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ABSTRACT

This study was carried to find out the @ots of organization culture in the
employee’s performances a case of Bank of Imdi2ar es salaam .The study had
four research objectives which were formulateml as to answer the general
problem of the research study, which was rblealaborated in the statement of
problem. This study used case study design. Thalation of the study consisted of
employees from the banks. The researcher usgdogive sampling technique to
draw a sample size of 70 respondents from pbpulation. Questionnaires and
interview guide were generated from the stateméttieo problem and conceptual
framework so as to obtain reliable and valatad The findings show that

organization culture has a great influence on perémce as it dictates how things
are done, organization’s philosophy, work environtnemanagement style and
communication style. At BOI there employees agtest talmost all the variable

plays the importance role in their performancesisTis due to the fact that

employees seek work environment that maximizesheir ability to be innovative,

creative, and independent of macro-management,saohavith fellow colleagues

among others. It is recommended that organizatimesl to set out rules that are
viewed as fair and practical by employees to prenaobureaucratic culture. This can
be achieved by having open lines for feedback xangple having a suggestion box

as a tool for airing views and feedback concermirigs set out by Management.
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CHAPTER ONE

INTRODUCTION

1.1  Background to the Problem

The current economic situation is marked by gldaaion, high competition and fast
developing new technologies. Thus companies becguore global and employees
with different perceptions, backgrounds and wothtesl attitudes have to deal with
each other. This is why organizational culture besn the focus of interest, in both
theory and practice, and capture our attentionutinout the last decade (Denison,
1990). Companies win or lose based on the cultineg create”, the CEO of comp

USA, the largest retailer of personal computer éskon, 2002).

According to Hallett, (2003). The difference betweseiccessful and less successful
organizations rests in the roots of establishing@anizational culture. The reason
for the popularity of organizational culture is thgbstantial relationship between the
concept itself and its outcomes such as gaining pedbitive

advantage,a company’s effectiveness andfinancrépeance.

Normally Organizations want to obtain the commitinerf their employees.
Management would like its employees to identify hwihe values, norms and
artefacts of the organization, hence the needrigairozational culture. Management
needs to explain and imbibe its culture in its ewgpes; this will enable the
employee to get familiar with the organizationakteyn. During this process of
explanation, the employee learns about the orghoiwed culture and decides

whether he can cope with it or not. This means ¢a&h organization is a learning



environment. It is the proper understanding of tinganizational culture that the
performance of the employee in the organizatiomfoP@ance is the extent to which
an individual is carrying out assignment or task.réfers to the degree of

accomplishment of the task that makes up an emelsyeb (Cascio, 2006).

The culture of the organization should be develogedsupport continuous
improvement, improve employees’ style of performihgir job and thus develop
quality awareness. To operate successfully acnalésres, it is important to be able
to recognize cultural differences and be adapt@bkier, Schroeder, and Mauriel,
2000). Organizational culture finds expression tigto the thoughts, intentions,

actions and interpretations of members of the argdion (Hallett, 2003).

The relationship between corporate culture andopaidnce has been the subject of
abundant research in several fields, includingtesiia management, organizational
behavior, and industrial organizations. While thipic is rich in studies, many

researchers concur on the fact that there is neeaggnt on the precise nature of the

relationship between corporate culture and perfogea

Despite the plethora of studies on corporate celinrthe last few decades, there is
no widely accepted causal relationship betweenaratp culture and performance.
The empirical evidences emerging from various ssidibout the effect of corporate
culture on performance have so far yielded mixesllte that are inconclusive and

contradictory. Because of these contradictory tssuhe question of whether

corporate culture improves or worsens employeet$opaance is still worthy of

further research such as the one being undertakéns study. In addition, despite



the existence of these studies, very little attentnas been given to the banking
industry. This means that the impact of corporateuce on employee’s performance
has not received adequate research attention imahan This research attempts to
fill this gap by studying the situation of the Tanm and providing more empirical
evidence on the effects of corporate culture onleyee job performance based on

individual level data.

1.2 Statement of the Research Problem

Organizational culture defines the way employeaspiete tasks and interact with
each other in an organization. The cultural pamadigpmprises various beliefs,
values, rituals and symbols that govern the opegastyle of the people within a
company. Corporate culture binds the workforce ttogreand provides a direction

for the company (Kisa 2010).

Recently efforts have been made and most of fir@sehturn their eye on the
establishment of organizational culture, that #et rules of employees working
styles, the nature of operations and the cailtsgts the nature of relations to be
maintained in an organization. Most of such oiztion cultures are being very
bureaucratic. Organizational culture have beentadago as to ensure uniformity of

operations within an organization.

According to Kisa (2010) has argued that in moshpetitive environment in the
business industry, some firms may be forcedcl@ange and adapt new culture
change so as to cope with the business emagohHowever with Such adaption

and utilization of organizational culture change/dods employees, there is no clear



understanding what are the effects of orgdiumal culture change on employees
performance within an organization, hence thawoizational culture change may
be too tightening the freedom of employees oiir thgerformance, hence being
dissatisfied with the general operations of an oiggion hence may fail to
accommodate the new culture. Bearing in mind tha&mployees are dissatisfied,
theirworking morale will be low and may even quiietjob hence incurring the firm
to recruit new employees. Therefore the researgbasamplified tofind out the
impact of organizational culture change on empésyperformance with reference

to Bank of India.

1.3 Objectives of the Study
1.3.1 General Objective
The general objective of this research is to exarttie impact of organizational

culture on organization performances a case f balndia.

1.3.2 Specific Objectives

Specifically the study is founded from the follogifour objectives,

() To examine on how the management style affects dihganization
performances.

(i)  To evaluate the impact of communication style ayaaization performances.

(i) To identify the organization rituals and symboldeefs the organization
performances.

(iv) To examine the extent to which organization workviemment affects

organization performances.



1.4 Research Questions

This study is going to be guided by the followimgearch questions

() How do the management styles affect organizatiofopaances?

(i)  What are the impacts of communication style on wiggion performances?

(i) What are the effects organization rituals and symbéfects the organization
performances?

(iv) How the organization work environment affects orgation performances?

15 Significance of the Study

Due to the growing in competition among companigs iacrease in turnover among
commercial Banks, BOI Bank need to strive to becomghly competitive and
effective in managements through it culture sooabring about positive impact on

the viable continued operation withinthe organagi

The significance of this study is to determine éléent that an organization's culture
has on the employees that perform within it, andatwfactors contribute to the
overall culture. Based on the climate study coretlicif BOI Bank, those factors
were identified and determinations made regardimg dtatus of those factors in

relation to the employees involved.

The study is useful to the Government, differegiamization and general public. The
findings of the study, if adopted, will be ableidentify the key areas specifically in
organization culture and its impact on organizaloperformance. This is also be
used by the policy makers in making sure the padicare being formulated in

positive bases so as to ensure high productiveamdoyees performances.



The findings of this research contribute the knalgketo society and academicians.
It serves as a secondary data for anyone who waested to carry out research on
organizational culture on organization performanaestly this study was as part of
the course fulfillment for the required degree adsiers of human resource of Open

University.

1.6 Scope of the Study

The scope of the study was based on BOI Bank frameld Salaam in Tanzania. Dar
es Salaam had also been chosen due to its beinguahe City, the centre of the

national economy and as well the headquarters dfEBDk are located in this area.
Furthermore, the selection is based on the rese@sobasy accessibility to the data
required, limited time required to complete theemsh study as indicated in the

third chapter of this study and also to minimize tbsearch covering cost in general.

1.7 Organizational of the Study

The study is organized along five chapters Chamterhas presented introduction of
the study, background to the study, the researbigm, the research objectives and
the research questions. Additionally, the signifmaof the study and a highlight on
the scope and limitation to the study together whik section on the organization of
the study has been presented. Chapter two prebeniiterature that discusses issues
pertaining to service quality. Chapter three corgaa description of the research
methodology and procedure while analysis and dsoosof results are in chapter
four. The last chapter, chapter five is present digcussion, conclusion and

recommendations of the study.



CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

This chapter presents the literature related tosthdy. It firstly begins by the key
concepts used in the study, the theoretical redflest empirical reflections and
conceptual framework developed to guide the studythermore the chapter
explains about the organization culture and its aotP on organization

performances.

2.2 Conceptual Definitions

This part is going to elaborate the meaning of tezgns used in this research work.
Concepts that are discussed include organizatitturey employees performance,
organization performance are going to be elaboratedhis part. Also the part is
going to elaborate in brief the relationship betwearganization culture and

employees performances.

2.2.1 Organizational Culture

According to Pettigrew (1979) cultures are colletiphenomena that embody
people’s responses to the uncertainties and chidoad are inevitable in human
experience. These responses fall into two majagrates. The first is the substance
of a culture. Shared, emotionally charged belisteys that we call ideologies. The
second is cultural forms observable entities, idiclg actions, through which
members of a culture express, affirm, and commuaitee substance of their culture

to one another.



According to Schein, 2004 culture is a patternhared basic assumptions that was
learned by a group as it solved its problems okmal adaptation and internal
integration, that has worked well enough to be wred valid and, therefore, to be
taught to new members as the correct way to percéinnk, and feel in relation to

those problems"

As Schein (2004) stated: “This debate is ealthy sign in that it testifies to
the importance of culture as a concept, limt the same time it creates
difficulties for both the scholar and the girdoner if definitions are fuzzy and
usages are inconsistent” (Schein, 2004). Thiansé¢hain spite of disagreements
over some elements of definition and measuremesg¢archersseem to agreethat
culture may be an important factor in determinimgviwell an individual fit into an

organizational context (O’Reilly, Chatman and Cadtin2003).

Then again it can bereferred to as asystem of dlrasaning held by members that
distinguishes the organization from other orgamzet (Robbins and Judge,
2007).Each individual has his or her own uniqueratizristics and styles of
handling business. Different companies have thain anique cultures as well,

which shape their operations.

The corporate culture is a set of values, beliats laehavioral patterns, which forms
the core of an organization. A corporate culture akso be treated as a system of
shared activities, values and beliefs developedhbymembers of an organization,
which guides the interaction between the members tloé organization

(Schein 2004).



2.2.2 Employee Performances

The index of organizational performance is a measirthe achievement of an
organization in terms of the action towards theyear Before 1980, the financial
performance is the main concern of the performapg@aisal. Therefore, the focus
is on the improvement of profit, effectiveness afiiciency. In order to avoid the
incompleteness of the financial indices, we alsgeddother types of indices in our

research (Magee, 2002).

Hallett, (2003) There have been two perspectivesp@formance appraisal of
concern: (1) financial indices: the overall perfamoe of a company, the growth rate
of the profit, return on investment, the growtheraf turnover, and sales profits; (2)
performance of human resources: morale, employemovar, employees’

productivity. In the research on human-resourcasagement and organizational
performance, the following indices have been applighare price, profit, sales
volume, customers’ satisfaction, productivity angblity of products. It has been
pointed out that the selection of those indiceseddp on the level of units under
analysis. For example, on the business level,rntase appropriate to use the capital

market approach than to apply the accounting approa

Another set of indices has been used are as fall@Woutputs of human resources:
the rate of Absence, turnover, the performancendahdividual and the performance
of a group; (2) outputs of an organization: produigt quality and services; (3)

outputs of finance and accounting: return on asaetk return on investment, etc

(Hallett, 2003).
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2.3  Theoretical Literature Review
This part presents a number of concepts from @iffexuthor on the organizational
culture and organizational performances. Diffelidets are presented withregard to

the research objectives.

2.3.1 Relationship between Organization Culture andEmployees Performances
According to Kandula (2006) the key to good perfante is a strong culture.
Differences in organizational culture, same striateglo not yield same results for
two organizations in the same industry and in t@es location (ibid). A positive
and strong culture can make an average individegbpm and achieve brilliantly
whereas a negative and weak culture may demotaateutstanding employee to

underperform and end up with no achievement.

