and family domains are incompatible, impeding domain perfor-
mance” (French, Dumani, Allen, & Shockley, 2018, p. 286). Greenhaus and Beutell
(1985) define WEC as the stress created by different demands from work and family
domains, where the stress from both work and family domains are incompatible in
some regard (Adepoju, 2017). Work and family are two main domains of one’s life.
In each domain, as per Social Role Theory (SRT; Katz & Kahn, 1978), employee
faces conflicting expectations which may result mostly in conflict. Work obligations
may hamper family life and similarly family problems may induce stress and conflict
at workplace (Ahmad & Skitmore, 2003). Thus, WFC is a type of inter-role conflict
because both roles of an employee (i.e. being an employee and a family member)
demands incompatible and incongruent obligations (Adepoju, 2017).
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Some of the researchers (e.g. Gutek, Searle & Klepa, 1991) argue that conflict at
work and family is bi-directional. Conflict at work will induce conflict at family and
vice versa. But empirical evidence does not support this assertion rather the argument
of the Greenhaus and Beutell (1985) holds ground that there are two distinct types
i.e. work family conflict - WFC or work interfering with family - WIF conflict, and
family work conflict - FWC, family interfering with work — FIW conflict (Page, Deul-
ing, Mazzala & Rospenda, 2018). WFC transpire when energy, time or behavioral
demands of the work role conflicts with those of the family roles (Kossek & Lee,
2017) while FWC occur when the obligations of family life is found irreconcilable
with work demands (Greenhaus & Beutell, 1985). This study is investigating WFC
or WIF conflict only.

When job is demanding in nature, requires more time, and efforts, then a strain
is developed by the interference of job demands with disposing off family responsi-
bilities (Karatepe & Tekinkus, 2006; Netemeyer, Boles, & McMurrian, 1996). This
strain is exhibited in the form anxiety, depression and lack of concentration (Pleck,
1977 cited in Khalid, 2017). Generally, when there is emotional exhaustion, employee
faces feeling of fatigue, loss of trust and concern, and frustration (Gaines & Jermier,
1983 cited in Karatepe & Tekinkus, 2006). Consequently, other employees in gen-
eral and frontline officers in specific, start perceiving conflict between demands and
responsibilities of job, and family /social commitments (Hyman, Baldry, Scholarios
& Bunzel, 2003). This shows that emotional exhaustion is an antecedent of WFC.

Two of the consequences of WFC are role ambiguity and role conflict (Janasz &
Benson, 2007). In their review article, Allen, Herst, Bruk and Sutton (2000) conclude
that WFC may affect the work related outcomes (like job satisfaction, organizational
commitment, intentions to quit, abseentism, job performance), non-work related
outcomes (for example life, marital and family satisfaction) and stress related outcomes
(such as general psychological strain, depression, burnout, and work related stress).
Emotional exhaustion - EE is one of the three components of burnout (Maslach, &
Leiter, 2016) and is the antecedent of WFC while burnout as a whole is an outcome
of WFC. These findings point to a unique relation among emotional exhaustion,
burnout and WEFC i.e. EE has double effects; it develops WEFC as well as burnout,
but burnout is the consequence of WFC as well which means the burnout as a
consequence of WFC will be more intense and detrimental. Burnout is positively
related to WFC (Taylor, Huml & Dixon, 2019) and depressive symptoms (Kan, &
Yu, 2016). Alam, Biswas and Hassan (2009) also find that WFC has negative impacts
on the job performance of the employees as it causes poor job performance leading
to turnover intentions. Karatepe and Tekinkus (2006) argue that frontline officers’
family, social, and work demands are too conflicting and diverse; resultantly, develop
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conflict which ultimately decreases their performance level. On the basis of above
discussion, it is postulated that the WFC has a significant negative effect on the em-
ployees’ job performance of the Islamic bank frontline officer. Therefore following
hypothesis is formulated;

H1: WFC will have a negative relationship with frontline Islamic Bank officers’ job
performance.

2.2. Intrinsic motivation and job performance

Motivated human resource is a prerequisite of enhanced organizational perfor-
mance and pleasant workplace (Robins & Judge, 2013; 2019). Motivation has to be
harvested in human capital of the organization. Motivating the employees is the most
challenging and demanding part of a manager’s job. Manager could not achieve their
targets, goals and objectives sans motivated team (Cerasoli, Nicklin & Ford, 2014).
This is a continuous function of any manager to search ways, tools, and techniques
to engage his team enthusiastically in his efforts for achieving organizational goals.
The manager has to build the morale of team and to motivate them for performing
at par (Bruse, 2003). Batrol and Martin (1998, p. 381) define motivation as “a force
which energizes the behaviors, gives direction to behaviors and underlies the ten-
dency to persist”. Self Determination Theory (SDT; Deci & Ryan, 1985) advocates
that motivation is of two types, namely, extrinsic and intrinsic motivation. Extrinsic
motivation is attributed to motivation by providing material and monetary incentives
(Bruse, 2003) while in intrinsic motivation, recognition for achievement, the job
itself, growth and development opportunities are used as motivating tools (Dimitris,

2007; Herzberg, 1968; 2003).

