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ABSTRACT

This paper is investigating the influence of employees’ empowerment and job
satisfaction on their intention to stay using a sample from a Bank in Lagos, Nigeria.
Employees’ feeling of empowerment and their job satisfaction were measured using

5-items each. Intention to stay was measured using 4-items.

Empowered employees are expected to less likely to quit and also expected to have
higher job satisfaction. Consequently, we believe that increased job satisfaction is the

reason that empowered employees may not quit their jobs.

Our outcomes show a positively significant relationship that exists between
employee’s empowerment and job satisfaction also employee empowerment has a
positive association with intention to stay, intention to stay is explained by job
satisfaction and job satisfaction act as a mediator between employee empowerment

and intention to stay.

Keywords: employees’ empowerment and job satisfaction on intention to stay.



Oz

Bu calismanin amaci calisanlarin  giiglendirilmesinin ve is tatminlerinin isten
ayrilmama niyeti lizerindeki etkisini incelemektir. Calismada Lagos state, Nijerya
faaliyet gosteren bir devlet bankasi ¢alisanlarindan ver toplanmistir. Calisanlarin
guclendirilen dair algilar1 ve is tatmin diizeyleri beser sorudan olusan olgeklerle
olgiilmiistiir. Islen ayrilmama niyeti ise dort soruluk bir dlgek ile belirlenmistir.
Gliclendirilen calisanlarin isten ayrilma niyetinin daha diisiik olmas1 beklenmektedir.
Gliclendirilen calisanlarin ayn1 zamanda is tatminleri de yiiksek olacaktir. Bununla
baglantili olarak gii¢clendirilme is tatmini artirdigi ig¢in giclendirilme calisanlarin
ayrilma niyeti azalmakta olduguna inaniyoruz. Caligmanin sonuglari calisanlarin
giiclendirilmesi ile is tatmini arasinda pozitif bir iliski oldugunu teyit etmekte,
calisanlarin giiglendirilmesi ile isten ayrilmama niyeti arasinda da bir pozitif iliski ve
isten ayrilma ile is tatmini arasinda da bir pozitif iliski oldugunu gostermektedir. Is
tatmini bir araci degisken olarak calisanlarin guclendirilme ve calisanlarin isten

ayrilmama niyetini etkilemektedir.

Anahtar Kelimeler: niyetini ¢alisanlarin, giiclendirme ve is tatmini kalmak.
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Chapter 1

INTRODUCTION

1.1 Background of the Study

Employee empowerment (EE), Job satisfaction (JS) and Intention to stay (ITS) has
examined for years although there has been an improved drive in this segment of
research due to the growing competition around the world. Job satisfaction has the
most studied yet the least understood concept in organizations today, although
analyzed scientifically since 1960s (Howard and Sheth, 1969) which result to various
methods and concepts. The managerial focal point was not deemed a significant part
until the 1990s (Oliver, 1997). There is increase interest in JS in the financial sector
due to rise in competition and current technological change. JS has been a matter of
importance to management in all sectors and decline in job satisfaction may result in
increase in absenteeism (Porter and Steers, 1973, Scott and Taylor, 1985) which also
leads towards increased turnover (Atchinson and Lefferts, 1975; Korp, Nickson and
Jack 1973; Locke, 1976; Rust, Stewart, Miller and Pielack 1996; Tett and Meyer,
1993). Employee empowerment remains a management technique used generally in
corporations as a way of handling essential innovative global business (Barry, 1993:
Johnson, 1993; Foy, 1994) and for intentions forecast are been made by researchers
through past researches and its motive. This present study research will review past

research on the relationship between EE, JS and ITS.
1.2 Statement Problem of the Study

Due to limited awareness among managers about their supervisory and
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administrative duties, that include concerns towards other employees in addition to
their tasks and lack of awareness of such relationship may have negative impact of
on intention to stay using organizational approach of job satisfaction and employees

empowerment.

Sometimes, they don't consider their subordinates’ feelings and views which
eventually affect the organization. Therefore, competition of organizations
creativities do not result in positive outcomes due to lack of empowerment and

satisfaction which could contribute to the objectives and goals of the organization.
1.3 Research Significance

Job satisfaction, intention to stay and employee empowerment have been subjected
to research in different industry. However in Nigeria banking sector there is lack of
studies involving EE, JS, and ITS, due to the development in financial sector this call
for concern. The objectives of this study are:

e The study will examine at if employee empowerment has effect on job
satisfaction (i.e. if empowering employees in anyway makes the employees
fulfilled and satisfied with their various work).

e The study will focus on employee attitudes and their intentions that is as to
why they want to stay or leave the organization and if empowering them and
also having satisfaction in their various job is going to increase their rate of
intention to stay.

1.4 Scope and Purpose of the Study
The main aim of this work is to investigate and determine possible outcomes of JS,

EE and ITS that is how employee's empowerment influences intention to stay of the

employee and if job satisfaction act has a mediator between the two variables also



this research work will be able to add more to literatures and offer direction to

managers.
1.5 Framework of the Study

This study is made up of chapter one to chapter five with the study outline as:

e Chapter one as to do with the introduction of the study as a whole through;
the background of the study, statement problem, scope and purpose of the
study and significance of research.

e The literature review and theories can be found in chapter two. In this chapter
the variables which is been use in this study is explained in details using past
researches, also the roles, importance and theories based on these variables
are examined in this chapter.

e Chapter three explains the theoretical model which Bagozzi’s attitude model
was use. This chapter also includes hypothesis development, methods used in
and also identification of instruments used.

e The fourth chapter has to do with the analysis of result and explanation of the
data gotten from the questionnaire distributed to the employees of Guaranty
Trust Bank in Nigeria, Lagos State.

e The last chapter which is chapter five talks about recommendation for the

findings and conclusion.



Chapter 2

LITERATURE REVIEW

2.1 Introduction

Employee empowerment, job satisfaction and intention to stay are gaining
considerable attention. These variables play a big role in management literature with
an increasing number of studies conducted in the recent decade. Many discussions of
employee intentions to stay are related to human resource management practices and
policies in organizations. EE might be addressed as a management technique used
throughout organizations as a way to deal with the requirements of global business
across all sectors, also JS is one of the most researched areas in organizational
behavior literature (Barry, 1993; Foy, 1994; Johnson, 1993; Snipes Oswald, LaTour
and Armenakis 2005). Job satisfaction can be defined as “a pleasurable positive
emotional state, rising from the evaluation of one’s job experience” (Locke, 1976).
Cranny, Smith, and Stone (1992) anticipated over 5,000 papers of job satisfaction

must have been printed.
2.2 Employee Empowerment

Although empowerment has been broadly carried out in the corporate environment
for some time, scholars have only recently begun to talk about its nature and its
importance (Lee and Koh, 2001; Spreitzer, 1996). According to Carless (2004) and
Haas (2010) empowerment entails giving employees the independence on choices
and how they get on with their daily activities. The concept of empowerment results
from industrial democracy, isolation, job enrichment and participative management

4



(Spreitzer et al., 1999, Eccles, 1993) which became popular (Bartunek and Spreitzer,

2006).

