
1

Chapter One

Introduction

1.1 Background to the Study

Globally, the banking industry plays a crucial role in fostering economic growth by providing

essential financial services such as savings, credit, and investment, accounting for about 24%

of global GDP in 2021. The sector also supported employment, with around 4.3 million jobs

worldwide in 20201. In Africa, banking contributes to 12% of the continent's GDP and

employs about 2.1 million people, with growth driven by financial inclusion and fintech

adoption2. In Nigeria, the banking industry plays a significant role, contributing

approximately 3% of the nation's GDP in 2021 and providing over 500,000 jobs3. The

statistics shows that banks have a large pool of employee base, thus making employee

management a crucial factor in ensuring organisational success.

The banking sector, as a service-oriented industry, is established with the responsibility of

facilitating specialisation and division of labour through the use of legally accepted means of

exchange. However, the success of this sector heavily depends on its human resource

capability, which is considered the most valuable asset of any organisation. A key challenge

for managers at all levels is to develop a reward system that aligns organisational goals with

individual employee needs, ensuring a motivated workforce and enhanced productivity. In

support of this, it has been argued that the greatest intellectual asset that a company,

especially banks have are its employees which are responsible for driving innovation,

providing excellent customer service, and ultimately determining the success of the

organisation4. Employees are so important for banks due to their direct interaction with
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customers, their ability to create and implement new financial products, and their role in

maintaining the overall reputation and credibility of the institution5. Without skilled and

motivated employees, banks would struggle to compete in the ever-evolving financial market

and meet the changing needs of their customers. Similarly, the manner in which the

employees are treated fairly in a banks tells a lot about how they perform effectively in their

bank. Hence, it is clear that the manner in which employees are treated resonate with their

performance which in turn influence bank's success.

Employee performance refers to the extent to which an employee’s actions and tasks meet

the established requirements in terms of timeliness, accuracy, completeness, and efficiency5.

It plays a crucial role in determining how well an organization achieves its overall objectives.

Performance measures help organizations assess, manage, and improve various operational

aspects, ensuring that goals are met, customers are satisfied, and necessary adjustments are

made for continued success6. Performance is a multifaceted concept that involves the

application of skills, knowledge, and abilities to achieve desired outcomes7. In this context,

employee performance is shaped by a wide range of factors, both direct and indirect, that

influence their work. It can be understood as the result of collaborative efforts among

individuals or groups, where the effective implementation of tasks contributes to

organizational success. Thus, measuring and managing employee performance is essential for

ensuring that banks and individual goals align, resulting in improved productivity and

performance.

Maximising organisational performance through its employees is crucial for the success of

Nigerian banks. It has been highlighted that human resources are central to achieving

organisational goals, unlike machinery or equipment, which have fixed production



3

capacities8. Employees, influenced by various motivating factors, can enhance output and

productivity, making them a vital asset to any organisation. In the banking sector, the quality

of human resources is critical, but the ability to elicit optimal performance from employees is

equally important9. Success in today’s competitive environment depends on the effective and

efficient management of human resources, emphasising the importance of fostering a

motivated workforce. This supports the view of other study that the productivity of a banking

organisation depends on the willingness of employees to complement any system in place10.

Machines, as predictable and replaceable, lack the complexity of human motivation.

Employees cannot be programmed or compelled to perform under adverse conditions;

instead, their productivity is directly linked to their level of motivation11. Thus, unlike

machines, employees cannot be replaced or managed solely through directives. When a bank

invests in meeting the needs of its employees, it creates a reciprocal relationship where

employees respond with greater commitment and hard work. Even though contracts, labour

laws, and regulations govern the employee-employer relationship, recognising and fulfilling

employee needs remains the most effective strategy for fostering dedication and achieving

organisational objectives12.

However, a major instrument for employee performance is equitable reward system and a

better rewarded employee perceives himself/herself being valued by the employer. Doing this

will enable the organisation shape employees’ behaviours and accelerate the attainment of

organisational objectives. This equitable reward system encourages workers for higher

performance. Failure of employers to establish an equitable reward system could force such

employees to leave the organisation13. This shows that the importance of well-motivated

employees cannot be appropriately highlighted in the context of an organisation14. It is
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further noted that highly motivated employees are more efficient, eager to work and more

productive towards the achievement of organisational goals than less motivated employees.

Reward management system encompasses various strategies used to motivate and retain

employees by aligning rewards with performance goals14. Among these, compensation is

critical, as it directly affects employee motivation and performance outcomes. Adequate and

equitable compensation leads to enhanced job satisfaction, which, in turn, boosts

productivity15. Moreover, employee benefits such as health insurance, retirement plans, and

paid leave further strengthen the relationship between reward systems and performance.

Benefits are non-wage remunerations that enhance employees' commitment by providing

financial security and promoting job satisfaction16,17. Furthermore, job promotion acts as an

essential reward mechanism, fostering career growth and enhancing employee motivation to

achieve organizational goals18. Promotions provide recognition for performance, thereby

improving employee engagement19. Lastly, work-life balance, a key component of reward

management, contributes to employee well-being by offering flexibility in work schedules,

reducing burnout, and increasing productivity20,21,22. A balanced work-life arrangement

complements job promotion and compensation, ensuring a more satisfied and productive

workforce3,4. Consequently, these elements of reward management are integral to optimizing

employee performance in Nigerian banks.

Every reward system is based on the assumption that rewarding employees would attract,

retain and motivate workers. Thus any reward system that fails to achieve these would be

considered as an ineffective reward system. Over the years a lot of researchers, have held that

financial reward is the best motivator of workers. But recently several studies have found that

among employees surveyed, money was not the most important motivating factor, and in
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some instances managers have found money to be a demotivator. For instance, a study claims

that there are other means to reward employee which does not focus on financial

compensation21. An employee reward system consists of an organisation's integrated policies,

processes and practices for rewarding its employees in accordance with their contribution,

skill and competence and their market worth. It is developed within the framework of the

organizations reward philosophy, strategies and policies and contains arrangements in the

form of processes, practices, structures and procedures which will provide and maintain

appropriate types and levels of pay, benefits and other forms of reward. A reward system

consists of financial rewards (fixed and variable pay) and employee benefits, which together

comprise total remuneration. The system also incorporates non-financial rewards and, in

many cases, productivity management processes.

Despite the critical role rewards system plays in achieving organizational objectives, is yet

to receive the necessary attention in the banking sector. This oversight has become a

significant issue. According to the International Labour Organisation (ILO), employee

conditions in some regions of the banking sector have deteriorated to intolerable levels11,12.

The public perception of banking employees, in terms of their purchasing power, social

status, and gender discrimination, has diminished the profession's attractiveness. Many

banking employees have faced harsh conditions, including insufficient salaries, forcing them

to seek alternative means to meet targets. This mistreatment and the lack of professional

recognition in the banking industry lead to employee dissatisfaction, which in turn hinders

organisational effectiveness and productivity. Employees are often blamed for poor

performance, particularly when they struggle to attract and retain customers. It is against this
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background that the study examines the role of rewards management on the performance of

employees in the banking sector.

1.2 Statement of the Problem

In today’s competitive environment, competitive rewards system remains a strategic policy

organisations can adopt to increase their worker’s performance and thereby increase the

organisation’s productivity20,21,22. A close look at employee performance of many banks

today reveals that many staffs are not happy with the present reward system due to the ever-

changing needs. The area of acceptance within which the employee will accept the authority

of any organisation depends certainly on the nature of the incentives or bonuses the

organisation offers23. In other words, an employee’s performance toward the achievement of

the organisation’s goals depends on the organisation's incentives. Mostly, employees with

good education and work experience are unsatisfied with their jobs and salary packages. As a

result, low performance is inevitable24. If employees are well rewarded, they feel happier at

their workplaces and perform at their maximum.

However, performance is as crucial as reward packages because when employees achieve a

high level of fulfilment, they expect to receive an adequate reward in return. Organisations

are managed to effectively use the various human and non-human resources available to

achieve specific goals and objectives. One of such resource is human resource management

which could generally be considered the most valuable fortune that an organisation could use

to gain competitiveness and aim26. Banks needs employees with high performance to meet

goals, deliver products and services, and achieve a competitive advantage in the market27. It

is in doubt whether or not reward motivates employee28. It has been discovered that reward is
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not a satisfier irrespective of how individuals have a wistful connection to it. Most employees

work just to keep up a huge family responsibility or to address physiological issues not

necessarily because they are satisfied with the type of job they do. As observed by an author,

the neglect could be due to lack of employee satisfaction factors which tends to motivate

workers’ effort and helps them to increase expectations of performance which in turn leads to

rewards29. These factors have not been effective in many commercial industries especially in

the banking sectors and Stanbic IBTC is also not an exemption.

Various studies have shown that reward management system adopted by banks is crucial to

improving their performance5,17,30. Compensation, promotion, benefits and work-life balance

has been argued among existing literature to be a key factor in motivating employees in the

banking sector. However, the implementation of these reward management systems among

Nigerian banks especially in Stanbic IBTC may not be as effective as intended31,32. This is

because of various challenges such as inconsistent application of reward policies, lack of

transparency in the reward process, and limited employee involvement in decision-making.

Additionally, the rapidly changing nature of the banking industry and increasing competition

for talent also pose obstacles to the successful implementation of reward management

systems. Additionally, the lack of recognition and appreciation for employees' hard work and

dedication may further contribute to the low levels of employee satisfaction within the

organisation. To buttress on this, compensation, promotion, benefits and work-life balance

are crucial factors that has been addressed in academic literatures as a reward system that can

influence employee performance.

In Nigeria, majority of employees who change from one job to another move as a result of

finding better pay 21. The authors indicate that more than seven out of ten people in Nigeria



8

that are more than 70% of employees who are interested in changing their employer normally

gave the reason of low income in their present job that makes them seek for new employment

environment. Several authors are of the opinion that employees only stay in an organization

to give their best when they believe the remuneration process is commensurate to their

input17,33. This has constituted a high rate of employees leaving their employers, moving

sometimes away from their city or the country just to find greener pastures.

Evidently, in the country, many banks including Stanbic IBTC still grapple with issues

relating to proper compensation of employees in order to increase their performance

standards. Furthermore, the current state of affairs in the nation in general and the banking

sector as relating to workforce compensation make it necessary to temper this optimism with

caution34. Whenever the workers are asked for another pay rise, the question often asked is

“What do workers want from their employers?” Can there be an amend to the glamour of

increases in the minimum wage? Why do workers work and what induces them to give input

at their best? These questions remain unanswered as organizations like Stanbic IBTC

navigate the delicate balance between rewarding employees and maintaining financial

stability. The implications of shifting compensation norms in the banking sector are complex

and require a nuanced approach to ensure long-term success. Various studies have also been

conducted on how compensation influence employee performance. While studies such as

believed that employees are better motivated through salary or financial incentives, some

studies, others argued that rewarding employees based solely on financial incentives can lead

to short-term gains but may not result in sustained performance improvements 33,35,36. Despite

the fact that so much has been done in this respect, the mixed reactions among studies and
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the fact that Stanbic IBTC was not specifically examined makes it important to conduct this

study.

Similarly, while banks struggle to sustain competitiveness by demanding high performance

as contribution from their employees, some deposit money banks MBs forget to strike an

equitable balance between the employee’s contribution to organizational performance and the

organisation’s contribution to the employees’ welfare. For instance, the benefits received by

employees such as health insurance, retirement plans, and paid time off may not always align

with the level of effort and dedication they put into their work. It has been argued that

sometimes the paper works and the stress involved in obtaining these benefits can be

overwhelming for employees, leading to feelings of frustration and dissatisfaction36. In

several cases the favourite persons have been rewarded over the better performing staff,

which has resulted in the case of “Monkey dey work and Baboon dey chop”.

Some employees in the bid to achieve these almost impossible targets overstretch their

abilities; they are always on their toes, breaking their backs working seriously hard, others go

down to unethical practices 17,24. This is an oversight (deliberate or not) that have cost the

banking sector so much including Stanbic IBTC; they drive their employees so hard and

neglect to give them commensurate rewards. The misapplication of rewards has

unfortunately sent the wrong signals to employees; some employees assume that the whole

reward strategy is a farce since some of them are often not rewarded appropriately and that

has frustrated employees, demotivated them, damaged their morale and reduce their job

satisfaction; given the fact that their expectations were not achieved regardless of the huge

efforts they have put in trying to meet or surpass their targets.
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In spite of the point that benefits have been proven to be a prominent organisational tool used

to induce high corporate performance; in spite of the huge cost of reward budgets, yet some

DMBs including Stanbic suffer high rate of employee turnover, incurred high production

costs through recruitment, training and re-training. Many studies have also been conducted to

explore the level of relationship between employee benefits and their performance 7,19,39.

While majority of the authors generalise on deposit money banks in Nigeria or any other

states, no study has focused specifically on Stanbic IBTC making it one of the foremost in

this area specifically focusing on Stanbic IBTC in Oyo State.

Job promotion in the Nigerian banking sector, particularly in Stanbic IBTC, is expected to

enhance employee performance by providing opportunities for career growth and increased

motivation 40. However, concerns have arisen over the fairness and transparency of

promotion processes in Nigerian banks, including Stanbic IBTC 20. In practice, despite the

expectation that job promotion leads to improved employee performance, many Nigerian

banks, including Stanbic IBTC, face challenges regarding the fairness and consistency of

their promotion policies 41. Employees often perceive promotion processes as biassed, with

favouritism and organisational politics overshadowing merit-based advancements 42. This has

led to frustration and disengagement among employees who feel undervalued and overlooked,

resulting in decreased productivity42.

Furthermore, the perceived lack of procedural equity in promotions has undermined

employee trust in management and reduced overall job satisfaction 43. The challenges

observed in the Nigerian banking sector, including Stanbic IBTC, align with findings from

various studies, which highlight issues such as favouritism, lack of transparency, and

inconsistent application of promotion criteria 44. For instance, there is a report which showed
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that only 40% of Nigerian bank employees believe that promotions in their organisations are

fair and merit-based 45. This has negatively impacted employee performance and

organisational commitment30. Similar studies also revealed that lack of clear promotion

policies has contributed to high employee turnover rates, as workers seek organisations with

more equitable reward management systems46,47. These challenges in promotion practices

have significant implications for employee morale, retention, and overall organisational

effectiveness. Although many studies have been conducted to address the issues relating to

job promotion, especially in the banking sector, however, not much has been said about the

specificity of Stanbic IBTC, considering the recent increase in employee turnover at the

Stanbic IBTC, thus making it a crucial gap in the existing literature.

Maintaining a healthy work-life balance has been seen as a critical issue in the Nigerian

Banking sector that affect employee performance. Work-life balance is an issue in the

modern business world especially banks, where employees are forced to stretch their human

nature to achieve organisational goals (such as increasing capital and customer base). In

order to meet organisational demands, Nigerian commercial banks exhibit inhumane work

practises like excessive workload, long work hours culture, etc 12. These practises lead to

poor social lives, personal crises (e.g., poor parenting, inadequate time with spouse leading to

broken homes, etc.)48. New generation commercial banks should put their employees first by

offering work-life balance initiatives so they can balance their job and personal life. They

also lamented that policies put in place to regulate these practises (such as study leaves,

child-care support, welfare packages, flexible working arrangements, etc.) are side tracked

and enacted only to favour those who meet targets and have the influence to pursue them.

This creates a sense of unfairness and inequality within the workplace, leading to decreased
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morale and motivation among employees. While a number of studies have been conducted on

WLB especially among banks in Nigeria, no study has looked at the perspective of Stanbic

IBTC in particular.

1.3 Aim and Objectives of the Study

The aim of this study is to examine the influence of reward management system on employee

performance in Stanbic IBTC Bank, Oyo State, Nigeria. The specific objectives were to;

i. examine the effect of reward management system (compensation, Benefit, Promotion,

Work-life balance) on employees’ efficiency in Stanbic IBTC Bank, Oyo State,

Nigeria.

ii. evaluate the role of reward management system (compensation, Benefit, Promotion,

Work-life balance) on employees’ commitment in Stanbic IBTC Bank, Oyo State,

Nigeria.

iii. determine the influence of reward management system (compensation, Benefit,

Promotion, Work-life balance) on employees’ creativity in Stanbic IBTC Bank, Oyo

State, Nigeria.

iv. assess the effect of reward management system (compensation, Benefit, Promotion,

Work-life balance) on employees’ quality of service delivery in Stanbic IBTC Bank,

Oyo State, Nigeria.

1.4 Research Questions

The following questions were answered
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1. Does rewards system have any effect on employees’ efficiency in Stanbic IBTC Bank,

Oyo State, Nigeria?

2. What is the influence of rewards system on employees’ commitment in Stanbic IBTC

Bank, Oyo State, Nigeria?

3. What role does rewards system plays on employees’ creativity in Stanbic IBTC Bank,

Oyo State, Nigeria?

4. What is the role of rewards system on employees’ quality of service delivery in Stanbic

IBTC Bank, Oyo State, Nigeria?

1.5 Hypotheses

The following hypotheses were tested at 5% level of significance

Ho1: Reward management system (compensation, Benefit, Promotion, Work-life balance)

has no significant effect on employees’ efficiency in Stanbic IBTC Bank, Oyo State,

Nigeria.

Ho2: Reward management system (compensation, Benefit, Promotion, Work-life balance)

has no significant effect on Employees’ commitment in Stanbic IBTC Bank, Oyo State,

Nigeria.

Ho3: Reward management system (compensation, Benefit, Promotion, Work-life balance)

has no significant effect on Employees’ creativity in Stanbic IBTC Bank, Oyo State,

Nigeria.
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Ho4: Reward management system (compensation, Benefit, Promotion, Work-life balance)

has no significant effect on employees’ quality of service delivery in Stanbic IBTC

Bank, Oyo State, Nigeria.

1.6 Significance of the Study

The study is tailored to address the effect of reward management system on employee

performance in Stanbic IBTC, Oyo State. By highlighting areas where reward systems can be

improved, this study can help ensure that employees receive fair and transparent recognition

for their efforts, ultimately enhancing their morale and commitment. Additionally, the

findings will enable employees to advocate for more effective reward strategies that align

their efforts with organizational goals, leading to better career development and overall job

satisfaction.

Also, for the management of Stanbic IBTC, this study served as a critical tool for evaluating

the effectiveness of its reward management system in enhancing employee performance. By

identifying gaps in the current reward system and suggesting areas for improvement, the

research can help the bank implement strategies that foster higher productivity, employee

retention, and organizational loyalty. Furthermore, an optimized reward system can

contribute to the bank’s overall competitiveness by creating a motivated workforce,

improving service delivery, and reducing turnover. The study’s findings supported

management in aligning reward practices with both organizational objectives and employee

expectations.

This study offered valuable lessons for other banks, especially those in the Nigerian banking

sector, by shedding light on how reward management systems influence employee
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performance in Stanbic IBTC Bank. The findings can help other banks benchmark their own

reward systems against best practices, enabling them to identify strengths and weaknesses in

their approaches. Banks seeking to improve employee motivation, retention, and

performance can use the study as a reference for implementing or refining reward strategies

that balance financial incentives with non-monetary benefits, fostering a more engaged and

productive workforce in an increasingly competitive industry.

The study provided the Central Bank of Nigeria (CBN) with data-driven insights into how

reward management systems influence the performance and stability of commercial banks in

Nigeria. By understanding the role of effective reward systems in enhancing employee

productivity and reducing turnover, the CBN can better formulate regulatory policies that

encourage good human resource practices in the banking sector. The study’s findings also

informed CBN’s efforts to improve the overall health of Nigeria’s banking industry, ensuring

that commercial banks, including Stanbic IBTC, maintain effective workforce management

practices that support economic growth and financial stability.

This study contributed to the body of knowledge by offering empirical insights into the

relationship between reward management systems and employee performance in the Nigerian

banking sector. Scholars and researchers will benefit from its findings as a basis for further

studies on human resource practices in similar contexts. It fills an existing gap in literature by

focusing specifically on Stanbic IBTC Bank in Oyo State, providing context-specific data for

future comparative analyses. Moreover, it enhanced scholarly discussions on reward systems,

employee motivation, and organizational performance, advancing theories related to human

resource management in developing economies.
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1.7 Scope of the Study

This study is tailored to address the effect of reward management system on employee

performance in Stanbic IBTC Oyo State, Nigeria and how various reward management

system influence their performance. In respect to this, this study seeks to carry out this

investigation among all staffs in all branches of Stanbic IBTC in Oyo, State. Stanbic IBTC

has a total of eight (8) branches that spread across the State of Oyo. These branches are

Ringroad, Dugbe, Total garden, Iwo road, Oyo town, Mokola, Saki, and Ogbomoso of which

the total number of staffs are one hundred and fifty-eight (158). Due to the small sample size,

the study propose the use total enumeration sampling technique which support the basis of

using all employees as the study sample. The proposed the use of primary data through the

use of structured questionnaires. For the purpose of this study compensation, Benefit,

Promotion, Work-life balance were used to measure reward management system while

efficiency, commitment, creativity and quality service delivery was used as a measure of

employee performance.

1.8 Limitation of the Study

It should be noted that this research has several limitations. One limitation is that it doesn't

take into account any locations, industries, or organisations outside of Stanbic IBTC Bank in

Oyo State, Nigeria. This might make its conclusions less applicable to such places or

organisations due to cultural or operational differences. The second issue is that the research

is quantitative in nature, which is great for looking at patterns in data but could miss the mark

when it comes to really understanding how employees feel about their compensation systems.

Third, we can't draw any conclusions about cause and effect or follow the long-term
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consequences of reward management strategies since the research only used cross sectional

data, which only shows the reward-performance link at one moment in time. Fourth, it is

unclear how the results could have been affected by extraneous variables like the state of the

economy, government regulations, or difficulties unique to the business. Finally, although

this study looks at compensation, benefits, job advancement, and work-life balance as four

main parts of reward management, it doesn't take into consideration other factors that could

be important, like leadership styles, company culture, or employees' intrinsic motivation. To

overcome these constraints, future research may use a mixed-methods approach, look at data

from more than one organisation or area, or analyse longitudinal data to fill in the gaps in our

understanding of how incentive systems affect productivity.

1.9 Operational Definition of Terms

Benefit: This is defined as any non-monetary reward or advantage that employees receive

from the organization in addition to their salary. These benefits are designed to enhance the

overall employee experience and contribute to their satisfaction and engagement with the

company. It include paid time off, flexible work schedules, professional development

opportunities, and wellness programs.

Commitment: This is defined as the dedication and loyalty employees have towards their

job and company. Commitment is crucial for building a strong work ethic, fostering

teamwork, and achieving long-term success.

Compensation: This is defined as the total amount of money and benefits employees receive

in exchange for the work they do for the organization. It can include base salary, bonuses,
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benefits such as health insurance and retirement plans, and any other perks or incentives

provided by the company.

Creativity: This refers to the ability for employees to think outside the box, come up with

innovative solutions, and bring fresh ideas to the table.

Efficiency: This is defined as the ability for employees to complete tasks and projects in a

timely and productive manner, minimizing wasted time and resources. Efficiency in the

workplace is crucial for meeting deadlines, achieving goals, and maintaining a competitive

edge in the industry.

Employee Performance: This refers to the evaluation of employees' work habits, job

knowledge, quality of work, productivity, and overall contribution to the organization.

Promotion: This refers to advancing an employee to a higher position within the

organization as a result of their performance and potential. Promotions typically come with

increased responsibilities, higher pay, and sometimes a change in title.

Quality Service Delivery: This can be referred to as ensuring that customers receive the best

possible service or product. This involves consistently meeting or exceeding customer

expectations, resolving any issues promptly and effectively, and striving for continuous

improvement in all aspects of the business.

Reward Management System: This is defined as the process of developing and

implementing strategies and policies that aim to reward employees fairly and consistently for
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their contributions to the organization. It includes designing competitive salary structures,

performance-based incentives, and recognition programs to motivate and retain top talent.

Work-Life Balance: This is defined as the ability for employees to effectively manage their

responsibilities at work and at home in a way that promotes their overall well-being.

1.10 Operationalisation of the Research Variables

The study will be based on two major constructs, namely Reward management System and

Employee Performance which are X, and Y respectively. Y = Employee Performance

(dependent variable) and is measured using efficiency, commitment, creativity and quality

service delivery, X = Reward management System (independent variable) and is measured

using compensation, Benefit, Promotion, Work-life balance. Therefore, Reward management

System as independent variable is operationalized with the following indicators or sub-

variables:

X = x1, x2, x3, x4

Where;

x1= Compensation (COMP)

x2= Benefit (BNF)

x3 = Promotion (PRM)

x4 = Work-Life Balance (WLB)

Likewise, Employee Performance (dependent variables) will be measured with the following

indicators:
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Y = y1, y2, y3,y4

y1 =Efficiency (EFF)

y2 =Commitment (COMM)

y3 =Creativity (CRT)

y4 =Quality Service Delivery (QSD)

The functional relationship thus exist

y1= f (x1, x2, x3, x4)

EFF= f (COMP, BNF, PRM, WLB)…………..…………………………………………….

(1)

y2= f (x1, x2, x3, x4)

COMM= f (COMP, BNF, PRM, WLB)…………..……….……………………………….

(2)

y3= f (x1, x2, x3, x4)

CRT= f (COMP, BNF, PRM, WLB)…………..…..……………………………………….

(3)

y4= f (x1, x2, x3, x4)

QSD= f (COMP, BNF, PRM, WLB)…………..…….……………………………………. (4)
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Chapter Two

Literature Review

This section explains the concept of reward management system and employee performance

in Nigeria banks. In this section, various academic literatures were reviewed to give a good

understanding of how reward management systems can impact employee performance in the

banking sector. Various reward management implemented are also reviewed. Similarly,

various theories were reviewed to provide a theoretical framework for understanding the

relationship between reward management and employee performance.

2.1 Conceptual Review

2.1.1 Employee Performance
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It has been discovered that performance is not a satisfier irrespective of how individuals have

a wistful connection to it. However, employee performance when linked to reward packages

can be viewed as a reflection of accomplishment, achievement, status, renown or power.

Most importantly, there are a few people who need to work so as to keep up a huge family or

to address physiological issues. It is very necessary to find out from an employee about the

adequacy of his or her pay, whether he is well paid or under paid and ensuring that no

measure of human connection can make up for absence of money related rewards1,2,3. In the

event that the employee is performing well, there is need for his reward so as to motivate his

or her worker effort by helping to increase expectations of performance leading to rewards.

Workers’ achievement is critical to the survival of any business because customer

satisfaction is essential to the survival of any business and customer satisfaction is the result

of the goods and services received from an organization or company’s employees4. When

employees are happy, performance improves, which automatically leads to customer

satisfaction5.

Performance is a multicomponent concept and on the fundamental level, one can distinguish

the process aspect of performance, that is behavioural engagements from an expected

outcome6. Employee performance, consist of the observable behaviours that people do in

their jobs that are relevant to the goals of the organization7. High performance means to

produce results much better than expected both in individuals and in organizations8. However,

the whole ethos of performance and performance management on the assumption that if the

performance levels of individuals (employees) can be raised somehow, better organizational

performance will follow as a direct result9.
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Employee performance could be defined as the record of outcomes achieved, for each job

function, during a specified period of time. If viewed in this way, performance is represented

as a distribution of outcomes achieved, and performance could be measured by using a

variety of parameters which describe an employee's pattern of performance over time. Also,

employee's performance is a rating system used in many corporations to decide the abilities

and output of an employee10. Every organization has been established with specific

objectives to achieve. These objectives can be achieved by utilizing resources like men,

machines, materials and money. All these resources are necessary but out of these the human

resources is the most important. It plays an important role in performing tasks to accomplish

goals.

Employee performance can also be measured by how committed employees are to the

organisational mission and achievable goals11. In the organizational context of performance,

employee performance is defined as the extent to which members of an organization

contribute to the achievement of organizational goals12.The employees in the banking sector

aim at providing quality service in a competitive market environment, and their efficiency is

highly valued by their employers to overcome customer challenges. However, to reduce work

pressure, employers must offer incentives and motivational packages to sustain their

employees' services. While some employees remain with their current banks, others seek

better work environments and reward packages.

A study opined that organizational performance is a function of employees’ performance and

the latter is based on the nature of reward system in place within the organization12. Also

employees’ performance is an indicator of financial or non-financial outcome of the

employees which has direct link with the organizational performance13. Human resource
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management scholars and other stakeholders suggested some indicators for measuring

employees’ performance which include output or productivity, customers’ loyalty, timeliness,

absenteeism and achievement buttressed the need to measure individual performance of

employees as a way of determining the implication of reward system has on the workforce

and by extension, the organisational performance14,15,16. For the purpose of this study, output

or employees’ productivity is used as a performance indicator.