Organizational culture has an active and direct fial performance management.
Murphy and Cleveland (1995) believe that researclewture will contribute to the
understanding of performance management. Magee2)26@ntends that without
considering the impact of organizational culturegamizational practices such as
performance management could be counterproductigeause the two are
interdependent and change in one will impact theeradDrganizations dedicated to
continuous improvement, with visionary leaders Whalk their talk’ and focus on a
set of core values, have been shown to be moredialdy successful in the long-
term (Kotter & Heskett, 1992). Organizational cuttthas also been shown to be
important for successful new product/process intiomaand organizational change

(Plakhotnik and Tonette, 2005; Umiker, 1999).
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Culture is one of the most precious things a compeas, so they must work harder
on it than anything else,” says Herb. Various stadndicate that companies with
strong cultures are more likely to be successfut,dnly under a particular set of
conditions. The effect of organizational culturepeleds partly in its strength.
Corporate culturestrengthrefers to how widely and deeply employees hold the
company’s dominant values and assumptions. In @agtorganizational culture,

most employees across all subunits hold the dorhiredunes.

These values are also institutionalized throughl-eshblished artefacts, thereby
making it difficult for those values to change. fhermore, strong cultures tend to be
long-lasting; some can be traced back to compamyder’'s values and assumptions.
In contrast, companies have weak culture when tmeirtint values are short-lived
and held mainly by a few people at the top of thganization. A strong corporate
culture potentially increases a company’s succegssérving three important

functions:

Control SystemOrganizational culture is a deeply embedded forraoaial control
that influences employee decision and behaviortu@ellis pervasive and operates

unconsciously.

Social glue:Organizational culture is the ‘social glue’ thaids people together and
makes them feels part of the organization expeeie&enployees are motivated to
internalize the organization’s dominant culture &ese this helps fulfill their need
for social identity. This social glue is increadingnportant as a way to attract new

staff and retain top performers.
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Sense-makingOrganizational culture assists the sense-makiruggss. It helps
employees understand what goes on and why thingpehain the company.
Corporate culture also makes it. Easier for therartderstand what is expected of

them and to interact with other employees who kitoevculture and believe in it.

People are constantly surrounded by culture. limforthe background (often
invisible) of our work-lives, coloring everything ian organization. Organizational
culture also provides a powerful mechanism for alimg behavior by influencing

how we attach meaning to our world and how we prerevents.

2.3.2 Denison’s Model of Organizational Culture

This was model developed by Denison in 2000. Adogrdto the model
organizations based on relatively more “surfacesle values and their manifest
practices are made. Such values are deemed bote mnressible than the
assumptions and more reliable than the artifacenigon, 2000 in Yilmaz, 2008).
Denison’s organizational culture model is basedaun cultural traits involvement,
consistency, adaptability, and mission that hawenkshown in the literature to have
an influence on organizational performance (Denist®90; Denison & Mishra,
1995). The four traits of organizational culture Denison’s framework are as

follows:

Involvement: Effective organizations empower tipgople, build their organizations
around teams, and develop human capability aeedll$ (Lawler, 1996). Executives,
managers, and employees are committed to their aadkfeel that they own a piece

of the organization. People at all levels feel ttety have at least some input into
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decisions that will affect their work and that theiork is directly connected to the

goals of the organization.

Consistency: Organizations also tend to be effechecause they have “strong”
cultures that are highly consistent, well coordedgatand well integrated. Behavior is
rooted in a set of core values, and leaders aridwefs are skilled at reaching
agreement even when there are diverse points of {(Bock, 1991). This type of

consistency is a powerful source of stability amgrinal integration that results from

a common mindset and a high degree of conformity.

Adaptability: Ironically, organizations that are Wwetegrated are often the most
difficult ones to change. Internal integration amdernal adaptation can often be at
odds. Adaptable organizations are driven by thastamers, take risks and learn
from their mistakes, and have capability and exqmee at creating change (Nadler,
1998). They are continuously changing the systenthab they are improving the

organizations’ collective abilities to provide valtor their customers (Stalk, 1988).

Mission: Successful organizations have a clearesefgpurpose and direction that
defines organizational goals and strategic objesti@nd expresses a vision of how
the organization will look in the future (Ohmae,829 Hamel & Prahalad, 1994).

When an organization’s underlying mission changésnges also occur in other

aspects of the organization’s culture.

2.3.3 Charles Handy Model of Organization Culture
Another model of culture, popularized by Handy @P9 and following work by

Harrison (1972) also presents organizational ceffuas classified into four major
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types: the power culture, the role culture, th& @dture, and the person or support
culture. Handy illustrates the power culture apides’s web with the all-important
spider sitting in the centre ‘because the key ® wfhole organisation sits in the

centre, surrounded by ever-widening circles ofmaties and influence.

The closer you are to the spider, the more infleegou have’ (Handy, 1999).
Organizations with this type of culture can respapitkly to events, but they are
heavily dependent for their continued success enathilities of the people at the
centre; succession is a critical issue. They wifidt to attract people who are power
orientated and politically minded, who take risksdalo not rate security highly.
Control of resources is the main power base in ¢hlture, with some elements of

personal power at the centre.

Size is a problem for power cultures. They findifficult to link too many activities
and retain control; they tend to succeed when tregte new organizations with a
lot of independence, although they usually retant@l financial control. (Handy

1999).

This type of culture relies heavily on individuaigther than on committees. In
organizations’ with this culture, performance isdged on results, and such
organizations’ tend to be tolerant of means. Thay &ppear tough and abrasive and
their successes can be accompanied by low mordiédigh turnover as individuals
fail or opt out of the competitive atmosphere. Wiagkin such organizations’
requires that employees correctly anticipate whaixpected of them from the power

holders and perform accordingly. If managers gt ¢hlture right, it can result in a
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happy, satisfied organization that in turn can #reeite intense commitment to
corporate goals. Anticipating wrongly can lead tense dissatisfaction and
sometimes lead to a high labor turnover as welbhageneral lack of effort and
enthusiasm. In extreme cases, a power culturalistatorship, but it does not have

to be (Magee2002)

2.3.4 Hofstadter’s Cultural Dimensions Model

Hofstede's cultural dimensions theory is a framéwdior cross-cultural
communication, developed by Geert Hofstede in e®§0’s. It describes the effects
of a society's culture on the values of its membansl how these values relate to

behavior, using a structure derived from factorysis.

Power Distance This dimension expresses the degree to whicHebe powerful

members of a society accept and expect that peadistributed unequally.

Individualism vs. Collectivism: This dimension focuses on the questions about
whether people prefer a close knit network of peayplprefer to be left alone to fend

for them.

Masculinity vs. Femininity: Masculinity represents a preference in society fo
achievement, heroism, assertiveness and mateviardefor success. Its opposite,
femininity, stands for a preference for cooperatimodesty, caring for the weak and

quality of life.

Uncertainty Avoidance This dimension expresses the degree to whicmim@ber

of a society feels uncomfortable with uncertaintg ambiguity.
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Long-term vs. Short-term Orientation: Long-term orientation dimension can be
interpreted as dealing with society's search fotugi Societies with a short-term

orientation generally have a strong concern withl@ishing the absolute truth

Even though Hofstede's model is generally accepgedhe most comprehensive
framework of national cultures values by those wtugl business culture, its validity
and its limitations have been extensively critidizZeside from Hofstede's 5 cultural
dimensions, there are other factors on which calltan be analyzed. There are other

levels for assessing culture.

These levels are overlooked often because of theenaf the construction of these
levels. There is sampling discrepancy that disfjaealithe survey from being
authoritative on organizations, or societies, otioms as the interviews involved
sales and engineering personnel with few, if angmen and undoubtedly fewer

social minorities participating (Moussetes, 2007).

2.3.5 Organizational Culture Profile (OCP)

The Organizational Culture Profile (OCP) develofgsdO' Reilly, Chatman and
Caldwell (1991) has been identified as a measumilbfire and values as one facet
of culture at the organizational level (Agle andd®zell, 1999), and as one of the top

ten culture instruments in use today.

The tool can be useful as well in assessing orgéinizs in need of culture change,
distinguishing subcultures and evaluating poterfttain mergers and acquisitions.

Person-organization fit is a useful predictor adb jpatisfaction and organizational
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commitment, which in turn affect performance. TheROis considered an important
instrument to measure the fit between individualteferences and organizational
cultures. Traditional measures of person-situatitin used a limited set of
descriptions and situations, thus failing to tak® iaccount idiosyncratic differences
between individuals and situations, depending oliersze and relevance. An
additional advantage of the profile is that it aléothe assessment of individuals and

situation using a common language.

2.3.6 Deal and Kennedy Model of Organizational Ctlire

Deal and Kennedy's (1982) model, based on two d#oas, suggested that the
biggest single influence on a company’s culture wWees business environment in
which it operated. They called this ‘corporate @rét, which they asserted embodied
what was required to succeed in that environmeme. tWo key dimensions were the
degree of risk associated with the company’s d@sji and the speed at which
companies — and their employees — get feedbackhmther decisions or strategies
are successful. By ‘feedback’ Deal and Kennedy ab® mean just bonuses,

promotions and pats on the back.

They use the term much more broadly to refer toldedge of results. In this sense,

a goalkeeper gets instant feedback from makingatgave, but a surgeon may not
know for several days whether an operation is ssfag and it may take months or

even years to discover whether a decision abo@waproduct is correct. Deal and

Kennedy distinguish between quick and slow feedbadko, by splitting each

dimension into high and low they came up with fg&neric’ cultures.
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The business environment- the orientation of organizations within this
environment - for example a focus on sales or aunagon on research and
development - leads to specific cultural styles.

Values - are at the heart of corporate culture. Theyraagle up of the key
beliefs and concepts shared by an organization'plogees. Successful
managers are clear about these values and theiagaemn publicly reinforce
them.

Heroes - personifications of the organization's value)i@vers who provide
role models for success within the company. Heroes have visiod go
against the existing order if necessary in ordexctuieve that vision.

Rites and rituals - ceremonies and routine behavioral rituals recdgothe
culture (product launches, sales conferences, em@lo birthday
celebrations...).

The cultural network - the carrier of stories and gossip which spread

information about valued behavior and 'heroic mydlhsund the organization.

2.3.7 Organizational Culture Model

Schein's modebf organizational culture originated in the 1988sEdgar Schein.

According to Edgar Schein there are direct and ré@aodi mechanisms within

organizations. The organizational culture modeldigectly influenced by direct

mechanisms. This includes exemplary behaviour,iopf status and appointments.

Indirect mechanisms do not influence the orgaropati culture directly however

they are determinative. This includes the missiba aompany, formal guidelines,

corporate identity, rituals and design.
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Edgar Schein divided organizational culture int@éhdifferent levels:

1. Artefacts and symbols— Artefacts mark the surface of the organizatidmey
are the visible elements in the organization sushlagos, architecture,
structure, processes and corporate clothing. Theselot only visible to the

employees but also visible and recognizable foere parties.

2. Espoused Values- This concerns standards, values and rules afumnHow
does the organization express strategies, objectimd philosophies and how
are these made public? Problems could arise wreemnd#as of managers are

not in line with the basic assumptions of the orzggation.

3. Basic Underlying Assumptions— Basic Underlying Assumptions are deeply
embedded in the organizational culture and arerexpeed as self-evident and

unconscious behavior. Assumptions are hard to rézedgrom within.

Schein’s organizational culture model also provigesnts of reference to create
cultural change. According to Edgar Schein, it'sssiele to have discussions with as
many employees as possible to discover the underlyackgrounds and aspects of

the organizational culture.

2.4 Empirical Literature Review

Different literatures had addressed the issue gdrurzation culture on organization
performances. The following part is going to elaber different literatures by

different scholars on organization culture. Thet jerd been categorized in three

section, World related studies, Africa related stsdnd Tanzania related studies.
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2.4.1 World Related Studies

According to Gunter (1993), organizational cultuienctions as the internal

integration and coordination between firms operaiand its employees. Internal
integration can be described as the societal ictiera of new members with the
existing ones, creating boundaries of the orgaioizafeelings of identity among

personals and commitment to the organization. $hsystem which forms the basis
of communication and mutual understanding in orzgtion is due to its culture and
if the organizational culture fails to fulfill thesfunctions at satisfactory level, the
culture may have significant negative influenceta efficiency of the employees

(Furnhum and Gunter, 1993).

Peters and Waterman’'s (2003) In Search of Excedlemas perhaps the most
influential among the early popular works in romeaaing the role of cultures in
organizations. The authors, colleagues in the raeowconsultancy firm McKinsey
and Company, chose forty. Three American compatased on financial
excellence Criteria related to "growth and longrtevealth Creation "and" return on
capital and sales". They then analyzed these coegpdar common managerial
patterns in the hope of uncovering what made thesepanies successful. They
concluded that: Without exception, the dominancg esherence of culture proved
to be an essential quality of the excellent comgmnMoreover, the stronger the
culture and the more it was directed toward theketpface, the less need was there
for policy manuals, organization charts, or dethjpeocedures and rules. People way
down the line know what they are supposed to dast situations because the

handful of guiding values is crystal clear.
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Similarly, Deal and Kennedy proclaimed that "a str@orporate culture has almost
always been the driving force behind continuingcess in American business”
(1982). They added that "one can predict a compagmgtformance by diagnosing
[cultural elements such as] heroes, values andnsthus, culture was singled out
once more as a source of effectiveness, and itided values as one of its most

important components.