The word empowerment can be defined in numerous ways. Lee and Koh (2001)
stated that there are two views in the empowerment literature:
e The view “behavior of supervisor” that empower employees

e The “psychological state of a subordinate” view.

Scholars who agreed on “behavior of supervisor” view says empowerment is the
allocation of authority (Kanter, 1979), participative management (Lawler, 1988), and
also job enrichment (Hackman and Oldham, 1980). Scholars who adopt
“psychological state of a subordinate” belief also called psychological empowerment
says it is awareness of empowerment (Barnes, 2006) and therefore “a process of
improving feelings of self-efficacy amongst organizational members through the
identification of conditions that raise incapacity and through their exclusion by
formal and informal procedures of offering useful information” (Conger and

Kanungo, 1988).

Empowerment brings about spread out of power by including workers in decision
making (Carless, 2004). It takes into consideration employees’ contribution to
creativity (Wilkinson, 1998) which leads to how decisions made by employees are
stimulated without checking with supervisors, (Michailova, 2002). Empowerment is
defined as an optional concept that managements undergo as to giving employees the
ability to make decision and freewill with their duties (Hsieh and Chao, 2004).
Empowerment also put emphasis on interactions among team captains, team
members (Lee and Koh, 2001) and their intuition of authority on how to handle their
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duties, activities, clients and colleagues (Carless, 2004).
2.2.1 The role of empowerment
According to Spreitzer (1995, p. 1444), in developing the theory of psychological
empowerment derived from the timeless study on job enrichment, Hackman and
Oldham (1980) define empowerment as “a concept established into four categories:
e Meaning, this indicates the benefit of a work objective or drive, base in
correspondent to one’s principles or standards.
e Competence as to do with “a person's confidence in their expertise to
complete activities.
e Self-determination involves individual’s logic having choices, instigating and
modifying actions.
e Impact is the level of effect employees have on strategic, administrative or

functional outcomes at work.

Specifically, empowerment is a multidimensional concept encompassing allotted

variance of these four categories (Spreitzer, 1995).

Spreitzer (1996) debate on psychological empowerment which encompass theory of
job enrichment in various ways. Assumptions have been made that employees will
probably have a say in their respective establishment. Empowerment remains a
thought which accompanies job traits in a work setting and at level of scrutiny by
individuals. Job enrichment has been combined and should be noted that some
researchers uses these elements to combine empowerment to team level (Seibert,
Silver and Randolph, 2004; Kirkman, Rosen and Tesluk, 2004). Spreitzer (1995)
study shows that empowerment can be anticipated through a person's self-esteem,

control and accessibility of reports. However, Foster-Fishman, Salem, Legler,
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Chibnall and Yapchai (1998) said that empowerment remains relative. It’s social
concept involving how an individual incorporates insight to a peculiar direction,
positive tactic to understanding life and social-political environment (Zimmerman
1995; Perkins and Zimmerman 1995, Rappaport 1995). It can also be perceived
otherwise throughout different beliefs (Fock, Hui, and Au, 2002; Robert, Probst,
Martocchio, Drasgow and Lawler, 2000) therefore achievement of managerial
practice through empowerment differs from a proper awareness cultural based
speculations, standards also principles presumed by those managed (Hofstede, 1993;
Wang, 2008; Robert et al 2000). Difference among these two may possibly be
important in countries with power distance on a high level in which subordinates
obediently takes orders from their superiors (Humborstad et al., 2008b; Hui, et al.,
2004). Outcomes of the few empowerment studies carried out in cultural setting with
high power distance have provided mixed results (Powpaka, 2008, Hui Au, and
Fock, 2004). Robert, et al, (2000) were unable to attain conclusive results. The
connection between empowerment and job satisfaction resulted in a negative
outcome in the Indian sample; however in a number of other countries with high
power distance the results were positive.

2.2.2 Empowerment and Intention to Stay

Empowerment indicates that employees with low levels position in organizations
occasionally recognize that a leaders' responsibility should be acting as an instructor
or guide so that crucial decisions making would be in all levels of organizations
(Robert et al., 2000). Reassuring employees to make swift decision by using their

findings (Lovelock, 1992; Humborstad et al., 2008b).

In short, empowerment application may possibly encourage frontline employees to

bring excellent service as an optional objective (Malhotra and Mukherjee, 1999;
7



Hancer and George, 2003). Turnover intention is the functional and measured
willingness to stay or quit an organization (Tett and Meyer, 1993). It can also be
defined as a mental and emotional reply to detailed organizational situation where
the behaviors varying from physical act of turnover (Kraut, 1975). Intention to stay
or leave, actual turnover and absenteeism has established significant theoretical and
realistic thoughts (Mowday et al., 1982; Chiu, Chien, Lin, and Hsiao 2005; Porter

and Steers, 1973).
2.3 Job Satisfaction

Job satisfaction study is concerned with two kinds of effect which are the effect of
establishments on people and the effect of people on establishments with emphasis
on JS and those who examine gender variances (Artz, 2010; Pallone et al., 1971;
Bender et al., 2005; Kaiser, 2007; Sousa-Poza and Sousa-Poza, 2003). To be put
simply, JS deals with individuals feeling about segments of the jobs and also the job
as a whole. Therefore, establishments should be concerned about job satisfaction.

e First, the humanitarian point of view talks about how individuals merit been
treated justly and respected. Job satisfaction may be considered as a replica of
getting a treat. It can also be considered as a pointer of sentimental feelings
(Haccoun and Jeanrie, 1995).

e Next, the utilitarian viewpoint said that job satisfaction could guide
employees’ actions which might lead towards disturbance of organizational

function.

