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,QWURGXFWLRQ

%DQNLQJ FRQVLGHUHG DV PLUURU RI HFRQRPLF

JURZWK FDQ FRQWULEXWH WR HFRQRPLF

GHYHORSPHQW LQ DW OHDVW WZR ZD V GLUHFWO E

LQFUHDVLQJ EDODQFH VKHHW LWHPV DQG LQGLUHFWO

through �nancing. In the global economy,
WKH JURZLQJ LPSRUWDQFH RI EDQNV LV REYLRXV

JLYHQ WKDW LQ D FRQWH[W RI DFFHOHUDWLQJ WKH

GHYHORSPHQW RI LQIRUPDWLRQ V VWHPV DQG

communications (Imola Drigă, 2013).
%DQNLQJ V VWHP LQ9LHW 1DP LV UHVWUXFWXUHG E

PDQ UHIRUPV LQFOXGLQJ RSHQLQJ WR IRUHLJQ

LQYHVWPHQW SULYDWL]DWLRQ WR VWUHQJWKHQ

WKH FDSLWDOL]DWLRQ RI 9LHWQDPHVH EDQNV

7KHUH DUH FXUUHQWO FRPPHUFLDO EDQNV

RSHUDWLQJ LQ 9LHWQDP ZLWK FROOHFWLYH DVVHWV RI

DSSUR[LPDWHO ELOOLRQ 7KH 9LHWQDPHVH

EDQNLQJ LQGXVWU FRPSULVHV D GLYHUVH PL[ RI

SOD HUV UDQJLQJ IURP UHODWLYHO ODUJH VWDWH

RZHG FRPPHUFLDO EDQNV GRZQ WR YHU VPDOO

SULYDWHO KHOG EDQNV 7KH WRWDO FROOHFWLYH

FDSLWDO RI DOO FRPPHUFLDO EDQNV LQ 9LHW 1DP LV

DSSUR[LPDWHO ELOOLRQ

5HFHQWO PDQ EDQNV LQ 9LHW 1DP HVSHFLDOO

ODUJHU MRLQW VWRFN EDQNV KDYH VWDUWHG WR

increase their focus on with a diversi�ed
SURGXFW PL[ EHLQJ RIIHUHG WR WKH PDUNHW YLD

YDULRXV FKDQQHOV LQFOXGLQJ PRELOH EDQNLQJ
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Tran Thi Lien

E WUDFW

,QWHUQDWLRQDOL DWLRQ LQ VRFLHW DQG HFRQRP KDV UDLVHG SURPSWO WKH FRPSHWLWLRQ LQ PDQ

VHFWRUV RI HFRQRP LQFO GLQJ EDQNLQJ KLV VW G GH HORSV WKH PRGHO WR DFFHVV PDLQ IDFWRUV

DIIHFWLQJ SHUIRUPDQFH RI F VWRPHU VHU LFH VWDII KH PDLQ IDFWRUV LQFO GH MRE PRWL DWLRQ

OHDGHUVKLS RUJDQL DWLRQDO VWU FW UH RUJDQL DWLRQDO F OW UH WUDLQLQJ WHFKQRORJ

KH LQ HVWLJDWLRQ RQ GDWD FROOHFWHG IURP F VWRPHU VHU LFH VWDIIV RI 93 DQN VKR V WKDW

MRE PRWL DWLRQ RUJDQL DWLRQDO F OW UH WUDLQLQJ WHFKQRORJ KD H SRVLWL H UHODWLRQVKLS LWK

WKH SHUIRUPDQFH RI F VWRPHU VHU LFH VWDIIV PHDQ KLOH WKHUH LV QRW HQR JK H LGHQFH WR SUR H

WKH LPSDFW RI OHDGHUVKLS DQG RUJDQL DWLRQDO VWU FW UH KH UHV OWV DUH DSSURSULDWH WR WKH

SUH LR V UHVHDUFKHV DQG FKDUDFWHULVWLFV RI F VWRPHU VHU LFH VWDII IURQW OLQH VWDIIV

KH SDSHU SURSRVH VRPH V JJHVWLRQ DLPLQJ WR LPSUR HPHQW RI SHUIRUPDQFH RI F VWRPHU

VHU LFH VWDIIV LQ EDQNLQJ LQFO GLQJ FUHDWLQJ MRE PRWL DWLRQ JRRG RUNLQJ HQ LURQPHQW

DSSURSULDWH WUDLQLQJ SURJUDPV DQG DG DQFH WHFKQRORJLHV

.H ZRUG EDQN SHUIRUPDQFH FXVWRPHU VHUYLFH VWDII

D H RI V EP VV R K HS D H RI UH V R K HS D H RI DSSUR DO K HS

)RUHLJQ 7UDGH 8QLYHUVLW 9LHWQDP ( PDLO KXRQJSW IWX HGX YQ

93 %DQN 9LHWQDP
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DQG LQWHUQHW EDQNLQJ $QXPEHU RI ODUJH EDQNV

KDYH EHHQ IRFXVLQJ PRUH RQ HQKDQFHPHQW

WKH TXDOLW RI WKHLU FXVWRPHU VHUYLFH

ULVN PDQDJHPHQW WHFKQRORJ DQG WDOHQW

GHYHORSPHQW % GRLQJ WKDW 9LHWQDPHVH

EDQNV DUH DUPLQJ WR SURSHUO WDS LQWR WKH

market opportunities and �rmly establish a
VWURQJHU SRVLWLRQ DJDLQVW PRUH DJJUHVVLYH

