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[bookmark: _Toc4150499]ABSTRACT
Motivating employees is one of the most vital activities that managers have to perform, but it is also one of the most challenging.  What motivates one individual does not necessarily motivate another.  It is therefore a complex task to determine what motivates whom, and how to apply such motivational factors in practice. This study aimed at establishing the relationship between employees’ motivational levels and selected motivational factors in the banking sector in Kenya. The study adopted a cross sectional and descriptive – correlation research designs and targeted the bank employees from the various bank branches located within Nairobi County who were randomly sampled to give their responses on a set of items in a self - constructed questionnaire. The data was statistically analyzed through measures of central tendency and dispersion as well as the use of descriptive statistical tools mainly the mean and standard deviation and inferential tools mainly the analysis of variance (ANOVA) and Pearson correlation - moment. The study established that all the selected motivational factors have significant direct and moderate relationship with motivation level of employees and that that there is a significant difference between the motivation level of employees classified by age group, levels of education, gender, and duration of service in the Banking Industry. The study recommends that banks take into consideration the various elements of the motivational factors as well as the various demographic characteristics when formulating their motivational programs so as to ensure that the employees are well motivated.
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[bookmark: _Toc4150508]Background of the Study
Globalization is being experienced by most of the organizations not only in Kenya but also globally. Neeraj (2014), states that the opportunities and challenges of leadership and management are significantly different from that of the past and in particular, the last decade. Industrial psychologists and management practitioners have long been interested in searching for factors which influence motivation and productivity (Chung, 2013). According to Stanley (2012), in today's marketplace, where companies seek a competitive edge, motivation is key for talent retention and performance. No matter the economic environment, the goal is to create a workplace that is engaging and motivating, where employees want to stay, grow and contribute their knowledge, experience and expertise. Chung (2013), continues to state that in an effort to find the determinants of motivation and performance in industry, industrial psychologists and managerial practitioners have developed a variety of theories of (and approaches to) human motivation. Many psychologists have developed motivational theories in terms of human needs or motives, while most management scholars have developed managerial theories in terms of incentives or inducements, (Riggio, 2014).
The performance of any organization and its continuity depends on their key assets, employees, as well as the capabilities of the managers to be able to create a motivating environment for their people. On the other hand, it is a challenge for the managers to keep their people and employees motivated and satisfied. Thus why every manager has to be aware about the needs and requirements their employee and what they are looking for.Urichuck (2002), stated that motivated employee will increase the capability of the organization to achieve its mission, goals and objectives.
In a highly competitive, global environment, organizations are constantly under pressure to improve on their productivity and thus strive to retain their workforce, (Deci, 2013). Highly skilled, reliable and experienced employees are a valuable asset for any organization in order to improve on the organizational performance including enhance customer retention levels. It is evident that highly motivated employees are more likely to have high productivity.
In the observation of Mwega (2011), up to the early 1980s, Kenya’s financial sector was highly repressed. Its financial system was characterized by interest rate restrictions, domestic credit controls, high reserve requirements, segmented financial markets, underdeveloped money and capital markets, and exchange rate and international capital controls. Kenya undertook financial sector reforms from the late 1980s. The financial reforms were aimed at liberalizing interest rates, reducing controls on credit, enhancing competition and efficiency and productivity gains in the financial system, (Mwega, 2011). 
Modern banking has been influenced by globalization. Regulatory, structural and technological factors are significantly changing the banking environment throughout the world leading to intense competitive pressures, (Grigoroudis, Johnson & Ross, 2002). The Kenyan banking sector is facing stiff competition in terms of employee retention due to the increased competition in the sector, (Munyiri, 2014).The highly competitive market has caused the banking system to undergo drastic changes especially in the last two decades where the attention has turned to the customer as the key focus in every business and much more in the banking sector, (Mburu, Zyl & Cullen, 2013). Customers in the banking industry now have very many options of products and service providers. With the performance of service personnel often constituting a major element of service per se, it is important to understand how employee motivation impacts on customer satisfaction and retention, (Heskett, Jones, Loveman, Sasser & Schlesinger, 2008). 
The issue of motivating employees has quite an impact on the performance of all businesses.  Management’s task is to get the work done by the employees.  In order to motivate them, it is crucial that there should be a workforce that will co-operate with the manager.  Without motivation, employees will tend to be less productive and slower to complete the job.  The low productivity of employees can lead to an unsuccessful end result for the business, as all businesses need productive and motivated human resources in order to be successful and grow, (Daft, 2008; Kruger & Rootman, 2010).  A sound knowledge of motivation together with the associated motivational factors is one of the most important factors that lead to improved work performance, (Smit & Cronjè, 2002).  If managers do not have the knowledge and the skill to motivate employees, they will not be able to reach their business goals and make a success of the business, as all businesses need an effective workforce in order to survive.   
 It is certain that when this issue of motivation is addressed, there will be beneficial gains for both the employer and employee.  As stated above, management gets the work done through the employees.  Individuals are complex; it is not always easy to determine what motivates them.  However, the better management understands what motivates an individual and the more effectively management applies the appropriate motivational factors, the more the individual’s behavior will favor the business.  If the behavior of employees is successfully influenced, productivity can be increased. If a business’ workforce is motivated and satisfied, the implementation of management decisions and the performance of employees can be improved, (Louw & Venter, 2006; Cronjè, Du Toit & Motlatla, 2000).It is important that employees should be motivated.  Motivating employees is one of the most vital activities that managers have to perform, but it is also one of the most challenging.  What motivates one individual does not necessarily motivate another.  It is therefore a complex task to determine what motivates whom, and how to apply such motivational factors in practice (Kruger & Rootman, 2010).  Motivation is a very complicated issue, and there is no single magic formula that can be used to motivate every individual.  It is therefore important to investigate motivation in more depth, in order to advise small businesses about which motivational factors need to be applied to the fullest extent (Kruger & Rootman, 2010).  While it could be possible for some managers to believe that only one motivational factor is necessary to develop productive employees, others could possibly believe that some individuals are born motivated, while others simply are not.  What many researchers do not realize is that no single factors is able to explain the complex issue of motivation; however, by studying the possible relationship between motivation and various motivational factors, something can be learned from each of them (Kruger & Rootman, 2010).  
However, there is some confusion with regard to the extent of the problem, and many managers are unaware of the seriousness of the issue of unmotivated employees.  Even though management knows that employees are of great importance to the business, they are often not aware of the factors that cause their employees to be unmotivated or dissatisfied.  If management does not acknowledge that a certain problem exists, employees will not be motivated, and therefore these employees will be unproductive, disloyal to the business, and non-committed (Kruger & Rootman, 2010).
[bookmark: _Toc4150509]Statement of the Problem
It is a general fact that the majority of an individual’s life is spent at the workplace.  On average, assuming a person starts to work at the age of 18 and retires at 65, he/she will work for approximately 47 years.  Considering this amount of time in the workplace, it is important that he/she should be highly motivated with the correct motivational factors in order to have a very fruitful and successful career in an organization as argued by Daft (2008), who states that a job must be challenging and meaningful for an individual, and there must be a sense of importance attached to the job. 
In previous research there is a gap, seeing that most literature sources address the topic of motivation merely by concentrating in depth on motivational theories, without highlighting the relationship between motivation and the motivational factors that could be useful in developing appropriate strategies that could be used by businesses to motivate employees (Kruger & Rootman, 2010). By studying the relationship between motivation and motivational factors, management will also know the “how, why and what of human behavior” that could be responsible for certain performance levels in the organization.  The end result of this study will make it easier for managers to identify what motivates the employees in the banking industry and how the implementation of such motivational factors can be useful in enhancing the banks’ productivity.    Additionally, a knowledge gap exists as none of the studies has focused on the relationship between employee motivation and motivational factor among commercial banks in Nairobi, Kenya. It is against this background that the study seeks to explore the relationship between employee motivation and the various motivational factors among commercial banks in Nairobi County, Kenya.
[bookmark: _Toc4150510]Research Questions
The following set of research questions will guide the study: 
1. What is the perceived motivational level of the employees in the banking sector in Kenya?
2. What is the employees’ rating of the following selected motivational factors?
a. Leadership and planning
b. Immediate supervisor support
c. Performance management
d. Recognition and rewards
e. Work conditions
f. Training and career development
g. Structure of work
h. Management system
i. Teamwork and cooperation
3. What is the relationship between perceived employee motivation levels and the selected motivational factors in commercial banks in Nairobi, Kenya?
4. Is there a significant difference in the perception of employees on their motivational levels when compared by age, levels of education, gender, and duration of service in the banking industry?
[bookmark: _Toc4150511]Hypothesis
H0: There is no significant differences in the perception of employees on their motivational levels when compared by age, levels of education, gender, and duration of service in the banking industry?
[bookmark: _Toc4150512]Significance of the Study
The study derives its significance from its potential contribution to both theory and practice. Theoretically, the study is expected to bridge a gap in the literature for empirical research on employee motivation in relation to the motivational factors. Practically the study is expected to provide new solutions and evidence on the relationship between employee motivation andthe motivational factors. Additionally, the study would be of significance to commercial banks in Kenya as it would expose the relationship between employee motivation and the motivational factors that are critical in the formulation of the motivational strategies. The results of the study will guide the banks management in formulating policies on employee motivation and enhancing their productivity.The study would also assist the banks employees to appreciate importance of the organizational motivational strategies and efforts to enhance their productivity. Finally, the findings of the study can also be applied to other organizations in the service industry since principles of motivation and enhanced employee productivity due to motivation are applicable to all service oriented organizations. 
[bookmark: _Toc4150513]Justification of the Study
The role of the financial sector as a facilitator in Kenya’s economic development cannot be gainsaid. It is a role that is recognized and documented in Kenya’s flagship economic development. The banking sector in Kenya contributes significantly to the country’s economic development blueprint, Vision 2030. Government planners and policy makers would appear to appreciate the fact that the financial sector is a critical player in helping Kenya achieve a sustained 10 per cent-plus growth in GDP, which is the required level to propel the country to middle income status by 2030.As currently mobilized, Kenya’s financial sector is bank-led, evidenced by their level of invested capital and market engagement in banking activity (Kenya Bankers Association, 2015).According to (Kenya National Bureau of Statistics, 2016), the sector contributes Ksh. 429,081 million to the country’s GDP which accounts for 7% of the total GDP. It impacts the country through provision of banking services, employment, shareholders dividends as well as their contribution to the society through community events. This increases the productive capacity of the economy thus improving the standard of living for many people.
The Kenya bankers association (2015),observes that banks continue to make a solid and tangible contribution to the country’s economic development in a number of ways. They act as financial intermediaries and also pro- mote financial inclusion and deepening. They are a major employer of all cadres of personnel and also contribute to the Exchequer in the form of taxes. To illustrate the scale of banks’ contribution to the economy, they advanced Sh1.78 billion in June 2014, with a material 17.4 per cent going to small and medium enterprises (SMEs). Banks are also major investors in corporate philanthropy, with an allocation of Sh1.4 billion to high-impact corporate social investment (CSI) projects. In 2013, banks paid over Sh37 billion in corporate taxes alone, making the sector one of the highest tax- payers.
Banks depend on sustainable profitability to survive in the global business world and enhanced service delivery that can only be realized with highly and properly motivated workforce, (Kenya Bankers, Association, 2015). 
It could be observed that though research has been done on employee motivation and motivational factors, not much research has been done on how the two relate. This study is therefore necessary since it seeks to establish the relationship between employee motivational levels and the various motivational factors. Findings and recommendations will help ensure the much needed industry growth and development in the country.
Researches have been conducted on the effects of employee motivation and the correlation to categories such as productivity, turnover and profitability. Studies have also been done on the motivational factors independently that enhances employee motivation. However, not much research has been done on the relationship between the two variables and specifically for the banking industry in Kenya. The study will focus on defining each variable, highlight the relationship between them and offer recommendations to improve the benefits of their correlation.

[bookmark: _Toc4150514]Conceptual Framework
This study is concerned with establishing the relationship between employee motivation and motivational factors among commercial banks in Nairobi County, Kenya. 
The independent variables, in this study, are employee motivation factors which includes the various employee motivational factors and management motivation while the dependent variable is the levels of employee motivation. The intervening variables in the study are regulator’s regulations, and social economic factors. This influences employee motivation though the banks have no control over them. 
Independent Variables 
Employee Motivation Factors
j. Leadership and planning
k. Immediate supervisor support
l. Performance management
m. Recognition and rewards
n. Work conditions
o. Training and career development
p. Structure of work
q. Management system
r. Teamwork and cooperation



Dependent Variable 
Employee motivational Level  









[bookmark: _Toc533497747]Figure 1: Conceptual Framework
The term motivation is derived from the Latin word ‘movere’ which means to move (Baron, Henley, McGibbon &McCarthy, 2012). Certo (2016) describes motivation as giving people incentives that cause them to act in desired ways. Motivation has also been described as the process of arousing and sustaining goal-directed behavior (Nelson, 2013).  It is commonly agreed that there are two types of motivation, namely extrinsic and intrinsic. Intrinsic motivation is that behavior which an individual produces because of the pleasant experiences associated with the behavior itself (Mosley, Pietri & Mosley Jnr, 2012). They stem from motivation that is characteristic of the job itself. Examples are receiving positive recognition, appreciation, and a sense of achievement and meeting the challenge. According to Beer and Walton (2014), intrinsic rewards accrue from performing the task itself, and may include the satisfaction of accomplishment or a sense of influence. Mosley, Pietri and Mosley Jnr. (2012) describe extrinsic motivation as the behavior performed, not for its own sake, but for the consequences associated with it. Examples include salary, benefits and working conditions. Extrinsic rewards come from the organization as money, perquisites or promotions from supervisors and co- workers as recognition (Beer and Walton, 2014). Employees are motivated by a combination of both factors at any given point in time (Riggio, 2013).
Motivation is a critical ingredient in employee performance and productivity including customer service delivery leading to customer satisfaction and eventually high customer retention rates leading to higher sales turnover and eventually high revenue. Even when people have the right skills, clear work objectives, and a supportive work environment, they would not get the job done without ample motivation to meet those work objectives (Mullins, 2006). He elaborates that motivated employees are enthusiastic to exert a certain level of effort (intensity), for a certain amount of time (persistence), toward a distinct goal or direction (Mullins, 2006). 


[bookmark: _Toc4150515]Scope of the Study
This particular study covered only the commercial banks branches in Nairobi County in Kenya. It basically concentrated on employees’ motivation and its relation to the selected motivational factors. The study has covered the following selected motivational factors: Leadership and planning; Immediate supervisor support; Performance management; Recognition and rewards; Work conditions; Training and career development; Structure of work; Management system and Teamwork and cooperation. The geographical scope of the study is Nairobi branches of the 42commercial banks. 
[bookmark: _Toc4150516]Limitations of the Study
The nature of this study being academic, experienced time limitation since the study had to be done within the time limits for accomplishing the academic requirements. Additionally, financial resources was a limitation for this study and consequently, the study just sample the population randomly. Finally, the vastness of Nairobi County and the fact that the bank branches are located in different location is a major limitation. This also implies that transportation within Nairobi County was a major limitation due to the frequently experienced traffic jam and congestion. 
[bookmark: _Toc4150517]Operational Definition of Terms
Commercial bank is a type of bank that provides services such as accepting deposits, making business loans and offering investment products.
Frontline employees refer to employees who have direct or first contact with customers and these are key to customer service success. In commercial banks branches this refers to tellers, customer advisors and branch managers. For this study branch managers will be excluded in the data collection as they influence employee motivation levels in their branches.
Human capital refers to the knowledge and skills of the employees in a company that add value to the organization.
Motivation is operationally defined as the inner force that drives individuals to accomplish personal and organizational goals. Motivation refers to the force within or external to a person that energizes, direct and maintains behavior (Daft & Noe, 2001). 


