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Abstract

This study examined the relationship between Reward system and Organizational performance of
deposit money banks in Yenagoa, Bayelsa State. The study adopted the cross-sectional survey design,
and data were collected from 225 employees across selected deposit money banks using
questionnaire. The Pearson’s product moment correlation statistical tool was employed to test the
hypotheses. Findings from this study revealed positive and significant relationships between the three
dimensions of reward system (pay/salary, benefits, and career opportunities/development) and the two
measures of organizational performance (employee satisfaction and customer satisfaction). The study
recommends that: The management of banks should identify the needs of the individual employee and
establish an appropriate link between them, which will lead to employee and customer satisfactions.
Management of banks should focus on employee’s career progression. There should be some career
development programs in which management should discuss employee’s career plans with them.
Managers should use tools that increase loyalty and citizenship behaviour of the employees in the
system for example, application of the rewarding methods that are non-material (presenting a plaque,
promotion opportunities, travel free of charge) may influence employee satisfaction which transverse
to customer satisfaction. Human Resource Department of banks should in conjunction with senior
management revise the current salary scale in line with prevailing economic environment and set an
appropriate and competitive salary scale. This will not only motivate employees but also increase
employees’ performance and reduce employees’ turnover.
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Introduction

Organizations contribute significantly to economic advancement of every nation; this reality
give credence to the fact that organizations must perform optimally. Optimal performance of
corporate bodies ensure its survival as well as the attainment of strategic goals and objectives
as organizations play pivotal roles in the functioning of our society, it is important we seek
understanding of how best to provide the needed guidance on ways to improve organizational
performance for the benefit of all stakeholders. This we can achieve through research aimed
at improving the available information for enhanced performance. Organizational
performance is a measurable result of the level of attainment of an organization’s goals (Daft
&Marcic, 2021)or mechanism for improving the likelihood of an organization successful
implementing of a strategy (Anthony, 2021).

Reward is described as all monetary, non-monetary, and psychological payments that an
organization provides for its employees (Bartol& Locke, 2000). Balamurugan &Princia,
(2019) described reward as one of the benefits that are offered to employees in exchange for
work or value. It is a strategic human resource management policy that aims at recognizing
the contributions of employees to the organization as a part of employment relationship
contract (Martocchio, 2018; Milkovich et al., 2018). In this direction, Balamurugan &Princia
(2019) further argued that a well-structured reward system will essentially impact individuals
and team members’ performance as well as engagement levels within the workplace.
Consequently, it is therefore crucial to implement an effective and efficient reward system
based on each unique organization’s needs. Anthony and Govindarajan (2018), Ahlgren,
Andersson and Skoid (2017) observed that reward systems is aimed at motivating employees
to perform better and above expectations. It further aims at retaining them to build up high
levels of competence. The studies also noted that reward systems are designed to compensate
individuals and groups which can be either financial or non-financial. According to Goel
(2018) effective rewards need to satisfy the basic needs of employees, be part of the system
and comparable to those offered by other competitive organizations in the same sector or
industry. According to Ochenge and Susan (2014) a wide range of rewards in an organization
are important in motivating employees. Such rewards as mentoring, career development,
good working environment and appreciation are valued by employees and therefore crucial in
motivating them for enhanced productivity and performance.

Shahzadi, and Farooqi (2018) found that good reward and better working conditions have
significant influence on employee motivation. When employees are motivated, the
organizations’ performance goes up. Further, they found that employee relationship with
supervisor, training process, opportunities for improvement, all have great impacts on
employee performance. Reward is one of the important elements in motivating employees for
contributing their best, generate innovative ideas that lead to better business functionality and
further improve on company performance both financial and non-financially. Organizational
culture is a pattern of basic assumptions that a group has invented, discovered, or developed
in learning to cope with its problems of external adaptation and internal integration. They
must have worked well enough to be considered valid and therefore, be communicated to
new members as the correct way to perceive, think and feel in relation to those problems
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(Schein, 2019). It involves not only the organizational climate but also practices that
organizations develop around handling their people (O’Donnelle& Boyle, 2008).

Alneyadi, Al-Shibami, Ameen and Bhaumik (2019) evaluated the moderating effect of
organizational culture on the relationship between transformational leadership and human
capital within the Public Sector in UAE. In another development, Ira (2018) investigated the
moderating role of organizational culture on the effect of organizational justice on
organizational citizenship behaviour. Further, Lee and Kim (2017) explored the moderating
effects of organizational culture on the impact of corporate social responsibility (CSR) on
firm performance with emphasis on corporate contributions in Korea. Samuel (2016)
analyzed the mediating effect of organizational culture in the relationship between
charismatic leadership and job satisfaction in National Schools in Kenya.From the studies
above and literatures already reviewed, we intend to believe that there is limited literature
specifically on relationship between reward systems and organizational performance using a
moderating variable of organizational culture in deposit money banks in Bayelsa state,
Nigeria.

The Banking industry in Nigeria has experienced its fair share of performance related
challenges. The trend of failed banks which led to the decrease in the number of banks
operating in Nigeria during the period 1970 to 2018 was induced by poor performance
(Jeroh& Okoye, 2018). In 2021 alone, 26 banks failed to survive the harsh competition,
reducing the number from 115 to 89 banks (lhoza, 2007). Aside the identified poor
management of these banks, their inability to adequately motivate their employees for all
round performance, was also observed as one of the causes of the failures. It was reported
that the objective of the recapitalization and consolidation may not be achieved if human
resources strategy is largely overlooked (Anifowose, Genty& Atiku, 2021; Fapohunda,
2018). In view of the noted poor performance of most of the banks that operated in the era,
the Central Bank of Nigeria (CBN) directed all banks to recapitalize to the tune of N25
billion on or before 31st Dec. 2005. Most of the banks that met the deadline did so through
merger and acquisition with its attendant implications and challenges to human resource in
the industry. Inadequate motivation of employees can affect the quality of services offered
by organizations, especially banks. Service quality is one of the main elements of customer
satisfaction and their intention to purchase (Peter &Vassilis, 1997). According to Wilson,
Zeithaml, Bitner and Gremler (2018) customer satisfaction is influenced by the quality of
product and services offered by institutions.