FRPSHWLWLRQ FRPLQJ IURP WKH UHJLRQ LQ WKH

IXWXUH +RDQJ

,Q RUGHU WR FRQWURO WKH TXDOLW RI FXVWRPHU

service, thebanksapplynon-�nance indicators,
.3,V .H 3HUIRUPDQFH ,QGLFDWRUV WR DVVHVV

the performance of front line staffs, the �rst
WRXFK SRLQW WR FXVWRPHU 7KLV EULQJ DERXWPDQ

FKDOOHQJHV DQG SUHVVXUHV WR FXVWRPHU VHUYLFH

VWDIIVGXHWRKLJKHU UHTXLUHPHQWVRI NQRZOHGJH

VNLOOV VSHHG DFFXUDF VHUYLFH DWWLWXGH DQG

SOHQW RI RWKHU UHTXHVWV IURP ERWK FXVWRPHUV

DQG PDQDJHUV 7KH QRW RQO QHHG WR SURYLGH

WKH EHVW VHUYLFH TXDOLW WR FXVWRPHUV EXW

WKH DOVR JXDUDQWHH WKH ULVN FRQWURO DQG OHJDO

FRPSOLDQFH LQ DOO WUDQVDFWLRQV DW &RXQWHUV

7KHUHIRUH XQGHUVWDQGLQJ WKH FULWLFDO IDFWRUV

DIIHFWLQJ SHUIRUPDQFH RI FXVWRPHU VHUYLFH

staffs is suf�ciently necessary in order to build
XS DSSURSULDWH WUDLQLQJ DQG WUHDWPHQW SROLFLHV

which help creating the amicable and exible
ZRUNLQJ HQYLURQPHQW DQG WKXV LPSURYLQJ WKH

SHUIRUPDQFH RI HDFK HPSOR HH DV ZHOO

9LHWQDP 3URVSHULW -RLQW 6WRFN &RPPHUFLDO

%DQN IRUPHUO NQRZQ DV9LHWQDP -RLQW 6WRFN

&RPPHUFLDO %DQN IRU 3ULYDWH (QWHUSULVHV

ZDV HVWDEOLVKHG RQ $XJXVW WK ,Q

HDUV RI RSHUDWLRQV 93 %DQN KDV LQFUHDVHG

LWV FKDUWHU FDSLWDO WR 91 ELOOLRQ

H[SDQGHG WKH QXPEHU RI WUDQVDFWLRQ SRLQWV WR

RYHU DQG JURZQ LWV ZRUNIRUFH WR PRUH

WKDQ HPSOR HHV 7KH JRDOV RI 93%DQN

DUH EHFRPLQJ RQH RI WKH OHDGLQJ MRLQW VWRFN

FRPPHUFLDO EDQNV DQG RI WKH OHDGLQJ UHWDLO

MRLQW VWRFN FRPPHUFLDO EDQNV LQ 9LHWQDP E

,Q WKLV SDSHU WKH IUDPHZRUN WR H[SORUH WKH

FULWLFDO IDFWRUV DIIHFWLQJ WKH SHUIRUPDQFH

RI FXVWRPHU VHUYLFH VWDIIV LV EXLOW XS DQG D

SUDFWLFDO LQYHVWLJDWLRQ EDVHG RQ WKDW LV FDUULHG

RXW ZLWK WKH VDPSOH RI FXVWRPHU VHUYLFH

VWDIIV RI 93 %DQN

LWHUDWXUH 5HYLHZ

3HUIRUPD FH PD DJHPH

3HUIRUPDQFH PDQDJHPHQW LV D FRQWLQXRXV

SURFHVV RI LGHQWLI LQJ PHDVXULQJ DQG

GHYHORSLQJ SHUIRUPDQFH LQ RUJDQL]DWLRQV E

OLQNLQJ HDFK LQGLYLGXDO V SHUIRUPDQFH DQG

REMHFWLYHVWRRUJDQL]DWLRQ VRYHUDOOPLVVLRQDQG

JRDOV´ $JXLQLV ,W LV D PHDQ RI JHWWLQJ

EHWWHU UHVXOWV RI RUJDQL]DWLRQV WHDPV DQG

LQGLYLGXDOV E XQGHUVWDQGLQJ DQG PDQDJLQJ

SHUIRUPDQFH ZLWKLQ DJUHHG IUDPHZRUN RI

JRDOV VWDQGDUGV DQG FRPSHWHQFH UHTXLUHPHQWV

$UPVWURQJ 7KH HIIHFWLYH SHUIRUPDQFH

PDQDJHPHQW FDQ FUHDWH WKH VWURQJ PRWLYDWLRQ

IRU HDFK HPSOR HH QRW RQO WR GHYRWH WKHLU

EHVW HIIRUW IRU RUJDQL]DWLRQ EXW DOVR WR

LPSURYH WKHLU RZQ VNLOOV DQG NQRZOHGJH ,WV

NH SXUSRVH LV WR IRFXV SHRSOH GRLQJ WKH ULJKW

WKLQJV E DFKLHYLQJ JRDO FODULW $UPVWURQJ

%R DW]L KDG VHW XS WKH MRE SHUIRUPDQFH

PRGHO WKH FRPSHWHQW PDQDJHU´ LQ ZKLFK

WKH HIIHFWLYH SHUIRUPDQFH RFFXUV ZKHQ DOO

WKUHH RI WKH FULWLFDO FRPSRQHQWV RI WKH PRGHO

are consistent, or “�t”. If any one or two of
WKHVH FRPSRQHQWV DUH LQFRQVLVWHQW DQG GR QRW