[bookmark: _Toc4150518]CHAPTER TWO
[bookmark: _Toc4150519]REVIEW OF RELATED LITERATURE AND STUDIES
This section provides a review of literature and other studies that are related with the variables under consideration. The section begins by providing a highlight on the concept of employee motivation and the organization. It then covers the concept of employee motivation and motivational factors and finally presents a review of literature and other related studies on the concept of employee motivation and motivational factors.
[bookmark: _Toc4150520]Concept of Employee Motivation and the Organization
Various authors have defined motivation in different ways. Among those who have attempted to define motivation are Pitino, Dell and Wilks. “The only way to get people to like working hard is to motivate them. Today, people must understand why they’re working hard. Every individual in an organization is motivated by something different.” (Pitino, 2011). “The heart of motivation is to give people what they really want most from work.  The more you are able to provide what they want, the more you should expect what you really want, namely: productivity, quality, and service” (Twyla Dell, 2011). “Employee motivation is a reflection of the level of energy, commitment, and creativity that a company’s workers bring to their jobs” (Wilks, 2011). According to Webster’s New Collegiate Dictionary, a motive is “something, a need or desire that causes a person to act”. “Motivate, in turn, means “to provide with a motive,” and motivation is defined as “the act or process of motivating”.It symbolizes those psychological procedures that foundations the stimulation, route, and determination of deliberate actions that are target oriented. Also motivation is a progression of moving and supporting goal-directed behavior, (Chowdhury, 2007). It is an internal strength that drives individuals to pull off personal and organizational goals. Motivation is a set of courses concerned with a kid of strength that boosts performance and directs towards accomplishing some definite targets.
A large number of companies neglects to evaluate employee’s motivation level while conducting customer satisfaction surveys however many studies have confirmed that employees are internal customers and their satisfaction contributes to the overall customer’s satisfaction and organizational performance (Chen, 2011). In service sector excellent service quality is the core of customer satisfaction whereas motivated employees are essential for improving the quality of service (Chen, 2011). Employees must have the ability to understand and solve specific needs of the customer in a courteous manner.  Motivated employees can bring better results as compared to unsatisfied employees.  Simon and DeVaro (2006), argued that investment in developing motivated employees is an expense for the firm which will benefit the organization in the long run as it improves employee efficiency and quality of the service. Gittell, Nordenflycht, and Kochan (2004), warned that it must be kept in mind that minimizing the employee cost may lead to lower employee productivity and service quality.   To achieve higher service quality and employee productivity organizations must develop an encouraging work environment where employee contribution in problem solving and achieving organizational goals is appreciated. Simon and DeVaro (2006), found that companies can motivate their employees by officering good salaries, organizational culture and growth opportunities. By motivating employees towards their work companies can enhance their employee’s productivity resulting as improved services and products to satisfy customer’s demand.
Motivation is a procedure that initiates through a physiological or psychological want that stimulates a performance that is intended at an objective. It is the concluding product of interface among personality behavior and organizational distinctiveness. It symbolizes those psychological procedures that foundations the stimulation, route, and determination of deliberate actions that are target oriented. Also motivation is a progression of moving and supporting goal-directed behavior, (Chowdhury, 2007). It is an internal strength that drives individuals to pull off personal and organizational goals. Motivation is a set of courses concerned with a kid of strength that boosts performance and directs towards accomplishing some definite targets.
Alain and Marcelus (2015), assert that motivation is an accrual of diverse routes which manipulate and express our activities to attain some particular ambitions. While citing Porter and Miles, Alain Marcelus (2015), argue that motivation boosts expresses and continues conduct. The motivation of an individual envelops all the motives for which he selects to operate in a definite approach. In fact motivation is “inside another person’s head and heart”. Motivation has been defined as: the psychological process that gives behavior purpose and direction (Alain & Marcelus, 2015); a predisposition to behave in a purposive manner to achieve specific, unmet needs; an internal drive to satisfy an unsatisfied need and the will to achieve (Alain & Marcelus, 2015).
The distinctive feature of HRM is its assumption that improved performance is achieved through people in the organization. If therefore appropriate HR policies and processes are introduced, it can also be assumed that HRM will make a substantial impact on firm performance, (Armstrong, 2010). Firms have increasingly recognized the potential for their people to be a source of competitive advantage. Creating competitive advantage through people requires a careful attention to the practices that best leverage these assets, (Wright, Gardner, & Moynihan, 2003).
Motivation has been defined somewhat differently by many different researchers, but is generally accepted as: the psychological process that gives behavior purpose and direction; a predisposition to behave in a purposive manner to achieve specific, unmet needs; an internal drive to satisfy an unsatisfied need; and the will to achieve,(Lindner 1998).Motivated employees are more productive, more engaged, and are satisfied workers. Employees that are motivated have a sense of purpose and belonging, and therefore tend to exhibit greater loyalty to their respective organizations. 
Motivation is the force that energizes, directs and sustains behavior. It provides the personal and dynamic element in the concept of engagement. High performance is achieved by well-motivated people who are prepared to exercise discretionary effort(Armstrong, 2010). An employee’s motivation to work consists of all the drives, forces, and influences conscious or unconsciousness that causes the employee to want to achieve certain aims, (Bennet, 1995). 
Employees are an important resource in any organization. They are an important factor in the success or failure of an organization.  Motivation helps employees to work harder and better to gain competitive advantage. It helps to ignite the inner flame that pushes them for better outcomes and achievements. It also builds in them the desire to make significant contributions to the company. According to Ahmad, Wassay, and Malik, (2012),employees’ motivation towards their job playa very important role in serving the customer’s needs. Managers need to know about the factors that create motivation in order to be able to induce employees to work harder, faster, more efficiently and with greater enthusiasm. High motivation leads to high morale and greater production. Motivated employees give their best to the organization, are more productive, more engaged and are satisfied workers.
[bookmark: _Toc4150521]Motivation Theories
According to Bennet, (1995), motivation theory has developed into two directions: there are content theories which focus on why certain goals are more important to some people than to others and process theories that seek to explain why individuals behave in a particular way. Content theories ask the question ‘what are the needs a person will seek to satisfy and how do these affect motivation’, whereas process theories examine the thought process that people experience prior to taking action. The major content theorists are Maslow, Alderfer, Herzberg and McGregor while process theorists are Vroom, Porter and Lawler collectively referred to as ‘expectancy theory’.
At one time, employees were considered just another input into the production of goods and services, (Lindner, 1998).Much of the basis for employee motivation can be traced to the Hawthorne Studies, conducted by Elton Mayo from 1924 to 1932. The major conclusion of this study was that employees are not solely motivated by money and employer behavior and attitude have a great deal to do with an employee’s satisfaction. After this initial research, understanding employee motivation was the focus of many other researchers, the most notably being Maslow, who developed the need-hierarchy theory, (Gray, 2014).
Psychologist Abraham Maslow theorized that human beings have five basic needs that arise or evolve in a specific hierarchy, or order. This theory is known as Maslow hierarchy of needs. In this hierarchy, as soon as one need is fulfilled, a person is motivated to fulfill the next higher need, (National Restaurant Association Education Foundation, 2007). According to Abraham Maslow, people’s needs resemble a pyramid and can be classified as physiological needs, safety needs, social needs, self-esteem needs and self-actualization needs as depicted in the figure1. As basic needs are satisfied, higher levels of needs emerge and motivate the employee’s behavior. Because ofthis, organizations need to provide a work environment that will motivate employees above and beyond their physiological and safety needs.SELFACTUALIZATION

						
[bookmark: _Toc533497748]Figure 2 Abraham Maslow’s hierarchy of needs					
Source: Human Resources Management and Supervision				
According to Hacket (1998), Clayton Alderfer redefined motivation in his own terms and wok referred to as the ERG theory of motivation. He re-categorized Maslow’s hierarchy of needs into three simpler and broader classes of need. The first is existence needs, these includes need for basic material necessities. Relatedness need is the second need and this includes the aspiration individuals have for maintaining significant interpersonal relationship. Growth is the last need that includes need for self-development and personal growth and advancement. This is illustrated in Figure 2. According to Hacket (1998), the implication of the ERG theory of motivation is that managers must understand that an employee has various needs that must be satisfied at the same time.

[bookmark: _Toc533497749]Figure 3 Clayton Alderfer’s needs categories
Source: Human Resource Management and Supervision
Frederick Herzberg’s motivation-hygiene theory also called the two-factor theory identifies different sets of factors that can motivate or demotivate employees. Factors that motivate employees are called motivation factors and factors that demotivate employees are called hygiene factors as shown in table 1, (National Restaurant Association Education Foundation, 2007).
According to the motivation-hygiene theory, motivation factors include opportunities for esteem, accomplishment, recognition and growth. Motivation factors encourage employees to work harder, go beyond the ordinary, and make a real difference in their workplace. These factors make employees happy about their workplace, which is why they are sometimes called satisfiers. Hygiene factors are work situations that can make employees unhappy (which is why they are called dissatisfiers) and prevent them from doing a good job. On the other hand, better hygiene factors do not motivate employees to do better work. Satisfactory hygiene factors exist to make sure employees can do their work.
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Fredrick Herzberg’s motivation and hygiene factors
	Motivation factors
	Hygiene factors

	· Esteem
	· Working conditions

	· Accomplishment
	· Company policies

	· Contribution
	· Hours

	· Responsibility
	· Equipment

	· Acknowledgement
	· Fair pay

	· Recognition
	· Health benefits

	· Growth
	· Time off

	
	· Working relationships

	
	· Supervision style


Source: Human Resources Management and Supervision
Vroom’s expectancy theory is based on the belief that employee effort will lead to performance and performance will lead to rewards.  Rewards may be either positive or negative. The more positive the reward the more likely the employee will be highly motivated. Conversely, the more negative the reward the less likely the employee will be motivated.
Adam’s equity theory states that employees strive for equity between themselves and other workers. Equity is achieved when the ratio of employee outcomes over inputs is equal to other employee outcomes over inputs
Skinner’s reinforcement theory states those employees’ behaviors that lead to positive outcomes will be repeated and behaviors that lead to negative outcomes will not be repeated. Managers should positively reinforce employee behaviors that lead to positive outcomes.Motivated employees help organizations survive. Motivated employees are more productive. To be effective, managers need to understand what motivates employees within the context of the roles they perform, (Lindner, 1998). The Hawthorne studies began the human relations approach to management, whereby the needs and motivation of employees become the primary focus of managers.
A study was conducted at The Ohio State University’s Piketon Research and Extension Centre and Enterprise Centre to describe the importance of certain factors in motivating employees. A survey questionnaire was developed to collect data for the study. The ranked order of motivating factors were: (a) interesting work, (b) good wages, (c) full appreciation of work done, (d) job security, (e) good working conditions, (f) promotions and growth in the organization, (g) feeling of being in on things, (h) personal loyalty to employees, (i) tactful discipline, and (j) sympathetic help with personal problems, (Lindner, 1998).
A comparison of these results to Maslow's need-hierarchy theory provides some interesting insight into employee motivation. The number one ranked motivator, interesting work, is a self-actualizing factor. The number two ranked motivator, good wages, is a physiological factor. The number three ranked motivator, full appreciation of work done, is an esteem factor. The number four ranked motivator, job security, is a safety factor. Therefore, according to Maslow (1943), if managers wish to address the most important motivational factor of Centres’' employees, interesting work, physiological, safety, social, and esteem factors must first be satisfied. If managers wished to address the second most important motivational factor of centres’' employees, good pay, increased pay would suffice. Contrary to what Maslow's theory suggests, the range of motivational factors are mixed in this study. Maslow's conclusions that lower level motivational factors must be met before ascending to the next level were not confirmed by this study.
[bookmark: _Toc4150522]Motivation and Motivational Factors
An organization’s level of understanding of how to motivate its employees can be considered directly related to the level of productivity and employee satisfaction realized at the organization. Only motivated, committed workers can successfully compete in the global marketplace. Working smarter can only be achieved with an involved workforce. 
Employees can derive satisfaction from their jobs by meeting or exceeding the emotional wants and needs they expect from their work, (Pepitone 2006). Therefore, Managers that can recognize this and understand the many different aspects that are involved in employee satisfaction will be successful at achieving the link between employee satisfaction, customer retention and added profitability.
A good lens by which to examine the employee and organizational benefits of employee empowerment is through the customers of the organization. It is a well-known fact that companies who are truly successful in delivering exceptional customer service have several traits in common, one of which is employee empowerment. This empowerment is exhibited by employees that are able to make on the spot decisions for the benefit of customer service delivery, (Healey, 2015). Empowering employees helps foster a happier workplace and increases customer satisfaction, which in turn enables any company to be successful.
Motivated employees can  impact a company’s bottom line  and make the workplace somewhere employees look forward to interact with instead of just a place to “pick up a paycheck” (Nandanwar , Surnis, Nandanwar  2010). Furthermore, a well-motivated organization for sure will have more motivated employees and hence they will be more productive and this will lead to extreme cost savings, (Urichuck, 2002). In addition, satisfied employees positively impact corporate culture, resulting in many intangible but equally important returns, (Yongsun, Barbara, Christy, 2002).Mansoor (2008), also considers that motivation is about creating the environment where employees will be motivated and hence work with their full effort. So, organizations should motivate their employees to enhance competitive advantages and reach the firms vision and mission (Philip, Yu-Fang, &Liang-Chih, 2007).
Researchers have recommended that employee’s commitment toward their organizations will enhance their satisfaction and which will benefit the firm, (Morris & Sherma, 1981). Moreover, researchers have stressed that satisfied and encouraged employees are crucial to the organization effectiveness, (Rachel, Yee, Yeung, Edwin, 2010). Also, business and company’s succession depends on motivated employee; they can make all the difference in the company’s ability not to just survive but also to succeed, (Hislop, 2003).  
Although some experts argue that companies who spend money on motivating their employees is waste of money but most of them agreed that the wasted money is achieved in a very short time by the motivated employees, (Khodov, 2003). In addition, performers and experienced employees are actually who produce the results of the business and they are the backbone of any company and the reason of the business growth and gain, (Meyer, Becker, &Vandenberghe, 2004). 
According to Jonathan, Christine and Yvonne (2002), motivated people and their commitment are vital to the productivity of the work as they will perform with their full potential and with high quality and Michael and Crispen (2009), stated that having a motivated workforce provides the competitive advantage that the organization seeks and better employee performance helps the organization achieve higher productivity. 
[bookmark: _Toc4150523]Motivational Factors
Watson (2003),asserts that it would be possible to reduce the failure rate of SMEs if business owners/managers had access to appropriate advice, such as motivational strategies to be implemented in their firms while Sheldon (2006),argues that a number of factors such as autonomy, responsibility, recognition, development, teamwork, career opportunities and rewards influence the motivational levels of employees, which will eventually influence employee satisfaction and commitment. Given these assertions, then it is important to recognize that for any organization to survive, the management should be able to know and understand what factors motivate employees. In support of this sentiment, Bosch, Tait and Venter (2006),observed that in order for an organization to succeed, it is imperative for managers to know how to motivate employees as well keep them motivated and thus creating an environment in which the employees are motivated is necessary.  Additionally, according toCronjè, Du Toit and Motlatla (2000), and Ireland, Hoskisson and Hitt (2009), understanding employees’ needs and motivating them has become an essential skill for managers.  Therefore, it can be reasoned out that management of an organization will only be able to influence their employees’ behavior to the best interest of the organization once they understand the different motivational factors that the employees value.   According to Tracy, (2013), there are four basic motivation factors which are: 1) leadership style, 2) the reward system, 3) the organizational climate, and 4) the structure of the work. However, this particular study has enlarged the factors to include: leadership and planning, immediate supervisor support, performance management, recognition and rewards, work conditions, training and career development, structure of work, management system, and teamwork and cooperation