Issues of business integrity, innovation, high rate of frauds & other malpractices in the
system, respect for legitimate laws and regulations, concern for the society in which a bank
operates will become as much important as profit consideration in the 21st century (Dabwor,
2018). As remarked by Sanusi (1995), machines and advanced technology can provide
informational and transactional convenience but only manpower can provide the credibility,
creativity and care that can build long-term customer and client relationships. In other words,
there is need for capacity building in our system to enable us cope with the wind of
technological development. Banking (and indeed the entire sectors in the financial markets) is
people-related and the quality of services offered lies mainly with the personnel’s ability to
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feel valued considering instituted reward system available. Consequently, of all the
challenges facing the Nigerian banking industry, employee motivation through
institutionalized reward process, is the most daunting. Nwamuo (2019) investigated the effect
of reward on organizational performance in Nigeria Breweries Company South-East, Nigeria;
Ibrahim and Daniel (2019) assessed the reward package on employee’s performance in
Nigerian banks; Muhammad and Mairafi (2019) examined the effects of training and
performance appraisal on the performance of bank employees in Nigeria; Nnaji-lhedinmah
and Egbunike (2015) evaluated the effects of rewards on employee performance in selected
deposit money banks in Awka metropolis. While many of these studies have been directed
towards employee performance, few have been carried out from the perspective of
organizational performance (employee and customer satisfaction). Despite a retinue of
scholarly efforts on corporate performance, most organization still grapple with abysmal
performance especially Nigerian Banks. It is on this premise that this study seeks to test the
relationship between reward system and organizational performance of deposit money banks
in Bayelsa state Nigeria.

Theoretical Review

A theory of scientific truth may be viewed as a logically interrelated collection of
propositions. Therefore, the concept of theory requires some clarification. Verma and Malick
(1999) as well as Blumberg, Cooper and Schindler (2011) are of the opinion in this regard
that the key role of theory is to help direct the researcher. According to Best and Khan
(2006), it is best to characterize a theory as an attempt to establish a general explanation for
certain phenomenon. According to these authors, a theory describes non-observable
structures that are derived from observable facts and events that are assumed to influence the
phenomenon being studied. It further means that the relationship between key variables is
articulated in a theory to explain the current state or predict future competitions.

Social Exchange Theory (SET)

This model of SET stipulates that certain workplace antecedents lead to interpersonal
connections, referred to as social exchange relationships (Cropanzano, Byrne, Bobocel, &
Rupp, 2021). Social exchange relationships evolve when employers take care of employees.
This thereby engenders beneficial consequences. In other words, the social exchange
relationship is a mediator or intervening variable. It provides for advantageous and fair
transactions between strong relationships. These relationships consequently produce effective
work behavior and positive employee attitudes. This line of reasoning has received much
attention, most of which use Blau’s (1964) framework to describe social exchange
relationships.Blau’s contribution to SET represents a significant comparison of economic and
social exchanges. The study maintained that the basic and most crucial distinction is that
social exchange entails unspecified obligations that only social exchange involves favors that
create diffuse future obligations, while the nature of the return cannot be bargained. Further,
only social exchange tends to engender feelings of personal obligations, gratitude, and trust
while purely economic exchange does no. The study also argued that the benefits involved in
social exchange do not have an exact price in terms of a single quantitative medium of
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exchange implying that social exchanges create enduring social patterns.Blau (1964) also
outlined exchange relations as causally related, although the direction of the causal arrow is
somewhat ambiguous. For example, the study argued that the character of the relationship
between exchange partners might affect the process of social exchange. Additionally, the
study observed that successful exchanges can cause one individual to become committed to
another, suggesting that an exchange may sometimes affect a relationship.

The Resource-Based View (RBV)

The resource-based view (RBV/RBT) theory has widely been used in the studies of
organizational performance (Innocent, 2015). The RBV concentrates on organizational
unique resources and capabilities which differentiate one organization from other
organizations within the same industry. The RBV also attempt to address the issues of how an
organization can achieve competitive advantage over other organizations and as such,
enhance its organizational performance?

The RBV suggest that organizational achievements are truly based on the internal properties
of an organization. Both organizational assets (tangible and intangible) and capabilities
(internal knowledge and competencies) are defined as the organizational internal properties
(Chuang & Lin, 2017; Teece, Pisano &Shuen, 1997). Similarly, the RBV considers that an
organization is endorsed with different types of organizational resources such as, assets
resources, capabilities resources, process resources, management competencies, technological
resources, and knowledge resources (Barney, 1991). These resources and capabilities
enhance the organizational performance and work as a basis of competitive advantage
(Barney, 1991).Hsu and Pereira (2018) observed that RBV helps the organization in
identifying its unique internal resources which not only enhance the organizational
performance, but also create competitive advantage for the organization. In addition, current
literature recognizes the importance of RBV in the banking sector and reveals the positive
connection between organizational internal resources and bank performance/organizational
performance (Innocent, 2015; Al-Swidi, 2021).

Expectancy Theory

According to expectancy theory (Porter & Lawler, 1968; VVroom, 1964), the interactions
among three different beliefs determine motivation: expectancy, instrumentality, and valence.
For an individual to be motivated to perform a certain task, he must believe that if he exerts
enough effort, he will be able to achieve whatever level of performance is required. Using job
performance as an example, if a person works hard at his job, he must believe that he will be
able to meet his employer’s performance requirements. This relationship is referred to as
expectancy. An individual must also believe that his performance will result in a particular
outcome. The linkage between performance and outcomes is called instrumentality. An
individual may view an outcome as desirable or undesirable. The final condition needed for
an individual to be motivated is for that individual to positively value the outcomes which
will result from his performance. This is referred to as valence. Expectancy, instrumentality,
and valence are based on individual perception. As a result, individuals working in the same
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organization may have very different assessments of expectancy, instrumentality, and
valence. Consequently, their motivation may vary.