Job satisfaction may be determined either by taking into account replies to many job
aspects or by replies to a one definite statement, even though using various facet

methods remains a better choice in the management and psychology literature. Rice



et al. (1991), Staples and Higgins (1998), and Wanous et al. (1997), shows that
single-item of job satisfaction methods produce outcomes regularly as combined
methods. Thus Highhouse and Becker (1993) believe that single-item methods could
be favored due to job satisfaction outline in addition to its essentials which is well-
thought-out by employees although not specified broadly. Thereby, job satisfaction
may be measured as a multidimensional concept (Poulin, 1995). It can also define an
individual's total emotional response to work and its related features (Cranny et al.,
1992).
2.3.1 Definitions of Job Satisfaction
Job satisfaction remains an objectively composite job-related variable. How can job
satisfaction be defined? Although job satisfaction has many definition, it is the
“overall approach of the workers created by their approach to the wages, working
environment, control, promotion connected with the job, social relations in the work,
appreciation of talent and some similar variables, personal behavior and group
relations different from the work life” (Blum and Naylor, 1986). There are general
selections of job satisfaction facets which are

e Satisfaction with pay

e Promotion

e Supervisor and

e Co-workers

These were certain vital instances amongst others selection of job satisfaction facets

discovered in literatures (Cranny et al., 1992).

Job satisfaction gives a whole positive feeling related to the job. If employees feel

fulfilled about their ideas within the job which gives positive feeling and in return
9



result to job satisfaction (McCormick and Tiffin, 1974). In the 1970s, Edwin Locke
(1976) brought about a highly effective explanation where he explains job
satisfaction to be ““a positive emotional state coming from the evaluation of one's job
or from job experiences”. Due to the appraisal of his empirical findings, he said the
seven work problems connected to job satisfaction and they are:

e Mentally stimulating job

e Personal interest in the specific job

e Work that is not too physically tiring

e Perceived equitable rewards

e Appropriate working conditions

e Employees’ self-esteem

e Management assistance (e.g. managing the work setting by minimizing

disagreement) and;

e Making sure that good pay and promotions are available.

Outcomes from some new researches gave other features in line to JS. Hackman and
Lawler (1971) research findings shows that when there is increase in all four
essential scopes (i.e. job variety, task identity, autonomy and feedback), employees
who desire better satisfaction needs through these dimension are liable to be satisfied
and motivated with their jobs unlike others whose four dimensions are not high.
Later research began observing job satisfaction elements like emotional tendencies,
attitudes, and the work environment.

2.3.2 Elements affecting job satisfaction

The elements are acknowledgment, responsibility, accomplishment of the job,

achievement, promotion and other aspects associated to work for individual
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development. Stimulating aspects in work setting leads to job satisfaction of
employees whereas the provocating aspect does not satisfy employees (Herzberg et
al., 1969). According to Maslow, presence of individual perception of satisfaction
can be link with upkeep of the needs and they are:

e Physical desires (drinking, resting, eating, sleeping, etc.)

e Security desires (health insurance, pension, etc.)

e Love desires (good relationship, friendship, to devote and be devoted)

o Self-esteem (self-assurance, acknowledgment, respect, prestige, etc.), and,;

o Self-actualization (abilities development etc.)

Changes individuals wishes for and preserve will have effect on satisfaction of their
jobs (Nash and Carroll, 1975). High job satisfaction levels stand noted in careers
believed to be of respectable stand in society. It’s been stated that participative
management, decision making power, freedom at work and the work environment
have constructive impact been satisfied with one's job.

2.3.3 Herzberg theory on relationship between Satisfaction and Dissatisfaction
The most substantial difference between these two factors has to do with the inbuilt
range of dissatisfaction or satisfaction within each other. Motivation probably
contains things which encourage action over a period; therefore motivators are those
that encourage satisfaction and long-running attitudes. He also said that motivators
instigate optimistic attitudes in jobs to satisfy the employees desire for self-
actualization (Maslow, 1954), which could be a person's ultimate purpose.
Occurrence motivators could possibly result to grand job satisfaction; while the
nonexistence of motivators does not mean dissatisfaction. Hygiene factors merely

causing passing act tolerate the possibility of causing great dissatisfaction even
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though their nonappearance doesn’t aggravate a satisfaction level that is high. In
what way does Herzberg establish non-bipolar relationship? According to House and
Wigdor, (1967) job satisfaction comprises of two different independent features.
These features are not on opposing ends of the variety but rather entail two different
and discrete scales. Herzberg (1968), when there is lack of job satisfaction this does
not result to dissatisfaction but rather there is lack of satisfaction also reverse job
dissatisfaction is not satisfaction, rather “no dissatisfaction”. For instance,
contemplating on hygiene factors and working circumstances. When air conditioner
in a working area stops functioning employees would really be dissatisfied but, when
air-conditioner functions throughout the day as expected employees won’t take note
to be thankful and satisfied.

2.3.4 Job Satisfaction theory according to Locke.

Locke's compound theory of job satisfaction brought about many other ideas which
were established through enquiries or studies of related topics such as employee
performance and goal settings. Some answer to Herzberg’s proposal about job
satisfaction is in segments therefore, Locke's disapproval of Herzberg would be
discussed. Locke's evaluation of Herzberg's two-factor theory may be captured about
Herzberg's thought as:

1. Job satisfaction and job dissatisfaction outcomes due to unusual grounds.

2. Two-factor theory which is similar to dual theory of man's needs, which state
physical need, combined with hygiene factors, growth need including
motivators (Locke, 1976). These suggestions act as the center for Locke's
understanding of Herzberg. The list below is Locke's criticisms:

e Mind-body dichotomy

e Unidirectional operation of needs

12



e Lack of parallel between man's needs and the motivation and hygiene
factors

e Incident classification system

e Defensiveness

e Use of frequency data

e Denial of individual variances.

The initial assessments of Herzberg’s view of man’s desire suggest differences
involving the biological and psychological procedure of man’s nature. Although they
are of twofold kind and not connected to each other but, Locke suggests that body
and mind are close and through the mind people realize the desire of their
psychological needs, physical needs and in what way to satisfy them. He proposed
the fundamental need aimed at survival desire and biological need, which can be
achieved through use of the mind. In respect to Herzberg’s’ connection concerning
hygiene's, motivators, physical and psychological needs can all be deduced that the
initial set are not direct, although for this conclusion there is no defense. Giving an
instance of physical need (e.g. hunger) which shows that eating can be used not only
to avoiding hunger nevertheless also as desires for body. The next analysis affecting
the prior two is merely the absence of correspondent among the two groups of needs
and factors (Locke, 1976). The relationship may be blurry and coinciding in

numerous cases.

Locke’s appraisal of Herzberg’s classification structure (Locke, 1976), mutual to
previous critiques declare Herzberg’s two factor theory is unreliable when it comes

to classifying satisfaction factors. Theory of two factors only separates the
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satisfaction into two segments. Locke also mentions that the division of one section
into two different forms of elements results from misunderstanding between the
events and agents. The lack of defense (Locke, 1976) is an additional condemnation
of Herzberg's work, he feels Herzberg did not addressed the misconception
adequately it has in assessing legitimacy of his results. Assenting with preceding
reproach, the renunciation of individual variances that has to do with the unsuitable
reduction of variety in experiment. Locke (1976) accepts that although a person's
desires may be in line but their values are different.