Rodgers (2006) made an eloquent case for valuesb,tterefore culture, as the
foundation of the phenomenal success of IBM. Udiigy personal experience as
basis, he described how the so-called core valtiéBM respect for the individual,
service and excellence --"helped" in making the gany the phenomenal success
that it was. At least one local management expastlikewise extolled the value of
corporate culture in bringing out peak performamceompanies. Gonzalez (2007)
stated that: We are beginning to discover that esgfal organizations are able to
achieve and maintain their leadership positionsabse of their distinctive cultures.
Common and deeply held beliefs and values with adtaristics which make
superior performance possible. These characteyigtie: a high level of shared
meanings, a common vision, a "clan-like" attitudeoag its members, pride in the
work and a sense of belonging to the institutiongd @ high level of behavior

integration.

According to socio-technical school (Hall 1993),gamizational effectiveness
depends on both the technical and social struaifitee organization. Some social
physiological structure may be superior to othersbibth employee satisfaction and

productivity. Organizational effectiveness resutsen there is congruence between
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social and technical organizational dimension. @izgtional productivity is
achieved through employee satisfaction and attente workers physical and

emotional needs.

Creativity and innovation also trigger the perfonroa of employees and facilitated
by organizational culture. Tushman and O’Reilly 4I®in this context stated that
organizational culture lies at the heart of organonal norms that reflects the
influence of organizational culture on creativitpdainnovation. Organizations
Culture can play an important role in creating sachenvironment that enables
learning and innovative response to challenges, petitive threats, or new
opportunities. Thus, creating and influencing arapdide culture is one of a

manager’s most important jobs (Daft, 2010).

Heck (1990) had discussed about the crucial relshipp between organizational
culture, employee performance and productivityhairt research on organizational
culture and productivity; and introduced “culturé productivity” where they

illustrate the components of a productive cultutehs as efficient people, job
identification, teamwork, trust and support etc determined by knowledge of job
and the performance. Akin and Heck (1990) alsoaitbat a culture of productivity
is based on three basic structures and they aghiligy (clarity), coherence

(integration of the elements of work) and open-eiméss (adaptability to change).

2.4.2 Africa Related Studies
Findings of research conducted by Renn and Vanddn{@®95) demonstrate a

conceptual linkage between organizational cultum@ employee performance Most
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organizations assert its performance as a dependmmdble which seeks to
recognize other independent variables that prodacmtions in its performance .
Renn and Vandenberd (1995) argue that organizatonittarre is theoretically related
to performance and do have positive influence orExplaining the variation in
performance of effectiveness, also Bowen et al.8919in his relevant work
highlighted that the role of culture is very vital nurturing, sustaining and
enhancing the performance of organizations. In tamfdito this, Kopelmal et al.
(1990) clarified that cultural system of any orgaions adds to the coordination of

assignments and minimizes inefficiency employeertffand firm’s resources.

According to Daft, (2010), A strong organizatiomalture supports adaptation and
develops organization’s employee performance byvaihg employees toward a
shared goal and objective; and finally shaping emahneling employees’ behavior
to that specific direction should be at the toppérational and functional strategies
A firm’s mission reflects its ultimate long termjebtive which is accomplished by
conducting integrated operational and behavioréviies. A firm's performance

improves if it has a clear sense of purpose and rlitment towards its mission.

Successful and well performed organization defit®®rganizational goals as the

report card of forthcoming (long term) future.

Study by Aluko, (2000) in Nigeria found that Ibolttire as a whole is receptive to
change and is achievement oriented. The work etieslizes egalitarian,

individualistic and anarchic pursuits, with duepest to age and traditional. The
struggle for survival was characterized by fiemaividualistic struggles and ruthless

determination to succeed. A certain boisterousaadsaggressiveness is expected at
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work. The energetic and industrious person whoeagud greatness and fame in his
chosen vocation was admired. Thus, Ibo people ldown on individuals who
accepted superiors, depended on them, or reliedhem for their progress.
Subservience and unquestioning obedience signiWiedkness and a lack of

masculinity.

According to Brown (1993) the African culture empizas individual responsibility,
decision and a blending of reason and emotionantarge to act. The philosophy is
built on rugged individualism, a strong work etlaicd an insatiable desire for new
life that could be won only by aggressive, ruthleikgtermination to succeed.
Employers who have built vast organizations by nogs driving ability were
unlikely to take kindly to attempts by workers bmit their freedom to hire and fire,

and to give orders and have them executed withoestepn.

Nnoli (1980) argued that the structure of authoatgong the Hausa places a high
premium on deference to authority, loyalty, obedeeand sensitivity to the interests,
opinions, views and demands of one’s superiors.irTtwestom strongly favours

qualities of servility, respect for authority, alance to management or whoever is
powerful, and submissiveness. Such a tradition riexvat the self-assertiveness of
the worker as individual initiative and self-insttgd actions towards goals not

sanctioned by one’s superior were negatively evatia

2.4.3 Tanzania Related Studies
Thomas (1997) in the study conducted in Dar esa®al€ity in DHL and FedEx

argues that employee training involves teachingleyees skills that can help them
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become more efficient and productive workers. Mmsteers include some type of
on-the-job training, and a trained work force hamnddits for employees and
employers. Training is often conducted to famiiarnew employees with the roles
and responsibilities of their positions as wellcampany policies. Many companies
offer continuing training opportunities for empl@ge focusing on skills that can
improve efficiency. Employees who are well-traingiten have higher motivation

and morale because they feel that the company reested in their ability and

development. This also results in lower turnovéesa

According to Neo (2000) in East Africa, the Eastiédn Breweries Limited (EABL)
conducts personal performance management assesstheing the year, resulting
in agreed career development plans for each maf@agerany; this involves training
courses held within the group companies to dev@agticular skills. During the
year, EABL delivers over 6,500 days of trainingepnesenting an investment by the
group of around Kenyan Shillings 24 million the e@lent of USD 300,000.Strong
attention is given to providing opportunities foeir people to develop their careers
within the group. During the year around 90% ofvaltancies in EABL companies

were filled by internal applicants

According to Robert (2009) Managing director of Blic Construction Limited, a

construction company located in the central Arustiéch contributes substantially
to the development of the country through its roaatsstruction and employment of
the country’s human resource, training of the camyfsahuman resource contributed
to the company gaining substantial increase inmegefrom 2005 — 2009. (40%

increase from 2001 — 2004). He attributed this He skills and knowledge the
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employees gained through the training that helgeint be more efficient thus

reduced cost on the job thereby gaining more rexenu

According to Jagero (2012) in his study found anigicant relationship between the
employees training and their resultant performancaccomplishing different tasks.
It was found that those employees who have talanitigs were more capable in
performing different task & vice versa. Trainingshdirect relationship with the
employees’ performance. Basically training is arfaF & systematic modification of
behavior through learning which occurs as result esfucation, instruction,

development and planned experience

2.5 Research Gap

With the existing literature there exists the pewsblof lack of research focusing
exclusively on the impact of culture on organizatibperformance. And as such,
little is known about the nature and uniquenesshef Tanzanian ‘culture’ and its
impact on organizational performance. Also thetegsstudies much focused on the
developed countries and most of the study just basene kind of nationality in the
organization. Therefore this study sough to chdek iimpacts of organizational
culture on organization performance taking insttutwith more than one kind of

employees nationality

2.6 Conceptual Framework
According to Mugenda and Mugenda (2003), a conegitamework is a graphical
or diagrammatic representation of the relationsbhigtween independent and

dependent variables in a study. It helps the rekearsee the proposed relationship
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between the variables easily and quickly. In thiglg, the conceptual framework is
based on organizational factors affecting as indéeet variables that are presumed

to hinder the organizational performances.

Organizational culture

Organizational management
/ style

Organizational environmental
adaptability.

Social, economical andchnical

Employees performance

Employee productivity,
Organizational operational employee efficiency
practices

k4

Communication system, esteem
of customers, staff suggestions
participatior,

Organizational strategies
Planning, corporate identity

H Mission and vision

Figure 2.1: Conceptual Frameworks for Study

Source: Developed by the researcher

2.7  Theoretical Framework

The study framework indicates four independentaldeis as they relate to one
dependent variable. It is hypothesized that the@mmgtion cultural variables affects
the organization performances’ Normally the empésyeand organization

performance is determined by several factors sushtexhnical issues like
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organization communication style, organization &ratip and management style,
organization environmental factors and even theamgation rituals and symbols
variables. These factors are said to be the indkgenvariable and affects the

organization variables which is the dependent bégia
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction

This chapter describes how the study was designddcanducted. It discusses the
research design, data source and collection, tmplsey frame, sample size, study
area, the sampling procedure, and the data calegtiocedure. The methods which
were used to analyze the data under this studythegevith the consideration for

data reliability presented.

3.2 Research Design

According to Mugenda and Mugenda (2000) researctigdeencompasses the
methodology and procedures employed to conduchtsftceresearch. The design of
a study defines the study type; It is a detailetirmel of how an investigation will
take place. A research design was typically inclode data is to be collected, what
instruments was employed, how the instruments weesl and the intended means
for analyzing data collected. It is the blue puftthe research methodology. This
study was case study design, the study was uoted at Bank of India in Dar es
salaam as a case study area for in-depth stiithg. researcher has selected the
bank hence has changed its organizationalureultecently , so it becomes a

better case to study.

3.3 Study Area
This study was conducted in Dar es Salaam city.chHuogce was purposely done due

to the fact that Dar es Salaam is the biggestinityhe country and one among the
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fast growing cities in Tanzania (URT, 2013). Morenvit is one of the local
emerging of both public and private organizatiamsesponse to its growth.). It was
more convenient to the researcher in the contescafce resources and time limit

for the completion of this research.

3.4 Population of the Study Area

Population is defined as the universe of such groupeople or object which a
researcher is interested in the research (Nwani009). The population of the
study is the group of people in which the studywdits sample size for data
collection. The population of the study wa$ leémployees from the bank’s
ordinary employees’ and staff management depattm@nother group of

population studied was BOI customers.

3.5  Sampling Design and Sample Size

Sampling design included, sampling Technique, Sengpirame and sample size.

3.5.1 Sampling Design

Sampling is defined as a selection of subset ohetds from a larger group of staff
(Churchill and Laccobucci, 2002).The study was psgosive sampling technique
to obtain the sample sizédPurposive (or judgment) sampling as a non-prolgbili
sampling technique was used to obtain respondemts BOI bankhave the required
knowledge on organizational culture and emplqyedormance (human resource).
The study used homogeneous purposive sampling itpehnin obtaining the

respondents.
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Homogeneous sampling is a purposive sampling tgalenthat aims to achieve a
homogeneous sample; that is, a sample whose @ngs people, cases, etc.) share
the same (or very similar) characteristics or $réé.g., a group of people that are
similar in terms of age, gender, background, octiopa etc.). In this respect,
homogeneous sampling is the opposite of maximumat@an sampling. A
homogeneous sample is often chosen when the rbsegamestion that is being
address is specific to the characteristics of #wiqular group of interest, which is

subsequently examined in detail (Churchill and lodecci, 2002).

3.5.2 Sample Size

In a currently study the sampling unit and sizdudes BOI ordinary staffs, BOI
management staffs and their customers. Also Simige $tudy focus on the
organization culture on organization performanéentBOI Bank and HR Solution
as HR specialist were selected as the case stutlyea$tudy. The employees and
their customers constituted the target populatibthe study since it is difficult for
this study to gather data from all BOI employeed anstomers in Dar es Salaam,

the researcher selected the sample.

Table 4.1: Summary of the Sample Size

Type of Respondents Number of Respondents
BOI managements staffs 5

BOI Ordinary staffs 15

BOI customers 50

Human Resource specialists 3

TOTAL 73

Source: Developed by the Researcher
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The total sample size of 73, made up of 15 BOIr@ni staff, 5 BOI managements
staffs, 50 BOI customers and 3 Human Resourcesadigeavill be selected. The

following table summarizes the sample of the study.