It was applied in organizations to explain job motivation and has also been extended to a
variety of research questions involving organizations (Porter & Lawler, 1968; Vroom, 1964).
Instances include organizational innovation (Monge, Cozzens, & Contractor, 2022), budget
allocation (Mobley &Meglino, 1977), competitive behavior (Chen & Miller, 2019), and
strategy implementation (Guth& MacMillan, 2022). Within the field of public administration,
expectancy theory has been used as a theoretical framework for understanding motivation in
public and private organizations (Frank & Lewis, 2018; Jurkiewicz, Massey, & Brown,
2021), pay for performance (Condrey&Kellough, 2019; Pearce & Perry, 2021), free-rider
problems (Powers & Thompson, 2019), risk culture (Bozeman & Kingsley, 2021), and
mission valence (Rainey &Steinbauer, 1999).

Literature Review

Abbas and Cross (2019) assessed the reward package on employee’s performance in Nigerian
Banks. In the globalized environment, it is of importance to ensure a rewarded/motivated
workforce because employees are the only asset that appreciate over time, thereby directly
contributing to organizational performances. Employee reward package has been a major
problem in the Nigerian banking industry, due mainly to poor salaries and monetary benefits
such as transport allowances and bonuses. The main objectives of the study were to
determine the effects of organization’s reward package on workers’ productivity and to
ascertain the effect of rewards package on employee’s performance. The study adopted a
cross sectional design, which entailed a structured questionnaire being distributed to
respondents. The structured questionnaire comprised of Sections A and B. The sample size
was 171, which was derived from a target population of 300 employees through the
systematic sampling technique. The researcher used the personal method in distributing and
collecting questionnaires to sample respondents and 165 completed questionnaires were
returned. This equated to a high response rate of 97%. Further, the data collected was
analyzed using the Statistical Package for the Social Sciences (SPSS) Version 15.00. The
study found that salaries and bonuses were amongst the top extrinsic rewards at Guaranty
Trust Bank and Union Bank. Good financial rewards are vital in influencing the behaviour of
employees, as well as in enhancing organizational performances. The researcher
recommended that managers of Guaranty Trust bank and Union Bank should consider
reviewing the reward packages, offer competitive financial rewards and, timely reward
employees.

Nwamuo (2019) evaluated the effect of reward on organizational performance in Nigeria
Breweries Company South-East, Nigeria. The study aimed at investigating the effect of salary
increase, cash bonus and promotion on organizational performance. This study was anchored
on equity theory. It adopted survey research design. The population of the study was 1752,
and Borg and Gall (2013) was used to determine a sample size of 337. Instruments used for
the study was structured questionnaire. Face content validity was used to validate the
instruments. Test-retest and Cronbach's Alpha was used to compute the reliability of the
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instrument. The study also employed multiple regression analysis at 0.05 level of significance
in testing hypotheses. Findings showed that; salary increase has a positively significant
relationship with organizational performance. Cash bonus had a significant positive effect on
organizational performance. Promotion had a significant positive effect on organizational
performance. The study concluded that reward has a significant positive effect on
organizational performance in the sampled Nigeria breweries in South-East.

Ndubisi and Nwankwo (2019) appraised customer satisfaction and organizational
performance in Nigerian Banking sub-sector. This study examined customer satisfaction and
organizational performance of the banking sub-sector in South-East, Nigeria. The objective
of the study was to evaluate the relationship between customer satisfaction and banks’
performance. The study adopted survey design, with bank customers and staff as the
population of the study. Questionnaire designed on five (5) point Likert-scales were used to
collect the respondent’s opinions and interests respectively. The study used inferential
statistical techniques which comprised of kolmogrov-smirvov test and Kendalls co-efficient
of concordance to test the hypotheses. The result revealed that there were positive significant
relationships between customer satisfaction and banks performance in all the variables tested.

Okafor and Okeke (2019) examined reward strategy and employee performance in selected
banks in Anambra State. The major purpose of the study was to determine the various
strategies, which managers should adopt to improve workers’ morale and productivity in an
organization. The specific objective was to ascertain the influence of training and
development on employee performance. In conducting the research, a sample of three
hundred and twenty-three (323) respondents responded to the questionnaire. These
respondents were selected using a non-probability sampling method (purposive/ judgmental
method). The data gathered were analyzed using simple regression technique. The result
revealed that training and development of employee have significant positive effect on
employee performance in the banks under study. It was concluded that training and
development always improve employee performance because they give the employees the
reason to continue to put in more effort.

Anku, Amewugah, and Glover (2018) assessed the concept of reward management, reward
system and corporate efficiency. Employees who make up a company remain the
organization’s unique and biggest asset. While they provide performance, organizations aim
to reward them in an equitable manner, which are viewed as fair, unbiased and consistent in
accordance with the value they create in the organization. A reward system exists with a
specific goal to motivate employees to work towards accomplishing vital objectives which
are set by entities. The study clarified the phenomenon of reward systems and corporate
efficiency. It additionally reviewed other studies within the scope of reward systems. It
assessed emerging and critical issues that inform reward decision making. It again raised
issues for example, the issue of measuring comparability and the concern of recognition
programmes.

Robles (2018) investigated the impact of employee benefits on employee happiness in
Nairobi's five-star hotels. The following research questions directed the study: What impact
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do financial benefits have on employee satisfaction in Nairobi's five-star hotels? What impact
do retirement benefits have on employee satisfaction in Nairobi's five-star hotels? and how do
health benefits impact employee satisfaction in Nairobi's five-star hotels? The thesis
employed a descriptive research methodology. The target population in Nairobi was 1824
employees of five-star hotels. The sample size was determined using stratified random
sampling. A standardized questionnaire was used to collect primary data. The Statistical
Package for Social Sciences (SPSS) was used to ensure that the data was of high quality. The
questionnaire's reliability was determined using Cronbach's alpha, and the relationship
between the dependent and independent variables was determined using correlation analysis.
Financial benefits, retirement benefits, and social benefits all had a clear positive relationship
with employee satisfaction, according to the results. The first goal was to determine the
impact of financial incentives on employee satisfaction. Employee satisfaction is improved
by financial incentives such as allowances, and workers often accept that they are given a
cafeteria package.

Research Method

This study utilized the cross-sectional survey design. It helps in understanding the
characteristics of a group in each situation, as well as assisting in systematic thinking about
aspects in a given situation.