Different researchers (for example Kuvaas, Buch, Weibel, Dysvik & Nerstad,
2017; Pink, 2011) debate the issue that which one is of more importance. Economists
argue that people respond to incentives (tangible mostly), ipso facto according to them,
extrinsically motivated employees performed better (Lazear, 2000; Gibbins, 1997).
On the other hand, psychologists, sociologists, and HR experts opine that intrinsic
motivation play key role in most of our social and economic interactions and transac-
tions (Deci, 1975; Deci & Ryan, 1985). Amabile (1993) argues that the perception of
the task and reasons for engaging in that are the two bases for determining the work
motivation as extrinsic or intrinsic. She argues that if employees pursue enjoyment,
interest, satisfaction of curiosity, self-expression, or personal challenge in the work, they
are intrinsically motivated. On contrary, if they are engaged for achieving some goal
apart from the work, then they are extrinsically motivated (p.189). In a recent article
(Amabile, 2019) recapitulate the impacts of her work related to intrinsic motivation
and she find it very promising. Reconciling both views, Bénabou and Tirole (2003)
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concludes that both are necessary and not mutually exclusive rather overlapping. These
may positively reinforce each other if use properly and timely. Nevertheless, many
researchers are of the view that intrinsic motivation, being intra-psychic in nature, is
more important in behavioral organizational phenomena. According to Bruse (2003):

People talk about motivation being either intrinsic or extrinsic. But it’s
really only intrinsic’ within each of us. What we refer to as extrinsic motiva-
tion is really just external factors, like company perks, bonuses, and pay rises
that ultimately affect our intrinsic motivation. (p. 21)

Florida (2004) conducted a study about IT employees’ motivation. He asked more
than 20,000 employees the question “what matters most to you about your job?” They
were asked to select among 38 different factors. Surprisingly, he found that money
(an extrinsic motivation) is ranked only fourth, all of the other ten highly valued job
factors were intrinsic.

On the basis of the literature reviewed here, it may be concluded that motivation
is key to activate an individual to perform a job up to standards. Although, it is evident
from the Deci (1975) comments that intrinsic and extrinsic rewards are interacting
and interchanging in nature, i.e. a change in one brings change in other form of
motivation. But on the basis of other researchers (for example Cerasoli, Nicklin &
Nassrelgrgawi, 2016; Bruse, 2003), it may also be concluded that the intrinsic moti-
vation is the core of motivation for extracting the best performance of an individual
and is more important than the extrinsic motivation. Empirical evidence reveals that

salespersons’ intrinsic motivation has a significant positive effect on their perceptions
of performance (Karatepe & Tekinkus, 2006; Deci & Ryan, 2008; 2000).

WEC has so many negative affective outcomes (see Section 2.1), therefore, organi-
zation always look to find ways for minimizing these effects. Similarly, WFC and job
performance have negative relationship as we also hypothesized. This relationship may
be moderated by intrinsic motivation because (i) intrinsic motivation is characterized
by a good feel for organization (ii) being highly motivated intrinsically, employees
exhibited organizational citizenship behaviors - OCBs, (iii) intrinsic motivation has a
positive effect on job satisfaction (Low, Cravens, Grant & Moncief, 2001); Netemeyer
etal., 2004), and satisfied employees try to develop a helping, collaborative, supportive
workplace, and (iv) in this case of frontline officers of Islamic banks, Islamic religious
values are intrinsically motivating them, thus they try to perform better (Karatepe &
Tekinkus, 2006). Therefore it is hypothesized that

H2: Intrinsic motivation will moderate the negative relationship of WFC with job perfor-

mance such that relationship will be weaken when intrinsic motivation is high.