FRUUHVSRQG ZLWK HDFK RWKHU WKHQ LW LV H[SHFWHG

WKDW LQHIIHFWLYH EHKDYLRU RU LQDFWLRQ ZLOO UHVXOW

7KH VWXG RI ) $ . 5DMD $EGXO *KDIRRU

.KDQ 0XKDPPDG $VODP .KDQ

VKRZHG WKDW HPSOR HHV DUH WKH NH HOHPHQWV

of the �rms and their success and failure
EDVHG RQ WKHLU SHUIRUPDQFH LI WKHUH LV D SURSHU

SODQQLQJ IRU PDNLQJ WKH WUDLQLQJ SURFHGXUHV
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WKHQ LW ZLOO EH IUXLWIXO IRU ERWK HPSOR HHV DQG

RUJDQL]DWLRQ

)DF RUVDIIHF JSHUIRUPD FHRIHPSOR HHV

-RE PRWL DWLRQ

0RWLYDWLRQ LV DQ LPSRUWDQW IXQFWLRQ WR

HQFRXUDJH WKH WDOHQW ZRUNHUV SHUIRUPLQJ

EHWWHU DQG GRLQJ H[WUD IRU RUJDQL]DWLRQ LV RQH

RI WKH PRVW WKDW RUJDQL]DWLRQV QHHG WR IRFXV

RQ LQ RUGHU WR JDLQ VXFFHVV DQG FRPSHWLWLYH

DGYDQWDJH $O 5IRX 7UDZQHK %DUWRO

0DUWLQ FRQVLGHUV WKDW PRWLYDWLRQ LV

an internal drive to satisfy the unsatis�ed need
DQG WR DFKLHYH WKH FHUWDLQ JRDOV ,W LV DOVR D

SURFHGXUH WKDW EHJLQV WKURXJK SK VLRORJLFDO

RU SV FKRORJLFDO QHHG WKDW VWLPXODWHV

SHUIRUPDQFH VHW E DQ REMHFWLYH *HWWLQJ WKH

HPSOR HHV WR UHDFK WKH IXOO SRWHQWLDO DW ZRUN

XQGHU VWUHVVIXO FRQGLWLRQV LV D WRXJK FKDOOHQJH

EXW WKLV FDQ EH DFKLHYHG E PRWLYDWLQJ WKHP

REUH $FFRUGLQJ WR /LQGQHU

job motivation are in uenced by some main
IROORZLQJ IDFWRUV LQFOXGLQJ MRE VHFXULW

VXSSRUWLYH LQVSLUDWLRQ HPSOR HH OR DOW

LQWHUHVWLQJ ZRUN JRRG ZDJHV SURPRWLRQV DQG

JURZWK UHFRJQLWLRQ

/HDGHUVKLS

/HDGHUVKLS LV D SURFHVV E ZKLFK D SHUVRQ

in uences others to accomplish an objective
DQG GLUHFWV WKH RUJDQL]DWLRQ LQ D ZD WKDW PDNH

LW PRUH FRKHVLYH DQG FRKHUHQW -DLQ

6FKHLQ PHQWLRQHG WKDW /HDGHUVKLS DV

D GLVWULEXWHG IXQFWLRQ LV JDLQLQJ JURXQG ZKLFK

OHDG WR WKH SRVVLELOLW WKDW DQ RQH IDFLOLWDWHV

SURJUHVV WRZDUG VRPH GHVLUHG RXWFRPHV LV

GLVSOD LQJ OHDGHUVKLS /HDGHUVKLS LV LQYROYHG

ZLWK WKH FRQVWUXFWLRQ RI D SXEOLF VHOI ZKLFK

LQFOXGHV D SXEOLF IDFH 7KH H[SRVXUH RI WKDW

IDFH WR D JURXS RI SHRSOH LV D IRUP RQ DQ

H[KLELWLRQ 7KLV SXEOLF H[KLELWLRQ PRYHV

LQWR SHUIRUPDQFH ZKHQ LW LV HPSOR HG DV D

PHDQ WR SHUVXDGH RWKHUV RI WKH YDOXH RI WKH

EHOLHI DQG RU GLUHFWHG WRZDUG VRPH NLQG RI

JRDO (QJOLVK /HDGHUVKLS LPSDFWV RQ

HPSOR HHV SHUIRUPDQFH WKURXJK FRDFKLQJ

HPSRZHUPHQW IHHGEDFN ZKLFK PDNH SHRSOH

UHFRJQL]H WKHLU SRWHQWLDO :KLWPRUH

LQYROYHG LQ EURDGHU VHW RI GXWLHV 3DUNHU

OHVV LQHIIHFWLYH EHKDYLRXUV

2UJDQL DWLRQDO F OW UH

7KH RUJDQL]DWLRQDO FXOWXUH IRUPV D

signi�cant determinant of human behavior
RI RUJDQL]DWLRQ ,WV FRQQHFWV WKH REMHFWLYH

DVSHFW RI RUJDQL]DWLRQ VXFK DV WHFKQRORJ

OHDGHUVKLS HWF ZLWK WKH PRWLYDWLRQ DQG

WUXVWLQJ GLVWUXVWLQJ VWUHVVIXO RU KLJKO

VWUHVVIXO ZLYHGL &XOWXUH LV WKH

VRFLDO JOXH WKDW KHOSV KROG WKH RUJDQL]DWLRQ

WRJHWKHU E SURYLGLQJ DSSURSULDWH VWDQGDUGV

IRU ZKDW HPSOR HHV VKRXOG VD DQG GR 7KXV

FXOWXUH VHUYHV DV D VHQVH PDNLQJ DQG FRQWURO

PHFKDQLVP WKDW JXLGHV DQG VKDSHV WKH DWWLWXGHV

DQG EHKDYLRU RI RUJDQL]DWLRQ PHPEHUV

2UJDQL DWLRQDO VWU FW UH

Organizational structure can be de�ned as
WKH DUUDQJHPHQW DQG LQWHUUHODWLRQVKLS RI WKH