Population and Sample

This refers to the entire population to which the observations and findings of the study could
be applicable (Baridam, 2021). The target industry for this study consisted of all the 15
deposit money banks operating in Bayelsa state. Respondents included employees in charge
of the commercial or retail banking units, corporate and investment banking units, as well as
operations and services units in all the state branches of these banks.The sample size for this
study was deduced using the Krecjie and Morgan table for sample size determination. From a
population size of three hundred and seventy-five (375) representatives, a sample size of
hundred and seventy-eight (278) representatives were allocated for this study.

Methods of Data Analysis

The techniques for data analysis refer to the tools adopted in the analysis as well as the
interpretations of the data for the study. The analysis for this study was executed in 4 stages.
These are:

a. Demographic data analysis which is concerned with the demographic distribution of
the respondents was carried out using frequency and percentage descriptive tools,
with charts and contingency tables utilized to emphasize distributions.

b. Univariate analysis is mainly concerned with the distribution of the variables. It was
executed using the mean and standard deviation descriptive statistical tools and
focused on describing the average levels of respondent’s opinions and experiences of
the variables.
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c. Bivariate analysis purely concerned with the extent to which the dimensions of reward
systems (salary, benefits and career opportunities/ development) correlate with the
measures of organizational performance (employee satisfaction and customer
satisfaction). It was analyzed using the Pearson’s product moment correlation

technique.

d. Multivariate analysis, duly concerned with the moderating effect of organizational
culture on the relationship between reward systems and organizational performance. It
was analyzed using the partial correlation coefficient technique. All statistical analysis
were carried out using the Statistical Package for the Social Sciences (SPSS) version

25.

Decision criteria (Pearson’s product moment correlation coefficient technique): Reject null
hypothesis if probability value (PV) is significant or accept null hypothesis if \value (PV) is
insignificant (Reject the null hypothesis if PV < 0.05 or accept the null hypothesis if PV >

0.05)

Decision criteria (Partial correlation technique): Reject null hypothesis if direct effect (R1) is
less than coefficient for indirect effect (R1) of the variables at a significant level (PV < 0.05).
Accept null hypothesis if direct effect (R1) is greater than coefficient for indirect effect (R1)

of the variables at a significant level (PV < 0.05).
Analysis and Discussion

Table 4.1: Test of Hypotheses

Mediation
Stage

SY —ES
(Hypothesis 1)
SY —CS
(Hypothesis 2)

BS —ES
(Hypothesis 3)

BS —CS
(Hypothesis 4)

CD— ES
(Hypothesis 5)

CD—CS
(Hypothesis 6)

Hypothesis

There is no significant relationship
between pay/ salary and employees
satisfaction.

There is no significant relationship
between pay/ salary and customer
satisfaction.

There is no significant relationship
between benefits and employees’
satisfaction.

There is no significant relationship
between benefits and customer
satisfaction.

There is no significant relationship
between career opportunities/
development and employees’
satisfaction.

There is no significant relationship
between career opportunities/
development and customer
satisfaction.

E}

Pearson’s Product
Moment
Correlation

0.890

0.821

0.743

0.755

0.779

0.775

Sig.
(2-tailed)
(P-values)
0.004

0.003

0.000

0.000

0.000

0.000

Remark

Not
supported

Not
supported

Not
supported

Not
supported

Not
supported

Not
supported
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OC—RS Organizational Culture does not 0.515 0.000 Not
OC—OP significantly moderate the supported
(Hypothesis 7) relationship between

Reward Systems and
Organizational Performance.

Source: SPSS 25.0 output on research data, 2021

The hypotheses were tested at a 0.05 significance level. This means that two constructs were
statistically significantly related with p-value <0.05 (tested at 0.05 level of significance). A
total of seven hypothesized relationships were postulated in the study; all stated in the null
form of no relationship. Data in this section were analyzed using the Pearson’s Product
Moment Correlation technique to investigate and ascertain the relationships between the
latent constructs. These were on a bivariate basis with the use of partial correlation to test the
effect of the moderating variable on a multivariate basis. The analysis was based on
significance criteria of p<0.05.

Discussion of the Findings

The overreaching aim of the study is to identify the relationship between reward systems
(which comprises pay/salary, benefits, and career opportunities/development) and
organizational performance amongst deposit money banks in Bayelsa state. Based on the
social exchange theory (Cropanzanoet al., 2021), the resource-based view theory (Barney,
1991), and the expectancy theory (Vroom, 1964), the study developed a framework to
explore the potential moderating role of organizational culture on the relationship between
reward systems and organizational performance amongst deposit money banks in Bayelsa
state. The findings indicate that reward systems is key to organizational performance, in line
with Siwale, Hapompwe, Kukano and Silavwe (2020) who posited that good remuneration
has been found over the years to be one of the policies the organization can adopt to increase
their workers’ performance and thereby increase the organizations productivity. An
organization must carefully set the rewards system to evaluate the employee’s performance at
all levels and then reward them either through a visible pay or an invisible satisfaction. The
only way employees will fulfil the employers dream is to share in their dream (Kotelnikov,
2020). Reward systems are the mechanisms that make this happen. They can include awards
and other forms of recognition, promotions, reassignments, non-monetary bonuses like
vacations or a simple thank you.This is also in line with a study that was conducted by (Khan,
Wagas, & Muneer, 2017) which showed similar characteristics of composition of human
needs. This affects the kind of reward packages that organizations must design. Maslow’s
motivation theory states that man’s behaviour is controlled by both internal and external
factors. The study also emphasized that humans have the unique ability to make choices and
exercise free-will. The study led to the believe that people have certain needs which are
unchanging and genetic in origin.Following the research questions and hypothesis of the
study, the remaining of this section will be about the discussion of findings on the
relationship between the dimensions of reward systems and each measure of organizational
performance. The moderating role of organizational culture is presented at the last segment of
the discussion.
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The first specific objective was to evaluate the relationship between pay/salary and employee
satisfaction. This objective was captured by a research question and expressed under Ho1.1t
was postulated in Ho: that there is no significant relationship between pay/salary and
employee satisfaction. This theorising logic was not supported. The result shows that there is
a positive and significant relationship between pay/salary and employee satisfaction amongst
deposit money banks in Bayelsa state. In other words, increase in pay/salary is associated
with increase in employee satisfaction. This finding aligns with Young, Milner, Edmunds,
Pentsil and Broman (2014) who found a significant positive relationship between salary and
employee job satisfaction whereas increased salary results in increased job satisfaction.
Similarly, it has also been conceptualized that satisfaction results in increased pay. Indeed,
Mohanty (2007) found that a positive attitude, which may arise from job satisfaction, among
other factors in one’s life, helps one earn more money.