Employee performance refers to how effectively an individual carries out the tasks and

responsibilities associated with their job. Good performance is a function of effort, ability,

and direction17. This highlight that employee performance serves as an indicator of an

organisation’s capacity to achieve its goals efficiently18. This can be measured through

various factors, including the employee’s level of commitment, work values, and the

cohesiveness they demonstrate within the work environment. Additionally, employee

performance is associated with both the quantity and quality of output, considering factors

like timeliness, attendance, and the efficiency and effectiveness of completed tasks19. In this

sense, employee performance can be formally defined as the successful completion of

assigned tasks, measured against predefined and acceptable standards set by supervisors. It

involves utilising available resources effectively and efficiently while adapting to changes in

the environment. A study further posits that the concept of performance should not focus

solely on the outcomes or results of an employee’s actions but rather on the behaviours and

processes that lead to these outcomes20. Thus, performance encompasses the behaviours and

actions of employees, rather than just the end results they produce.

Performance is associated with the quantity of output, quality of output, timeliness of output,

presence/ attendance on the job, and efficiency of the work completed [and] effectiveness of
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work accomplished21. Performance is defined as the record of outcomes produced by a

specified job function or activity during a specified time period. According to this definition,

performance is set of achievements produced during a certain time period22. Hence, the

investigations have developed the working definition of employee performance for study

purpose is that “achievement of targets of the tasks assigned to employees within the

particular period of time”. Performance is not only related to the action but also involves

judgment and evaluation process23.

Employee Performance in an organization is a very important area in the workplace. It can

help the organization increase and utilize the capacity of the human resources it has. It

translates into good service delivery and interaction in which affects every area of the firm.

To achieve this, firms need to make policies that will encourage employee performance. The

demand of an organization’s service is based in part on the level of service received by the

customer. For the service industry which is our focus in this study, the business is based

almost entirely on their employee’s performance. That is why management must look for

different ways of improving employee performance.

2.1.1.1 Employee Efficiency

Employees can be considered the most essential resource in any organization. Therefore,

employee employment and utilization are not enough; consequently, they should be enabled

to work efficiently by providing them with opportunities for continuing education24. An

indicator for improving employee performance and productivity is identifying the

organization’s skills gap by analyzing the skills it lacks and continuing with strategic steps by

providing training to fill the identified skills gap25. Creating employee training and
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development programs can improve employee performance and productivity. Thus,

employee performance and productivity will increase, and they will also be able to better

understand their work25. Employees’ competitive levels can also boost employee

performance and productivity. Among other things, employee productivity is affected by

their satisfaction with the organization and whether their continuing education expectations

have been met. Accordingly, continuing education is an essential indicator of increased

employee productivity; therefore, employee productivity will positively impact

organizational effectiveness26. It is considered one of the most widespread tools to improve

employee performance and organizational productivity27. Consequently, companies invest

large sums of money in continuing human capital education since their performance will

increase organizational performance28.

Workers and organizations hire employees to do administrative and operational tasks.

Typically, they receive their shipments on a daily, weekly, or monthly basis. On the other

hand, productivity was defined as the anticipated result of the work performed by the

employees. Labor is an expensive yet useful resource. Maximizing employee contributions to

the aims and goals of the businesses is essential for sustaining economic growth and effective

operation29. Employees are the most important resource in the organization, but they are also

the most difficult. It's not enough to just employ and use them; you also need to make sure

they carry out their responsibilities well. This is only achievable by training and

development30. Managers throughout the world believe that employee performance and

productivity at work are enhanced by training and development. In other words, training and

development contribute to ensuring that organizational members possess the information and

abilities required for efficient work performance31. Moreover, an employee's competitive
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level might be used to enhance their performance. Furthermore, an employee's level of

happiness with the company may have an impact on the productivity indicator. For instance,

their degree of satisfaction rises when the organization's expectations for the training and

development it provides are met. Employee productivity might therefore have a favorable

effect on the company. This study stated that staff productivity is the relationship between

input and output, or between gains and costs 32.

Training is an activity designed to increase employees' or members' abilities and performance

in carrying out their obligations by developing their work-related knowledge, skills, attitudes,

and behaviors33. In order to improve efficiency and productivity in a firm, professional

coaching staff assists employees through a series of intentional activities aimed at enhancing

participants' job capacities in particular domains of employment. One way to increase an

employee's capacity to complete assigned tasks and become more equipped to handle the

responsibilities set out by the company is through training33. Employees are better prepared

to perform their duties through training, which aims to enhance the knowledge of numerous

skills and techniques of specific work implementation, both detailed and routine34. Some

methods for putting work disciplines into practice involve taking disciplinary technique into

account as soon as feasible35. Next, the discipline of prevention, which works well.

Businesses, especially large ones, uphold fundamental discipline by educating staff members

and standardizing fundamental policies. It is impossible to believe that the discipline

technique is the most crucial one a manager can learn. Instead, they must discipline

themselves. Discipline is an individual's endeavor to manage their response to an

unsatisfactory situation and to get over that unhappiness. Training is done to help people,
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groups, and organizations perform better and behave better36. According to the implementer's

goals, training exercises must be created in a way that will actually benefit the participants37.

2.1.1.2 Employee Commitment

Employee commitment has been characterized using a multi-faceted approach that includes

three key dimensions: affective, continuance, and normative commitment37. Affective

commitment refers to an emotional attachment and identification with an organization,

whereby employees genuinely want to remain a part of the organization. Continuance

commitment is based on the perceived costs associated with leaving an organization, such as

the loss of benefits or investments of time and effort. Normative commitment is rooted in a

sense of obligation or moral duty to stay within the organization due to personal or social

expectations. From this framework, it is clear that employee commitment reflects a deep

connection between the individual and the organization, ensuring that the employee actively

contributes to the organization's success38.

It has been defined as the degree to which an individual embraces the values and goals of an

organisation39. The key notion in each of these definitions is that organisational commitment

is a major variable that influences several organisational outcomes such as employee job

employee attitude and job satisfaction, personnel turnover, and organisational citizenship

behaviour. There is a body of research that links levels of organisational commitment to

several outcomes for an organisation 39.

Commitment convey the significance of a relationship between partners and their will to

proceed with the relationship in the future. However, when employees sense uncertainty their

will to continue working for the firm dissolves40,41,42. Employee commitment is important
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because high levels of commitment lead to several favourable organisational outcomes. It

reflects the extent to which employees identify with the organisation and is committed to its

goals. In today’s competitive business environment, every organisation is facing a problem of

attracting and retaining, competent human resource43.

It has been stated that the commitment of employees is an important issue because it may be

used to predict employee’s employee attitude, absenteeism and other behaviours44. It was

further said that job satisfaction has the highest impact on high employees’ commitment and

productivity researched the relationship between quality of work-life and organisational

commitment46. It was argued that the declining level of absenteeism and tardiness is possible

only through the highly committed employees in the organisation; it leads to higher

productivity and worthy employee attitude47. Employee commitment as a psychological state

that characterizes the employee’s relationship with the organisation and has the decision to

continue as a member of the organisation48.

Employee commitment towards the organisation increases job satisfaction among employees,

job employee attitude, overall productivity, sales and also high employee commitment

decreases employee turnover, intention to leave and absenteeism. A study that revealed that

organisational factors like dependability, social processes and organisational climate enhance

individual factors to employee commitment50. Organisational commitment is the subset of

employee commitment, which comprised of work commitment, career commitment and

organisational commitment. It plays a vital role in Employee stability and better customer

service hence increases business employee attitude.
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Employees are in continuous search of greener pasture which thus increases turnover within

the organization. Employees’ commitment to the organization reduces turnover. When a

talented employee leaves the workplace, it reduces productivity, reduces moral and increase

cost of recruitment and training54. Commitment serves as a force which bind employee to a

sequence of action of importance to a specific or more targets55. They postulated that the

binding is the maintenance of the link or association with the commitment objective and is

seen as the most essential outcome of commitment. Employees who are committed stay long

or spend long period of time with a firm as compared to those or not committed to their

establishment. Employees stays more in the firm when there is lack of alternative opportunity

and when the cost of withdrawing from the organization is higher than the cost of staying. A

study identified the cost connected with leaving to include, time wasting, energy spends

acquiring, attractive benefits and disruption of personal relationship56.

Employee involvement comprises those acts primarily initiated by management, and planned

to upsurge the knowledge of employee and their commitment to the organization57.

Involvement of employees in making decisions in matter that concerns them and the

organization when allowed by management, will bring about higher employees’ commitment.

This, will also increases job satisfaction, employees will become motivated to work hard and

it will also foster good attitude towards work. Employee involvement is a practice of

participation and empowerment of employees so as to use their input towards achieving

higher organizational and individual performance58. To effectively reduce hierarchy in

organization and increase the involvement of employees, teamwork plays a major important

role59.
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With the tight labour market, employers therefore need a strategy to retain their main

professionals and vital skilled workers. The notion suggests that when employees are

satisfied, they are less likely to seek greener pastures60. Thus, when necessary HR

management policies are implemented, it will ensue a better effect on the loyalty of

employee. Employee loyalty advances into a universal emotional behaviour towards the

organization. Nonetheless, organizations are frequently challenged that the loyalty of

employee is fundamentally complex in its recent definition. The traditional belief of

employee loyalty is no longer suitable in recent marketplace of dismissals, mergers and

ability wars. In other words, staying longer in an organization is not a necessary and

sufficient indication that employee’s loyalty to the organization is high61.The major factor

that influences employee loyalty are equality; maintenance and care of employees; day to day

satisfaction with activities; trust in employees; work and organizational reputation and job

resources62.

Continuance commitment is primarily driven by the costs or risks associated with leaving the

organization. Employees with high continuance commitment feel a need to stay because they

may lose valuable investments, such as the time spent acquiring specific skills or the

potential for future promotions and benefits62,63. A study explain that employees who

perceive significant investments, such as skill development or financial benefits, are more

likely to feel committed to an organization to avoid losing these benefits62. The potential

costs of leaving may also involve disrupting family life or professional relationships63. Thus,

continuance commitment is characterized by an employee's rational consideration of the

personal losses they might face if they were to leave the organization.
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Normative commitment reflects an employee's sense of obligation to remain with an

organisation. This obligation may stem from pre-entry factors, such as family or cultural

expectations, or post-entry experiences within the organization64. Employees with high

normative commitment feel that they ought to stay with the organization, often as a result of

the organisation’s investment in them, such as paying for further education or providing

extensive training65. These investments create a sense of moral duty to reciprocate by

continuing employment until the "debt" is perceived to be repaid. Therefore, normative

commitment can be seen as a psychological contract between the employee and the

organization, where the employee feels an internalised obligation to remain due to the

perceived support and investments made by the organisation.

2.1.1.3 Employee Creativity

The term creativity has its origin from Latin word ‘creatio ex nihilo, meaning the efforts to

create something from nothing66. Accordingly, creativity arises out of richness of ideas and

original thoughts which results in something novel being produced67. When an individual

employee partakes in this creative exercise, it is then referred to as employee creativity which

has been described as the establishment of novel ideas to improve the performance and

increase the effectiveness & efficiency oforganizations68. Creativity in business settings is

commonly perceived as the ability to come up with innovative products, novel approaches,

and functional processes69,70.

Employee creativity, much like innovativeness, plays a crucial role in providing a

competitive advantage in the banking sector. Creativity in employees is the process of

generating new and valuable ideas that can improve products, services, or organizational
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practices71. This is particularly relevant in dynamic and competitive environments like

banking, where rapid adaptation and improvement are essential for maintaining market

relevance. Employee creativity can manifest in various forms, such as developing new

financial products, improving customer service processes, or proposing novel solutions to

operational challenges72.

In banks like Stanbic IBTC, fostering employee creativity is vital for innovation and long-

term success. Creativity acts as the foundation for innovation by providing the initial ideas

that can later be developed into new products or services73. Creative employees actively

engage in behaviors such as idea generation and championing those ideas through to

implementation, which can result in meaningful innovations. Without employees' creative

efforts, banks would struggle to keep up with the rapidly changing financial environment and

evolving customer demands74.

Managers in banks can significantly influence employee creativity through the work

environment they cultivate70. creativity comprises three main components: expertise, creative

thinking skills, and motivation. While expertise and creative thinking skills take time to

develop, intrinsic motivation can be immediately influenced by organizational practices that

encourage creativity75. In particular, intrinsic motivation, driven by the employee’s personal

interest in their work, can lead to high levels of creative effort. Furthermore, recent studies

suggest that extrinsic rewards, such as financial incentives, can complement intrinsic

motivation and further enhance creativity76.

Employee creative performance refers to generation of novel and valuable ideas regarding

products, procedures, and processes at work77. While many studies have been conducted to
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demonstrate the relationship between training and work-related outcomes such as employee

satisfaction, empowerment, employee engagement, employee productivity or performance,

few studies have focused on the relationship with employee creativity, especially in the

Nigerian context. Training employees to effectively do their jobs has been seen in most

modern research as the most important activity managers undertake to improve their

competitiveness. Some study explained how liberalization and globalization transformed the

corporate training scenario and addressed countless challenges70,71,72. A research suggested

that training strategies affect innovation-related decisions positively78. An author argued that

acquiring new skills and qualifications are relevant innovation sources79. A report also

identified training and development programs as a critical factor in enhancing creativity in

the workforce80. Hence, training may enhances the ability to think creatively and make better,

timely and productive decisions81,82. A good training regime can motivate employees to

contribute creatively to decisions in the workplace and achieve creative performance79,80.

Nevertheless, in the literature, particularly in the Nigerian context, the specific link between

training and employee creative performance has not been discussed extensively and therefore

calls for more research.

In the context of this paper, creativity is basically an employee’s creative thinking, expertise,

and skills based on their experience and qualification. It is therefore defined as employees’

ability to generate original, improved, and innovative ideas, products, and procedures with

high execution potential and performance improving content in a structured process83,84.

Furthermore, the creative employees can also share useful and new ideas to make necessary

changes in the products and services85. Thus, employee creativity can be perfectly linked to a

raw material necessary for the development of organization86,87. The organizations that
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encourage employee creativity in order to turn ideas into new products and services achieve

competitiveness in market88,89.

2.1.1.4 Quality Service Delivery

Service quality is a concept that has aroused considerable interest and debate in the research

literature because of its complexities. Service based companies are compelled to provide

excellent services to their customers in order to have a sustainable competitive advantage.

There is however, a need for organizations to understand what service quality is in order to

attain these objectives. However, defining quality in service economy is more complex in

comparison to tangible products, bearing in mind the complexity, and even lack of possibility

to standardize major number of product services in the banking industry in Nigeria. The word

quality means different things to people according to the context. Common perspectives on

quality includes:

i. The transcendent view of quality is synonymous with innate excellence: a mark of

uncompromising standards and high achievement. This viewpoint often is applied to the

performing and visual arts. It argues that people learn to recognize quality only through the

experience gained from repeated exposure. From a practical standpoint, however, suggesting

that managers or customers will know quality when they see it is not very helpful.

ii. The manufacturing-based approach is supply based and concerned primarily with

engineering and manufacturing practices. (In services, we would say that quality is

operations driven.) It focuses on conformance to internally developed specifications that

often are driven by productivity and cost containment goals.
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iii. User-based definitions start with the premise that quality lies in the eyes of the beholder.

iv. These definitions equate quality with maximum satisfaction. This subjective, demand-

oriented perspective recognizes that different customers have different wants and needs.

v. Value-based definition defines quality in terms of value and price. By considering the

trade-off between performance (or conformance) and price, quality comes to be defined as

“affordable excellence.”

An empirical study defined service quality as the degree and direction of discrepancy

between consumer’s perceptions and expectations in terms of different but relatively

important dimensions of the service quality, which can affect their future purchasing

behaviour90. From customer point of view, quality means fitness for use and meeting

customer satisfaction. Perceived service quality has been defined as a global judgment or

attitude relating to the superiority of a service91,92. The majority of research on service quality

has been built around the SERVQUAL methodology91. The SERVQUAL model suggests

that service quality can be measured by identifying the gaps between customers’ expectation

and perceptions of the performance of the service92.Service quality is important aspect that

affects the competitiveness of business. Banks should increase the quality of service

constantly since there is no assurance that the current outstanding service is also suitable for

future. Consequently, banks should “develop new strategy” to satisfy their customer and

should provide quality service to distinguish themselves from rivalries93.

Quality evaluations derive from the service process as well as the service outcome. As stated

by an author, there are two types of service quality these are technical quality and functional

quality94. Technical quality is - what the customer is actually receiving from the service
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(outcome) while functional quality is the manner in which the service is delivered (process).

Models have been developed to measure service quality and they include: Nordic model,

SERVQUAL model, Multilevel model and Hierarchical model96,97,98,99. According to a study,

service quality is measured using SERVQUAL instrument which consists of 22 items which

measure five service quality dimensions, namely, tangibles (physical facilities, equipment,

and appearance of employees), reliability (ability to perform the promised service

dependably and accurately), responsiveness (willingness to help customers and provide

prompt service), assurance (knowledge and courtesy of employees and their ability to inspire

trust and confidence), and empathy (caring and individualized attention the firm provides its

customers) 100.

In the changing banking scenario of 21st century, the banks had to have a vital identity to

provide excellent services. Banks nowadays have to be of world-class standard, committed to

excellence in customer’s satisfaction and to play a major role in the growing and diversifying

financial sector101. There has been a remarkable change in the way of banking in the last few

years. Customers have also accurately demanded globally quality services from banks. With

various choices available, customers are not willing to put up with anything less than the best.

Banks have recognized the need to meet customer’s aspirations. Consequently service quality

is a critical motivating force to drive the bank up in the high technology ladder. Banking

industry is a demand driven industry, which constitute an important part of the service

industry102. Banks have to redefine their corporate image to that emphasizes service quality

since it provides many advantages to a company such as allowing the company to

differentiate itself from its competitors by increasing sales and market shares, providing

opportunities for cross selling, improving customer relations thus enhancing the corporate
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image, reliability, responsiveness, credibility and communication results in the satisfaction

and retention of customers and employee, thus reducing turnover rate bank customers in

Nigeria have been found to be dissatisfied with the quality, of services provided by

banks100,90. This calls for the need to actually investigate how customers behave or get

satisfied with regards to the services of commercial banks in Nigeria.

These different views of quality sometimes lead to disagreements between managers in

different functional departments, as the quality of a service can only be determined by the

consumer of the service. Furthermore, researchers argue that the nature of services requires a

distinctive approach to defining and measuring service quality101,102. The intangible,

multifaceted nature of many services make it harder to evaluate the quality of a service

compared to a product, because customers often are involved in service production, a

distinction needs to be drawn between the process of service delivery (what Christian

Grönroos calls functional quality) and the actual output (or outcome) of the service (what he

calls technical quality)103.

According to a research, a service could mean an industry, a performance, an output, an

offering or a process and it is defined differently in various service industries103. The

differences in service industries are based on the characteristics of service which include;

intangibility, heterogeneity, perish ability and inseparability. Intangibility means there is no

physical product, nothing to be touched, tasted, smelled or heard before being purchased and

this therefore means that it is difficult for consumer to understand the nature of what they

receive.
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A study is of the view that Service is different from physical products, compared with

physical products, service is thought to be intangible, heterogeneous, produced and

consumed simultaneously, unable to be kept in stock104. A widely accepted definition of

service is proposed by who defines service as a process consisting of a series of more or less

intangible activities that normally, but not necessarily always, takes place in interactions

between the customer and service employees and or physical resources or goods and or

systems of the service provider, which are provided as solutions to customer problems105,105.

This definition implied that service is a process where interactions between customer and

service provider most often exist.

Hence, in a service context, there is almost a relationship between customer and service

provider; such relationship can be used as a basis for marketing. In order to retain loyal

customers who will bring long-term profit to the bank, the key issue for service provider is to

make use of this relationship in the way it manages customers by offering what customers‟

need and want. The quality of a service delivery is subjectively perceived by customers

during the interactions with a bank. An empirical research suggest that the perceived quality

of a service is the result of an evaluation process in which customers compare their

perceptions of service delivery and its outcome to what they expect106. Therefore, service

quality could be defined from the user’s perspective as consistently meeting or exceeding

customer expectations.

In service marketing literature, service quality is generally defined as the overall assessment

of a service by the customer; service quality is the extent to which a service meets customer

needs or expectations106. An author defines service quality as “The discrepancy between

consumers‟ perceptions of services offered by a particular firm and their expectations about
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firms offering such services” 90. If what is perceived by a bank customer is below expectation,

the customer judges quality as low and if what is perceived by the customer meets or exceeds

expectation then customer sees quality to be high. A critical component of service quality

identified is; Consumer expectation which is seen as what they feel service provider should

offer which is influenced by their personal needs, past experience, word-of-mouth and

service provider’s communications.

However, this meaning of expectation in service quality literature is different from

expectation in the customer satisfaction literature which defines expectation as predictions

made by consumer about what is likely to happen during an impending transaction. A

Customers‟ perception of performance is what he/she experiences107. In addition, service

quality is mainly focused on meeting the customer’s needs and also how good the service

offered meets the customer’s expectation It is however difficult according to previous studies

to measure service quality because of its intangible nature and also because it deals with

expectations and perceptions of consumers which is difficult as well to determine due to the

complexity of consumer behavior.

According to some researchers, the intangible elements of a service (inseparability,

heterogeneity and perish-ability) are the critical determinants influencing service quality

perceived by a consumer9,99,90. This means that a service must be well defined by the provider

in terms of its characteristics in order to understand how service quality is perceived by

consumers. Service quality as the consumers’ judgment about a firm’s overall excellence or

superiority90. What is perceived by customers in the interaction process will obviously have

critical impact on customers’ evaluation of service quality108. Due to the peculiar attributes of

service, the evaluation of service quality is a more important indicator to assess a service
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provider’s performance. Offering a high quality service is considered to be a visible way to

create customers trust and satisfaction, as well as obtaining competitive advantages and

building a long- term relationship with customers.

Service quality is commonly noted as a critical prerequisite and determinant of

competitiveness as well as for establishing and sustaining satisfying relationships with

customers109. The researcher is of the view that in the banking sector quality of service

delivered is a critical component of marked distinctive capabilities, competitive edge

advantage over competitors. A study suggests that “the perceived quality of a given service is

the result of an evaluation process since consumers make comparison between the services

they expect with perceptions of the services they receive” 110. Sequel to this, he concludes

that the quality of service is dependent on two variables: expected service and perceived

service. Service quality is of fundamental importance to every service institution especially

the banking industry111. This is because it is a prerequisite for service institutions both for its

survival and to gain competitive advantage over and above its rival. Service quality refers to

the difference that exists between customer service expectation and what he actually received

in a particular transaction.

The dimensions of service quality were first conceptualized by an author who identified five

different aspects employed by customers to assess the quality of service they receive112.

These are: Reliability, Responsiveness, Assurance, Empathy and Tangibles. To effectively

quantify these service quality dimensions, A 22-item questionnaire, known as‟ SERVQUAL

„instrument was developed in a study, to assess customers‟ expectation and service

performance through these dimensions, so many models and instruments to quantify service

quality have been developed112. The SERVQUAL instruments have been widely employed in
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studies conducted on service quality in different service industries. Hence this study intends

to conduct the significance of quality service delivery on customer satisfaction in the banking

industry in Nigeria using SERVQUAL instrument to test the level of significant relationship

between quality service and customer satisfaction.

Customer service is concerned establishing, maintaining and enhancing relationships

between and/or among relevant business parties in order to achieve the objective of the

relevant parties113. Such parties are usually, but not necessarily always, long-term oriented.

He explains customer service as a situation where every customer is considered as an

individual, activities of the organization or institution directed towards existing customers

based on interaction and dialogue with relevant parties achieving set organizational goals and

objective114. Customer satisfaction is a key to long-term business success115. To protect or

gain market shares, organizations need to outperform competitors by offering high quality

product or service to ensure satisfaction of customers116. Satisfaction as a person’s feelings of

pleasure or disappointment resulting from the comparison of product’s perceived

performance in reference to expectations117. Customer’s feelings and beliefs also affect their

satisfaction level. Overall satisfaction is the outcome of customer’s evaluation of a set of

experiences that are linked with the specific service provider118. In short, to have sympathy

with the customer, provide excellent service and, in turn, build trust in the organization, its

products and services. Authentic customer service keeps consumers happy and builds trust in

your brand and organization. Though, it’s not easy to deliver but the rewards are high.

Modern customer service covers the traditional customer services activities such as handling

complaints and also embrace many types of service such as the new banking technologies

that now makes banking easier and faster119.
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2.1.2 Reward Management System

Every organization or company needs a strategic reward system for employees. rewards play

an important role in organizations. Reward system is divided into two; monetary rewards and

non-monetary rewards. Monetary rewards can be referred to as tangible returns which

include; cash compensation such as bonus, increment, short term incentive, long term

incentive and other benefits such as income protection, allowances and others 120,121.

Monetary reward is referred as profit sharing, job evaluation and merit rating. Profit sharing

is organization profits that are given to all employees in that organization and is distributed

based on their productivity in the organization and this can be identified as reward

outstanding productivity. Job evaluation is where many factors had been identified and used

as the purpose of inter-job comparison. The total rating for each job then forms the basis of

wage structure. The factors that had been evaluated are working environment, physical and

mental characteristics, extent of responsibility, training and experience. Merit rating are used

as an indicator of productivity where each employee is being rated, whether as excellent,

good, average or poor, based on the following abilities such as communication, human

relations including leadership and motivation, intelligence, judgement and knowledge. Other

examples of monetary reward are basic pay, merit or cost of living and bonus.

Basic pay is the payment that is received as a wage or as salary. Basic pay is the fixed

payment paid to an employee for performing their specific job responsibilities122. In their

doctoral form argued that merit pay is a basic term for any mechanism that is used to adjust

salaries or provide compensation to reward higher level of employee productivity in

organization123. Merit pay refers to the process of distributing employee pay increases, based

on their productivity at work and used as a tool by an organization to motivate employee,
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hence it can increase their level of productivity and minimize potential conflicts and

challenges from employees. Merit pay is more likely to be considered as a group-based

reward programmes, or knowledge and skill based rewards120. Also, merit pay is the

allocation of pay raises based on individual productivity, and one of the most prevalent

compensation practices used by most employers in private sector, state government and local

governments.

Productivity bonus is a monetary reward that is given by employer to employees based on

their productivity appraisal and organization's profit. A bonus scheme is not an easy task to

accomplish successfully in the organizations121. A successful bonus scheme depends on

productivity of organization and focus on efficiency of goal setting process. Monetary

rewards are given for a variety of reasons. The reasons may include; meeting sales goals,

achieving quality, outstanding productivity in a given situation, or delivering a special project.

Normally, monetary rewards that is preferred by employees especially in the lower level

category, is money in a form of bonus, trips paid for by the company, gifts from a rewards

catalog, or services such as cell phone or paid cable. Thus, monetary rewards also refer to the

financial inducement that organizations offer employees in exchange for their contribution

and recognition in influencing their productivity in the organization.

Non-monetary rewards are given for going above and beyond as a team player, perfect

attendance, or learning new skills. Examples of non-monetary rewards are movie tickets,

restaurant coupons, certificates, thanks from the bosses, flexible schedules, a day off, picnics,

recognition of birthdays, and free lunches. Non-monetary rewards are also referred to as

intangible returns or rational returns such as recognition, status, employment securities and

others. Non-monetary rewards refer to the identification of a job well done, hence
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representing a non-financial means of appreciating and acknowledging employee

contribution122. Another example of non-monetary reward is the opportunity to learn and

develop as an employee in the organization, flexible working hours, recognition from

employers, the opportunity to contribute, independence and autonomy in their working

areas.

Non-monetary reward also include recognition, learning opportunity, challenging work and

career advancement that give an effect to the employee productivity. The recognition of

employee successes is a powerful tool in improving employee productivity, morale,

motivation, and employee productivity. Recognition is an important feeling that a person is

made to feel special and this type of recognition must come from those employees, hold in

high esteem and position, such as manager. The importance of rewards in the combat of

burnout, which is typically experienced by most employees on the job123. According to him

individuals who experience ‘‘burnout in their work, typically do not feel fulfilled”. They tend

to have negative outlooks, and they also approach the tasks at hand with less vigor and

dedication.

The existence of reward system is to encourage the most valued organizational assets,

workers to work towards achieving organization’s objectives. Reward system involves cash,

non-cash and psychological compensations given by an organization in return for employees’

contributions124. It also means the process of developing and implementing strategies,

policies and systems which enable an organization to achieve its set objectives by attracting,

motivating and retaining employees it needs125. The aims of a reward system include

attracting, motivating and retaining employees to work for the attainment of the

organizational objectives126.
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Two basic types of rewards which include intrinsic reward and extrinsic reward127. The

former according to the scholars, means non-financial reward which involves recognition and

praise while the latter means financial reward such as salary and wages, bonus, retirement

benefits, health insurance scheme, compensation and others. A study further established that

some employees appreciate receiving intrinsic rewards like recognition or praise for the

achievement of certain feat while others prefer extrinsic rewards such as increases in salaries,

bonus and incentives offered128. A research showed that the rationale behind the

implementation of reward system for employees is that well motivated employees become

financially and non-financially satisfied in terms of fulfilling their wants127. The achievement

of the foregoing translates to employees’ performance and by extension, organisation

performance.

2.1.2.1 Compensation

Compensation is commonly defined as the total amount of financial and non-financial

compensation or total recompense granted to an employee in return for labor or service

rendered at work. Reward also refers to as payment or reward may be the most important

contractual clause in any paid job128. Both intrinsic and extrinsic rewards are possible.

