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ABSTRACT
The purpose of the study to investigate nexus between job satisfaction and
employee performance at Consolidated Bank Ghana in the Greater Accra
Metropolis. Specifically, the study sought to identify factors that contribute to job
satisfaction; examine the level of employee performance and examine the effect
of Job satisfaction on employees’ performance. The research approach adopted
was a quantitative and research design chosen was a cross sectional descriptive.
The sample size was 132 staff out of 141 population which was determined using
the Bartlett, Kotrlik, and Higgins (2001) Sample Size Determination Table. The
questionnaire comprised close ended questions. The SPSS aided in the coding of
the data collected. For.objectives one and-two, descriptive statistics such as mean
standard deviations'were used in making the analysis. Linear regression analysis
was used to analyse the objective three. The study found that staff at CBG are to
some extent satisfied with their job in the form promotion in their workplace,
recognition they receive for work done well and interest supervisors. show in
them. The ‘study again.found that the employees are satisfied with the work
methodologies as.it makes'work easier for.them: It was found that job satisfaction
moderately, predicts employees’ performance. The sstudy concluded that the
satisfaction of employees is key“and mustincorporate recognition for work done,
provide favourable working conditions, good interpersonal relationship,
salary/pay, and the work itself. It 'was recommended that management of CBG
provide the benefits they deserve and pay them an amount that is commensurate
with the work they do in order to increase their level of satisfaction and, as a

result, their performance.
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CHAPTER ONE
INTRODUCTION
Background to the Study

Job satisfaction has become a crucial issue for all organisations
everywhere in the world, for both private and public organisations in developed
and undeveloped countries alike (Adzei & Atinga, 2012). One reason which
account for interest is that satisfied employees are reported to be committed
employees, showing indication for high organisational performance and effectual
operations (Robbins & Culter, 2005). Employees are seen as the most valuable
assetsrofsan. organisation as they build the fortunes of theserganisation. It is also a
fact that all"other resources of the organisation are meaningless when there are no
willing and. satisfied employees in the organisationst0 put these resources to
proper use for profit maximization (Bernarto et al, 2020).

Organisations all over the world endeavour to_reeruit skilful, well-trained
employees who are willing to work for the growth of the organisation and try to
provide motivation packages:that-promote their satisfaction.at work. It is well
understood that satisfied employees will put up optimum‘performance. However,
in today’s increasing competitives€nvironment, /organisations face a lot of
challenges. Indermun_and Bayat (2013) stated that many organisations are
struggling to be strong competitor to ‘achieve its goals and objectives. Workforce
nowadays are the organisational key success factor, therefore organisations put a
lot of thought and effort to discover the degree of employee satisfaction in order

to enhance their productivity and attain overall organisations objectives



(Indermun & Bayat, 2013). Therefore, organisations are concerned about the
relations between employee and the level of satisfaction and considered to be
critical issue in relation with organisation performance and improvement.

The concept of job satisfaction has been explained by some scholars
including Kumari and Pandey (2011) as a pleasurable emotional state arising from
the appraisal of one’s job; an effective reaction to one’s job; and an attitude
towards one’s job. Robbins and Coulter (2005) cited in Rehman and Rehman
(2013), asserted that employees with high degree of job satisfaction have a
positive feeling towards their job. On the other hand, employees with who are
unhappyawith their job have a negative attitude towards,theirgjob. Few researchers
were of the view that job satisfaction IS an emotive response to a working
condition; which is‘frequently chosen by how pleasantly results get together or
surpass desires. For instance, if laborers believe that they are dealt with unfairly,
get lessseoampensations, they are all the more likely to_have a negative inclination
toward their work, superior or colleagues (Manzoor et al, 2011).

Job satisfaction derivesfrom intrinsic factors that are related to work itself
or extrinsic factors which are related to instrumental wvalues (Watson, 2012).
While Aziri (2011).mentioned that job satisfaction is under the influence of many
factors suchas: the nature of work, salary,  advancement opportunities,
management, work groups and work conditions. According to Mount (2006), job
satisfaction can be a significant pointer of how employees feel about their
positions and an indicator of work practices such as organisational citizenship,

absenteeism, and turnover. Locke (1976) also stated that job satisfaction is a



negative or positive evaluative judgement of an employee’s job or job experiences
and concerns employees’ assessment of the extent to which they like or dislike
their jobs (Yucel & Bektas, 2012). The concept could include specific
connections related to affective behaviours including pay, promotion, fringe
benefits, supervision, contingent rewards, operating conditions, nature of work,
co-workers; and communication (\Wegge et al, 2007).

Many things influence how positively an individual views his or her job,
particularly an employee's attitudes toward his or her employment. A number of
elements have been identified in research that appear to contribute to job
satisfaction. Scholars have investigated three ways to_explainsthe creation of job
satisfaction, “according to Jex (2002): job characteristics, social information
processing . (organisational - attributes), and dispesitional factors (worker
characteristics) are all ways to explain the creation of job satisfaction. There are
major “factors that enhance and maintain the overall performance of the
organisation.

Understanding job “performance for each employee is ‘essential as
organisational decisions are based on individual performance (Sonnentag et al,
2008), leading to an organisational success. However, scholars continuously insist
through the literature that there is no._standardized or uniform definition of
performance, and they argue about how it is a multidimensional concept.
Samsonowa (2012) argues that in the performance measurement literature, all the
different definitions she had to review have one common characteristic; they are

all related to two terms: effectiveness and efficiency; effectiveness as an indicator



of the degree of achievement of a goal; and efficiency as an indicator of the
resources consumed to achieve the level of achievement. The term "performance”
is described as an organisation/department's level/degree of goal achievement
rather than individuals' (Samsonowa, 2012).