The next objective was to examine the relationship between pay/salary and customer
satisfaction, as captured by a research question and expressed under Hoz. This second
hypothesis stated there is no significant relationship between pay/salary and customer
satisfaction. The result of this study did not support the hypothesis. The result shows that
there is a positive and significant relationship between pay/salary and customer satisfaction.
This means that increase in pay/salary is associated with increase in customer satisfaction.
This finding agrees with Asekun (2015) who indicated that the relationship between pay, and
employee turnover intention and customer satisfaction was positive, this was the expected
direction. The result also confirmed a positive association between pay, customer, and job
satisfaction. Value is created by satisfied, loyal, and productive employees. Employee
satisfaction, in turn, results primarily from high-quality support services and policies that
enable employees to deliver results to customers” (Heskett, Jones &Loveman, 2019).
Schneider, Hanges, Goldstein, and Braverman (2019) also noted that past service sector
findings have been replicated on academic samples. It is worth noting that in several studies,
students have been viewed as customers, with instructors being seen as service providers
(Masterson, 2021; Schneider et al., 2019). Masterson (2021) found a trickle-down effect
linking instructors’ feelings of distributive justice to students’ evaluations of their instructors.
Masterson argued that when instructors believe they are being fairly compensated for their
effort, they feel more committed to their organization. Consequently, they will put more
effort into their interactions with students. Although Masterson examined the effects of
teachers’ attitudes on student reactions, intuitively it seems that teachers’ attitudes would
have the same effect on student achievement.

The third objective was to investigate the relationship between benefits and employee
satisfaction and was captured by a research question and expressed under Hos. This
hypothesis stated there is no significant relationship between benefits and employee
satisfaction. The outcome of the data analysis did not support the hypothesis. The result
shows that there is a strongpositive and significant relationship between benefits and
employee satisfaction amongst deposit money banks in Bayelsa state. This implies that
increase in benefit is associated with increase in employee satisfaction. This finding is
consistent with Robles (2018) posited a relationship between benefits and employee
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satisfaction of Five Stars Hotels in Nairobi, Kenya. The study concluded there is clear
evidence that five stars hotels in Nairobi uses various forms of employees’ financial benefits
such as allowances as recognition strategy to show the value of employees at work. It can
also be concluded that retirement benefits enhance employees’ satisfaction and productivity.
Social benefits also influence employees’ satisfaction by a great extent, being family family-
friendly benefits packages, paid time off and flexible work schedules considered the most
important for employees in the organization.Schneider, Ehrhart and Macey (2011), argues
that effective employee benefits help to change their attitudes towards organizational tasks in
the field of Human Resource Management, the prominence of employee's job satisfaction has
an immense importance. According to Haider, Aamir, Hamid and Hashim (2015) based on
their study in Saudi Arabia, advocated for the use of financial services benefits as opposed to
the commonly used compensations packages to foster employee satisfaction.

One of the specific objectives was to determine the relationship between benefits and
customer satisfaction and was captured by a research question and expressed under Hos. This
hypothesis stated there is no significant relationship between benefits and customer
satisfaction. The outcome of the data analysis did not support the hypothesis. The result
shows that there is a strong positiveand significant relationship between benefits and
customer satisfaction amongst deposit money Banks in Bayelsa state.This implies that an
increase in benefits is associated with increase in customer satisfaction. This position is
corroborated by Hague and Hague (2016) posited that satisfied customers usually rebound
and patronize more. Besides retaining their accounts with the bank, they also work as a
network to reach other potential customers by sharing experiences. The value of keeping a
customer is only one-tenth of winning a new one. Therefore, when the organization wins a
customer, it should continue to build up a good relationship with the client. Providing the
quality of services in the 215t century is not only to satisfy the customers but also to have a
safe position. Indeed, this has benefited the customers significantly on patronizing qualitative
services (Rebekah & Sharyn, 2018).

The fifth specific objective was to ascertain the relationship between career opportunities/
development and employee satisfaction and was captured by a research question and
expressed under Hos. This hypothesis stated there is no significant relationship between
career opportunities/ development and employee satisfaction. The outcome of the data
analysis did not support the hypothesis. The result shows that there is a strongpositive and
significant relationship between career opportunities/ development and employee satisfaction
amongst deposit money Banks in Bayelsa state. This implies increase in career opportunities/
development is associated with increase in employee satisfaction. This position is
corroborated by Shujaat, Sana, Aftab and Ahmed (2013) who found a positive relationship
between career development and employee job satisfaction in banking sector. Employees are
satisfied with career development activities that are offered at their organizations. Corporate
world has become more competitive hence employees have become more conscious to career
development.Career development is directly linked to the satisfaction of employee in a way
that employees feel value from their supervisors and organization as their goals are being
focused and achieved, they get recognition because along with their own goals organizational
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goals are also being satisfied. So, employees become more satisfied with their job and would
never want to leave the organization and also organization wants to retain its golden
employees to achieve its objectives and long-term corporate goals. That’s why organization
should have to invest in ongoing employee career development programs to make both
employee as well as organization successful (Duggan, 2018).

One of the specific objectives was to investigate the relationship between career
opportunities/ development and customer satisfaction and was captured by a research
question and expressed under Hos. This hypothesis stated there is no significant relationship
between career opportunities/ development and customer satisfaction. The outcome of the
data analysis did not support the hypothesis. The result shows that there is a strong positive
and significant relationship between career opportunities/ development and customer
satisfaction amongst deposit money Banks in Bayelsa state. This implies that an increase in
career opportunities/ development is associated with increase in customer satisfaction. This
finding agrees with Kaya and Ceylan (2014), results of the analysis indicate that career
development programs and organizational commitment have a partial effect on employee’s
job satisfaction, organizational commitment affects job satisfaction directly and positively,
and career development programs in organizations do not affect the level of employee’s job
satisfaction. Career management identifies the future necessity of human resources better and
provides the forecast of better developmental stages for the specialties and different
professions in the company (Bayram, 2018).