Workplace autonomy, acknowledgment, education, and responsibility are a few of the

intrinsic advantages. Extrinsic rewards, on the other hand, include bonuses, allowances,

promotions, and salaries and wages. The successful administration of intrinsic and extrinsic

rewards affects employees’ behaviour in the areas of timeliness, turnover, absenteeism,

commitment and satisfaction, which in turn affects performance and productivity levels129. In

order to guarantee that reward management is carried out successfully for the benefit of the
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company and its employees, the reward systems consist of the interrelated processes and

practices as stated in a study130.

Compensation refers to all the provided tangible and intangible rewards an employee

receives from the employer as part of the employment relationship. The Society for Human

Resource Management has defined compensation as a systematic approach to providing

monetary value to employees in exchange for work performed130. Compensation may achieve

several purposes like assisting in recruitment, job performance, and job satisfaction. It can be

said that compensation is the “glue” that binds the employee and the employer together in the

organized sector, which is further codified in the form of a contract or a mutually binding

legal document that spells out exactly how much should be paid to the employee and the

components of the compensation package. Rewards and benefits are also types of

compensation programs that are important for employees131.

Compensation is the form of pay or incentive given to an employee for performing services

for an employer. It is often based on wages, salaries, incentives, or bonuses132. Compensation

as an outcome in the exchange among employees and themselves as an entitlement for being

an employee of the organization or as a reward for a job well done132. It does not necessarily

mean that anyone who gets paid has done the job well. Employees may not live up to

expectations but can still get paid because of the Trade Union Congress (TUC) laws and

regulations, affirmed that an employee is compensated based on his/her skills, knowledge,

experience, and education132,133.

If organizations cannot pay applicants enough, then they cannot recruit or retain the critical

skills or knowledge needed to operate efficiently and more. Compensation is also the second
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most investigated topic in human resource management134. Compensation is viewed from

total rewards perspective as it encompasses psychological rewards, learning opportunities,

and recognition in addition to monetary rewards in the forms of base pay and incentives135.

Compensation is one of many Human Resource (HR) tools that organizations use to manage

their employees and for an organization to receive its money’s worth and motivate and retain

skilled employees, it needs to ensure that its compensation system is not an island by itself 136.

But also, an organization needs to link compensation to its overall goals and strategies;

significantly, its compensation system aligns with its HR strategy. This means that the

compensation scheme in an organization is an HR strategy that is meant to motivate workers

to deliver137.

Employee compensation includes two dimensions namely; pay (financial) and fringe benefits

(non-financial) compensation138. Financial Pay or cash pay entails the direct pay given to

employers for their work achievement, these include salary, overtime pay, shift allowances,

uniform allowances and pay contingent on performance such as merit awards, incentive pay,

bonuses, and gain sharing, whereas the fringe benefit (non-financial) compensation include:

social security, health benefits, pension plans, paid time off, tuition reimbursement, foreign

service premiums and so on139. On the whole, the compensation system is aim at improving

and ensuring the attainment of organizational objectives and enhancing individual

performance. Similarly, Compensation includes all financial payments, bonuses, and non-

financial benefits the organization provides to employees to attract qualified human resources

and to maintain what is available in the organization. Compensations are one of the most

important factors affecting the motivation of Individuals to grow, develop and sustain

learning, stimulate productivity, and strive to improve the overall performance of the
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Organization140. Strategically, compensation is a key element of the organization's ability to

attract and retain its most valuable source of sustainable competitive advantage the human

capital141. However, this study adopts the definition of compensation offered because it is

more comprehensive142.

Compensation is described as something acceptable in place of a person's effort to organize

their services143. Financial Compensation refers to all forms of wages or compensation that

apply to and emerge from their work and has two components144. There is a direct payment in

the form of salaries, wages, incentives, commissions, and bonuses, and there is an also

indirect payment in the form of financial benefits such as insurance and vacation money145.

Financial compensation consists of direct financial benefit which is a form of cash payments

received directly in the form of salary/wages, economic benefits, bonuses, and commissions.

Salary is the remuneration paid periodically to the individuals to stay and have a final

guarantee, while wages are the remuneration paid to workers by referring to the agreement

agreed upon payment. Indirect financial compensation is the entire award excluding financial

direct compensation. Forms of indirect compensation programs include employment

insurance, social assistance, payment of medical expenses, and others146.

A wage is a payment made to a worker on a job done within a specific period. It is always

expressed as a rate per hour. Wage and salary are the main components of compensation and

these are necessary irrespective of the type of organization. Wage is referred to as

remuneration to workers particularly hourly-rated payment147. He further argues that salary is

a fixed periodical payment to a non-manual employee. It is usually expressed in annual terms,

implying a relatively permanent employment relationship though normally paid at monthly
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intervals. Wages and salaries are paid based on a fixed period and are normally not

associated with the productivity of an employee at a particular time148.

Financial compensation is also known as compensation that is concerned with monetary

terms which comprise financial rewards and financial incentives. According to a study,

financial rewards provide financial recognition to people for their achievements in the shape

of attaining or exceeding their performance targets or reaching certain levels of competence

or skill while financial incentives aimed at motivating people in achieving their objectives,

improve their performance or enhance their competence or skills by focusing on specific

targets and priorities149,150.

Financial compensation is also known as compensation that is concerned with monetary

terms which comprises financial rewards and financial incentives. According to a research

“Financial rewards provide financial recognition to people for their achievements in the

shape of attaining or exceeding their performance targets or reaching certain levels of

competence or skill while financial incentives aim at motivating people in achieving their

objectives, improve their performance or enhance their competence or skills by focusing on

specific targets and priorities” 150,151.

Financial incentives benefit offered to employees by organizations to encourage behaviour or

actions which otherwise would not take place. A financial incentive motivates actions that

otherwise might not occur without the monetary benefit152. Financial incentives are designed

to motivate employees to improve their performance, increase effort and output, and by

producing better results expressed in such terms as objectives for profit, productivity, sales
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turnover, cost reduction, quality customer service, and on-time delivery. This financial

compensation provides extra money for achievement in terms of contribution or output153.

The emphasis in financial incentives is on equity, in the sense of paying people according to

their just deserts. Monetary incentives are used by employers of labours to retain their best

brains and as well compensate them for a job well done and excellence of job performance

through monetary form154. The financial incentive can come in many forms: basic salary,

compensation, insurance, profit sharing, retirement plans, employee stock, overtime pay,

attendance incentives, competition and contests, output-oriented merit increases,

performance bonuses, piecework, safety incentives, suggestion Awards, etc. The financial

incentive is used to describe incentive-payment plans which tie incentives directly or

indirectly to productivity standards155.

According to a study, non-financial compensation consists of the satisfaction obtained by a

person from the work itself, or from the psychological and/or physical environment in which

the person works156. Non-financial compensation as a form of compensation given to

employees other than in forms other than money157. Non-financial compensation includes;

health insurance, a pension plan, and a good working environment158. Non-financial

incentives are to reward employees for excellent job performance through opportunities159. It

usually comes in form of more enabling authority, awards, participation in management,

promotion, holidays, a better working environment, written recognition, gifts, formal dinners,

informal parties, plaques, etc160.

Non-financial compensation is a type of employee benefit that holds no inherent monetary

value. There are many types of non-financial compensation that employers can choose to



57

provide employees ranging from ones that provide convenience to ones that ensure overall

health and wellness. Non-financial compensation is any employee compensation that doesn't

involve cash. Many companies find creative ways to offer employees benefits that make

them feel valued and appreciated. Often, this form of compensation can be a great method for

establishing trust and loyalty between an employer and an employee110. Non-financial

compensation includes developmental opportunities, recognition, and flexible schedules161.

Developmental opportunities: Employers can choose to provide developmental opportunities

to employees. This can be a useful form of non-financial compensation as it benefits both an

employer and an employee. When an employer offers opportunities for employees to develop

their skills so they can continue to advance within the company, an employer also benefits

from possessing more motivated and skilled employees. Such opportunities may include paid

education or certification, developmental classes with experts, or informative conferences

and retreats162.

2.1.2.2 Benefit

Fringe benefits was defined as compensation paid to employees, such as car, house

allowance, medical insurance, paid holidays, pension schemes and subsidized meals131. In

addition to their direct wages or salaries, an author defined them as that part of the total

reward package provided to employees in addition to base or performance pay130. Fringe

benefits focus on maintaining (or improving) the quality of life for employees and providing

a level of protection and financial security for workers and for their family members. Fringe

benefits are forms of indirect compensation given loan employee or group of employees as a

part of organizational membership133.
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Fringe benefits are supplementary in nature, not worked for and are usually given to all

employees of an organization, irrespective of their different performances such as annual

leave allowances, salary advance and educational assistance132. Fringe benefit was defined as

those incentives that are given to employees in addition to pay and have the ability to

motivate employees and enhances their job satisfaction and performance133. Fringe benefits

are those types of rewards other than salary that constitute an important part of the

remuneration package of most employees in Nigeria. Fringe benefit is an addition to other

forms of cash payment like wages and salaries that are intended to improve the quality of

work life for employees and increase their cooperation and productivity134.

Fringe benefits was classified into financial and nonfinancial135. Financial benefits are; loan

scheme given to employees with favourable interest rates, paying fees and annual

subscription to professional bodies for their employees who are registered members of these

professional institutes in order to encourage commitment and loyalty which ultimately

increase job satisfaction. Non- financial benefits equally play an important role in

encouraging and empowering the employees towards achieving organizational objectives.

Examples of nonfinancial benefits are status, power, good working conditions and

achievement.

Employee benefit involves salary, incentives and rewards and indirect compensation to

employees by their employers136. Salary has to do with employee periodical pay performance

plan through performance appraisal and employee monetary reward through fixed

compensation. Incentives and rewards refer to the reward for hard work and creativity input

by employee which brings about employee job satisfaction. Indirect compensation involves

social security (insurance system), medical expenses, holiday pay, vacation pay and food
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services. Employee compensation is the direct and indirect reward employees receive in

exchange for performing organizational tasks137. Direct compensation includes wages,

salaries, bonuses, commission, overtime work, holiday premium, while indirect wages

include medical benefits, housing allowances, meal allowances, utility allowance, incentive

bonus, shift allowance, hospitalization expenses, out of station allowance, vehicle loan

benefits, annual leave allowance and car basic allowance.

Furthermore, employers often provide entitlements to paid holidays, or pay an annual cash

bonus to some employees, or provide employees with a company car, medical insurance and

pension benefits. International accounting standard - IAS 19 provides guidance on

accounting for all forms of employee benefits, except for share-based payments. IAS 19 sets

out rules of accounting and disclosure for short term employee benefits, post-employment

benefits, other long-term employee benefits and termination benefits and are further

explained in subsequent paragraphs137.

Short term employee benefits are wages, salaries and social security contributions; paid

annual leave and paid sick leave; profit-sharing and bonuses; and non-monetary benefits

(such as medical care, housing, cars and free or subsidized goods or services) for current

employees. Post-employment benefits are retirement benefits (e.g. pensions and lump sum

payments on retirement); and other post-employment benefits such as post-employment life

insurance and post-employment medical care. Other long-term employee benefits are long-

term paid absences such as long-service leave or sabbatical leave, jubilee or other long-

service benefits and long-term disability benefits. Termination benefits are employee benefits

provided in exchange for the termination of an employee’s employment as a result of either

an entity’s decision to terminate an employee’s employment before the normal retirement
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date or an employee’s decision to accept an offer of benefits in exchange for the termination

of employment. Employee benefit is an important indicator of human capital required by

management, employees and other stakeholders. Employee benefit has quantifiable

measurability, it has accounting requirements for presentation of financial reports and it is

necessary in determining financial performance.

Employee benefits are an essential component of compensation packages, going beyond

wages and salaries to include various non-wage remunerations offered to employees137,101.

These benefits, as outlined by IAS 19 and IPSAS 39, encompass payments, services, and

goods provided by the employer, including provisions for the employee's dependents in some

cases138. The scope of employee benefits ranges from health protection and retirement plans

to development programs, offering both immediate and long-term security for employees and

their families.

The role of employee benefits extends beyond mere compensation; they are pivotal in

influencing employee performance and enhancing organizational financial performance139.

Properly structured benefit systems, such as training programs and health packages, do not

only motivate employees but also contribute to an organization's efficiency and profitability.

Employee job satisfaction, is significantly influenced by these benefits, often more so than by

salary alone130,131.

Moreover, a company’s success depends on the collaboration of motivated and well-

compensated employees140. Employee benefits, particularly those related to development and

training, help improve business performance by fostering a motivated and productive

workforce141. These benefits also promote equitable treatment in the workplace and enhance



61

work-life quality, further contributing to organizational success. Therefore, offering a

comprehensive employee benefits package can serve as a strategic tool for businesses to

drive productivity, retention, and overall performance.

In this study, fringe benefits are defined as those motivational incentives such as the

provision of health care, overtime payment, bonuses & soft loans that given to employees by

their organizations outside their normal salary and wages that is likely to propel them to

perform better on their jobs.

2.1.2.3 Promotion

Job promotion play an important role in shaping the employee’s behaviour, and they are the

most powerful means of communicating the organisation’s value, performance standards and

expectations through the stimulation and direction of employees along the path of goal

accomplishment. Employee is the most significant component in any organisation 141. Ability

to attract and retain skilled and experienced employees as well as keep them highly

motivated has become very imperative in today’s competitive environment. Organisations

are setup to achieve specific goals and that employee’s is the most vital resource in the

achievement of the goals. Deposit money banks as institutions that mobilize funds from

surplus to deficit, act as a tool for economic growth and development, particularly for

developing economy like Nigeria. One effort that retain an employee in an organisation is

promotion program142. To retain employee’s require motivation and the factors that motivate

employees to stay in their job are therefore vital as its affect the performance of the

organization. However, skilled employees’ enable the organization to gain competitive

advantage.
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A job promotion refers to the advancement of an employee to a higher position within a

company or organization. This advancement typically comes with increased responsibilities,

authority, and often a higher salary or additional benefits. Job promotions can be a

recognition of an employee's excellent performance, dedication, skills, and contributions to

the organization143. Promotions can take various forms, such as moving from an entry-level

position to a higher-ranking position, being promoted within the same department, or even

moving to a different department with more significant responsibilities.

Similarly, promotion has been identified as essential tool that banks can use to keep skilled

and experienced human resource in a desired ways. Therefore, monetary reward plays a

critical role in motivating and retaining competent employees. In Nigerian banking sector,

several rewards package are provided to committed and dedicated employees, such rewards

are end of year bonus, sharing the portion of organisation ‘s profit to employees are proved to

be effective in retaining key workforce. Monetary reward system is part of the overall

strategic plan of the organization144. It is also pragmatic in nature in the sense that an

organizations, from time to time consider the desirability of reviewing it or not. A monetary

reward therefore, is a veritable means of attracting human resources and reducing labour

turnover.

Promotion is used as reward and an inducement to better work performance and other

organizationally approved forms of behaviour. Promotion is an increase in rank which goes

along with appraisal and accompanied with recognition and increment in pay. Similarly, an

author argued that, promotion occurs when an employee is transferred from one position to

another in a higher145. Employees will work harder if they feel this will lead to promotion,

because majority of employees worked towards the aims of getting promoted at work.
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Promotion can serve as an important mechanism for banks to keep their workers happy and

reduce turnover. For any organization to succeed, human resource must be rewarded because

they are the precious assets of any effective organizations.

In addition, job promotion will provide opportunities for personal growth, more

responsibility, and increased social status146. If job promotion is good, it provides satisfaction

to employees. Job promotion is an increase in workforce or employees in better jobs,

compared to previously greater responsibilities, achievements, facilities, higher status, higher

proficiency demands, and additional wages or salaries and other benefits147. Job Promotion is

a move that enlarges the authority and responsibility of employees to higher positions in an

organization so that obligations, rights, status, and producers the greater the. The importance

of developing human resources is done to create better employee performance than before so

that the objectives of the organization can be achieved 140. Efforts to improve employee

performance are not easy, and therefore there is a need for employee motivation by career

development, one of which is by promoting positions. The importance of developing human

resources is done to create better employee performance than before so that the objectives of

the organization can be achieved148. Employee development through job promotion programs

is intended to provide experience in carrying out management functions at a higher structural

level than before, where the new position has broader and heavier responsibilities, so

employees are required to work harder to improve their abilities so that their duties and

responsibilities can be carried out successfull149. Job promotion programs can be

implemented if there are positions that have not been filled or there are vacancies as well as

the re-evaluation of old positions150.
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In the same vein, most banks employees prefer job promotion which goes with monetary

reward as a result of economic situation of the country and it would help to alleviate some

economic challenges. However, timely promotion to every deserving staff would motivate

and make them more loyal to the organization. Employees on the other hand have an

important role to play as far as retention is concerned. Therefore, employees make the

decision on whether to remain in their current organization or move to other organizations

depend on way and manner organizations promote their employees. However, there are

number of factors that influence these decision, these factors may either be from the

employee’s current organization or the next potential employee and these range from terms

and conditions of service, the work environment, the reward scheme, the individuals career

goals, the benefits of the employee’s and any other factor perceived by the employee enough

to influence the decision to leave or not.

In the same light, job promotion occurs when an employee moves from one job to another,

which is higher in payment, responsibility and level151. Job promotion is one way to motivate

employees to work. Work motivation is generally as awards, prizes for past efforts and

achievements. Work motivation includes unique feelings, thoughts and past experiences that

are part of the company's internal and external relations. Work motivation can also be

interpreted as individual encouragement to take action because they want to do it. If

individuals are motivated to work, they will make positive choices to do something, because

it can satisfy their desires. Work motivation consists of the need for achievement, the need

for strength and the need for affiliation152.

Similarly, another author argued that bank employees are motivated by nominal or special

promotion as a result of optimum performance which serves as compensation153. He opined
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that promotion provide monetary incentives to initiate and continues with their jobs, increase

an ambition, minimize discontent, attract capable employees, necessitates logical training and

development and forms an effective reward for loyalty, cooperation and long service. In the

same light, promotion as desirable by employees because of the impact it has on pay,

authority, responsibility, and the ability to influence broader organization decision making153.

He stated that advancement of an employee from one job position that has salary range, a

higher level job title and often, more and higher level job responsibilities. Furthermore,

promotion raises the status of the employee who receives a promotion which is a visible sign

of esteem from the employer.

Also, a study carried out on workforce retention, pay and talent, found that developing and

implementing retention pay and rewards strategies, programmes and action to retain the

talent, senior leadership viewed the same as a business necessity for the organization to

continue to achieve the mission by way of employees’ promotion through jobs skill,

experience or length of services125. Therefore, evidences have deduced that promotion has a

positive impact on employees’ retention in Nigerian Banking Sector. This is because, timely

promotion motivate workers’ effort who exhibit exceptional performance which is

commensurate with pay increases.

2.1.2.4 Work-Life Balance

The origin of work-life balance practices spans from work-life conflict experienced by an

employee. Work-Life Conflict is the inter-role conflict that results when one’s roles as an

employee are incompatible with one other area such as being a spouse, parent or with other

religious and leisure activities154. The concept of Work-Life Conflict recognizes that most
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individuals have multiple roles. Work-life balance practices help minimize the amount of

Work-Life Conflict and also target the antecedents; some of which include massive job

requests and job burdens. Work-life balance is concerned with people having a measure of

control over when, where and how they work.

Thus, work-life balance is defined as the individual perception that work and non-work

activities are compatible and promote growth in accordance with an individual’s current life

priorities155. Another author defined it as the accomplishment of role-related expectations

that are negotiated and shared between an individual and his/her role partners in the work and

family domains156. Furthermore, work-life balance is the global assessment that works and

family resources are sufficient to meet work and family demands such that participation is

effective in both domains156. To understand work-life balance, it is important to be aware of

the different demands upon us and our personal methods- our time and our energy- that we

can locate to address them. Research has indicated that those workers who have some form

of control over their working environment tend to suffer less stress-related ill-health.

Individuals tend to devote more time to work and less to other elements of their lives,

necessitating work-life balance157. It's the ratio of a worker's job time to their personal and

other critical demands158. It can entail balancing professional, private, and social life.

Professionally, it's the balance between an employee's personal and professional lives159,160.

The above definitions do not imply workplace 'equal credit' It means that an organization's

management must reform a worker's work so that they may also care for themselves, their

family, etc161.
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The concept of work-life balance (WLB) has evolved into a multidimensional framework,

encompassing various facets of an individual's life, including work, family, and other

essential activities162. Some authors defines work-life balance as the effort to strike harmony

between work responsibilities and personal life activities162,163. The author emphasizes that

WLB is the management of three main aspects of life: work, societal obligations, and private

pursuits. Similarly, WLB refers to how an individual divides their time between work and

other critical aspects of life, such as family and personal matters164. A study extend this

notion by suggesting that WLB is measured by how fulfilled an individual feels in both work

and non-work aspects of life165.

Research has highlighted the significant impacts of work-life balance, or the lack thereof, on

both employees and employers. Employees benefit from a better balance through flexible

working hours, leave policies, and wellness programs165. On the other hand, an imbalance

can lead to various forms of work-life conflict. Three main types of work-life conflict: time-

based, strain-based, and behavior-based166. Time-based conflict occurs when an individual

must choose between work and family obligations occurring simultaneously, such as

deciding between attending a work presentation or a child’s school event. Strain-based

conflict arises when stress from one domain, such as work, affects performance in another,

such as family life. Finally, behavior-based conflict happens when an individual's behaviors

and expectations from one environment spill over into another, hindering their ability to

perform effectively in both roles.

Organizations are increasingly realizing the importance of work-life balance, particularly in

attracting and retaining skilled employees who seek work environments that respect their

need for personal time167. Strategies to improve work-life balance include implementing half-
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days on Fridays, offering recreational activities, providing opportunities for remote work, and

creating a conducive work atmosphere167. Structural consistency in work arrangements and

ongoing training opportunities also play a role in enhancing work-life balance among

employees168.

In conclusion, work-life balance remains crucial for maintaining the well-being of employees

and ensuring organizational productivity. It involves a dynamic negotiation between work

demands and personal life responsibilities, and the outcomes of achieving or failing to

achieve this balance affect both individual and organizational outcomes167,168. Organizations

must develop policies that promote work-life balance, not only to enhance employee

satisfaction but also to boost overall efficiency and performance.

2.2 Theoretical Framework

In this subsection, various theories were reviewed. This is necessary to have a theoretical

standpoint for this research. Some of the theories used in this study are Vroom’s Expectancy

Theory, Herzberg Two-Factor Theory, Equity theory of motivation.

2.2.1 Vroom's Expectancy Theory

The Vroom's Expectation Theory served as the theoretical foundation for this investigation.

According to the theory, the employee benefit program's issues can be adequately evaluated

within a philosophical framework to enhance organizational performance. A well-known

model is Valence-Instrumentality-Expectation (VIE). The central hypothesis posits that the

occurrence of one event will inevitably give rise to another, and that the hypothesis will be

more likely to be accepted if an action or activity follows. Vroom explained as follows: when
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a person chooses a course of action that may or may not provide the intended consequences,

it is apparent that their behavior is also impacted by how much they believe those results are

possible to accomplish. The anticipation is a fleeting belief that the probability of a particular

event indicates a particular outcome.

Expectation is the belief that a particular behavior will lead to a particular outcome, whereas

valence is the individual's worth in that outcome. High levels of motivation are contingent

upon the presence of both. The idea is primarily concerned with employee preference and

management, both of which can help achieve the intended outcomes169. The statement

suggests that a person's reward is dependent on both valence and expectancy 170. The

explanation of the dynamic problems of the management incentive system and the

performance of organizations in the public and private sectors is commonly employed.

Reciprocity law governs, much like in a social compact. The worker wants to be treated

fairly by the manager so that they can perform better.

The Vroom's Expectancy theory posits that employees are motivated to exert effort based on

the anticipated rewards they will receive. In the context of Stanbic IBTC in Oyo State, this

theory is highly relevant, as the bank’s reward management system can influence employee

performance and motivation. According to the theory, employees in Stanbic IBTC are likely

to evaluate the effort they put into their work in relation to the rewards they expect, such as

bonuses, promotions, or other benefits. For instance, if an employee believes that their hard

work will lead to career advancement or increased financial rewards, their performance is

likely to improve. The bank's human resource management must ensure that rewards align

with employee expectations to maximize productivity and motivation. Vroom’s theory also
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highlights that employees will only be motivated if they perceive a strong link between their

performance and the expected rewards171,172.

Vroom’s Expectancy theory provides a robust framework for understanding employee

motivation in organizations like Stanbic IBTC, especially in its ability to link individual

effort with rewards and performance outcomes. One of the strengths of this theory is its

emphasis on individual choice and perceived outcomes173. Employees are seen as rational

beings who will perform well if they expect their effort to lead to desirable rewards, which

can lead to higher levels of motivation and productivity. Additionally, Vroom’s theory allows

managers at Stanbic IBTC to tailor reward systems that are in line with individual employee

preferences, improving organizational performance174. The theory’s flexibility in recognizing

different employee goals and motivations makes it a useful tool for managing diverse

workforces in banks, where employees may be driven by various incentives such as bonuses,

recognition, or career progression175. Furthermore, Vroom’s model provides a clear strategy

for managers to connect employee performance with organizational goals, ensuring that each

employee is motivated by what they value most 176.

Despite its strengths, Vroom’s Expectancy Theory has several limitations. One key critique is

its heavy reliance on the assumption that employees act rationally and make decisions based

on a linear evaluation of effort, performance, and rewards. This assumption overlooks the

emotional and psychological factors that might influence employee behavior177,178.

Additionally, the theory does not account for external factors, such as organizational culture,

leadership, or economic conditions, which may affect employee performance regardless of

their perceived expectancy or valence179. Critics also argue that it may be difficult to measure

employee expectations and perceptions accurately, making it challenging for managers to
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implement reward systems effectively. Moreover, the theory assumes that employees have

equal access to rewards and opportunities, which may not always be the case, particularly in

hierarchical organisations like banks180,181.

2.2.2 Herzberg’s Two-Factor Theory

According to the Herzberg’s theory there are two factors that exist related to motivation i.e.

hygiene and motivator factors. Hygiene factors consist of job related factors that needed to be

presented to ensure a reasonable level of satisfaction180. Banks are expected to provide job

security, timely promotion, payment of wages and salaries fringe benefits, quality

supervision as well as working condition. If these factors are not taken care of properly by

the banks, it leads to job dissatisfaction181. While motivator factors are based more on

employees’ needs and lead more to job satisfaction; element such as opportunity for growth,

achievement, recognition and responsibilities fall into this factors. Truthfully neither

motivational or hygiene factors should be absents in the banks as both plays a pivotal role in

motivating employees: By incorporating motivational factors in the banks to ensure that

proper incentives exist so that employees are motivated. By incorporating hygiene factors in

the banks, employees’ reduce these de-motivating elements that are detrimental to

satisfaction and ultimately productivity falling to incorporate both characteristics leads to

suboptimal satisfaction and performance182. As banking environment continues to remain

volatile due to macro-economic factors such as government policies and competitors actions,

as a matter of policy banks are expected to give more emphasises to extrinsic rewards to

increase the performance of their employees.
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Furthermore, from the stated theories, Herzberg’s two factor theory is most relevant. The

theory stated that extrinsic (financial rewards) are driven by several factors, such as cash

bonus for outstanding performance, timely promotion for hard working staff and sharing of

organization’s profit to all cadres of staff, instead of distributing solely to managers and

owners of the organizations in other to attract and retained skilled and experienced workforce.

Therefore, study adopted Herzberg’s two factor theory; this is in line with the contribution

made toward employee’s jobs satisfaction and performance which in turn lead to employee

retention in the study area.

In the context of Stanbic IBTC Bank in Oyo State, hygiene factors like timely salary

payments, employee benefits, and conducive working conditions are critical in ensuring that

employees do not experience dissatisfaction. On the other hand, motivators, such as

opportunities for growth, recognition, and responsibility, enhance job satisfaction and drive

performance182,183. By integrating these motivators into its reward management system,

Stanbic IBTC can foster an environment that not only reduces dissatisfaction but also

motivates employees, leading to improved performance and loyalty184,185. Therefore, the

application of Herzberg's theory helps balance both hygiene and motivator factors, essential

for optimal performance in a competitive banking environment186,187,188,189.

Herzberg's Two-Factor Theory has significant strengths that have allowed it to remain

relevant in understanding employee motivation across industries. First, the theory highlights

the distinction between factors that prevent dissatisfaction and those that actively motivate

employees, offering practical insights into designing effective reward systems190,191. This

differentiation is essential in Stanbic IBTC, where both hygiene factors such as competitive

wages and benefits, and motivators like promotion and recognition, contribute to employee
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satisfaction192. Another strength lies in its focus on intrinsic motivation—factors like

personal growth, responsibility, and achievement—which fosters long-term employee

engagement and innovation193,194. The theory also emphasizes the importance of tailored

approaches to motivation, suggesting that organizations like Stanbic IBTC should develop

both extrinsic and intrinsic rewards to achieve optimal results195,196. Finally, Herzberg's

model encourages organizational investment in improving working conditions and enhancing

the motivational aspects of jobs, which are crucial for maintaining employee performance

and reducing turnover180,119.