[bookmark: _Toc4150524]Leadership and Planning
Leadership and planning are among the key factors in determining how people feel about the company and how motivated they are. Very often, just changing the leader changes the psychological climate of the company and, in turn, the whole performance of people in the organization. The appropriate leadership style depends on the goals and objectives of the organization, the people within the company, and the external environment. The reward structure, the organizational climate, and the structure of the work can be changed, but usually slowly; everything must be thought through carefully and in detail. The leadership style of an organization, however, is the one factor that can be changed quickly, and this change can make a major difference almost overnight.
Leadership is about influencing people to do things the right way. To achieve that you need people to follow and to have them trust you. And if you want them to trust you and do things for you and the organization, they need to be motivated. Theories imply that leader and followers raise one another to higher levels of morality and motivation. Motivation is purely and simply a leadership behavior. It stems from wanting to do what is right for people as well as for the organization. Leadership and motivation are active processes in management (Rukhman, 2010).
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Every organization is characterized by a particular type of reward structure, often differing from person to person and from department to department. As author Michael LeBoeuf says in his book, The Greatest Management Principle in the World: “What gets rewarded gets done.” If you want more of something in an organization, simply create greater rewards for that behavior. If you want less of an activity in an organization, simply reduce the rewards, or increase the punishment or disapproval for that behavior. Since people respond to incentives, it is incumbent upon an organization to identify the most appropriate reward structure that will influence the desired behavior in their employees taking cognizant of the fact that employees respond very quickly to increased or decreased financial rewards for specific behaviors or for achieving specific goals.The best way to encourage desired behavior and create enthusiasm for continued future improvement is to formally recognize employees. Recognition makes employees feel valued and appreciated, it contributes to higher employee morale, and increases organizational productivity. In addition, strong recognition programs are effective motivation tools. They work to reinforce organizational goals, mission and vision(Brintnall, 2005).
According to Khan (2010), rewards and recognition are essential factors in enhancing employee job satisfaction and work motivation which is directly associated to organizational achievement. Khan (2010) conducted a study in which he examined the relationship between rewards and employee motivation in commercial banks of Pakistan. The study focused on four types of rewards of which one was recognition which he tested through Pearson correlation. The results showed that recognition correlates significantly (0.65) with employee work motivation (Khan, 2010).
A study was conducted in Pakistan to examine the job satisfaction among bank employees in Punjab. A structured questionnaire survey was used and data was gathered from four bank’s employees. The value of correlation coefficient for recognition was (0.251) which shows that its relationship with job satisfaction is positive. Job satisfaction is directly associated with internal work motivation of employees that enhances as the satisfaction of employees increases, (Mehmood, Irum, & Ahmed, (2012). That is why a study says that deficiency of appropriate recognition and rewarding reduces employees work motivation and job satisfaction. Hence, administration of organizations and institutions should build up the arrangement for giving that rewards and recognition to enhance employee job satisfaction and motivational level, (Mudor & Tooksoon, (2011).
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Another factor that influences people at work is a friendly environment because this factor has been found to have a direct impact on job performance of employees in service organizations. This is deliberately created and maintained by management. It largely consists of the way that people treat each other up and down the line. In order to be successful in the organizational environment, employees must understand the goals, structures and procedures that management has laid out as the basis for organizational operations.
According to Jewell (2006), goals are essential tools that help employees and organizations alike, focus on the desired results of the business strategy. Management needs to set attainable goals in accordance with the strategy of the organization, and then effectively communicate these goals to employees. Allowing employees to be involved in the goal setting process creates an atmosphere of collaboration and helps to enhance employee motivation.
Herz, (2005), assert that in ensuring a good organizational climate, one of the major focuses is on the designing an appealing physical workplace for employees is that it is the basis for all other elements that play into employee satisfaction. Because appealing and comfortable workspaces improve employee attitudes and overall employee satisfaction, both employees and employers can benefit from a well-designed work area, (Herz 2005). Therefore, when employees are satisfied with their physical work environments, they will be more productive, tend to be more loyal, and be more satisfied with their work situation. The research indicates that developing physical environments where employees can feel comfortable, accessible to both management and coworkers, and have input into their work environment, are more satisfied with their jobs.
Chen and Lien (2008), stated that a large number of employees are likely to change their jobs when they are under pressure. Friendly environment at work is able to influence employees to commit themselves to carrying out their tasks and duties effectively. Similarly, respect among colleagues and managements will assist in creating a good work environment thus serves as an incentive for employees in workplaces, (Halbesleben & Wheeler, 2007). Roca et al (2006), found a significant correlation between friendly environment and job performance factor in the multinational organization. Furthermore, Jamal (2007), studied the correlation between stressful work environment and the level of a person’s work ability among workforce of North American companies. The results showed in 90% of the companies, there was negative association between stressful work environments must make effort to develop and implement programs that can foster a friendly job environment to motivate and job performance. This suggests that if the work environment seems stressful, managers the employees (Hourani, Williams, & Kress, 2006). For this reason, managements should play a constructive role in creating a harmonious atmosphere. They can create such an atmosphere by arranging events like tea breaks, birthday or wedding anniversary parties and trips. These programs can act as stimulus to motivate their employees (Campbell, 1990).
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Yazdani, Yaghoubi, and Giri, (2011), posit that some work is inherently motivational, requiring creativity, imagination, and high levels of energy. Work that involves communicating, negotiating, and interacting with other people in order to gain their cooperation to get the job done quickly and well brings out the best energies of the individual. It is exciting and challenging. It is usually highly rewarding as well. However, an enormous amount of work must be standardized, routinized, and made relatively unexciting in order to be done efficiently and cost effectively. It is hard to motivate factory workers who work on a production line all day and whose activities are carefully monitored and regulated to ensure maximum levels of productivity. Good organizations are always trying to structure the work so as to match the nature of the work with the nature of the employee, and to make the work as interesting and enjoyable as possible, (Yazdani et al., 2011).
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Employee level of motivation is also influenced by the quality of the working environment both its physical attributes and the degree to which it provides meaningful work. While a comfortable physical environment is correlated with employee motivation, the relationship is not merely as strong as the relationship between motivation and managerial behavior (Yazdani et al., 2011). 
Work environment plays an essential role since it influences employee motivation. Employees are concerned with a comfortable physical work environment that will ultimately provide extra optimistic level of motivation. Lack of favorable working conditions, amongst other things, can affect badly on the employee's mental and physical well-being. According to Kamalian, Yaghoubi, & Moloudi (2010), factors such as working hours, temperature, ventilation, noise, hygiene, lighting, and resources are all part of working conditions.  
Negative performance will be provoked by poor working conditions since employees job demand mentally and physically tranquility (Irons & Buskist, 2008). Moreover, they warned that if working conditions are two extreme ends i.e. either too favorable or too extreme, this could be taken for granted or ignored by most employees. Furthermore, when employees feel that management does not appreciate or acknowledge their efforts or work done they may use poor working conditions as an excuse to get back at management (Whittaker, 2008).
According to Ryan and Deci (2000), the positive relationship between working conditions and employee satisfaction and commitment proves that it is crucial to create a work climate that is morale-boosting.  The employees’ workplace and the equipment they use must be safe and clean.  It is necessary that pleasant relationship should exist between employees and employers, and that employees are required to work reasonable hours.  All this will contribute to higher employee satisfaction and commitment levels.   
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Abadi, Jalilvand, Sharif, Salimi, and Khanzadeh, (2011), posit that training provides chances to employees’ growth and enhances their knowledge and skills for effective development. Consequently, trained workers are more motivated with their job as compared to untrained employees, (Abadi et al.,2011). These training programs positively raise employees‟ advancement that is good for competencies, (Hunjra, Chani, Aslam, Azam & Rehman, 2010). By getting these training programs employees are able to get self-assured, evolution of career, and have positive thought for their organizations/companies, (Abadi et al., 2011). The aim of these training and management programs is to amend employees‟ skills and organization potentialities, (Hunjra et al., 2010).
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A good managerial relation is an important factor in fostering employee motivation. Those who act to maintain good relations with their employees exhibit the following behaviors: help with job related problems, awareness of employee difficulties, good communication, and regular feed-back about the performance so that employees always know where they stand. Employees want to have input into decisions that affect them, to feel important and appreciated. They want to be informed and involved at work place. When a job brings recognition and respect, employees are motivated with it. This is an easy condition to create with feedback, (Annamalai, Abdullah, & Alasidiyeen, (2010).
The evidence that “good management” plays a part in affecting employee motivation puts a responsibility on both the managers and the supervisors in the organization. Management needs information on employee motivation in order to make sound decisions, both in preventing and solving employee problems .A typical method used is employee motivation surveys, also known as a morale, opinion, attitude, or quality-of-work-life survey. An employee motivation survey is a procedure by which employees report their feelings towards their jobs and work environment. Individual responses are then combined and analyzed, (Yazdani et al 2011).
The positive relationship between company policies and employee satisfaction and commitment signify the importance of reliable and comprehensive systems that should be in place in a business, in order to motivate employees.  Examples of systems that should be adhered to are compensation systems, employee performance systems, equity systems, and organizational policies and procedures. These systems ensure a clear understanding and equitable treatment of employees. Company policies and systems should create a climate that reinforces values concerning performance, and should communicate acceptable ways of behavior, (Healey, 2015; Kruger, et al., 2010).
Jonathan et al., (2002), further assert that management abilities also have a positive relationship with employee satisfaction and commitment.  It is important that managers should listen to and support their employees, create conditions under which employees feel inspired to work hard, avoid negativity, take a sincere interest in each individual employee, model enthusiasm, show appreciation for employees’ good work, and demonstrate confidence in their employees.  Managers must identify the basic needs of their employees in order to attempt to apply the motivational factors so as to fulfil such needs.  Employees are generally more motivated by a democratic management style than an autocratic management style.  Managers should therefore consult their employees when making plans or taking decisions, in order to ensure greater employee participation, (Jonathan et al., 2002).   
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The foundation of good human relations, the interaction between employer and employees and their attitudes toward one another, is a satisfied work force. Job satisfaction is the degree of enjoyment that people derive from performing their jobs. Satisfied and motivated employees are more likely to have high morale, loyalty and commitment. As a result, they tend to be more dedicated and make larger contributions to the initiatives and goals of the organization, (Allen 1998).
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Michael and Crispen (2009), established that there is a positive relationship between employee participation and employee satisfaction and commitment.  Michael and Crispen (2009), further assert that in order to improve satisfaction and commitment, employees should participate in the goal-and-objective- setting process of a business. Employees often have meaningful ideas and suggestions and should be encouraged to act on their own initiative. Employees should receive regular feedback on how well they are doing in pursuit of the goals of the business.  Managers should grant employees the opportunity to share leadership responsibilities and exercise authority, power and control. When employees feel that their opinions, ideas and suggestions are valued, there will be higher levels of satisfaction and commitment, (Hislop, 2003).   
The most significant positive relationship was determined to be that between job interest and importance and employee satisfaction and commitment, (Hislop, 2003). Managers should therefore do everything in their power to ensure that employees are placed in jobs that they perceive as interesting, meaningful, exciting, challenging, and critical for the survival of the business.  This can be done in a variety of ways, such as job enlargement, job rotation and job enrichment, (Harter, et al., 2002; Healey, 2015).  Employees should be able to apply a variety of skills in their job, understand their tasks and the importance of their work, have control over their work, be responsible for the results, and receive feedback in terms of the work that they have done.  As proved in the simple linear regression analysis, motivation, quality of work, performance output, employee satisfaction and commitment and absenteeism will all improve if jobs include elements focusing on job interest and importance (Harter, et al., 2002; Healey, 2015; Kruger et al., 2010; Jobber& Lee, 2014).
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It has been proved that recognition and feedback are positively related to employee satisfaction and commitment.  Thus, in order to ensure higher levels of employee satisfaction and commitment, managers must acknowledge the achievement and success of a particular task by the employees concerned.  Managers must demonstrate appreciation for a job well done.  Acknowledgements can be casual or formal, and can be simply a word of appreciation, a personal note, a trophy or a promotion.  In order to ensure higher levels of satisfaction and commitment, work well done should always be recognized, and a manager should never hesitate to praise an employee, (Harter, et al., 2002; Healey, 2015; Kruger et al., 2010).   
Jonathan et al., (2002), identified that greater motivation will have a direct effect in improving productivity through greater effort and possibly innovation. They also stated that motivation leads to a productive with high performance employee who does the best at work, saves time and effort and also volunteers to do more than what is required. Such employee will be a great resource to the business and a great model to be followed by others. “If employees are motivated and happy they will do to the work to the best of their ability instead of just doing it because they have to” (Ryan, & Deci, 2000).
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Steers and Shapiro (2004), have argued that motivation has been regarded by many both in management and other professions as oneofthemostinﬂuentialpredictorsofindividual behavior and a key analyst of performance for essential aspect of behavior. The motivators are the job content factors, while their presence produce positive feelings and they serve as the organizational pillars, which is significant for productivity and profit in the organization. The motivators are known to increase satisfaction within the organization, (Hong 2011). They are intrinsic of the job, with in-depth awareness of the job content. These factors include recognition, personal growth, achievement, work itself and promotion. Their presence produces and increase positive feelings among the employees since they serve as motivation pillars in the organization. They are factors that increase satisfaction and morale, (Hong, 2011), and they help focus on the job itself by providing opportunities for the gratification of higher order needs or growth needs.  They give a settled and permanent satisfaction to the employers.
The above review has indicated that a number of studies and researches have been done to consider the relationship between employee motivation and organizational performance and customer satisfaction in various sectors of the economy both globally and nationally. These studies have indicated the existence of a positive relationship between the level of employees’ motivation and the motivational factors. Additionally, the review has indicated that highly motivated employees contributes highly towards the improved organizational performance. 
However, there seems to be very limited studies and research done with regard to the direct relationships between employee motivation and the various motivational factors not only in the banking sector but apparently in almost all the sectors of the economy. Nevertheless studies have attempted to develop a relationship between employees’ motivation and motivational factors by considering the two variables independently with other variables. Additionally, the above review shows that employee motivation has remained a central issue in management decisions of companies for quite some time. The management, practitioners and companies heavily emphasize on employee motivation because of an implicit assumption that there is a strong relationship between firm’s performance and employee motivation. However, there is little such research that has clearly identified a relationship between employees’ motivation and the various motivational factor thus providing a research gap to be addressed by researchers and scholars. Consequently, this review has established the existence of a research gap on the relationship between employees’ motivation and the selected motivational factor which is thus the focus of this particular study.
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This chapter presents the methodology of the study and it comprises of research design, population and sampling design, Data collection and statistical treatment of the data. The section also discusses the aspect of reliability and validity tests as well as the ethical considerations made in the study. 
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Research design is a plan outlining how information is to be gathered for an assessment or evaluation that includes identifying the data gathering method(s), the instruments used, how the instruments is administered, and how the information will be organized and analyzed, (Kisilu, & Delno,2006).
This study adopted a use of cross sectional survey (Orodho & Kombo, 2002), and also a descriptive – correlation survey designs. These designs are appropriately chosen since they have the capacity to show the extent/level of motivation in the context of the drivers of staff motivation of the employees at a point in time.  Mugenda and Mugenda (1999), give the purpose of cross sectional survey as determining and reporting the way things are thus the  study fits within  these  provisions  because  the researcher will collect  data  and  report the  way  things are. The adoption of the descriptive – correlation design is appropriate since it allows for the interaction between the researcher and the respondents (bank employees) to gather information. Besides, correlation design has been adopted in order to establish the relationships between employee motivation and the selected motivational factors in commercial banks in Kenya. The correlation method has also been used to describe in quantitative terms the degree to which variables are related. 
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Mugenda and Mugenda, (2003), described target population as the entire group of individuals or items under consideration in any field of inquiry and having a common attribute. The focus will be in Nairobi County as all banks have most of their branches in Nairobi and is a good representation of the other branches of the various banks.
The population of the study comprised of the employees in the branches of the various commercial banks in Nairobi, Kenya. As at January 30th2017, there are forty-three financial institutions in the banking industry in Kenya with 483 branches (CBK, 2017). The list of commercial banks and their branches is attached as appendix (III). However, there are no clear number of employees in these branches due to the fact that the banks has adopted various forms of employee engagement including short term and long term contracts, casual labor, permanent engagements as well as employee seconding in some banks. 
The study used random sampling technique to ensure that all the employees from the various bank branches had an equal chance of being included in the study without any biasness. This study adopted the Cochran’s sample size formula to determine the sample. The Cochran formula was considered appropriate for its ability to allow one to calculate an ideal sample size given a desired level of precision, desired confidence level, and the estimated proportion of the attribute present in the population when the population is large enough or is infinite. A sample of any given size provides more information about a smaller population than a larger one, so there’s a ‘correction’ through which the number given by Cochran’s formula can be reduced if the whole population is relatively small.
The Cochran formula is:

Where:
· e is the desired level of precision (i.e. the margin of error), = 0.05
· p is the (estimated) proportion of the population which has the attribute in question, (0.4) since it is expected that the categories of the respondents by virtue of their respectively positions and roles played will have quite diverse views on the subject matter, i.e. the respondents are not very similar in their characteristics based on their positions and roles. 
· q is 1 – p. (1-0.4 = 0.6)
The z-value is found in a Z table which with a 95% confidence level = 1.96

n = 366 participants 
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Data collection instruments are devices that are used to collect data in an objective and systematic manner for the purpose of the research. A self – constructed close ended questionnaire was used for primary data collection to obtain insights on the relationship between employee motivation and the selected motivational factors in the commercial Banks in Kenya. 
The research instrument adopted was a questionnaire. Questionnaires are advantageous as they collect information that is not directly observable, are less costly, using less time as instruments of data collection and useful in obtaining objective data, (Marshall & Rossman, 2006). A questionnaire is a fast way of obtaining data as compared to other instruments, (Mugenda & Mugenda, 2003). Questionnaires give the researcher comprehensive data on a wide range of factors. It also avoids interviewer bias.
The questionnaire comprised of four section with section one being the introductory section, section two was aimed at establishing the various demographic traits while section three was aimed at capturing information regarding employees’ motivational levels and section four aimed at capturing information regarding the various motivational factors. In order for the study to establish the existence of any differences in the perceptions of the employees on the relationship between motivational levels and the motivational factors, a number of demographic traits of the respondents were surveyed and percentages and frequency of each trait determined.
Frequency and percentage have been used in determining the status of employees’ motivation, their levels of awareness as to the existence of motivational strategies in the organizations as well as whether the organizations have formal strategies for improving motivational levels of the employees and the extent of employee motivation. In order to determine the perceived motivational level of the employees in the banking sector in Kenya, the study established both the mean and standard deviations of the respondents’ views on a number of selected elements of motivation. These elements are intended to address specific aspects of employee motivation and which can be associated to either one or more motivational factors. In order to establish the employees’ rating of the selected motivational factors, the study established both the mean and standard deviations of the respondents’ views on a number of selected elements of the selected motivational factors considering each factor independently. 
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Validity of an instrument is the success of the scale in measuring what it sets out to measure so that the differences in individual scores can be taken as representing true differences in the characteristic under study, (Kothari 2004). The instruments for data collection will be sub-divided as per the variables and objectives to ascertain whether the content is comprehensive and representative of the behavior domains to be measured. 
The instrument validity was established through testing the content validity test to check for appropriateness by the supervisors,(Kothari, 2004). Additionally, members of the faculty from the school of business at UEAB were also consulted for their input on the instrument and their advice sought to determine whether the set of items in the questionnaire represent the concept under study. According to Donald et al., (2011), content validity of an instrument is improved through expert judgment. Additionally, to validate the research instrument, the researcher conducted a pilot study in a section of the bank branches from Nairobi County to assist in ascertaining the degree to which data obtained from the questionnaire represent the theoretical concept under study. The researcher then sought the advice of the supervisors after the pilot to make any necessary adjustments for improvement. Further, the construct, content and face validity was checked by analysing the data collection instrument to check on appropriateness, usefulness and meaningfulness of the specific inferences by the reseacher based on data collected at pilot to ensure that the data obtained thereafter represents the phenomina under study. 
Reliability can be defined as the extent to which a measure will produce consistent results, (Maina, 2012). A test is considered reliable if we get the same result repeatedly. For example, if a test is designed to measure a trait or attribute, then each time the test is administered to a subject, the result should be approximately the same. An instrument is considered reliable when it is able to elicit the same responses each time it is administered. By definition, in quantitative research, reliability is a synonym for consistency and reliability over time, over instruments and over groups of respondents, (Orodho, &Kombo, 2002). Reliability is concerned with precision and accuracy.
For research to be reliable it must demonstrate that if it were to be carried out on a similar group of respondents in a similar context (however defined), then similar results would be found. Poor reliability degrades the precision of a single measurement and reduces ability to track (Mislevy, 2004). The pilot study conducted served this role. Also, Cronbach’s alpha has been used to assess the reliability coefficient of the research instruments. Mugenda and Mugenda, (2003) says that any value above 0.6 is considered appropriate.
In order to establish the reliability level of the instrument, a pilot study was conducted and in order to test the internal consistency of the items on the instruments, the Cronbach’s alpha coefficient was computed. Cronbach’s alpha is a statistic coefficient (a value between 0 and 1), a measure of internal consistency that is how closely related a set of items are as a group. It is used to rate the reliability of an instrument such as a questionnaire and a high value of alpha implies that the items contained in the instrument are consistent. Therefore a figure of not less than 0.6 is always desirable. The reliability levels of the various sections of the instrument are as follows: Employee Motivational Level - .889; Leadership and Planning - .889; Immediate Supervisor Support - .879; Performance Management - .873; Recognition and Rewards - .625; Work Conditions - .658; Training and Career Development - .839; Structure of Work - .745; Management System - .932; Teamwork and Cooperation - .716.
[bookmark: _Toc4150541]Data Gathering Procedures
Primary data was collected by the researcher through assistance of carefully selected and trained research assistants through the drop and collect method. Prior to conducting the research the proposal was approved by the Ethics and Research Committee of the University of Eastern Africa, Baraton after which a research permit was granted by the National Council for Science and Technology (NACOSTI) to permit conducting the research among the commercial banks within Nairobi County. Thereafter the permit and letter of authority to conduct research were submitted to the various Bank branches for purposes of seeking for their authorization to conduct the research and to facilitate adequate preparation for the same activity by the management. The data collection process entailed the research assistants delivering the questionnaire to the respondents and then collecting them the following day or as agreed upon with the respondents in order to ensure that the respondents had adequate time to read, understand and fill in the questionnaires.
[bookmark: _Toc4150542]Statistical Treatment of Data
Descriptive statistics that involved the use of frequencies in their absolute and relative forms(percentages) was adopted. Mean and standard deviation were used as measure of central tendency and dispersion respectively. The data gathered was coded and analyzed using Statistical Package for Social Sciences(SPSS) version 23. The purpose of descriptive statistics is to allow for meaningful description of a distribution of scores or measurements using a few indices or statistics and to describe (and compare) variables numerically, (Mugenda & Mugenda, 2003).The study also used Pearson moment of Correlation which measures the strength and direction of linear relationships between two variables to establish the correlation between employee motivation and the selected motivational factor within the commercial banks in Nairobi, Kenya.
In order for the study to establish the existence of any differences in the perceptions of the employees on the relationship between motivational levels and the motivational factors, a number of demographic traits of the respondents were surveyed and percentages and frequency of each trait determined.
Frequency and percentage have been used in determining the status of employees’ motivation, their levels of awareness as to the existence of motivational strategies in the organizations as well as whether the organizations have formal strategies for improving motivational levels of the employees and the extent of employee motivation. In order to determine the perceived motivational level of the employees in the banking sector in Kenya, the study established both the mean and standard deviations of the respondents’ views on a number of selected elements of motivation. These elements are intended to address specific aspects of employee motivation and which can be associated to either one or more motivational factors. Analysis and interpretation of this particular questionnaire item has adopted the following scale of interpretation: 1.00 – 1.49 = strongly disagree, 1.50 – 2.49 = Disagree, 2.50 – 3.49 = Neutral, 3.50 – 4.49 = Agree, and 4.50 – 5.00 = strongly agree,
In order to establish the employees’ rating of the selected motivational factors, the study established both the mean and standard deviations of the respondents’ views on a number of selected elements of the selected motivational factors considering each factor independently. In the analysis and interpretation of the responses on each of the elements of the selected motivational factors, the following scale of interpretation has been adopted:1.00 – 1.49 =strongly disagree; 1.50 – 2.49 =disagree; 2.50 – 3.49 = neither agree nor disagree; 3.50 – 4.49 = Agree; and 4.50 – 5.00 =strongly agree
In order to establish the relationship between perceived employee motivation levels and the selected motivational factors in commercial banks in Nairobi, Kenya, the study has adopted the use of Pearson correlation analysis and 2 – tailed significance coefficient as well as the use of Analysis of Variance (ANOVA) and the use of Post Hoc tests for multiple comparisons. Additionally, the study has used the T- Tests for group statistics and Levene’s test for equality of variances in comparing the views of the respondents’ based on the various demographic traits. With regard to the specific research questions, the following statistical tools have been adopted:
1. What is the perceived motivational level of the employees in the banking sector in Kenya? – Mean and standard deviation have been adopted
2. What is the employees’ rating of the selected motivational factors? – Mean and standard deviation has been adopted.
3. What is the relationship between perceived employee motivation levels and the selected motivational factors in commercial banks in Nairobi, Kenya? Pearson correlation analysis and 2 – tailed significance coefficient as well as the use of Analysis of Variance (ANOVA) and the use of Post Hoc tests for multiple comparisons have been adopted
4. Is there a significant difference in the perception of employees on their motivational levels when compared by age, levels of education, gender, and duration of service in the banking industry? - Pearson correlation analysis and 2 – tailed significance coefficient as well as the use of Analysis of Variance (ANOVA) and the use of Post Hoc tests for multiple comparisons. Additionally, the study has used the T- Tests for group statistics and Levene’s test for equality of variances have been adopted.
[bookmark: _Toc4150543]Ethical Considerations
[bookmark: _Toc439755285][bookmark: _Toc479013714]The context of research ethics refers to the appropriateness of behavior in relation to the rights of those who become the subjects of my work (Robinson, 2002: Zikmund, 2000). To ensure that the study adheres to the principles of respect, beneficence and justice and to protect and prevent unnecessary risk to respondents, the proposal was reviewed and approved at by University of Eastern Africa, Baraton (UEAB) Institutional Research and Ethics Committee (IREC). The researcher then secured approval letters and relevant authorizations from the Director of Graduate studies and Research of UEAB and research permit from the National Council for Science and Technology (NACOSTI) before administering the research. Additionally, the researcher has ensured that the following ethical considerations are made:
[bookmark: _Toc439755286][bookmark: _Toc479013715]Informed Consent: All respondents had the study explained to them prior to being required to give a decision on whether or not they would participate in the study.
[bookmark: _Toc439755287][bookmark: _Toc479013716]Voluntary Participation: Respondents were informed that their participation in the study was on a voluntary basis. Further, it was explained to them that they could leave the study at any time without suffering any penalties.
[bookmark: _Toc439755288][bookmark: _Toc479013717]Privacy: The privacy of all study participants have been protected. Each participant was assigned a unique serial number (code) to correspond with their name. After data collection, the list containing codes and names were destroyed. After being stripped of all identifiers, all the questionnaires were filed and stored safely under lock and key. 
Confidentiality: Measures have been put in place to ensure that all respondent answers have been kept strictly confidential and will not be shown to anyone not authorized for purposes of the study.




[bookmark: _Toc4150544]CHAPTER FOUR
[bookmark: _Toc527455051][bookmark: _Toc4150545]PRESENTATION OF FINDINGS, ANALYSIS AND INTERPRETATION
This section of the report basically presents the findings, analysis and interpretation of the findings based on the demographic traits surveyed as well as the specific research questions that have been considered relevant and appropriate to address the problem being investigated. The section begins by presenting the analysis of the various demographic traits and the presents the analysis of the findings based on the research questions.
The data gathering procedure recorded 81.97% response rate. Whereas the sample for the study was 366 distributed randomly to employees of the commercial banks in Nairobi, a total of 300 respondents were able to submit back the questionnaires to the research assistants as scheduled. Since most of the respondents preferred the drop and pick method, it was not possible to administer the questionnaire and retrieve it on the sot thus the less than 100% retrieval rate recorded.
[bookmark: _Toc4150546]Employees’ Demographic Information
In order for the study to establish the existence of any differences in the perceptions of the employees on the relationship between motivational levels and the motivational factors, a number of demographic traits of the respondents were surveyed.


[bookmark: _Toc533498835]Table 2
Distribution of Respondents by Gender
	
	Frequency
	Percent

	Valid
	Male
	144
	48.0

	
	Female
	156
	52.0

	
	Total
	300
	100.0


Table 2 shows that the respondents were well distributed in terms of gender with 52% being female females and 48% being male. The balance distribution by gender can be attributed to the fact that most organizations, including those in the banking industry have adopted the equality employment opportunity policy and are thus recruiting both male and female employees by giving both gender an equal opportunity of being employed, organizations no longer favor one gender over the other.
[bookmark: _Toc533498836]Table 3
Distribution of respondents by Age Bracket
	
	Frequency
	Percent

	Valid
	below 25 years
	50
	16.7

	
	26-35 years
	164
	54.7

	
	36-45 years
	63
	21.0

	
	46-55 years
	16
	5.3

	
	56-60 years
	7
	2.3

	
	Total
	300
	100.0


Table 3 indicates that for all the age brackets surveyed, the respondents were distributed to all the age brackets with majority in the age brackets of 26 – 35 years at 54.7%, 21% being in the bracket of 36 – 45 years, 16.7% in the bracket of below 25 years while 5.3% and 2.3% were in the age brackets of 46 – 55 years and 56 – 60 years respectively.
[bookmark: _Toc533498837]Table 4
Distribution of Respondents by Highest level of education
	
	Frequency
	Percent

	Valid
	Certificate
	4
	1.3

	
	Diploma
	103
	34.3

	
	Bachelor's degree
	161
	53.7

	
	Post-graduate diploma
	1
	.3

	
	Master's degree
	30
	10.0

	
	PhD
	1
	.3

	
	Total
	300
	100.0


Table 4 indicates that for all the levels of education surveyed, the respondents were distributed to all the levels with majority being at 53.7% having attained a bachelors’ degree, and 34.3% possess a diploma while 10% and 1.3% have a master’s degree and certificate respectively while the percentage for those possessing postgraduate and PhD degree are 0.3% for both levels.
[bookmark: _Toc533498838]Table 5
Respondents’ distribution by number of years of service in the banking industry
	Age Bracket
	Frequency
	Percent

	
	below 5 years
	118
	39.3

	
	6-10 years
	122
	40.7

	
	11-20 years
	50
	16.7

	
	21 years and above
	10
	3.3

	
	Total
	300
	100.0


	Table 5 indicates that the respondents were spread across all the ranges of number of service years surveyed with 40.7% having served in the banking industry for 6-10 years, 39.3% have been for less than 5 years while 16.7% and 3.3% have been in the industry for 11 – 20 years and more than 21 years respectively.
	[bookmark: _Toc533498839]Table 6
Respondents distribution by number of years of service at the current bank

	
	Frequency
	Percent
	
	

	Valid
	below 5 years
	137
	45.7
	
	

	
	6-10 years
	115
	38.3
	
	

	
	11-20 years
	44
	14.7
	
	

	
	21 years and above
	4
	1.3
	
	

	
	Total
	300
	100.0
	
	


Table 6 indicates that the respondents were spread across all the ranges of number of service years at the current bank or station of work surveyed with 45.7% having served in the current bank for less than 5 years, 38.3% have been with the current bank for 6 – 10 years while 14.7% and 1.3% have been in the industry for 11 – 20 years and more than 21 years respectively.
[bookmark: _Toc533498840]Table 7
Respondents’ distribution by number of years of service as front line employee
	
	Frequency
	Percent

	Valid
	below 5 years
	174
	58.0

	
	6-10 years
	67
	22.3

	
	11-20 years
	55
	18.3

	
	21 years and above
	4
	1.3

	
	Total
	300
	100.0


Table 7 indicates that the respondents were spread across all the ranges of number of service years as frontline employee in the banking industry surveyed with 58.0% having served for less than 5 years, 22.3% have served for 6 – 10 years while 18.3% and 1.3% have been in the industry for 11 – 20 years and more than 21 years respectively.

[bookmark: _Toc533498841]Table 8
Distribution of respondents based on their employment status
	
	Frequency
	Percent

	
	Permanent and pensionable
	216
	72.0

	
	Part-time
	60
	20.0

	
	Contract
	16
	5.3

	
	Total
	292
	97.3

	
	Missing System
	8
	2.7

	Total
	300
	100.0


Table 8 shows that the respondents are spread well across all the surveyed employment status with 72.0% being permanent and pensionable employees, 20.0% serving on part time basis while 5.3% are serving the banks on contract basis. Additionally, 2.7% of the respondents did not respond to the item on employment status
	[bookmark: _Toc533498842]Table 9
Distribution of the respondents based on their Position in the bank

	
	Frequency
	Percent
	
	

	Valid
	Teller
	163
	54.3
	
	

	
	Customer advisor
	104
	34.7
	
	

	
	Other
	29
	9.7
	
	

	
	Total
	296
	98.7
	
	

	Missing
	System
	4
	1.3
	
	

	Total
	300
	100.0
	
	


Table 9 indicates that majority of the respondents comprising 54.3% work in the banking industry as tellers while 34.7% work as customer advisors both of which are the key front line workers in the banking industry. Additionally, 9.7% of the respondents indicated to be serving the banks in other capacities other than being tellers and customer advisors.
[bookmark: _Toc4150547]Analysis of Specific Research Questions
[bookmark: _Toc4150548]Perceived motivational level of the employees in the banking sector in Kenya?
General Perceptions
The study in addressing the first aspect of the problem, being to determine the perceived motivational level of the employees in the banking industry, sought to establish the general perceptions of the employees as to whether or not they are actually motivated.
	[bookmark: _Toc533498843]Table 10
Are the employees in this organization motivated?