2.3.5 An adjusted view of Job Satisfaction

It may be define as confident emotional mind set (Locke, 1976) that comes through
evaluation of satisfaction and skills in the job (Locke, Cartledge and Knerr 1975),
which result to the apparent inconsistence concerning planned and tangible
implementation or the point in which one’s performance is affected with one’s set of
values. The faster the result expectation the better the realization of one’s values, the

greater the level of satisfaction (Locke, 1976).
2.4 Intention to Stay

Employee’s intention to stay was studied for years, recently there is a new strength in
this part of research and all efforts try to foretell intention to stay by recognizing
antecedents and reasons. The early researches were somewhat limited, confining the
study to just a set of predictors. Ajzen and Fishbein (1980); Igbaria and Greenhaus
(1992) states that intention is the utmost instant causes for actual behavior, once
individuals have actually carry out the behavior to stay or leave there is a slight
probability of having access to them in order to be able to evaluate their previous
state of affairs. The validity of reviewing intentions of employees in an organization

can also gotten from longitudinal analysis of salespeople by Sager’s (1991) whereby
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intention to quit differentiates efficiently amid the quitters and stayers. Although it is
rational to claim intentions are a perfect signal of preceding behavior and

determinants of such intentions are still unknown.

These days, turnover intentions are taken as an amount to understand turnover before
the employees really stay or quit the organizations. They offer organizations with
precious prospects to respond before employees really stay or leave the organizations
(Harris et al., 2005).

2.4.1 Intention to Stay and Job Satisfaction

Intention to stay is an additional idea that has widely been researched. Intentions is a
series of stages that take place over time, which begins with inert search at the job
market thereby moving towards the employees’ choice to stay in (or quit) the
company. Turnover intention can be described as the intent of an employee in
organization to willingly stay or leave the job (Dougherty, Bluedorn and Keon 1985).
Some research work found a negative relationship between turnover intentions and
job satisfaction (Meyer, Stanley, Herscovitch and Topolnytsky 2002) therefore
dissatisfied workers are unlikely to stay which eventually leads to turnover (Griffeth,
Hom and Gaertner 2000) and according to Bang (2011) increase in JS has been
speculated as to resulting to increase in ITS.

2.4.2 Types of Employee Turnover Intentions

Abelson (1987) has lately extended the old-style turnover taxonomy which believes
that people leave their organizations for either voluntary or involuntary aims.
Abelson's new notion advices that extra differentiation of turnover as avoidable or
unavoidable when it comes to organizational control is helpful. Also, that those
avoidable leavers were not well dedicated. Thus, taxonomy is separated into four

segments:
15



e Avoidable, voluntary turnover which arises after issues such as, better
payment in different place, difficulties with present organization and
proposals from better organizations. This turnover is avoidable because the
organization may be able to tackle it.

e Unavoidable, voluntary turnover this happens through spouse obligatory
changes, changes of mid-career, staying at home.

¢ Avoidable, involuntary turnover which entails discharge and sacking and,;

e Unavoidable, involuntary turnover which is mainly from difficult medical

issues or death.

From an organizational point of view, an involvement plan for decreasing avoidable,
voluntary turnover is important. Turnover although has established widespread study
attention which is quite productive, an enormous sum of the modification remains
unsolved, and therefore the capability to forecast voluntary employee withdrawal
remains rather imprecise (Jenkins, 1993). Mobley (1982) also examine early work to
understand why employees voluntarily choose to leave their organizations. Employee
turnover intentions may be categorized into involuntary and voluntary turnover.
Voluntary turnover happens when employees choose to stop working with or staying
with their organizations, while involuntary turnover refers to organizations choosing
to discharge employees (Abbasi and Hollman, 2000). Prior research shows that
organizations suffer high financial costs owing to employee turnover. Organizations
must take responsibility for both direct and indirect costs related with turnover.
Employee turnover influences organizations by disrupting operations or team
dynamics and performance, resulting into additional financial costs for organizations

(Kesner and Dalton, 1994; Mello, 2011). Turnover intentions are described as the
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opinions which dwell in employees about leaving their organizations or leaving their

jobs (Watrous, Huffman and Pritchard 2006).

The significance of turnover intentions is in its effect towards organizations and
could be tackled to avoid employees truly leaving the establishment (Campion,
1991). Even if numerous techniques could be apply to forecast turnover scholars
believe assessing turnover intentions as one of the best analysts of turnover also a
precursor of a definite employee turnover (Griffeth et al., (2000); Trimble, (2006);
Van, Christ, Stellmacher, Wagner, Ahlswede, Grubba, Hauptmeier, Hoehfeld,
Moltzen and Tissington (2004)). Turnover intentions of employee explain the
tendency to stay or quit the company (Ng and Sorensen, 2008; Mobley, 1977). An
organization preserving gifted employees in order for them to be successful,
adjustment is made and employees' turnover intention is a direct element to actual
turnover behavior. Some institutions attempt maintaining reduction in employee’s
intention to leave (Beechler et al., 2009; Chen and Chen 2011). Employees turnover
intention is mostly formed through past and present experiences in organizations and
by prospect intended for the future (Bartunek and Spreitzer 2006; Chen et al., 2011).
Researchers have also studied the environmental issues that stimulate employee
intentions. Birdseye and Hill (1995) recognize environmental issues as lead analyst
of turnover intentions when compared to organizational factors. When organizations
with high level of creative energetic employees are incline to take in more benefits of
their work, as their associates are also functioning successfully and competently to
achieve the organizational objectives. The environment will make employees'
prospects of what they are able to attain from their work for future benefits then also
making the job very pleasant (Baker et al., 2003; Dutton 2003). Therefore, it was

assumed that organizations with employees that have high creative energy will
17



display lower intention to leave and higher intention to stay.
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Chapter 3

THEORETICAL FRAMEWORK, RESEARCH
METHODS AND HYPOTHESIS DEVELOPMENT

3.1 Theoretical Model

The results from the examination of existing literatures led to selection of the
following variables: (a) Employee empowerment (EE) (b) Job satisfaction (JS) and
(c) Intention to stay (ITS). A theorized background for this paper is recommended
below in figure 1. The theoretical model used in this current research would be used

to observe all possible connection between EE, JS and ITS.

Bagozzi’s (1992) reinvention of attitudes’ theory will be used as the overall
theoretical framework. Bagozzi’s (1992) model connects appraisal, emotional
response and behavior in a consecutive manner. Employees assesses or evaluate their
managers or organization policies towards them also checking how much control
they have in decision making (employee empowerment) which results to perceived
emotional response (job satisfaction) heading to various behaviors or coping
responses (Intention to stay), thus the system structure for appraisal, emotional

response and coping responses (Schmit and Allscheid, 1995).