3.6 Data Collection Methods
The study employed interviews and questionnairegatia collection. The details of

data collection methods/techniques are explainémibe

3.7 Data Collection Instruments

3.7.1 Interview

This is the verbal face-to-face conversation bebhnwbe researcher and respondents
in the study area. There are three forms of inésvsi namely, structured, semi-
structured, and unstructured, (Fontana and Fred5)20n this study, both structured
and semi structured interview was used. The stredtinterview mainly involved
closed ended questions to solicit demographic mébion from the respondents and
inviting free and open discussion. The semi- stmaxt interview was used to collect

information from key informants.

The interviewees were guided by the already preparierview guide for different

for respondents. the interview session wénectbkd to respondents who were
human resource managers. Under interview sessien résearcher obtained
information on the nature of management stylethe bank as well as on the
organizationalstrategies particularly planning, lpubrelations, and corporate

identity.
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3.7.2 Questionnaires

According to kothari (2000), questionnaires arddaj data collection which are to
be given to respondents. The questionnaires cofitaih open and close ended
questions so as to give the respondents freedomanswer according to

understanding. The questionnaires were solicit rmégion from 30 ordinary

employees from BOI. The questionnaires are suppdsedobtain important

information from the respondents so as to obtata ffar the studythe researcher

obtained information on organizational operatiamgmmunication system, staff

participation and adaptabilityon culture change.

3.8  Validity and Reliability of the Study

3.8.1 Reliability

According to Kombo (2000) Reliability is the degteewhich the data are correctly
presented, which reflects the reality of the currsituation. In order to ensure
respondents provide the correct data, researchesidmy the pre test techniques,
through issuing few numbers of questionnaires twerain set of respondents, in
order to determine accuracy of the questions adteirgd. After getting the feedback
from the respondents, then researcher preparedf sptestionnaires and distribute
them to the intended respondents. Finally the reBea cooperated with supervisor

to ensure that collected data provide the truertepo

3.8.2 Validity
According to Kombo (2000) the concept of validigfars to the extent in which the

findings are in the same line with the researcledbjes. As measure of accuracy
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validity intend to determine whether instrumentsptyed in the study provide the
correct measurements. Researcher employed comifnemssupervisor, in order to

streamline the accuracy of data collection.

3.9  Analysis of Data

In order to ensure logical completeness and camsigtof responses, data editing
were carried out each day by the researcher. fdahtinistakes and data gaps were
rectified. Once editing done with, data was analygealitatively and quantitatively.
The qualitative data from interviews and secondlrguments were analyzed using

content analysis and logical analysis techniques.

A guantitative data analysis was done by the uddiofosoft word 2003- integrated
package on a personal computer and the SPSS seftwéae techniques for
quantitative data analysis were the frequency iigion and percentages, which
used to determine the proportion of respondent®osihg the various responses.
These were done for each group of items relatindpéoresearch questions. Tables,

charts and graphs were used to ensure easy undbngiaf the analysis.
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CHAPTER FOUR

DATA ANALYSIS AND FINDINGS

4.1 Introduction

The aim of the study was therefore to examine miygacts of organizational culture

on organization performances taking the case of Bk in Dar es Salaam. The
presentation and discussion of the findings areediona chronological order to

enhance the reader’s understanding of the resulisgéance. This chapter presents
the data, which have been collected and analyzedj uables and charts for its

interpretation in relation to the research questiamd interviews conducted.The
chapter comes up with the observation and findiwggh had been grouped into

three sections; the first section provides charmties of respondents. The second

section dwells a specific findings as related ®gtudy objectives.

4.2.1 General Findings

The respondents drawn from Dar es Salaam and alhizh are in touch with this
study, which gives much confidence of the respotsdknowledge about the study.
The respondents include, BOI ordinary staff, BOI nagements staffs, BOI
customers and Human Resources specialist all fromechmvere drawn within the
Dar es Salaam and their characteristics’ sucldasation level, gender, and level is

going to be analyzed in general findings.

The researcher expected that 73 respondents watidipate in this research study.
However, during the execution of the study onlyré@dpondents returned the dully

filled questionnaires. Therefore the response wats 90%, which is considered as
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very satisfactory and wants further analysis.Sirlce study had two the sample
size from two population whereas from BQlstomers and employees, the
findings are presented separately. Whereastomers were 50 in number and

employees were 20, making a total of 7§poadents.

4.2.2 Age

4.2.2.1 Age of BOI Respondents

The researcher needed to know the age distribofioespondents to help categorize
the employees because the Bank of India employs aflemployees. Table 4.1

below summarizes the data obtained on the agespbndent

Table 4.1: Age of the BOI Employees

Responses Frequency( N) Percent(%)
25-36 yrs 7 35.0
36 - 45 yrs 9 45.0
above 45 yrs 4 20.0
Total 20 100.0

Source: Field Data Analysis

Analyzing the data obtained from the questionnaifaple 4.1 reveals that
respondents between 36-45 years representing 35, those aged between 36
to 45 formed the majority with 9 respondents elaetween the ages of representing

45.0% and those aged above 14 representing 20.0%.

4.2.2.2 Age of the Bank Customers
The Bank customers were also asked to indicate #gs. The following table 4.2

provides the findings.



Table 4.2: Age of Bank Customers

37

Responses Frequency(N) | Percent (%)

21 to 39 years 31 62.0
Above 39 years 19 38.0
Total 50 100

Source: Field data analysis

The Table 4.2 above shows the distribution of tageld on their age. It shows that
most of the respondents 62.0% were aged from &B tgears old, while the rest of
the respondents under the same group 38.0% wetcadgere 39 years old. These
respondents were distributed in this range asparsg¢es youths from adults.So in
general the analysis shows that almost all of #spaondents attain the age of

maturity majority which gives much confidence oe ttata obtained.

4.2.3 Gender

4.2.3.1 Gender of Bank Officers

Table 4.3 below present’s data on gender of resgasd The table shows that the
male respondents formed majority of the target f[mipn with a total of 49

representing 70.0%, while 21 respondents represge80.0% were females.

Table 4.3: Gender of the Bank Officers

Responses Frequency Percentage
Male 49 70
Female 21 30
Total 60 100

Source: Field data analysis
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4.2.3.2 Gender of Bank Customers

The gender of the bank customers were also anazad to check the composition
of the respondents based on their age. This wasssary in order to check if both
types of the respondents were give equal chance. THble 4.3 summarizes the

results of the findings.

Table 4.4: Gender of the Bank Customers

Responses Frequency(N) Percent(%)
Male 36 72.0
Female 14 28.0
Total 50 100

Source: Field data analysis

The analysis reveal that also for the banks cust®nmeajority of them are male
respondents representing 72.0% of all responderiide w28.0% were female
respondents. The table above summarizes the redutis findings. Even though the
data analysis shows that males outweighs femalethisudoes not mean that males
were more cooperative than females since the hligion pattern of the
questionnaire is not given. These results of thdifigs show that both genders were
given chance to express their view as the findimgws above to both groups of

respondents.

4.2.4.1 Education Level of the Bank Customers
The bank customers were also asked to mention ¢aeication backgrounds to see

their knowledge level. The analysis shows that migjof them are diploma holders
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as this constitute 32.0% of the respondents, 2M0%e respondent in this group
were degree holders, 40.0% were certificate hodaher 8.0% were masters holders.

As shown in the Table 4.5.

Table 4.5: Education of the Customers

Responses Frequency(N) Percent (%)
Below certificates 20 40.0
Diploma holder 16 32.0
Degree level 10 20.0
Masters and above 4 8.0
Total 50 100

Source: Field data analysis

4.2.5 Positions of the Respondents

BOI as an organization involved in financial seedachas over the years developed
its own organizational structure that flows ontgimas job positions that require
various kinds of consistent, planned and systentedining to enhance their skills,
attitudes, knowledge and competencies for impraverker performance. The table

below captures the positions of the respondents:

Table 4.6: Employees Positions

Responses Frequency(N) Percent (%)
Bank tellers 3 15.0
Customer service 2 10.0
Managerial level 5 25.0
Bank internal auditors 2 10.0
Marketing and sales 3 15.0
Bank officers 2 10.0
Administrative staffs 3 15.0
Total 20 100.0

Source: Field Data Analysis
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Table 4.6 gives the various positions of employedso responded to the
questionnaire. 2 bank tellers with 10.0% repredmma 3 administrative staffs
representing 15.0%, 10.0% bank internal auditoss)% bank sales and marketing
guys, 10.0% bank officers and 5 senior officialpresenting 25.0%. This analysis
indicates BOI employs various kinds of job holdeveo combine their efforts

towards the growth and attainment of organizatigoalls.

4.2.6 Years of Service in the Organization

The study also sought to find out the years ofiserthe respondents have rendered
to the organization to enable us put their respons® proper perspective. The
Table 4.7 represents the categories of years oficeeras indicated by the

respondents.

Table 4.7: Years of Services in the Organization

Responses Frequency(N) Percent (%)
1-3yrs 4 20.0
4-6yrs 9 45.0
7-11 yrs 7 35.0
Total 20 100.0

Source: Field Data Analysis

The respondents have served in BOI from 1 to 1isy8diis means the organization
has a blend of experienced and young professiamadsrequire constant refresher

and development.
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4.3 Findings as Per Study Objectives

This section analyzes the findings of the studyeiation to the research objectives
and questions presented in the first chapter of #tudy. Recall that the study
objectives were to examine on how the managemeid, Stommunication style,

organization rituals and symbols affects and omgion environmental affects

employees and organization performances.

4.3.1 To Examine on how the Management Style Affexcthe Organization
Performances

4.3.1 Support from the Managements

The respondents were asked to mention if the stifjoon the management is one of

the factor affecting the performance of the empésyethe analysis shows that

majority of the respondents agree on this. Theetdl® below summarizes the results

of the finding.

Table 4.8: Support from Management

Responses Frequency(N) Percent (%)
Strongly agree 6 30.0
Agree 7 35.0
Indifference 3 15.0
Disagree 2 10.0
Strongly disagree 2 10.0
Total 20 100

Source: Field Data Analysis
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From the Table 4.8 the analysis reveal that mgjarfithe respondents agree on this,
this constitute (65.0%) of the respondents, (30.08spondents strongly agree on
this, (35.0%) respondents just agree, (15.0%) redgats were indifference with the
finding and (20.0%) of the respondent disagreehim tOrganizational style affects
organizational action in two big ways. First, itopides the foundation on which
standard operating procedures and routines restonfle it determines which
individuals get to participate in which decisionkim processes, and to what extent

their views shape the organization’s action.

4.3.1.2 Treatments of Employees/ Dignity and Respeaf the Management to the
Employees
The respondent’s also mentioned that the respemts the management are one of

the important factors in employee performanceslerali0 summarizes the results.

Table 4.9 Treatment of Employees

Responses Frequency(N) Percent (%)
Strongly agree\ 2 10.0
Agree 12 60.0
indifference 1 5.0
Disagree 2 20.0
Strongly disagree 1 5.0
Total 20 100

Source: Field Data Analysis

From the Table 4.9 the analysis reveal that (10.6&@ngly agreed, (60.0%) just
agree on this, (5.0%) of the respondents were fereifice, (25.0%) of the

respondents disagree on this. This implies thabritler for the ordinary staffs
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performs well their jobs they must be well treatd the management and also

respected.

4.3.1.3 Management Techniques and Planning

The analysis also reveals that the managementisitpee and planning is one of the
important factors that employee’s performance lwaséhem. If the management is
not well planning its operations or its managememicedures are not good then
obvious there will be poor organization strategmsch will make the employees

performances poor. Majority of the respondentseagrethis stronglyTable 4.10.

Table 4.10: Cumbersome Inspections

Responses Frequency(N) Percent (%)
Strongly agree 8 40.0
Agree 6 30.0
Indifference 2 10.0
Disagree 2 10.0
Total 50 100

Source: Field Data Analysis

The analysis reveals that (70.0%) of respondentsedg (40.0%) strongly agreed,
(30.0%) just agree, (10.0%) of the respondents weliferent. In addition, (10.0%)

disagreed as shown in the table 4.8 above. Thedmds imply that the performance
of the management is one of the important factoas affect the performance of the

employees.
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4.3.1.4 Complex management structures

The analysis also reveals that the complexity efrttanagement also make complex
the overall process in exportation by differentasigation responsible in providing
support in exportation administration of the issueghe organization. This also
seems to be one of the important factors in theopaance of the individual's staffs.