FRPSRQHQW SDUWV DQG SRVLWLRQV RI D FRPSDQ

$Q RUJDQL]DWLRQ V VWUXFWXUH PHDQV WKH SDWWHUQ

RU QHWZRUN RI UHODWLRQVKLS EHWZHHQ WKH

YDULRXV SRVLWLRQV DQG WKH SRVLWLRQ KROGHUV $Q

organization’s structure speci�ed its divisions
DQG ZRUN DFWLYLWLHV DQG VKRZ KRZ GLIIHUHQW

IXQFWLRQV RU DFWLYLWLHV DUH OLQNHG 7R VRPH

H[WHQG LW DOVR VKRZV WKH OHYHORI VSHFLDOL]DWLRQ

,W DOVR LQGLFDWHV WKH RUJDQL]DWLRQ KLHUDUFK

DQG DXWKRULW V VWUXFWXUH DQG VKRZV WKH

UHSRUW UHODWLRQVKLS )OH[LEOH RUJDQL]DWLRQDO

VWUXFWXUH PLJKW UHVXOW LQ EHWWHU SHUIRUPDQFH RI

HPSOR HHV ZLYHGL

2.2.5. Training
7UDLQLQJ KDV GLVWLQFW UROH LQ DFKLHYHPHQW RI

RUJDQL]DWLRQDO JRDOV 7UDLQLQJ LV WKH LPSRUWDQW

IDFWRU LQ WKH EXVLQHVV ZRUOG EHFDXVH WUDLQLQJ
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increases the ef�ciency and effectiveness of
ERWK HPSOR HHV DQG RUJDQL]DWLRQ ) $ .

5DMD $EGXO *KDIRRU .KDQ 0XKDPPDG

$VODP .KDQ (IIHFWLYH WUDLQLQJ DQG

GHYHORSPHQW SURJUDPV DLP WR LPSURYH WKH

HPSOR HH V SHUIRUPDQFH 7UDLQLQJ SUHIHUV

WR EULGJH WKH JDS EHWZHHQ WKH FXUUHQW

SHUIRUPDQFH DQG WKH VWDQGDUG GHVLUHG

SHUIRUPDQFH 7UDLQLQJ FRXOG EH JLYHQ WKURXJK

GLIIHUHQW PHWKRGV VXFK DV RQ WKH FRDFKLQJ DQG

PHQWRULQJ SHHU FRRSHUDWLRQ DQG SDUWLFLSDWLRQ

E WKH VXERUGLQDWHV 7KLV WHDPZRUN HQDEOH

HPSOR HHV WR DFWLYHO SDUWLFLSDWH RQ WKH MRE

DQG SURGXFHV EHWWHU SHUIRUPDQFH KHQFH

LPSURYLQJ RUJDQL]DWLRQDO SHUIRUPDQFH

(OQDJD ,PUDQ

7UDLQLQJ QRW RQO GHYHORSV FDSDELOLWLHV RI

HPSOR HH EXW VKDUSHQ WKHLU WKLQNLQJ DELOLW

DQG FUHDWLYLW LQ RUGHU WR WDNH EHWWHU GHFLVLRQ

LQ WLPH DQG LQ PRUH SURGXFWLYH PDQQHU

0RUHRYHU LW DOVR HQDEOHV HPSOR HHV WR GHDO

ZLWK WKH FXVWRPHUV LQ DQ HIIHFWLYH ZD DQG

UHVSRQG WR FXVWRPHU V FRPSODLQWV WLPHO

+ROOHQEHFN +DOO

HFKQRORJ

6HUYLFH PDQDJHUV DOVR PXVW UHFRJQL]H WKDW WKH

GHFLVLRQ WR DGRSW WHFKQRORJ LV RIWHQ GULYHQ E

WKH QHHG QRW RQO WR LQFUHDVH WKH SURGXFWLYLW

EXW DOVR WR LPSURYH H[LVWLQJ SHUIRUPDQFH RI

WKHLU RUJDQL]DWLRQ 2IWHQ KRZHYHU ZLWK WKH

SURSHU WHFKQRORJ ERWK SHUIRUPDQFH DQG

SURGXFWLYLW FDQ EH LPSURYHG FUHDWLQJ D ZLQ

win situation for the �rm. Muhammad Imran
(2014) �gured out that the technological
advancement has signi�cant impact on
HPSOR HH SHUIRUPDQFH

0HWKRGRORJ

R FHS DO )UDPH RUN

%DVHG RQ WKH SUHYLRXV VWXG DQG WKH

FKDUDFWHULVWLFV RI IURQW OLQH MREV LQ EDQNLQJ

WKH VWXG GHYHORSV WKH IUDPHZRUN WKDW

FRQFHSWXDOL]HV WKH FULWLFDO IDFWRUV DIIHFWLQJ

WKH SHUIRUPDQFH RI FXVWRPHU VHUYLFH VWDIIV DV

the following �gure:

)LJXUH RQFHSWXDO0RGHO

$V PHQWLRQHG DERYH WKH SHUIRUPDQFH RI

HPSOR HHV LV SURSRVHG WR EH GHSHQGHQW RQ

IDFWRUV LQFOXGLQJ MRE PRWLYDWLRQ OHDGHUVKLS

RUJDQL]DWLRQDO FXOWXUH RUJDQL]DWLRQDO

VWUXFWXUH WUDLQLQJ WHFKQRORJ 7KH K SRWKHVHV

DUH JLYHQ DV IROORZV

+ 7KH MRE PRWL DWLRQ KDV SRVLWL H LPSDFW WR

WKH HIIHFWL H HPSOR HH SHUIRUPDQFH

KH OHDGHUVKLS KDV SRVLWL H LPSDFW WR WKH

HIIHFWL H HPSOR HH SHUIRUPDQFH

KH RUJDQL DWLRQDO F OW UH KDV SRVLWL H

LPSDFW WR WKH HIIHFWL H HPSOR HH SHUIRUPDQFH

KH RUJDQL DWLRQDO VWU FW UH KDV SRVLWL H

LPSDFW WR WKH HIIHFWL H HPSOR HH SHUIRUPDQFH

H5: The training has positive impact to the
HIIHFWL H HPSOR HH SHUIRUPDQFH

KH WHFKQRORJ KDV SRVLWL H LPSDFW WR

HIIHFWL H HPSOR HH SHUIRUPDQFH

RPS O J KH T HV R D UH D G VDPSO J

VHOHF R

7R FDUU RXW WKH PHDVXUHPHQWV RI WKH LPSDFW

RI IDFWRUV RQ HPSOR HHV SHUIRUPDQFH WKLV

VWXG GHYHORS D GDWD FROOHFWLRQ TXHVWLRQQDLUH

EDVHG RQ WKH DERYH OLWHUDWXUH UHYLHZ DQG

FRQFHSWXDO PRGHO 4XHVWLRQQDLUH LV SUHVHQWHG
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LQ 9LHWQDPHVH DQG FRPSRVHG RI IROORZLQJ

VHFWLRQV

6HFWLRQ -RE 0RWLYDWLRQ )URP 4XHVWLRQ

WR 4XHVWLRQ

6HFWLRQ /HDGHUVKLS )URP 4XHVWLRQ WR

4XHVWLRQ

6HFWLRQ 2UJDQL]DWLRQDO FXOWXUH 4XHVWLRQ

WR 4XHVWLRQ

6HFWLRQ 2UJDQL]DWLRQDO VWUXFWXUH 4XHVWLRQ

WR 4XHVWLRQ

Section 5 7UDLQLQJ 4XHVWLRQ WR 4XHVWLRQ

6HFWLRQ 7HFKQRORJ 4XHVWLRQ WR

4XHVWLRQ

SRLQWV /LNHUW VFDOH DUH XVHG LQ GHWDLO

of agreement level: 1- Totally disagree; 2-
Disagree; 3 - Normal/Neutral; 4 - Agree; 5
7RWDOO DJUHH 7KLV /LNHUW DOVR LV XVHG PRVW

SRSXODUO LQ PDQ UHVHDUFKHV EHFDXVH WKH

VXUYH RUV FDQ JHW WKH LGHDV RI UHVHDUFKHUV

PRUH TXLFNO DQG DFFXUDWHO WR DQVZHU

7KH PHDVXUHV RI SHUIRUPDQFH DUH .3,V ZKLFK

LQFOXGLQJ LQGLFDWRUV ZKLFK DUH SURGXFWLYLW

TXDOLW 6/$ VFRUH PLVWDNH NQRZOHGJH DQG

VNLOOV

7KH TXHVWLRQQDLUH WKHQ ZDV GHOLYHUHG WR

SLORW VDPSOH RI VXUYH RUV WR H[DPLQH

WKH XQGHUVWDQGLQJ DERXW WKH TXHVWLRQV 7KH

TXHVWLRQV DUH HYDOXDWHG FOHDU FRQWHQWV WR JLYH

RXW WKH DQVZHUV ,Q RUGHU WR LQYHVWLJDWH WKH

LPSDFWV RI IDFWRUV WKLV UHVHDUFK DLPHG DW

FXVWRPHU VHUYLFH VWDIIV IURP UHJLRQV

)LQGLQJ

KDUDF HU V FV RI UHVSR GH V

7KH 7DEOH VKRZV WKDW DOPRVW UHVSRQGHQWV

DUH IHPDOH ZLWK 7KLV DOVR LV W SLFDO

FKDUDFWHULVWLF RI FXVWRPHU VHUYLFH VWDIIV LQ

EDQNLQJ EHFDXVH WKH IURQWOLQH VHUYHV FXVWRPHUV

at branch counters daily. The �rst priority of
FXVWRPHU VHUYLFH VWDIIV LV WR SURYLGH WKH EHVW

VHUYLFH TXDOLW IRU FXVWRPHU VR WKLV MRE LV WKH

PRUH VXLWDEOH WR IHPDOH

7KH ZRUNLQJ H[SHULHQFH LQ 93%DQN DQG

UHVSRQGHQW V DJH KDV VWURQJ FRUUHODWLRQ

VXUYH HG SHRSOH KDYH PRUH WKDQ

H[SHULHQFH HDUV LQ 93%DQN 7KH JR WKURXJK

WKH SHULRG RI WKH ELJJHVW WUDQVIRUP RI93%DQN

so their answers re ect the exact current stage
RI HPSOR HH SHUIRUPDQFH DQ WKHLU H[SHFWDWLRQ

DV ZHOO

%RWK FXVWRPHU VHUYLFH VWDIIV DQG FXVWRPHU

VHUYLFH PDQDJHUV DUH XQGHU KDOI HDUO

performance evaluation; therefore, they
XQGHUVWDQG FOHDUO DOO WKH IDFWRUV LPSDFW WR