The final specific objective was to find out if organizational culture, significantly moderates
the relationship between reward systems and organizational performance and was captured
by a research question and expressed under Hog. This hypothesis stated that organizational
culture does not significantly moderate the relationship between reward systems and
organizational performance. The outcome of the data analysis did not support the hypothesis.
The result shows that organizational culture significantly moderates the relationship between
reward systems and organizational performanceamongst deposit money banks in Bayelsa
state. This means that the organizational culture influences of reward systems and
organizational performance. This finding agrees with Jannang and Jabid (2016) who posits
that cultural organizations form the perceptions and behaviour of employees and one way to
do this is to set the context for social interactions within the organization. According to De
Long and Fahey (2000) the impact of culture on the context for social interaction can be
judged on three things, namely the interaction of vertical (interaction with senior managers),
horizontal interaction (interaction between individuals on the same level), and behaviors of
special which promote a culture of sharing knowledge. Peters and Waterman, (2020) posited
that organizational culture could be a strategic asset for the organization in that it increases
the adaptability of and fit between an organization and its environment. Members
continuously interpret aspects of their work environment and these interpretations, as well as
the ways in which they are enacted, from the culture of the organization (Martin, 2022).
Among the manifestations of culture are rituals, group norms, habits of thinking and
espoused values (Deal & Kennedy, 2020; Schein, 2022; Trice & Beyer, 2019).
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Conclusion

The importance of reward system in day-to-day performance of workers’ duties cannot be
over emphasized especially when it comes to being rewarded for job done. Human
performance of any sort is improved by increased motivation. From the results of this study,
it can be concluded that reward system matters a lot and should be the concern of banks and
other employers. The results of this study indicated that workers place a great value on
different rewards given to them by their employers (deposit money banks). The current
system at the deposit money banks is not sufficient to consistently motivate workers. The
study also found that when, both financial and non-financial rewards are present at
workplace, employees are motivated and so their job performance is improved, and those
efforts are reflected in the overall organization performance. In absence of adequate reward,
workers would tend to express their displeasure through poor performance and non-
commitment to their jobs. The study further highlighted that appropriate and consistent
rewards to employees not only raise their motivation to work harder but also improves overall
organization performance.

Recommendations

In view of the findings and the position of this study with regards the relationship between
reward systems and organizational performance of deposit money banks in Bayelsa state of
Nigeria, this study recommends as follows:

i.  The management of banks should identify the needs of the individual employee and
establish an appropriate link between them, which will lead to employee and customer
satisfactions.

ii.  Management of banks should focus on employee’s career progression. There should
be some career development programs in which management should discuss
employee’s career plans with them

iii.  Managers should use tools that increase loyalty and citizenship behaviour of the
employees in the system for example, application of the rewarding methods that are
non-material (presenting a plague, promotion opportunities, travel free of charge) may
influence employee satisfaction which transverse to customer satisfaction.

References

Abbas, U. 1., & Cross, O. D. (2019). Assessing the reward package on employee’s
performance in Nigerian Banks. International Journal of Development Research,
09(04), 27023-27028.

Ahlgren, A. 1., Andersson, I., &Skoid, H. (2007). Individual versus team-based reward
system: a study on how organizations argue for their choice. Essay in management
control. School of Business Economics and Law, Goteborg University.

Alneyadi, B. A., Al-Shibami, A. H., Ameen, A., &Bhaumik, A. (2019). Moderating effect of
organizational culture on the relationship between transformational leadership and

Volume 08 Issue 06 June 2025



https://www.gphjournal.org/index.php

REWARD SYSTEM AND ORGANIZATIONAL PERFORMANCE OF DEPOSIT MONEY BANKS IN YENAGOA, BAYELSA STATE

human capital: An empirical study on Public Sector of UAE. International Journal on
Emerging Technologies, 10(1a), 23-31.

Al-swidi, A. K. (2021). The moderating effect of organizational culture on the relationship
between total quality management, entrepreneurial orientation and the performance
of banks in Yemen (unpublished Ph.D. thesis). Universiti Utara Malaysia. Retrieved
from http://etd.uum.edu.my/3781/1/s92402.pdf-(8th June, 2020)

Anifowose, B., Genty, K. I., & Atiku, O. (2011). The Post Consolidation of Banks: Human
Resources Management Challenges and Prospects in Nigeria Banking Sector.
International Journal of Business and Management, 6(11), 67- 75.

Anthony, R. N. (2021). Planning and control systems. Boston, MA: Harvard University.

Anthony, R., & Govindarajan, V. (2018). Management Control Systems, 9th Ed. New York:
McGraw Hill.

Asekun, W. A. (2015). Survey of pay satisfaction, job satisfaction and employee turnover in
selected business organizations in Lagos, Nigeria. Global Journal of Social Sciences,
14(1), 1-8.

Balamurugan, G., &Princia, A. (2019). Conceptual framework on reward systems in
organizations for success and its impacts: A wide view. International Journal of
Trend in Scientific Research and Development, 3(2), 734-740

Baridam D. M. (2021). Research methods in administration sciences, Port Harcourt:
Sherbrooke Associates.

Barney, J. (1991). Firm resources and sustained competitive advantage. Journal of
Management, 17(1), 99-120.

Bartol, K.M., & Locke, E.A. (2000). Incentives and motivation. In S.Rynes& Gerhardt
(Eds.), Compensation in organizations: Progress and prospects (p. 104-147). San
Francisco, CA: Lexinton Press.

Best, J. W., & Kahn, J. V. (2006). Research in Education. 10th Edition, Pearson Education
Inc., Cape Town.

Blau, P. M. (1964). Exchange and power in social life. New Y ork: John Wiley.

Blumberg, B., Cooper, D. R., & Schindler, P. S. (2011). Business Research Methods.
London, McGraw-Hill Higher Education.

Bozeman, B., & Kingsley, G. (2021). Risk culture in public and private organizations. Public
Administration Review, 58(2), 109-118.

Chen, M., & Miller, D. (2019). Competitive attack, retaliation and performance: An
expectancy-valence framework. Strategic Management Journal, 15(1), 85-102.