Moderating Role of Intrinsic Motivation on the Relationship of Work Family Conflict... 167

3. Research Methodology

This explanatory, co-relational, cross sectional study was carried out in the twin
cities of Islamabad and Rawalpindi and their vicinities. There are 109 branches of
Islamic Banks in twin cities (State Bank of Pakistan, 2016). Frontline officers of the
[slamic banks of these two cities are taken as target population. With the help of
online branch search, list of all Islamic banks’ 109 branches was prepared and then
250 questionnaires were administered at those branches utilizing convenience sam-
pling. A total of 216 questionnaires were returned (86.4 % response rate). After the
examination of questionnaires 211 questionnaires were found fit for analysis as five
of them were not properly filled or were incomplete.

3.1.Instruments

The questionnaire comprised of four sections along with a cover letter. In the first
section, demographic questions about age, gender, education, marital status, number
of children, experience were asked. The Second section was related to WFC while
the third and fourth sections items related to intrinsic motivation and perceived job
performance were included respectively.

3.1.1 Work family conflict

The construct for WFC was developed originally by Burke, Weir, and DuWorse
(1979) having eight items. Karatepe and Tekinkus (2006) altered it for their study of
frontline bank officers in Turkey. Using Confirmatory Factor Analysis - CFA, they
dropped one item from the construct. They used pairwise CFAs for ensuring dis-
criminant validity. Our study adopted that modified scale which has seven 5-points
(1= strongly negative impact to 5= strongly positive impact) Likert scale items. The
Cronbach Alpha was .86 in this study (Cronbach, 1951) while composite reliability
value was .86.

3.1.2. Intrinsic motivation

The scale developed by Low et al., (2001) for measuring intrinsic motivation of
the frontline employees (sales persons) was adopted. It contains 4 items on a 5-points
(1=Strongly disagree to 5= Strongly agree) Likert scale. The Cronbach Alpha was .87 for
the construct in this study (Cronbach, 1951) while composite reliability value was .82.

3.1.3. Job performance

For perceived job performance, a scale developed by Babin and Boles (1998) was
adopted. The construct aims to measure subjectively the job performance of employ-
ees in a service environment. It has five 5-points (1=Strongly disagree to 5= Strongly
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agree) Likert scale items. The Cronbach Alpha was .83 for the construct in this study
(Cronbach, 1951) while composite reliability value was .80.

3.2. Psychometrics of the instruments

The adopted scales were analysed through CFA and factor loading using AMOS
22.0 and SPSS 22.0 for dimensionality and convergent validity. Standardized loading
are reported in Table 01 ranged from .57 to .82 and tvalues ranged from 9.33 to 18.42
were significant. One item in WFC scale and one item in perceived job performance
scale were dropped due to low loading i.e. .50 and .051. the rest were above .60.
Results of CFA showed a moderate fit for the three factors model to the data (GFI
=.91; NFI = .89; CFI=.91; RMSEA = .0551; SRMR= .061). The values of AVE were
found > .5 which ensured the convergent validity of the scales (Hair, Black, Balin,
& Anderson, 2010).The absolute index (i.e. GFI) value is .91 which is acceptable
(Miles & Shevlin, 1998; Bentler & Bonnet, 1980). Correspondingly, incremental fit
indices (NFI and CFI) are around .90 and hence acceptable (Hooper, Coughlan &
Mullen, 2008), although Hu and Bentler (1999) argue that values of these indices
shall be > .95 for best fit model. Loading values magnitude and model fit indices’
values offered support that scales have convergent validity (Anderson & Gerbin,
1988). Square roots values of constructs’ AVE are .72, .73 and .71 which are greater

than the inter-construct correlations, hence the discriminant validity of the construct
is established (Fonrnell & Larcher, 1981).

4. Results

Descriptive statistics were used for demographics while for main analysis, tools
of inferential statistics such as Spearman correlation matrix (Bonett & Wright, 2000)
as there were some ranked variables; and stepwise regression analysis (Lewis, 2007)

using SPSS 22.0 were utilized.

4.1. Demographics

Table 1: Demographics

Variable Category Percentage
Gender

Male 90%
Female 10%
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Table 2: Scale Items, Factor Loadings, AVE , Cronbach and Composite Reliabilities
(n=211)

 Wokbmibeoff | |
| Mennland physcalsoreathome | 80| 1842

When I do work well, it gives me a feeling of 13.75
Accomplishment

I do my job well 16.10

.86 S1 | .86

My job increases my feelings of self-esteem 15.17
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[ am a top performer 71 15.34 .83 50 | .80
I get along better with customers than do .14 16.11
others
[ know more about services delivered to 57 9.33
customers
I know what my customer expect .19 17.33
* Each item of the scales were measured on a five point scales
**All loadings are statistically significant at .01 level or higher
Table 3: Spearman Correlation
1 2 3 4 5 6 7
Age
Gender .550%
Marital Status 342 453
No of Children .543* 234> 331%
Work Family Conflict 311 341% 423% | 213
Intrinsic Motivation 242 345 .213* 342 | 134
Job Performance .102* 112 324 321 | =211 | 441