Despite its strengths, Herzberg's Two-Factor Theory has faced several criticisms. One of the

primary arguments is that the theory oversimplifies motivation by categorizing factors as

either hygiene or motivators without considering the complex interplay between

them197,198,199,200. Critics argue that factors such as pay and job security, which Herzberg

classified as hygiene factors, can also serve as motivators in certain contexts, especially in

developing economies like Nigeria200. Additionally, the theory is based on a limited sample

of white-collar professionals, making it less applicable to employees in different industries,

job levels, and cultural settings197. Herzberg's theory also underplays the role of extrinsic

rewards in driving performance, a key factor in highly competitive sectors like banking.

Furthermore, critics argue that the theory lacks empirical evidence and does not adequately

address individual differences in motivation.

2.2.3 Equity Theory of Motivation

Equity theory of motivation has since been empirically tested201. The theory measures the

performance relationships among employees in the organization. The theory found,
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according to a study, that employees’ fairness perceptions in terms of job pay, recognition,

promotion, bonus and supervision among others are major predicting factors for employees’

workplace behaviour and job performance201. The theory has three forms of equity which are

distributive, procedural and interactional equity. Distributive equity as being empirically

tested in a study, as it has to do with the fairness of reward in relation to the work contributed

by an individual employee and in comparison, with other employees. This has been

established as an important factor in appraisal reactions among employees. Procedural equity

is concerned with the perception which individual employee has on the fairness of the

procedures used in conducting evaluations of reward system which include but not limited to

lack of bias, consistency and accuracy. Interaction equity is also concerned with the context

of the employees’ performance appraisal which is enhanced when an employee is treated

with consideration and respect during the appraisal process.

At Stanbic IBTC Bank, this theory is relevant in understanding how employees perceive their

rewards and whether these align with their contributions to the organization. Employees

compare their input-outcome ratio to that of their colleagues to gauge fairness201. If

employees perceive equity, they are likely to remain motivated and perform better. On the

other hand, perceived inequity can result in dissatisfaction, which may lead to reduced job

performance or even turnover202. In Stanbic IBTC, ensuring that reward management systems

like promotions, bonuses, and recognition are perceived as fair is essential to maintaining a

productive workforce202. The bank must address distributive, procedural, and interactional

equity to ensure that its employees are fairly rewarded for their contributions.

The strength of equity theory lies in its capacity to explain employee motivation and behavior

based on fairness perceptions, a crucial factor in modern organizations like Stanbic IBTC
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Bank. One of its key strengths is its ability to link reward management to employee

satisfaction and performance. By addressing distributive equity, organizations can ensure that

employees feel adequately compensated relative to their contributions and their peers. This

sense of fairness enhances morale and job commitment. Additionally, procedural equity

emphasizes fair processes in decision-making regarding rewards, which builds trust and

transparency between employees and management. Interactional equity, focusing on

respectful treatment during appraisals, fosters positive interpersonal relationships in the

workplace. Equity theory also highlights the impact of perceived injustice on employee

attitudes and behavior. It encourages managers to continually assess and modify reward

systems to ensure equity, making it a practical framework for managing performance. Finally,

the theory's flexibility allows it to be applied in diverse organizational settings, providing a

robust foundation for developing fair reward policies.

While equity theory offers valuable insights into employee motivation, it has notable

limitations. First, the theory assumes that all employees are motivated solely by fairness,

neglecting other important motivators like intrinsic rewards203. This focus on equity may

oversimplify the complex nature of human motivation. Additionally, perceptions of fairness

can be highly subjective, varying from person to person, making it difficult for managers to

address equity concerns consistently across an organization203. Critics also argue that the

theory overlooks cultural and individual differences that can shape how employees perceive

equity204. Furthermore, the theory does not adequately address the emotional and

psychological aspects of workplace behavior. Lastly, it may be overly reactive, focusing on

mitigating dissatisfaction rather than proactively fostering engagement.

2.3 Review of Empirical Studies
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This section review various empirical literatures on reward management system and

employee performance. This was achieved by reviewing various articles on the subject

matter as well as the constructs used to measure the variables.

2.3.1 Reward Management System and Employee Performance

A study examined the relationship between reward systems and employee performance

within the oil and gas industry in Rivers State. The study focused on the influence of bonuses,

the broader relationship between rewards and productivity, and the impact of promotions on

employee performance. Their findings revealed that bonuses, rewards, and promotions had a

significant positive impact on productivity. They recommended that firms avoid fixed pay

rates, as such structures might encourage lateness and hesitation among employees,

potentially affecting teamwork negatively205.

Another study explored a similar concept by examining the effects of reward systems on

employee productivity at the Catholic University of Eastern Africa, Kenya. Through

purposive sampling of 80 respondents and using regression analysis, the study found that

rewards linked to good performance positively impacted employee productivity. There is

emphasis on the point that management must ensure rewards are tailored to meet employee

needs to boost motivation and performance206.

Further expanding on the relationship between rewards and employee satisfaction, another

study focused on commercial banks in Awka, Nigeria. Their study revealed a weak but

positive relationship between salary and employee satisfaction, suggesting that while salary
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matters, other benefits and incentives should be included in the reward structure to motivate

and retain employees. This insight builds upon the recommendation of the previous study for

diversified rewards to meet varying employee needs207.

In another commercial banking study, this time in Mwanza City, an author examined how

reward systems affect organizational performance. Using descriptive research and ANOVA,

the study found that recognition and appreciation significantly impacted organizational

performance. Consistent with the recommendations of both some studies emphasized the

need for HR departments to revise salary structures to ensure they remain competitive and

fair208. Another study investigated the impact of reward systems on employee performance at

KPMC Nigeria209. Their findings aligned with earlier studies by demonstrating that an

effective reward system positively influences employee performance. Echoing the insights of

previous research, they recommended that management continue to provide appropriate

motivation and rewards to sustain and improve employee performance.

2.3.2 Compensation and Employee Performance

The empirical review of compensation management and job performance reveals diverse

perspectives and contexts, each contributing to a broader understanding of the subject matter.

The effect of the compensation system on employee performance in a subset of industrial

enterprises in the Littoral Region of Cameroon was examined. In particular, the research

evaluates how much profit sharing impacts worker dedication in manufacturing companies;

how flat-rate pay structures impact workers' work ethics in manufacturing companies; and

how collective bargaining compensation schemes impact workers' sense of unity in

manufacturing companies. Ten carefully chosen manufacturing enterprises in the Cameroon
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Littoral Region provided the sample of 538 employees, who were picked from a population

of 5146 employees. Questionnaire was the tool utilized to gather data. The results showed

that profit sharing had a considerably positive impact on worker commitment in

manufacturing companies; flat rate systems had a significantly negative impact on workers'

work values in manufacturing companies; and reward schemes for collective bargaining had

a significantly positive impact on workers' cohesiveness in manufacturing companies. In

order to encourage productivity and a sense of unity among employees, the study suggested,

among other things, that reward systems for manufacturing companies be set up so that

workers are entitled to a portion of the profits made by the company210.

Another study on the effect of compensation on workers’ performance in microfinance

institutions in Kenya, specifically focusing on WakenyaPamoja Sacco in Kisii County was

conducted. Their research aimed to establish how non-financial compensation, such as

recognition and incentives, impacts performance. Through a census survey of 65 employees,

they found that non-financial compensation significantly influenced employee performance

and retention. The study provided a foundational understanding of how compensation beyond

salary can motivate employees in the microfinance sector, setting the stage for similar

inquiries in other sectors211.

Building on the findings of previous authors, a study expanded the investigation to

Chittagong, Bangladesh, where they explored the effect of compensation strategies on job

performance. Their study confirmed that a policy-based compensation scheme positively

impacts job performance, aligning with the previous study’s assertion that compensation

(whether financial or non-financial) is critical to employee motivation. Study reinforced the

notion that a competitive and well-structured compensation strategy enhances employee
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effort and overall performance, extending the conversation on compensation to a broader

geographic context212.

Similarly, another study examined the impact of motivation and leadership opportunities on

employee performance in Ghana's financial sector. Their findings paralleled previous studies

who concluded by highlighting that leadership opportunities and recognition serve as critical

motivational tools, further demonstrating that compensation need not be monetary to drive

performance. This study contributed to the discourse by showcasing the various dimensions

of employee motivation and their effects on performance, suggesting that both financial and

non-financial rewards play an essential role213.

Moving to the Nigerian context, an author investigated the relationship between work

environment, supervision, and productivity in the Nigerian public sector. Their research

established that supervisory quality, infrastructure, and safety measures significantly

influence employee productivity, complementing some authors assertion on the importance

of non-monetary aspects of compensation, such as leadership and recognition214. The focus

on environmental and supervisory factors demonstrated the complexity of compensation's

role in enhancing performance, emphasizing a holistic approach to compensation

management.

Another study provided further insight into compensation by examining wages and salaries

as motivational tools in selected Nigerian workplaces. Their study underscored that adequate

compensation is influenced by factors such as labour market conditions and organizational

ability to pay. They found a direct correlation between compensation and employee

motivation, aligning with the results of a study that compensation, in both financial and
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infrastructural terms, plays a significant role in enhancing organizational performance215. The

study recommended equitable and well-structured wage systems to foster motivation,

contributing to a growing body of evidence linking compensation with employee

engagement.

Another study examined the impact of rewards on job satisfaction and worker retention in a

health sector context. Their study found that while rewards promoted worker retention, they

did not necessarily result in job satisfaction. This divergence introduced an essential

distinction between retention and satisfaction, suggesting that compensation strategies must

be tailored to achieve different organizational goals. Their study resonates with emphasis on

compensation structure and fairness, further underscoring the nuanced relationship between

compensation, motivation, and retention216.

Another study also explored compensation management in Nigeria's insurance sector, finding

a weak but significant correlation between compensation and job satisfaction. This weak

correlation suggests that while compensation is vital, other factors such as job security,

career growth, and recognition also play crucial roles in determining employee satisfaction.

Their findings extended the discussion on compensation management, offering a cautionary

note that monetary compensation alone may not suffice in promoting job satisfaction and

long-term employee retention217.

An author also concluded the review by examining the effect of compensation packages on

job performance and retention in a private university in Ogun State, Nigeria. Their study

found a strong relationship between compensation packages (including salary, bonuses, and

fringe benefits) and employee performance. This study complements previous findings by
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emphasizing that well-structured compensation packages, particularly those that consider the

diverse needs of employees, are essential for enhancing performance and reducing

turnover218.

2.3.2 The Relationship between Employee Benefit and Employee Performance

Studies have established the relationship between benefits and employees’ job performance

in recent times. A study found that welfare benefit contributes to the commitment of

employees in their job219. It was evident from the study that fringe benefits motivated,

engaged, get employees committed and satisfied with their job which in turn impact on their

performance to the organization. Human Resource Management indicates that both

employees and Human Resource professionals see benefits as the top factor in driving job

satisfaction.

In a study, results from the study revealed that compensation program and fair rewarding

system enhance employees’ loyalty and performance in AMCON220. Another study examined

the link between compensation packages and job performance in the Ghana Police Service,

and found that the personnel of Ghana Police Services were satisfied with some of their

compensation packages especially benefits and pay221. However, equitable and holistic

compensation packages are more likely to attract, develop, motivate and retain qualified and

competent personnel and further increase job performance and employee productivity.

An author made it clear that retirement benefit is a prime motivator for improved employees’

productivity222. In support of the above, another study stated that employees’ value or

welcome retirement benefit more than other fringe benefits223. Employees’ benefits have

grown in size, importance and variety. Their study survey revealed that 89% of executives
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maintain that employee benefits are extremely important factors to attract and retain a

satisfied workforce. The researchers concluded that fringe benefits have a positive effect on

employee job performance. Fringe benefits have increasingly been found to affect

employees’ job satisfaction. Properly designed employee benefit packages can be extremely

effective in attracting, motivating, satisfying and retaining employees. In a recent study

conducted, findings shows that there is a positive and significant relationship between merit

based and competitive based compensations and employees’ job performance in Anambra

state, Nigeria, civil servants223.

In effect, fringe benefits enjoyed by employees in the organization serve as a motivator for

retaining a committed workforce. Committed and satisfied employees are often more

productive and contribute meaningfully to the success and survival of their organizations.

The result of a study showed that an increased understanding by employees of their benefit

actually generated increased satisfaction224. This is possible as a result of an extensive

communication in the workplace which allows the employee to have better understanding of

the benefits available which often increase employees’ satisfaction. Employee benefits are

widely claimed to help in the high employee retention and satisfaction. In an organization,

benefits have been found to help in attracting and retaining employees if such benefits are

well-designed, especially in a competitive labour market. This suggests that benefits are

important to both new applicants and existing employees. Hence, if a firm's compensation

systems (especially benefits) are inadequate, top applicants may reject that company's

employment offer, and the current employees may choose to leave the organization as well.

A scholars conducted research that examined the relationship between staff benefits and

organizational commitment in Nigerian universities225. The study found a significant positive
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link between employee benefits and organisational commitment among both academic and

non-academic staff. Benefits such as health insurance, retirement plans, and flexible work

schedules were specifically linked to higher levels of commitment. The authors suggest that

investing in employee benefits can serve as a strategic tool to enhance organizational

commitment in Nigerian universities.

The relationship between job satisfaction and employee benefits in Nigerian bank was

explored in a study226. The study revealed a strong positive correlation between employee

welfare benefits, such as healthcare insurance, paid leave, and retirement plans, and job

satisfaction among bank employees. It was recommended that Nigerian banks should

increase their investment in employee benefits as a strategy to improve job satisfaction and

employee retention.

The link between employee benefits and organizational performance in Nigerian small and

medium-sized enterprises (SMEs) was investigated in a study. The study, which used a

survey of 200 employees, showed that employee benefits significantly influenced

organizational performance. The authors recommended that SMEs implement employee

benefit programs to boost motivation, satisfaction, and productivity227. The relationship

between staff incentives and employee engagement in Nigerian service firms was examined

in a study. The research found a positive correlation between benefits such as health

insurance, paid time off, and retirement plans, and higher employee engagement. The author

suggested that Nigerian service firms prioritize comprehensive benefit packages to improve

employee engagement and job satisfaction.
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The effect of staff benefits on organizational success in Nigeria was studied. Their findings

showed that offering benefits like healthcare, retirement plans, and paid leave positively

impacted organizational performance, particularly in areas like employee retention and

productivity. The authors recommended that Nigerian organizations prioritize employee

benefits to attract and retain talent, thus improving overall performance228. The impact of

employee benefits on turnover intentions in the Nigerian hospitality industry was focused on

in a research. Through a survey of 207 hotel and resort employees, the study found that better

staff benefits significantly reduced turnover intentions. Additionally, the study revealed that

job satisfaction partially mediates the relationship between benefits and turnover intentions.

The authors concluded that offering attractive employee benefits could effectively reduce

employee turnover in the hospitality industry.

The correlation between staff benefits and productivity in the Nigerian banking sector was

analyzed. Using a survey of 400 employees from four banks, the study demonstrated a

significant relationship between employee benefits and productivity. Key benefits, such as

paid time off, retirement plans, and health insurance, were highlighted as particularly

important. The authors recommended that Nigerian banks prioritize employee benefits to

boost productivity and retain top talent229. The effect of employee benefits on organizational

success in Nigerian manufacturing firms was examined. Surveying 384 employees across 12

firms, the study found that benefits such as healthcare, paid time off, and retirement plans

had a substantial positive impact on organizational success. The author recommended that

Nigerian manufacturing firms focus on employee benefits to improve performance and

attract top talent.
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The effect of employee benefits on worker retention in Nigeria's oil and gas industry was

investigated. Through a survey of 250 employees, the research revealed that benefits such as

healthcare, retirement plans, and bonuses had a positive impact on staff retention. The

authors suggested that oil and gas companies prioritize employee benefits to improve

retention and attract talent. The relationship between staff benefits, job satisfaction, and

turnover intention in Nigerian banks was explored. The study, which surveyed 372

employees from five major banks, found that staff benefits positively impacted job

satisfaction and negatively influenced turnover intentions. The research also revealed that job

satisfaction moderates the relationship between benefits and turnover intentions. The authors

recommended that Nigerian banks offer appealing benefit packages to boost job satisfaction

and reduce turnover230.

Despite extensive research on the link between employee benefits and specific outcomes

such as job satisfaction and retention, there is a gap in the literature regarding the overall

impact of employee benefits on organizational success in Nigeria. More studies are needed to

explore how employee benefits can enhance organizational performance more

comprehensively.

2.3.3 The Relationship between Job Promotion and Employee Performance

A study on the effects of training and job promotion on work motivation and their

implications on employee job performance was conducted in Indonesia. The study is

accomplished in the Environment of the South Lampung Regency National Education Office

on 215 respondents. The research design uses a quantitative survey method and data analysis

is based on the structural equation model (SEM) with Amos 24. The results of the study
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show that (a) training and promotion had a positive and significant effect on work motivation,

(b) training, promotion and work motivation had a positive and significant effect on job

performance but (c) work motivation did not play any significant role in mediating the effect

of training and job promotion for job performance. While job promotion had a more

dominant direct effect than training in improving employee job performance, efforts to

improve employee job performance will be more productive by providing job promotions to

employees. Another effort is to provide opportunities for employees to attend training

regularly. With job promotion and training, work motivation will increase, and the impact is

that employee job performance will increase231.

The effects of job promotion practices on employee performance in Kenya Forestry Research

Institute in Muguga, Kenya was investigated. The study anchored on expectancy theory. The

study used a positivism philosophy and a descriptive research design. The unit of analysis

was Kenya Forestry Research Institute. The target population was all the 178 staff working in

Kenya Forestry Research Institute in Muguga. A sample of 121 respondents was selected

through stratified random sampling. A semi-structured questionnaire was used in collecting

primary data. A pilot study was conducted to ensure the data collection tool is reliable.

Analysis of qualitative data was carried out through thematic analysis. Descriptive statistics

focused on frequency distribution, percentages, mean and standard deviation. Components of

inferential statistics include; Pearson correlation coefficient and multivariate regression

analysis. Both descriptive and inferential data were analyzed with the help of SPSS Version

25. The results obtained were presented both in tables as well as figures (pie charts and bar

graphs). The study found that job promotion practices have significant effect on employee

performance in Kenya Forestry Research Institute. Further, the study found that employees
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acquire new skills through job promotion. Henceforth, the study recommends that Kenya

Forest Research Institute Headquarter should consider leadership abilities, attitude of staff

and review past performance when promoting staff so as to improve on their overall

competency skills232.

2.3.4 The Relationship between Work-Life Balance and Employee Performance

This section chronologically reviews empirical studies on work-life balance and employee

performance. The Cabinet Affairs Office in Nairobi, Kenya was polled, about work-life

balance. Flexible work hours, supervisor assistance, and work-family considerations are

studied. 70 randomly selected office employees completed a semi-structured questionnaire.

The hypotheses were examined using simple linear regression on mean, frequencies, standard

deviation, and percentage. All the study's work-life balance measures positively linked with

staff performance233.

In Pakistan's banking sector, the relationship between work-life balance and employee job

performance was studied. N = 284 banking subordinates and supervisors provided data.

Psychological wellbeing mediated the link between work-life balance and job performance,

and employee contentment with coworkers boosted job performance by enhancing the effect

of work-life balance on psychological wellbeing234.

Work-life balance and commercial bank employees in Lagos State, Nigeria was studied. Job

stress, role overload, and long hours were identified as work-life balance characteristics,

whereas employee performance was measured by output quality and satisfaction. Using Taro

Yamane's formula, 400 commercial bank workers were selected using the descriptive survey

approach. Data was collected via questionnaires and analysed using frequencies, simple
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percentage, and linear regression. Job stress and long hours affect employee performance,

while role overload has little effect.

Work-life balance in the banking sector and its impact on employees was studied. 500

bankers were the population and 278 were the sample using Taro Yamane's formula.

Respondents' questionnaire answers were examined using correlation and linear regression.

Work-life balance improves bankers' performance, according to the analysis. Parental and

pregnancy policies don't affect bankers' performance, nevertheless.

A Sri Lankan shipping company was used to analyse work-life balance and employee

performance. 90 employees of a renowned shipping firm in Sri Lanka were surveyed using a

cross-sectional design. Data was evaluated using mean, standard deviation, frequency

distribution, ANOVA, Pearson Correlation, and regression analysis. Work-life balance

positively affects employee performance (r =.949; p =.00). Work-life balance (Beta =.949, p

=.000) is a significant predictor of employee performance (89.9% impact, p =.000)235.

The Effect of work-life balance (work interference with personal life, personal life

interference with work, personal life enhancement of work and work enhancement of

personal life) on employee engagement, employees of PT. XYZ was explored. This study

uses a descriptive type of research with a quantitative approach. The nature of this research is

explanatory research which is research that explains the position of the variables studied and

the relationship between the work-life balance variable and the employee engagement

variable. The subjects in this study were employees of PT. XYZ, totalling 71 people. The

measuring instrument used in this study is a scale, namely the employee engagement scale

and work-life balance scale which is based on the employee engagement dimension and the
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work-life balance aspect by Fisher. The data analysis technique used in this study was Smart

PLS (Partial Least Square) software. Based on the results of the analysis and discussion, it

can be concluded that work life balance has a positive and significant effect on employee

engagement. The effective contribution of the work-life balance variable is 49.5% to

employee engagement. The results of this study then become the basis for determining

interventions in the form of training to improve work-life balance which will ultimately

increase employee engagement236.

The effect of work-life balance policies (Flexible work, specialized leave option, dependent

care support and religious support) on Job Satisfaction in the workplace in Makassar city was

evaluated. The research model was tested quantitatively through a field survey. The

population comprised of 200 hundred employees. A total of 200 completed questionnaires

from five private organizations and four from government organizations are reported and

statistically analyzed using multiple linear regression analysis with SPSS 23 (Statistical

Product and Service Solutions). Furthermore, this study used the bivariate correlation and

Cronbach Alpha to test the construct validity and reliability of the measurement items.

Contrary to most studies, the data analysis results revealed that the WLB policy's

implementation does not directly lead to increased employees' job satisfaction. In the

Makassar context, certain policies have the opposite result. The result showed that the

reasons for impact variations in WLB policies implementation are not just cultural factors;

social factor (e.g., ostracism or stigmatization) but other factors that must be a concern237.

Work-life balance (flexible work arrangement, wellness programs, family responsibility on

employee engagement, employee commitment and employee task performance respectively)

that influence employee performance in Lagos State Ministry of Works and Infrastructure
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was studied. The study adopted survey research design. The population size was 450

employees with sample size of 212 respondents which was determined using Taro Yamen

Formula. The study employed the use of stratified random sampling technique and structured

questionnaire was used for data collection. The data obtained was analyzed using Statistical

Package for Social Science (SPSS) while Linear Regression and Pearson Correlation were

adopted for analysis. The result showed that flexible-work environment and wellness

programs has effect on employee engagement and employee commitment respectively while

there is strong relationship between family responsibility and employee task

performance238.

The factors of work-life balance (flexible work arrangement, wellness programs, and family

responsibility) that influence employee performance in government- owned organizations in

Nigeria was examined. The study used a quantitative research approach, and Data were

gathered from textbooks, articles, journals conference proceedings. The result from the

proposition revealed that there is relationship between work-life balance and employee

performance. The study therefore concluded that work-life balance factors such as flexible-

work arrangement, employee wellness programs and family responsibility are important tools

that could be adopted by organization in order to ensure that their staffs are satisfied. The

study therefore concluded that work-life balance is beneficial for employee performance and

therefore recommends continual renewal of work-life balance policy which will help in

improving employee performance and will also have positive effect on organizational

productivity239.

The influence of work life balance (salary, flexible work hour, social support and health

security) towards job performance (efficiency and quality) in private higher education
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institution in Shah Alam and Bestari Jaya and Selangor, Malaysia was examined. Survey

research design was adopted. Data was collected through the use of questionnaire from a

sample of 164 employees of Private Higher Education Institution in Shah Alam and Bestari

Jaya and Selangor, Malaysia. Data collected were analyzed using correlation and multiple

regression analysis. Result of the findings shows that; Social Support is significantly related

to Job Performance in Efficiency and Quality factors; results indicate that Social Support is

the main predictor of Efficiency (β=.738, p<.01) and Quality (β=.592, p<.01). All WLB

factors (salary, social support, health security and flexible work hour) explained towards Job

Performance in Efficiency factor at 53.9%. The Durbin Watson value is 2.018 shows that

there is no problem on auto correlation between all WLB factors (Salary, Social Support,

Health Security and Flexible Work Hour) and Job Performance in Efficiency factor. While

all the WLB factors (salary, social support, health security and flexible work hour) explained

towards Job Performance in Quality factor at only 37.9%. The Durbin Watson value is 1.945

shows that there is no problem on auto correlation between all WLB factors (Salary, Social

Support, Health Security and Flexible Work Hour) and Job Performance in Quality

factor240.

The effect of work life balance (personal life, social life and organizational life) on the

performance of employees at Erubi Engineering Services and Supplies Limited was assessed.

This study utilized descriptive research survey design. Descriptive research design entails

observing and describing subjects without exerting external influence. A descriptive research

design was adopted. The target population for this study was the 40 employees at Erubi

Engineering and supplies limited working in different departments within the company. They

were all given structured questionnaires after census sampling was done. The data was
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collected and analysed using descriptive statistics through SPSS and excel software. Results

were illustrated as tables, charts and graphs. An analysis of the first objective revealed that

there was a correlation between personal life, social life and organizational life as regards

performance of employees. Regarding the first research question, it was evident that increase

in aspects of personal life had a negative impact on employees’ performance. The third

objective findings also revealed a positive correlation between organizational and

performance. It is likely that the workload at the company is optimal and that working

conditions assist in creating a conducive environment for performance to improve241.

The relationship between work-life-balance (leave policy, flexible working arrangements,

welfare policies and family responsibilities on the performance of Kitui county government

employees was examined. The study adopted an explanatory research design and a

descriptive research design. The targeted population was the 207 employees who work in the

ministry of finance and economic planning of Kitui county government. They comprised of

top level management, middle-level management, and the subordinate staff. The researcher

adopted a stratified sampling and simple random sampling to get a representative sample for

the research. The sample size was 25% of the target population; that is, 53 employees, 4 from

the top management, 11 from middle-level management and 38 from the subordinate staff.

The study used a semi -structured questionnaires with both closed-ended and open-ended

questions to collect data from the sample. A drop and pick method was employed to

administer the questionnaires to the respondents, but they were pre-tested for reliability and

validity before being administered to the respondents. The collected data was analysed and

presented using SPSS. Descriptive statistics like frequency distribution was used to analyse

the data. The presentation of the data was done using frequency tables, pie charts and bar
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graphs. Moreover, a correlation and multiple regression analysis to determine the correlation

between WLB and employee’s performance were conducted. The findings of the study

indicated that there is a negative correlation between leave policy and employees’

performance as well as between welfare policies and employees’ performances242.

The influence of work-life balance (flexible work arrangement and family leaves) on

employee productivity (turnover rate, employee satisfaction and Performance) in the

government institutions, with special focus on Supreme Court in Nairobi was examined. The

study adopted a descriptive survey. The population for the study was 106 employees of

Supreme Court at their office in Nairobi. Data was collected using structured questionnaire.

The study used both quantitative and qualitative data. Descriptive statistics were used to

analyse the data. The study found that flexible work arrangement and family leaves

positively influenced the employee productivity. Work life balance enabled the employees to

have balance between work and personal responsibilities and thus strengthened employee

loyalty and productivity. Flexible work arrangements was found to enable employees

improve their job performance as well as empowering and motivating the employees. Family

leaves allow employees to be away from the workplace for a particular period of time in

order to deal with family responsibilities as well as improving employees commitment to the

organization. The study recommends that different forms of flexible work arrangement to be

adopted by the government institutions from basic flextime programs to innovative child- and

elder-care programs to have maximum productivity of employees in the institutions.

Government institutions should therefore see to it they have different forms of family leave

support services to include all cadres of employees. The government through the ministry of

labour should formulate policies that are geared towards ensuring that all the government
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institutions have work-life balance programmes since it was found to positively impact

employee productivity243.

The influence of work life balance (work/personal life enhancement, Personal life

interference with work, work interference with personal life) on employee performance in

education sector of Pakistan was investigated. The study also investigates the moderating

effect of transactional leadership on relationship between work life balance and employee

performance. The study used sample of 150 respondents from eight universities of Islamabad

and Rawalpindi. The regression and moderation analysis are performed by using the SPSS 22.

The findings of study reveal the work life balance has significant positive effect on employee

performance. The results also present that transactional leadership has significant moderating

effect. The study recommends that management of universities should consider the effect of

work life balance while making polices about leave and working load etc. The findings of

study have important policy implications for policy makers and government to increase the

employee performance244.