© 2025 GLOBAL PUBLICATION HOUSE | International Journal of Educational Research | https://gphjournal.org/index.php/er


https://gphjournal.org/index.php/er
http://etd.uum.edu.my/3781/1/s92402.pdf-(8th

Ebinimi, A., & O. Felix, 0. (2025). REWARD SYSTEM AND ORGANIZATIONAL PERFORMANCE OF DEPOSIT MONEY
BANKS IN YENAGOA, BAYELSA STATE. GPH-International Journal of Educational Research, 8(6), 23-42.
https://doi.org/10.5281/zenodo0.16266386

Chuang, S. H., & Lin, H. N. (2017). Performance implications of information-value offering
in e-service systems: Examining the resource-based perspective and innovation
strategy. The Journal of Strategic Information Systems, 26(1), 22-38.

Condrey, S. E., &Kellough, J. E. (2019). Pay for performance in the public sector: Assessing
the evidence. Public Productivity & Management Review, 17(2), 113-115.

Cropanzano, R., Byrne, Z. S., Bobocel, D. R., & Rupp, D. E. (2021). Moral virtues, fairness
heuristics, social entities, and other denizens of organizational justice. Journal of
Vocational Behavior, 58(2), 164-209.

Daft, R. L., &Marcic, D. (2021). Understanding Management. Harcourt College Publishers,
Northwestern University, New York, United States

De Long, D. W., & Fahey, L. (2000). Diagnosing cultural barriers to knowledge. Academy of
Management Executive, 14(4), 113-27.

Deal, T. E., & Kennedy, A. A. (2020). Corporate cultures: The rites and rituals of corporate
life. Reading, MA: Advison-Wesley, Pub. Co.

Duggan, H. (2018). Adapting self-directed online professional development for Nebraska
Public Librarians.

Fapohunda, T. M. (2021). The human resource management challenges of post consolidation
mergers and acquisitions in Nigeria's banking industry. International Business
Management, 6(1), 68-74.

Frank, S. A., & Lewis, G. B. (2018). Government employees: Working hard or hardly
working? American Review of Public Administration, 34(2), 36-51.

Goel, D. (2018). Performance Appraisal and Compensation Management- A Modern
Approach. New Dehli: Prentice Hall of India.

Guth, W. D., & MacMillan, I. C. (2022). Strategy implementation versus middle management
self-interest. Strategic Management Journal, 7(1), 313-327.

Hague, P., & Hague, N. (2016). Customer Satisfaction Survey: The customer experience
through the customer’s eyes. London: Cogent Publication

Haider, M., Aamir, A., Hamid, A. B. A., & Hashim, M. (2015). A literature Analysis on the
Importance of Non-Financial Rewards for Employees' Job Satisfaction. Abasyn
University Journal of Social Sciences, 8(2), 21-36.

Heskett, J. L., Jones, T. O., &Loveman, G. W., (2019). Putting the Service-Profit Chain to
Work. Harvard Business Review, 72(1), 164-170.

Hsu, C. C., & Pereira, A. (2018). Internationalization and performance: The moderating
effects of organizational learning. [Review]. Omega-International Journal of
Management Science, 36(2), 188-205.

Volume 08 Issue 06 June 2025



https://www.gphjournal.org/index.php

REWARD SYSTEM AND ORGANIZATIONAL PERFORMANCE OF DEPOSIT MONEY BANKS IN YENAGOA, BAYELSA STATE

Ibrahim, A. U., & Daniel, C. O. (2019). Assessing the reward package on employee’s
performance in Nigerian banks. International Journal of Development Research,
09(04), 27023-27028.

Ihoza, A. (2007). Structural effects of banking industry consolidation in Nigeria. Journal of
Banking Regulation, 8(1), 159 176.

Innocent, O. (2015). The performance of deposit money banks: The role of organizational
culture as a mediator and external environment as a moderator (Unpublished
doctoral dissertation). Universiti Utara Malaysia.

Ira, M. S. (2018). The moderating role of organizational culture on the effect of
organizational justice on organizational citizenship behaviour. Diponegoro
International Journal of Business, 1(1), 49-54.

Jeroh, E., & Okoye, E. (2015). Impact assessment of bank consolidation on the performance
of deposit money banks in Nigeria. Acta Universities Danubius. Economica, 11(5),
12-20

Jurkiewicz, C. L., Massey, T. K., Jr., & Brown, R. G. (2021). Motivation in public and
private organizations: A comparative study. Public Productivity & Management
Review, 21(2), 230-250.

Kaya, C., &Ceylan, B. (2014). An empirical study on the role of career development
programs in organizations and organizational commitment on job satisfaction of
employees. American Journal of Business and Management, 3(3), 178-191.

Khan, N., Wagas, H., & Muneer, R. (2017). Impact of Rewards (Intrinsic and extrinsic) on
Employee Performance With Special Reference to Courier Companies of City
Faisalabad, Pakistan. International Journal of Management Excellence (ISSN: 2292-
1648), 8(2), 937-945.

Kotelnikov, V. (2023). Holistic Creativity and Harmonious Mega-Innovation for Sustainable
Development: Master Keys and Examples. In Multidisciplinary Approaches in Al,
Creativity, Innovation, and Green Collaboration (pp. 190-213). IGI Global.

Lee, M., & Kim, H. (2017). Exploring the organizational culture’s moderating role of effects
of corporate social responsibility (CSR) on firm performance: Focused on Corporate
contributions in Korea. Sustainability, 9(1), 1-18.

Martin, J. (2022). Cultures in organizations: three perspectives. New York Oxford
University Press.

Martocchio, J. J. (2014). Strategic Compensation: A Human Resource Management
Approach. Boston, US: Pearson Education Limited.

© 2025 GLOBAL PUBLICATION HOUSE | International Journal of Educational Research | https://gphjournal.org/index.php/er


https://gphjournal.org/index.php/er

Ebinimi, A., & O. Felix, 0. (2025). REWARD SYSTEM AND ORGANIZATIONAL PERFORMANCE OF DEPOSIT MONEY
BANKS IN YENAGOA, BAYELSA STATE. GPH-International Journal of Educational Research, 8(6), 23-42.
https://doi.org/10.5281/zenodo0.16266386

Masterson, S. S. (2021). A trickle-down model of organizational justice: Relating employees’

and customers’ perceptions of and reactions to fairness. Journal of Applied
Psychology, 86(1), 594-604.