Table 4.11 summarizes the results.

Table 4.11: Complex Management Structures

Responses Frequency(N) Percent (%)
Strongly agree\ 6 30.0
Agree 6 30.0
Indifference 4 20.0
Disagree 2 10.0
Strongly disagree 2 10.0
Total 20 100

Source: Field Data Analysis

From the table 4.11 above it reveals that (30.a%ngly agreed, (30.0%) just agree,
(20.0%) of the respondents were indifferent, (10.08%agree and (10.0%) strongly
disagree on this. These findings imply that thereged for the organization to make
sure its management structure is simple and noptEmA firm’s mission reflects

its ultimate long term objective which is accompéd by conducting integrated
operational and behavioral activities. A firm’s fsemance improves if it has a clear
sense of purpose and Commitment towards its missBuccessful and well

performed organization defines its organizationablg as the report card of

forthcoming (long term) future.
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4.4.1.5 Appraisal System

The analysis further reveals that the way the epgae are being appraised and
motivated also play important role in employeedqgraenances. If employees are not
appraised or if employee’s appraisal system ischesr then it will affect much the
employee’s performances. There the respondents asied about this majority of
the respondents agree on this. The table below suimes the results of the

findings.

Table 4.12:Appraisal System

Responses Frequency ( N) Percentage (%)
Strongly agree 7 35

Just agree 6 30
Indifferent 5 20
Disagree 2 5

Total 20 100

Source: Field data analysis

From Table 4.12 the analysis reveal majority of thepondents agree on this.
(35.0%) strongly agreed, (30.0%) just agree, (20.@¥ the respondents were
indifferent and (5.0%) disagree on this. The resgda organization and authorities’
should reduce the additional payments. Employeef®npe their job duties to the
best of their abilities throughout the year basedyoidance from management. Part
of a performance appraisal is when a manager anplogee review the job

description and compare the employee's performaniteexpectations. This gives
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the employee a feeling of clarity and understandmag will help him better perform

his job duties.

4.3.1.6 Openness of the Management to Solve EmplegeConcern

The analysis also reveals that the way the orgaaimopen in intervening with the
employees to solve their concern is also one ofitmgortant factor that affects
employee’s performances. This also seems to bebtie important factors in the
performance of the individual's staffs. When thep@ndents were asked about this,

majority of the respondents agree on this. Thed 43 summarizes the results.

Table 4.13: Openness of Management Style

Responses Frequency (N) Percentage (%)
Strongly agree 4 20

Just agree 8 40
Indifferent 3 15
Disagree 3 15
Strongly disagree 2 10

Total 20 100

Source: Field data analysis

From the Table 4.13 it reveals that (20.0%) stroragireed, (40.0%) just agree,
(15.0%) of the respondents were indifferent, (15.08%agree and (10.0%) strongly
disagree on this. These findings imply that the weyagement solve the employees

concern is one of the important factor in emplogg®rformances.



a7

4.3.2 Impacts of Communication Style on Employeesd Organization
Performances

The objective is answered by considering the foihaw

4.3.2.1 Effectiveness of Internal and External Comomication

Internal communication is the way employees andagament interact and deliver
information in their work also the external inforioa is the way organization
interacts with it customers, societies and the bewgpoutside the company. When
respondents were asked about this most of themedgditeat this is one of the
important factors in ensuring performance of eme&syand company at whole. The
analysis reveals that Most of the respondents agmnadis strongly. The Table 4.14

below summarizes the results of the findings.

Table 4.14: Internal and External Communication ofthe Firm

Responses Frequency(N) Percent (%)
Strongly agree\ 10 30
Agree 7 35
Indifference 2 10
Disagree 5 25
Total 50 100

Source: Field Data Analysis

The analysis show that (30.0%) of the respondeintsigly agree on this, 35.0%
respondents just agree, (10.0%) respondents weiféerence on this and the rest of

the respondents (25.0%) disagree on this.
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4.3.2.2 Openness of Suggestions and Ideas to thex@any

The analysis further reveals that the way the eyg@s are open and free to
communicate within the company and provide the#agland suggestions is one of
the important factor, in the performance of the kyges. When the respondents
asked on whether fee to submit their ideas andesiigms to the managements is
important for their performances, majority of thespondents agree on this. The

Table 4.15 summarizes the results of the finding.

Table 4.15: Openness of Suggestions

Responses Frequency (N) Percentage (%)
Strongly agree 5 30

Just agree 7 35
Indifferent 4 20
Disagree 1 5
Strongly disagree 2 10

Total 20 100

Source: Field Data Analysis

From the Table 4.15 it reveal that (30.0%) of tegpondents strongly agree on this,
35.0% respondents just agree, (20.0%) respondeats imdifference on this, (5.0%)
respondents disagree on this and the rest of thponelents (10.0%) strongly
disagree on this. By having openness in provisibrsuggestions and ideas this

makes the employees feel happy and comfortabletivin work.

Today employees want to know what is happening@ir tsurroundings, what their
co-workers are doing and how they are participatiidpe organization, and how the

daily functions of the organization are carried?tlibday the manager requires more
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effective and logical communication in all the diiens i.e. upward, downward;

lateral etc.

4.3.2.3 Company Corporate Identity

The analysis further reveal that in most areastig the company expose itself also
affects the employee’s performance. This mearfseitompany corporate identity is
good then the staffs will feel more comfortable hwitheir work. When the
respondents were asked about this majority of #@spandent agree on this. The

Table4.16 summarizes the results of the findings.

Table 4.16Corporate Identity

Responses Frequency (N) Percentage (%)
Strongly agree 4 25

Just agree 8 30
Indifferent 3 20
Disagree 3 15
Strongly disagree 2 10

Total 20 100

Source: Field Data Analysis

From the Table 4.16 the analysis show that (25.0%)he respondents strongly
agree on this, (30.0%) respondents just agreed¥2respondents were indifference
on this, (15.0%) respondents disagree on this dedrést of the respondents

(10.0.0%) strongly disagree on this.
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4.3.2.4 Willingness of Condense

The analysis reveals that also the willingness afdense is one of the important
factors in the performance of the employees. Mbjai the respondent when asked
about this agree that this is one of the imporfaator in the performance of their

work. The Table 4.17 summarizes the results ofititengs.

Table 4.17: Willingness of Condense

Responses Frequency(N) | Percent (%)
Strongly agree\ 8 40
Agree 6 30
Indifference 2 10
Disagree 2 10
Strongly disagree 2 10
Total 20 100

Source: Field Data Analysis

From the Table 4.17 the analysis show that (40.0%chhe respondents strongly
agree on this, (30.0%) respondents just agreed¥d)respondents were indifference
on this, (10.0%) respondents disagree on this laadeist of the respondents. (10.0%)
strongly disagree on this. These analyses imply ttia way staffs concentrate in
their work is also one of the important factorheit performances. Also the study by
Belly, (2008), finds that that there is Congestituming inspections to different areas

like Border and even airports which cost them speetat of time.

4.3.2.5 Official Channels of Communications
The more the official channels of communications available, the more effective

the staffs communicate between themselves. Thisisndee availability of official
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channel of communication is one of the importactdg in the performance of the
employees. So when respondents were asked absuhd#jority of them agree on

this. Table 4.18 summarizes the results of thairigs.

Table 4.18: Challenges of Communications at BOI

Responses Frequency(N) Percent (%)
Strongly agree\ 4 20
Agree 6 40
Indifference 2 20
Disagree 2 10
Strongly disagree 2 10
Total 20 100

Source: Field Data Analysis

From Table 4.18 the analysis show that (20.0%hefrespondents strongly agree on
this, (40.0%) respondents just agree, (20.0%) redpas were indifference on this,
(10.0%) respondents disagree on this and the resheo respondents (10.0%)

strongly disagree on this.

4.3.3 The Extent to Which Organization Rituals andSymbols Affect the
Employees and Organization Performances

4.3.3.1 Promotion Practices

The respondents also mentioned that organizatiomgtion practices are one of the

important aspects of employee’s performances. Timengtion practices always

makes the company products and services well kntwrthe society so will

obviously makes the employees works easily and éngmsults into employees
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performances. The analysis shows that majorithefrespondents agree on this. The

figure below summarizes the results of the findings

Table 4.19:Promotion Practices

Responses Frequency(N) | Percent (%)
Strongly agree 11 70
Agree 3 30
Indifference 2 40
Disagree 2 15
Strongly disagree 2 15
Total 20 100

Source: Field Data Analysis

From the Table 4.19 the analysis reveal that nmgjai the respondents agree on
this, this constitute (70.0%) of the responder@8,d.0%) respondents strongly agree
on this, (40.0%) respondents just agree, (15.0%)aedents were indifference with

the finding and (15.0%) of the respondent disagrethis.

4.3.3.2 Esteems with the Customer

The respondent’s also mentioned that the way thepeay treat its customer is
another important factor in ensuring the perfornearnd the employees. If the
customer are well treated then it symbol also that employees are also well
treated.. When asked most of the respondents agrehis that this is one of the
main difficulties that they face in exportation.bl@ 4.20  below summarizes the

results.
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Table 4.20: Esteems with Customers

Responses Frequency(N) | Percent(%)
Strongly agree 10 45
Agree 7 25
Indifference 3 15
Total 20 100

Source: Field Data Analysis

From table 4.20 above the analysis reveal tH#.006) strongly agreed, (25.0%)
just agree on this, (15.0%) of the respondentse virdifference, (15.0%) of the
respondents disagree on this as shown in the figbmve. This is true as the
customers are important for any organization tomgr8o if the company create a
good relationship with the customers then thellgh possibility that the staffs will

performance better as they will be approachingarnsts easily.

4.3.3.3 Behavior and Relationship in the Organizabin

The analysis also reveals that the relationshipvéen staffs, managements and
outsiders is one of the important factors in perfance of the employee. Close
relationship makes employees feel open to exphessiteas and suggestions. When
asked about this most of the respondents agrediisnTthe analysis reveals that
(70.0%) of respondents agreed, (40.0%) stronglgexyr(30.0%) just agree, (10.0%)
of the respondents were indifferent. In additi(k).0%) disagreed as shown in the

Table 4.21.
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Table 4.21: Relationship in the Organization

Responses Frequency(N) Percent( %)
Strongly agree\ 8 40
Agree 6 30
Indifference 2 10
Disagree 2 10
Total 20 100

Source: Field Data Analysis

4.3.3.4 Language used within the Organization

Language as the symbol and means of communicattnwelen individuals, also

were found to be one of the important factor inpleformance of the employees. At
BOI the official language used is English becailsee are Indians and Tanzanians.
But there are some areas Indians are used mostiptaer areas Swahili used most.

But the respondents mentioned that if this not vedén into consideration there will

impacts their performances. Table 4.22 summahniesdsults.

Table 4.22 Effects of the Language Use

Responses Frequency(N) Percent(%)
Strongly agree 11 70
Agree 3 30
Indifference 2 40
Disagree 2 15
Strongly disagree 2 15
Total 20 100

Source: Field Data Analysis
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From Table 4.22 it reveals that, more than hathefrespondents agree on this, this
constituted about (70%) of all respondents amohighy (30.0%) strongly agreed,
(40.0%) just agree, (15.0%) of the respondent® wetifferent, (15%) disagree and

(15.0%) strongly disagree on this.

4.3.4 Organization Work Environmental Affects Empbyees and Organization
Performances

4.3.4.1 Technology Adoption

Normally in order for the exportation to be sucéalsst need good technical

adaptability. If the company is using up to dathtelogy such as IT, then there is

high possibility of the performance of the staff ligh. When respondents were

asked about this most of them agree that this ésafrthe main important factor in

their performances. The analysis reveals that Mbshe respondents agree on this

strongly. The Table 4.23 summarizes the resulteefindings.

Table 4.23:Technology Adaption

Responses Frequency(N) | Percent(%)
Strongly agree 11 40
Agree 4 35
Indifference 3 15
Disagree 2 10
Total 20 100

Source: Field data analysis

The analysis show that (40.0%) of the respondemntsmgly agree on this, 35.0%
respondents just agree, (15.0%) respondents weifeemrence on this and the rest of

the respondents constituting only (10.0%) disagreshis.
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4.3.4.2 Company Economic Situation

The analysis further reveals that the economicagdan of the company impacts
much the performance of the employees. Normallycttrapany economic situations
will determine the salary level of the employedse promotion effort of the
company, PR activities, and even the way the compagets its short term debt. If
the company is not economically stable its will g impacts its employees
performances. When respondents were asked abautthbi analysis reveal that
majority of the respondents agreed as shown infiuge below. The Table 4.24

summarizes the results of the findings.