	
	Frequency
	Percent
	
	

	Valid
	Yes
	145
	48.3
	
	

	
	No
	155
	51.7
	
	

	
	Total
	300
	100.0
	
	


Table 10 reveals that the respondents almost equally tend to be split in the middle on their perceptions with regard to the employees being motivated with 51.7% indicating that they are not motivated while 48.3% indicated that they are motivated. This finding could imply that as much as the commercial banks could be having motivational programs in place, they may have failed to address the motivational needs or concerns of the employees.
The study further sought to establish if the respondents were aware of the existence of any motivational strategies, both financial and non – financial being adopted by the organizations.
[bookmark: _Toc533498844]Table 11
Respondents’ awareness of the motivational strategies in the organization
	
	Frequency
	Percent

	Valid
	Yes
	163
	54.3

	
	No
	137
	45.7

	
	Total
	300
	100.0


Table 11 presents the respondents awareness of the existence of the motivational strategies, both financial and non – financial within the organization with 54.3% indicating that they are actually aware of their existence while 45.7% indicated that they are not aware of any. This particular finding could imply that the commercial banks may have not effectively informed or sensitized the employees of their various motivational programs. 
	[bookmark: _Toc533498845]Table 12
Existence of formal strategies for improving motivational levels of employees

	
	Frequency
	Percent
	
	

	Valid
	Yes
	126
	42.0
	
	

	
	No
	174
	58.0
	
	

	
	Total
	300
	100.0
	
	


The study in table 12 reveals that 58.0% of the employees perceive that their organizations do not have formal strategies for improving motivational levels of the employees while 42.0% perceive that their organizations have formal strategies for improving the motivational levels of employees. The finding could imply that the commercial banks may have not effectively informed or sensitized the employees of their various motivational programs.
[bookmark: _Toc533498846]Table 13
Extent of Employee motivation
	
	Frequency
	Percent

	Valid
	Not motivated
	55
	18.3

	
	Least motivated
	72
	24.0

	
	Averagely motivated
	128
	42.7

	
	Highly motivated
	28
	9.3

	
	Extremely motivated
	4
	1.3

	
	Total
	287
	95.7

	Missing
	System
	13
	4.3

	Total
	300
	100.0


Table 13 present the employees’ perceived extent of motivation with majority of the respondents at 42.7% indicating that they are averagely motivated, 24.0% are least motivated while 18.3% indicated that they are not motivated. Additionally, 9.3% of the respondents indicated that they are highly motivated and 1.3% extremely motivated while 4.3% chose not to indicate the extent to which they perceive they are motivated. This finding generally implies that the employees of the commercial are generally motivated though at different levels, thus could be taken to mean that the motivational programs by the banks may not have addressed all the motivational needs of the employees effectively thus a need to review them or certain elements of the motivation or the motivational factors. Further, the established spread of motivational levels of the employees could imply that the employees are actually motivated by various factors in different ways and some could possibly not be motivated by the motivational programs handled by the commercial banks. It could also imply that the same motivational factor could be having varied effects on different employees in the banking sector and that there could be some factors that are effective in motivating employees and at the same time there could be some factors that are not quite effective as motivational factors particularly in the banking sector.
The study sought to establish the employee motivational levels and with particular focus to a set of selected elements. These elements are intended to address specific aspects of employee motivation and which can be associated to either one or more motivational factors. Analysis and interpretation of this particular questionnaire item has adopted the following scale of interpretation: 1.00 – 1.49 = strongly disagree; 1.50 – 2.49 = Disagree; 2.50 – 3.49 = Neutral; 3.50 – 4.49 = Agree; and 4.50 – 5.00 = Strongly agree,
[bookmark: _Toc533498847]Table 14
Descriptive statistics on Employee Motivation Level
	
	N
	Mean
	Std. Deviation

	My job enables me to fulfill my basic needs
	298
	3.64
	.962

	Management is concerned over employee welfare
	298
	2.70
	1.032

	There is good job security in my current employment
	298
	3.00
	1.259

	It’s enjoyable to go to work
	286
	2.73
	1.086

	I am well aware of the company's comprehensive goals
	298
	3.30
	1.084

	I am satisfied with my work environment
	298
	3.04
	1.002

	My boss is good in communicating information
	293
	3.19
	1.056

	The company values my service
	291
	3.16
	1.001

	My job is challenging enough
	295
	3.03
	1.387

	Employee Motivation Level
	298
	3.0877
	.79050

	Valid N (listwise)
	273
	
	


Table 14 reveals that, with a mean of 3.0877 and standard deviation of .79050, the respondents generally tend to remain neutral in indicating their levels of motivation. The employees are quite indifferent with regard to their motivational levels. This could imply that the employees may have failed to establish a link between the organizations’ motivational programs and employees’ understanding of motivation and thus are unable to establish a clear mark on what is and what is not really motivation. However, with regard to the specific items surveyed with regard to the employee motivation level, the study reveals that the respondents agree that their individual job enables them to fulfil their basic needs with a mean of 3.64 and standard deviation of .962. However, the respondents are generally neutral on the aspect of the management being concerned over employee welfare with a mean of 2.70 and standard deviation of 1.032. Additionally, the respondents are neutral on the aspect of the existence of good job security in their current employment with a mean of 3.00 and standard deviation of 1.259 as well as on the aspect of it’s enjoyable to go to work with a mean of 2.73 and standard deviation of 1.086.
Further still on employee motivation level, the respondents with a mean of 3.30 and standard deviation of 1.084 are neutral on the aspect of them being well aware of the company's comprehensive goals as well as being neutral on the aspect of being satisfied with their work environment with a mean of 3.04 and standard deviation of 1.002. finally, the respondents are also neutral on the aspects of their bosses being good in communicating information with a mean of 3.19 and standard deviation of 1.056 and on the aspect of the company valuing their service with a mean of 3.16 and standard deviation of 1.001 and lastly, they are also neutral on the aspect of their job being challenging enough with a mean of 3.03 and standard deviation of 1.387
[bookmark: _Toc4150549]Employees’ rating of the selected motivational factors
a. Leadership and planning
b. Immediate supervisor support
c. Performance management
d. Recognition and rewards
e. Work conditions
f. Training and career development
g. Structure of work
h. Management system
i. Teamwork and cooperation
In the analysis and interpretation of the responses on research question 2, the following scale of interpretation has been adopted:1.00 – 1.49 =strongly disagree; 1.50 – 2.49 =disagree; 2.50 – 3.49 = neither agree nor disagree; 3.50 – 4.49 = Agree; and 4.50 – 5.00 =strongly agree
[bookmark: _Toc533498848]Table 15
Employees’ Rating of Leadership and Planning
	
	N
	Mean
	Std. Deviation

	I have confidence in the organizational leadership
	292
	2.94
	1.246

	Our corporate goals and objectives are communicated clearly
	292
	3.16
	1.269

	Management always solicit feedback from the employees
	291
	2.58
	1.285

	Management does not play favorites with employees
	283
	2.83
	1.320

	Leadership and Planning
	292
	2.8756
	1.11636

	Valid N (listwise)
	283
	
	


Table 15 reveals that the respondents with a mean of 2.8756 and standard deviation of 1.11636 are undecided on the relationship between leadership and planning and motivation. This position is quite evident in all the elements tested with respect to leadership and planning as the respondents neither agree nor disagree that they have confidence in the organizational leadership with a mean of 2.94 and standard deviation of 1.246. Further, they neither agree nor disagree that their corporate goals and objectives are communicated clearly with a mean of 3.16 and standard deviation of 1.269. Additionally, the respondents neither agree nor disagree that the management always solicit feedback from the employees with a mean of 2.58 and standard deviation of 1.285 and that management does not play favorites with employees with a mean of 2.83 and standard deviation of 1.320.
[bookmark: _Toc533498849]Table 16
Employees’ rating of immediate supervisor support
	
	N
	Mean
	Std. Deviation

	I am treated fairly by my supervisor
	292
	3.39
	1.177

	My supervisor treats me with respect
	292
	3.53
	.946

	My supervisor handles my work related issues satisfactorily
	292
	3.30
	1.041

	My supervisor understands what goes on in my area,
	284
	3.34
	1.121

	Immediate Supervisor Support
	292
	3.3916
	.91012

	Valid N (listwise)
	284
	
	


Table 16 shows that the respondents are undecided as to whether to agree or disagree on the relationship with the aspect that immediate supervisor support is related to motivation with a mean of 3.3916 and standard deviation of .91012. With regard to the specific items tested, the respondents neither agree nor disagree that they are treated fairly by their supervisor with a mean of 3.39 and standard deviation of 1.177. they neither agree nor disagree that their supervisor handles their work related issues satisfactorily with a mean of 3.30 and standard deviation of 1.041 and finally they neither agree nor disagree that their supervisor understands what goes on in their area, with a mean of 3.34 and standard deviation of 1.121. However, the respondents agree that their supervisor treats them respect with a mean of 3.53 and standard deviation of .946
[bookmark: _Toc533498850]Table 17
Employees’ rating of Performance Management
	
	N
	Mean
	Std. Deviation

	I understand my performance objectives
	292
	3.41
	1.239

	Performance management and appraisal is timely and effective
	292
	2.64
	1.195

	Performance appraisal system is fair
	292
	2.49
	1.322

	Last performance appraisal accurately reflects my performance
	292
	2.34
	1.265

	Performance Management
	292
	2.7192
	1.06909

	Valid N (listwise)
	292
	
	


The study as presented in table 17 reveals that the respondents with a mean of 2.7192 and standard deviation of 1.06909 neither agree nor disagree on the relationship between motivation and performance management. On the specific elements of performance management tested, the respondents neither agree nor disagree that they understand their performance objectives with a mean of 3.41 and standard deviation of 1.239 as well as that performance management and appraisal is timely and effective with a mean of 2.64 and standard deviation of 1.195. However, the respondents disagree that performance appraisal system is fair with a mean of 2.49 and standard deviation of 1.322 and also disagree that the last performance appraisal accurately reflects my performance with a mean of 2.34 and standard deviation of 1.265.
[bookmark: _Toc533498851]Table 18
Employees’ rating of recognition and rewards
	
	N
	Mean
	Std. Deviation

	The bank gives recognition for work that is well done
	291
	2.86
	1.298

	The bank has a clear recognition and reward policy
	291
	2.96
	1.151

	If I do good work I can count on being rewarded
	291
	2.63
	1.352

	My salary is fair for my responsibilities
	291
	3.38
	1.001

	I am satisfied with the bank’s benefits package
	290
	3.08
	1.078

	Recognition and Rewards
	291
	2.9821
	.86715

	Valid N (listwise)
	290
	
	


With regard to recognition and rewards, table 18 shows that the respondents neither agree nor disagree on the relationship between motivation and recognition and rewards with a mean of 2.9821 and standard deviation .86715. Additionally, the respondents neither agree nor disagree with all the recognition and rewards elements. Specifically, the respondents neither agree nor disagree that the bank gives recognition for work that is well done with a mean of 2.86 and standard deviation of 1.298 and that the bank has a clear recognition and reward policy with a mean of 2.96 and standard deviation of 1.151. Further, the respondents neither agree nor disagree that if they do good work they can count on being rewarded with a mean of 2.63 and standard deviation of 1.352 and that their salary is fair for their responsibilities with a mean of 3.38 and standard deviation of 1.001. Finally, they neither agree nor disagree that they are satisfied with the bank’s benefits package with a mean of 3.08 and standard deviation of 1.078.
[bookmark: _Toc533498852]


Table 19
Employees’ rating of work condition
	
	N
	Mean
	Std. Deviation

	I believe my job is secure
	291
	2.72
	1.230

	My physical working conditions are good
	291
	3.56
	.718

	I keep a reasonable balance between work and personal life
	291
	3.03
	1.424

	Work Conditions
	291
	3.1054
	.89591

	Valid N (listwise)
	291
	
	


Table 19 shows the respondents are indifferent on the relationship between motivations and work conditions with a mean of 3.1054 and standard deviation of .89591. Specifically, the respondents are indifferent on the security of their job with a mean of 2.72 and standard deviation of 1.230. They are also indifferent that they keep a reasonable balance between work and personal life with a mean of 3.03 and standard deviation of 1.424. However, the respondents agree that their physical working conditions are good with a mean of 3.56 and standard deviation .718
[bookmark: _Toc533498853]Table 20
Employees’ rating of training and career development
	
	N
	Mean
	Std. Deviation

	I have a clearly established career path at the bank
	291
	2.40
	1.421

	I have opportunities to learn and grow
	290
	2.86
	1.499

	Training for my job is appropriate and adequate
	291
	3.51
	1.084

	I have opportunities for training and education
	281
	3.43
	1.275

	The bank seeks my input on what training I need
	282
	2.44
	1.406

	Training and Career Development
	291
	2.9392
	1.04927

	Valid N (listwise)
	271
	
	


Table 20 indicates that the respondents are indifferent on the relationship between training and career development with a mean of 2.9392 and standard deviation of 1.04927. This finding implies that the employees are indifferent on the role of training and career development in enhancing motivation. Normally training and career development should enhance motivational level of employees unless the training is irrelevant to the career path of the employees, implying the banks could be having training programs that are not necessarily focused on improving the performance of the employees. With regard to the specific training and career development elements tested, the respondents disagree that they have a clearly established career path at the bank with a mean of 2.40 and standard deviation of 1.421 and that the bank seek for their input on what training they need with a mean of 2.44 and standard deviation of 1.406. Lack of banks consulting the employees on the training requirements could explain why the employees are indifferent on the role of training and career development on motivation. Since they are not involved in deciding the type of training to be offered, they could be offered training not relevant to their responsibilities. However, they are indifferent that they have opportunities to learn and grow with a mean of 2.86 and standard deviation of 1.499 and that they have opportunities for training and education with a mean of 3.43 and standard deviation of 1.275. Finally, the respondents agree that training for their job is appropriate and adequate with a mean of 3.51 and standard deviation of 1.084
[bookmark: _Toc533498854]Table 21
Employees’ rating of structure of work
	
	N
	Mean
	Std. Deviation

	I have adequate authority to carry out my work related services
	291
	3.40
	1.129

	I have materials and equipment needed to carry out my work
	291
	3.62
	.974

	My workload is reasonable
	291
	3.27
	.958

	I have realistic deadlines in my work
	282
	3.40
	1.106

	Structure of Work
	291
	3.4278
	.77177

	Valid N (listwise)
	282
	
	


Table 21 indicates that the respondents neither agree nor disagree on the relationship between motivation and structure of work with a mean of 3.4278 and standard deviation of .77177. Specifically, the respondents neither agree nor disagree that they have adequate authority to carry out their work related services with a mean of 3.40 and standard deviation of 1.129 and that their workload is reasonable with a mean of 3.27 and standard deviation of .958 and finally that they have realistic deadlines in my work with a mean of 3.40 and standard deviation of 1.106. However, they agree that they have materials and equipment needed to carry out their work with a mean of 3.62 and standard deviation of .974.
[bookmark: _Toc533498855]Table 22
Employees’ rating of management system
	
	N
	Mean
	Std. Deviation

	The bank’s top management values employees and is committed to staff welfare
	290
	2.84
	1.281

	The bank’s leadership style influences level of employee motivation
	291
	2.90
	1.371

	The bank’s management have the commitment to address the challenges of employee motivation
	291
	2.78
	1.304

	A good manager-employee relationship exists in the bank
	290
	3.10
	1.252

	Management empowers subordinates to do their job
	290
	2.89
	1.176

	Management System
	291
	2.9037
	1.13185

	Valid N (listwise)
	289
	
	


The study as presented in table 22 reveals that the respondents neither agree nor disagree on the relationship between motivation and management system with a mean of 2.9037 and standard deviation of 1.13185. the respondents further neither agree nor disagree that the bank’s top management values employees and is committed to staff welfare with a mean of 2.84 and standard deviation of 1.281 and that the bank’s leadership style influences level of employee motivation with a mean of 2.90 and standard deviation of 1.371. additionally, the respondents neither agree nor disagree that the bank’s management have the commitment to address the challenges of employee motivation with a mean of 2.78 and standard deviation of 1.304 and that a good manager-employee relationship exists in the bank with a mean of 3.10 with a standard deviation of 1.252. Finally, they neither agree nor disagree that the management empowers subordinates to do their job with a mean of 2.89 and standard deviation of 1.176
[bookmark: _Toc533498856]Table 23
Employees’ rating of teamwork and cooperation
	
	N
	Mean
	Std. Deviation

	I feel part of a team working towards common goal of enhanced customer service delivery and experience
	290
	3.71
	1.318