WKHLU SHUIRUPDQFH DQG DUH

UHVSRQGHQW UDWH IRU&65DQG&60UHVSHFWLYHO

7DEOH 'H FULSWLRQ RI DPSOH

ULWHULD
1R RI

UH SRQ H

RI

UH SRQ H

YDOLG

UH SRQ H

*HQGHU

0DOH

)HPDOH

7RWDO

JH

<= 30
>30 - <= 40
>40 - <= 50

7RWDO

:RUN H SHULHQFH

<= 1 year
>1 - <= 3 years
>3 - <= 5 years

HDUV

7RWDO

-RE WLWOH

&65

&RQWUROOHU

&60

7RWDO



5 6 5 21 2120 1 17 5 7 21

( 7( 1 / ( 2120 6 (9 (1R

4.2. Exploratory Factor Analysis
)DFWRUV DQDO VLV DVVXPHV WKDW WKH REVHUYHG

YDULDEOHV DUH OLQHDU FRPELQDWLRQV RI VRPH

XQGHUO LQJ K SRWKHWLFDO RU XQREVHUYDEOH

IDFWRUV 6RPH RI WKHVH IDFWRUV DUH DVVXPHG WR

EH FRPPRQ WR WZR RU PRUH YDULDEOHV DQG VRPH

DUH DVVXPHG WR EH XQLTXH WR HDFK YDULDEOH

7KH XQLTXH IDFWRUV DUH WKH DVVXPHG WR EH

RUWKRJRQDO WR HDFK RWKHU +HQFH WKH XQLTXH

IDFWRUV GR QRW FRQWULEXWH WR WKH FRYDULDWLRQ

EHWZHHQ YDULDEOHV 7KH OLQHDU V VWHPV LQ IDFWRU

DQDO VLV DUH VXFK WKDW WKH XVHU FDQ LGHQWLI WKH

UHVXOWLQJ FRQYDULDQFH VWUXFWXUH ZLWKRXW HUURU

LI WKH XQGHUO LQJ IDFWRU ORDGLQJV DUH NQRZQ

([SORUDWRU )DFWRU $QDO VLV ()$ ZDV XVHG

WR VHOHFW WKH SURSHU YDULDEOHV IRU IUDPHZRUN

WHVWLQJ )LUVWO WKH .02 .DLVHU 0H HU

2ONLQ WHVWLQJ LV XVHG WR WHOO RQH ZKHWKHU RU

QRW HQRXJK LWHPV DUH SUHGLFWHG E HDFK IDFWRU

7KH .02 PHDVXUH VKRXOG EH JUHDWHU WKD

DQG LV LQDGHTXDWH LI OHVV WKDQ

,Q RUGHU WR GHWHUPLQH WKH QXPEHU RI YDULDEOHV

ZKLFK LV WKH EHVW WR H[SODLQ IUDPHZRUN WKH

WRWDO YDULDQFH H[SODLQHG IRU LQGHSHQGHQW

YDULDEOHV KDYH EHHQ UXQ IRU WLPHV DQG WKH

UHVXOW RI WKH WKLUG DUH SUHVHQWHG LQ 7DEOH

7DEOH .02 DQG %DUWOHWW 7H W IRU

LQGHSHQGHQW YDULDEOH WKH UG WLPH

.DLVHU 0H HU 2ONLQ 0HDVXUH RI

6DPSOLQJ$GHTXDF

%DUWOHWW V 7HVW RI

6SKHULFLW

$SSUR[

&KL 6TXDUH

I

6LJ

7KH .02 UHVXOWV DQ WKH %DUWOHWW V 7HVW

DUH JRRG IRU PRGHO WHVWLQJ

Table 3: Total Variance Explained for independent variables (the 3UG WLPH

&RP

SRQHQW

,QLWLDO (LJHQYDOXHV
([WUDFWLRQ 6XPV RI

6TXDUHG /RDGLQJV

5RWDWLRQ 6XPV RI 6TXDUHG

/RDGLQJV

7RWDO
RI

9DULDQFH

&XPXOD

WLYH
7RWDO

RI

9DULDQFH

&XPX

ODWLYH
7RWDO

RI

9DULDQFH

&XPXOD

WLYH

([WUDFWLRQ 0HWKRG 3ULQFLSDO &RPSRQHQW $QDO VLV
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7DEOH 5RWDWHG RPSRQHQW 0DWUL D IRU

LQGHSHQGHQW YDULDEOH 7KH UG WLPH

&RPSRQHQW

0RY

0RY

0RY

0RY

0RY

/HG

&XO

&XO

7UDLQ

7UDLQ

7UDLQ

7HFK

7HFK

7HFK

([WUDFWLRQ 0HWKRG 3ULQFLSDO &RPSRQHQW

$QDO VLV

5RWDWLRQ 0HWKRG 9DULPD[ ZLWK .DLVHU

1RUPDOL]DWLRQ

D 5RWDWLRQ FRQYHUJHG LQ LWHUDWLRQV

7DEOH 7KH JURXS RI LQGHSHQGHQW YDULDEOH DIWHU WH WLQJ IDFWRU DQDO L

*URXS RGH RQWHQW

-RE 0RWLYDWLRQ 0RY +LJK VHFXULW RI ZRUN PDNH WKH VWURQJHU MRE PRWLYDWLRQ

0RY 7KH VXSSRUWLYHQHVV LQ RUJDQL]DWLRQ PDNH WKH VWURQJHU MRE

PRWLYDWLRQ

0RY *RRG ZDJHV VDODULHV PDNH WKH VWURQJHU MRE PRWLYDWLRQ

0RY 3URPRWLRQ DQG JURZWK RSSRUWXQLWLHV LQ RUJDQL]DWLRQ PDNH

WKH VWURQJHU MRE PRWLYDWLRQ

0RY 5HFRJQLWLRQ PDNH WKH VWURQJHU MRE PRWLYDWLRQ

2 UJ D Q L ] D W L RQ D O

&XOWXUH

/HG 6WUDWHJ DQG YLVLRQ RI 0DQDJHUV FDQ KHOS DFKLHYH EHWWHU

HPSOR HH SHUIRUPDQFH

&XO 7KH FRUH YDOXHV RI RUJDQL]DWLRQ FDQ KHOS DFKLHYH EHWWHU

HPSOR HH SHUIRUPDQFH

&XO 7KH FRPPRQ QRUPV RI RUJDQL]DWLRQ FDQ KHOS DFKLHYH EHWWHU

HPSOR HHV SHUIRUPDQFH

7UDLQLQJ 7UDLQ 7KH KLJK TXDOLW RI WUDLQLQJ FRQWHQWV FDQ KHOS FXVWRPHU

service of�cers to deliver better performance
7UDLQ 7KH UHJXODU IUHTXHQF RI WUDLQLQJ FDQ KHOS FXVWRPHU VHUYLFH