In the work environment like the banking sector, employee performance in
an organisation is a vital concept. Employee performance can help the company
increase and use the human resource capacity it has. This translates into excellent
service delivery and interaction in which all areas of the organisation are affected
(Cahill et al, 2015). The job performance of an employee depends on or is a
consequence of some combination of ability, effort, andschanee. But in terms of
results or results produced, the measurements can be done (Truelove et al, 2016).
The researchers have therefore established the working concept of employee
performance, and employee performance is the achievement of objectives of the
tasks assigned to employees within a specific period ofstime for the purpose of
this study'(Truelove et al, 2016).

There are lots of researches who have tested the impact of job satisfaction
on.employee performance (Aziri, 2011; Indermun & Bayat, 2013; Kappagoda,
2012). Most 'of them indieated that"there is«an impact of job satisfaction on
employee performance since, there is a large impact of the job satisfaction on the
motivation of workers, and the level of motivation has an impact on productivity,
hence also on performance (Aziri, 2011). Kappagoda (2012) posited that the job
satisfaction is one of the factors that affects the improvement of the task

performance and citizenship performance. Indermun and Bayat (2013) agreed that



there is an undeniable correlation between job satisfaction and employee
performance. They suggest that psychological and physical rewards have
significant impact on job satisfaction. They believed that employees should be
rewarded and motivated to achieve job satisfaction, which will eventually lead to
a significant, positive impact on the efficiency and effectiveness of employees and
thus, better overall performance (Indermun & Bayat, 2013).

At the same time, there are some recent research evidences indicates that
satisfaction may not necessarily lead to individual performance improvement
(Aziri, 2011) especially in the volunteer work (Pugno & Depedri, 2009). Some
researchers. suggested that employee performance does.notsaffects their level of
satisfaction."Pugno and Depedri (2009) examines the relationship between job
performanee. to job;satisfaction by considering the roleés of economic incentives
such as reward and promotions. They ended up with a negative route from job
performance to job satisfaction (Pugno & Depedri, 2009): Thesevariations in the
relationship between job satisfaction and employee performance may be as a
result of different organisational.context. Again, the banking industry. in Ghana is
considered to be an important source of the country’s gress domestic product and
a significant income-generator (Bank*of Ghana;, 2015). As such this study sought
to examine the effect of job satisfaction on. employee performance at

Consolidated Bank Ghana Limited in the Greater Accra Metropolis.

Problem Statement
Globally, only 59% of bank employees are satisfied with their jobs

(Thompson & Siciliano, 2021). As a result of low job satisfaction, in Ghana,



commercial banks’ records indicated a decline in productivity, a general cost
increase, and an increase in service failures (Agbozo et al, 2017). The decline in
job satisfaction resulted in an 85% turnover rate of bank employees in Ghana
(Dartey-Baah et al, 2020). Job dissatisfaction accounts for lower performance of
employees (Addae & Boso, 2020). The declines in performances are due to
employees’ job dissatisfaction (Dartey-Baah et al, 2020). The general business
problem was that bank leaders face a decline In job satisfaction among
Consolidated Bank Ghana employees. From anecdotal evidence, for some time
now the problems of low pay, promotion, supervision, fringe benefits, contingent
rewardsysoperating procedures,. co-workers, nature of werksand communication
have become the biggest complaints among the staff of Consolidated Bank
Ghana. The.employees turn to talk about this issue aJdot'and ask for management
intervention at whatever opportunity they get being i1t at staff durbars or
departmental meetings.

In"Ghana, not much research has been done on job satisfaction in the
banking sector, The only current-study by Dartey-Baah et al (2020) aimed at
examining occupational stress, job satisfaction and gender difference among bank
tellers found that tellers aresmore likely to exhibit.counterproductive behaviours
such as job dissatisfaction due to work-related stress. Though not in the banking
sector, Amoah et al. (2020) assessed job satisfaction among the workers of Ghana
Water Company Limited (GWCL) in Ashanti South Region and found that the
workers have some level of psychological satisfaction with the job, though they

are not economically and health-wise satisfied with the job. These results



although very useful cannot be generalised because they involve only tellers. This

study therefore, examines the effect of job satisfaction on the job performance of

employees at the Consolidated Bank Group Limited.

isfaction affects

e Greater Accra
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2) What is the level of employee performance at Consolidated Bank Ghana?
3) What is the effect of Job satisfaction on employees’ performance at

Consolidated Bank Ghana?



Significance of the Study

The significance of the study is three-fold. The study is first and foremost
significant because it is believed that the study will generate important findings
that will be necessary for policy makers in the banking sector and government in

faction, thereby

ill not only be
ers. For students
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Limitations
The study focuses on the effects of job satisfaction on the employee
performance at CBG. The study was limited to only the head office branch which

is located in Greater Accra. A sample of less than 100 and the descriptive cross-

be done to other
Il be valid in the

sed to determine

e first chapter has

summarizes the findings of the study, draws the conclusions and states the

recommendations of the study in line with the findings.



LITERATURE REVIEW
Introduction
The previous literature on the ideas and linkages in the current study is

reviewed in this chapter. The literature was reviewed both theoretically and

the idea of job

the conceptual

similar to Maslow's hierarchy of requirements, but it adds more aspects to

determine how people are motivated at work. Individuals' lower-level demands
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(extrinsic or hygiene aspects) would not encourage them to invest effort, but
would just keep them from being unhappy, according to this view.