	My co-workers understand importance of working as a team
	286
	3.83
	1.218

	Bank employees understand how teamwork affects our service delivery and customer satisfaction
	291
	3.97
	1.063

	Teamwork and Cooperation
	291
	3.8305
	1.12218

	Valid N (listwise)
	285
	
	


The study reveals that the respondents generally agree on the relationship between motivation and teamwork and cooperation with a mean of 3.8305 and standard deviation of 1.12218. On the specific elements of teamwork and cooperation, the respondents agree that they feel part of a team working towards common goal of enhanced customer service delivery and experience with a mean of 3.71 and standard deviation of 1.318 and that their co-workers understand importance of working as a team with a mean of 3.83 and standard deviation of 1.218. Additionally, the respondents agree that the bank employees understand how teamwork affects their service delivery and customer satisfaction with a mean of 3.97 and standard deviation of 1.063
[bookmark: _Toc4150550]Perceived relationship between employee motivation levels and selected motivational factors in commercial banks in Nairobi, Kenya?
[bookmark: _Toc533498857]Table 24
Perceived relationship between motivation and motivational factors
	
	Employee Motivation Level

	Leadership and Planning
	Pearson Correlation
	.601**

	
	Sig. (2-tailed)
	.000

	
	N
	292

	Immediate Supervisor Support
	Pearson Correlation
	.569**

	
	Sig. (2-tailed)
	.000

	
	N
	292

	Performance Management
	Pearson Correlation
	.764**

	
	Sig. (2-tailed)
	.000

	
	N
	292

	Recognition and Rewards
	Pearson Correlation
	.668**

	
	Sig. (2-tailed)
	.000

	
	N
	289

	Work Conditions
	Pearson Correlation
	.553**

	
	Sig. (2-tailed)
	.000

	
	N
	289

	Training and Career Development
	Pearson Correlation
	.640**

	
	Sig. (2-tailed)
	.000

	
	N
	289

	Structure of Work
	Pearson Correlation
	.341**

	
	Sig. (2-tailed)
	.000

	
	N
	289

	Management System
	Pearson Correlation
	.499**

	
	Sig. (2-tailed)
	.000

	
	N
	289

	Teamwork and Cooperation
	Pearson Correlation
	.309**

	
	Sig. (2-tailed)
	.000

	
	N
	289


**. Correlation is significant at the 0.01 level (2-tailed).
Table 24 presents the analysis of the relationship between motivation and the selected motivational factors using the Pearson correlation with 2 – tailed significant correlation level at 0.01. The correlation has been established to be significant for all the factors with all having a 2 – tailed significance of .000 and being less than the correlation significant level of 0.01. Consequently, the study reveals that all motivational factors have significant direct and moderate relationship with motivation level of employees.
These findings are in agreement with a number of previous studies when the elements are considered independently. For instance, the findings are consistent with the arguments advance by Brintnall, (2005), with regard to rewards and recognition as he asserts that the best way to encourage desired behavior and create enthusiasm for continued future improvement is to formally recognize employees since recognition makes employees feel valued and appreciated, it contributes to higher employee morale, and increases organizational productivity. Brintnall, (2005), further assert that strong recognition programs are effective motivation tools and they work to reinforce organizational goals, mission and vision.
With regard to the working conditions, the findings are consistent with the observations by Herz (2005),who assert that in ensuring a good organizational climate, one of the major focus is on the designing an appealing physical workplace for employees as it is the basis for all other elements that play into employee satisfaction. Herz (2005), further asserted that appealing and comfortable workspaces improve employee attitudes and overall employee satisfaction and that when employees are satisfied with their physical work environments, they will be more productive, tend to be more loyal, and be more satisfied with their work situation. The research indicates that developing physical environments where employees can feel comfortable, accessible to both management and coworkers, and have input into their work environment, are more satisfied with their jobs. The findings are also in agreement with the assertion by Roca et al., (2006),who found a significant correlation between friendly environment and job performance factor in the multinational organization as well as the observations by Jamal (2007),who studied the correlation between stressful work environment and the level of a person’s work ability among workforce of North American companies and observed that in 90% of the companies, there was negative association between stressful work environment implying that organizations must make effort to develop and implement programs that can foster a friendly job environment to motivate their employees in order to improve on their job performance. 
With regard to training and career development opportunities, the study is consistent with the observations by Roca et al., (2006), that there is a significant correlation between training and job performance factor in organization and also the observation by Min et al., (2006), who observed that in any organization, the training of employees seems to be one of the motivational driving factors, which leads to a direct correlation with performance of employees, (Min et al, 2006). Further, the findings are in agreement with the findings by Kress et al., (2004), that it is believed that providing learning opportunities is a significant motivational factor for job performance.


[bookmark: _Toc4150551]Differences in the perception of employees on their motivational levels when compared by age, levels of education, gender, and duration of service in the banking industry
[bookmark: _Toc533498858]Table 25
Employee Motivation Level - Comparison by Age
	
	N
	Mean
	Std. Deviation
	Std. Error

	below 25 years
	50
	2.8392
	.69363
	.09809

	26-35 years
	164
	3.1196
	.74952
	.05853

	36-45 years
	61
	3.0219
	.79552
	.10186

	46 years and above
	23
	3.5749
	1.03348
	.21549

	Total
	298
	3.0877
	.79050
	.04579



	[bookmark: _Toc533498859]Table 26
Employee Motivation Level  ANOVA based on Age

	
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	Between Groups
	8.978
	3
	2.993
	4.982
	.002

	Within Groups
	176.614
	294
	.601
	
	

	Total
	185.593
	297
	
	
	



[bookmark: _Toc533498860]Table 27
Post Hoc Tests for multiple Comparisons by Age with dependent variable - Employee Motivation Level
	(I) Age Bracket
	(J) Age Bracket
	Mean Difference (I-J)
	Std. Error
	Sig.

	
	
	
	
	

	below 25 years
	26-35 years
	-.28041
	.11423
	.075

	
	36-45 years
	-.18269
	.14141
	.570

	
	46 years and above
	-.73571*
	.23677
	.020


*. The mean difference is significant at the 0.05 level.
Through the various analyses and tests conducted as shown in tables 25, 26 and 27, the study indicates that there is a significant difference between the motivation level of employees classified by age group where employees aged 46 years and above are more motivated than the employees below 25 years old. Table 26 presents the analysis of variance that shows that there is a significant difference in the perception of the respondents from the various age brackets with a significance level of 0.02 and F value of 4.982 while the mean difference is significant at the 0.05 level. However, the differences between the other age brackets are not significant.
[bookmark: _Toc533498861]Table 28
Employee Motivation Level – Comparison by Levels of Education
	
	N
	Mean
	Std. Deviation
	Std. Error

	Certificate/Diploma
	105
	3.2783
	.87450
	.08534

	Bachelor's degree
	161
	2.9828
	.71171
	.05609

	Post-graduate/Master's/PhD
	32
	2.9896
	.78535
	.13883

	Total
	298
	3.0877
	.79050
	.04579


[bookmark: _Toc533498862]Table 29
Employee Motivation Level – ANOVA based on levels of education
	
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	Between Groups
	5.893
	2
	2.947
	4.837
	.009

	Within Groups
	179.699
	295
	.609
	
	

	Total
	185.593
	297
	
	
	


[bookmark: _Toc533498863]


Table 30
Post Hoc Tests for Multiple Comparisons with Dependent Variable: Employee Motivation Level
	(I) Highest level of education
	(J) Highest level of education
	Mean Difference (I-J)
	Std. Error
	Sig.

	
	
	
	
	

	Certificate/Diploma
	Bachelor's degree
	.29547*
	.10212
	.012

	
	Post-graduate/Master's/PhD
	.28872
	.16296
	.188


*. The mean difference is significant at the 0.05 level.
The study through when comparing the perceptions based on the levels of education as presented in table 28 and the analysis of variance as presented in table 29 and the post Hoc tests for multiple comparisons as presented in table 30 indicates that there is a significant difference between the motivation level of employees classified by highest level of education where employees with certificate/diploma are more motivated than the employees with bachelor’s degree. These findings are consistent with the findings by Higgins and Kruglanski (2000),who observed that motivational science is not only limited to the psychological factors, apart from the psychology the factors like education, health, business also affects the motivational level of human beings.
[bookmark: _Toc533498864]Table 31
Comparison by Gender - T-Test (Group Statistics)
	
	Gender
	N
	Mean
	Std. Deviation
	Std. Error Mean

	Employee Motivation Level
	Male
	144
	3.1813
	.84382
	.07032

	
	Female
	154
	3.0001
	.72908
	.05875





[bookmark: _Toc533498865]Table 32
Independent Samples Test
	
	Levene's Test for Equality of Variances
	t-test for Equality of Means

	
	F
	Sig.
	T
	Df
	Sig. (2-tailed)
	Mean Difference
	Std. Error Difference

	Employee Motivation Level
	Equal variances not assumed
	14.397
	.000
	1.978
	283.300
	.049
	.18124
	.09163

	
	
	
	
	
	
	
	
	


The study through T – test for comparison by gender as presented in table 31 and through independent sample test as presented in table 32 reveals that there is a significant difference between the motivation level of male and female employees where the male employees are more motivated than the female employees. In table 32, the Levene's Test for Equality of Variances shows a significant value of 0.000 with F value of 14.397. Additionally, the t-test for Equality of Means indicates a 2 – tailed significant value of 0.049 while the difference is significant at 0.05 level.
[bookmark: _Toc533498866]Table 33
Comparison by Duration of Service in the Banking Industry – Employee Motivation Level
	
	N
	Mean
	Std. Deviation
	Std. Error

	below 5 years
	118
	2.9403
	.75564
	.06956

	6-10 years
	120
	3.3806
	.74691
	.06818

	11 years and above
	60
	2.7917
	.76232
	.09842

	Total
	298
	3.0877
	.79050
	.04579


[bookmark: _Toc533498867]
Table 34
Employee Motivation Level – ANOVA based on duration of service in banking Industry
	
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	Between Groups
	18.113
	2
	9.056
	15.952
	.000

	Within Groups
	167.480
	295
	.568
	
	

	Total
	185.593
	297
	
	
	


[bookmark: _Toc533498868]Table 35
Post Hoc Tests – Multiple Comparisons for Dependent Variable: Employee Motivation Level
	(I) Number of years of service in the banking industry
	(J) Number of years of service in the banking industry
	Mean Difference (I-J)
	Std. Error
	Sig.

	
	
	
	
	

	6-10 years
	below 5 years
	.44023*
	.09768
	.000

	
	11 years and above
	.58889*
	.11914
	.000


*. The mean difference is significant at the 0.05 level.
The study through a comparison by duration of service in the Banking Industry as presented in table 33 and analysis of variance as presented in table 34and Post Hoc Tests – Multiple Comparisons for Dependent Variable being motivation level as presented in table 35 reveals that there is a significant difference between the motivation level of employees classified by duration of service in the banking industry where employees who served between 6-10 years are more motivated than the employees who served below 5 years and those who served for 11 years and above. Both the analysis of variance and the post hoc test have produced a significance difference at levels 0.000 against a significant difference at 0.05 level.



[bookmark: _Toc527455055][bookmark: _Toc4150552]CHAPTER FIVE
SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS
[bookmark: _Toc4150553]Summary of the Study
In most cases, employees of any organization will have spent majority of their lives at the workplace making the workplace to be one of the most important and significant places in an individual’s life. Considering this amount of time in the workplace, it is important that he/she should be highly motivated with the correct motivational factors in order to have a very fruitful and successful career in an organization. Motivating employees is one of the most vital activities that managers have to perform, but it is also one of the most challenging.  What motivates one individual does not necessarily motivate another.  It is therefore a complex task to determine what motivates whom, and how to apply such motivational factors in practice. This study aimed at establishing the relationship between employees’ motivational levels and motivational factors in the banking sector in Kenya. The study adopted a cross sectional and descriptive – correlation research designs and targeted the bank employees from the various bank branches located within Nairobi County who were randomly sampled to give their responses on a set of items in a self - constructed questionnaire. The data was statistically analyzed through measures of central tendency and dispersion as well as the use of descriptive statistical tools mainly the mean and standard deviation. The following are the major findings of the study:


[bookmark: _Toc4150554]Summary of Findings
The respondents in this study were well distributed in terms of gender, age brackets, and levels of education, number of service years in the banking industry and the number of service years in the current bank as well as the number of service years as a front line employee. Additionally, the respondents were distributed well across all the status of employment and their positions in the bank.
1. With regard to the respondents’ perceived motivational levels in the banking sector, the respondents are indifferent on their perceptions with regard to them being motivated. Additionally, the respondents are also indifferent on their awareness levels as to the existence of financial and non – financial motivational strategies. However, most respondents perceive that their organizations do not have formal strategies for improving motivational levels and majority of the respondents are averagely motivated. Further, the respondents are indifferent in their levels of motivation. However, they agree that their individual job enables them to fulfill their basic needs and are indifferent on the aspect of the management being concerned over employee welfare, the existence of good job security in their current employment, it’s enjoyable to go to work, them being well aware of the company's comprehensive goals, being satisfied with their work environment, their bosses being good in communicating information, the company valuing their service and their job being challenging enough.
2. The respondents are indifferent on the relationship between leadership and planning and motivation with the respondents being indifferent on them having confidence in the organizational leadership, that corporate goals and objectives are communicated clearly, management always solicit feedback from the employees, management does not play favorites with employees. Additionally, the respondents are indifferent on the relationship between immediate supervisor support and motivation and with regard to the specific items tested, the respondents are indifferent that they are treated fairly by their supervisor, that their supervisor handles their work related issues satisfactorily and that their supervisor understands what goes on in their area. However, the respondents agree that their supervisor treats them respect.
The respondents are also indifferent on the relationship between motivation and performance management. On the specific elements of performance management tested, the respondents are indifferent that they understand their performance objectives as well as that performance management and appraisal is timely and effective. However, the respondents disagree that performance appraisal system is fair and that the last performance appraisal accurately reflects my performance.
With regard to recognition and rewards, the study has established that the respondents neither agree nor disagree on the relationship between motivation and recognition and rewards. Additionally, the respondents neither agree nor disagree with all the recognition and rewards elements. Specifically, the respondents neither agree nor disagree that the bank gives recognition for work that is well done and that the bank has a clear recognition and reward policy. Further, the respondents neither agree nor disagree that if they do good work they can count on being rewarded and that their salary is fair for their responsibilities. Finally, they neither agree nor disagree that they are satisfied with the bank’s benefits package.
Further, the study has established that the respondents neither agree nor disagree on the relationship between motivations and work conditions. With regard to the specific elements of work condition tested, the respondents neither agree nor disagree that they believe their job is secure and that they keep a reasonable balance between work and personal life. However, the respondents agree that their physical working conditions are good. 
The study has also established that the respondents can neither agree nor disagree with the relationship between training and career development. With regard to the specific training and career development elements tested, the respondents disagree that they have a clearly established career path at the bank and that the bank seek for their input on what training they need. However, they neither agree nor disagree that they have opportunities to learn and grow, and that they have opportunities for training and education. Finally, the respondents agree that training for their job is appropriate and adequate.
The study has further established that the respondents neither agree nor disagree on the relationship between motivation and structure of work. Specifically, the respondents neither agree nor disagree that they have adequate authority to carry out their work related services and that their workload is reasonable and that they have realistic deadlines in their work. However, they agree that they have materials and equipment needed to carry out their work.
The study further reveals that the respondents neither agree nor disagree on the relationship between motivation and management system and that the respondents further neither agree nor disagree that the bank’s top management values employees and is committed to staff welfare and that the bank’s leadership style influences level of employee motivation. Additionally, the respondents neither agree nor disagree that the bank’s management have the commitment to address the challenges of employee motivation and that a good manager-employee relationship exists in the bank. Finally, the respondents neither agree nor disagree that the management empowers subordinates to do their job.
The study reveals that the respondents generally agree on the relationship between motivation and teamwork and cooperation. On the specific elements of teamwork and cooperation, the respondents agree that they feel part of a team working towards common goal of enhanced customer service delivery and experience and that their co-workers understand importance of working as a team. Additionally, the respondents agree that the bank employees understand how teamwork affects their service delivery and customer satisfaction.
3. The study through the analysis of the relationship between motivation and the selected motivational factors using the Pearson correlation with 2 – tailed significant correlation level at 0.01. The correlation has been established to be significant for all the factors with all having a 2 – tailed significance of .000 and being less than the correlation significant level of 0.01. Consequently, the study reveals that all motivational factors have significant direct and moderate relationship with motivation level of employees.
4. There is a significant difference between the motivation level of employees classified by age group where employees aged 46 years and above are more motivated than the employees below 25 years old.  Further, there is a significant difference in the perception of the respondents from the various age brackets, however, the differences between the other age brackets are not significant. Additionally, there is a significant difference between the motivation level of employees classified by highest level of education where employees with certificate/diploma are more motivated than the employees with bachelor’s degree and also there is a significant difference between the motivation level of male and female employees where the male employees are more motivated than the female employees. Further, there is a significant difference between the motivation level of employees classified by duration of service in the banking industry where employees who served between 6-10 years are more motivated than the employees who served below 5 years and those who served for 11 years and above. 
[bookmark: _Toc4150555]Conclusions
1. With regard to the respondents’ perceived motivational levels in the banking sector, the study concludes that whereas some employees in the banking sector are motivated, an equally similar number are not motivated.  The study further conclude that as much as there are employees who are aware of the existence of the motivational strategies, both financial and non – financial within the organization there are also those who are not aware of the same almost on an equal proportion. The study further concludes that there are as many employees who perceive that their organizations do not have formal strategies for improving motivational levels of the employees just as are those who perceive that their organizations have formal strategies for improving the motivational levels of employees. The study further concludes that the banking sector have employees who are at various levels of motivation ranging from those who are not motivated to those who are extremely motivated. Further, the study concludes that employee’s individual job as a motivational factor enables them to fulfill their basic needs. 
2. The study concludes it is not clear to determine the relationship between leadership and planning and motivation and all the elements relating to leadership and planning as is also the case with the relationship with the aspect that immediate supervisor support and all the elements related to it. However, the study concludes that it motivates the employees when the supervisors treat them with respect.
The study further concludes that the relationship between motivation and performance management as well as most of the elements associated to it is not clearly established. However, the study concludes that performance appraisal system is a significant motivational factor. 
The study also concludes that the relationship between motivation and recognition and rewards and all the elements associated with them as well as the relationship between motivations and work conditions and all the associated elements, the relationship between training and career development and all the associated elements have not been clearly determined. However, the study can conclude that the banks do not involve employees on key training and development decisions though it motivates the employees when training for their job is appropriate and adequate and that having materials and equipment to carry their work also motivates the employees
The study concludes that the relationship between motivation and teamwork and cooperation is a key motivational factor.
3. The study concludes that all motivational factors have significant direct and moderate relationship with motivation level of employees.
4. The study concludes that there is a significant difference between the motivation level of employees classified by age group where employees aged 46 years and above are more motivated than the employees below 25 years old. The study further conclude that there is a significant difference between the motivation level of employees classified by highest level of education where employees with certificate/diploma are more motivated than the employees with bachelor’s degree. The study also concludes that there is a significant difference between the motivation level of male and female employees where the male employees are more motivated than the female employees and that there is a significant difference between the motivation level of employees classified by duration of service in the banking industry where employees who served between 6-10 years are more motivated than the employees who served below 5 years and those who served for 11 years and above. 