Table 4.24: The Company Economic Situation

Responses Frequency(N) | Percent (%)
Strongly agree 4 20
Agree 6 30
Indifference 4 20
Disagree 4 20
Strongly disagree 12 10
Total 50 100

Source: Field Data Analysis

From the Table 4.24 it reveal that (20.0%) of tegpondents strongly agree on this,
30.0% respondents just agree, (20.0%) responderte wdifference on this,
(20.0%) respondents disagree on this and the resheo respondents (20.0%)

strongly disagree on this.
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4.4 Discussion of the Findings
This part presents a discussion of the findingasto compare and contrast what
has been found in relation to other empiricatigs. The discussion is guided by

the research objectives.

4.4.1 How the Management Style Affects the Organisian Performances

Underthe research objective above, analysis wd@ane on how is support from
management, treatment of employees and respondénthe management,

management techniques cumbersome inspections|eom@anagement, as well as
appraisal system. The findings shows 35% ofréspondents do get extensive
support from the management. Which influences eysas performance at good

rate.

HoweverSeput (2007) says that an organizationaktire defines how activities
such as task allocation, coordination and supenvisare directed towards the
achievement of organizational aims. It can alsedesidered as the viewing glass or
perspective through which individuals see theiraoigation and its environment.

Organizations are a variant of clustered entities.

An organization can be structured in many differevays, depending on its
objectives. The structure of an organization w#termine the modes in which it
operates and performs. Organizational structu@nallthe expressed allocation of
responsibilities for different functions and proses to different entities such as the

branch, department, workgroup and individual (Kdmga2009).



58

On the treatment of employees, the findings showeat 60% of the respondents
have pointed the treatment is very well aretgéhs a high respect of employees

at BOI which makes employees to feel asciexmart of the bank.

According to Weelo (2012) says it is surprisirggvimuch the relationship between
a manager and a worker affects the worker's jolffopeance. Bad management
practices deflate employee morale, cause stregsrébalts in sometimes serious
health issues, and cost the company more thantheastcost of high turnover.
Disgruntled and mishandled employees stop carirautabow well they perform
their jobs, are more likely to demand more moneyefdra tasks, and may even hurt

the company via theft.

As Simba (2009), argues that bad management camcimgmployees and a
company's overall operations. Incompetent managerst, and they can have
challenges relating to staff members and keepirggnthmotivated. In addition,
substandard supervisors may not be able to balandgets, increase revenues or
capably perform other crucial tasks. If employeesglain about working for your
management team, investigate the claims so youanagtion doesn't suffer

irreparably from poor leadership.

Also the findings shows that the cumbersoimgpections at the bank and
very complex management structures. This prasen to have positive impact
on organization performance hence all of apens are inspected and directed
to particular individuals.As per Sangao (2012)uas thatlf management does not

clearly define performance expectations or follogy with employees about their
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levels of productivity, your organization can expace reduced revenues. When
employees join your company, they should receiveedormance plan with the
standards for their positions listed. Regular aispia help employees to know that
the organization is satisfied with their performantéf management does not set
performance standards and follow up with reviewaff smembers may not feel
appreciated. Continually wondering if they are rnmegexpected requirements will
sap productivity. Without set standards, managemeitit face a disciplinary

challenge when poor work performance eventuallysddiect productivity

This reflects to the arguments presented by Oja42that organizations are formed

by groups of people with the purpose of achieviffgats that one person cannot
achieve individually. Better results are createdaasonsequence of organizational
effect which directs organization to achieving soonganizational goals regarding

the purpose of the organization’s founding; they ¢ described as successful
(profitable) or failure (non- profitable) ones. Bahieve these goals organizations
create inner order and relations among organizatiparts that can be described as

organizational structure.

Also Jupe (2009) says all organizational parts ttogre with relations and
mechanisms of their coordination are important fooper functioning of any
organization. Organizations are influenced by m&agyors which come from their
dynamic surrounding or from the organization it. eDto the static nature of
organizational structure, it sometimes can- nottmeguirements of efficiency and
adoptability. Classics in the field of organizatithreory represented many different

schools of influencing factors on organizationalisture. Some believed that certain
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factors, such as size, environment, or technologgtermined organizational
structure. They argued that these factors imposedanic or other constrains on
organizations that forced them to choose a certstiucture over others.

Organizational structure is partly affected by filhe’'s external environment .

Research suggested that firms organized to dehlrgfiable and stable market may
not be as effective in a complex, rapidly changingironment.The more certain the
environment is, the more centralized hierarchy fihe’s organizational structure
may have, with formalized rules and procedures.a@mations that operate with a
high degree of environmental uncertainty may deeéné decision- making, relying

on formal rules and policies, and flatten theiraiehies.

According to Daft, (2010), A strong organizatiomallture supports adaptation and
develops organization’s employee performance byvaihg employees toward a
shared goal and objective; and finally shaping emahneling employees’ behavior
to that specific direction should be at the toppérational and functional strategies
A firm’s mission reflects its ultimate long termjebtive which is accomplished by
conducting integrated operational and behavioréiviies. A firm's performance

improves if it has a clear sense of purpose and rlitment towards its mission.

Successful and well performed organization defit@®rganizational goals as the

report card of forthcoming (long term) future.

One of management styles that has an impacthef organizational performance
is appraisal system. The findings shows that 80%he respondents have argued

that the appraisal system at BOI is effectiand hence influences employees
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performance.As per Corneree (2012) says the emplpgdormance appraisal is an
important career development tool for the managdremployee. The manager can
help guide the employee on the path to corporataramtment, and the employee
gets a clearer understanding of what is expectaah fner in her daily job duties.

Performance appraisals have a wide variety of effen employees that managers

must identify and understand.

Seth (2009) says an employee performance appm@asahct as motivation for an
employee to improve his productivity. When an ergpk sees his goals clearly
defined, his performance challenges identified eacter development solutions in
place to help advance his career, the effect imdtivate the employee to achieve
those goals. Creating a comprehensive plan for @epldevelopment and giving an

employee achievements to strive for will inspireigher level of efficiency.

Employees perform their job duties to the bestheirtabilities throughout the year
based on guidance from management. Part of a psafare appraisal is when a
manager and employee review the job description @mpare the employee's
performance with expectations. This gives the egg®oa feeling of clarity and

understanding that will help him better perform jois duties.

4.4.2 The Impacts of Communication Style on Organaion Performances

As far as this study was done on the impact of mimgdional culture on

organizational performance. Therefore one of theatées of cultural aspects in an
organization, analysis was done the finding sugdedh internal and external

communication at the bank is good but in form w$ihess communication.Also the
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findingsshows that there is openness for suggestorthe banks operations from
employees to the management, the findings showdbatbetter communication

employees performance. Hence their roles are bmitemunicated to them.

Samabar (2013) says communication plays a vita ol the working of any
business. Organizations have to communicate tg @arr their business activities.
Researches indicate that organizations cannot mheat goals unless they have
effective communication. In the triumph of any argation, the relationship
between manager and his subordinates plays théicagm role. In any business
activity manager is a key player. Communicationaigibbon, which binds the
management and its official together, and is vednligatory for the success and

excellent performance of any organization.

A study by University of East London shows that tdomcept of communication is
immeasurable in modern management, and it seeksetet clear understanding
between manager and all the employees. It explaaiemployee communication is;
infect exchange and clear provision of informatim@mmands and directions
between management and employees. And it makesorp@nization to work
properly and employees to be well aware about thesponsibilities and duties.

(University of East London, 2009).

As per Juongole (2010) Listening is an active psedbat involves focusing on what
is said without allowing other thoughts to invatle process. Small business owners
and entrepreneurs who employ serious listenindgsskihd foster this ability from

their employees will be the most likely to keep itheompanies growing.
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Concentrate on listening at work and you should lseeefits such as increased
productivity, faster progress toward goals and nuaregenial relationships between

employees.

4.4.3 The Organization Rituals and Symbols Affectthe Organization
Performances

Under the research objective above the researchéde rmnalysis on the promotional

practices as well language used. The findings shbats promotion to employees

is well hence at most times better working emplsyee better awarded

promotions, whereas this as been a cultur¢gha@tbank as the result employees

performance becomes rejuvenated.

As per Kabendela (2012)keeping employees motivetedtask that managers can
resolve in a number of ways. Promotions to pos#tiothat include more

responsibility or authority are among the tools agars have to motivate workers.
The possibility of a job promotion can motivateanployee by appealing to career

anchors, which are the major career and persoialtgs that workers may hold

Even when an employer understands the motivatifegtsf of promotions, it must
still establish a policy for administering promattoand managing job advancement.
This may include discussing opportunities for adwsment during employee
performance evaluations or allowing all workershwat given level of experience to
apply for executive position openings. In some sagemay be necessary to recruit
from outside the company, but a consistent polzycbnsidering internal candidates

can ensure that promotions keep their motivatioahle.
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Also the language used at the bank is walk Nharsh as well this was argued
by 35% of the respondents. Language as the @yamol means of communication
between individuals, also were found to be one h& important factor in the
performance of the employees. At BOI the officeduage used is English because
there are Indians and Tanzanians. But there are sweas Indians are used mostly
and other areas Swahili used most. But the respdsideentioned that if this not

well taken into consideration ther will impactsithgerformances

According to Hellweg & Phillips (1982), the workeroductivity increases when
there is communication within the organization. iBes many other things the
communication within the organization helps the Eyges to perform their tasks
well, to have information about the duties theyeéay perform, and about the goals
of the organization. They argue that existence ommunication within the

organization lead to the effective decision making.

Smidts, Pruyn, & Riel (2001) define the employemowinication as communication
transaction in their study. They argues that eng#gsywho are well informed about
organizational activities as goals and objectives,developments and achievements
can enable the organization's members to develah sinaracteristics which

differentiates it from other organizations.

They found that communication climate is an impatrtzgariable in the relationship
between employee communication and organizatiatgatification. In their point of
view the lack of communication within the organiaat affect the organizational

decision making. According to them, it's the foretnduty of the manager to pay
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serious attention towards the internal communicat@dimate, by giving each
employee opportunities to speak, get involved aadigiening and guide them for

the fulfillment of goals.

A study by Harshman & Harshman (1999) concludeg tha structure of the
organizations is changing day by day as the enmsott is changing. The changing
social and economic atmosphere in any country braignge in the work settings of
any organization. Organizational communication he tritical function, and it
affects the content and structure of the orgamimaflhese changes lead to change in

formal and informal patterns of communication ie tirganizations.

The previous researches show that there is a sbongd between communication
and other organizational functions. Another stugyMonge, Cozzens, & Contractor
(1992) shows that communication variables like rimfation sharing and
communication between group members leads to iimovan the organization.
They found that communication variables have angtreffect on the organizational
outcome. They argue the participative environmeithinthe organization, increase

its productivity and improve its performance andcome.

4.4.4 The Extent to Which Organization work Enviromment Affects

Organization Performances
Normally in order for the exportation to be sucéasst need good technical
adaptability. If the company is using up to da&ht®logy such as IT, then there is
high possibility of the performance of the staff bigh. The findings show that

(40.0%) of the respondents strongly agree.
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As per Mwinuka, (2010), Nowadays, companies neeaperate in highly dynamic
environments where key resources are scarce ancewhcertainty in business
opportunities is common. The important, even ifsitoften disregarded by many
entrepreneurs leading small businesses. The higth && competition in the business
environment pushes firms towards new learning nxdiko considering the high

value of relationship patterns.