of�cers to deliver better performance
7UDLQ The high quali�ed of trainers can help customer service

of�cers to deliver better performance
7HFKQRORJ 7HFK The good technology can help customer service of�cers to

GHOLYHU EHWWHU SHUIRUPDQFH

7HFK Customer service of�cer is provided enough knowledge
DQG VNLOO WR WDNH DGYDQWDJHV RI WHFKQRORJ

7HFK Customer service of�cers is supported timely when
WHFKQRORJ KDYH SUREOHPV
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7DEOH 7KH UH XOW RI UHOLDELOLW WH W URQEDFK OSKD

,WHP 7RWDO 6WDWL WLF

6FDOH 0HDQ LI

,WHP 'HOHWHG

Scale Variance if
,WHP 'HOHWHG

RUUHFWHG

,WHP 7RWDO

RUUHODWLRQ

URQEDFK

OSKD LI

,WHP 'HOHWHG

Cronbach’s Alpha = IRU -RE 0RWLYDWLRQ

0RY

0RY

0RY

0RY

0RY

Cronbach’s Alpha = IRU 2UJD D R DO O UH

/HG

&XO

&XO

Cronbach’s Alpha = IRU 7UD J

7UDLQ

7UDLQ

7UDLQ

Cronbach’s Alpha = IRU 7HFK RORJ

7HFK

7HFK

7HFK

Cronbach’s Alpha = IRU 3HUIRUPD FH

3HU

3HU

3HU

3HU

3HU

7KH 7DEOH SUHVHQWV WKDW DOO WKH UHPDLQLQJ

YDULDEOHV DIWHU WKH UG testing are satis�ed to run
IXUWKHU DQDO VLV EHFDXVH WKH JUHDWHVW YDOXHV DUH

greater than 0.5 and λs greater than 0.3. Besides,
DV WKH 7DEOH WKLV JURXS RI YDULDEOHV DUH

satis�ed for this framework. The variable Led 4
KDYH WKH VLPLODU FKDUDFWHULVWLF ZLWK WKH YDULDEOH

&XO DQG &XO 6R WKH YDULDEOH /HG ZDV

PHUJHG LQWR 2UJDQL]DWLRQDO &XOWXUH

7KH UHPDLQLQJ LQGHSHQGHQW YDULDEOHV EHORQJ

WR JURXSV DV EHORZ 7DEOH

5HOLDELOLW QDO L

&URQEDFK V DOSKD a RI DOO PHDVXUHV DUH JUHDWHU
WKDQ ZKLFK LV FORVH WR RQH DQG &RUUHFWHG

,WHP 7RWDO &RUUHODWLRQ LV JUHDWHU WKDQ

ZKLFK PHDQV WKDW DOO DUH UHOLDEOH )LHOG
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5HJUH LRQ DQDO L

%DVHG RQ ()$ WKH IUDPHZRUN KDG EHHQ

DGMXVWHG DV IROORZV

+ 7KH -RE0RWLYDWLRQ KDV SRVLWLYH LPSDFW WR

HIIHFWLYH HPSOR HH SHUIRUPDQFH

+ 7KH /HDGHUVKLS DQG 2UJDQL]DWLRQDO

&XOWXUH KDV SRVLWLYH LPSDFW WR HIIHFWLYH

HPSOR HH SHUIRUPDQFH

+ 7KH 7UDLQLQJ KDV SRVLWLYH LPSDFW WR

HIIHFWLYH HPSOR HH SHUIRUPDQFH

+ 7KH 7HFKQRORJ KDV SRVLWLYH LPSDFW WR

HIIHFWLYH HPSOR HH SHUIRUPDQFH

5HJUHVVLRQ $QDO VLV WR KDYH VRPH IROORZLQJ UHVXOWV

7DEOH 0RGHO 6XPPDU E IRU 5HJUH LRQ

0RGHO 5
5

6TXDUH

$GMXVWHG

5 6TXDUH

6WG (UURU

RI WKH

(VWLPDWH

&KDQJH 6WDWLVWLFV

5 6TXDUH

&KDQJH

)

&KDQJH
GI GI

6LJ )

&KDQJH

D

D 3UHGLFWRUV &RQVWDQW 7HFK) 0RY) /HGDQG&XO 7UDLQ)

E HSHQGHQW 9DULDEOH 3HU

Table 8:ANOVA(b) for Regression analysis

0RGHO
6XP RI

6TXDUHV
GI

0HDQ

6TXDUH
) 6LJ

5HJUHVVLRQ D

5HVLGXDO

7RWDO

D 3UHGLFWRUV &RQVWDQW 7HFK) 0RY) /HGDQG&XO 7UDLQ)

E HSHQGHQW 9DULDEOH 3HU

)LJXUH 7KH DGMX WHG IUDPHZRUN
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7KH 7DEOH VKRZV VRPH PDLQ LQGLFDWRUV RI

WKLV PRGHO 7KH 5 YDOXH LV JUHDWHU WKDQ

DQG 5 6TXDUH LV ZKLFK PHDQV WKDW

WKH LQGHSHQGHQW YDULDEOHV H[SODLQ WKH

GHSHQGHQW YDULDEOH 0RUHRYHU WKH 6LJ ) FKDQJH

LV VR WKH YDULDEOHV LQ WKLV PRGHO LV

signi�cant difference to explain the framework.