[bookmark: _Toc4150556]Recommendations
1. The study recommends that the banking sector needs to review their motivational strategies to ensure that all the workers in the sector remain motivated. Further, the banks should create more awareness among the employees on the existence of the motivational strategies, both financial and non – financial within the organization and create an awareness of the existence of formal strategies for improving motivational levels of the employees 
2. The study recommends that enhance the employees perception of the relationship between motivation and the various motivational factors in order to help the organizations formulate effective motivational strategies. The study also recommends that the banking sector should enhance teamwork and cooperation key motivational factor.
3. The study recommends that the banking sector organizations takes into consideration the various elements of the motivational factors when formulating motivational strategies in order to maximize the output from those strategies.
4. The study also recommend that the organizations in the banking sector should always factor in the various demographic characteristics when formulating their motivational strategies so as to ensure that the strategies will be able to maximize on the specific influences in motivating the employees.
[bookmark: _Toc4150557]Recommendations for Further Studies
This study focused more on the relationship between various motivational factors and motivational levels of employees. However, from the findings of this particular study, it is recommended that further study should be done to establish the specific impact or influence that these motivational factors have on the motivational levels.
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(To be filled by front line employees)

Date:..........................
Dear Respondent,
I am a student at the University of Eastern Africa, Baraton carrying out a study to assess the perceived relationship between employee motvation and motivational factors in commercial banks in Kenya. You have been selected to be one of the respondents, and you have an important role in this research.Your opinions are valuable to this study. I would like to assure you that all the data collected in this questionnaire shall be kept private and confidential. Kindly fill this questionnaire as honestly as you can. You need not to indicate your name. Answer by writing in the spaces provided or by ticking in the appropriate box.
Thank you for your cooperation.


Joy Kemunto
Researcher










SECTION A: GENERAL INFORMATION 
Indicate your gender 
1. Male [ ] 		2. Female [ ] 
Indicate your age bracket 
1 Below 25 years [ ] 2. 26-35 years [ ]  3. 36-45 years [ ]  4. 46-55 years [ ] 	          5. 56-60 years [ ] 
What is your highest level of education? 
1  Certificate [ ]   2 Diploma [ ]   3 Bachelors’ Degree [ ]   4 Post Graduate Diploma [ ]     5  Masters [ ]    6 PhD [ ] 
How long have you worked in the banking industry? 
   1 Below 5 years [ ]   2  6 years to 10 years [ ]    3  11 years to 20 years [ ] 
   4 above 21 years [ ] 
How long have you worked at the current bank? 
   1  Below 5 years [ ]   2  6 years to 10 years [ ]   3 11 years to 20 years [ ] 
   4 above 21 years [ ] 
How long have you been a front line employee? 
    1 Below 5 years [ ]   2 - 11 years to 20 years [ ]   3 - 6 years to 10 years [ ] 
    4 - Above 21 years [ ] 
What is your Employment Status?
 1 - Permanent and Pensionable [ ]   2 - Part-time [ ]   3 - Contract [ ]    - Casual [ ]
What is your position in the bank?
  1 - Teller [ ]         2 - Customer advisor [ ]    3 - if any other, specify...............................

SECTION B: EMPLOYEE MOTIVATION LEVELS
2 This section assesses the level of employee motivation within the organization.
a. Are the employees in this organization motivated?
[ ] Yes 			[ ] No
b. Are you aware of the motivational strategies (financial and non-financial) in the organization? [ ] Yes [ ] No
c. Does your organization have formal strategies for improving motivational levels of employees? [ ] Yes [ ] No
d. How would you rank the motivational level of your organization?  [ ]  Not Motivated  [ ]  Least motivated  [ ]  Averagely motivated [ ] Highly motivated [ ] Extremely motivated
Rate the following statements by ticking only one appropriate box on the side of each question, where 1= strongly disagree, 2 = Dis- agree, 3 = neutral, 4 = Agree, 5 = strongly agree, which best corresponds with your opinion.
	What is your opinion on the following
	Rate

	
	1
	2
	3
	4
	5

	My job enables me to fulfil my basic needs
	
	
	
	
	

	Management is concerned over employee welfare 
	
	
	
	
	

	There is good job security in my current employment
	
	
	
	
	

	It’s enjoyable to go to work
	
	
	
	
	

	I am well aware of the company's comprehensive goals
	
	
	
	
	

	I am satisfied with my work environment
	
	
	
	
	

	My boss is good in communicating information
	
	
	
	
	

	The company values my service
	
	
	
	
	

	My job is challenging enough
	
	
	
	
	




SECTION C: EMPLOYEE MOTIVATION FACTORS
3 This section assesses the factors that motivate you. Please give a score for each factor as a motivator and for each statement by ticking the appropriate box in the Likert scale to indicate whether you strongly agree(SA), agree(A), neither agree or disagree(N), disagree(D) or strongly disagree(SD), where 5=strongly agree, 4=agree, 3=neither agree or disagree,2=disagree and 1=strongly disagree.

	Leadership and Planning
	1
	2
	3
	4
	5

	I have confidence in the organizational leadership 
	
	
	
	
	

	Our corporate goals and objectives are communicated clearly
	
	
	
	
	

	Management always solicit feedback from the employees
	
	
	
	
	

	Management does not play favorites with employees
	
	
	
	
	

	Immediate supervisor support 
	1
	2
	3
	4
	5

	I am treated fairly by my supervisor 
	
	
	
	
	

	My supervisor treats me with respect 
	
	
	
	
	

	My supervisor handles my work related issues satisfactorily 
	
	
	
	
	

	My supervisor understands what goes on in my area, 
	
	
	
	
	

	Performance management
	1
	2
	3
	4
	5

	I understand my performance objectives
	
	
	
	
	

	Performance management and appraisal is timely and effective
	
	
	
	
	

	Performance appraisal system is fair
	
	
	
	
	

	Last performance appraisal accurately reflects my performance
	
	
	
	
	

	Recognition and rewards 
	1
	2
	3
	4
	5

	The bank gives recognition for work that is well done
	
	
	
	
	

	The bank has a clear recognition and reward policy
	
	
	
	
	

	If I do good work I can count on being rewarded
	
	
	
	
	

	My salary is fair for my responsibilities
	
	
	
	
	

	I am satisfied with the bank’s benefits package
	
	
	
	
	

	Work conditions
	1
	2
	3
	4
	5

	I believe my job is secure 
	
	
	
	
	

	My physical working conditions are good 
	
	
	
	
	

	I keep a reasonable balance between work and personal life 
	
	
	
	
	

	Training and career development 
	
	
	
	
	

	I have a clearly established career path at the bank 
	
	
	
	
	

	I have opportunities to learn and grow 
	
	
	
	
	

	Training for my job is appropriate and adequate 
	
	
	
	
	

	I have opportunities for training and education 
	
	
	
	
	

	The bank seeks my input on what training I need 
	
	
	
	
	

	Structure of work 
	
	
	
	
	

	I have adequate authority to carry out my work related services
	
	
	
	
	

	I have materials and equipment needed to carry out my work 
	
	
	
	
	

	My workload is reasonable 
	
	
	
	
	

	I have realistic deadlines in my work
	
	
	
	
	

	Management System
	1
	2
	3
	4
	5

	The bank’s top management values employees and is committed to staff welfare 
	
	
	
	
	

	The bank’s leadership style influences level of employee motivation 
	
	
	
	
	

	The bank’s management have the commitment to address the challenges of employee motivation 
	
	
	
	
	

	A good manager-employee relationship exists in the bank
	
	
	
	
	

	Management empowers subordinates to do their job 
	
	
	
	
	

	Teamwork and cooperation
	
	
	
	
	

	I feel part of a team working towards common goal of enhanced customer service delivery and experience 
	
	
	
	
	

	My co-workers understand importance of working as a team
	
	
	
	
	

	Bank employees understand how teamwork affects our service delivery and customer satisfaction
	
	
	
	
	



The End
Thank you








[bookmark: _Toc4150561]Appendix II: Reliability Analyses
Reliability (Employee Motivational Level)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.889
	9



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	My job enables me to fulfil my basic needs
	24.29
	42.090
	.652
	.877

	Management is concerned over employee welfare
	25.35
	39.435
	.738
	.869

	There is good job security in my current employment
	25.07
	39.687
	.567
	.885

	It’s enjoyable to go to work
	25.39
	40.334
	.663
	.875

	I am well aware of the company's comprehensive goals
	24.66
	40.917
	.622
	.878

	I am satisfied with my work environment
	24.98
	39.963
	.726
	.870

	My boss is good in communicating information
	24.87
	39.468
	.753
	.868

	The company values my service
	24.85
	39.452
	.786
	.866

	My job is challenging enough
	24.99
	41.220
	.420
	.900






Reliability (Leadership and Planning)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.899
	4





	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I have confidence in the organizational leadership
	8.62
	11.300
	.885
	.829

	Our corporate goals and objectives are communicated clearly
	8.37
	11.908
	.786
	.866

	Management always solicit feedback from the employees
	8.96
	12.297
	.708
	.894

	Management does not play favorites with employees
	8.73
	12.029
	.728
	.887




Reliability (Immediate Supervisor Support)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.879
	4



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I am treated fairly by my supervisor
	10.19
	6.948
	.865
	.792

	My supervisor treats me with respect
	9.99
	8.735
	.699
	.862

	My supervisor handles my work related issues satisfactorily
	10.23
	7.852
	.784
	.828

	My supervisor understands what goes on in my area,
	10.20
	8.279
	.629
	.889




Reliability (Performance Management)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.873
	4

	
Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I understand my performance objectives
	7.47
	11.824
	.578
	.894

	Performance management and appraisal is timely and effective
	8.24
	10.779
	.775
	.820

	Performance appraisal system is fair
	8.39
	10.108
	.765
	.823

	Last performance appraisal accurately reflects my performance
	8.54
	10.174
	.807
	.805




Reliability (Recognition and Rewards)

	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.625
	5



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	The bank gives recognition for work that is well done
	12.16
	17.539
	.601
	.483

	The bank has a clear recognition and reward policy
	12.07
	19.480
	.487
	.543

	If I do good work I can count on being rewarded
	12.26
	10.006
	.455
	.647

	My salary is fair for my responsibilities
	11.64
	21.283
	.374
	.590

	I am satisfied with the bank’s benefits package
	11.93
	21.725
	.282
	.615






Reliability (Work Conditions)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.658
	3



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I believe my job is secure
	6.59
	3.269
	.549
	.445

	My physical working conditions are good
	5.76
	5.026
	.522
	.592

	I keep a reasonable balance between work and personal life
	6.28
	2.982
	.451
	.640




Reliability (Training and Career Development)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.839
	5



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I have a clearly established career path at the bank
	12.04
	16.613
	.730
	.781

	I have opportunities to learn and grow
	11.59
	15.095
	.804
	.756

	Training for my job is appropriate and adequate
	10.92
	20.998
	.436
	.855

	I have opportunities for training and education
	11.02
	18.007
	.655
	.803

	The bank seeks my input on what training I need
	12.05
	17.950
	.596
	.819





Reliability (Structure of Work)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.745
	4



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I have adequate authority to carry out my work related services
	10.29
	5.324
	.607
	.646

	I have materials and equipment needed to carry out my work
	10.07
	6.092
	.563
	.676

	My workload is reasonable
	10.32
	6.013
	.595
	.659

	I have realistic deadlines in my work
	10.23
	6.159
	.415
	.760



Reliability (Management System)
	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.932
	5

	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	The bank’s top management values employees and is committed to staff welfare
	11.66
	20.183
	.902
	.900

	The bank’s leadership style influences level of employee motivation
	11.61
	19.759
	.866
	.907

	The bank’s management have the commitment to address the challenges of employee motivation
	11.72
	21.451
	.747
	.930

	A good manager-employee relationship exists in the bank
	11.41
	22.062
	.729
	.933

	Management empowers subordinates to do their job
	11.62
	21.418
	.865
	.909


Reliability (Teamwork and Cooperation)

	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.142
	4



	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I feel part of a team working towards common goal of enhanced customer service delivery and experience
	13.04
	39.481
	.216
	.044

	My co-workers understand importance of working as a team
	12.83
	38.101
	.087
	.098

	Co-operation between departments is adequate in ensuring that we deliver value and satisfaction to our customers
	11.64
	14.084
	-.046
	.716

	Bank employees understand how teamwork affects our service delivery and customer satisfaction
	12.78
	38.067
	.428
	-.034a

	a. The value is negative due to a negative average covariance among items. This violates reliability model assumptions. You may want to check item codings.