This is because frequently interact — for examyté supply chain agents or with
members of professional organizations and busingssns — thus having the
possibility to exchange knowledge and to succeysfiglarn from one another.
Moreover, firms s can now benefit from analytitabls that were previously a
privilege only for big enterprises such as benatking methodologies or the
diffusion of best practices. The value of a scientapproach in measuring

performances and managing knowledge is how widsdggnized

The findings further reveals that the economicaditin of the company impacts
much the performance of the employees. Normallyctrapany economic situations
will determine the salary level of the employedse promotion effort of the
company, PR activities, and even the way the compaeets its short term debt. If
the company is not economically stable its will g impacts its employees

performances. It reveal that (20.0%) of the respatgistrongly agree on this, 30.0%

As per Kasongo ( 2010) Lack of firm financial sdaess during the period of
financial distress becomes a critical factor caising firm performance. The extent

of financial leverage and ability to service théstanding debt are shown to inhibit
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firms’ productivity growth as well as the dynamio$ exports, employment and
investment. Micro and small firms are found to suffelatively more than larger

firms from high leverage in terms of export and éyment performance during the

recession period.
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CHAPTER FIVE

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction

This chapter presents a conclusion of the studypaoddes some recommendations
based on the findings analyzed in the precedingteh@ccordingly, the results of

the study are summarized below, and recommendagimnsded, and a conclusion

provided for the study.

5.2 Summary of the Main Findings

Changing business environment has pushed orgamsat Tanzania to concentrate
on their core activities and expand to the globalienment. The findings reveal
that communication style, management style, synaya ritual, and even work
environments factors have great impacts on emptoysgformances and hence

organization performance at all.

The analysis reveal that the management style ypbaganization is as important as
it determine how the management interact with otlkeenployees, how the
managements plans, and organize their activitibs. drganization needs to set out
rules that are viewed as fair and practical by eyges to promote a bureaucratic
culture. This can be achieved by having open lineseedback for example having
a suggestion box as a tool for airing views andli@ek concerning rules set out by
management. The findings indicated that Bank ofalnsl more inclined towards a

consensual culture; however, it can improve morédwng team building initiatives
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to help enhance team spirit within the organizatibhese activities could also be

used as an avenue to communicate the values atglajdhe organization.

The analysis also find that the communication witand outside the organization is
one of the important factor that will make the pemiance of the employees good.
Communications includes top down communication, mreathat the management
needs to keep the employees informed about whaappening at not only a store
level, but corporately as well. When employees hawgee information, they feel that
they have more ownership and autonomy and thelataons is that employees will

perform better and be more satisfied.

5.3 Implications of the Findings

Strong corporate cultures indicate that employeedike-minded and hold similar
beliefs and ethical values. When these beliefsethital values align with business
objectives, they can prove to be effective in boddieams because rapport and trust
quickly ensues. The bonds that the teams build tidp avoid conflicts and focus
on task completion. Strong corporate cultures easamunication of roles and
responsibilities to all individuals. Employees knewhat is expected of them, how

management assesses their performance and what édmewards are available.

Organizational cultures can have varying impactseamployee performance and
motivation levels. Oftentimes, employees work hartte achieve organizational
goals if they consider themselves to be part of ¢bgoorate culture. Different
cultures operating in one company can also impagpl@yee performance. For

example, if the organization maintains a reservedk “when necessary” culture,
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employees may work accordingly; however, if theamigation allows one area, say
the sales team, to be outspoken and socially adtieeorganization may experience
rivalries among areas. Thus, allowing an area tageheir own culture can affect

the performance of the employees deployed elsewhéhe company.

Organizations must structure their recruitment psses to attract and engage
incumbents with the same beliefs and values thaistdate the organization’s
culture. This ensures the new employee’s assimilatib the company and further
strengthens corporate culture. Companies should alssure that they align
corporate culture with performance management systeWhen culture and
management systems are not aligned, management nediseéct them so that

employee behavior results in the achievement cdruegtional goals.

5.4  Conclusion

The study concludes that there is a strong viewhénliterature that organizational
culture lead to increased organizational performartdowever, studies on this
relationship often differ as to the extent a piatis likely to be positively or
negatively related to performance. Human resouraragement practices has been
argued to affect organizational culture, and im ti@ad to firm performance we need
to be wary of arguing that current evidence prdhesrelationship. There could, and
probably are, a number of other organizational el@sithat provide a link between

HRM and firm performance.

From the study it is concluded that organizatiottute has a great influence on

performance as it dictates how things are donearozgtion’s philosophy, work
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environment, management style and communicatide.sf\t BOI there employees

agree that almost all the variable plays the ingar¢ role in their performances.
This owes to the fact that employees seek workrenment that maximizes on their
ability to be innovative, creative, and independahtacro-management, cohesion

with fellow colleagues among others.

5.5 Recommendations of the Study

Organizational performance management system coaager paths for employees
as well as groupings of people who remain in tha fior a long enough time for a
company culture to form. This outlook suggests tlas can implement such
management practices that foster job security atefnal career development in
order to keep turnover low, and maintain those adoghenomena that comprise
organizational culture (values, beliefs, normsuagstions) within the organization,

and therefore forming a strong organizational geltu

As for recognizing and rewarding employees witlnea brganization, the right kinds
of each are critical to showing the employees thay are important. Recognition
and rewards must be given as a motivation, and brisincere in delivery, or they
will fall short of their intended goal. Involvingngloyees in designing and
implementing such a reward program would also gmg way in showing that their
opinions are respected and would provide more dppiies for building

relationships with each other, contributing to antementality.

Another recommendation for the leaders of the amgdions is to evaluate the

communication flow within their respective storexlaletermine how much of the
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information that comes to them makes its way to ¢neployees on the floor.
"Information is power: it equips people to do theibs better.When the employees
who are in direct contact with customers have actesmportant information they
have the knowledge they need in order to come tip avsolution for the customer,

making the customer happy without having to cubtigh the red tape.

Knowledge about the organization, how it operatemy profits are made, etc -
creates a feeling of ownership and responsibilitjtich are great motivators for
performance service. Information can help employ@esk toward the common
goals of the organization, as a team, once agalditg the relationships within the

organization and ensuring its success at the samee t

Managers must empower employees by delegating toeahance the confidence
of its employees which results in more creativitg annovation; delegate tasks that
are challenging rather than mundane. The organizaieeds to set out rules that are
viewed as fair and practical by employees to prenaobureaucratic culture. This can
be achieved by having open lines for feedback xangle having a suggestion box

as a tool for airing views and feedback concermnirigs set out by Management.

The organizations, collectively or individually, d develop their own surveys in
order to learn more information about the identifereas of concern. This type of
survey might include open-ended questions thatdvallow the employees to offer
suggestions about the issues. This may provideeteawf the organization a starting

point for making changes within the organization.
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5.6 Limitation of the Study
In any study, limitations are inevitable, but mosportant researcher successfully
handles such limitations in order to achieve thgeaives of the study. The

following were limitations that researcher encouveden the study;

Being a case study, more time is needed in ordstuiy the entire unit in details so
as to grasp required data. Time provided may notebeugh due to fact that
researcher has also to attend other daily actviae per institution schedule.
Therefore to tackle such problem, schedule of rekeactivities was prepared, with
strictly observation of this time table in orderaccomplish the required research on

time.

Some of the information needed by research hastimeganplications to the
respective organization. Some respondents did notige support in terms of
providing necessary data. Hence researcher expldigeimportance of doing study
in their organization not for destroying the entweganization but to improve

execution of organizations’ tasks.

5.7 Areas for Further Research

As the results of different limitations such asafigial and Time constraints the
researcher was limited to some areas which caurtigef taken into considerations.
The following areas are recommended to be takem dohsideration since it need
further study. These are has become limited to @sgarch as a results of time and

financial constraints.



(ii)

(iii)

74

As this study was based on Bank’s, future studesdnto be carried out in
other sectors to determine the influence of Orgdmna culture on

performance.

Further studies can also be carried out to identfy various levels of
Organization Culture, their relevance to Organaai and how these levels
can be embedded into the Organization Culture.

Also the study can be done on the impacts of argéion culture on overall

organizational performances



75

REFERENCES

Akin, B. and Heck, C. (1990A Multilevel Approach to Theory and Research in
Organizations: Contextual, Temporal, and EmergerdcBssesin K.J. Klein
& S. W. J. Kozlowski (Eds.), Multilevel theory, esrch, and methods in
organizations (pp. 3-90). San Francisco: Josseg-Bas

Aluko V. (2000).Sculpting the Learning Organizatiobessons for learning
organization. San Fransisco, CA: Jossey-Bass.

Alvesson, M. (2002)Understanding Organizational Cultureondon: Sage
Publications.

Alsem, J. W.and Kostelik, M. (2008prganizations and Environmenkanaging
Differentiation and Integration. Boston; Harvad Uatisity.

Armstrong, M. and Baron, A. (1998 erformance Managemenithe New Realities,
Institute of Personnel and Development, London.

Aycan, Z., Kanungo, R.N., and Sinha, J.B.P. (19@ganizational Culture and
Human Resource Management Practices: The Modeuhién€ FitJournal of
Cross-Cultural Psychology, 30(401-526.

Balmer R. (2008)Corporate Culture Revolutiorthe management development
imperativeJournal of Managerial Psychology, 1(359.

Balmer R. (2012)Quantitative assessment of organizational cult@soup
andOrganizations Studies, 15(4), 448-460.

Balmer J, G.(2002A resource-based view of human resource management an
organizational capabilities developntelnt. Journal of Human Resource

Management, 13(1%23-140.



76

Bowen, T., Verbeeten, F. H. and Kayaga, T. (128%erformance Management
Practices in Public Sector Organizationsimpact on Performance

Accounting, Auditing & Accountability Journal, 21)(3127-454

Burns, W.J. and McKinnon, S.M. (1993 formation and Managersa Field Study.

Journalof Management Accounting Research, 5, 84-123

Block, J. R., Jr. (1991)Unleashing Individual PotentialPerformance gains
throughpositive  organizational behavior and autieentleadership.

Organizational Dynamics, 33, 270-281.

Brown . G. (1993)Efficient Cultures: Exploring the Relationship betm Culture
and Organizational PerformancéAdministrative Science Quarterly, 28(3),

468-81.

Caldwell, E. D. (1991)The Changing Nature of Performandenplications for

staffing. In E. Schmitt, W. C.

Cascio, W. F. (2006Managing Human Resource®roductivity, Quality of Life,

Profits. McGraw-Hill Irwin.

Casio, P. (2003ptrategy, Value Innovation, and the Knowledge Enpn&loan

Management Review, Spring, 41-51.

Cavalluzzo, K.S. and lttner, C.D. (2004mplementing Performance Measurement
Innovations: Evidence from GovernmerAccounting Organizations and

Society, 29, 243-67.

Corneree , D. (2012 orporate Performance Managemehtow to Build aBetter
Organization through Measurement Driven Strategiedignment.

ButterworthHeinemann.



77

Chatman, J. A.D. (1989)mproving International Organizational Researdh:
model of person organization fit. Academy of Managat Review, 14, 333-
349.

Chen, L. (2004). Examining the effect of organiaaticulture and leadership
behaviors on organizational commitment, job sattéda and job performance
at small an middle firms of Taiwadournal of American Academy of Business,
5 (1/2), 432438.

Chen, P., Spector, P., and Jex, S. (1988gcts of Manipulated Job Stressors and
Job Attitude on Perceived Job Conditiond simulation Washington:
American psychology association

Churchill, G.A. and laccobucci, F. (2002jarketing Research: Methodological
Foundations The DrydenPress, Forth Worth.

Daft, D. R.and Mishra, A. K. (2010Yoward a theory of Organizational Culture
And Effectivenes®rganization Science, 6(2), 204-223.

Deal, J.and Caldwell, M. (1999)he Relationship of Organizational Culture with
Productivity and QualityA study of Indian Software organizations. Cardiff
Business School, Cardiff University, Cardiff, UK.

Deal, J. and Caldwell, M. (198Zyultural Influences on Leadership and
Organizations Project GLOBE. InMobley, W. H., Gessner, M. J.Agnold V.
(eds.), Advances In Global Leadership (pp. 171233\l Press: Greenwich CT.

Deter G, Schoroedr M, and Mauriel, C. (2000gward a Model Of Organizations
As Interpretation System&8cademy of Management Review, 9(2), 284-295.

Denison, D. R. (1990)Corporate Culture and Organizational EffectiveneNlew

York, NY: John Wiley & Sons.



78

Furnhum, T. and Gunter, N. (1993). Managing Humasdrrce for Competitive
Advantage, A study of Companies in Singapoternational Journal of

Human Resource Management, 11836-365

Flick, U. (2009).An introduction to qualitative researcf#th ed.). London: Saga

Publications.

Gonzalez, E. and Harris, L. (2007). Leadershipestgrganizational culture and
performance: Empirical evidence from UK comparirgernational Journal of

Human Resources Management, 11{45-788.