2.4 Conceptual Framework

Employee PerformanceReward Management
Practices

Compensation

Benefit

Efficiency

Commitment

Ho1
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Figure 2.1: Conceptual Model
Source: The Researcher, 2024

2.5 Summary of Gaps in Literature Reviewed

Despite extensive research on reward management in the banking sector, several gaps remain,

particularly in the context of Stanbic IBTC. Studies have underscored the importance of

compensation, promotion, and work-life balance in enhancing employee performance233,234,235.

However, challenges persist, such as inconsistent reward policies, lack of transparency, and

limited employee involvement, which may undermine the effectiveness of these systems.

Moreover, the rapidly evolving banking industry and increasing competition for talent add to

the complexity of implementing robust reward systems245. While existing literature

generalizes these challenges across Nigerian banks, there is limited research specifically

addressing Stanbic IBTC, especially in Oyo State. Addressing this gap is crucial as it

provides insights into reward systems within a specific organizational context, offering a

nuanced understanding of employee motivation and performance. This study will contribute

to filling this void and offer practical recommendations tailored to Stanbic IBTC's unique

challenges.
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Chapter Three

Methodology

This section used the various methodology aspects that is proposed for data collection for this

study. The study design, sampling procedure, sample size, data collecting instrument,

instrument pilot testing, instrument validity and reliability, data analysis method, model

definition, and conceptual model are all part of it. Additionally, the rationale for using this

approach and the specific methods utilised to gather data are detailed here.

3.1 Research Design

This study was utilized descriptive (survey) research design as it seeks to examine the effect

of reward management system on employee performance in Stanbic IBTC bank, Oyo State,

Nigeria. Survey research design was appropriate for this study because it extensively

describe the relationships and effects between the dependent and independent variables

across selected Stanbic IBTC staff in Oyo State. The survey research design was adopted in
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order to obtain information from the focus population concerning the current status of the

phenomena through primary data collection. The survey research technique enabled the

researcher to describe the situations in details about the focus group as they exist.

3.2 Population of the Study

The population of the study was comprise of all staff of Stanbic IBTC bank branches in Oyo

State which are one hundred and fifty eight (158). The target respondents cut across various

levels of the organisation. This means that the opinion of all staffs are taken into

consideration in order to ensure a comprehensive and diverse perspective on the research

topic. By including staff from different levels of the organization, the study aims to capture a

wide range of experiences and opinions that may influence the overall findings. Additionally,

by focusing specifically on Stanbic IBTC bank branches in Oyo State, the research will

provide valuable insights into the unique challenges and opportunities faced by employees in

this particular region. Table 3.1 shows the population and the sub sectors of the firms

selected in this study:

Table 3.1: List of all Staff Members in Stanbic IBTC Branches in Oyo State

Branches in Oyo No of Staff

Ringroad branch 38

Dugbe branch. 18

Total garden branch 30

Iwo road branch 15
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Oyo town branch 14

Mokola 14

Saki 15

Ogbomoso 14

Total 158

Source: 1

3.3 Sample and Sampling Technique

A total enumeration sampling technique was used as the appropriate sampling technique for

this study. A total enumeration sampling refers to collecting data from every single member

of the population, rather than selecting a sample. This method is ideal when the population

size is small or manageable, and when resources allow for collecting data from every

individual. In this study, total enumeration sampling will provide a comprehensive

understanding of the entire staffs of Stanbic IBTC in Oyo state and ensure that no members

are left out of the analysis. The essence of this is that it will allow for a more accurate

representation of the entire population and minimize the margin of error in the findings. With

this, all employees' perspective regarding the reward management system in relation to their

benefits and challenges derived will be taken into consideration.

3.3.1 Sample Size Determination

From the study sampling technique which favors total enumeration sampling technique, this

study used all the population as the appropriate sample size. Hence, the study used all the 158

staff members among Stanbic IBTC bank branches in Oyo State. This ensures that the results

obtained are representative of the entire population and increases the reliability and validity
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of the findings. Additionally, using a total enumeration sampling technique eliminates the

potential for sampling bias and ensures that all employees have an equal chance of being

included in the study.

3.4 Description of Research Instrument

The data gathering instrument employed for this study was adapted and structured

questionnaire. The purpose of using questionnaires survey was because of the direct response,

feedback and the literacy level of the proposed respondents. Furthermore, the questionnaire

can be collected within a short period of time and with ease. For the purpose of this study, the

questionnaire was divided into three sections, A, B and C. Section A covers the information

about the respondent’s bio data, which includes; Gender, Age, Marital status,

Education/Professional qualification and Rank. Section B and C elicited response from

respondents in order to provide solutions to the research questions. Section B consisted of 4

sub-sections in relation to reward management system: (i) compensation (ii) benefit (iii)

promotion (iv) work-life balance while Section C will cover: (i) efficiency (ii) commitment

(iii) creativity (iv) quality service delivery. Four points rating scale was used to measure the

response which ranges from 4(Very Satisfied) to 1(Very Dissatisfied).

3.5 Validity of Research Instrument

Content validity was used for this study to check the operationalization against the relevant

content domain for the construct. Content validity is concerned with how well the content of

a measurement instrument measures what it is designed to measure 5. Before actual

distributions of questionnaires to respondents, steps were carried out in order to ensure that

the scale items adequately cover the area of the construct. Copies of this questionnaire were

given to academic personnel’s as well as experts in human resources for validation. This was
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done in order to obtain their general comments and necessary suggestions on the adequacy

and sequence of the question. Some items were also added based on their valuable

recommendations in order to make the study questionnaire more accurate and enhance the

research instrument.

For construct validity, the questionnaires were divided into many sections such that each of

the section assessed information for specific objectives in the study. Construct validity will

be measured statistically using Exploratory Factor Analysis (EFA). The main measures used

to test the validity of an instrument in exploratory factor analysis include the Kaiser-Meyer-

Oklin’s (KMO) measure of sampling adequacy and Bartlett’s test of Sphericity. The study

employed the KMO sampling adequacy and Bartlett’s Sphericity test to determine whether

the statements that comprise the research instruments of each variable actually measure what

are intended. If the result of the KMO is greater than 0.5, it means that the questions actually

measure the variables in the study. The result of the Bartlett test of Sphericity at 0.000 which

is less than 5%, indicates that there is highly significant relationship among variables in

measuring the variables under study. In this study, the KMO test is greater than 5% and

Bartlett test of Sphericity result is less than 5% indicating that statements that comprised the

research instruments of each variable actually measured what were intended. The result of

the KMO and Bartlett test of Sphericity are shown in Table 3.3.

Table 3.3: KMO and Bartlett’s Test of Sphericity for Dependent and Independent

Variables

Variables Number of

Questions

KMO Bartlett test

of Sphericity

Composite

Reliability

Average

Variance

Explained
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Reward management

system

20 0.813 0.000 0.890 0.821

Compensation 5 0.712 0.001 0.782 0.801

Benefit 5 0.762 0.000 0.723 0.793

Promotion 5 0.713 0.002 0.876 0.783

Work-Life Balance 5 0.720 0.000 0.763 0.762

Employee performance 20 0.891 0.000 0.793

Efficiency 5 0.849 0.002 0.861 0.810

Commitment 5 0.754 0.000 0.765 0.864

Creativity 5 0.762 0.001 0.821 0.721

Quality service Delivery 5 0.851 0.000 0.709 0.801

Source: Field Pilot study (SPSS) computation, 2024.

3.5.1 Pilot Study

A pre-test of the questionnaire was conducted in order to evaluate the relevance and proper

understanding of the research questions. The questionnaire was checked by the researcher’s

supervisor as well as experts in the field of human resources2. posited that the pilot study

sample should be the 10% of the sample projected for the larger parent study. This was also

in line with the position of on ten (10) percent of study population3. The pilot study was

considered necessary in order to determine the willingness of the respondents; to have a

foreknowledge of their reactions and to ascertain the reliability of the questionnaire when

used in the population of the study. Furthermore, 10% of other respondents who

corresponded to our sample were accessed and interviewed to see if the questionnaire need to

be modified. Sixteen (16) copies of the questionnaire were used in total for the pilot study.

The employees in Stanbic IBTC in Lagos State branch at Ikeja were investigated for the pilot

study as they do not form part of the initial study population.

3.6 Reliability of Research Instrument
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The internal test of consistency was utilized to determine the reliability of the research

instrument for this study. This test was done using the statistical methods - Cronbach’s alpha

since the study used multiple-item measures. The reliability index for reward management

system, and employee performance in the absence of the moderating variable was determined

using Statistical Package for Social Sciences Version 23 software in order to process it

correctly and precisely, and the researcher’s revalidation scale was 0.889 as indicated by the

respective Cronbach alpha values as indicated in Table 3.5. The aim of the reliability as a

quality criterion is to minimize errors and give stable results of data collection. The reliability

for each of these variables was ascertained at a threshold of 0.7 and above 6.

Table 3.4: Internal Consistency Reliability Result

Variables Number of

Questions

Cronbach’s

Alpha

Average Variance

Explained

Reward Management

system

20 0.940 0.821

Compensation 5 0.712 0.801

Benefit 5 0.722 0.793

Promotion 5 0.710 0.783

Work-Life Balance 5 0.843 0.762

Employee Performance 20 0.831 0.793

Efficiency 5 0.795 0.810

Commitment 5 0.921 0.864

Creativity 5 0.812 0.721
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Quality service Delivery 5 0.762 0.801

Source: Field Pilot Survey, 2024

The result of the pre-test showed that the scales were considered as reliable (Cronbach’s α >

0.70), and the manipulation checks were valid.

3.7 Method of Data Collection

The primary source of data collection was used in this study. The primary data was collected

through administering of the research instrument (questionnaire). The research instrument

consists of a set of specific questions and items that are designed and used by the researcher

for the purpose of gathering information from the subjects or respondents 5. The study

adopted the closed-ended questions with the quantitative section of the instrument utilizing

an ordinal scale format. The questionnaire instrument was used to collect data on reward

management system (independent variable) measured by compensation, benefits, promotion

and work-life balance and the dependent variable is employee performance measure with

efficiency, commitment, creativity and quality service delivery. The copies of the

questionnaire was administered by trained research assistants for the administration and

retrieval of instruments at the respective Stanbic IBTC bank branches in Oyo State. The

research assistants employed was trained for two-days on the modalities for questionnaire

distribution, retrieval and the purpose of carrying out the research in line with ethical

standards.

3.8 Method of Data Analysis

Data analysis for this study was carried out in two stages: the descriptive and inferential

analysis. The first stage (the descriptive analysis) features descriptions of the properties of
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the data to show the variations in responses of the study’s participants using such tools as

frequencies and percentage distribution tables, bar charts, mean and standard deviations. It

also provides the views and opinions of the respondents on reward management system and

employee performance.

The second stage (the inferential analysis) is the analysis of the responses on the quantitative

data and the relationships. This was carried out using statistical tools of multiple regression

method of analysis ADANCO software to test the cause and effect of the independent

variables on the dependent variables. This software is similar to the SMARTPLS popularly

known and having Structural Equation Model (SEM). The multiple regression method of

analysis was employed to examine the effect of reward management system (independent

variables) on employee performance dimensions. The multiple regression method of analysis

will be used for hypotheses one to four. The statistical methods of analysis used in testing

these hypotheses are summarized in Table 3.6.

Table 3.6 reveals a summary of the hypotheses of this study and the corresponding analytical

tools expected to be used.

Table 3.5: Summary of the Tool of Analysis

Hypotheses Statement of Hypotheses Tools of Analysis

H01 Reward management system (compensation,

Benefit, Promotion, Work-life balance) has no

significant effect on employees’ efficiency in

Stanbic IBTC Bank, Oyo State, Nigeria.

Multiple linear regression

H02 Reward management system (compensation,

Benefit, Promotion, Work-life balance) has no

Multiple linear regression
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significant effect on Employees’ commitment in

Stanbic IBTC Bank, Oyo State, Nigeria.

H03 Reward management system (compensation,

Benefit, Promotion, Work-life balance) has no

significant effect on Employees’ creativity in

Stanbic IBTC Bank, Oyo State, Nigeria.

Multiple linear regression

H04 Reward management system (compensation,

Benefit, Promotion, Work-life balance) has no

significant effect on employees’ quality of

service delivery in Stanbic IBTC Bank, Oyo

State, Nigeria

Multiple linear regression

Source: Researcher’s Computation 2024

3.8.1 Model Specification

The following models are used for this study and to establish a relationship between the

models

Y= ƒ(X)

Y= Dependent Variable

X= Independent Variable

Where;

Y = Employee performance (EP)

X = Reward management system (RMS)

Y = (y1, y2, y3, y4)

X = (x1, x2, x3, x4)

Where:
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Y=f(x)

y1 = Efficiency (EFF)

y2 = Commitment (COMM)

y3 = Creativity (CRT)

y4= Quality Service Delivery (QSD)

x1 = Compensation (COMP)

x2 = Benefit (BNF)

x3 = Promotion (PRM)

x4 = Work-Life Balance (WLB)

The model formulated for each of the hypotheses is written as:

Hypothesis One

y1 = f(x1, x2, x3, x4)

y1 = β0+ β1x1+ β2x2+ β3x3+ β4x4 +εi

EFF = β0+ β1COMP+ β2BNF+ β3PRM + β4WLB + εi --------------------------------------- Eqn 1

Hypothesis Two

y2 = f(x1, x2, x3, x4)

y2= β0+ β1x1+ β2x2+ β3x3+ β4x4 +εi

COMM = β0+ β1COMP+ β2BNF+ β3PRM + β4WLB + εi ----------------------------------- Eqn 2

Hypothesis Three

y3 = f(x1, x2, x3, x4)
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y3 = β0+ β1x1+ β2x2+ β3x3+ β4x4 +εi

CRT = β0+ β1COMP+ β2BNF+ β3PRM + β4WLB + εi ------------------------------------ Eqn 3

Hypothesis Four

Y = f(x1, x2, x3, x4)

Y4 = β0+ β1x1+ β2x2+ β3x3+ β4x4 +εi

QSD = β0+ β1COMP+ β2BNF+ β3PRM + β4WLB + εi ------------------------------------ Eqn 4

Where β = the constant of the equation

β1-β4 = the coefficient of variables in the equations;

εi = the stochastic function that accounts for the errors that may arise in the equation.

Endnote

1. Human Resource Department of Stanbic IBTC Bank. 2024
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Chapter Four

Results and Discussion of Findings

4.1 Presentation of Data

The results of the data analysis, and their interpretations, are presented in this chapter in

relation to the objective of the research. The data analysis was conducted using statistical
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software, which allowed for the examination of various variables and their relationships. The

findings of the analysis provide valuable insights into the research question and contribute to

the overall understanding of the topic. Additionally, the interpretations of the results shed

light on the significance of the findings and their implications for future research and

practical applications.

A total of 158 copies of questionnaires were distributed to all staff of Stanbic IBTC bank

branches in Oyo State of which only 152 copies were returned and usable for analysis. This

represent 96.2% return rate which signifies a high level of participation and interest from the

staff. The high return rate indicates that all staff of Stanbic IBTC bank branches in Oyo State

were willing to actively contribute to the research and share their opinions and experiences.

This level of engagement enhances the validity and reliability of the study's findings, as it

suggests that the collected data is representative of the organization's overall population.
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4.2 Demographic Data Analysis

Table 4.1: Demographic Characteristics of Respondent

Characteristics Classification Frequency Percentage

Gender Male 84 55.3

Female 68 44.7

Age Under 25 years 75 49.3
25-30 years 37 24.3
31-35 years 19 12.5
36-40 years 13 8.6

Above 40 years 8 5.3
Highest

Educational

Qualification

First leaving
Certification/SSCE 52 34.2

OND/NCE 33 21.7
Professional
Qualification 52 34.2

Degree(BSC/HND/B.Ed) 12 7.9
Post Graduate
Qualifications 3 2.0

First leaving
Certification/SSCE

52 34.2

How long have you

been employed
1 - 5yrs 37 21.6
6 - 10yrs 41 24.0
11 - 15yrs 39 22.8
Above 15yrs 54 31.6

Marital Status Single 105 69.1
Married 34 22.4
Divorced 10 6.6

Widow/Widower 3 2.0
Years of

Experience in

Stanbic IBTC

Less than 5 years 98 64.5
5-10 years 33 21.7
11-20 years 15 9.9

More than 20 years 6 3.9
Source: Author’s Computation 2024

The demographic characteristics of respondents indicate that 55.3% were male, while 44.7%

were female. Regarding age distribution, 49.3% were under 25 years, 24.3% were between
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25-30 years, 12.5% were 31-35 years, 8.6% were 36-40 years, and 5.3% were above 40 years.

For educational qualifications, 34.2% held a First Leaving Certification/SSCE, 21.7% had

OND/NCE, 34.2% had professional qualifications, 7.9% held a degree (BSC/HND/B.Ed),

and 2.0% had postgraduate qualifications. Employment duration shows that 21.6% had been

employed for 1-5 years, 24.0% for 6-10 years, 22.8% for 11-15 years, and 31.6% for over 15

years. In terms of marital status, 69.1% were single, 22.4% were married, 6.6% were

divorced, and 2.0% were widowed. Regarding years of experience at Stanbic IBTC, 64.5%

had less than 5 years, 21.7% had 5-10 years, 9.9% had 11-20 years, and 3.9% had more than

20 years.
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4.2.1 Answers to Research Questions

Table 4.2 Employee Compensation

Statements
VD

Frequency
(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

To what extent are
you satisfied with
the fairness of your
salary in relation to
the work you do?

2

(1.3%)

11

(7.2%)

31

(20.4%)

108

(71.1%)
3.6118 .68134

What is your level
of satisfaction with
the transparency of
the salary review
process at Stanbic
IBTC Bank?

3

(2.0%)

14

(9.2%)

88

(57.9%)

47

(30.9%)
3.1776 .67207

How satisfied are
you with the
competitiveness of
your compensation
compared to similar
roles in other
banks?

2

(1.3%)

18

(11.8%)

60

(39.5%)

72

(47.4%)
3.3289 .73490

How satisfied are
you with the
compensation
provided for
overtime work?

3

(2.0%)

10

(6.6%)

70

(46.1%)

69

(45.4%)
3.3487 .69301

What is your level
of satisfaction with
Stanbic IBTC’s
alignment of
compensation with
industry standards?

6

(3.9%)

14

(9.2%)

65

(42.8%)

67

(44.1%)
3.2697 .78875

OVERALL MEAN 3.3474 .46535

Source: Researcher’s Computation 2024
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The result in table 4.2 on employee compensation at Stanbic IBTC shows a high level of

satisfaction with the fairness of salaries in relation to work. A substantial majority of

respondents (71.1%) expressed being very satisfied, while 20.4% were satisfied, 7.2% were

dissatisfied, and only 1.3% were very dissatisfied. The mean satisfaction score was 3.6118,

with a standard deviation of 0.68134, indicating a strong positive perception with minimal

variability. Regarding the transparency of the salary review process, the level of satisfaction

was slightly lower. While 30.9% were very satisfied and 57.9% were satisfied, 9.2%

expressed dissatisfaction, and 2.0% were very dissatisfied. The mean score of 3.1776 and a

standard deviation of 0.67207 suggest a generally positive outlook but with room for

improvement in this area. In terms of compensation competitiveness compared to similar

roles in other banks, 47.4% of employees were very satisfied, and 39.5% were satisfied,

amounting to a significant majority. Meanwhile, 11.8% were dissatisfied, and 1.3% were

very dissatisfied. The mean score of 3.3289 and a standard deviation of 0.73490 reflect

overall satisfaction with moderate variability.

For compensation provided for overtime work, 45.4% were very satisfied, and 46.1% were

satisfied, demonstrating strong approval. A smaller proportion, 6.6%, were dissatisfied, and

2.0% were very dissatisfied. The mean score of 3.3487, with a standard deviation of 0.69301,

highlights consistent satisfaction levels. Lastly, regarding the alignment of compensation

with industry standards, 44.1% of respondents were very satisfied, and 42.8% were satisfied.

However, 9.2% expressed dissatisfaction, and 3.9% were very dissatisfied. The mean

satisfaction score was 3.2697, with a standard deviation of 0.78875, indicating general

satisfaction but some variability in responses. Overall, the employee compensation data

reveals an average mean satisfaction score of 3.3474, with a relatively low overall standard
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deviation of 0.46535, showing that employees are generally satisfied with their compensation

across various dimensions, though certain areas like transparency of the salary review

process could benefit from improvements.

Table 4.3: Employee Benefit

Statements
VD

Frequency
(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

What is your level of
satisfaction with the
bonuses and incentives
offered by Stanbic
IBTC Bank?

3

(2.0%)

19

(12.5%)

54

(35.5%)

76

(50.0%)
3.3355 .77155

How satisfied are you
with the health
insurance benefits
provided by Stanbic
IBTC?

6

(3.9%)

13

(8.6%)

69

(45.4%)

64

(42.1%)
3.2566 .77628

What is your level of
satisfaction with the
paid leave (annual,
maternity, paternity,
etc.) policies at Stanbic
IBTC?

5

(3.3%)

12

(7.9%)

61

(40.1%)

74

(48.7%)
3.3421 .76431

To what extent are you
satisfied with the
support provided for
professional
development, such as
training programs and
certifications?

6

(3.9%)

10

(6.6%)

65

(42.8%)

71

(46.7%)
3.3224 .76861

How satisfied are you
with the retirement
benefits and post-
retirement support
provided by Stanbic
IBTC?

5

(3.3%)

10

(6.6%)

61

(40.1%)

76

(50.0%)
3.3684 .75190

OVERALL MEAN 3.3250 .56419

Source: Researcher’s Computation 2024
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Table 4.3 shows the data on employee benefits at Stanbic IBTC indicates a high level of

satisfaction with bonuses and incentives. Half of the respondents (50.0%) reported being very

satisfied, and 35.5% were satisfied, while 12.5% expressed dissatisfaction, and only 2.0%

were very dissatisfied. The mean satisfaction score of 3.3355, with a standard deviation of

0.77155, reflects a positive perception with moderate variability. In terms of health insurance

benefits, 42.1% of employees were very satisfied, and 45.4% were satisfied, signifying

overall approval. However, 8.6% were dissatisfied, and 3.9% were very dissatisfied. The

mean score of 3.2566 and a standard deviation of 0.77628 suggest a favorable response but

indicate some variability in employee opinions on this benefit. Regarding paid leave policies,

including annual, maternity, and paternity leave, 48.7% of respondents were very satisfied,

and 40.1% were satisfied. A smaller proportion, 7.9%, expressed dissatisfaction, and 3.3%

were very dissatisfied. The mean satisfaction score of 3.3421 and a standard deviation of

0.76431 demonstrate a strong overall approval for these policies.

For professional development support, such as training programs and certifications, 46.7% of

employees were very satisfied, and 42.8% were satisfied, reflecting a positive outlook.

Meanwhile, 6.6% were dissatisfied, and 3.9% were very dissatisfied. The mean score of

3.3224, with a standard deviation of 0.76861, suggests consistent satisfaction with this area.

Concerning retirement benefits and post-retirement support, half of the respondents (50.0%)

reported being very satisfied, and 40.1% were satisfied. A smaller segment, 6.6%, were

dissatisfied, and 3.3% were very dissatisfied. The mean satisfaction score of 3.3684, with a

standard deviation of 0.75190, underscores positive perceptions of this benefit. Overall, the

data reveals a strong average satisfaction level for employee benefits, with an overall mean

score of 3.3250 and a standard deviation of 0.56419. While employees generally express high
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satisfaction across all aspects of benefits, some areas, such as health insurance, exhibit

slightly greater variability and could benefit from targeted enhancements.

Table 4.4: Job Promotion

Statements
VD

Frequency
(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

How satisfied are you
with the transparency
of the promotion
process at Stanbic
IBTC?

3

(2.0%)

15

(9.9%)

55

(36.2%)

79

(52.0%)
3.3816 .74527

What is your level of
satisfaction with the
criteria used to
determine
promotions at Stanbic
IBTC?

3

(2.0%)

14

(9.2%)

76

(50.0%)

59

(38.3%)
3.2566 .70473

To what extent are
you satisfied with the
frequency of
promotions offered at
Stanbic IBTC?

5

(3.3%)

17

(11.2%)

63

(41.4%)

67

(44.1%)
3.2632 .78679

How satisfied are you
with the recognition
of your skills and
experience in the
promotion process at
Stanbic IBTC?

2

(1.3%)

17

(11.2%)

75

(49.3%)

58

(38.2%)
3.2434 .70002

How satisfied are you
with the career
development support
provided to help
employees qualify for
promotion at Stanbic
IBTC?

4

(2.6%)

16

(10.5%)

65

(42.8%)

67

(44.1%)
3.2829 .75833

Overall Mean 3.2855 .52011

Source: Researcher’s Computation 2024
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The data on job promotion at Stanbic IBTC indicates a high level of satisfaction with the

transparency of the promotion process. A majority of employees, 52.0%, reported being very

satisfied, and 36.2% were satisfied. However, 9.9% expressed dissatisfaction, and 2.0% were

very dissatisfied. The mean satisfaction score of 3.3816, with a standard deviation of 0.74527,

highlights overall approval with moderate variability.

Regarding the criteria used to determine promotions, 38.3% of respondents were very

satisfied, and 50.0% were satisfied, reflecting a generally positive perception. Conversely,

9.2% were dissatisfied, and 2.0% were very dissatisfied. The mean score of 3.2566 and a

standard deviation of 0.70473 suggest satisfaction but also room for slight improvement in

this area. Satisfaction with the frequency of promotions offered at Stanbic IBTC was notable,

with 44.1% of employees being very satisfied and 41.4% satisfied. A smaller proportion,

11.2%, expressed dissatisfaction, and 3.3% were very dissatisfied. The mean satisfaction

score of 3.2632, with a standard deviation of 0.78679, indicates a generally favorable

response with some variability in opinions. When it comes to the recognition of skills and

experience in the promotion process, 38.2% of respondents were very satisfied, and 49.3%

were satisfied. Meanwhile, 11.2% were dissatisfied, and 1.3% were very dissatisfied. The

mean score of 3.2434 and a standard deviation of 0.70002 reflect positive perceptions but

also some disparities in satisfaction levels.

Satisfaction with career development support aimed at helping employees qualify for

promotions was high, with 44.1% of employees very satisfied and 42.8% satisfied. In

contrast, 10.5% expressed dissatisfaction, and 2.6% were very dissatisfied. The mean score

of 3.2829, with a standard deviation of 0.75833, indicates strong approval with room for
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refinement. Overall, the data on job promotion yields an average mean satisfaction score of

3.2855 and a standard deviation of 0.52011. Employees are generally satisfied across various

aspects of job promotion, particularly in terms of transparency and career development

support, though opportunities exist to further enhance the recognition of skills and the

frequency of promotions.

Table 4.5:Work-Life Balance

Statements
VD

Frequency
(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

How satisfied are you with
the flexibility of working
hours at Stanbic IBTC?

6

(3.9%)

13

(8.6%)

58

(38.2%)

75

(49.3%)
3.3289 .79549

How satisfied are you with
the balance between your
work responsibilities and
personal life at Stanbic
IBTC?

4

(2.6%)

15

(9.9%)

68

(44.7%)

65

(42.8%)
3.2763 .74760

To what extent are you
satisfied with the
company's policy on
remote work or working
from home at Stanbic
IBTC?

9

(5.9%)

10

(6.6%)

83

(54.6%)

50

(32.9%)
3.1447 .78401

What is your level of
satisfaction with the
resources provided by
Stanbic IBTC to help
employees manage stress
and achieve work-life
balance?

11

(7.2%)

11

(7.2%)

73

(48.0%)

57

(37.5%)
3.1579 .84654

How satisfied are you with
the workload distribution
that allows you to manage
both work and personal life
at Stanbic IBTC?

8

(5.3%)

14

(9.2%)

72

(47.4%)

58

(38.2%)
3.1842 .80906

OVERALL MEAN 3.2184 .60258
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Source: Researcher’s Computation 2024

The result in table 4.5 shows the data on work-life balance at Stanbic IBTC reveals a strong

level of satisfaction with the flexibility of working hours. Nearly half of the respondents

(49.3%) reported being very satisfied, and 38.2% were satisfied. In contrast, 8.6% expressed

dissatisfaction, and 3.9% were very dissatisfied. The mean satisfaction score of 3.3289, with

a standard deviation of 0.79549, indicates overall approval, although there is some variability

in responses. Regarding the balance between work responsibilities and personal life, 42.8%

of employees were very satisfied, and 44.7% were satisfied. However, 9.9% reported

dissatisfaction, and 2.6% were very dissatisfied. The mean score of 3.2763, with a standard

deviation of 0.74760, suggests that most employees feel positively about this balance, but

some experience challenges. Satisfaction with the company’s policy on remote work or

working from home shows a more mixed response. While 32.9% were very satisfied and

54.6% were satisfied, 6.6% were dissatisfied, and 5.9% were very dissatisfied. The mean

score of 3.1447, with a standard deviation of 0.78401, reflects moderate approval, with

notable variability.