Coherent with Bagozzi’s (1992), the variables in this study use to evaluate are
hypothesized to characterize a fundamental emotional response or perception

towards the organization. The theoretical frame work of this study examines the
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relationship or the effect of EE (appraisal of the organization policies or work ethics)

JS (feelings towards the job) and ITS (coping or behavioral response).

Employee empowerment —>  Job satisfaction —> Intention to stay

(Appraisal) (Emotional responses) (Behavior)
EE
EE Employee
EE Empowerment
EE
H3
EE
] ITS1
v " Intention TS 2
> {0 stay ITS 3
ITS 4
JS1
IS 3 Satisfaction
JS4
JS5

Figure 1: A conceptual framework

3.2 Hypothesis Development

Within this section the theoretical hypotheses about relationships between EE, JS and
ITS will be derived.

3.2.1 Employee Empowerment

EE is the degree to which employees have authority and control in making decisions
in their daily activities (Carless, 2004; Haas, 2010). The dispersion of authority to
subordinates is empowerment and it is fundamentally linked to self-confidence and

motivation between employees (Hales and Klidas, 1998) since empowering
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employees is entirely associated with means and methods from the organizations,
such as communication, drive, employee involvement, confidence, drills and
feedback etc. Most meanings of empowerment according to Howard and Foster
(1999) talk about decision making control, work processes control, performance
goals control and measurement. The authorization of employee's covers the set of
regular activities that are carry out according to routine procedures which totally

affect satisfaction of employees.

Psychological empowerment can be classified into four perceptions (Spreitzer,
1995); Meaning has to do with the importance placed on an individual’s job while
Competence is the level of believe that an individual has the ability to do the job.
Also self-determination is the ability individuals have to operate and regulate their
work. Finally, impact is the situation an individual notices and which has direct
influence on work setting. Ford and Fottler (1995) laid emphasis on the
empowerment method requires that the dispersion of evidence and facts which is
essential to allow employees contribute to the organization performance.

Hence, due to the above analysis this hypothesis was formed:

H1: Employee Empowerment has a positive relationship with Job Satisfaction
3.2.2 Intention to Stay

Former researches established models which pinpoint the best sensible interpretation
of individual behavior to be reported. Employees’ behavior differs due to pay of
employee and work load. During the last twenty years till date there has been a grasp
of managerial issues, the problem of intention to stay by employees is still in
existence in many organizations even in the most progressive and developed
countries, the level of employee’s intention to quit seems to be still high and

therefore calls for worry. Employees who stay with the organization due to
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motivation reasons get their satisfaction mainly from the job itself and studies have
shown that most of these groups are college-educated professionals and managers.
Employees that stay with an organization for maintenance purposes such as fringe
benefits, pay, perquisites, and other motives like family responsibilities, personal

friends at work, and issues of getting a new job.

Although intentions result could either have both negative and positive consequences
to organization. The establishment will have a high cost price of substitution due to a
bad impact; the organization will use immense quota time hiring and deciding on
task which would lead to increase of administration's responsibilities.

Hence, due to the above analysis this hypothesis was formed:

H2: Employee Empowerment is positively associated with Intention to Stay.

3.2.3 Job Satisfaction

JS may be used as evaluation of a general work experience. It may result from
various factors such as employee’s relationship with supervisors, the feelings of
fulfillment to the job, perceived similarity between work production and pay, and
also physical states of work environment (Spector, 1997). JS happens to be the first
expected outcomes for empowerment (Spreitzer, et al, 1997). Researchers are
fascinated with why some individuals express satisfaction in their jobs and others
state otherwise (Locke 1976). The determination to comprehend also to clarify job
satisfaction may be inspired through practical purposes (e.g., to enhance output and
organizational obligation, decrease in absenteeism, intention to leave, and
organization effectiveness will increases) and charitable benefits (that is, the belief
that respect should be accorded to employees and making best use of both their
physical and mental welfare). Employees that are satisfied would likely be included

in organization citizenship activities; that is, selfless behaviors that go outside the
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official obligations of a job (Organ and Ryan 1995; Schnake 1991)
Hence, due to the above analysis this hypothesis was formed:

H3: Job satisfaction has positive effect on Intention to Stay

Eylon and Au (1999) discovered that groups with both low and high power distance
may have increase in job satisfaction directed by empowerment and although there
isn’t any significant between these groups. According to Hui, Au and Fock (2004)
who agree also to the result that empowerment has on job satisfaction although it was
debated that the result is noticeable in culture with power distance that are low while
some practical indication states that empowerment could result to higher job
satisfaction (Aryee and Chen, 2006). To know whether empowerment emits positive
job satisfaction and intention to stay it is therefore interesting to take a look at job
satisfaction acting as mediator to empowerment-intention to stay, in which a
mediator explains the relationship linking the dependent and independent variables
(MacKinnon, 2008). Empowerment may assure job satisfaction and it could lead
toward to intention to stay. Hence, due to the above analysis this hypothesis was
formed:

H4: Job Satisfaction positively mediate the positive relationship between
Employee Empowerment and Intention to Stay

3.3 Methods

3.3.1 Introduction

This section entails methods and procedures which are used to examine this research
work, that is research procedure and data analysis methods, sample size, instruments,
research design, the instruments validity and reliability used in the study would all be

presented.
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3.3.2 Research Design

A cross sectional method survey was implemented also the quantitative method and
measures of data of the variables (employee empowerment, intention to stay and job
satisfaction) through the administered questionnaires. The data collection was
anonymous using online questionnaire version. In addition, an analysis based on
correlation would be employed to get outcomes on how the variables are related.
3.3.3 Participants

The sample is composed of response of employees from Lagos State Guaranty Trust
bank in Nigeria which results to 140 respondents who answered the online
questionnaires with a total of 61 male and 79 female.

3.3.4 Research Instruments

A self-administered questionnaire of the research instrument with different items
measuring the variables (EE, JS and ITS). All variables in the questionnaire used
established measures. Empowerment measures was adapted using the five items from
Hayes (1994) using Likert scale five point (1) strongly disagree to (5) strongly agree.

The range was used to evaluate the employee’s insight of being empowerment.