*Correlation is significant at 0.05 level ** Correlation is significant at 0.01 level

Table 4: Stepwise Regression Analysis - Effect of Work-Family Conflict on Job Performance
Moderated by Intrinsic Motivation

Variables Step 01 (B values) Step 02 (3 values) | Step 03 (B values)

Age -039* -035* -036*

Gender .021 .020 .020

Marital Status -012 -012 -013

No. of Children -.043* -.041* .046
Education 0427 .040* .043*

Work Experience .021* .020* .018*
Work Family Conflict - WFC -214** 211
Intrinsic Motivation - IM 393> .389***
WEFC X IM 2427

R2 .029 .301 .395

AR2 212 .094

*p<.05 ** p<.0l ***p<.001
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4.2. Correlation and regression analysis

The Spearman correlation analysis showed that age is significantly correlated
with all variables of our concern i.e. WFC (rho = .361, p<.01), intrinsic motivation
(rho=.242, p<.01), and job performance (rho=.132, p<.05), although, Page et al., (2018)
concludes that age has a non-linear correlation with WFC as up to middle age, this
relationship is positive and near retirements this correlation decreases (Baltes &
Young, 2007). Gender has a significant relationship with WFC (rho=.341, p<.01) i.e.
women has more WFC than men. Powell and Greenhaus (2010) argue that “women
tend to experience greater family demands while men tend to experience greater work demands.”
(Page et al., 2018; Martinengo, Jacob & Hill, 2010). Marital status is correlated signifi-
cantly with WFC (rho= .432, p<.01) and same is the case of number of children and
WEC (rho=213, p<.05). Marriage brings another role in to the life of employee and
may demands more time, thus, it is a positively correlated with WFC. As Page et al.
(2018) anchoring on Kaufman and Uhlengberg (2000), opine that when an employee
becomes a parent, he may less likely to reduce the efforts and resources available to
him and thus may have more WEFC. Correspondingly, children may increase the time
and emotional constraints (Taylor & Dao, 2003) which may result in more WFC for
employees with children.

Step-wise hierarchal regression was carried out in three steps. In the first step,
control variables were entered e.g. age, gender, marital status, number of children,
education and experience (R* = .029). In the second step, WFC and intrinsic mo-
tivation were entered, and it was found by looking into B-value (B = -.214, p<.01) of
WEC that, as expected and predicted, it has a negative impact on job performance
and intrinsic motivation has a positive impact on job performance ( =.393, p<.001;

2= 301, AR?=.272). In the third step, moderator variable (interaction term of work
family conflict x intrinsic motivation) was entered. It was found that intrinsic moti-
vation has a moderating impact on the relationship of work family conflict and job
performance (§ = -.242, p<.01; R? = .395, AR?=.094). The negative sign of the j of
the moderator/interaction term is indicating the fact that the intrinsic motivation
is weakening the negative relationship between WFC and job performance. Conse-
quently, it may be concluded that intrinsically motivating the employees will lessen
the negative effects of WFC on job performance.

Results from correlation along with regression analysis supported hypotheses of
this study. In the first hypothesis, it was predicted that WFC has a negative impact
on job performance. These two has a negative correlation (rtho=-.191, p<.05) and a
negative but significant beta value (B=-.214, p<.01). Consequently, the H1 got support
and thus accepted. In the second hypothesis, intrinsic motivation was hypothesized
to have a moderating effect on the relationship of WFC and job performance. Step-
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wise regression results reported that f value of the moderator (interaction term) is
significant and negative (B= -.242, p<.01). Furthermore, the value of AR*is .094
which is quite good and which implicate that there is moderate level of moderating
Consequently H2 is also supported and accepted.

5. Discussion and Conclusion

The study aims to investigate the association of work family conflict with job
performance and intrinsic motivation as moderator of this relationship. The results
supported both hypotheses of the study i.e. WFC has a negative impact on job perfor-
mance and intrinsic motivation moderated / weaken the negative relationship between
WEC and job performance. These results are in line with the previous literature (Liao
etal., 2019; Alam, Biswas & Hassan, 2009; Van Steenbergen, Ellemers & Mooijaart,
2007; Karatepe & Tekinkus, 2006; Kossek, Colquitt & Noe, 2001).