Regarding the resources provided to manage stress and achieve work-life balance, 37.5% of

employees were very satisfied, and 48.0% were satisfied. On the other hand, 7.2% were

dissatisfied, and 7.2% were very dissatisfied. The mean score of 3.1579, with a higher

standard deviation of 0.84654, indicates that while most employees appreciate the resources,

some may find them insufficient. Satisfaction with workload distribution to manage both

work and personal life was reported by 38.2% of employees as very satisfactory and by

47.4% as satisfactory. However, 9.2% expressed dissatisfaction, and 5.3% were very

dissatisfied. The mean score of 3.1842, with a standard deviation of 0.80906, highlights
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general approval, but there is room for improvement. Overall, the data on work-life balance

yields an average mean satisfaction score of 3.2184 and a standard deviation of 0.60258.

Employees generally view the work-life balance favorably, particularly in terms of flexible

working hours, but there is room for enhancement in areas such as remote work policies and

stress management resources.

Table 4.6: Employee Efficiency

Statements VD
Frequency

(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

How satisfied are you
with the speed at which
you complete your daily
tasks?

2

(1.3%)

12

(7.9%)

22

(14.5%)

116

(76.3%)
3.6579 .68189

How satisfied are you
with your ability to work
independently and make
decisions without
constant supervision?

3

(2.0%)

13

(8.6%)

90

(59.2%)

46

(30.3%)
3.1776 .66215

What is your level of
satisfaction with the tools
and resources provided to
enhance your work
efficiency?

4

(2.6%)

17

(11.2%)

53

(34.9%)

78

(51.3%)
3.3487 .78276

To what extent are you
satisfied with your time
management skills in
accomplishing tasks at
Stanbic IBTC?

5

(3.3%)

15

(9.9%)

73

(48.0%)

59

(38.8%)
3.2237 .75641

How satisfied are you
with your collaboration
and efficiency in team-
based tasks and projects?

8

(5.3%)

12

(7.9%)

76

(50.0%)

56

(36.8%)
3.1842 .79252

Overall Mean 3.3184 .53654

Source: Researcher’s Computation 2024
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The result in table 4.6 shows the data on employee efficiency at Stanbic IBTC indicates a

high level of satisfaction with the speed at which employees complete daily tasks. A

significant majority, 76.3%, reported being very satisfied, and 14.5% were satisfied, while

7.9% were dissatisfied, and only 1.3% were very dissatisfied. The mean satisfaction score of

3.6579, with a standard deviation of 0.68189, reflects a strong positive perception with

relatively low variability. Regarding the ability to work independently and make decisions

without constant supervision, 30.3% of employees were very satisfied, and 59.2% were

satisfied, amounting to a favorable majority. However, 8.6% expressed dissatisfaction, and

2.0% were very dissatisfied. The mean score of 3.1776, with a standard deviation of 0.66215,

suggests overall approval with a degree of consistency in responses.

Satisfaction with the tools and resources provided to enhance work efficiency was also high,

with 51.3% of employees being very satisfied and 34.9% satisfied. A smaller portion, 11.2%,

were dissatisfied, and 2.6% were very dissatisfied. The mean score of 3.3487, with a standard

deviation of 0.78276, indicates positive perceptions, though some variability exists. Time

management skills in accomplishing tasks were rated positively by employees, with 38.8%

reporting being very satisfied and 48.0% satisfied. Meanwhile, 9.9% were dissatisfied, and

3.3% were very dissatisfied. The mean satisfaction score of 3.2237, with a standard deviation

of 0.75641, highlights general satisfaction but points to potential areas for improvement.

Collaboration and efficiency in team-based tasks and projects received mixed responses.

While 36.8% were very satisfied and 50.0% were satisfied, 7.9% expressed dissatisfaction,

and 5.3% were very dissatisfied. The mean score of 3.1842, with a standard deviation of

0.79252, indicates overall satisfaction but reveals some disparities in collaborative efficiency.

Overall, the data on employee efficiency shows an average mean satisfaction score of 3.3184
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and a standard deviation of 0.53654. Employees generally feel confident in their task

completion speed, independence, and use of tools, though areas like team collaboration and

time management may benefit from further attention.

Table 4.7 Employee Commitment

Statements
VD

Frequency
(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

To what extent are you
satisfied with your
willingness to put in
extra effort when
necessary to meet
organizational
objectives?

8

(5.3%)

8

(5.3%)

58

(38.2%)

78

(51.3%)
3.3553 .80896

How satisfied are you
with your desire to stay
with Stanbic IBTC for
the foreseeable future?

10

(6.6%)

12

(7.9%)

82

(53.9%)

48

(31.6%)
3.1053 .80691

What is your level of
satisfaction with your
sense of belonging
within your team and
the wider organization?

4

(2.6%)

14

(9.2%)

74

(48.7%)

60

(39.5%)
3.2500 .73015

To what extent are you
satisfied with your
enthusiasm for
participating in
company initiatives and
activities?

5

(3.3%)

18

(11.8%)

69

(45.4%)

60

(39.5%)
3.2105 .77743

What is your level of
satisfaction with your
willingness to take on
additional
responsibilities when
needed?

8

(5.3%)

14

(9.2%)

66

(43.4%)

64

(42.1%)
3.2237 .82347

OVERALL MEAN 3.2289 .59508

Source: Researcher’s Computation 2024
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The result in table 4.7 shows the data on employee commitment at Stanbic IBTC reveals a

high level of satisfaction with employees' willingness to put in extra effort to meet

organizational objectives. A majority of 51.3% were very satisfied, and 38.2% were satisfied,

while 5.3% were dissatisfied, and another 5.3% were very dissatisfied. The mean satisfaction

score of 3.3553, with a standard deviation of 0.80896, reflects strong commitment levels with

moderate variability. Satisfaction with the desire to stay with Stanbic IBTC for the

foreseeable future shows a slightly lower approval level. While 31.6% were very satisfied

and 53.9% satisfied, 7.9% expressed dissatisfaction, and 6.6% were very dissatisfied. The

mean score of 3.1053, with a standard deviation of 0.80691, indicates generally positive

sentiments but also highlights some concerns about long-term retention. Regarding a sense of

belonging within the team and the wider organization, 39.5% of respondents were very

satisfied, and 48.7% were satisfied, indicating strong approval overall. Conversely, 9.2%

were dissatisfied, and 2.6% were very dissatisfied. The mean satisfaction score of 3.2500,

with a standard deviation of 0.73015, underscores employees' connection to their teams and

the organization with relatively low variability.

Enthusiasm for participating in company initiatives and activities was positively rated by

39.5% of employees as very satisfactory and by 45.4% as satisfactory. However, 11.8%

reported dissatisfaction, and 3.3% were very dissatisfied. The mean score of 3.2105, with a

standard deviation of 0.77743, reflects favorable engagement but points to potential room for

improvement. Willingness to take on additional responsibilities when needed was well-rated,

with 42.1% of employees very satisfied and 43.4% satisfied. Meanwhile, 9.2% expressed

dissatisfaction, and 5.3% were very dissatisfied. The mean satisfaction score of 3.2237, with

a standard deviation of 0.82347, suggests a strong commitment to responsibility but
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highlights some differences in responses. Overall, the data indicates an average mean

satisfaction score of 3.2289 and a standard deviation of 0.59508. Employees generally

demonstrate high levels of commitment, particularly in their willingness to contribute extra

effort and foster a sense of belonging. However, areas such as long-term retention and

participation in company activities may benefit from targeted strategies to enhance

satisfaction.

Table 4.8: Employee Creativity

Statements
VD

Frequency
(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

To what extent are you
satisfied with the freedom
to explore new approaches
to problem-solving?

7

(4.6%)

14

(9.2%)

42

(27.6%)

89

(58.6%)
3.4013 .83990

What is your level of
satisfaction with the
opportunities provided to
think outside the box in
your role?

8

(5.3%)

7

(4.6%)

81

(53.3%)

56

(36.8%)
3.2171 .76269

How satisfied are you with
the support you receive to
experiment with new
solutions and strategies?

7

(4.6%)

15

(9.9%)

67

(44.1%)

63

(41.4%)
3.2237 .80723

To what extent are you
satisfied with the tools and
resources available to
enhance your creativity?

7

(4.6%)

13

(8.6%)

73

(48.0%)

59

(38.8%)
3.2105 .78590

What is your level of
satisfaction with the
recognition given to
innovative ideas within the
organization?

7

(4.6%)

12

(7.9%)

70

(46.1%)

63

(41.4%)
3.2434 .78897

OVERALL MEAN 3.2592 .58946

Source: Researcher’s Computation 2024
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Table 4.8 shows the data on employee creativity at Stanbic IBTC shows strong satisfaction

with the freedom to explore new approaches to problem-solving. A majority of 58.6% of

respondents were very satisfied, and 27.6% were satisfied. In contrast, 9.2% were dissatisfied,

and 4.6% were very dissatisfied. The mean satisfaction score of 3.4013, with a standard

deviation of 0.83990, indicates a generally favorable perception with some variability in

responses. Regarding opportunities to think outside the box, 36.8% of employees were very

satisfied, and 53.3% were satisfied, making up a strong majority. However, 4.6% reported

dissatisfaction, and 5.3% were very dissatisfied. The mean score of 3.2171, with a standard

deviation of 0.76269, suggests positive sentiments overall but highlights a small portion of

less satisfied employees.

Satisfaction with the support provided to experiment with new solutions and strategies was

reflected in 41.4% of employees being very satisfied and 44.1% satisfied. Conversely, 9.9%

expressed dissatisfaction, and 4.6% were very dissatisfied. The mean satisfaction score of

3.2237, with a standard deviation of 0.80723, demonstrates overall approval but points to

variability in the level of support perceived. For tools and resources available to enhance

creativity, 38.8% of respondents were very satisfied, and 48.0% were satisfied. Meanwhile,

8.6% were dissatisfied, and 4.6% were very dissatisfied. The mean score of 3.2105, with a

standard deviation of 0.78590, highlights a positive overall assessment but indicates that

some employees may lack access to adequate resources. Recognition for innovative ideas

within the organization received positive feedback, with 41.4% of employees being very

satisfied and 46.1% satisfied. On the other hand, 7.9% expressed dissatisfaction, and 4.6%

were very dissatisfied. The mean score of 3.2434, with a standard deviation of 0.78897,

reflects a favorable view of recognition efforts, though some employees may feel
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underappreciated. Overall, the data on employee creativity yields an average mean

satisfaction score of 3.2592 and a standard deviation of 0.58946. Employees generally feel

empowered to be creative and supported in their efforts, though improvements in resources,

support, and recognition could further enhance satisfaction.

Table 4.9: Quality Service Delivery

Statements
VD

Frequency
(%)

D
Frequency

(%)

S
Frequency

(%)

VS
Frequency

(%)

Mean
( X )

Std
Deviation

To what extent are you
satisfied with your ability
to meet customers’
expectations effectively?

8

(5.3%)

8

(5.3%)

40

(26.3%)

96

(63.2%)
3.4737 .82146

What is your level of
satisfaction with the
accuracy and reliability of
the services you deliver?

7

(4.6%)

17

(11.2%)

77

(50.7%)

51

(33.6%)
3.1316 .78634

To what extent are you
satisfied with the clarity of
communication provided
to customers during
service interactions?

8

(5.3%)

9

(5.9%)

81

(53.3%)

54

(35.5%)
3.1908 .76974

To what extent are you
satisfied with your efforts
in maintaining a positive
and courteous attitude
during customer
interactions?

7

(4.6%)

10

(6.6%)

64

(42.1%)

71

(46.7%)
3.3092 .79096

How satisfied are you with
your ability to uphold high
standards of service in line
with the bank’s
expectations?

6

(3.9%)

14

(9.2%)

75

(49.3%)

57

(37.5%)
3.2039 .76633

OVERALL MEAN 3.2618 .59678

Source: Researcher’s Computation 2024



151

The result in table 4.9 shows the data on quality service delivery at Stanbic IBTC reflects

strong satisfaction with employees’ ability to meet customers’ expectations effectively. A

significant 63.2% of respondents were very satisfied, and 26.3% were satisfied, while only

5.3% expressed dissatisfaction or strong dissatisfaction. The mean satisfaction score of

3.4737, with a standard deviation of 0.82146, indicates a high level of confidence in meeting

customer expectations, with some variability among respondents. Regarding the accuracy

and reliability of services delivered,

33.6% of employees were very satisfied, and 50.7% were satisfied. However, 11.2%

expressed dissatisfaction, and 4.6% were very dissatisfied. The mean score of 3.1316, with a

standard deviation of 0.78634, suggests that while the majority are satisfied, there may be

areas for improvement in ensuring consistent accuracy and reliability. Satisfaction with the

clarity of communication provided to customers during service interactions showed that

35.5% of employees were very satisfied, and 53.3% were satisfied. Conversely, 5.9%

reported dissatisfaction, and 5.3% were very dissatisfied. The mean score of 3.1908, with a

standard deviation of 0.76974, reflects generally positive perceptions but indicates that

communication clarity could be further enhanced. Efforts in maintaining a positive and

courteous attitude during customer interactions were well-rated, with 46.7% of respondents

being very satisfied and 42.1% satisfied. Meanwhile, 6.6% expressed dissatisfaction, and

4.6% were very dissatisfied. The mean satisfaction score of 3.3092, with a standard deviation

of 0.79096, underscores strong approval of employees’ professionalism, with room to

address a minority of concerns. Upholding high standards of service in line with the bank’s

expectations received positive feedback, with 37.5% of employees very satisfied and 49.3%

satisfied. In contrast, 9.2% were dissatisfied, and 3.9% were very dissatisfied. The mean
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score of 3.2039, with a standard deviation of 0.76633, suggests a generally favorable

assessment, though some employees may require additional support to consistently meet high

service standards. Overall, the data on quality service delivery yields an average mean

satisfaction score of 3.2618 and a standard deviation of 0.59678. Employees demonstrate a

strong commitment to meeting customer needs and maintaining professionalism, but

attention to areas such as communication clarity and service reliability could further enhance

quality delivery.

4.2.2 Test of Hypotheses

This section focused on the inferential statistics in order to test the study hypotheses. This

was done using the Partial Least Square Structural Equation Model (PLS-SEM) which is a

powerful statistical technique for analysing complex relationships among variables. PLS-

SEM allows for the examination of both the measurement model and the structural model

simultaneously, providing a comprehensive understanding of the relationships between

construct variables.

The choice of PLS-SEM (via SmartPLS) is because it is a more advanced multivariate

analytical technique which performs multiple regression, factor analysis, and provides a

pictorial model of the interactions in a study with the push of one command as against

running an isolated analysis using SPSS. In addition, the SmartPLS statistical platform offers

more strict and robust analysis compared with the outcomes of SPSS

To achieve this, the measurement model which includes determining the outer loading

factors (with the bootstrapped P Value), discriminant validity, Cronbach alpha for internal

consistency, and average variance extracted (AVE) were assessed first. Following this, the

structural model was analysed to determine the strength and significance (P value) of the
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relationships between the latent constructs through Path coefficients, P values of the path

coefficients and T statistics.

Measurement Model

Measurement model reflect the adequacy of the chosen variables in representing the

constructs of interest. It is essential to ensure that the measurement model is valid and

reliable before moving on to analyzing the structural model1. The outer loading factors

provide insight into how well each indicator variable is measuring its corresponding

construct. An author opined that to ensure a strong outer loading factor, it must not be below

0.708 indicating that the indicator variable is a good representation of the latent construct2.

Additionally, the average variance extracted (AVE) should be above 0.5 to confirm

convergent validity. The AVE explains the amount of variance captured by the indicator

variables in relation to the latent construct1. This helps researchers determine if the indicators

are truly measuring what they are intended to measure. Furthermore, the composite reliability

should be above 0.7 to demonstrate the internal consistency of the indicators within the

construct While Cronbach’s Alpha should also be above 0.7 so as to backup the reliability of

the measurement model.

Hypothesis One

H01: Reward management system (compensation, Benefit, Promotion, Work-life balance)

has no significant effect on employees’ efficiency in Stanbic IBTC Bank, Oyo State,

Nigeria.
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Table 4.10: PLS-SEM Assessment Results of Reflective Measurement Models for

Hypothesis One

Convergent validity Internal consistency reliability
Outer loadings
(> 0.708)

Bootstrapped
p-value (<
0.05)

AVE
(> 0.50)

Cronbach’s
alpha (> 0.7)

Composite
reliability (> 0.7)

Latent
Variable

Indicato
r Item

Estimate Estimate Estimate Estimate Estimate

Employee Compensation
EC1 0.7848 0.004 0.5683 0.759 0.781
EC2 0.7433 0.000
EC3 0.8484 0.000
EC4 0.7820 0.000
EC5 0.8709 0.000

Employee Benefits
EB1 0.8818 0.000 0.536 0.788 0.878
EB2 0.7149 0.000
EB3 0.7939 0.000
EB4 0.7593 0.000
EB5 0.8436 0.000

Job Promotion
JP1 0.7796 0.000 0.5867 0.744 0.710
JP2 0.7487 0.000
JP3 0.6373 0.000
JP4 0.7814 0.000
JP5 0.7341 0.000

Work-Life Balance
WLB1 0.8056 0.000 0.5456 0.812 0.757
WLB2 0.7932 0.000
WLB3 0.7697 0.000
WLB4 0.7955 0.000
WLB5 0.7595 0.000

Employee Efficiency
EE1 0.7266 0.000 0.6557 0.778 0.821



155

EE2 0.7060 0.000
EE3 0.7761 0.000
EE4 0.7299 0.000
EE5 0.7811 0.000

Source: Field Result, 2024

The result in Table 4.10 shows that all the outer loadings of the latent constructs are below

0.708 and the p value shows a value 0.000 which is below the threshold of 0.05. This shows

that all the latent constructs and strong in explaining each of the main constructs, which is

desirable. The AVE also shows 0.5683, 0.536, 0.5867, 0.5456 and 0.6557 for Employee

Compensation, Employee Benefits, Job Promotion, Work-Life Balance and Employee

efficiency which is above the benchmark of 0.5 confirming that the model has a good

convergent validity. From the internal consistency, the result shows a Cronbach alpha and

composite validity of (0.759 and 0.781 for Employee Compensation; 0.788, 0.878 for

Employee Benefits; 0.744, 0.710 for Job Promotion, and 0.812, 0.757 for Work-Life Balance)

which are both above 0.7 indicating that reward management strategies and employee

efficiency in Stanbic IBTC, Oyo State are reliable constructs in the model. Hence, the

statistical analysis indicates that the relationship between Employee Compensation,

Employee Benefits, Job Promotion and Work-Life Balance is significant and robust,

providing strong support for the research hypothesis.
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Figure 4.1: Path coefficient of Reward Management Strategies (Employee

Compensation, Employee Benefits, Job Promotion and Work Life Balance) and

Employee Efficiency

Source: Field Result, 2024

The result in figure 4.1 shows that bootstrapping value of reward management strategies

(Employee Compensation, Employee Benefits, Job Promotion and Work Life Balance) and

employee efficiency in Stanbic IBTC, Oyo State. The result shows outer loading that are
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above 0.708 confirming the latent variables are a good constructs of both reward

management strategies and employee efficiency. Figure 4.1 shows that all latent constructs

shows a p value of 0.000 that is less than 0.05 which is highly significant. This shows a high

level of confidence in the results obtained from the data analysis. Figure 4.2 below shows

the T value of the patch coefficients to determine whether they are statistically significant at

1.96.

Figure 4.2: T Statistics of the Path Coefficient of Reward Management Strategies

(Employee Compensation, Employee Benefits, Job Promotion and Work Life Balance)

and Employee Efficiency

Source: Field Result, 2024
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Figure 4.2 above shows the T statistics of the latent constructs in the study and is above 1.96.

This shows that the results are statistically significant and provide further evidence of the

relationship between reward management strategies (Employee Compensation, Employee

Benefits, Job Promotion and Work Life Balance) and employee efficiency in Stanbic IBTC,

Oyo State.

Table 4.11 Discriminant Validity for Hypothesis One

EC EB JP WLB EE

EC

EB 0.921

JP 0.899 0.8613

WLB 0.8327 0.8373 0.8138

EE 0.7223 0.8071 0.7556 0.9172

Source: Author’s Computation using SMART_PLS 4 2024

Discriminant validity is another important aspect of construct validity that ensures that the

measures in the study are distinct from each other. In this study, discriminant validity was

assessed through the heterotrait-monotrait (HTMT) ratio and cross-loading analysis. The

result of the HTMT as indicated in Table 4.8 shows that the constructs of reward

management strategies (Employee Compensation, Employee Benefits, Job Promotion and

Work Life Balance) and employee efficiency in Stanbic IBTC, Oyo State are less than 1, as

evidenced by correlations that ranges from 0.7223 to 0.921 between the constructs and high

factor loadings on their respective factors. This further strengthens the validity of the
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research findings and reinforces the relationship between reward management strategies

(Employee Compensation, Employee Benefits, Job Promotion and Work Life Balance) and

employee efficiency in Stanbic IBTC, Oyo State.

Furthermore, there is less of an average link between heterotraits and heteromethods than

there is between monotraits and heteromethods. Discriminant validity is therefore proven.

Table 4.12: Summary of Regression Analysis for the eEfect of Reward Management

Strategies on Employee Efficiency in Stanbic IBTC, Oyo State

Model, F(df) Anova
Sig

F2 Q2 Remarks

R 0.731a
R Square 0.534 42.075

(4,147)
0.000b 3.898 0.3172 Significant

Adjusted R
Square

0.521

Coefficients Unstandardized
Coefficients

T Sig

(Constant) .733 3.186 .002
Employee
Compensation .202 2.098 .038 Positive/

Significant
Employee
Benefit .051 .559 .577 Positive/

Insignificant

Job Promotion .127 1.345 .181 Positive/
Insignificant

Work-Life
Balance .412 5.096 .000 Positive/

Significant
a. Dependent Variable: Employee Efficiency
b. Predictors: (Constant) Employee compensation, employee benefit, Job promotion, Work-Life
Balance
Source: Researcher’s Field Survey Results 2024

Table 4.12 presents the results of multiple regression analysis for the effect of reward

management strategies on employee efficiency in Stanbic IBTC, Oyo State. Table 4.12

presents a model summary, which establishes how the model equation fits into the data. The

Adj R2 was used to establish the predictive power of the study’s model. From the results,
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reward management strategies (employee compensation, employee benefit, job promotion,

and work-life balance) have positive and strong relationship with employee efficiency in

Stanbic IBTC, Oyo State (R = 0.731a, p=0.000). The Adjusted coefficient of determination

(Adj R2) of 0.521 shows that reward management strategies explained 52.1% of the variation

in employee efficiency in Stanbic IBTC, Oyo State under study while the remaining 47.9%

variation in performance is explained by other exogenous variable different from reward

management strategies examined. This result suggests that reward management strategies

influence 52.1% of Employee efficiency in Stanbic IBTC, Oyo State. Scholars provided

threshold for Adj. R2 Values of 0.02, 0.15, and 0.35, represents small, medium, and large

effects respectively (Cohen, 1988). The Adj.R2 of 0.521 according to Cohen’s Adj.R2

criterion suggest that the effect of reward management strategies on employee efficiency in

Stanbic IBTC, Oyo State is large.

Table 4.12 presents the results of ANOVA (overall model significance) of regression test,

which revealed that, the combined reward management strategies have a significant effect on

employee efficiency in Stanbic IBTC, Oyo State. This can be explained by the F-value

(42.075) and low p-value (0.000) which is statistically significant at 95% confidence interval.

Hence, the result posited that reward management strategies affected the employee efficiency

in Stanbic IBTC, Oyo State, Nigeria. Furthermore, the results of regression coefficients

which revealed that a positive relative effect was reported for employee compensation, and

employee benefit, while insignificant relative effect was discovered for job promotion and

employee benefit as a measure of reward management strategies. Further, the results reveal

that at 95% confidence level, employee compensation (β = 0.202, p= 0.038) and work-life

balance (β = 0.412, p=0.000) of the Stanbic IBTC, Oyo State were statistically significant as
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the p-values were less than 0.05 while employee benefit (β = 0.051, p=0.577), and job

promotion (β = 0.127, p=0.181) are not significant as the p-values are above 0.05. Based on

coefficient of regression table 4.12, the regression model is restated as follows:

EE = 0.733 + 0.202EC + 0.051EB + 0.127JP + 0.412WLB………… Eq. (i)

Where: EE = Employee Efficiency

EC = Employee compensation

EB = Employee benefit

JP = Job Promotion

WLB = Work-Life Balance

According to the regression equation above, taking all factors constant at zero, employee

efficiency in Stanbic IBTC, Oyo State is 0.733. The result also indicates that taking all other

independent variables at zero, a unit change in employee compensation will lead to a 0.202

increase in employee efficiency in Stanbic IBTC, Oyo State given that all other factors are

held constant. Similarly, the results also revealed that a unit change in employee benefit will

lead to a 0.051 increase in employee efficiency in Stanbic IBTC, Oyo State given that all

other factors are held constant. The results also revealed that a unit change in access to job

promotion will lead to a 0.127 increase in employee efficiency in Stanbic IBTC, Oyo State

given that all other factors are held constant. Lastly, the results revealed that a unit change in

work-life balance will lead to a 0.412 increase in employee efficiency in Stanbic IBTC, Oyo

State given that all other factors are held constant.
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Additionally, the PLS-SEM predictive significance was ascertained using the Q2 value.

Reward Management Strategies have a Q2 value of 0.3172 which is more than zero. This

suggests that the predictive significance of the PLS path model is present for both Employee

Efficiency. The effect size was also established using the F-square. According to Table 4.12

above, the f-square value for Reward management strategies is 3.898 which suggests that the

sample impact is sizable, as shown in Table 4.12, indicating that the sample effect is

considerably large. This confirmed that the relationship between reward management

strategies and the Employee Effectiveness of Stanbic IBTC Bank in Oyo State is statistically

significant and has a strong predictive power.

Overall, from the results, work-life balance had the highest predictive value on employee

efficiency in Stanbic IBTC, Oyo State with a coefficient of 0.412 and t value of 5.096. In

second place is employee benefit with a coefficient of 0.202 and t value of 2.098. However,

job promotion and employee benefit had a lower predictive value on employee efficiency

with coefficient of 0.127, t value of 1.345 and coefficient of 0.051, t value of 0.559

respectively. Based on the results, this study conclude that reward management strategies

significantly influence employee efficiency in Stanbic IBTC, Oyo State. On the strength of

this result (Adj R2= 0.521, F(4,147)= 42.075, p= 0.000b), this study rejects the null

hypothesis one (H01) which states that reward management strategies have no significant

effects on employee efficiency in Stanbic IBTC, Oyo State.

Hypothesis Two

H02: Reward management system (compensation, Benefit, Promotion, Work-life balance)

has no significant effect on Employees’ commitment in Stanbic IBTC Bank, Oyo State,

Nigeria.
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Table 4.13: PLS-SEM Assessment Results of Reflective Measurement Models for Hypothesis

Two

Convergent validity Internal consistency reliability
Latent
Variable

Indicat
or
Item

Outer
loadings
(> 0.708)

Bootstrapped
p-value (< 0.05)

AVE
(> 0.50)

Cronbach’s
alpha (> 0.7)

Composite
reliability (> 0.7)

Estimate Estimate Estimate Estimate Estimate
Employee Compensation

EC1 0.7375 0.001 0.5663 0.759 0.703
EC2 0.8805 0.000
EC3 0.7829 0.000
EC4 0.7062 0.000
EC5 0.7807 0.000

Employee Benefits
EB1 0.7772 0.000 0.6375 0.788 0.878
EB2 0.7546 0.000
EB3 0.752 0.000
EB4 0.7367 0.000
EB5 0.7834 0.000

Job Promotion
JP1 0.8576 0.000 0.5844 0.744 0.710
JP2 0.7305 0.000
JP3 0.7299 0.000
JP4 0.7433 0.000
JP5 0.8327 0.000

Work-Life Balance
WLB1 0.7633 0.000 0.547 0.812 0.906
WLB2 0.8753 0.000
WLB3 0.8957 0.000
WLB4 0.8784 0.000
WLB5 0.9194 0.000

Employee Commitment
ECM1 0.8959 0.000 0.5647 0.809 0.712
ECM2 0.8961 0.000
ECM3 0.7842 0.000
ECM4 0.7132 0.000
ECM5 0.8058 0.000

Source: Field Result, 2024
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The result in Table 4.13 shows that all the outer loadings of the latent constructs are below

0.708 and the p value shows a value 0.000 which is below the threshold of 0.05. This shows

that all the latent constructs are strong in explaining each of the main constructs, which is

desirable. The AVE also shows 0.5663, 0.6375, 0.5844, 0.547 and 0.5647 for Employee

Compensation, Employee Benefits, Job Promotion, Work-Life Balance and Employee

Commitment which is above the benchmark of 0.5 confirming that the model has a good

convergent validity. From the internal consistency, the result shows a Cronbach alpha and

composite validity of (0.759 and 0.703 for Employee Compensation; 0.788 and 0.878 for

Employee Benefits; 0.744 and 0.710 for Job Promotion; 0.812 and 0.906 for Work-Life

Balance; 0.809 and 0.712 for Employee Commitment) which are both above 0.7 indicating

that reward management strategies and employee commitment in Stanbic IBTC, Oyo State

are reliable constructs in the model. Hence, the statistical analysis indicates that the

relationship between Employee Compensation, Employee Benefits, Job Promotion and

Work-Life Balance is significant and robust, providing strong support for the research

hypothesis.
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Figure 4.3: Path coefficient of Reward Management Strategies (Employee

Compensation, Employee Benefits, Job Promotion and Work Life Balance) and

Employee Commitment

Source: Field Result, 2024

The result in figure 4.3 shows that bootstrapping value of reward management strategies

(Employee Compensation, Employee Benefits, Job Promotion and Work Life Balance) and
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employee commitment in Stanbic IBTC, Oyo State. The result shows outer loading that are

above 0.708 confirming the latent variables are a good constructs of both reward

management strategies and employee commitment. Figure 4.3 shows that all latent constructs

shows a p value of 0.000 that is less than 0.05 which is highly significant. This shows a high

level of confidence in the results obtained from the data analysis. Figure 4.4 below shows the

TStatistics of the patch coefficients to determine whether they are statistically significant at

0.05.