Higher-level needs (intrinsic or motivation factors) must be met in order to
motivate employees. The result for firms using this theory is that addressing
employees' extrinsic or hygienic criteria will simply keep them from being
actively dissatisfied, not drive them to put in extra effort to improve performance.
Organisations should focus on providing intrinsic or motivating factors to
motivate employees (Robbins, 2009). Extrinsic Factors, according to theory, are
less likely to contribute to employees' motivation needs. These features were
presentisolely to avoid any dissatisfaction from arising.intheirworkplaces.

Extrinsic factors, also known as work context factors, are external
satisfactions. provided to employees by others (Robbins, 2009). Employers can
use these criteria as a guide to help them create a pleasant working atmosphere
where"employees feel at ease. Employees will be free of unpleasant external
working conditions that will banish their feelings of dissatisfaction when all of
these external*factors are met; but.they will remain‘neutral in terms of satisfaction
and “motivation; however, when employers fail to meet employees' Extrinsic
factors needs, employees' job dissatisfaction will arise. The intrinsic and extrinsic
factors, according to this view, are interdependent on one another.

Extrinsic factors will only reduce employee dissatisfaction with their jobs;
they will not provide job satisfaction. On the other hand, a significant supply of
Intrinsic Element will promote employees' inner growth and development, leading

to increased productivity and performance; nevertheless, a lack of this factor will
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just negate their feelings about their jobs, leaving them neither satisfied nor
dissatisfied. Employees' propensity to work is determined by extrinsic factors, but
their quality of work is determined by intrinsic factors. These two classes of
extrinsic and intrinsic factors are not always diametrically opposed, because the
opposite of contentment is not discontent, but rather a lack of contentment.
Similarly, not satisfaction but no discontent are the polar opposites of

dissatisfaction (Robbins, 2009).

Social Exchange Theory

Blau's social exchange theory served as the foundation for the research
(1964). Social exchangetheory is a relationship-explaining instrumental theory.
The idea lays the“groundwork for understanding how leaders and subordinates'
exchange relationships evolve over time. According to this idea which was
established by ‘Blau (1964) and may be traced back to/Gouldner (1960) and
Homans (1958), social exchange comprises, undefined duties‘in a eonnection
between two. parties, inwhich one party.does the other a favour in exchange for
an-unknown future return: Implicit duties.and.trust, according to Martin (2011),
are the foundations of sacial interaction. In a nutshell,the social exchange theory
suggests that employees who receive favourable perks and treatment at work feel
bound to repay those benefits (Irca et al, 2012). As a result, it can be concluded
that a well-executed contract between an employer and an employee result in a
continuous stream of fair manager—employee transactions. As a result, it's been

established that the social exchange theory is made up of connections that develop

12



over time into parties' trustworthy, loyal, and mutual commitments (Tanova &
Holtom 2008).

The two sides in this interaction are characterized as the employer of the
organisations and the employees of these organisations, according to this view.

2ss likely to seek

air practices and
e more likely to
anisation and opt

or she is due for

2haviour researchers

ob is referred to as job

satisfaction. Peop e other hand, have unpleasant

NOBI\S
sensations.

To put it another way, job satisfaction is defined as a self-assessment of
the degree and task of meeting one's demands. This assessment is gained or

experienced as a result of a job or job conditions. Employees feel a sense of
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accomplishment and satisfaction when they are compensated for their
achievements. As a result, pay satisfaction can reflect the perks and financial
remuneration that are the previous variables impacting job satisfaction.

Job satisfaction basically describes how employees feel about their jobs.
It reflects how happy employees are at work when their desires and needs are met.
As a result, it is the pleasant sensations that arise when an employee perceives
that he or she has met the desired level of needs. Emotional feelings can be used
to convey or observe job satisfaction, which is an intangible characteristic.
In other words, it is dependent on an individual employee's internal expression
andrattitude toward a specific job. Employee satisfactiongforsexample, is high if
the” employment meets predicted psychological or physiological demands.
However, if the employment does not meet the psyehological or physiological
needs, contentment is said to be low (Cook, 2008).

Job_satisfaction is also thought to be a dispositienal trait (Staw & Rose,
1985). Assessing personal qualities can give a clear indicator in the prognosis of
job.happiness,:according to thedispositional approeach. Individual genetic makeup
has been, found as a component in-how personal qualities can-influence the level
of job satisfactions In research of menozygotic or.identical twins who were not
reared together, Arvey et al. (1989) conducted a study to support the genetic
makeup component to job happiness. They came to the conclusion that identical
twins, even if raised separately or in different environments, have a fairly similar

level of pleasure. This is due to a genetic component in their makeup.
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Furthermore, House et al. (1996) found that disparities in employee job
satisfaction can be related in part to variances in their disposition or temperament.
Job satisfaction, according to Lim (2008), has a substantial effect in both
personal interests and organisational success, making it worthwhile to research for
a variety of reasons. Experts believe that identifying the significance of job
satisfaction phenomena might disrupt labor behaviour and influence work
productivity, and that it is thus worth studying (George & Jones, 2008). This
corresponds to the belief that "happier workers are more productive,” although
Staw (1986) refutes this claim. Nonetheless, work satisfaction has a significant
impactron,the following dimensions of an organisationsimpreved job happiness
boosts productivity and has humanitarian implications (Smith et al.,1969).
Furthermore, job satisfaction ensures'that ineffective work behaviours are
decreased (Dalal, 2005). Furthermore, job satisfaction 1S so important that its
absenceseauses drowsiness and lowers employee commitment (Levinson, 1998).
Furthermore, Organ and Ryan (1995) discovered that joh' satisfaction boosts
organisational'citizenship behawiour: Furthermoreyit improves.employee retention
and ‘reduces the cost of acquiring new personnel (Murray, 1999). Similarly,
Gazioglu and Tansel (2002). claimsthat employee/pleasure at work influences
employee turnover rates. Dissatisfaction halts business growth by raising the cost

of recruiting, selecting, and training staff (Padilla-Velez, 1993).