Milkovich, G.T., Newman, J. M., & Gerhart, B. (2014). Compensation. New York: McGraw-
Hilllrwin.

Mobley, W. H., &Meglino, B. M. (1977). A behavioral choice model of budget allocation
behavior of academic deans. Academy of Management Journal, 20(1), 564-572.

Mohanty, M. S. (2019). Effects of positive attitude on earnings: evidence from the US
longitudinal data. The Journal of Socio-Economics, 38(2), 357-371.

Monge, P. R., Cozzens, M. D., & Contractor, N. S. (2022). Communication and motivational
predictors of the dynamics of organizational innovation. Organizational Science, 3(1),
250-274.

Muhammad, I. G., &Mairafi, S. L. (2019). Effects of training and performance appraisal on
the performance of bank employees in Nigeria. Bayero Journal of African
Entrepreneurship Studies, 2(1), 55-69.

Ndubisi, E. C., & Nwankwo, C. A. (2019). Customer Satisfaction and Organizational
Performance of the Nigerian Banking Sub-Sector. International Journal of Business
and Management Invention, 8(3), 79-87.

Nnaji-lhedinmah, N. C., &Egbunike, F. C. (2015). Effect of rewards on employee
performance in organizations: a study of selected commercial banks in Awka
metropolis. European Journal of Business and management, 7(4), 80-88.

Nwamuo, I. C. (2019). Effect of reward on organizational performance in Nigeria Breweries
company South-East, Nigeria. International Journal of Innovative Social Sciences &
Humanities Research, 7(4), 71-81.

O’Donnelle, O. & Boyle, R. (2008). Understanding and managing organizational culture.
Institute of Public Administration. Retrieved from http://www.ipa.ie

Ochenge, N., & Susan, W. (2014). Role of reward systems in employee motivation.
International Jour-nal of Social Sciences Management and Entrepreneurship, 1(2),
203- 220.

Okafor, N. D., & Okeke, M. N. (2019). Reward strategy and employee performance in
selected Banks in Anambra State. International Journal of Research and Innovation
in Applied Science, 1V(XI), 82-86.

Pearce, J. L., & Perry, J. L. (2021). Federal merit pay: A longitudinal analysis. Public
Administration Review, 43(2), 315-325.

Volume 08 Issue 06 June 2025



https://www.gphjournal.org/index.php
http://www.ipa.ie/

REWARD SYSTEM AND ORGANIZATIONAL PERFORMANCE OF DEPOSIT MONEY BANKS IN YENAGOA, BAYELSA STATE

Peter, K., &Vassilis, V. (1997). Private and Public Banks: A Comparison of Customer
Expectations and Perceptions. International Journal of Bank Marketing, 15(7), 279 —
287.

Porter, L. W., & Lawler, E. E. (1968). Managerial attitudes and performance. Homewood,
IL: Irwin.

Powers, K. J., & Thompson, F. (2019). Managing coprovision: Using expectancy theory to
overcome the free-rider problem. Journal of Public Administration Research and
Theory, 4(1), 179-196.

Rainey, H. G., &Steinbauer, P. (1999). Galloping elephants: Developing elements of a theory
of effective government organizations. Journal of Public Administration Research
and Theory, 9(1), 1-32.

Rebekah, B., & Sharyn, R. (2018). Customer satisfaction should not be only goal. Journal of
Services Marketing, 18(7), 514-523.

Robles, A. S. (2018). Influence of employee benefits on employee satisfaction: A case of Five
Stars Hotels in Nairobi. A research report proposal submitted to the Chandaria School
of Business in Partial Fulfilment of the Requirement for the Degree of Masters in
Business Administration (MBA), United States International University - Africa

Sanusi, J. O. (1995). Re-engineering the financial service sector for stability. Journal of
FITC, 1(2), 1-3.

Schein, E. (2019). Organizational Culture. American Psychologist, 45(2). 109-119.

Schein, E. H. (2022). Organizational culture and leadership. 2nd edition, San Francisco:
Jossey-Bass.

Schneider, B., Hanges, P. J., Goldstein, H. W., & Braverman, E. P. (2019). Do customer
service perceptions generalize? The case of student and chair ratings of faculty
effectiveness. Journal of Applied Psychology, 79(1), 685-690.

Shujaat, S., Sana, S., & Aftab, F. (2013). Impact of career development on employee
satisfaction in private banking sector Karachi. IBT Journal of Business Studies
(IBS), 2(2).

Siwale, J., Hapompwe, C., Kukano, C., &Silavwe, D. C. (2020). Impact of Reward System
on Organizational Performance.

Teece, D. J., Pisano, G., &Shuen, A. (1997). Dynamic capabilities and strategic management.
Strategic Management Journal, 18(7), 509-533.

Trice, H. M., & Beyer, J. M. (2019). The cultures of work organization., Englewood Cliffs,
N.J. Printice Hall.

© 2025 GLOBAL PUBLICATION HOUSE | International Journal of Educational Research | https://gphjournal.org/index.php/er

41


https://gphjournal.org/index.php/er

Ebinimi, A., & O. Felix, 0. (2025). REWARD SYSTEM AND ORGANIZATIONAL PERFORMANCE OF DEPOSIT MONEY
BANKS IN YENAGOA, BAYELSA STATE. GPH-International Journal of Educational Research, 8(6), 23-42.
https://doi.org/10.5281/zenodo0.16266386

Verma, G. K., & Mallick, K. (1999). Researching education: Perspectives and techniques.
Philadelphia: Open University Press.

Vroom, V. H. (1964). Work and motivation. New York, NY: John Wiley.

Wilson, A., Zeithaml, V. A., Bitner, M. J., &Gremler, D. D. (2018). Services Marketing,
McGraw-Hill Education.

Young, L., Milner, M., Edmunds, D., Pentsil, G., & Broman, M. (2014). The tenuous
relationship between salary and satisfaction. Journal of Behavioural Studies in
Business, 7(1), 1-9.

Volume 08 Issue 06 June 2025

42


https://www.gphjournal.org/index.php

	Abstract