Figure 4.4: T Statistics of the Path Coefficient of Reward Management Strategies

(Employee Compensation, Employee Benefits, Job Promotion and Work Life Balance)

and Employee Commitment

Source: Field Result, 2024
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Figure 4.4 above shows the T statistics of the latent constructs in the study and is above 1.96.

This shows that the results are statistically significant and provide further evidence of the

relationship between reward management strategies and employee commitment in Stanbic

IBTC, Oyo State.

Table 4.14 Discriminant Validity for Hypothesis Two

EC EB JP WLB ECM

EC

EB 0.9357

JP 0.9226 0.9313

WLB 0.899 0.8673 0.9138

ECM 0.8352 0.8121 0.8977 0.9069

Source: Author’s Computation using SMART_PLS 4 2024

Discriminant validity is another important aspect of construct validity that ensures that the

measures in the study are distinct from each other. In this study, discriminant validity was

assessed through the heterotrait-monotrait (HTMT) ratio and cross-loading analysis. The

result of the HTMT as indicated in Table 4.14 shows that the constructs of reward

management strategies (Employee Compensation, Employee Benefits, Job Promotion and

Work Life Balance) and employee commitment in Stanbic IBTC, Oyo State. are less than 1,

as evidenced by correlations ranging from 0.8121 to 0.9357 between the constructs and high

factor loadings on their respective factors. This further strengthens the validity of the

research findings and reinforces the relationship between reward management strategies and

employee commitment in Stanbic IBTC, Oyo State. Furthermore, there is less of an average
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link between heterotraits and heteromethods than there is between monotraits and

heteromethods Discriminant validity is therefore proven.

Table 4.15: Summary of Regression Analysis for the Effect of Reward Management

Strategies on Employee Commitment in Stanbic IBTC, Oyo State

Model, F(df) P Value F2 Q2 Remarks

R 0.756a 2.934 0.528

R Square 0.542 43.556
(4,147)

0.000b Significant

Adjusted R
Square

0.530

Coefficients Unstandardized
Coefficients

T P Values

(Constant) .305 1.207 .229
Employee
Compensation .175 1.655 .100 Positive/

Insignificant
Employee
Benefit .136 1.367 .174 Positive/

Insignificant

Job Promotion .193 1.858 .065 Positive/
Insignificant

Work-Life
Balance .389 4.383 .000

Positive/
Significant

a. Dependent Variable: Employee Commitment
b. Predictors: (Constant) Employee compensation, employee benefit, Job promotion, Work-
Life Balance

Source: Researcher’s Field Survey Results 2024

Table 4.15 presents the results of multiple regression analysis for the effect of reward

management strategies on employee commitment in Stanbic IBTC, Oyo State. Table 4.15

presents a model summary, which establishes how the model equation fits into the data. The

Adj R2 was used to establish the predictive power of the study’s model. From the results,

reward management strategies (employee compensation, employee benefit, job promotion,
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and work-life balance) have positive and strong relationship with employee commitment in

Stanbic IBTC, Oyo State (R = 0.756a, p = 0.000). The Adjusted coefficient of determination

(Adj R2) of 0.530 shows that reward management strategies explained 53.0% of the variation

in employee commitment in Stanbic IBTC, Oyo State under study while the remaining

47.0% variation in performance is explained by other exogenous variable different from

reward management strategies examined. This result suggests that reward management

strategies influence 53.0% of Employee commitment in Stanbic IBTC, Oyo State. Scholars

provided threshold for Adj. R2 Values of 0.02, 0.15, and 0.35, represents small, medium, and

large effects respectively (Cohen, 1988). The Adj.R2 of 0.530 according to Cohen’s Adj.R2

criterion suggest that the effect of reward management strategies on employee commitment

in Stanbic IBTC, Oyo State is large.

Table 4.15 presents the results of ANOVA (overall model significance) of regression test,

which revealed that, the combined reward management strategies have a significant effect on

employee commitment in Stanbic IBTC, Oyo State. This can be explained by the F-value

(43.556) and low p-value (0.000) which is statistically significant at 95% confidence interval.

Hence, the result posited that reward management strategies affected the employee

commitment in Stanbic IBTC, Oyo State, Nigeria. Furthermore, the results of regression

coefficients which revealed that a positive relative effect was reported for employee

compensation, employee benefit, job promotion and work-life balance while insignificant

relative effect was discovered for employee compensation, employee benefit, and job

promotion as a measure of reward management strategies. Further, the results reveal that at

95% confidence level, work-life balance (β = 0.389, p=0.000) of the Stanbic IBTC, Oyo

State were statistically significant as the p-values were less than 0.05 while employee
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compensation (β = 0.175, p= 0.100), employee benefit (β = 0.136, p=0.174), job promotion

(β = 0.193, p=0.065) are not significant as the p-values are above 0.05. Based on coefficient

of regression table 4.15, the regression model is restated as follows:

ECM = 0.305 + 0.175EC + 0.136EB + 0.193JP + 0.389WLB………… Eq. (ii)

Where: ECM = Employee Commitment

EC = Employee compensation

EB = Employee benefit

JP = Job Promotion

WLB = Work-Life Balance

According to the regression equation above, taking all factors constant at zero, employee

commitment in Stanbic IBTC, Oyo State is 0.305. The result also indicates that taking all

other independent variables at zero, a unit change in employee compensation will lead to a

0.175 increase in employee commitment in Stanbic IBTC, Oyo State given that all other

factors are held constant. Similarly, the results also revealed that a unit change in employee

benefit will lead to a 0.136 increase in employee commitment in Stanbic IBTC, Oyo State

given that all other factors are held constant. The results also revealed that a unit change in

access to job promotion will lead to a 0.193 increase in employee commitment in Stanbic

IBTC, Oyo State given that all other factors are held constant. Lastly, the results revealed that

a unit change in work-life balance will lead to a 0.389 increase in employee commitment in

Stanbic IBTC, Oyo State given that all other factors are held constant.
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Additionally, the PLS-SEM predictive significance was ascertained using the Q2 value.

Reward Management Strategies have a Q2 value of 0.528, which is more than zero. This

suggests that the predictive significance of the PLS path model is present for both Employee

Commitment. The effect size was also established using the F-square. According to Table

4.12 above, the f-square value for Reward management strategies is 2.934, which suggests

that the sample impact is sizable, as shown in Table 4.12, indicating that the sample effect is

considerably large. This confirmed that the relationship between reward management

strategies and the Employee Commitment of Stanbic IBTC Bank in Oyo State is statistically

significant and has a strong predictive power.

Overall, from the results, work-life balance had the highest predictive value on employee

commitment in Stanbic IBTC, Oyo State with a coefficient of 0.389 and t value of 4.383. In

second place is job promotion with a coefficient of 0.193 and t value of 1.858. However,

employee compensation and employee benefit had a lower predictive value on employee

commitment with coefficient of 0.175, t value of 1.655 and coefficient of 0.136, t value of

1.367 respectively. Based on the results, this study conclude that reward management

strategies significantly influence employee commitment in Stanbic IBTC, Oyo State. On the

strength of this result (Adj R2= 0.530, F(4,147)= 43.556, p= 0.000b), this study rejects the

null hypothesis two (H02) which states that reward management strategies have no

significant effects on employee commitment in Stanbic IBTC, Oyo State.

Hypothesis Three
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H03: Reward management system (compensation, Benefit, Promotion, Work-life balance)

has no significant effect on Employees’ creativity in Stanbic IBTC Bank, Oyo State,

Nigeria.

Table 4.16: PLS-SEM Assessment Results of Reflective Measurement Models for Hypothesis

Three

Convergent validity Internal consistency reliability
Latent
Variable

Indicato
r Item

Outer loadings
(> 0.708)

Bootstrapped
p-value (< 0.05)

AVE
(> 0.50)

Cronbach’s
alpha (> 0.7)

Composite
reliability (> 0.7)

Estimate Estimate Estimate Estimate Estimate
Employee Compensation

EC1 0.7988 0.000 0.5658 0.759 0.700
EC2 0.7161 0.000
EC3 0.8776 0.000
EC4 0.7948 0.000
EC5 0.7671 0.000

Employee Benefits
EB1 0.8336 0.000 0.788 0.726 0.878
EB2 0.7787 0.000
EB3 0.7867 0.000
EB4 0.847 0.000
EB5 0.7149 0.000

Job Promotion
JP1 0.7946 0.000 0.5839 0.744 0.710
JP2 0.7955 0.000
JP3 0.7447 0.000
JP4 0.8455 0.000
JP5 0.8077 0.000

Work-Life Balance
WLB1 0.7439 0.000 0.544 0.812 0.817
WLB2 0.8633 0.000
WLB3 0.7591 0.000
WLB4 0.7996 0.000
WLB5 0.7487 0.000

Employees’ Creativity
ECR1 0.7244 0.000 0.5629 0.793 0.758
ECR2 0.7449 0.000
ECR3 0.8539 0.000
ECR4 0.8584 0.000
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ECR5 0.7133 0.000

Source: Field Result, 2024

The result in Table 4.16 shows that all the outer loadings of the latent constructs are below

0.708 and the p value shows a value 0.000 which is below the threshold of 0.05. This shows

that all the latent constructs are strong in explaining each of the main constructs, which is

desirable. The AVE also shows 0.5658, 0.788, 0.5839, 0.544 and 0.5629 for Employee

Compensation, Employee Benefits, Job Promotion, Work-Life Balance and Employees’

Creativity which is above the benchmark of 0.5 confirming that the model has a good

convergent validity. From the internal consistency, the result shows a Cronbach alpha and

composite validity of (0.759 and 0.700 for Employee Compensation; 0.726, 0.878 for

Employee Benefits; 0.744, 0.710 for Job Promotion; 0.812, 0.817 for Work-Life Balance;

0.793, 0.758 for Employees’ Creativity) which are both above 0.7 indicating that reward

management strategies and employee creativity in Stanbic IBTC, Oyo State are reliable

constructs in the model. Hence, the statistical analysis indicates that the relationship between

Employee Compensation, Employee Benefits, Job Promotion and Work-Life Balance is

significant and robust, providing strong support for the research hypothesis.
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Figure 4.5: Path coefficient of Reward Management Strategies (Employee

Compensation, Employee Benefits, Job Promotion and Work Life Balance) and

Employees’ Creativity

Source: Field Result, 2024

The result in figure 4.5 shows that bootstrapping value of reward management strategies

(employee compensation, employee benefits, job promotion and work life balance) and

employees’ creativity in Stanbic IBTC, Oyo State. The result shows outer loading that are

above 0.708 confirming the latent variables are a good construct of both reward management

strategies (employee compensation, employee benefits, job promotion and work life balance)
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and employees’ creativity. Figure 4.5 shows that all latent constructs shows a p value of

0.000 that is less than 0.05 which is highly significant. This shows a high level of confidence

in the results obtained from the data analysis. Figure 4.6 below shows the T statistics of the

patch coefficients to determine whether they are statistically significant at 1.96.

Figure 4.6: T Statistics of the Reward Management Strategies (Employee

Compensation, Employee Benefits, Job Promotion and Work Life Balance) and

Employees’ Creativity

Source: Field Result, 2024
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Figure 4.6 above shows the T statistics of the latent constructs in the study and is above 1.96.

This shows that the results are statistically significant and provide further evidence of the

relationship between reward management strategies (employee compensation, employee

benefits, job promotion and work life balance) and employees’ creativity Stanbic IBTC, Oyo

State.

Table 4.17 Discriminant Validity for Hypothesis Three

EC EB JP WLB ECR

EC

EB 1.0157

JP 0.9226 0.9313

WLB 0.899 0.8673 0.9138

ECR 0.7801 0.758 0.8116 0.9257

Source: Author’s Computation using SMART_PLS 4 2024

Discriminant validity is another important aspect of construct validity that ensures that the

measures in the study are distinct from each other. In this study, discriminant validity was

assessed through the Heterotrait-Monotrait (HTMT) ratio and cross-loading analysis. The

result of the HTMT as indicated in Table 4.17 shows that the constructs of reward

management strategies (employee compensation, employee benefits, job promotion and work

life balance) and employees’ creativity Stanbic IBTC, Oyo State are less than 1, as evidenced

by correlations of 0.648, 0.623 and 0.607 between the constructs and high factor loadings on

their respective factors. This further strengthens the validity of the research findings and

reinforces the relationship between reward management strategies (employee compensation,

employee benefits, job promotion and work life balance) and employees’ creativity Stanbic

IBTC, Oyo State. Furthermore, there is less of an average link between heterotraits and
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heteromethods than there is between Monotraits and Heteromethods Discriminant validity is

therefore proven.

Table 4.18: Summary of Regression Analysis for the Effect of Reward Management

Strategies on Employees’ Creativity in Stanbic IBTC, Oyo State

Model, F(df) Anova
Sig

F2 Q2 Remarks

R 0.762a
R Square 0.581 50.975

(4,147)
0.000b 3.621 0.057 Significant

Adjusted R
Square

0.570

Coefficients Unstandardized
Coefficients

T Sig

(Constant) .319 1.331 .185
Employee
Compensation .130 1.299 .196 Positive/

Insignificant
Employee
Benefit .073 .777 .438 Positive/

Insignificant

Job Promotion .266 2.708 .008 Positive/
Significant

Work-Life
Balance .431 5.119 .000

Positive/
Significant

a. Dependent Variable: Employees’ Creativity

b. Predictors: (Constant) Employee compensation, employee
benefit, Job promotion, Work-Life Balance
Source: Researcher’s Field Survey Results 2024

Table 4.18 presents the results of multiple regression analysis for the effect of reward

management strategies on employees’ creativity in Stanbic IBTC, Oyo State. Table 4.18

presents a model summary, which establishes how the model equation fits into the data. The

Adj R2 was used to establish the predictive power of the study’s model. From the results,

reward management strategies (employee compensation, employee benefit, job promotion,

and work-life balance) have positive and strong relationship with employees’ creativity in
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Stanbic IBTC, Oyo State (R = 0.762a, p = 0.000). The Adjusted coefficient of determination

(Adj R2) of 0.570 shows that reward management strategies explained 57.0% of the variation

in employees’ creativity in Stanbic IBTC, Oyo State under study while the remaining 43.0%

variation in performance is explained by other exogenous variable different from reward

management strategies examined. This result suggests that reward management strategies

influence 57.0% of employees’ creativity in Stanbic IBTC, Oyo State. Scholars provided

threshold for Adj. R2 Values of 0.02, 0.15, and 0.35, represents small, medium, and large

effects respectively (Cohen, 1988). The Adj.R2 of 0.570 according to Cohen’s Adj.R2

criterion suggest that the effect of reward management strategies on employees’ creativity in

Stanbic IBTC, Oyo State is large.

Table 4.18 presents the results of ANOVA (overall model significance) of regression test,

which revealed that, the combined reward management strategies have a significant effect on

employees’ creativity in Stanbic IBTC, Oyo State. This can be explained by the F-value

(50.975) and low p-value (0.000) which is statistically significant at 95% confidence interval.

Hence, the result posited that reward management strategies affected the employee creativity

in Stanbic IBTC, Oyo State, Nigeria. Furthermore, the results of regression coefficients

which revealed that a positive relative effect was reported for employee compensation,

employee benefit, job promotion and work-life balance while insignificant relative effect was

discovered for employee compensation, and employee benefit as a measure of reward

management strategies. Further, the results reveal that at 95% confidence level, job

promotion (β = 0.266, p=0.008) and work-life balance (β = 0.431, p=0.000) of the Stanbic

IBTC, Oyo State were statistically significant as the p-values were less than 0.05 while

employee compensation (β = 0.130, p= 0.196), employee benefit (β = 0.073, p=0.438), are
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not significant as the p-values are above 0.05. Based on coefficient of regression table 4.18,

the regression model is restated as follows:

ECR = 0.319 + 0.130EC + 0.073EB + 0.266JP + 0.431WLB………… Eq. (iii)

Where: ECR = Employees’ Creativity

EC = Employee compensation

EB = Employee benefit

JP = Job Promotion

WLB = Work-Life Balance

According to the regression equation above, taking all factors constant at zero, employees’

creativity in Stanbic IBTC, Oyo State is 0.319. The result also indicates that taking all other

independent variables at zero, a unit change in employee compensation will lead to a 0.130

increase in employee creativity in Stanbic IBTC, Oyo State given that all other factors are

held constant. Similarly, the results also revealed that a unit change in employee benefit will

lead to a 0.073 increase in employee creativity in Stanbic IBTC, Oyo State given that all

other factors are held constant. The results also revealed that a unit change in access to job

promotion will lead to a 0.266 increase in employee creativity in Stanbic IBTC, Oyo State

given that all other factors are held constant. Lastly, the results revealed that a unit change in

work-life balance will lead to a 0.431 increase in employee creativity in Stanbic IBTC, Oyo

State given that all other factors are held constant.
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Additionally, the PLS-SEM predictive significance was ascertained using the Q2 value.

Reward Management Strategies have a Q2 value of 0.057, which is more than zero. This

suggests that the predictive significance of the PLS path model is present for both Employee

Commitment. The effect size was also established using the F-square. According to Table

4.18 above, the f-square value for Reward management strategies is 3.621, which suggests

that the sample impact is sizable, as shown in Table 4.18, indicating that the sample effect is

considerably large. This confirmed that the relationship between reward management

strategies and the Employee Commitment of Stanbic IBTC Bank in Oyo State is statistically

significant and has a strong predictive power.

Overall, from the results, work-life balance had the highest predictive value on employee

creativity in Stanbic IBTC, Oyo State with a coefficient of 0.431 and t value of 5.119. In

second place is job promotion with a coefficient of 0.266 and t value of 2.708. However,

employee compensation and employee benefit had a lower predictive value on employee

creativity with coefficient of 0.130, t value of 1.299 and coefficient of 0.073, t value of 0.777

respectively. Based on the results, this study conclude that reward management strategies

significantly influence employee creativity in Stanbic IBTC, Oyo State. On the strength of

this result (Adj R2= 0.570, F(4,147)= 50.975, p= 0.000b), this study rejects the null

hypothesis three (H03) which states that reward management strategies have no significant

effects on employee creativity in Stanbic IBTC, Oyo State.

Hypothesis Four
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H04: Reward management system (compensation, Benefit, Promotion, Work-life balance) has no

significant effect on employees’ quality of service delivery in Stanbic IBTC Bank, Oyo State,

Nigeria.

Table 4.19: PLS-SEM Assessment Results of Reflective Measurement Models for Hypothesis

Four

Convergent validity Internal consistency reliability
Latent
Variable

Indicator
Item

Outer loadings
(> 0.708)

Bootstrapped
p-value (<
0.05)

AVE
(> 0.50)

Cronbach’s
alpha (> 0.7)

Composite
reliability (> 0.7)

Estimate Estimate Estimate Estimate Estimate
Employee Commitment

EC1 0.7192 0.0017 0.5667 0.759 0.718
EC2 0.816 0.0000
EC3 0.8889 0.0000
EC4 0.7051 0.0000
EC5 0.7743 0.0000

Employee Benefit
EB1 0.7518 0.000 0.6434 0.788 0.710
EB2 0.7652 0.000
EB3 0.7676 0.000
EB4 0.8942 0.000
EB5 0.7937 0.000

Job Promotion
JP1 0.7961 0.000 0.5828 0.744 0.878
JP2 0.8055 0.000
JP3 0.7875 0.000
JP4 0.7443 0.000
JP5 0.8506 0.000

Work-Life Balance
WLB1 0.7154 0.000 0.5429 0.812 0.765
WLB2 0.7677 0.000
WLB3 0.8891 0.000
WLB4 0.801 0.000
WLB5 0.8167 0.000

Quality Service Delivery
QSD1 0.7131 0.000 0.6344 0.815 0.847
QSD2 0.7527 0.000
QSD3 0.7075 0.000
QSD4 0.7528 0.000
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QSD5 0.8131 0.000

Source: Field Result, 2024

The result in Table 4.19 shows that all the outer loadings of the latent constructs are below

0.708 and the p value shows a value 0.000 which is below the threshold of 0.05. This shows

that all the latent constructs are strong in explaining each of the main constructs, which is

desirable. The AVE also shows 0.5667, 0.6434, 0.5828, 0.5429 and 0.6344 for Employee

Compensation, Employee Benefits, Job Promotion, Work-Life Balance and Quality Service

Delivery which is above the benchmark of 0.5 confirming that the model has a good

convergent validity. From the internal consistency, the result shows a Cronbach alpha and

composite validity of (0.759 and 0.718 for Employee Compensation; 0.788, 0.710 for

Employee Benefits; 0.744, 0.878 for Job Promotion; 0.812, 0.765 for Work-Life Balance;

0.815, 0.847for Quality Service Delivery) which are both above 0.7 indicating that reward

management strategies and quality service delivery in Stanbic IBTC, Oyo State are reliable

constructs in the model. Hence, the statistical analysis indicates that the relationship between

Employee Compensation, Employee Benefits, Job Promotion and Work-Life Balance is

significant and robust, providing strong support for the research hypothesis.
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Figure 4.7: Path coefficient of Reward Management Strategies (Employee

Compensation, Employee Benefits, Job Promotion and Work Life Balance) and Quality

Service Delivery

Source: Field Result, 2024

The result in figure 4.7 shows that bootstrapping value of reward management strategies and

quality service delivery in Stanbic IBTC, Oyo State. The result shows outer loading that are

above 0.708 confirming the latent variables are a good construct of both reward management

strategies and quality service delivery. Figure 4.7 shows that all latent constructs shows a p

value of 0.000 that is less than 0.05 which is highly significant. This shows a high level of

confidence in the results obtained from the data analysis. Figure 4.8 below shows the T
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statistics of the patch coefficients to determine whether they are statistically significant at

1.96.

Figure 4.8: T Statistics of the Path Coefficient of Reward Management Strategies

(Employee Compensation, Employee Benefits, Job Promotion and Work Life Balance)

and Quality Service Delivery

Source: Field Result, 2024

Figure 4.8 above shows the T statistics of the latent constructs in the study and is above 1.96.

This shows that the results are statistically significant and provide further evidence of the

relationship between reward management strategies and quality service delivery in Stanbic

IBTC, Oyo State.
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Table 4.20 Discriminant Validity for Hypothesis Four

EC EB JP WLB QSD

EC

EB 0.8157

JP 0.8226 0.7313

WLB 0.899 0.8673 0.7138

QSD 0.8063 0.8423 0.8321 0.8985

Source: Author’s Computation using SMART_PLS 4 2024

Discriminant validity is another important aspect of construct validity that ensures that the

measures in the study are distinct from each other. In this study, discriminant validity was

assessed through the Heterotrait-Monotrait (HTMT) ratio and cross-loading analysis. The

result of the HTMT as indicated in Table 4.20 shows that the constructs of Reward

Management Strategies (Employee Compensation, Employee Benefits, Job Promotion and

Work Life Balance) and Quality Service Delivery in Stanbic IBTC, Oyo State are less than 1,

as evidenced by correlations of 0.862, 0.785 and 0.723 between the constructs and high

factor loadings on their respective factors. This further strengthens the validity of the

research findings and reinforces the relationship between Reward Management Strategies

(Employee Compensation, Employee Benefits, Job Promotion and Work Life Balance) and

Quality Service Delivery in Stanbic IBTC, Oyo State. Furthermore, there is less of an

average link between heterotraits and heteromethods than there is between Monotraits and

Heteromethods Discriminant validity is therefore proven.
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Table 4.21: Summary of Regression Analysis for the Effect of Reward Management
Strategies on Quality Service Delivery in Stanbic IBTC, Oyo State
Model, F(df) Anova

Sig
F2 Q2 Remarks

R 0.718a

R Square 0.516 39.105
(4,147)

0.000b 3.723 0.401 Significant

Adjusted R
Square

0.502

Coefficients Unstandardized
Coefficients

T Sig

(Constant) .308 1.180 .240
Employee
Compensation .173 1.591 .114 Positive/

Insignificant
Employee
Benefit .183 1.777 .078 Positive/

Insignificant

Job Promotion .298 2.777 .006 Positive/
Significant

Work-Life
Balance .245 2.675 .008

Positive/
Significant

a. Dependent Variable: Quality Service Delivery
b. Predictors: (Constant) Employee compensation, employee
benefit, Job promotion, Work-Life Balance

Source: Researcher’s Field Survey Results 2024

Table 4.21 presents the results of multiple regression analysis for the effect of reward

management strategies on quality service delivery in Stanbic IBTC, Oyo State. Table 4.21

presents a model summary, which establishes how the model equation fits into the data. The

Adj R2 was used to establish the predictive power of the study’s model. From the results,

reward management strategies (employee compensation, employee benefit, job promotion,

and work-life balance) have positive and strong relationship with quality service delivery in

Stanbic IBTC, Oyo State (R = 0.762a, p = 0.000). The Adjusted coefficient of determination

(Adj R2) of 0.502 shows that reward management strategies explained 50.2% of the variation

in quality service delivery in Stanbic IBTC, Oyo State under study while the remaining
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49.8% variation in performance is explained by other exogenous variable different from

reward management strategies examined. This result suggests that reward management

strategies influence 50.2% of quality service delivery in Stanbic IBTC, Oyo State. Scholars

provided threshold for Adj. R2 Values of 0.02, 0.15, and 0.35, represents small, medium, and

large effects respectively (Cohen, 1988). The Adj.R2 of 0.502 according to Cohen’s Adj.R2

criterion suggest that the effect of reward management strategies on quality service delivery

in Stanbic IBTC, Oyo State is large.

Table 4.21 presents the results of ANOVA (overall model significance) of regression test,

which revealed that, the combined reward management strategies have a significant effect on

quality service delivery in Stanbic IBTC, Oyo State. This can be explained by the F-value

(39.105) and low p-value (0.000) which is statistically significant at 95% confidence interval.

Hence, the result posited that reward management strategies affected the quality service

delivery in Stanbic IBTC, Oyo State, Nigeria. Furthermore, the results of regression

coefficients which revealed that a positive relative effect was reported for employee

compensation, employee benefit, job promotion and work-life balance while insignificant

relative effect was discovered for employee compensation, and employee benefit as a

measure of reward management strategies. Further, the results reveal that at 95% confidence

level, job promotion (β = 0.298, p=0.006) and work-life balance (β = 0.245, p=0.008) of the

Stanbic IBTC, Oyo State were statistically significant as the p-values were less than 0.05

while employee compensation (β = 0.173, p= 0.114), employee benefit (β = 0.183, p=0.078),

are not significant as the p-values are above 0.05. Based on coefficient of regression table

4.21, the regression model is restated as follows:
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QSD = 0.308 + 0.173EC + 0.183EB + 0.298JP + 0.245WLB………… Eq. (iv)

Where: QSD = Quality Service Delivery

EC = Employee compensation

EB = Employee benefit

JP = Job Promotion

WLB = Work-Life Balance

According to the regression equation above, taking all factors constant at zero, quality

service delivery in Stanbic IBTC, Oyo State is 0.308. The result also indicates that taking all

other independent variables at zero, a unit change in employee compensation will lead to a

0.173 increase in quality service delivery in Stanbic IBTC, Oyo State given that all other

factors are held constant. Similarly, the results also revealed that a unit change in employee

benefit will lead to a 0.183 increase in quality service delivery in Stanbic IBTC, Oyo State

given that all other factors are held constant. The results also revealed that a unit change in

access to job promotion will lead to a 0.298 increase in quality service delivery in Stanbic

IBTC, Oyo State given that all other factors are held constant. Lastly, the results revealed that

a unit change in work-life balance will lead to a 0.245 increase in quality service delivery in

Stanbic IBTC, Oyo State given that all other factors are held constant.

Additionally, the PLS-SEM predictive significance was ascertained using the Q2 value.

Reward Management Strategies have a Q2 value of 0.401, which is more than zero. This

suggests that the predictive significance of the PLS path model is present for both Employee
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Commitment. The effect size was also established using the F-square. According to Table

4.21 above, the f-square value for Reward management strategies is 4.849, which suggests

that the sample impact is sizable, as shown in Table 4.21, indicating that the sample effect is

considerably large. This confirmed that the relationship between reward management

strategies and the Employee Commitment of Stanbic IBTC Bank in Oyo State is statistically

significant and has a strong predictive power.