The items use in this study to analyze empowerment deals with customer contact
personnel. (E.g. | have the authority to correct customer problems when they occur).
Job satisfaction measures using three points (1) strongly disagree to (5) strongly
agree from Hackman and Oldham's 1975 were used (e.g. My basic salary is
sufficiently paid according to my daily working hours and work load) also McKnight
(1997) two points (1) strongly disagree to (5) strongly agree was used (e.g. | feel
satisfied with the kind of work | do in this job) this was used to measure the overall

satisfaction of the employees.
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Intention to stay was adapted using four item from Seashore et al (1982) five point
Likert scale (1) strongly disagree to (5) strongly agree were used (e.g. you are very
likely to stay in this company, for the next five years.) this was used to measure the

employee’s intention to stay.

In order to be able to gather data on the demographics of employees in Guaranty
Trust Bank a particular designed demographic questionnaire was used. It is compose
of enquiries about Age ((1) 20-25 years (2) 26-30 years (3) 31-35 years (4) 36-40
years (5) 41-45 years), Gender ((1) Male, (2) Female), Job position ((1) Loan officer,
(2) Credit analyst, (3) Mortgage banker, (4) Bank teller, (5) Branch manager), Level
of education ((1) Secondary school, (2) Ordinary national diploma, (3) Higher
national diploma, (4) Bachelor of Science, (5) Master of Science, (6) Doctor of
philosophy). Years of experience in the banking sector ((1) 0-5years, (2) 6-10 years,
(3) 11 - 15 years, (4) 16 - 20 years, (5) 20 years and above).

3.3.5 The instrument’s Validity

The validity of the analysis for this research may be verified through the items use to
measure the variables which were acquired from existing instruments. The item that
was used for the variables of this study has been used by former scholars and also the
evaluated literature above which was based on existing theories makes it valid.

(Eylon and Au 1999; Locke 1976; Spreitzer, 1995).
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Chapter 4

RESULTS ANALYSIS

4.1 Introduction

This section provides statistical data analysis used to examine outcomes and test for
hypotheses that had been formulated in the hypothesis development section of this
study. First, presenting the descriptive statistics of all the variables including the
reliability and correlations results. Subsequently, | will present the regression results
to test the hypotheses and discuss the findings.

4.2 Descriptive Statistics

The Age table below illustrate that respondents between 20-25 years with 42
respondents (30%) as the highest, 26-30 years with 41 (29.3%), 31-35 with 32
(22.9%) follow by 36-40 years with 16 (11.4%) and 41-45years 9 (6.4%) with the

lowest respondents.

Table 1: Age of respondents
Frequency Percent Valid Percent Cumulative

Percent
20-25years 42 30.0 30.0 30.0
26-30years 41 29.3 29.3 59.3
Valid 31-35years 32 22.9 22.9 82.1
36-40years 16 11.4 11.4 93.6
41-45years 9 6.4 6.4 100.0
Total 140 100.0 100.0
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The total figure of both male and female respondents shown in the table 2 below
indicating that the female respondents is the highest 79 (56.4%) and the male

respondent is 61 (43.6%)

Table 2: Gender of respondents
Frequency  Percent Valid Percent  Cumulative

Percent
Male 61 43.6 43.6 43.6
Valid Female 79 56.4 56.4 100.0

Total 140 100.0 100.0

The level of education of the respondents from in table 3 below shows BSc. 67
(47.9) as the highest respondent, MSc with 64 (45.7%) follow by HND 8 (5.7%)

respondents and OND 1(0.7%) with the lowest respondent.

Table 3: Level of education
Frequency  Percent Valid Percent =~ Cumulative

Percent
OND 1 v 4 v
HND 8 5.7 5.7 6.4
Valid BSC 67 47.9 47.9 54.3
MSC 64 45.7 45.7 100.0

Total 140 100.0 100.0

The years of experience Table 4 shows that number of respondents, who were
working “0-5 years” is higher than other categories with its 47.1%, “6-10 years” with
30% follow by “11-15 years” with 18.6% and “16-20 years” 4.3% with the lowest

respondents.
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Table 4: Years of experience in the banking sector

Frequency Percent Valid Percent Cumulative
Percent
0-5years 66 47.1 47.1 47.1
~ 6-10years 42 30.0 30.0 77.1
Valid 117 15vears 26 18.6 18.6 95.7
16-20years 6 4.3 4.3 100.0
Total 140 100.0 100.0

The table 5 below shows bank tellers with 34.3% the highest number of respondents,

loan officer with 23.6%, branch manager with 16.4%,0thers with 11.4%, follow by

credit analyst with 9.3% and Mortgage banker with 5% the lowest respondent.

Table 5: Job position

Frequency Percent Valid Cumulative
Percent Percent

Loan officer 33 23.6 23.6 23.6
Creditanalyst 13 9.3 9.3 32.9

| 'I\B"ac:lt(%?ge 7 5.0 5.0 37.9

Valid

Bank teller 48 34.3 34.3 72.1
Branch manager 23 16.4 16.4 88.6
Others 16 114 11.4 100.0
Total 140 100.0 100.0

4.3 Reliability analysis of the instruments

As soon as the data was inserted into SPSS, an analysis using the reliability test was

performed to test response reliability of items that make up our variables. To confirm

consistency of the items reliability analysis was carried out through evaluation of the

Cronbach alpha values. Although the Cronbach alpha value ranges between 0 and 1,

according to Nunnally (1978) only the value from 0.70 and above seems to be
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satisfactory for research purposes. The data outcome Table 6 below shows
relationship among all the variables with one item omitted from the original scale

which measures intention to stay in order to achieve an acceptable alpha coefficient.

Table 6: Reliability Analysis

No of Cronbach Adjusted no Adjusted

Variable items  Alpha of item Cronbach
Alpha

Employee 5 905 - -

empowerment

Job satisfaction 5 812 - -

Intention to stay 4 .650 3 .765

Table 6 presents the alpha Coefficient of the variables to be above 0.70. Therefore
making the variables reliable and suitable for use

4.4 Hypothesis testing

4.4.1 Correlations

The major research question answered was applied to check relationship level
between employee empowerment, job satisfaction and finally intention to stay (i.e.
the strong point linear relationship which is between these variables). A Pearson

correlation coefficient was used. The outcomes are presented in the tables below:

Table 7: Means, standard deviation and correlations table

#  Variables Mean SD 1 2 3

1 Employee 3.8029 .76468 1 315**  254**
Empowerment

2 Job satisfaction 4.0814 .43508 .315** 1 .683**

3 Intentiontostay 3.8929 .44930 .254** .683** 1

**_Correlation is significant at the 0.01 level (2-tailed).
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4.4.2 The Correlation between Employee’'s Empowerment and Job Satisfaction
A correlation analysis using a Pearson product moment correlation coefficient was
carried out to evaluate the first hypothesis that, employee empowerment is positively
related to job satisfaction. Analyzing the result of the data obtained from the bank's
employees reveals that the result is a positive significant relationship although of a
medium level between employee empowerment and job satisfaction(r=.315, p<0.01).
The result of this statistics implies that's there was significant (.000) evidence to
accept H1 (i.e. when employee are empowered there is some level of job satisfaction,
neither a high nor a low job satisfaction) and this conclude that there a positive
association between employee empowerment (M = 3.8029, SD = .76468) to Job
satisfaction (M = 4.0814, SD = .43508).