Factors that Contribute to Job Satisfaction
People frequently evaluate work experiences in terms of like or disliking,

and they acquire feelings of contentment or discontent with their job and the
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organisation as a whole. Many things influence how positively an individual
views his or her profession, particularly an individual's attitude toward his or her
employment. A number of elements have been identified in research that appear
to contribute to job satisfaction or organisational commitment. (Characteristics of

2 development of

cial information

factors  (worker

acteristics of an

a jo I jok ’ | variety, task
k. @ " motivation,

al satisfaction, @ ctiveness are all defined as

supervision, work itself, and Ker relations (Smith et al., 1969).
Individuals measure job satisfaction by comparing the benefits they now
receive from their work with what they believe they should receive, according to a

general premise in the study of the impact of job features on work satisfaction. As
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a result, if an individual's job expectations are met, he or she will be satisfied. On
the other hand, if expectations are significantly exceeded by what is obtained,
dissatisfaction sets in. Individual variances and expectation levels cause variation
in satisfaction. As a result, to determine their degree of happiness in an
organisation, individuals would compare aspects of a job such as skill level,
advancement chances, seniority, supervision, ‘work recognition, wages and

incentives, autonomy, kind of work, and so on.

Social Information Processing (Organisation Characteristics)

According to Jex (2002), an employee's job satisfaction is determined by
his or her relationships-with co-workers. If employees see their co-workers to be
happy and satisfied, they will automatically be affected; nevertheless, if they view
their co-workers:to be negative and dissatisfied; they will be likely to become
unsatisfied as “well. Social-information has 'a predominant impact on job
satisfaction and_organisations, Jex and Spector (1989). They believe that
throughout “the socialization process at: work, freshly hired employees may
become ethicallyscompromised. If they are.expoesed to disgruntled personnel, they
are likely to get tainted. Weiss and Shaw (1978) conducted research in which
participants were invited to watch a training video of assembly line workers who
made either good or negative comments about their jobs. Following that, the
audience was given the opportunity to do the same job. The study discovered that
individuals who watched the positive clip had more fun executing the activity

than those who saw the negative movie. The social environment does have an
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effect on employees' attitudes and behaviours, according to research on social

information processing theory (Aamodt, 2009).

Dispositional (Work Characteristics)

According to previous studies, satisfaction is influenced to some extent by

k characteristics
nal environment,
it. Again, some
are born with a
UG ‘ed research of
r to support the
to the conclusion

erent environments,

Employee Performance

Employee performance is defined as an individual's contribution to

specific objectives that are established by standard job descriptions (Murphy &
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Kroeker, 1988). It represents employee-managed behaviours and actions that
contribute to the organisation's objectives (Rotundo & Sackett, 2002). Campbell
et al. (1990) describe employee performance as "apparent behaviours that people
perceive in the workplace that are significant in accomplishing organisational
goals, and these behaviours must be related to the organisation's goals.” In
contrast to this rigorously behavioural definition of employee performance,
Motowidlo et al. (1997) propose that performance is defined as evaluative
behaviours rather than just the behaviours themselves. This concept is consistent
with the most common method for determining job performance, which is
supervisory.and coworker performance ratings (Newman2004). Motowidlo et al.
(2997) highhght this aspect in their definition of the performance domain. They
also believe that job effectiveness is determined.oy" behaviours rather than
outcomes.

Similarly, ‘according to Murphy (1989), employee performance should be
defined in terms of. behaviours rather than outcomes, because focusing on
outcomes may,encourage employees to find shortcuts to achieve results, which
may negatively impact the organisation due to a lack<of certain performance
behaviours.

In this context, Campbell et al. (1993)_claim that performance is the result of
behaviour rather than the behaviour itself. Simply said, performance refers to
observable behaviours that show that employees are actually engaged.

Carmeli (2003) stated that intelligent workers are able to manage their

emotions in order to keep a positive mentality, which leads to improved job
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performance. Because of the importance of great productivity at the workplace,
employers are very worried about job performance (Hunter & Hunter, 1984). The
importance of job performance, on the other hand, is determined by the amount of
work, the organisation's goals and mission, and the organisation's accepted
behaviours (Befort & Hattrup, 2003). In their performance literature, Katz and
Kahn (1978) distinguish between in-role and extra-role performance. Extra-role
performance is conceptualized as organisation citizenship behaviour, according to
Smith et al. (1983). On the other hand, Borman and Motowidlo believe that there
are two forms of job performance: task and contextual performance.

Task performance describes how an individual employee performs the key
responsibilities that are explicitly stated in his or her job description. These
functions,»according to Borman et al. (1997), add«directly to or allow the
production-of commodities or services. Conceptual performance, on the other
hand, refers to activities that are voluntary and not part,of a job description and
through which a person aids and improves the workplace environment.