Overall, from the results, job promotion had the highest predictive value on quality service

delivery in Stanbic IBTC, Oyo State with a coefficient of 0.298 and t value of 2.777. In

second place is work-life balance with a coefficient of 0.245 and t value of 2.675. However,

employee benefit and employee compensation had a lower predictive value on quality service

delivery with coefficient of 0.183, t value of 1.777 and coefficient of 0.173, t value of 1.591

respectively. Based on the results, this study conclude that reward management strategies

significantly influence quality service delivery in Stanbic IBTC, Oyo State. On the strength

of this result (Adj R2= 0.502, F(4,147)= 39.105, p= 0.000b), this study rejects the null

hypothesis four (H04) which states that reward management strategies have no significant

effects on quality service delivery in Stanbic IBTC, Oyo State.
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Summary of Findings

Null Hypotheses Remarks

Ho1: Reward management system (compensation, Benefit,

Promotion, Work-life balance) has no significant effect on

employees’ efficiency in Stanbic IBTC Bank, Oyo State, Nigeria.

Rejected/ Positive

Ho2:Reward management system (compensation, Benefit,

Promotion, Work-life balance) has no significant effect on

Employees’ commitment in Stanbic IBTC Bank, Oyo State, Nigeria.

Rejected/ Positive

Ho3: Reward management system (compensation, Benefit,

Promotion, Work-life balance) has no significant effect on

Employees’ creativity in Stanbic IBTC Bank, Oyo State, Nigeria.

Rejected/ Positive

Ho4: Reward management system (compensation, Benefit,

Promotion, Work-life balance) has no significant effect on

employees’ quality of service delivery in Stanbic IBTC Bank, Oyo

State, Nigeria.

Rejected/ Positive

Source: Researchers Computation, 2024
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�4=0.431, R2=0.581, t=5.119, p=0.000

�1=0.202, R2=0.534, t=2.098, p=0.038

�2=0.051, R2=0.534, t=0.559, p=0.577

�3=0.127, R2=0.534, t=1.345, p=0.181

�1=0.202, R2=0.534, t=2.098, p=0.038 �4=0.412, R2=0.534, t=5.096, p=0.000

�1=0.175, R2=0.542, t=1.655, p=0.100

�2=0.136, R2=0.542, t=1.367, p=0.174

�3=0.193, R2=0.542, t=1.858, p=0.065
�4=0.389, R2=0.542, t=4.383, p=0.000

�1=0.130, R2=0.581, t=1.299, p=0.196

�2=0.073, R2=0.581, t=0.777, p=0.438

�3=0.266, R2=0.581, t=2.708, p=0.008

�1=0.173, R2=0.516, t=1.591, p=0.114

�2=0.183, R2=0.516, t=1.777, p=0.078

�3=0.298, R2=0.516, t=2.777, p=0.006

�4=0.245, R2=0.516, t=2.675, p=0.008

Resultant Model

Source: Field Result, 2024

4.3 Discussion of Findings

Based on the result presented above in the study analysis, it is clear that reward management

strategies has a significant effect on performance of employees' among in Stanbic IBTC

Bank, Oyo State. Four constructs are used to measure reward management strategies

(compensation, benefit, promotion, work-life balance) employee performance is measured

using efficiency, commitment, creativity and quality service delivery.

Employee PerformanceReward Management
Practices

Compensation

Benefit

Promotion

Efficiency

Commitment

Creativity

Ho1

Ho2

Ho3

Work Life Balance Quality Service
DeliveryHo4
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The result in hypothesis one revealed that employee compensation and work-life balance

significantly and positively influence employee efficiency at Stanbic IBTC Bank, Oyo State.

This indicates that competitive pay and policies promoting a balance between professional

and personal life are crucial in driving productivity. Conversely, benefits and promotion,

though positively associated, do not have a significant impact on employee efficiency. This

outcome suggests that while employees may value additional perks and career advancement

opportunities, these factors alone may not suffice in boosting their performance. The findings

highlight the importance of prioritizing immediate and tangible rewards, such as fair

remuneration and flexible work arrangements, over long-term incentives that might not

directly translate to enhanced output in the short term. Existing literature supports the

significant impact of compensation and work-life balance on performance. For instance, a

study emphasizes that equitable pay structures boost motivation and productivity1. Similarly,

another study underscores that work-life balance enhances employees' mental well-being,

improving efficiency2. Conversely, an author argue that while promotions and benefits

positively influence morale, their impact on short-term performance may be limited due to

delayed gratification or misaligned expectations3. Hence, the findings align with these views,

showing the varied influence of different reward practices.

The result in hypotheses two which seeks to emphasis on the relationship between reward

management strategies and employee commitment of Stanbic IBTC bank, Oyo State, shows

that work-life balance significantly and positively influences employee commitment at

Stanbic IBTC Bank, Oyo State. This suggests that policies enabling employees to maintain a

healthy balance between work responsibilities and personal life foster a deeper sense of

loyalty and engagement. Employees who feel their well-being is prioritized are more likely to
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remain committed to organizational goals. On the other hand, employee compensation,

benefits, and promotion show a positive but insignificant effect on employee commitment.

While these factors are essential for attracting and motivating employees, they may not

necessarily translate to long-term dedication. This could be due to employees perceiving

these rewards as standard or insufficiently impactful to outweigh other organizational

challenges. The findings highlight the need for organizations to focus beyond monetary

rewards and prioritize strategies that address employees' quality of life. A supportive work

environment with policies that value employees’ personal commitments appears to be more

effective in fostering organizational loyalty. Consequently, employers should reassess their

reward frameworks to enhance both intrinsic and extrinsic motivators for greater

commitment. This aligns with the study of an author who asserts that work-life balance

fosters emotional attachment and loyalty among employees4. Similarly, another author

emphasizes that tangible rewards like compensation, while motivating, often lack the

emotional resonance needed to sustain commitment5. Some authors note that intrinsic

rewards, such as flexible work policies, create a stronger sense of belonging6,7. The findings

reinforce these perspectives by underscoring the critical role of work-life balance in driving

commitment.

The study's findings in hypothesis three indicate that promotion and work-life balance have a

significant and positive effect on employee creativity at Stanbic IBTC Bank, Oyo State. This

underscores the importance of creating career advancement opportunities and fostering an

environment where employees can maintain a healthy balance between work responsibilities

and personal life. Promotions act as a strong motivational tool, encouraging employees to

think innovatively and contribute creative solutions. Similarly, work-life balance reduces
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stress and enhances cognitive engagement, enabling employees to focus on creative tasks

without distractions or burnout. Conversely, employee compensation and benefits showed a

positive but insignificant effect on creativity. While financial rewards are important for job

satisfaction and engagement, they may not directly stimulate creativity, as creativity often

thrives on intrinsic motivation rather than external incentives. Employees may view

monetary rewards as insufficient to drive innovation compared to opportunities for personal

and professional growth. These results suggest that organizations aiming to foster creativity

should emphasize promotion policies and support systems that enhance employees’ overall

well-being. Reward management strategies should shift focus from purely financial rewards

to holistic practices that encourage creative thinking and innovation. The findings align with

the perception of a study componential theory of creativity, which emphasizes intrinsic

motivators, such as growth opportunities and supportive work environments, over extrinsic

factors like compensation8. A study also highlights the significance of promotion in fostering

creativity, arguing that employees who see clear career pathways are more inclined to think

innovatively9. Similarly, a study emphasizes that work-life balance is a critical enabler of

creativity, as it reduces stress and creates a conducive environment for idea generation10.

Conversely, the insignificant impact of compensation and benefits aligns with Herzberg’s

two-factor theory, which classifies these as hygiene factors that do not necessarily enhance

creativity but prevent dissatisfaction. These results reinforce the notion that while financial

rewards contribute to employee satisfaction, they are not the primary drivers of creative

performance. Instead, intrinsic rewards and supportive organizational practices are pivotal.

The findings reveal that promotion and work-life balance significantly and positively impact

employee quality service delivery at Stanbic IBTC Bank, Oyo State. Promotions enhance
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employees’ sense of accomplishment, recognition, and motivation, leading to greater

commitment to delivering exceptional services. A robust work-life balance fosters job

satisfaction and mental well-being, enabling employees to focus better on their

responsibilities and deliver quality services to customers. Together, these factors create a

supportive environment that encourages professionalism and customer-oriented behavior. On

the other hand, employee compensation and benefits exhibited a positive but insignificant

effect on quality service delivery. While financial incentives are vital in ensuring job

satisfaction, they may not directly translate to improved service delivery. Employees may

perceive compensation as an entitlement rather than a motivation to provide superior

customer service. Non-financial motivators like growth opportunities and a supportive work

environment appear to play a more direct role in driving high-quality service. These results

suggest that Stanbic IBTC should prioritize promotion opportunities and work-life balance

initiatives over merely increasing financial rewards. By creating a culture that values growth

and well-being, the bank can achieve sustained improvements in service quality. The findings

are consistent with of a study who identifies promotion as a key motivator for employees to

excel in their roles, ultimately improving service delivery11. Similarly an author underscores

the importance of work-life balance in enhancing employee focus and productivity, leading

to better customer experiences12. Another study also supports the role of intrinsic motivators

in driving performance outcomes like service quality. However, some studies present

contrasting views13. Another study also argue that compensation significantly influences

service delivery by encouraging employees to exceed expectations14. Herzberg’s two-factor

theory categorizes compensation as a hygiene factor, yet some scholars, such as a study

suggest that financial rewards can indirectly impact service delivery by boosting overall job
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satisfaction15. While there is merit to the argument that compensation can enhance service

delivery, the findings of this study emphasize the greater importance of non-financial

rewards like promotion and work-life balance in fostering sustainable quality service

outcomes.

This result is in direct link with Vroom’s Expectancy Theory of Motivation which posits that

employees’ efforts are driven by the expectation that their performance will lead to desirable

outcomes (valence), and the belief that their efforts will translate into effective performance

(expectancy). The theory highlights the interplay of expectancy, instrumentality (the belief

that performance is linked to rewards), and valence in determining motivation. In the context

of Stanbic IBTC Bank, the study findings align with the theory’s tenets. For instance, the

significant impact of promotion on employee creativity and quality service delivery

underscores the concept of instrumentality; employees perceive promotions as a desirable

reward for their performance. Similarly, the positive and significant relationship between

work-life balance and outcomes like employee creativity, commitment, and quality service

delivery reflects valence; employees value a harmonious work-life balance, enhancing their

motivation to excel. However, the positive but insignificant effect of compensation and

benefits on various outcomes indicates a possible gap in expectancy or instrumentality.

Employees may view monetary rewards as insufficiently tied to performance, reducing their

motivational influence. Alternatively, compensation might be perceived as a baseline

entitlement rather than a performance-linked incentive. By addressing these gaps, Stanbic

IBTC can leverage expectancy theory to strengthen employee motivation, tailoring reward

management practices to align with employees’ perceived expectations and desired

outcomes10. This alignment would enhance commitment, creativity, and service quality.
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Chapter Five

Conclusion

This chapter discusses the summary of findings, conclusion, recommendations, areas for

further studies and contributions to knowledge. The summary of findings summarises the key

findings as revealed in the chapter four. Also the key findings are summarized to show the

contributions to knowledge to various stakeholders and also devise means which further

studies can be conducted.

5.1 Summary of Findings

The purpose of this research is to examine the influence of reward management system on

employee performance in Stanbic IBTC Bank, Oyo State, Nigeria. The study was structured

into five chapters, each of which focused on a different stage of the research process.

Chapter one dealt with the introduction and background of the study, identified the problems

of the study, defined the objectives of the study, and formulated appropriate research

questions and hypotheses to guide the investigation of the study. It also highlighted the scope,

the significance of the study to different categories and group and as well operationalized the

variables of the study amongst others.

Chapter two of the study reviewed relevant related literature. The chapter is made up of 3

main sections: the conceptual review, the theoretical review and the empirical review. The

concepts of employee performance, employee compensation, employee benefit, job

promotion, and work-life balance, reward management system were reviewed. The theories

that were reviewed are; Vroom's expectancy theory, Herzberg’s two-factor theory, and equity

theory of motivation were reviewed based on the study objectives. The empirical reviewed
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was also discussed on the study objectives based on the findings of previous authors as it

relates to this study.

Chapter three focused on the methodology, this study adopts the survey research design

which involves the use of adapted questionnaire designed to obtain information from

respondents. 152 sample size was used using total enumeration sampling technique. Copies

of the questionnaire were administered and collected through the use of Microsoft Forms.

The research instrument used in this study is the questionnaire. The questionnaire consisted

of three sections, section A, B and C. Section A comprised of Socio-demographic data,

section B comprised of questions on reward management system which aided in answering

the research questions and testing the stated hypotheses and section C comprised of questions

on performance. The 4-point likert scale was adopted (VS- Very Satisfied), (S-Satisfied), (D-

Dissatisfied), and (VD- Very Dissatisfied).

Chapter four presents’ data analysis, results and discussion of findings, the data presentation

and analysis were done in two stages. The first stage of analysis was the descriptive statistics

using percentages, mean and standard deviations on the responses of respondents as it relates

to research questions and objectives. Inferential statistics was done using the Multiple

regression via the statistical package for science solution (SPSS) 23.0 to test the research

hypothesis as projected in the study. SmartPLS V4.0 was equally use to determine the Path ,

T and Q2 statistics for the hypothesis. Multiple regression analysis was used to test the effect

of the independent variable on each of the dependent variables which was utilized for

hypothesis one to four.

Chapter five summarized the study by lightening the findings of the study, conclusion and

suggested recommendation based on the findings of reward management system on
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employee performance in Stanbic IBTC Bank, Oyo State, Nigeria. The chapter also gave

contribution to knowledge both theoretically and empirically and suggested areas for further

studies.

The summary of the key findings and interpretations are as stated below:

i. Reward Management practices has a positive and significant influence on employee

efficiency in Stanbic IBTC Bank, Oyo State, Nigeria (� 1=0.202, � 2=0.051, � 3=0.127,

�4=0.412 R2=0.534, p=0.000)

ii. Reward Management practices has a positive and significant influence on employee

commitment in Stanbic IBTC Bank, Oyo State, Nigeria (� 1=0.175, � 2=0.136, � 3=0.136,

�4=0.389 R2=0.542, p=0.000)

iii. Reward Management practices has a positive and significant influence on employee

creativity in Stanbic IBTC Bank, Oyo State, Nigeria ( � 1=0.130, � 2=0.073, � 3=0.266,

�4=0.431 R2=0.581, p=0.000)

iv. Reward Management practices has a positive and significant influence on employee

efficiency in Stanbic IBTC Bank, Oyo State, Nigeria (� 1=0.173, � 2=0.183, � 3=0.298,

�4=0.245 R2=0.516, p=0.000)

5.2 Conclusion

In conclusion, the research highlights the importance of reward management practices on

employee performance at Stanbic IBTC Bank in Oyo State, and how different components of

rewards play a complex role in this relationship. The importance of fair remuneration and a

healthy work-life balance for employees as factors influencing their productivity, dedication,

innovation, and customer satisfaction rose to the surface. Consistent with research

highlighting the significance of these elements, competitive compensation and harmonious
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work-life policies directly increased productivity and promoted loyalty. On the other side,

perks and promotions did have a favourable effect on these outcomes, but their influence was

sometimes so little that it was hard to tell whether were the main or supplemental motivators.

The research shows that monetary pay and other extrinsic benefits aren't as effective as

intrinsic motivators like career progression and a positive work environment in encouraging

innovation and high-quality service. In line with Herzberg's two-factor theory and Vroom's

Expectancy Theory of Motivation, these findings demonstrate that monetary incentives do

not have the power to stimulate higher-order performance outcomes. Management should

prioritise policies that combine monetary and non-monetary incentives, since this calls for a

rethinking of current reward schemes. Fostering innovation, devotion, and service excellence

should revolve on promotions and work-life balance programs that cater to workers' goals

and welfare. Furthermore, in order to increase motivation, compensation systems should be

adjusted so that they are more clearly linked to performance, drawing on concepts from

expectancy theory.

The research concludes that a well-rounded strategy to reward management is necessary, one

that strikes a balance between short-term incentives and more permanent strategies to boost

productivity. By implementing this plan, Stanbic IBTC Bank aims to become an employer of

choice, which will in turn attract and retain talented individuals. This study's results are in

line with Vroom's Expectancy Theory of Motivation, which states that workers are driven by

three things: the valence of the outcomes they hope to achieve, the expectation that their

efforts will yield good results, and the instrumentality of the rewards they believe they will

receive as a result of their performance. The complex correlations found in the research may

be better understood via the prism of this theoretical framework. An example of
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instrumentality in action would be the positive effect of promotions on employee innovation

and service quality; under this model, workers see promotions as a direct result of their hard

work and dedication to the company, which in turn motivates them to think outside the box

and put the customer first. Valence is also consistent with the positive effects of work-life

balance on dedication, inventiveness, and efficiency; when people's professional and

personal lives are well-balanced, they are more invested in their job and produce better

results.

Compensation and perks may be instrumental or have a gap in expectations if they have such

a little effect. These monetary benefits may seem more like rights to employees than

incentives tied to outstanding performance. This highlights the importance of companies

making sure that financial incentives are clearly linked to results in order to make the most of

their motivating power. If Stanbic IBTC Bank fills these loopholes, its compensation policies

will be more in line with expectation theory. Staff morale would rise as a result, leading to

more innovation, dedication, and excellent service for customers. Incorporating the idea into

incentive management techniques highlights the need of customising processes to match

workers' anticipated and desired results.

5.3 Recommendation

Based on the findings of the study, several recommendations can be made to enhance the

influence of the reward management system on employee performance at Stanbic IBTC Bank,

Oyo State, Nigeria. Although compensation, employee benefits, and job promotion were

found to have positive but insignificant effects on various performance dimensions, their

strategic enhancement could yield more substantial results. Furthermore, the critical role of
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work-life balance, which demonstrated significant influence across all dimensions of

performance, highlights its importance in organizational policies.

First, the bank should reevaluate its compensation structures. Although compensation has a

positive influence, its current design may not adequately motivate employees to significantly

enhance performance. Management should consider introducing performance-based pay

structures, competitive salaries, and other financial incentives aligned with employee efforts

and organizational goals. These measures could enhance employee efficiency, commitment,

creativity, and service delivery.

Second, improvements in employee benefits could foster greater commitment and

satisfaction. Although benefits well-being had a positive yet insignificant impact, expanding

the scope of benefits to include health insurance, educational support, and retirement plans

could bolster employees' perception of organizational support. A more holistic approach to

employee benefits might also enhance creativity and commitment in the long term.

Third, job promotion policies should be revised to ensure they are perceived as fair and

transparent. The relatively stronger influence of job promotion on creativity and quality

service delivery underscores the importance of recognizing and rewarding employee efforts.

Establishing clear promotion criteria and opportunities for professional development could

improve commitment and overall performance.

Finally, the significant impact of work-life balance on performance suggests that this should

be a priority area. The bank should institutionalize flexible working arrangements, wellness
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programs, and policies that reduce workplace stress. These initiatives would not only

improve efficiency and commitment but also foster a creative and engaged workforce.

5.4 Contribution to Knowledge

The study contributes to the body of knowledge on reward management systems and their

impact on employee performance by offering the following insights:

Conceptual Contribution: Separating out the effects of pay, advancement, benefits, and

work-life balance on productivity, this research contributes to our theoretical knowledge of

incentive management strategies. It provides a detailed framework for comprehending the

interaction between monetary and non-monetary incentives, and it singles out work-life

balance and advancement as critical motivators of innovation, dedication, and high-quality

service provision. In addition to adding to the conversation around incentive schemes, the

research elucidates the limits of pay and perks as motivators. Organisations may use this

conceptual framework to their advantage by gaining practical insights on how to create

comprehensive incentive systems that highlight both internal and external motivators for

peak performance.

Empirically: Based on data collected from Stanbic IBTC Bank in Oyo State, this research

shows how different incentive management strategies affect worker productivity. When it

comes to motivating dedication, innovation, and high-quality service, the results highlight the

importance of work-life balance and advancement. Financial incentives are often believed to

be the main motivators, however this is challenged by the fact that remuneration and benefits
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have positive but negligible impacts. Human resource management literature is expanding,

and this empirical insight from the Nigerian banking industry contributes to it. It also lays the

groundwork for future comparative research in other, comparable organisational and cultural

settings.

Theoretical Contribution: This research adds to Vroom's expectation Theory by

illuminating the concrete ways in which expectation, instrumentality, and valence all play a

role in the performance management process. It demonstrates that employees' perceptions of

non-monetary benefits, such work-life balance and advancement, have a positive impact on

their performance. The little effect of monetary incentives, meantime, draws attention to

possible expectation or instrumentality inequalities. In fields where workers place a higher

importance on intrinsic motivators than monetary incentives, these results contribute to a

better theoretical understanding of the relationship between rewards and motivation and

performance. Theoretically, this advance broadens expectation theory's usefulness in a

variety of business settings.

Practical Contribution: Organisations looking to improve employee performance via

reward management might find practical ideas in the report. Financial incentives take a back

seat to efforts to promote work-life balance and advance one's career. Flexible work

arrangements and well-defined career paths may help organisations, particularly those in the

banking industry, boost employee engagement, innovation, and service quality. The results

also call for a rethinking of conventional pay practices to make sure they are in line with

workers' expectations of their own performance. Especially in high-performance settings like
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the banking sector, these insights may help companies engage their employees, lower

turnover rates, and achieve long-term organisational success.

5.5 Suggestions for Further Studies

Based on the findings and limitations of this study, several suggestions for further research

are proposed. Future studies could expand the scope to include multiple organizations and

industries, providing a comparative analysis that enhances the generalizability of findings.

Research in different geographical regions, particularly outside Oyo State or Nigeria, would

offer insights into how cultural and economic contexts influence the effectiveness of reward

management systems. Additionally, adopting a mixed-methods approach that incorporates

both quantitative and qualitative methods could provide deeper insights into employee

perceptions, motivations, and experiences regarding reward systems. This approach would

complement statistical findings with richer, narrative data, offering a more holistic

understanding of the dynamics at play.

Longitudinal studies are recommended to examine the long-term effects of reward

management practices on employee performance. Such research could explore how changes

in compensation, benefits, promotions, or work-life balance policies impact performance

over time, addressing the causality issue that cross-sectional studies face. Further studies

should also consider investigating additional factors that influence employee performance,

such as organizational culture, leadership styles, and intrinsic motivation. Examining the

interplay between these factors and reward systems could provide a more comprehensive

framework for understanding employee behavior and performance outcomes. Lastly,

research could explore the role of digital and technological advancements in reward
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management systems, such as the use of AI-driven performance tracking or gamification in

rewards. This would address the evolving needs of a modern workforce and provide

organizations with innovative strategies for enhancing employee engagement and

productivity.
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Appendix

Questionnaire

Department of Management and Accounting

Lead City University

Reward Management System and Employee Performance in Stanbic IBTC, Oyo State,

Nigeria

Dear Respondent,

I am a MSc student at Management and Accounting Department, Faculty of Management

and Social Sciences, Lead City University. I am researching on “Reward Management

System and Employee Performance in Stanbic IBTC, Oyo State, Nigeria”

I would like to request your cooperation in completing the attached questionnaire. The

question seeks your opinions regarding the employees’ perception regarding Reward

Management System and Employee Performance in Stanbic IBTC, Oyo State, Nigeria.

This is solely for academic purpose and all information provided will be kept confidential.

The survey will take approximately 10 minutes. Your contribution will be greatly appreciated.

You can be sure that any information you submit will be kept completely private and used

only for academic research.

Yours sincerely,

_____________________
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Agnes Oluwatosin ALAMU

Section A

Section A: Socio-demographics Characteristics of Respondent

Please tick which one applies to you below:

A1 Gender Male Female

A2 Age Under
25 years

25-30
years

31-35
years

36-40
years

Above
40 years

A3 Years of Work
Experience

Below 10
years

10-20 years Above 20 years

A4 Highest level of Education

First leaving
Certification/SSCE

1

OND/NCE 2

Professional
Qualification

3

Degree(BSC/HND/B.Ed) 4

Post Graduate
Qualifications

5

A5 Marital Status

Single

Married

Divorced

Widow/Widower
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A7 Years of Experience in Stanbic IBTC

Less than 5 years

5-10 years

11-20 years

More than 20 years

SECTION B

Questions on Reward Management System

Please indicate with a tick, which number most appropriately captures your response to the

statements.. Please rate each statement on a scale of 1 to 4, where 1 indicates "Very

Dissatisfied" and 4 indicates "Very Satisfied."

NO Section B1: Employee Compensation

Please indicate your level of satisfaction with the following
statements

1

(VD)

2

(D)

3

(S)

4

(VS
)

1 To what extent are you satisfied with the fairness of your salary in
relation to the work you do?

2 What is your level of satisfaction with the transparency of the
salary review process at Stanbic IBTC Bank?

3 How satisfied are you with the competitiveness of your
compensation compared to similar roles in other banks?

4 How satisfied are you with the compensation provided for overtime
work?

5 What is your level of satisfaction with Stanbic IBTC’s alignment of
compensation with industry standards?

S/N Section B2: Employee Benefits

Please indicate your level of satisfaction with the following statements

1 What is your level of satisfaction with the bonuses and incentives
offered by Stanbic IBTC Bank?

2 How satisfied are you with the health insurance benefits provided
by Stanbic IBTC?
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3 What is your level of satisfaction with the paid leave (annual,
maternity, paternity, etc.) policies at Stanbic IBTC?

4 To what extent are you satisfied with the support provided for
professional development, such as training programs and
certifications?

5 How satisfied are you with the retirement benefits and post-
retirement support provided by Stanbic IBTC?

S/N Section B3: Job Promotion

Please indicate your level of satisfaction with the following statements

1 How satisfied are you with the transparency of the promotion
process at Stanbic IBTC?

2 What is your level of satisfaction with the criteria used to
determine promotions at Stanbic IBTC?

3 To what extent are you satisfied with the frequency of promotions
offered at Stanbic IBTC?

4 How satisfied are you with the recognition of your skills and
experience in the promotion process at Stanbic IBTC?

5 How satisfied are you with the career development support
provided to help employees qualify for promotion at Stanbic
IBTC?

S/N Section B4: Work-Life Balance

Please indicate your level of satisfaction with the following statements:

1 How satisfied are you with the flexibility of working hours at
Stanbic IBTC?

2 How satisfied are you with the balance between your work
responsibilities and personal life at Stanbic IBTC?

3 To what extent are you satisfied with the company's policy on
remote work or working from home at Stanbic IBTC?

4 What is your level of satisfaction with the resources provided by
Stanbic IBTC to help employees manage stress and achieve work-
life balance?

5 How satisfied are you with the workload distribution that allows
you to manage both work and personal life at Stanbic IBTC?
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Section C: Performance

N/O Section C1: Employee Efficiency

Please indicate your level of satisfaction with the following
statements

1

(VD)

2

(D)

3

(S)

4

(VS)

1 How satisfied are you with the speed at which you complete your
daily tasks?

2 How satisfied are you with your ability to work independently and
make decisions without constant supervision?

3 What is your level of satisfaction with the tools and resources
provided to enhance your work efficiency?

4 To what extent are you satisfied with your time management skills
in accomplishing tasks at Stanbic IBTC?

5 How satisfied are you with your collaboration and efficiency in
team-based tasks and projects?

N/O Section C2: Employee Commitment

Please indicate your level of satisfaction with the following statements

1 To what extent are you satisfied with your willingness to put in
extra effort when necessary to meet organizational objectives?

2 How satisfied are you with your desire to stay with Stanbic IBTC
for the foreseeable future?

3 What is your level of satisfaction with your sense of belonging
within your team and the wider organization?

4 To what extent are you satisfied with your enthusiasm for
participating in company initiatives and activities?

5 What is your level of satisfaction with your willingness to take on
additional responsibilities when needed?

Section C3: Employee Creativity

Please indicate your level of satisfaction with the following statements

1 To what extent are you satisfied with the freedom to explore new
approaches to problem-solving?

2 What is your level of satisfaction with the opportunities provided to
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think outside the box in your role?

3 How satisfied are you with the support you receive to experiment
with new solutions and strategies?

4 To what extent are you satisfied with the tools and resources
available to enhance your creativity?

5 What is your level of satisfaction with the recognition given to
innovative ideas within the organization?

S/N Section C4: Quality Service Delivery

Please indicate your level of satisfaction with the following statements

1 To what extent are you satisfied with your ability to meet
customers’ expectations effectively?

2 What is your level of satisfaction with the accuracy and reliability
of the services you deliver?

3 To what extent are you satisfied with the clarity of communication
provided to customers during service interactions?

4 To what extent are you satisfied with your efforts in maintaining a
positive and courteous attitude during customer interactions?

5 How satisfied are you with your ability to uphold high standards of
service in line with the bank’s expectations?

Thanks for your corporation
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