4.4.3 The Correlation between Employee’'s Empowerment and Intention to Stay
The following hypothesis points to the fact that employee empowerment is positively
associated to intention to stay. From the result shown in the table 3 above, there is a
significantly weak but the relationship between this two variables is positive (r=.254,
p<0.01). The data result implies there is a weak link, but a (.003) positive correlation
with employee’s empowerment (M = 3.8029, SD = .76468) and intention to stay (M
=3.8929, SD =.44930) showing that H2 is accepted.

4.4.4 The Correlation between Job Satisfaction and Intention to Stay

The next hypothesis examine if there is positive correlation existing amid Job
satisfaction and Intention to stay. The results in table 3 above support this hypothesis
(H3) is supported (r=.683, <0.01). The statistics shows a positive and strong
relationship relating these two variable (Job satisfaction (M = 4.0814, SD = .43508)
and Intention to stay (M =3.8929, SD = .44930)) hence, higher satisfaction of

employee goes higher the intention to stay in the organization.
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4.4.5 The Correlation between Employee's Empowerment, Job Satisfaction and
Intention to Stay

The last hypothesis proposed by this study is that Job satisfaction acting as mediator
between Employee's Empowerment and Intention to stay (i.e. Job satisfaction is a
link between these two variables). According to the correlation table 3 from above it
present that employee empowerment and job satisfaction are both positively
correlated to intention to stay although employee empowerment has a weak link to
intention to stay but with the aid of job satisfaction which has stronger relationship
could result to a better intention to stay in the organization. Therefore if the bank's
employees are satisfied with their job which makes them feel empowered this will

result to employee staying with the organization thus accepting H4.
4.5 Regression Analysis

Investigating the link involving the variables a simple regression analysis is been
applied and due to the proposed meditation, a structural equation modeling of Baron
and Kenny happened to be used. According to (Baron and Kenny, 1986), the first
equation states a simple regression should be conducted with X (EE) predicting Y
(ITS) to test for path C alone, (a simple regression analysis with employee's
empowerment predicting intention to stay). The second equation states a simple
regression analysis with X (EE) predicting M (JS) to test for path A should be
conducted, (a simple regression analysis with employee's empowerment predicting
job satisfaction). The third equation also says a simple regression analysis with M
(JS) predicting Y (ITS) to test the significance for path B alone should be conducted,
(a simple regression analysis with job satisfaction predicting intention to stay). The
fourth equation says a multiple regression analysis with X (EE) and M (JS)

predicting Y (ITS) should be conducted (multiple regression analysis)
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Table 8: Total variance explained by the models that measure intention to stay
Model R R?  Adjusted R> Std. Error of the estimate

1 2548 064 .058 43618
3 683° 466 .462 .32941
4 6849 468 .460 .33011

a. Predictors: (Constant), Employee empowerment

c. Predictors: (Constant), Job satisfaction

d. Predictors: (Constant), Job satisfaction, Employee empowerment
** Dependent variable: Intention to stay

Table 9: Total variance explained by the model that measure job
satisfaction

Model R R?  Adjusted R? Std. Error of the estimate
2 315" 099 .093 41442

“b. Predictors: (Constanf), Employee empowerment
**Dependent Variable: Job satisfaction

Table 10: Employee empowerment and job satisfaction regressed on Intention to

stay
Model | Predictor Unstandardiz | Standardiz | T Sig. | Collinearity
ed coefficients | ed statistics
coefficient
B Std. Beta Tol. | VIF
Error
(Constant) 3.326 | .188 17.726 | .000
! Employee 149 | .048 .254 3.079 | .003
empowerment
(Constant) 1.015 | .264 3.850 | .000
3 Job .705 | .064 .683 10.981 | .000
Satisfaction
(Constant) 976 | .271 3.605 | .000
4 Employee 025 |.039 |.043 650 | .517 |.901 | 1.110
empowerment
Job 691 | .068 .669 10.195 | .000 | .901 | 1.110
satisfaction

**Dependent variable: Intention to stay

Table 11: Employee empowerment regressed on Job satisfaction

Model | Predictor Unstandardized | Standardize | T Sig.
coefficients d coefficient
B Std. Beta
Error
(Constant) 3.400 |.178 19.070 |.000
2 Employee 179 .046 315 3.899 .000
empowerment

**Dependent variable: Job satisfaction.
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According to the first step the output in the tables above indicates there is significant
linear relationship with intention to stay and employee's empowerment. The second
hypothesis (H2) of this research states that there should be a positive relationship
between employee's empowerment and intention to stay and according to the table
above H2 is accepted. R-value (.254) indicating a significant positive but weak
relationship, R? (.064) which identifies that the variance in Intention to stay is
explained through Employee's empowerment by 6.4%. The regression equation

which was tested had a constant of (3.326) and unstandardized coefficient of (.149).

The second step output in the tables above indicates a significant linear relationship
between employee's empowerment and job satisfaction confirming the first
hypothesis (H1) which states that there should be a positive relationship between
employee's empowerment and job satisfaction and according to the table above H1 is
also accepted. R-value (.315) indicating a significant positive but moderate
relationship, R? (.099) which identifies the variance in Job satisfaction is explained
through Employee's empowerment by 9.9%. The regression equation which was

tested had a constant of (3.400) and unstandardized coefficient of (.179).

According to the third step the output in the tables above shows a significant linear
relationship with employee's empowerment and job satisfaction. The third hypothesis
(H3) indicates there is a positive relationship between job satisfaction and intention
to stay and according to the table above H3 is accept. R-value (.683) indicating a
significant positive but strong relationship, R? (.466) which identifies the variance in
Intention to stay is explained through Job satisfaction by 46.6%. The regression
equation which was tested had a constant of (1.015) and unstandardized Job

satisfaction coefficient of (.705).
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According to the fourth step the output in the tables above shows a level of
significance between the predictor variables and dependent variable. R present a
substantial correlation with these two determinant variables and dependent variable
Intention to stay (.684); there is indicates that the variance in Intention to stay is
explained through the two predictor variables by 46.8%. The regression equation
which was tested had a constant of (.976) with unstandardized coefficients of (.025)
for employee empowerment and (.691) for job satisfaction making job satisfaction
with the strongest contribution to the outcome. Running the multiple regression
analysis shows that Employee empowerment lost it significance to Intention to stay
when Job satisfaction was introduced to the analysis which means Job satisfaction is
a mediator between Employee Empowerment and Intention to stay. Therefore the

fourth hypothesis of this study is accepted.