Contextual performance entails the ability'to see what needs to be done
even If it isn't explicitly stated in-one's job description,/as well as the ability to
communicater positive behaviours 0 and among managers, colleagues, and
stakeholders (Bormand & Motowidlo,. 1997). Theoretically, organisational
citizenship behaviour and contextual performance are similar (Edward et al.
2008). Their literature, on the other hand, arose independently and displays minor

distinctions in terms of behaviours, causes, effects, and techniques (Organ, 1997).
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The amount to which an organisation succeeds is determined by task and context
performance (Bormand & Motowidlo, 1997: Conway, 1999).

In the banking sector, the following has been mentioned as indicators of
employee performance- timing, evaluating at against clear objectives, variety of
viewpoints, knowledge and understanding, commitment. Timing refers to how
long it takes employees to undertake specific duties, such as completing a client
transaction, the length of time each customer waits to be seen, and how frequently
documentation is given on time. Measuring employee performance against
specific goals: It is critical to be able to measure employees’ performance against
wellwstated objectives when_evaluating their performanece: Prior to being
evaluated, these must be attainable and known by the employee. It is unethical to
evaluate someone against objectives that they are unaware of. Errors, customer
satisfaction, attendance, and even timekeeping are all measurable objectives.

Multiple perspectives: Employee performancesthat is measured from
multiple perspectives. is more accurate, reliable and successful. Employees, as
well as bossesy coworkers, and-customers, will have better understanding of their
strengths. and weaknesses. Incorporating customer survey data into performance
data‘providesa more objective assessment of.the service than that offered by the
bank itself. Knowledge and Understanding: It is just as vital for staff to
understand why they do certain things as it 1S for them to be able to do them
effectively and efficiently. To determine the breadth of an employee's knowledge,
specific questions might be asked directly of them. Commitment of Employees:

Both the bank and the employee must be committed to employee performance. It's
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a win-win situation that raises standards and discourages misconduct in the
system. Willingness to learn new abilities and undergo training can be used to

gauge commitment.

Effect of Job Satisfaction on Employee Performance

Every organisation's objective in today's competitive market is to achieve
high performance through productivity and efficiency. However, achieving this
vision necessitates a highly satisfied staff, as they strive to put in more effort and
work harder to accomplish results. Similarly, an organisation's total performance
is reliant on resourceful and successful individual performance. Cummings (1970)
proposed three basic points of view to explain.the impact of job satisfaction on
performance: satisfaction causes performance, performance causes satisfaction,
and reward causes both satisfaction and performance. Mirvis and Lawler (1977)
found. that satisfied employees are less likely to indicate shortages and are less
likely to quitstheir employment based on their.findings on_the effect of job
satisfaction on performance among bank tellers in terms of cash shortages.

According. to_Kernhanuser andwSharp” (1976), job satisfaction has a
favourablesimpact on employee performance. However, Katzell et al. (1952) say
that job. satisfaction has no relation to turnover or product quality, while Smith
and Cranny (1968) contradict this claim after analyzing the literature and
concluding that job satisfaction has an impact on performance, effort,
commitment, and intention. The proof from the Relay Assembly test room in the
Western electrical studies (1966) demonstrated that enhanced staff productivity is

linked in part to higher worker satisfaction. Employee effort is influenced by
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employee satisfaction, according to Lawler and Porter (1967). They argue that
increased satisfaction from performance possibilities leads to higher performance
expectations, which leads to a reward. Satisfaction and productivity are
intertwined and have a significant impact on one another. Effort leads to
successful performance, which leads to contentment, but the type of compensation
system that workers work under has an impact on satisfaction and performance
(David et al. 1970).

Curral et al. (2005) also discovered that an organisation's output and
productivity are measured against the performance of its employees, and that
greateremployee performance necessitates a high level.efgobsatisfaction (Sousa-
Posa & Sousa-Posa, 2000). After evaluating employee performance indicators
during the-hiring stage, Nanda and Browne (1997) discovered that an employee's
degree of pleasure and motivation influences their degree of performance. Meyer
(1999) supports this theory by stating that low job satisfaction has a detrimental
Impact on _employee. commitment, which ultimately impairs the attainment of
organisational.goals and “employee" performance. As a result, retaining top
performers necessitates appealing compensation packages, and today's
competitive environment*snecessitates those businesses maintain greater
performance in-order to remain competitive (Frye, 2004).

The Hawthorne studies are credited with pioneering study into the impact
of employee attitude on performance. More studies have emerged in the aftermath
of Hawthorne's study to critically examine the concept that "a joyful worker is a

productive worker.” The majority of their research found a shaky and
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contradictory link between job satisfaction and performance. laffaldano and
Muchinsky (1985) argued that the statistical association between job satisfaction
and performance was 0.17, indicating that job satisfaction and performance are
only modestly related. They went on to say that the association between the two
factors was false and the outcome of a managerial fad. This finding supports the
viewpoints — of scholars, organisations, managers, ~and human resource
professionals who believe there is no. link between job happiness and
performance.