The mechanism of negative impact of WFC on job performance may be explained
with the help of literature. Karatepe and Tekinkus (2006) find that WFC increase the
emotional exhaustion of frontline employees of Turkish banks which subsequently
affected their job satisfaction and performance negatively. As frontline employees
are having “boundary spanning” positions (Aycan & Eskin, 2004; Aldrich & Herker,
1977). In these positions, they have huge workloads and inflexible timings which
make it very difficult for them to maintain a balance between their job demands and
family commitments. Accordingly, their performance deteriorated (Karatepe, 2013;
Karatepe & Tekinkus, 2006; Low et al., 2001; Boles & Babin, 1996). But, hampering
the family commitments may also induce family work conflict - FWC, and thus,
in line with Liao et al., (2019), WFC and FWC may be investigated in one study.
Furthermore, it is suggested that in future WFC and family work conflict with job
performance and moderators (e.g. intrinsic motivation, social support, OCBs) may
be studied simultaneously.

It is also found that intrinsic motivation moderated the relationship between WFC
and job performance. Intrinsic motivation used to affect positively the cognition of
employees (Robbins & Judge, 2019; 2013) to overcome the negative feelings developed
due to WEFC. These effects successively in turn lessen the negative impacts of WFC
on job performance. On the other hand, intrinsic motivation has been found to have
positive effects on job performances (Low et al., 2001; Karatepe & Tekinkus, 2006).
In this way, job performance of intrinsically motivated employees is increased which
subsequently lessen the magnitude of negative impacts of WFC on job performance.

Synthesizing the above discussion, it can be concluded that work family conflict
has negative impacts on the job performance of frontline officers of the Islamic banks
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in twin cities of Islamabad and Rawalpindi. Furthermore, these negative effects are
being moderated by intrinsic motivation.

6. Managerial Implications, Limitations and Directions for Future
Research

The study found that WFC has a negative relationship with job performance of
the frontline officers of Islamic banks and this relationship is being moderated by
intrinsic motivation. Frontline officers have a key role in banking sector, who are in
direct contact with their customers, so their job performance is of immense important.
If they are not performing well, their banks will ultimately incur huge losses. There-
fore, they have been to be kept performing as per their targets. This study found that
job performance of frontline officers of Islamic banks is affected negatively by WFC
and these negative effects can be moderated by intrinsic motivation. Thus now, some
managerial implications are put forward as following;

* As customers of Islamic banks are driven by their religious urges and obligations,
therefore they have to be dealt accordingly. Frontline officers will do that if they
are intrinsically motivated using their indoctrinated feelings that they are not only
serving customers but also their religion. As Al- Ajmi et al (2009) concludes that
selection of Islamic banks is determined by the level of religious obligations and
being socially responsible Muslim. In this way, the job itself will be motivating
in nature. Consequently, the training of frontline officers at Pakistani Islamic
banks may contain material for the inculcation of this aspect fulfilling their
religious obligations and urges. It is also suggested that religiously triggered in-
trinsic motivation may be studied thoroughly. This will help the Islamic financial
institutions to adopt such recruit and selection and other HR policies to hire
and retain already intrinsically motivated human resource and thus make it easy
to perform well in financial sector.

* As the timing of frontline officers are inflexible, and their jobs are too demand-
ing, therefore, it is imperative to recognize and compensate such efforts through
different recognition schemes like employee of the month, quarter, year, appre-
ciation letter, or atleast inviting them on a cup of tea by their managers. These
schemes will positively enhance intrinsic motivation and the negative impacts of

WEFC will be minimized.

* The management has to make the workplace pleasant, cooperative and collab-
orative by involving the employees by utilizing team development techniques.
Talking this line, organizational citizenship behaviors (OCBs) may be nurtured
in the workplace to make the WFC affectee frontline officers of the Islamic
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banks to feel relax.

The study has several methodological limitations. Firstly, the study is based on
convenience sampling which may result in systematic bias which can be minimized by
employing large samples. Secondly, being cross sectional in nature, this study cannot
establish causal relationship, therefore, longitudinal studies are needed to establish
the causality and to investigate the mechanism. Thirdly, selfreported response may
result in social desirability bias which may be addressed by collecting data from multiple
sources. Finally, it is also recommended that WFC is a complex social phenomenon,
therefore, there is a need to design complex research models with the inclusion of
maximum possible variables of interests (for example self-construal, Islamic work ethics,
cultural values, religiosity/ spirituality) and test using structural equation modelling
(SEM). On other hand, to understand the underlying process, qualitative studies
(non-structured interviews, in-depth case studies, critical incidents techniques, diary
methods and or combination of some of these) may be designed and conducted.
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