Table 12: Multicollinearity table for undue influences

Residual Statistics?

Minimum Maximum  Mean Std. N
Deviation
Cook’s .000 091 .008 .015 140
Distance
Casewise Diagnostics®
Case Number  Std. Residual Intention to stay  Predicted Value Residual
121 -5.129 2.00 3.6932 -1.69322

a. Dependent Variable: ITS

Checking for multicollinearity assumptions looking at the tolerance and Variance
inflation factor in the coefficient table and tolerance shows the level which
variability of the specified predictor variable has no explanation by other predictor
variable in the model. If the Tolerance value is less than .10 this suggest that there
might be multicollinearity but since the tolerance (.901) value of this variable is
greater than .10 shows that there is no multicollinearity. Variance inflation factor
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shows the inverse of the tolerance value. If VIF value is above 10 it shows
multicollinearity but since the VIF (1.110) value of this data is below 10 this shows

no multicollinearity. The statistics data of this study shows no multicollinearity.

Checking for undue influence to predict the outcome from the data gathered from the
casewise diagnostic table presents information about the cases that have standardized
residual value above 3.0 or below -3.0. In the casewise diagnostic table above shows
case 121 has standardize residual value of -5.129, Intention to stay (ITS) of 2 point
but a predicted value of 3.6932 by the model which shows that the intention to stay is
lower than the predicted value. Checking the residual statistics table for cooks
distance which the maximum value must not be greater than 1 in which the cook'’s
distance (.091) value of this data is less than 1. This statistics shows that the data has

no undue influence in predicting the outcome.
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Chapter 5

DISCUSSION, CONCLUSION AND
RECOMMENDATION

5.1 Introduction

The section of this paper presents discussions on the outcomes gotten from the
preceding chapters. This chapter entails discussion, implications of research,

limitations of research and suggestions for future research.
5.2 Discussion

The first hypothesis argued that employee empowerment and job satisfaction should
be positively related and the results of the data analysis support this hypothesis and
also shows a positive correlation between the two variables. The next hypothesis was
indicating that there is a significant positive correlation present between employee
empowerment and intention to stay. This study data finding actually support the
hypothesis in which confirms findings of past studies that empowered employees are
dedicated which might reduce intention to quit and also the employees make

contribution as teams and take initiative if they want to stay.

Hypothesis three was to show that a positive relationship existing among job
satisfaction and intention to stay which was confirmed by the analysis carried out.
The data outcome verified the verdict of (Bang, 2011) which states that increase in
job satisfaction has been suggested as leading to increase in intention to stay. The last

hypothesis of this work state that job satisfaction act as a mediating factor between
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empowerment employee and intention to stay. Like all the first three hypotheses, this
too was supported and also shows that employee empowerment lost its significance
to intention to stay. The significance of job satisfaction and employee empowerment
to explain employee’s intention to stay was confirmed through this study. Job
satisfaction happens to be of more significant precursor of intention to stay than the

employee empowerment.
5.3 Implications of Research

This present study has numerous significant implications for employees, managers,
academic researchers and human resource development professionals. In spite of the
important result which arose from this current study, the literature shows that
intention to stay research is rarely conducted within Nigeria organizations and due to
the need to extend the focus of intention to stay research the present study was
thereby proposed to present a stronger emphasis of intention to stay and to examine

some factors which affect intention to stay in the banking industry.

Since employee abruptly leaving results in expenses for any organization then
categorizing them into stayers and leavers would benefit the organization, (that is if
the organization can determine which employee intend to leave or stay in the
organization so as to be able to determine if the employee leaving could have a
negative impact and been able to revert a leaver to a stayer).Employees who are
empowered make certain to provide displeased clients with numerous options by
applying their originality and individual skills in rapid decision making for good
response to customers. It is vital that managers should make available the chances or
amenities that should be provided accordingly and there should also be an active

employee participation within the establishment. This may result to opportunities and
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also considering the ideas and anticipation of employees concerning operation
towards satisfaction including chances empowerment will offer and considering
opinions in decision making processes will surely improve employees' satisfaction

level which will result to intention to stay.

Overall the public will get to know that employee empowerment, job satisfaction and
intention to stay are important variables in management and also very significant in
the development of organizations.

5.4 Limitations of Research

All respondents are employees are from one organization with exact corporate
culture, precise frames of references and work environment which may be a

limitation.

Limitation can be due to the distribution method of the questionnaires which was
online and there is no assurance that all the respondents are professionals.
5.5 Suggestions for future research

Online questionnaires were distributed in this study therefore the questionnaires

manually could be spread manually in future study

For the inadequacies of the research to be resolved the researchers ought to engage
various sources and organizations. Also the sample size of this study should be

expanded.

Upcoming studies should examine other management variables linked to intention to

stay, (for example employee commitment and employee loyalty).
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Appendix A: Research Questionnaire

For agreeing to take parts in this assessment thank you. This assessment is carried
out by a student of business administration department for Academic research
purpose only. Answers provide in this survey will be kept confidential. The survey
data will be reported in a summary fashion only and will not identify any individual
person. The response range from 5 to 1 which shows strongly agree (5), agree (4),

neutral (3), disagree (2), strongly disagree (1).

Age:

Gender: Male () Female ()
Level of education: Secondary school () OND () HND () BSC O
MSC ()  PHD ()

Job position: Loan officer () Credit analyst Q Mortgage banker Q
Bank teller (O) Branch manager () others ()
Years of experience in the banking sector: 0-5years () 6-10 years ()

11— 15 years () 16 —20years () 20 years and above ()
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Please tick (V) the right box to show level of agreement

Strongly
disagree

1)

Disagree

)

Neutral

3)

Agree
(4)

Strongly
agree (5)

I have the
authority to
correct customer
problems when
they occur.

| am encouraged
to handle
customer
problems by
myself

| do not have to
get management’s
approval before |
handle customer
problems.

I am allowed to
do almost
anything to solve
customer
problems.

| have control
over how I solve
customer
problems.

JS1

My basic salary is
sufficiently paid
according to my
daily working
hours and work
load

JS2

| am satisfied
with my chances
for salary
increases

JS3

The work 1 do is
appreciated

JS4

| feel satisfied
with this job

JS5

| feel satisfied
with the kind of
work | do in this
job
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TI1

I am likely to stay
in this company
for the next five
years.

TI2

This company is
the best of all
possible
organizations to
work for.

TI3

I will not give up
this company
easily.
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