Further research contradicts laffaldano and Muchinsky's findings (1985).
According.to Organ (1988), the inability to find a substantialvassociation between
the two variables Is due to the restricted definition of job performance used.
Organ (1988) argued that when performance is defined to include essential
behaviours: not generally exposed in performance appraisals, such as
organisational citizenship behaviour, the relation between work'satisfaction and
performance Improves. Organ and Ryan (1995) claim that research supports
Organ's (1988). hypothesis because job satisfaction is linked to organisational
citizenship behaviour. The average correlation constraint‘between job satisfaction
and "performance must be*0,30 when the correlations are accurately corrected,
accordingto a recent and in-depth examination of 301studies (Judge et al., 2010).
They attributed the disparity in -results to laffaldano and Muchinsky's (1985)
research, which only looked at satisfaction at the facet level rather than the overall
level. Because performance was envisioned at a broad level, it is self-evident

that assessing work satisfaction at the facet level would yield a lower correlation
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than evaluating satisfaction at the overall level. They also discovered that difficult
jobs had a better association between job satisfaction and performance than those

that were less complex.

Conceptual Framework
The conceptual framework of this study presents the relationship between
job satisfaction and employee performance at Consolidated Bank Ghana in the

Greater Accra Metropolis. This is presented diagrammatically in Figure 1.

Factors of Job Satisfaction

Nature of work Employee
Remuneration and Benefits Performance
Opportunity for Growth —— Task

Safety at the Workplace Working Citizenship
Condition Counterproductive
Relationship with Co-workers

Relationship with Supervisor

Source: Field survey (2021)
Figure 1: Conceptual Framework

The preceding:discusses‘on issues;relating job satisfaction and employee
attitude toward performance. Job satisfaction IS key independent variable which
should be of concern to managers in organisations as it has the potential to
influence behaviours and subsequent productivity in their organisations. The
discussion puts forth job factors which stimulate job satisfaction among

employees which include nature of work, remuneration and benefits opportunity
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for growth, safety at the workplace working condition, relationship with co-
worker’s relationship with supervisor. It can be ascertained that; employees will
extend effort to increase performance if they are satisfied in the form of using
resources well, skilfulness in delivery, knowledgeable on the job, demonstrates
o the researcher,
ance.  As such it

n orientation and
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CHAPTE THREE
RESEARCH METHODS
Introduction
This chapter presents the research approach and the methods employed to

e study area, the

e and sampling

thers are ethical

most common. A

approach to research is specific, well structured, have been tested for their validity
and reliability, and can be explicitly defined and recognised (Gefen et al, 2011).

This approach is considered apt because it enables the researcher to generate data
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through the standardized collection procedures based on highly structured

research instrument(s) and well-defined study concepts and related variables.

Research Design

A research design is a blueprint or plan, structure, and strategy of a

a given study so
hieve the study
as used for this
which involves
‘uencing it in any

janises, tabulates,
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Study Area

The study unit for this study is the CBG employees, specifically the head
office. The bank is delighted in sharing their underlying business principles,
fundamental values and brand systems. Through these assets, and with the

k is confident to

Its customers. Its
be the preferred
ng experience to

th the vision and

A subset of a larger population that shares some set of characteristics of
the larger group is termed as a sample (Zikmund et al, 2013). Bambale (2014)

emphasized that a sample of a population consists of that proportion of the
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number of units selected for investigation. Gravetter (2012) described sampling as
the deliberate choice of a number of people who are to provide the data from

which conclusions about those people can be drawn. The sample size for the study

was 132 staff which were determined using the Bartlett et al (2001) sample size

respondents. The

articles.
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Data Collection Instruments

A self-administered questionnaire was used in the data collection. The
questionnaire had three sections (A, B and C). Section “A” dealt with the
demographic characteristics of respondents. The Section “B” focused on job

> performance of

ons. Close-ended
ask and quick to
to meet the time

of closed-ended

pe considered when

g Grayetter (2012) is

PSS soft
o

e

Lewis, 2012).
Saunders and Lewis (2012) further argue that an instrument must be
reliable before it can be valid, implying that an instrument must be consistently

reproducible; and that once this has been achieved, the instrument can then be
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scrutinized to assess whether it is what it purports to be. To ensure validity of
questionnaires, the researcher reviewed other relevant literature that served as
evidence and support the answers that would be found using the questionnaire,

relevance being determined by the nature of their research question and their own

, the designed

g, correction and

is to be W data is handled properly
so as to transform i M G B!Eﬁ e purpose of decision making. The
questionnaires that were retrieved were first sorted out to find out those that were

not answered and to check for consistency, clarity and accuracy of recording.

Each of the questionnaires were given an identification number to avoid double
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entry or data loss. The questionnaires were be coded using the Statistical Package
for the Social Sciences (SPSS) Version 25.0 template. The SPSS aided in the
analysis of the data collected. For objectives one and two, descriptive statistics

such as frequencies and percentages were used in making the analysis. The

derations
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CHAPTER FOUR
RESULTS AND DISCUSSION
Introduction
This chapter of the study presents the findings emanating from the data

ions included the

and theories. The
the background
ts’ sex, age, and
ses given by the

ackles the specific

undred and thirty-two (132)
@I‘ employees of CBG

—30 years, 40 representing 30.30% were aged between 31 - 35 years, 36
representing 19.69% were aged between 36 - 40 years and 13 representing 9.84%

aged 41 years and above.
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Table 1: Demographic Characteristics of Respondents

Variables Sub-scale N %
Gender Male 87 65.90
Female 45 34.10
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Factors that Contribute to Job Satisfaction of Employees at Consolidated
Bank Ghana
The second section of the chapter presents the results pertaining to the

specific objectives of the study. With the help of the SPSS Version 25.0, mean,

d to tackle the
factors the that
k Ghana limited
s) were used to
done using mean

where 1 = least

threshold for ac € on can be compared with the

variations of oth nder the same struct. Table 2 therefore present the
results of the factors the that contribute to job satisfaction of employees at