Gumpter, M., Hafso, T. and Molz, R. (2005),“Institunalized norms of conducting
research and social realities: a research syntbésisipirical works from 1983

to 2002”,International Journal of Management Revje¥ol. 7 No. 1, pp. 1-24.

Gunter, T. (1993).The Evolution of Concentrated Ownership in Indiarco&l
Patterns and a History of the Indian Software IrtdpusWorking Paper No.
10613, national Bureau of Economic Research, Calgéri

Hall, R. (1993). A Framework Linking Intangible Resces and Capabilities to
Sustainable Competitive Advanta§&ategic Management Journal, 14(8),
607-618.

Hallett, T. (2003). Symbolic Power and OrganizagioGulture, Sociological Theory,

Vol. 21, No. 2. pp. 128-149.

Handy E. (1999). Human resource management. whesareh confronts theory.

International Journal of Human Resource Managemg&®(7), 1092-106.

Harshma Q, Pruyn, T.and Riel, K. (199%tudying Organizational Culture

Administrative Science Quarterly, 24,570-58.



79

Heck, R. H., Larsen, T. J., and Marcoulides, G(1R90)Instructional Leadership
and School Achievementvalidation of a Causal Model. Educational
Administration Quarterly, 26(2), 94-125.

Hellweg , M and Phillips, J.(2004yhe Costs of Organizational Culturkn Heather
Falconer (Ed), (pp 37-58). London, England: LexisiNe

Hofstede, G. (1980a)Culture's consequenceiternational differences in work

related values. Beverly Hills, CA: Sage.

Jushman, H.and O’ Really. (1997Jhe Gold Collar Worker- Harnessing the
Brainpower of the New WorkforcAddison-Wesely, Reading, MA.

Jupe , J. L. (2009 orporate Culture and Performancew York: FreePress.

Kazyoba, D.R. (2008 Bringing Corporate Culture to the Bottom Line
OrganizationalDynamics, 13(2), 5-22.

Kandula, S. R. (2006Rerformance Managememtiew Delhi: Prentice Hall of India
private limited.

Khatri, N. (2000). Managing human resource for cetitive advantage: a study of
companies in SingaporelThe International Journal of Human Resource

Management, 11(2B336-365.

Kiola, T. (2003). TQM: an Overview In Dale, B. G. (Ed.), Managing Quality,
Blackwell ( pp. 3-30). Oxford.

Kisa, A. (1982).Corporate Culture: Rites and Rituals of Organizational life.
Reading, MA: Addison-Wesley

Kotter, P. and Heskett, L. (1992). Corporate Celtand Performance, Macmillan,

New York, NY.



80

Kopelman, R. E., Brief, A. P., and Guzzo, R. A.92R The Role of Climate and
Culture in Productivity. In Benjamin$. (Ed.), Organizational Climate and
Culture (pp. 282-318). Jossey-Bass, San Frandzo,

Lawler , B. (1996)Corporate Assessmemfuditing & Company Personality. Rout
ledge. London.

Magee, K. C. (2002 The Impact of Organizational Culture on the lempkntation
of Performance Management (Doctoral DissertatiomAvailable from
Dissertations and Theses database (UMI No. 3047909)

Marcoulides, G. and Heck, R. (1993)rganizational Culture and Performarice
Proposing and testing a model. Organization Sciet(@}, 209-225.

Mauriel, K. R., and Cleveland, J. N. (2000nderstanding performance appraisal:
Social organizational and goal based perspectifémusand Oaks: Sage
Publications.

Mousetes J. M. (2007Prganizational BehaviorSouth- Western, U.S.A.

Monge, T.and Cozenn, J. (199RPErceptions of organizational subculture andtheir
significance for organizational commitmeAjpplied Psychology: An
InternationalReview, 54, 490-514.

Mugenda, O. and Mugenda, A. (2008esearch Methods 2™ ed: Qualitative and
Quantitative. Approaches: Nairobi Acts press

Murphy, K. R., and Cleveland, J. N. (199%)nderstanding Performance Appraisal:
Social organizational and goal based perspectifémusand Oaks: Sage
Publications.

Mwinuka, Y. (2010). Examining the Organizationall®re and Organizational

Performance Link.eadership & OrganizationDevelopment Journes(5).



81

Nadler E. (1998).Industry Influences on the Relationship between adament
Culture and PerformancePaper presented at the national meeting of the
Academy of Management. Atlanta, GA

Neo, I. (2000). Organizational Behavior: IndivithjaGroups and Organization.
Essex: Pearson Education Limited.

Newstrom, S. (2007). Organizational Behavior, Reaisducation, NewDelhi.

Nnoli, M. (1980). Concepts of organizational cuituand presumed links to
efficiency.International Journal of Management Science, 1,7828-33

Nwankwo, B. (2009A Study on ICT towards Customer Satisfaction atr&gbe
hotel Kampala Uganda

Ohmac N. (1982)Predicting Corporate Performance fromOrganizatioQallture.
Journal ofManagement Studies, 29, 783-798.

Ojo, O. (2012)Fundamentals of Research Metholdagos: Standard Publications.

O'Reilly, C. (1989)Corporations, Culture and Commitmemtotivation and social
control in organizationalifornia Management Review, 33-25.

O'Reillly, C., Caldwell, D., and Chatman, J. (199Rkople and Organizational
Culture: A Profile Comparison Approach to Assessigyrson-Organization
Fit. Academy of Management Studies, 837-516.

Peter, R. W. (2003prganizational Behavior in Educatiofnglewood Cliffs, NJ:
Prentice-Hall.

Peteraf, M. (1993). The cornerstones of competiideantage: A resource-based
view. StrategicManagement Journd4(3), 179-191.

Pettigrew, M. (1979). The impact of human resoypcactices on perceptions of

organizational performandscademy of Management Journal, 39, 969.



82

Punjar, F.and Kostelik, C (2008prganizational Reniewala holistic approach to
organization development. New Jersey: Prentice. Hall

Plakhotnik N.F., Low, G.S. and Cravens, D.W. (2005), "Exangn the
effectiveness of sales management control practice®veloping countries”,
Journal of World Busines¥ol. 39 pp.255-67.

Rodger, R., and Ablett, A. (2006). Transforminge thhetoric of organizational
learning to the reality of the learning organizatidhe Learning Organizatign
5(1), 24-35.

Renn, J, and Vandenberd, D. (199Quantitative Assessment of Organizational
culture.Group and Organizations Studies, 15(4), 448-460.

Sangao , P.C.(2012). An Exploration of the Relaiop betweenManagerial
Competencies Organizational, Characteristic and foReance in an
IrishorganizationJournal of European Industrial Training. UniversiBress,
128-136.

Simba, Q. (2009). Environmental Variations in $¢gdofOrganizational Behavior.
Psychological Bulletin, 62, 361-382.

Seput, S. W. S. B. (2007A Literature Survey on Organizational Culture and
Innovation Global Business and Management Research, BocanRat
Florida539-550.

Schein, E. (1990)Organizational Culture and Leadershifan Francisco: Jossey-
Bass.

Schein, E. (2004)Organizational culture and Developme®an Francisco: Jossey-

Bass.



83

Stalk W. (1988)Managing management climafeoronto, Canada, Lexington
Books.

Thomas, J.B. (1997). Firm Resources and Sustaioetp€titive Advantagelournal
of Management, 1 (1799-120

Umiker, P. (1999)A meta-analysis of the correlates of role conflintl ambiguity
Journal of Applied Psychology, 68, 320-333.

Verbeeten, F. H. M. (2008), Performance managemesaitices in public sector
organizations: Impact onperformandgcounting, Auditing & Accountability
Journal 21(3), 427-454.

Vandenberd, K. C. (1990). Effects of task perforogaand contextual performance
on systemic rewardsournal of Applied Psycholog85, 526

Wallace, L., D., Lulofs, R.and Cahn, D. (2008jnerging System of Managing
Workplace ConflicGan Francisco, CA: John Wiley and Sons 535.

Wallach, E. (1983). Individuals and organizatiomke culture matchTraining and
Development Journal, 128-36.

Yilmaz, C. and Ergun, E. (2008). Organizationalud and firm effectiveness: An
examination of relative effects of culture traitadathe balanced culture

hypothesis in an emerging econordgurnal of World Businesg3, 290-306.



84

APPENDICES

Appendix |: Questionnaire for Customer

The following questions from Kijana M. Athuman,dstut at the Open University,
Dar campus pursuing Master of Human Resource manage undertaking a
research onthe impacts of organizational culture on organizati performance”,

[The case of Bank of India].

All information about you, as one of the particigann this study, will be kept
strictly confidential. Group results of this resehrwill be written in a report,
however, names and any other identifying infornmatall not be used. Thank you in

advance for your time and reasonableness!

Please tick4d the most correct answer(s) to your case or fél émpty space(s) as

appropriate

A: Particulars of the respondent
1. Name ..o,

2. What is your gender?

(a) Male (—
(b) Female —
3. For how long had you been working with this orgatian?

(@) Less than 2 years I
(b) 2 — 4 years —
(c) 4 -7 years —

(d) More than 7 years —
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What is your current position at the bank.......................

What are the roles played by your institutiomports and custom operations

What is the relationship between your perforoeaand management of the
employees®lease indicate your responses by marking withci ) the
appropriate condition statement which best desaribach facility. Whereby

1-Strongly agree 2 Agree 3-Indifference dadree 5. Strongly Disagree

1 2 3 4 5

| feel management cares about

me as an individual

Management is supportive of

my performance

My ideas/suggestions are taken

seriously

Management treats employees

with dignity and respect

Management regards each

employee as important

Management has the respect of

the employees

Management can be trusted

| feel management would make personal

sacrifices for the team

Management includes themselves as

part of the overall team

Management works as hard as they
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expect employees to

| feel comfortable approaching

management with concerns/questions

Management works as a team to

reach the same goals

If others not mentioned please fill in below

7. What is the relationship between your perforneaand work environment in
the organizationplease indicate the indicate your responses by manwith
a tick (V) the appropriate condition statement which besscdbes each
facility. Whereby 1-Strongly agree 2 Agree 3-Indiffereneedisagree 5.

Strongly Disagree

| am satisfied with my sense of

belonging at work

| feel like | am part of a team

The employees work together to reach goals

The employee morale is fairly
high

There is good communication in

the store

Management keeps employees informed
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If others not mentioned please fill in below

What is the relationship between your perforoeaand work communication
in the organizationdlease indicate the indicate your responses by m@grk
with a tick () the appropriate condition statement which bestcdbes each
facility. Whereby 1-Strongly agree 2 Agree 3-Indiffereneedisagree 5.

Strongly Disagree

There is willingness of condense

Am feel happy with both internal and

external communication

The employees are fee to submit their
ideas and suggestions to the

managements

d

J

The company corporate identity is goc

e

The company PR activities is high ang

frequently

There is staff participation in all aspedts

of organizational operations
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If others not mentioned please fill in below

9. What is the relationship between your performamze@ganizational Ritual and
symbols in the organizationRlease indicate the indicate your responses by
marking with a tick {) the appropriate condition statement which bestcdees
each facility. Whereby 1-Strongly agree 2 Agree 3-Indifferendedisagree

5. Strongly Disagre

There is openness in the promotion

practices to all employees

There is openness in the selection of

cadre to all employees

The behavior in the meeting and relatign

is good in the organization

The staff company language is well

understandable

There is good way of dealing with the

company customers

There is good way of dealing with

visitors or reclamations
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If others not mentioned please fill in below

10. Please mention any thing regarding the orgaioiz culture and employees

performances
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Appendix Il: Interview Guide to Hr Departments and Management

The main aim for this interview is to get infornwation impacts on organizational

culture and organization performances

Part A (Brief introduction of the interviewee)

1. Name

2.  Level of education

3 Brief introduction on his/her on this organizatiocluding his experience and
the nature of the work he performs.

4 How do you understand organization culture andleyegs performances

Part B (Specific research based on the research @ative)

5. Do you have any formal policy for the organi@atculture and employees

performances?

(Interviewee explain based on nature of work perfl)me

7. How do the bank ensure the management styleowapthe employees
performance?The interviewee will explain based on his/her wexkerience,

mentioning all the management’s practices)

8. How do the organization communication styleabd how it affect employees’

performances’
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How does the organization work environment oizgd and how it affects
employees’ performancehg respondents will respond based on work nature
of each staff)

How do organization ensure its culture improve