7KH 7DEOH VKRZ WKH 6LJ YDOXH LV D

< 0.05, it means the variables are signi�cant
GLIIHUHQFH WR H[SODLQ WKH GHSHQGHQW YDULDEOH

)XUWKHUPRUH WKLV UHVXOW DOVR VKRZV WKH

FROOHFWHG GDWD KDV PHDQLQJ LQ KRPRJHQHRXV

VWDWLVWLF DQG VXLWDEOHZLWK WKLV UHVHDUFKPHWKRG

7KH UHJUHVVLRQ UHVXOWV VKRZ WKDW WKHUH DUH

HQRXJK HYLGHQFH WR FRQFOXGH DERXW WKH

SRVLWLYH UHODWLRQVKLS EHWZHHQ HPSOR HH V

SHUIRUPDQFH DQG MRE PRWLYDWLRQ WUDLQLQJ DQG

technology (the value of t-test is signi�cant
at 95% con�dence level respectively - .005,

7KH SRVLWLYH EHWD YDOXHV

PHDQV WKDW WKHUH DUH SRVLWLYH UHODWLRQVKLS

EHWZHHQ GHSHQGHQW YDULDEOH DQG LQGHSHQGHQW

YDULDEOHV

'L FX LRQ DQG RQFOX LRQ

Regarding to our study aim, it was con�rmed
WKDW WKH DGMXVWHG IUDPHZRUN WR H[SORUH FULWLFDO

IDFWRUV DIIHFWLQJ WKH SHUIRUPDQFH RI HPSOR HHV

LV DSSURSULDWH 7KH LQYHVWLJDWLRQ SUHVHQWV WKH

SRVLWLYH UHODWLRQVKLS EHWZHHQ SHUIRUPDQFH RI

FXVWRPHU VHUYLFH VWDIIV DQG MRE PRWLYDWLRQ

FXOWXUH WUDLQLQJ DQG WHFKQRORJ 7KH UHVXOWV

re ects the previous studies including Boyatzi
) $ . 5DMD $EGXO *KDIRRU .KDQ

0XKDPPDG $VODP .KDQ 0XKDPPDG

,PUDQ +ROOHQEHFN +DOO

ZLYHGL REUH /LQGQHU

7KH UHODWLRQVKLSV EHWZHHQ OHDGHUVKLS DQG

RUJDQL]DWLRQDO VWUXFWXUH DQG SHUIRUPDQFH RI

customer service employees are not signi�cant
LQ WKLV VWXG ,W PLJKW EH UHDVRQ WKDW WKH

FXVWRPHU VHUYLFH VWDIIV IURQW OLQH VWDIIV DUH

WKRVH ZKR GR QRW IHHO GLUHFWO EHLQJ DIIHFWHG

E OHDGHUVKLS DQG RUJDQL]DWLRQDO VWUXFWXUH

Therefore, the data collected do not re ect
WKHVH UHODWLRQVKLSV

7KH UHVXOWV VXJJHVW WKDW WKH EDQN VKRXOG

FRQVLGHU PRUH DERXW WKH MRE PRWLYDWLRQV

LQFOXGLQJ KLJK VHFXULW VXSSRUWLYHQHVV

VDODULHV SURPRWLRQ DQG UHJRJQLWLRQ 6WUDWHJ

DQGYLVLRQRIPDQDJHU FRUHYDOXHVDQGFRPPRQ

QRUPV FDQ KHOS DFKLHYLQJ EHWWHU SHUIRUPDQFH

RI FXVWRPHU VHUYLFH VWDIIV SHUIRUPDQFH 7KH

EDQN VKRXOG UHPDLQ WUDLQLQJ IUHTXHQWO DQG

Table 9: Coef�cients(a) for Regression analysis

0RGHO
8QVWDQGDUGL]HG

Coef�cients
6WDQGDUGL]HG

Coef�cients W 6LJ

% 6WG (UURU %HWD

&RQVWDQW

0RY)

/HGDQG&XO

7UDLQ)

7HFK)

D HSHQGHQW 9DULDEOH 3HU
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emphasis on quali�cation of trainers as well
DV FRQWHQWV RI WUDLQLQJ ZKLFK KHOS FXVWRPHU

VHUYLFH VWDIIV GHOLYHULQJ EHWWHU SHUIRUPDQFH

7HFKQRORJLFDODGYDQFH DVZHOODV WHFKQRORJLFDO

VXSSRUWV SOD DQ LPSRUWDQW UROH LQ LPSURYLQJ

WKH SHUIRUPDQFH RI FXVWRPHU VHUYLFH VWDIIV

)XUWKHUPRUH WKH NQRZOHGJH DQG VNLOOV RI

XVLQJ WHFKQRORJ DOVR DIIHFW WKH SHUIRUPDQFH

RI VWDIIV

7KH OLPLWDWLRQRI WKHVWXG LV WKDW WKH IUDPHZRUN

KDG EHHQ LQYHVWLJDWHG EDVLQJ RQ GDWD FROOHFWHG

IURP FXVWRPHU VHUYLFH VWDIIV RI 93%DQN 7KLV

PLJKW EH EHWWHU LI WKH IUDPHZRUN DUH WHVWHG LQ

WKH EURDGHU GDWD FRPPXQLW q
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