Consolidated Bank Ghana limited.
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From Table 2 the respondents revealed that, those who do well on job
stand the fair chance of being promoted and they satisfied with that (M = 3.57; SD
= 1.01). This was followed by them indicating that they are satisfied with the
recognition they receive (M= 3.93; SD = .43). Again, the respondents indicated

5 (M =3.32; SD =

of Employees at

SD
.86
1.01

1.27
43
1.02
.90
.93

3.67 1.06
3.95 1.20

I like doing the tf
Communications se

Source: Field survey (2021)

This was also followed by the respondents asserting that they satisfied
with the rules and procedures that make doing a good job less difficult (M = 3.98;
SD = .93). Lastly, the respondents asserted that they satisfied with the
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communications within the organisation (M = 3.95; SD = 1.20). However, the
respondents were not satisfied by the benefit they receive as most other health
care organisations offer (M = 2.11; SD = 1.27). Likewise, they were dissatisfied

with their salary as the amount being paid is unfair comparing the work they do

of emotions
the work place
s that promotion,
ork itself and
~on overall job
eters, Chakraborty,

he results further

em feel

counterproductive (Spector, 2012).
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Level of Employee Performance at Consolidated Bank Ghana
The second objective sought to assess the level of performance of
employees at Consolidated Bank Ghana and as a result of being satisfied. The

performance variable was measured using 10 items. The responses were measured

ement. The main
ean and standard
ant mean values

from five-point

s 2.90. Thus, any
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Table 3: Level of Performance of Staff at Consolidated Bank Ghana

Statement Mean Std. Dev.
Demonstrates effective positive client/student 131
service

Present at work always 3.56 1.37

professional working relationships with co-workers (M=3.48; SD=1.49). Further,

it was shown that respondents also perform full range of duties and

responsibilities associated with the job (M=3.60; SD=1.32). As a measure of their
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performance, the respondents mentioned that they meet deadlines in a timely and
efficient manner (M=3.58; SD=1.462) and also use resource well in the academic
institution (M=3.48; SD=1.40). Lastly, the respondents asserted that they develop
and implement effective solutions when the need arises (M=3.44; SD=1.36).

It is to note that, this finding was in line with assertion of Hill, Jones and
Schilling (2014) who describes performance of employees as an extent of how
efficiently and effectively managers use .resources to satisfy customers and
achieve organisational goals. Similarly, it is also confirming Elnaga and Imran
(2013) contention that when measuring performance, a number of measures are
takensinto.consideration and include using productivity.efficiency, effectiveness,
quality and profitability measures. Also, the findings were also congruent to
Aswathappa. (2008) statement that employee performance common to most jobs
including quality and quantity of service, timeliness and presence at work always.
Furthergthe findings are in line with Salanova, Agut;and Peiré (2005) who
mentioned that employee performance is measured by full range of duties and
responsibilities performed by the individual. Again, these finding are. in line with
Allen, Whittaker, Kontopantelis and Sutton (2018) who proclaimed that employee
performance like employees.is also.measured.as how the individual develops and

maintain professional working relationships with co-workers.

Checking for Assumptions and Normality
In order to use regression to analyse the effect of job satisfaction on
performance, it is imperative to check that assumptions of normality of the

dependent variable (Tabachick & Fidell, 2012). One assumption is that the
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dependent variable should be a continuous scale. Another basic assumption of
regression is that the dependent variable should be normally distributed. As a
result, skewness, kurtosis and test of normality were used. For data to be

normally distributed, their skewness and kurtosis values should be less than or

ble (employees’

2pendent variable

normal distribution. Table 5 therefore present the test of normality.
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Table 5: Tests of Normality

Kolmogorov-Smirnov® Shapiro-Wilk
Statistic Df Sig. Statistic Df Sig.
EMP 071 181 216 992 181 431

a. Lilliefors Significance Correction

n Table 5 it wa: ‘ the sig. value o o-Wilk Test was
.216 which was
Therefore, using

ot deviated from

‘ ; linearity. That is,
w nt and dependent

J )
be , a histogram where it

ped hence a
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Histogram
Dependent Variable: EJP
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Frequency

Normal P-P Plot of Regression Standardized Residual
Dependent Variable: EJP

1.0

08

06 : A

0.4 ®

Expected Cum Prob

0z f

0o 0z 04 06 o0& 1.0

Observed Cum Prob

Figure 3: P-P plot on lin
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Effect of Job Satisfaction on Employees’ Performance at Consolidated Bank
Ghana

The objective three looked at the effect of job satisfaction on employees’
performance at Consolidated Bank Ghana. Regression analysis was done where
the linearity and the relationship between the two variables were analysed with
job satisfaction as the independent variable and employees’ performance as the
dependent variable. Table 6 gave the model summary of the output and it
displayed the R, R squared, adjusted R squared, and the standard error. R is the
Pearson product moment correlation coefficient which indicates the strength and
directiongof the linear relationship between the dependentavariable (employees’

performance) and the independent variable (job satisfaction).

Table 6: Model Summary of the Nexus Between Job Satisfaction and

Employee Performance

Std. Error of the
Model R R Square  Adjusted R Square Estimate

1 590 .348 337 2.91101

a. Predictors: (Constant), JS

b. Dependent Variable: EP
Source: Field survey (2021).