	Scale Statistics

	Mean
	Variance
	Std. Deviation
	N of Items

	16.76
	44.830
	6.696
	4






Reliability (Teamwork and Cooperation) – after deleting one statement

	Reliability Statistics

	Cronbach's Alpha
	N of Items

	.716
	3




	Item-Total Statistics

	
	Scale Mean if Item Deleted
	Scale Variance if Item Deleted
	Corrected Item-Total Correlation
	Cronbach's Alpha if Item Deleted

	I feel part of a team working towards common goal of enhanced customer service delivery and experience
	7.92
	7.289
	.704
	.461

	My co-workers understand importance of working as a team
	7.71
	5.068
	.477
	.858

	Bank employees understand how teamwork affects our service delivery and customer satisfaction
	7.66
	9.093
	.599
	.630













[bookmark: _Toc4150562]Appendix III: List of Cmmercial Banks in Kenya and their Nairobi Branches

1. Africa Banking Corporation Bank Ltd(Kenya) 
· Koinange street
· Westlands
· Industrial area
· Libra house
2. Bank of Africa Ltd 
· Reinsurance plaza
· Westlands
· Uhuru highway
· River road
· Monrovia street
· Ngong road
· Embakasi
· Galleria
· Greenspan mall
· Upperhill
· Lunga lunga road
· Kenyatta avenue
· Gikomba
· Githurai
· Ruaraka
· Sameer
· Gateway 
3. Bank of Baroda Ltd 
· Nairobi main, Koinange street
· Sarit centre
· Industrial area
4. Bank of India Ltd 
· Kenyatta avenue 
· Industrial area
· Westlands 
5. Barclays Bank of Kenya Ltd 
· Parkside towers
· Eastleigh 
· Office Park
· Card centre
· Thika Road Mall
· Buruburu
· Gikomba
· Kawangware
· Plaza Premier Centre(Flagship)
· River road
· Chomba house
· Hurlingham
· Development house
· Lavington
· 6th Street Eastleigh
· Muthaiga
· Nakumatt Westgate
· Karen 
· Ruaraka
· Enterprise Road
· Westlands
· Moi Avenue
· Barclays Plaza Corporate
· Avon
· Haile Selassie Avenue
· Nairobi University
· Bunyala Road
· Nairobi West 
· Parklands
· Pangani
· ABC Premier Life
· Kariobangi
· Queensway House
· Nakumatt Embakasi
· J.K.I.A.
· Village Market Premier Life
· Sarit Centre Premier Life
· Yaya Centre Premier Life
· Market branch
· Rahimtulla Trust Towers Premier Life
· Harambee Avenue Premier Life
6. Chase Bank (Kenya) Ltd (In Receivership)
· City Centre (prudential building)
· Village Market
· Hurlingham\
· Eastleigh
· Parklands
· Riverside Mews
· Donholm
· Ngara Mini
· River road
· Kilimani
· Kasuku express-Kileleshwa
· Karen
· Madaraka express
· Kimathi
· Lavington
· Diamond Plaza
· Chase Elite ABC Place
· Embakasi
· Upper Hill
· Buru Buru
· Strathmore
· Chase Xpess Ngong road
· Sameer business park
· Delta westlands
· Lungalunga
7. Citibank N.A Ltd 
· Head office,Upper Hill
· Gigiri Agency
8. Commercial Bank of Africa Ltd 
· Upper Hill
· Wabera Street
· Mama Ngina
· Westlands
· Yaya
· Industrial Area
· Mamlaka-AON
· Village Market
· J.K.I.A-Cargo centre
· Park side
· Galleria Mall
· Junction
· Greenspan
· Thika Road Mall
· Lavington Mall
· Hilton 
9. Consolidated Bank of Kenya Ltd 
· Harambee Avenue
· Koinange Street
· River Road
· Umoja
· Taj Mall
10. Cooperative Bank of Kenya Ltd 
· Tom Mboya street
· Donholm
· Umoja
· Embakasi junction
· Langata road
· Kawangware 46
· Mombasa road
· Karen
· Ruiru
· Co-op House
· Industrial area
· Ukulima House
· Moi Avenue
· Wakulima market
· Eastleigh
· Kayole
· University Way
· Buruburu
· Stima Plaza
· Westlands
· Upper Hill
· Nacico
· Kariobangi
· Kawangware
· Canon house
· Kimathi street
· Githurai
· City hall
· NBC Ngong road
· Kenyatta Avenue
· Enterprise Road
· Zimmerman
· Aga Khan Walk
· Embakasi
· Kibera
· Kangemi 
· Dandora
· Gikomba
· River road
11. Credit Bank Ltd 
· Koinange street
· Westlands
· Industrial area
· Lavington 
12. Development Bank of Kenya Ltd 
· Loita street
13. Diamond Trust Bank Ltd 
· Nation Centre
· Parklands
· Westgate
· Mombasa road
· Industrial Area
· OTC
· Eastleigh
· T-mall
· Village Market
· Prestige
· Buruburu
· Upper Hill
· Wabera street
· Karen
· Diamond Plaza
· Crossroad
· J.K.I.A.
· Madina Mall
· Thika Road Mall
14. Ecobank Ltd 
· Fedha branch
· Plaza 2000
· Westminister
· Chambers
· Industrial area
· Westlands
· Gikomba
· Upper Hill
· Valley Arcade
· Karen
· Embakasi
· Thika Road Mall
15. Equity Bank Ltd 
· Equity Bank coprporate
· Equity Bank Fourways
· Tom Mboya
· Mama Ngina
· Community
· Community Corporate
· Harambee Avenue
· Kimathi street
· Kariobangi
· KNUT House
· Gikomba
· Moi Avenue
· Westlands
· Kenpipe Plaza
· Kawangware
· Kayole
· Githurai
· Enterprise road
· Donholm
· Eastleigh
· Ruiru
· OTC
· Ngara
· Tea Room
· Buruburu
· Mombasa road
· KU sub branch
· Kibera
· Kasarani
· Karen
· Nairobi West
· Kenyatta Avenue
· City Hall
· Embakasi
· Westlands Corporate
· Lavington Corporate
· Ruai
· Kilimani
· Kilimani Supreme
· JKIA cargo centre
· Mayfair Supreme centre
16. Family Bank Ltd 
· Sonalux
· Kenyatta Avenue
· Cargen House
· Dagoretti
· Industrial aea
· Donholm
· Fourways retail 
· KTDA Plaza
· Kariobangi
· Gikomba
· Yaya
· Westlands
· Tom Mboya
· River Road
· Kayole\
· KTDA Plaza corporate
· Fourways corporate
· Ngara 
17. Fidelity Bank Limited
· Kaunda street
· Sameer Park
· Highridge
· Westlands
· Industrial area
· New Muthaiga
· Kilimani 
18. First Community Bank Ltd 
· Wabera street
· Eastleigh 1
· Eastleigh 2-General Waruinge street
· Kimathi street
· Westlands
· South C
· Industrial area
· Lunga Lunga
19. Giro Commercial Bank Ltd 
· Banda street
· Industrial area
· Kimathi street
· Westlands
· Parklands 3rd Avenue
20. Guaranty Trust Bank Kenya
· Kimathi street
· Industrial area
· Westlands
· Sky Park
· Ngong road
· Karen
· Nanyuki
· Thika
· Mombasa
21. Guardian Bank Ltd 
· Head office-Biashara street
· Westlands
· Mombasa road
· Ngong road
22. Gulf African Bank Ltd
· Upper Hill
· Eastleigh
· Kenyatta Avenue\
· Eastleigh 7th street
· Eastleigh Athmani Kipanga street
· Westlands
· Industrial area
·  Muthaiga 
23. Housing Finance Co. of Kenya Ltd 
· Rehani House
· Gill House
· Maserah House
· Buru buru
24. Habib Bank Ltd
· Kimathi street
· Kenyatta Avenue
25. Habib Bank A.G Zurich Ltd
· Head office-Koinange street
· Industrial area
· Westlands 
26. I&M Bank Ltd 
· Kenyatta Avenue
· 2nd Ngong Avenue
· Sarit Centre
· Head office
· Biashara street
· Industrial area
· Karen 
· Panari Centre
· Parklands
· Wilson Airport
· South C. Shopping centre
· Langata Link
· Lavington
· Riverside Drive
· Card Centre
27. Imperial Bank Kenya Ltd (In Receivership)
· IPS
· Upper Hill
· Parklands
· Industrial Area
· Karen
· Riverside
· Haille Sellasie
· Village Market
· Junction Mall
· Greenspan Mall
· Westlands
· Highridge
28. Jamii Bora Bank Ltd 
· Koinange street
· Kiongozi
· Kayole
· Mathare
· Kawangware
· Kibera
· Kariobangi
· Funzi road
· Ngong road
· Kirinyaga Road
29. Kenya Commercial Bank Ltd 
· Eastleigh
· Moi Avenue - Nairobi
· Kipande House
· KICC
· Tom Mboya
· Industrial Area
· River Road
· Jogoo Road – Nairobi
· Card Centre
· Sarit Centre
· UN Gigiri
· Ruiru
· University Way
· Milimani
· Village Market
· Capitol Hill
· Karen
· Gateway Mombasa Road
· Buruburu
· Mashariki
· Kawangware
· Kimathi
· Gikomba
· Prestige plaza
· Kariobangi
· Biashara street
· Ngara
· Haille Sellasie
· Garden Plaza
· Sarit Centre Mortgage Centre
· Salama House Mortgage Centre
· Nairobi High Court
· Westgate Advantage
· Hurlingham
· Kibera
· Thika Road Mall
· Kasarani
30. Middle East Bank Kenya Ltd
· Head office
· Milimani
· Industrial Area
31. National Bank of Kenya Ltd 
· Kenyatta Avenue
· Harambee Avenue
· Hill
· Eastleigh
· Hospital 
· Ruiru
· Upperhill
· Westlands
· Times Tower
· Wilson Airport
· JKIA
· KU
· Card Centre
32. NIC Bank Ltd 
· City Centre
· NIC House
· Westlands
· The Junction
· Harambee 
· Prestige – Ngong road
· Galleria Bomas
· Village Market
· Sameer Park
· Karen
· TAJ Mall
· ABC
· Thika Road Mall
33. Oriental Commercial Bank Ltd 
· Koinange street
· Westlands
· Nakumatt Mega
· Thika Road Mall
34. Paramount Universal Bank Ltd 
· Head Office
· Koinange
· Parklands
· Westlands
· Industrial area
35. Prime Bank Ltd (Kenya) 
· Head office Riverside
· Kenindia
· Biashara
· Westlands
· Industrial Area
· Parklands
· Riverside Drive
· Card Centre
· Hurlingham
· Capital Centre
· Kamukunji
· Karen
36. Sidian Bank
· Head Office
· Kenyatta Avenue – Nairobi
· Buruburu
· Kenyatta Market
· Moi Avenue – Nairobi
· Kilimani
37. Spire Bank
· Hurlingham
· Westlands
· Mombasa road
· Chester
· Waiyaki Way
· Industrial area
38. Stanbic Bank
· Kenyatta Avenue
· Waiyaki Way
· Industrial Area
· Harambee Avenue
· Chiromo Road
· International house
· Upper Hill
· West gate
· Buruburu
· Gikomba
· Ruaraka
· Karen
· Warwick 
39. Standard Chartered Kenya (K) Ltd 
· Kenyatta Avenue
· Moi Avenue
· Westlands 
· Harambee Avenue
· Industrial Area
· Koinange
· Yaya Centre
· Ruaraka
· Langata
· Karen
· Muthaiga
· Ukay
· Eastleigh
· Upper Hill
· Chiromo
· Greenspan
· T-Mall
· The Junction
40. Trans National Bank Kenya Ltd 
· Head office
· JKIA
41. United Bank for Africa Ltd 
· Westlands
· Enterprise road
· Upper Hill
42. Victoria Commercial Bank Ltd 
· Victoria Towers – Upperhill
· Riverside drive

	
SOURCE: (CBK, 2017)
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JOY KEMUNTO MOSONGO
PERSONAL INFORMATION
Address: 30460-00100 Nairobi   
E-mail: joykemunto@gmail.com	
Mobile Tel: 0722981620                          					

CAREER OBJECTIVE
My career objective is to utilize my professional knowledge and skills in pursuing a management career, maximizing productivity of resources and contributing to achievement of overall business strategy.

EDUCATION BACKGROUND AND PROFESSIONAL QUALIFICATION
2012-Date:  University of Eastern Africa Baraton, Masters of Business Administration (Business management and Human Resources option)
2002-2006: Maseno University, Bachelor of Business Administration (Finance option)
2001-2005:  Strathmore University, CPA part I-III

WORK EXPERIENCE
October 2013 to date: Branch Operation Officer Barclays Bank
Key duties and responsibilities
· Provide leadership to team members and taking responsibility for the team’s performance.
· Ensure compliance and adherence of laid down procedures and policies
· Review existing controls to check if they are adequate for the risks 
· Reconciling internal and P&L accounts
· Review daily reports and controlled stationery reconciliation
· Allocate and review snap checks as well as follow up for remediation
· Monitor and control costs
· Encourage teamwork and high productivity
· Authorize transactions above retail support’s limit
· Update BCM and contact details as well as reviewing practicability of the BCM plan
· Train and remind team members of rigor and controls requirements



April 2010-September 2013: Compliance/Custodian Barclays Bank
Key duties and responsibilities
· Ensure accuracy levels of customers’ instructions being sent for processing.
· Ensure accuracy and completeness of accounts, loans and cards applications
· Handle customer queries on status of payments effectively and processing payments accurately.
· Control and manage cash and its movement
· In charge of cashiers, giving guidance on all their operations
· Check and authorize transactions above cashier limit
· Point of contact between customer and internal procedures
· Complete and forward various monthly returns for the branch

April 2007-March 2010: Teller Barclays Bank
Key duties and responsibilities
· Receiving and paying cash
· Processing internal, local and international payments
· Receiving customer queries and escalating to management
· Balancing and preparation of cash book	
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OFFICE OF THE DIRECTOR OF GRADUATE STUDIES

AND RESEARCH
UNIVERSITY OF EASTERN AFRICA, BARATON

P. 0. Box 2500-30100, Eldoret, Kenya, East Africa

October 22, 2018

astern Africa, Baraton
School of Buusines

Dear Joy,

Re: ETHICS CLEARANCE FOR RESEARCH PROPOSAL (REC: UEABG/IS2MS)

Your research proposal entitled “Relationship between Employee Motivation and Cassomey
unty, Kenya™ wzs discassed by e

Retention among Commercial Banks in Nairobi Co:
Research Ethics Committee (REC) of the University and your requess for ethics ciesramoe was

granted approval.
This approval is for one year effective October 22, 2018 until October 21, 2019. For amy
extension beyond this time period, you will need to apply to this commines cae moath prior

expiry date.
Note that you will need a research permit from the National Commission for Sciemce.
Technology, and Innovation (NACOSTI) and clearance from the stady site before you stant

gathering your data.

We wish you success in your research.
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OFFICE OF DIRECTOR OF GRADUATE
STUDIES AND RESEARCH

UNIVERSITY OF EASTERN AFRICA, BARATON
P.O. Box 2500, Eldoret, Kenya

22 October, 2018

National Council for Science, Technology, and Innovation

P.0. Box 30623 — 00100
Nairobi, Kenya

Dear Sir/Madam
Ms. Joy Kemunto is a graduate student pursuing the degree Master of Business Administration
in Accounting at the University of Eastern Affica, Baraton. She is currently writing her thesis
entitled Relationship between Employee Motivation and Customer Retention among
Commercial Banks in Nairobi County, Kenya.

I am asking you to please allow her to conduct her research in selected institutions. The research
permit you will grant her will surely facilitate her data-gathering.

Any assistance you will grant her will be greatly appreciated. May God richly bless you inall
your undertakings.
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et o NACOSTI/P/18/18014/26505 e 1 November, 2018

Joy Kemunto Mosongo
University of Eastern Africa, Baraton,
P.0. Box 2500-30100

ELDORET.

RE: RESEARCH AUTHORIZATION

Following your application for authority to carry out research on “Relationship between
employee motivation and customer retention among Commercial Banks in Nairobi
County Kenya” 1 am pleased to inform you that you have been authorized to undertake
research in Nairobi County for the period ending 30 October, 2019,

You are advised 1o report (o the County Commissioner and the County Director of
Education, Nairobi County before embarking on the research project.

Kindly note that, as an applicant who has been licensed under the Science, Technol
and Innovation Act, 2013 to conduct research in Kenya, you shall deposit a copy
final research report to the Commission within one year of completion, The

of the same should be submitted through the Online Research Information
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OFFICE OF THE DIRECTOR OF GRADUATE

STUDIES AND RESEARCH
UNIVERSITY OF EASTERN AFRICA, BARATON
P.0. Box 2500, Eldoret, Kenya

22 October, 2018

TO WHOM IT MAY CONCERN
Re: PILOT STUDY OF RESEARCH INSTRUMENT

Ms. Joy Kemunto is a graduate student pursuing Master of Business Administrati
Accounting at the University of Eastern Africa, Baraton. She is currently writing her thesis
entitled Relationship between Employee Motivation and Customer Retention among
Commercial Banks in Nairobi County. Kenya.

r research instrument, Kemunto is conducting a pilot study.
ondents in your institution.

on in

To establish the reliability of he
Please allow her to administer her questionnaires to selected respe

ated. May God richly bless you inall

Any assistance you will grant her will be greatly appreci
your undertakings.