Hence from Table 6, job satisfaction and employees’ performance are
positively correlated, and the strength of the relationship is strong at (.590). The R
Square explains the amount of variation that exists in the dependent variable

(Employee performance) caused by the independent variable (job satisfaction).
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Therefore, the result further indicates that (34.8%) variation in the employees’

performance (as dependent variable) is explained by the independent variable (job

satisfaction) and the remaining (65.2%) is explained by the residual (other factors

not captured by the model). The implication is that, an increase in job satisfaction

would result in a moderate increase in employees’ performance and as such, job

satisfaction alone cannot influence the employee to perform well.

Table 7 is the ANOVA table which provides the test significance for R

and R? using the F-statistic. The F statistic is the regression mean square (MSR)

divided by the residual mean square (MSE). If the significance value of the F

statistiesis,small (smaller than say.0.05) then the independentwariables do a good

Job explaining the variation in the dependent variable.

Table 7: ANOVA of the Relationship Between Job Satisfaction and

Employee Performance

Sum of
Model Squares df Mean Square F Sig.
1 Regression 262.244 1 262.244  30.947 .000°
Residual 491.489 58 8.474
Total 753.733 59

a. Dependent Variable: EP
b. Predictors: (Constant), JS

Source: Field survey (2021)
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In this analysis, the p-value is well below .05 (p = .000). Therefore, it can
be concluded that, the R and R? between job satisfaction and employees’
performance is statistically significant.

The Table 8 also provides information that is useful for understanding the
regression equation. Under the column marked unstandardized coefficient and
sub-column B, the numerical value for the first row, labelled (constant), is the
value for the intercept (a) in the regression equation. The numerical value on the
second row, labelled as job satisfaction in this case (representing the independent

variables), is the value for the slope (b) for the regression equation.

Table 8: Coefficients of the Effect of Job Satisfaction on Employee

Performance at Consolidated Bank Ghana

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta t Sig.
'y (Constant) 12.859 2.049 6.274 .000
JS 420 075 590 5.563 .000

a. Dependent Variable: EJP
Source: Field survey (2021)

Based on these results, the researcher can report the following regression
equation, predicting employees’ performance based on the available job
satisfaction.

Y (Employees’ performance) = 12.859+ 0.420X (Job Satisfaction)
Hence, taking the values for the slope and the intercept in the resulting

regression equation, the researcher can make the following assertions: According
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to the intercept, when there is no satisfaction for employees, thus, when
satisfaction is zero, their performance will be constant at 12.859, and according to
the slope, for any satisfaction gained, there will be an increase in their

performance by (42%). Therefore, job satisfaction at Consolidated Bank Ghana

18) whose study
employees’ job
s consistent with

performance of

d adapt the best strategy to

organise and sustain N {} E, E rc-' gories of employees.
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CHAPTER FIVE
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS
Introduction
This chapter presents the summary, conclusions and recommendations of

lings captured in

the study based

stions for further

tisfaction affects

e Greater Accra

nsolidated Bank

"he total number of employees is one

constituted employees 0
hundred and forty-one (141). The sample size was 132 staff which were
determined using the Bartlett, Kotrlik, and Higgins (2001) sample size

determination table. The questionnaire comprised close ended questions. The
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SPSS aided in the coding of the data collected. For objectives one and two,
descriptive statistics such as mean standard deviations were used in making the

analysis. Linear regression analysis was used to analyse the objective three.

Summary of Key Findings

For the first objective, the study found that staff at CBG are to some extent
satisfied with their job in the form promotion in their workplace, recognition they
receive for work done well and interest supervisors show in them. The study again
found that the employees are satisfied with the work methodologies as it makes
work easier for them. Further, it was found that communication in the institution
had a role in their_satisfaction. The study-however found that salary received by
the employees does not commensurate the work they do and applies to the
benefits they receive.

Also, based on the second objective study found that irrespective of low
benefits'and salary as they claim, the nature of.work, opportunity for growth,
safety at the workplace, .working condition-and relationship with co-workers and
supervisor are enough.for them to demonstrate effective services as well as
willingness, to learn new skills. Further it was found.out.that the staffs develop
and maintain professional working relationships with co-workers and perform the
full range of duties and responsibilities associated with the job.

Again, the study found out that job satisfaction of employees at CBG has a
moderate positive significant relationship with their performance. On the
regression result, it was found that job satisfaction moderately predicts

employees’ performance. However, the actual change in performance was weak.
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Meaning the influence of recognition, working conditions, interpersonal
relations, salary/pay on employees’ performance at CBG is weak. On the

predictive model, job satisfaction could lead to a moderate increase in

employees’ performance.

scussion on job
p satisfaction on
e satisfaction of
’( done, provide

, salary/pay, and
.irmation to other
icant and positively

However, the

deserve and pay them an amount that is commensurate with the work they
do in order to increase their level of satisfaction and, as a result, their

performance.
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2. Also, it was discovered that the change in staff performance as a result of
their satisfaction was weak. Therefore, the study recommends that
management of CBG cushion the elements of job satisfaction captured

under this study to elevate employee’s satisfaction level so as to translate

Metropolis. As a
staffs in other

of satisfaction of

] the nexus between
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4. Number of years with the
OTZANISALION. ...t ettet et ettt et et e e et ee e et eae e

5. What is your position in the organisation?

ent with respect

receive is as good as

The benefi
most other

Benefit

organisations offer.
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Recognition

When | do a good job, | receive the
recognition for it that | should

receive

5 denotes strong agreement each item.

Performance Indicators
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