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.H���ULYHUV�RI�(PSOR�HH�(QJDJHPHQW�LQ�%DQNLQJ�6HFWRU��$Q�(PSLULFDO�
,QYHVWLJDWLRQ

$QMDOL�-RKQ���1HHQHW�%DE��

$EVWUDFW

,QWHUHVW� LQ�(PSOR�HH�(QJDJHPHQW� KDV� LQFUHDVHG� FRQVLGHUDEO�� RYHU� WKH� ODVW� GHFDGH� DPRQJ� DFDGHPLFLDQV�DQG�
SUDFWLRQHUV��,W�LV�YLHZHG�DV�D�FULWLFDO�FRQWULEXWRU�WR�WKH�RUJDQLVDWLRQ�VXFFHVV�DQG�WKH�HQJDJHG�HPSOR�HHV�DUH�VHHQ�
WR�EH�WKH�VWUDWHJLF�SDUWQHU�RI�WKLV�VXFFHVV��%XW�LW�LV�FKDOOHQJLQJ�WDVN�IRU�WKH�RUJDQLVDWLRQV�WR�HQJDJH�WKHVH�H[LVWLQJ�
ZRUNIRUFHV��8QOLNH�WKH�RWKHU�VHFWRUV��WKH�WXUQRYHU�UDWH�RI�WKH�HPSOR�HHV�DQG�WKH�QXPEHU�RI�XQHQJDJHG�HPSOR�HHV�LV�
FRPSDUDWLYHO��KLJK�LQ�EDQNLQJ�VHFWRU�GXH�WR�ZKLFK�KLJK�SURPLQHQFH�LV�JLYHQ�WR�HPSOR�HH�HQJDJHPHQW�LQ�WKLV�VHFWRU��
+RZHYHU��HPSOR�HH�HQJDJHPHQW�KDV�UDUHO��EHHQ�VWXGLHG�LQ�WKH�EDQNLQJ�VHFWRU�DQG�OLWWOH�LV�NQRZQ�DERXW�LWV�GULYHUV�
WRR��7KH�VWXG��WKURZV�OLJKW�RQ�WKH� NH��GULYHU�V�7UDLQLQJ�DQG�'HYHORSPHQW��&R�:RUNHU�5HODWLRQVKLS��3HUFHLYHG�
2UJDQLVDWLRQDO�6XSSRUW�DQG�5HZDUG�DQG�5HFRJQLWLRQ�RI�HPSOR�HH�HQJDJHPHQW�DQG�WR�NQRZ�WKH�LPSDFW�RI�WKHVH�
GULYHUV�RQ�HPSOR�HH�HQJDJHPHQW��7KH�SDSHU�DOVR�WULHV�WR�VXJJHVW�VRPH�HPSOR�HH�HQJDJHPHQW�VWUDWHJLHV�WKDW�FDQ�
EH�VXFFHVVIXOO�� LPSOHPHQWHG� LQ� WKH�EDQNLQJ�VHFWRU� LQ�RUGHU� WR� HQKDQFH�WKH�HQJDJHPHQW� OHYHO�RI� WKH�HPSOR�HHV��
7KH�VWXG��LV�EDVHG�RQ�WKH�SULPDU��GDWD�FROOHFWHG�IURP�����HPSOR�HHV�ZRUNLQJ�LQ�EDQNLQJ�VHFWRU��4XHVWLRQQDLUH�
FRQWDLQHG�LWHPV�WR�PHDVXUH�WKH�GLIIHUHQW�GULYHUV�RI�(PSOR�HH�(QJDJHPHQW��:DUS3/6�ZDV�HPSOR�HG�WR�PHDVXUH�
WKH�VWUHQJWK�RI�WKH�UHODWLRQVKLS�EHWZHHQ�GLIIHUHQW�GULYHUV�DQG�(PSOR�HH�(QJDJHPHQW��7KH�DYHUDJH�DJH�JURXS�RI�WKH�
UHVSRQGHQWV�ZDV����WR����DQG����SHUFHQW�ZHUH�PDOH��3DUWLFLSDQWV�KDYH�DQ�DYHUDJH�RI����HDUV�RI�ZRUN�H[SHULHQFH��
5HVXOWV�LQGLFDWH�WKDW�FR�ZRUNHU�UHODWLRQVKLS�LV�WKH�PRVW�SURPLQHQW�GULYHU�WKDW�LQIOXHQFHV�HPSOR�HH�HQJDJHPHQW�LQ�
DQ�RUJDQLVDWLRQ��IROORZHG�E��5HZDUG�DQG�5HFRJQLWLRQ��)LQGLQJV�RI�WKH�VWXG��DUH�GLVFXVVHG��WRJHWKHU�ZLWK�OLPLWDWLRQV�
DQG�VXJJHVWLRQV�IRU�IXWXUH�UHVHDUFK��

�.H�ZRUGV��(PSOR�HH�(QJDJHPHQW��7UDLQLQJ���'HYHORSPHQW��5HZDUG�DQG�5HFRJQLWLRQ��3HUFHLYHG�2UJDQLVDWLRQ�
6XSSRUW��&R�ZRUNHU�5HODWLRQVKLS�

,QWURGXFWLRQ

,Q�WKH�UHFHQW�HUD��WKH�FKDQJHV�LQ�WKH�HFRQRP��KDYH�
PDGH� WKH� RUJDQLVDWLRQV� UHFRJQLVH� WKH� LPSRUWDQFH�
RI� WKH� HPSOR�HHV� LQ� WKH� RUJDQLVDWLRQ�� :LWK� WKH�
DGYDQFHPHQW� RI� WHFKQRORJLHV� RUJDQLVDWLRQV� DUH�
KLJKO��LQ�QHHG�IRU�VNLOOHG�DQG�FRPSHWHQW�HPSOR�HHV�
ZKR� FDQ� H[FHO� LQ� ERWK� WHFKQLFDO� DQG� LQQRYDWLYH�
SHUVSHFWLYH��$V�RUJDQLVDWLRQV�HQGHDYRXU�WR�RXWVKLQH�
LQ� WKH� PDUNHW� WKH� ZHOOEHLQJ� RI� HYHU�� HPSOR�HH�
ZRUNLQJ�IRU�WKHP�LV�LPSRUWDQW��&RPSDQLHV�IRFXVHG�
RQ� HPSOR�HHV� DV� D� UHDO� DVVHW� WR� WKH� RUJDQLVDWLRQ�

DQG� YLHZHG� HPSOR�HH� HQJDJHPHQW� DV� RQH� RI� WKH�
NH��SDUDPHWHUV�IRU�WKH�JURZWK�RI�WKH�RUJDQLVDWLRQ��
2YHU�WKH��HDUV�RQH�RI�WKH�WRXJKHVW�FKDOOHQJHV�IDFHG�
E�� WKH� RUJDQLVDWLRQ�ZDV� WR� DWWUDFW� DQG� UHWDLQ� WKH�
WDOHQWHG�HPSOR�HHV��7KHUH�ZDV�D�KXJH�JDS�EHWZHHQ�
WKH�GHPDQG�DQG�VXSSO��RI�ZRUNIRUFH�ZKR�DUH�UHDOO��
VNLOOHG�DQG�WDOHQWHG��,W�EHFDPH�HVVHQWLDO�WR�LPSURYH�
WKH�PRUDOH�RI�WKH�HPSOR�HHV�DV�ZHOO�DV�WR�LQFUHDVH�
WKH�SURGXFWLYLW��RI�HYHU��RUJDQLVDWLRQ��$V�D�UHVXOW��
WKH�HPSOR�HH�HQJDJHPHQW�WRXWHG�DV�WKH�SLQQDFOH�RI�
SRVLWLYH�HPSOR�HH�EHKDYLRXUV��

(PSOR�HH� HQJDJHPHQW� LQ� EULHI� GHVFULEHV� WKH�
OHYHO� RI� HPRWLRQDO� FRPPLWPHQW� DQG� LQYROYHPHQW�
DQ� HPSOR�HH� KDV� WRZDUGV� KLV� UROH� DQG� WR� WKH�
organisation.� Employee� Engagement� was� �rst�
FRQFHSWXDOLVHG� E��:LOOLDP�$�� .DKQ� ������� DV� WKH�
KDUQHVVLQJ� RI� RUJDQL]DWLRQ� PHPEHUV�� VHOYHV� WR�
WKHLU� ZRUN� UROHV�� LQ� HQJDJHPHQW�� SHRSOH� HPSOR��
DQG� H[SUHVV� WKHPVHOYHV� SK�VLFDOO��� FRJQLWLYHO���
DQG� HPRWLRQDOO�� GXULQJ� UROH� SHUIRUPDQFHV�� $V�

$XWKRU�V� $IILOLDWLRQ�� ���6FKRRO� RI� 0DQDJHPHQW� 6WXGLHV��
&RFKLQ�8QLYHUVLW��RI�6FLHQFH�DQG�7HFKQRORJ���.RFKL��.HUDOD�
��������,QGLD��

&RUHVVSRQGLQJ� $XWKRU�� $QMDOL� -RKQ�� 6FKRRO� RI�
0DQDJHPHQW� 6WXGLHV�� &RFKLQ� 8QLYHUVLW�� RI� 6FLHQFH� DQG�
7HFKQRORJ���.RFKL��.HUDOD���������,QGLD�

(�PDLO��DQMDOLMRKQ����#JPDLO�FRP

5HFHLYHG�RQ�������������$FFHSWHG�RQ�����������
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WKH� HPSOR�HH� HQJDJHPHQW� OHYHOV� JR� KLJKHU� WKH�
HPSOR�HHV� DUH� PRUH� OLNHO�� WR� SHUIRUP� WKHLU� UROH�
DQG� UHVSRQVLELOLWLHV� DW� D� KLJKHU� TXDOLW�� OHYHO��
7KH�� WHQG� WR� EH� PRUH� FRPPLWWHG� WR� WKHLU� ZRUN�
DQG� DUH� LQFOLQHG� WR� VKRZ� H[WUD� UROH� EHKDYLRXU��
+H� LV� SRVLWLYHO�� FRQQHFWHG� ZLWK� KLV� RUJDQLVDWLRQ�
DQG� VKRZV� D� FRQVWUXFWLYH� DWWLWXGH� WRZDUGV� ZRUN�
DQG� WR� KLV� FROOHDJXHV� DQG� OHDYH� WKH� RUJDQLVDWLRQ�
DW� D� UHGXFHG� UDWH�� 2UJDQLVDWLRQV� DUH� XVLQJ� WKHLU�
HQJDJHG� HPSOR�HHV� DV� D� VWUDWHJLF� WRRO� WR� HQKDQFH�
WKHLU�FRPSHWLWLYHQHVV��%DVHG�RQ�D�VWXG��FRQGXFWHG�
E�� +DUYDUG� %XVLQHVV� 5HYLHZ� �+%5��� HPSOR�HH�
HQJDJHPHQW� LV� EHFRPLQJ� WKH� FHQWUH� RI� DWWUDFWLRQ�
WR� WKH� PDQDJHPHQW� DQG� HPSOR�HH� HQJDJHPHQW�
LQHYLWDEO��KHOSV� WKH�RUJDQLVDWLRQ� WR�FXW�GRZQ� WKH�
UHFUXLWLQJ�DQG�UHWHQWLRQ�FRVWV��

�DFN�UR�QG�RI�WKH��W�G��

%DQNLQJ� VHFWRU� LQ� ,QGLD� KDG� XQGHUJRQH�
WUHPHQGRXV� UHIRUPV� RYHU� WKH��HDUV�� %XW�ZH� FRXOG�
VHH� WKDW� ,QGLDQ� EDQNLQJ� VHFWRU� ZDV� EDWWOLQJ� RQH�
VWRUP�DIWHU�DQRWKHU�RYHU�WKH�SDVW�IHZ�PRQWKV��7KDW�
ZDV� D� SHULRG� RI� VFDPV�� WR[LF� DVVHWV� DQG� VLQNLQJ�
pro�tability� in� banks.� This� sector�was�drowned� to�
FHUWDLQ�H[WHQG�E��WKH�LQFUHDVH�LQ�QRQ�UHSD�PHQW�RI�
ORDQV�E�� WKH� FRUSRUDWH�DQG�E�� WKH�JURZWK�RI�1RQ�
3HUIRUPLQJ� $VVHWV� �13$�� LQ� EDQN�� 7KLV� FUHDWHG�
ZDYHV� RI� WXUEXOHQFH� DQG� VWXWWHUHG� HYHQ� WKH� YHU��
H[LVWHQFH� RI�PDQ��SXEOLF� VHFWRU� DQG�SULYDWH� VHFWRU�
EDQNV�DQG�JHQHUDWHG�ORW�RI�XQFHUWDLQW��QRW�RQO��IRU�
WKH�DGPLQLVWUDWLYH�OHYHO�VWDII�EXW�DOVR�IRU�HDFK�EDQNHU�
ZRUNLQJ�LQ�WKHVH�EDQNV��7KH�SUHVVXUH�RQ�WKH�HQWLUH�
EDQNLQJ�V�VWHP�WR�UHWULHYH�WKH�ORVW�SHUIRUPLQJ�DVVHW�
LV� YHU�� KLJK�� 7KLV� KDG� DOVR� DIIHFWHG� WKH� PRQHWDU��
DQG�QRQ�PRQHWDU��UHZDUGV�SDFNDJHV�DQG�HYHQ� WKH�
ZHOIDUH�SURYLVLRQV�SURYLGHG�WR�WKHVH�EDQNHUV��

,PPHQVH�SUHVVXUH�RQ�EDQNLQJ�VHFWRU�KDV�DIIHFWHG�
WKH�ZRUN�OLIH�EDODQFH�RI�HDFK�EDQN�HPSOR�HH��7KLV�
FRHUFLRQ�ZKLFK�LV�D�UHVXOW�RI�ORVV�RI�IXQGV�LQ�EDQN�
KDG�DIIHFWHG�WKH�WUDLQLQJ�DQG�GHYHORSPHQW�SUDFWLFHV�
JLYHQ�WR�WKH�EDQNHUV��WKH�UHZDUGV�DQG�UHFRJQLWLRQ�
JLYHQ�E��WKH�EDQN�DQG�HYHQ�WKH�WRWDO�VXSSRUW�JLYHQ�
E��WKH�EDQN�WR�LWV�VWDII�PHPEHUV��

$W� WKLV� VFHQDULR�D�VWXG�� DERXW� WKH�HPSOR�PHQW�
HQJDJHPHQW�OHYHOV� LQ�EDQN� LV�YHU��LPSRUWDQW��,W� LV�
DOVR�LPSRUWDQW�WR�HYDOXDWH�WKH�SUHVHQW�HQJDJHPHQW�
VWUDWHJLHV�DGRSWHG�E�� WKH�EDQNV� LQ� RUGHU� WR�FRPH�
IRUZDUG�ZLWK�UHYLVHG�HQJDJHPHQW�VWUDWHJLHV�

5HYLHZ�RI�/LWHUDWXUH

(PSOR�HH�HQ�D�HPHQW

(PSOR�HH� HQJDJHPHQW� LV� D� KLJKO�� UHOHYDQW�

FRQFHSW� IRU� WKH�PDQDJHUV� LQ�RUJDQLVDWLRQV� GXULQJ�
WKH�SHULRG�RI������������DV� LW�ZDV�IXQGDPHQWDO� LQ�
GHWHUPLQLQJ�WKH�RUJDQL]DWLRQDO�VXFFHVV��2QH�RI�WKH�
ROGHVW�OLWHUDWXUHV�SXW�IRUWK�E��*RIIPDQ�LQ������VWDWHV�
WKDW�HQJDJHPHQW�LV�D��VSRQWDQHRXV�LQYROYHPHQW�LQ�
WKH� UROH�DQG�D� YLVLEOH� LQYHVWPHQW�RI� DWWHQWLRQ�DQG�
PXVFXODU�HIIRUW��

7KH� HYROXWLRQ� RI� WKH� FRQFHSW� HPSOR�HH�
HQJDJHPHQW� FDQ� EH� WUDFHG� WR� .DKQ�V� DUWLFOH�
�3V�FKRORJLFDO�&RQGLWLRQV�RI�3HUVRQDO�(QJDJHPHQW�
DQG�'LVHQJDJHPHQW� DW�:RUN��ZKLFK� DSSHDUHG� LQ�
D� ����� HGLWLRQ� RI� WKH� $FDGHP�� RI� 0DQDJHPHQW�
-RXUQDO��&RPSUHKHQVLYHO��WKH�DSSURDFK�XVHG�KHUH�
ZDV� GHVLJQHG� WR� JLYH� LQ� D� JURXQGHG� WKHRUHWLFDO�
IUDPHZRUN� WKDW� H[HPSOLI�� KRZ� SV�FKRORJLFDO�
H[SHULHQFHV�RI�ZRUN� DQG�ZRUN�FRQWH[WV�VKDSH� WKH�
SURFHVVHV�RI�SHRSOH�SUHVHQWLQJ�DQG�DEVHQWLQJ�WKHLU�
VHOYHV� GXULQJ� WDVN� SHUIRUPDQFHV� �.DKQ�� �������
+H� VXJJHVW� WKDW� HPSOR�HHV� WHQG� WR� FRQWULEXWH�
PRUH�ZKHQ� WKH�� DUH� HPRWLRQDOO��� FRJQLWLYHO�� DQG�
SK�VLFDOO��HQJDJHG�LQ�WKH�ZRUN� WKH��GR�DQG�KDYH�
D�FKDQFH�WR�RXWSHUIRUP�WKH�UROH�WKH��WDNH�XS��7KH�
HPSOR�HHV�WHQG�WR�UHDOLVH�WKDW�WKH��SOD��D�YHU��YLWDO�
UROH� LQ� WKH� RUJDQLVDWLRQ� DQG� WKH� DEVHQFH� RI� WKHP�
FDQ�FUHDWH�YDFXXP�LQ�WKH�RUJDQLVDWLRQ��,Q�KLV�VWXG��
.DKQ� DOVR� VXJJHVWV� WKH� SV�FKRORJLFDO� FRQGLWLRQV�
RI� PHDQLQJIXOQHVV�� VDIHW��� DQG� DYDLODELOLW�� DV� WKH�
WKUHH� LPSRUWDQW� FRQGLWLRQV� WRJHWKHU� ZLWK� ZKLFK�
SHRSOH�SHUIRUP�WKHLU�GLIIHUHQW�UROHV��3V�FKRORJLFDO�
PHDQLQJIXOQHVV�FDQ�EH�FRQFHSWXDOLVHG�DV�D��IHHOLQJ�
WKDW� RQH� LV� UHFHLYLQJ� D� UHWXUQ� RQ� LQYHVWPHQWV� RI�
RQH�V� VHOI� LQ� D� FXUUHQF�� RI� SK�VLFDO�� FRJQLWLYH��
RU� HPRWLRQDO� HQHUJ��� 3HRSOH� H[SHULHQFHG� VXFK�
PHDQLQJIXOQHVV�ZKHQ�WKH��IHOW�ZRUWKZKLOH��XVHIXO��
DQG�YDOXDEOH�DV�WKRXJK�WKH��PDGH�D�GLIIHUHQFH�DQG�
ZHUH� QRW� WDNHQ� IRU� JUDQWHG� �.DKQ�� ������ S��������
3V�FKRORJLFDO� VDIHW�� LV� PDUNHG� E�� D� �VHQVH� RI�
EHLQJ� DEOH� WR� VKRZ�DQG� HPSOR�� VHOI�ZLWKRXW� IHDU�
RI�QHJDWLYH� FRQVHTXHQFHV� WR� VHOI�LPDJH�� VWDWXV�� RU�
FDUHHU�.DKQ�� ������ S�������� 3V�FKRORJLFDO� VDIHW��
UHVXOWV�IURP��WUXVWLQJ�UHODWLRQVKLSV��HVSHFLDOO��ZLWK�
superiors),�well-de�ned�roles�and�expectations�that�
FODULI�� WKH� ERXQGV� IRU� VDIHO�� H[SUHVVLQJ� RQHVHOI��
DQG�VHQVLQJ�WKDW�IDLOHG�LQLWLDWLYHV�DUH�PRUH�OLNHO��WR�
EH�RFFDVLRQV�IRU�OHDUQLQJ�WKDQ�VWULIH��,Q�OLHX�RI�VXFK�
SURWHFWLYH�ERXQGDULHV��SHRSOH�FDQ�IHHO�XQVDIH�DQG�
WKXV�JXDUG�WKHPVHOYHV�E��ZLWKGUDZLQJ�UDWKHU�WKDQ�
ZKROH�KHDUWHGO��LQYHVWLQJ�WKHPVHOYHV�LQ�WKHLU�ZRUN�
�(GPRQGVRQ�� �������� 3V�FKRORJLFDO� DYDLODELOLW��
LV� WKH� �VHQVH� RI� KDYLQJ� WKH� SK�VLFDO�� HPRWLRQDO��
RU� SV�FKRORJLFDO� UHVRXUFHV� WR� SHUVRQDOO�� HQJDJH�
GXULQJ� D�SDUWLFXODU�PRPHQW�� �.DKQ�� ������S�������
,W�LV�D�FULWLFDO�SV�FKRORJLFDO�FRQGLWLRQ�IRU�FRPSOHWH�
HQJDJHPHQW�ZLWK�RQH�V�ZRUN�WKDW�SHUPLWV��D�IRFXV�
RQ�WDVNV�UDWKHU�WKDQ�DQ[LHWLHV���.DKQ��������S������

$QMDOL�-RKQ���1HHQHW�%DE���.H��'ULYHUV�RI�(PSOR�HH�(QJDJHPHQW�LQ�%DQNLQJ�
6HFWRU��$Q�(PSLULFDO�,QYHVWLJDWLRQ
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/DWHU� LQ� WKH� DFDGHPLF� OLWHUDWXUH� PDQ�� DXWKRUV�
came�up�with�many�de�nitions�which�included�the�
FRPSRQHQWV�RI�HQJDJHPHQW�DOVR��5RWKEDUG�LQ������
de�ned� engagement� as� a� psychological� presence�
DQG� GHVFULEHG� LWV� WZR� FRPSRQHQWV� $WWHQWLRQ�
DQG� DEVRUSWLRQ�� $WWHQWLRQ� UHIHUV� WR� WLPH� RQH� LV�
FRJQLWLYHO�� DYDLODEOH� DQG� VSHQGV� WKLQNLQJ� DERXW�
D�UROH�ZKLOH�DEVRUSWLRQ�PHDQV�EHLQJ�LPPHUVHG� LQ�
D�UROH�DQG�WKH�DPRXQW�RI�RQH�V�DWWHQWLRQ�RQ�D�UROH��
,Q�D�TXDOLWDWLYH�VWXG��FRQGXFWHG�E��6FKDXIHOL�DQG�
Bakker� (2001),� they� de�ned� engagement� to� be� a�
SRVLWLYH�� VDWLVI�LQJ�ZRUN� RULHQWHG�PLQGVHW� WKDW� LV�
FKDUDFWHUL]HG�E��YLJRU��GHGLFDWLRQ��DQG�DEVRUSWLRQ��
This�signi�cant�contribution�led�to�the�development�
RI� D� PXOWLGLPHQVLRQDO� FRQVWUXFW� ZLWK� WKUHH�
PDMRU� GLPHQVLRQV� RI� HQJDJHPHQW�� 9LJRU� LV� RIWHQ�
FKDUDFWHULVHG�E��KLJK�OHYHOV�RI�HQHUJ��DQG�PHQWDO�
HIIRUW�LQ�RUGHU�WR�SHUIRUP�D�WDVN��'HGLFDWLRQ�LV�WKH�
EHLQJ� HQJURVVHG� DQG�GHYRWHG� LQ� WKH�ZRUN�ZLWK� D�
KLJK� OHYHO� LQWHUHVW� DQG� VDWLVIDFWLRQ�� $EVRUSWLRQ�
KDSSHQV�ZKHQ�RQH� LV� IXOO�� LPPHUVHG� LQ� WKH�ZRUN�
that�is�being�done�and��nds�it�dif�cult�to�disconnect�
RU� ORVH� WUDFN� RI� LW�� �*RQ]DOH]�5RPD� HW� DO��� �������
)OHPLQJ� DQG� $VSOXQG� ������� S���� PRYHG� IXUWKHU�
and�de�ned�employee�engagement�as�the�ability�of�
WKH�HPSOR�HU�WR�FDSWXUH�WKH�KHDGV��KHDUWV��DQG�VRXOV�
RI�HPSOR�HHV�ZRUNLQJ� IRU� WKHP� VR� DV� WR� LQFXOFDWH�
D� VHOI� GULYHQ� GHVLUH� DQG� SDVVLRQ� IRU� DFKLHYLQJ�
excellence.� Cook� (2012)� de�ned� engagement� as�
HPSOR�HH�V�SRVLWLYH� WKLQNLQJ�� IHHOLQJ� DQG�UHODWLRQ�
ZLWK� WKH� RUJDQLVDWLRQ� LQ� DFKLHYLQJ� RUJDQL]DWLRQDO�
JRDOV�IRU�DOO�WKH�VWDNHKROGHUV��

�ULYHUV�RI�HPSOR�HH�HQ�D�HPHQW�

'LIIHUHQW� VWXGLHV� FRQGXFWHG� RQ� HPSOR�HH�
engagement� have� identi�ed� various� drivers� or�
DQWHFHGHQWV� RI� HPSOR�HH� HQJDJHPHQW�� %ULWW� HW�
al.� (2001)� identi�ed� employee� involvement� and�
FRPPLWPHQW� DV� WKH� PDMRU� HQJDJHPHQW� GULYHUV�
LQ� DQ� RUJDQLVDWLRQ�� 6D��� 6WD�� DQG�6WULYH�ZHUH� WKH�
WKUHH�SUHGLFWRUV�RI�HPSOR�HH�HQJDJHPHQW�WKDW�ZDV�
identi�ed�by�Hewitt�Associates�(2004).�IES�in�2004�
UHFRJQLVHG�OHDGHUVKLS��UHODWLRQVKLSV�DW�ZRUN�� WRWDO�
UHZDUG�� UHFRJQLWLRQ�� ZRUN� OLIH� EDODQFH� DQG� ZRUN�
LWVHOI� DV� WKH� LPSRUWDQW� DQWHFHGHQWV� RI� HPSOR�HH�
HQJDJHPHQW�� $� VWXG�� FRQGXFWHG� E�� 7RZHUV�
:DWVRQ� ������� IRXQG� WKDW� 5DWLRQDO�� (PRWLRQDO��
DQG�0RWLYDWLRQDO�SDUDPHWHUV�DUH�WKH�WKUHH�GULYHUV�
RI� HQJDJHPHQW�� 5DWLRQDO� SDUDPHWHU� H[SODLQV� WKH�
DELOLW�� RI� WKH� HPSOR�HHV� WR� XQGHUVWDQG� WKH� UROHV�
DQG�UHVSRQVLELOLWLHV�HQWLWOHG�WR�KLP��(PRWLRQDO�RQH�
de�nes�how�much�enthusiasm�employee�can�bring�
WR�ZRUN��0RWLYDWLRQ�DORQH�PHDVXUHV�WKH�ZLOOLQJQHVV�
RI�WKH�HPSOR�HH�WR�SXW�LQ�YROXQWDU��HIIRUWV�LQ�RUGHU�
WR�FDUU��RXW�WKHLU�UROH��

0DQL� LQ� ����� FRQGXFWHG� D� VWXG�� WR� LGHQWLI��
WKH� SUHGLFWRUV� RI� HPSOR�HH� HQJDJHPHQW� ZKLFK�
identi�ed� four� drivers� as� employee� welfare,�
HPSRZHUPHQW��HPSOR�HH�JURZWK�DQG�LQWHUSHUVRQDO�
UHODWLRQVKLSV��0DQL���������$FFRUGLQJ�WR�-RVKL�DQG�
6RGKL� ������� MRE�FRQWHQW��FRPSHQVDWLRQ�PRQHWDU��
bene�ts,� work-life� balance,� top-management�
HPSOR�HH� UHODWLRQV�� VFRSH� IRU� DGYDQFHPHQW� DQG�
FDUHHU� JURZWK� DQG� WHDP� RULHQWDWLRQ�WHDP� ZRUN�
ZHUH�WKH�PDMRU�SUHGLFWRUV�RI�HPSOR�HH�HQJDJHPHQW�
LQ�DQ�RUJDQLVDWLRQ��$FFRUGLQJ�WR�0DVODFK�HW�DO���MRE�
HQJDJHPHQW�LV�DVVRFLDWHG�ZLWK�D�IHDVLEOH�ZRUNORDG��
$YDLODELOLW��RI�FKRLFHV��OHVV�FRQWURO��UHFRJQLWLRQ�DQG�
UHZDUGV�� D� VXSSRUWLYH� ZRUN� JURXS�� (TXDOLW�� DQG�
MXVWLFH��DQG�HYRFDWLYH�DQG�WUHDVXUHG�ZRUN�

&RQFHSWXDO� IUDPHZRUN� DQG� ��SRWKHVLV�
)RUPXODWLRQ

,Q�WKLV�SDSHU�ZH�KDYH�SULPDULO��IRFXVHG�RQ�IRXU�
speci�c�drivers� of� employee� engagement� that�can�
DIIHFW�WKH�HPSOR�HHV�LQ�WKH�EDQNLQJ�VHFWRU�

7UDLQLQJ�DQG�
&DUHHU�

'HYHORSPHQW

&R�ZRUNHU�
UHODWLRQVKLS

3HUFHLYHG�
2UJDQLVDWLRQDO�

6XSSRUW

(PSOR�HH�
(QJDJHPHQW

5HZDUG�DQG�
UHFRJQLWLRQ

)LJ�� ��� &RQFHSWXDO� IUDPHZRUN� RQ� WKH� GULYHUV� RI� HPSOR�HH�
HQJDJHPHQW�

�UDLQLQ��DQG�&DUHHU��HYHORSPHQW�

7UDLQLQJ� DQG� FDUHHU� GHYHORSPHQW� LV� D� NH��
GLPHQVLRQ� WKDW� KDV� D� PDMRU� LPSDFW� RQ� WKH�
HQJDJHPHQW�OHYHOV�RI�HPSOR�HHV��7UDLQLQJ�UHIHUV�WR�
RUJDQLVHG� DSSURDFK� WR� OHDUQLQJ� DQG�GHYHORSPHQW�
IRU� LPSURYLQJ� WKH� LQGLYLGXDO�� WHDP�� DQG�
organizational� ef�cacy� (Goldstein� &� Ford� 2002).�
Development� can� be� de�ned� as� the� actions� that�
OHDG�WR�WKH�DFTXLUHPHQW�RI�QHZ�NQRZOHGJH�RU�VNLOOV�
for� personal� growth.� Training� can� be� bene�cial�
DW� WKH� WHDP� DQG� RUJDQLVDWLRQDO� OHYHO�� ,W� QRW� RQO��
LPSURYHV� RQH�V� WHFKQLFDO� NQRZOHGJH� EXW� DOVR�
ZLGHO��HQKDQFHV�WKH�VWUDWHJLF�DELOLW���.R]ORZVNL�HW�
DO��������.UDLJHU�HW�DO���������7KH�WUDLQLQJ�DQG�FDUHHU�
development�programmes�develop�the�con�dence�
OHYHO� RI� WKH� HPSOR�HHV� DQG�PRWLYDWHV� WKHP� WR� EH�
PRUH�HQJDJHG�LQ�WKH�ZRUN�WKH��DUH�FRPPLWWHG�WR��,W�

$QMDOL�-RKQ���1HHQHW�%DE���.H��'ULYHUV�RI�(PSOR�HH�(QJDJHPHQW�LQ�%DQNLQJ�
6HFWRU��$Q�(PSLULFDO�,QYHVWLJDWLRQ
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SURYLGHV�WKH�HPSOR�HHV�D�SODWIRUP�WR�GHYHORS�WKHLU�
DQG�FRPSHWHQFLHV�ZKLFK�LQ�WXUQ�FDQ�EH�XWLOLVHG�E��
WKH�RUJDQLVDWLRQ�LWVHOI��$OGHUIHU��������HPSKDVLVHG�
WKDW� �VDWLVIDFWLRQ� RI� JURZWK� QHHGV� GHSHQG� RQ� D�
person��nding�the�opportunity�to�be�what�he�or�she�
LV�PRVW�IXOO��DQG�EHFRPH�ZKDW�KH�RU�VKH�FDQ���7KH�
WUDLQLQJ� DQG�GHYHORSPHQW�SURYLGHV� D� FOHDU� FDUHHU�
SDWKZD��IRU�WKH�HPSOR�HHV�DQG�WKH��EHFRPH�FOHDU�
DERXW�ZKDW� KDV� WR� EH� DFKLHYHG� LQ� RUGHU� WR� H[FHO��
7KLV�FDUHHU�SDWK�WUDLQLQJ�VKRXOG�EH�JLYHQ�JUHDW�FDUH�
DV�LW�HQVXUH�WKH�JURZWK�RI�WKH�HPSOR�HHV�DQG�ZKLFK�
DXWRPDWLFDOO�� HQKDQFH� WKH� OHYHO� RI� HQJDJHPHQW��
7KHUHIRUH��+��LV�WKH�IROORZLQJ�

���� 7UDLQLQJ� DQG� &DUHHU� 'HYHORSPHQW� ZLOO� EH�
SRVLWLYHO��UHODWHG�WR�(PSOR�HH�(QJDJHPHQW�

&R��RUNHU�5HODWLRQVKLS

&R�ZRUNHU� UHODWLRQVKLS� LV�YLHZHG�DV� RQH�RI� WKH�
PDMRU�DVSHFW�WKDW�KDV�D�GLUHFW�LPSDFW�RQ�HPSOR�HH�
engagement.� This� relationship� can� in�uence� the�
HPSOR�HH� DWWLWXGHV� DQG� EHKDYLRXUV�� $� VXUYH��
UHYHDOHG� WKDW�ZKHQ� HPSOR�HHV� EXLOG� D� SDFH�ZLWK�
RQH� DQRWKHU� WKHUH� UHODWLRQ� ZLWK� WKH� PDQDJHPHQW�
DOVR�EHFRPHV�EHWWHU��+RGVRQ��������EDVHG�RQ�ZKLFK�
WKH� DXWKRU� FRQFOXGHG� WKDW� FR�ZRUNHU� UHODWLRQVKLS�
LV� D� SURPLQHQW� GULYHU� RI� PDQ�� RUJDQL]DWLRQDO�
EHKDYLRXUV�� �$YHU��� 0FND��� �� :LOVRQ�� ������� $�
KRVWLOH� UHODWLRQVKLS� ZLWK� WKH� FR�ZRUNHUV� LQ� WKH�
RUJDQLVDWLRQ�FDQ�KHOS�WKH�HPSOR�HH�WR�H[SHULHQFH�D�
IHHOLQJ�RI�SV�FKRORJLFDO�VDIHW��DQG�ZHOO�EHLQJ��7KHVH�
HPSOR�HHV�WHQG�WR�EH�PRUH�HQJDJHG�LQ�WKH�UROHV�DQG�
H[KLELW� WKH� WUXH� VHOYHV� WR�FR�ZRUNHUV� LQ�GRLQJ� WKH�
ZRUN��+DUULVRQ�HW�DO�������VXJJHVWV�WKDW�HPSOR�HHV�
ZLWK�KLJK�FR�ZRUNHU�UHODWLRQ�WHQG�WR�VKRZ�JUHDWHU�
VDWLVIDFWLRQ�ZKLFK�LQGHHG�KHOS�WKHP�WR�LQYHVW�KLJK�
DPRXQW�RI�HQJDJHPHQW� LQ� WKHLU�ZRUN�UROHV�� ,Q� WKH�
VWXG�� E�� /XWJHQ�6DQGYLN� DQG� FROOHDJXHV� ��������
HPSOR�HHV�ZDQW�WKHLU�ZRUNSODFH�WR�EH�YLHZHG�DV�D�
IDPLO��ZKHUH�WKHUH�LV�D�FORVH�UHODWLRQVKLS�EHWZHHQ�
HPSOR�HHV� DQG� HPSOR�HUV�� 7KHVHV� UHODWLRQV� DUH�
HVVHQWLDO�IRU�D�VWURQJ�FRPPXQLFDWLRQ�SDWKZD��DQG�
RUJDQL]DWLRQDO�VXFFHVV��7KXV��WKH�VHFRQG�K�SRWKHVLV�
LV�DV�IROORZV�

���� &R�ZRUNHU� 5HODWLRQVKLS� ZLOO� KDYH� D� SRVLWLYH�
UHODWLRQ�RQ�(PSOR�HH�(QJDJHPHQW�

3HUFHLYHG�2U�DQLVDWLRQDO�V�SSRUW

3HUFHLYHG� 2UJDQL]DWLRQDO� 6XSSRUW� �326�� LV�
QRZ� GLVFXVVHG� LQ� D� ZLGH� UDQJH� LQ� PDQ�� RI� WKH�
OLWHUDWXUHV�� ,W� UHIHUV� WR� WKH� HPSOR�HH�V� EHOLHI� WKDW�

RUJDQLVDWLRQ� YDOXH� WKH� FRQWULEXWLRQ� PDGH� DQG�
FDUHV�DERXW�WKHLU�ZHOO�EHLQJ��,Q�RWKHU�ZRUGV�ZKHQ�
HPSOR�HHV� EHOLHYH� WKDW� WKHLU� RUJDQLVDWLRQ� UHDOO��
YDOXH� WKHLU� FRQWULEXWLRQ� DQG� FDUHV� DERXW� WKHP��
WKH�� WHQG� WR� VKRZ�KLJK� OHYHO� RI� HQJDJHPHQW� DQG�
FRPPLWPHQW� WR� WKH� RUJDQLVDWLRQ�� 7KHUHE�� WKH��
DUH� DEOH� WR� FUHDWH� D� VHQVH� RI� REOLJDWLRQ� LQ� WKH�
PLQGV� RI� WKH� HPSOR�HHV� WR� EH� FRQFHUQHG� DERXW�
WKH�RUJDQLVDWLRQV�JURZWK�DQG�ZHOIDUH��5KRDGHV�HW�
DO����������3HUFHLYHG�RUJDQLVDWLRQDO�VXSSRUW�FDQ�EH�
UHODWHG�WR�PDQ��WKH�RI�WKH�HPSOR�HH�DWWLWXGHV�OLNH�
ZHOO�EHLQJ�� MRE�VDWLVIDFWLRQ��DIIHFWLYH�FRPPLWPHQW��
MRE�SHUIRUPDQFH��IDLUQHVV��RUJDQL]DWLRQDO�UHZDUGV��
DQG�HPSOR�HHV��PRUDOH�DQG�PRWLYDWLRQ��7KHUHIRUH��
WKH�+��LV�DV�IROORZV�

���� 3HUFHLYHG� 2UJDQLVDWLRQDO� 6�SSRUW� ZLOO� KDYH� D�
SRVLWLYH�LPSDFW�RQ�(PSOR�HH�(QJDJHPHQW�

5H�DUG�DQG�5HFR�QLWLRQ

5HZDUG� DQG� UHFRJQLWLRQ� LV� DQRWKHU� KLJKHU�
QHHG� WKDW� WKH� RUJDQLVDWLRQV� QHHG� WR� WDNH� FDUH� RI��
Rewards� play� a� vital� role� in� in�uencing� the� job�
SHUIRUPDQFH� DQG� DUH� SRVLWLYHO�� DVVRFLDWHG� ZLWK�
PRWLYDWLRQ�� )O�QQ� ������� FODLPV� WKDW� UHZDUGV�
DQG� UHFRJQLWLRQ� DFWLYLWLHV� KHOS� WKH� RUJDQLVDWLRQ�
to� build� up� con�dence� level� of� the� employees,�
LPSURYH�WKH�PRWLYDWLRQ�DQG�PRUDOH� OHYHO��)XUWKHU�
WKH� RUJDQLVDWLRQ� FDQ� FUHDWH� D� ERQGLQJ� EHWZHHQ�
WKHP��7KH�XOWLPDWH�DLP�RI�UHFRJQLWLRQ�DQG�UHZDUG�
SURJUDP�LV�WR�PDNH�WKH�HPSOR�HHV�EHOLHYH�WKDW�WKH�
RUJDQLVDWLRQ�WUXO��YDOXH�WKH�FRQWULEXWLRQ�PDGH�DQG�
ZDQWHG� WKHP� WR� FRQQHFW� LW� WR� WKHLU� SHUIRUPDQFH��
These�programs�can�be�in�terms�of�monetary�bene�ts�
RU�QRQ�PRQHWDU��IRUPV�VXFK�DV�DSSUHFLDWLRQV��7KLV�
FDQ�XOWLPDWHO�� OHDG� WR� HQJDJLQJ� WKH�HPSOR�HHV� LQ�
WKHLU� MRE��:KHQ� WKH�HPSOR�HHV�JHW�DQ�XQH[SHFWHG�
UHFRJQLWLRQ��KLNH�LQ�WKHLU�SD��WKH��WHQG�WR�FUHDWH�D�
IDYRXUDEOH� ZRUNLQJ� HQYLURQPHQW� ZKLFK� LQFUHDVH�
WKH� OHYHO� RI� PRWLYDWLRQ� �/D� 0RWWD�������� +LJKO��
PRWLYDWHG� HPSOR�HHV� IXQFWLRQ� DV� WKH� NH�� LQ�
DFKLHYLQJ�RUJDQLVDWLRQ�JURZWK��JRDO��VWUDWHJLHV�HWF��
.DKQ� ������� VWDWHV� WKDW� WKH� HQJDJHPHQW� OHYHO� RI�
HPSOR�HHV�YDULHV�DV�D�IXQFWLRQ�RI�WKHLU�SHUFHSWLRQV�
of�the�bene�ts�they�receive�from�a�role.�Baron�(1983)�
DUJXHG�ZKHQ�WKH�RUJDQLVDWLRQ�YDOXH�DQG�UHFRJQLVH�
WKH�HPSOR�HHV�ZRUN�WKH��WHQG�WR�VKRZ�KLJK�OHYHO�RI�
ZRUNLQJ� FRPSHWHQFH� DQG�SHUIRUPDQFH��0DQDJHUV�
QHHG�WR� UHFRJQLVH�DQG�UHZDUG�WKH�HPSOR�HHV�RQ�D�
UHJXODU�EDVLV�ZKLFK�FDQ�KDYH�D�YHU��KXJH�LPSDFW�RQ�
HQJDJHPHQW��7KXV�WKH�+��LV�DV�IROORZV�

����5HZDUG�DQG�5HFRJQLWLRQ�ZLOO�EH�SRVLWLYHO��UHODWHG�
WR�(PSOR�HH�(QJDJHPHQW�

$QMDOL�-RKQ���1HHQHW�%DE���.H��'ULYHUV�RI�(PSOR�HH�(QJDJHPHQW�LQ�%DQNLQJ�
6HFWRU��$Q�(PSLULFDO�,QYHVWLJDWLRQ
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2EMHFWLYHV�RI�WKH�6WXG�

7R�VW�G��DER�W�WKH�NH��GULYHUV�RI�HPSOR�HH�HQJDJHPHQW�
LQ�EDQNLQJ�VHFWRU�

(YHQ� WKRXJK� WKHUH� DUH� D� QXPHURXV� IDFWRUV�
which�have�been�identi�ed� to� in�uence�employee�
HQJDJHPHQW�� WKLV� UHVHDUFK� SDSHU� WULHV� WR� SUHVHQW�
D� FRPSUHKHQVLYH� SLFWXUH� RI� PDMRU� GULYHUV� RI�
employee�engagement.�The� factors�identi�ed�here�
IURP�WKH�OLWHUDWXUH�UHYLHZ�DUH�WHVWHG�WR�VWXG��WKHLU�
VWUHQJWK�WR�SUHGLFW�HPSOR�HH�HQJDJHPHQW�

7R�V�JJHVW�VRPH�VWUDWHJLHV�WKDW�FDQ�EH�LPSOHPHQWHG�LQ�
WKH�EDQNLQJ�VHFWRU�WR�HQJDJH�HPSOR�HHV

7KURXJK� WKLV� VWXG��ZH� LQWHQG� WR� VXJJHVW� VRPH�
VWUDWHJLHV�WKDW�FDQ�EH�SXW� LQWR�SUDFWLFH� LQ�EDQNLQJ�
VHFWRU��

0HWKRGRORJ�

$Q�HPSLULFDO�UHVHDUFK�ZDV�FRQGXFWHG�WR�LGHQWLI��
WKH� PDMRU� GULYHUV� RI� HPSOR�HH� HQJDJHPHQW� LQ�
%DQNLQJ�6HFWRU�

0HDV�UHPHQW��FDOH

7KH� TXHVWLRQQDLUH� IRU� WKH� VWXG�� FRQVLVWV�
RI� YDULDEOHV� QDPHO�� �7UDLQLQJ� DQG� &DUHHU�
'HYHORSPHQW� �7'��� &R�ZRUNHU� 5HODWLRQVKLS�
�&:5��� 3HUFHLYHG� 2UJDQLVDWLRQDO� 6XSSRUW� �326���
5HZDUG� DQG� 5HFRJQLWLRQ� �55�� DQG� (PSOR�HH�
(QJDJHPHQW�� (DFK� FRQVWUXFW�ZDV�PHDVXUHG�XVLQJ�
multiple� items�on� a��ve-point� scale� ranging� from�
VWURQJO��DJUHH�WR�VWURQJO��GLVDJUHH�ZLWK�UHJDUG� WR�
WKH�YDULRXV�VWDWHPHQWV�WKDW�PHDVXUHG�WKH�YDULDEOHV�
DQG� WKH� UHVSRQGHQWV� ZHUH� DVNHG� WR� UDWH� HDFK�
LWHP��$�VL[�LWHP�VFDOH� IRU�PHDVXULQJ�7UDLQLQJ�DQG�
'HYHORSPHQW�ZDV�DGRSWHG�IURP�7DQZDU���3UDVDG�
��������:RUN�([SHULHQFHV� 6FDOH� �:(6��0D�� HW� DO���
������DQG�DGDSWHG�E��2OLYLHU�DQG�5RWKPDQQ��������
ZDV�XVHG� IRU�PHDVXULQJ�&R�:RUNHU�5HODWLRQVKLS��
7KH� VL[�LWHP� VFDOH� IRU� PHDVXULQJ� 5HZDUG� DQG�
5HFRJQLWLRQ� ZDV� DGRSWHG� IURP� -RE� 'HVFULSWLYH�
,QGH[� �%DO]HU� HW� DO�������� 7KH� �� LWHP� VFDOH� IRU�
PHDVXULQJ�3HUFHLYHG�2UJDQLVDWLRQDO� 6XSSRUW�ZDV�
DGRSWHG� IURP� (LVHQEHUJHU� HW� DO��� ��������7KH�QLQH�
LWHP� VFDOH� IRU� PHDVXULQJ� (PSOR�HH� (QJDJHPHQW�
ZDV�WDNHQ�IURP�6RDQH�HW�DO����������

�DPSOLQ��DQG�GDWD�FROOHFWLRQ

$� WRWDO� RI� ���� TXHVWLRQQDLUHV� ZHUH� GLVWULEXWHG�
DPRQJ� HPSOR�HHV� ZRUNLQJ� LQ� GLIIHUHQW� SULYDWH�
VHFWRU�EDQNV�RI�.HUDOD�DQG�����YDOLG�UHVSRQVHV�ZHUH�

FROOHFWHG�� UHVXOWLQJ� LQ�D����SHU�FHQW�UHVSRQVH�UDWH��
$�&RQYHQLHQW�VDPSOLQJ�PHWKRG�ZDV�XVHG�WR�VHOHFW�
WKH�HPSOR�HHV�IURP�FOHULFDO�WR�PDQDJHULDO�OHYHOV�LQ�
GLIIHUHQW� SULYDWH� VHFWRU� EDQNV�� 'DWD� DQDO�VLV� ZDV�
FDUULHG�RXW�XVLQJ�WKH�:DUS3/6�����SURJUDP��

$QDO�VLV�DQG�5HVXOWV

3DUWLDO� /HDVW� 6TXDUHV� 6WUXFWXUDO� (TXDWLRQ�
0RGHOLQJ� �3/6�6(0��+DLU� HW�DO��������+HQVHOHU�HW�
DO��������ZDV�XVHG�WR�WHVW�WKH�UHVHDUFK�K�SRWKHVHV��
'LIIHUHQW� DQDO�VHV� LQ� WKH� VWXG�� ZHUH� FDUULHG�
RXW� XVLQJ� WKH� :DUS3/6� WRRO� �.RFN� ����D�� .RFN�
����E��� 7KH� VWDQGDUG� WZR�VWHS� PRGHOLQJ� SURFHVV��
PHDVXUHPHQW� PRGHO� DQG� VWUXFWXUDO� PRGHO� �+DLU�
HW� DO�� ������+HQVHOHU� HW� DO�� ������.RFN�����E��ZDV�
IROORZHG� KHUH�� 7KH� SV�FKRPHWULF� SURSHUWLHV�ZHUH�
YDOLGDWHG� XVLQJ� JXLGHOLQHV� DYDLODEOH� IURP� WKH�
OLWHUDWXUH�RQ�3/6� �+DLU�HW� DO�� ������+HQVHOHU�HW� DO��
������.RFN�����E��

0HDV�UHPHQW�PRGHO

7KH� PHDVXUHPHQW� PRGHO� YDOLGLW�� ZDV�
DVVHVVHG� XVLQJ� WKH� UHFRPPHQGHG� FULWHULD� DQG�
WKH� K�SRWKHVLVHG� PRGHO� ZDV� DOVR� IRXQG� WR� EH�
DFFHSWDEOH��.RFN������E���7KH�WHVW�UHVXOWV�FRQWDLQHG�
LQ� 7DEOH�� LOOXVWUDWHV� WKDW� WKH� FRPSRVLWH� UHOLDELOLW��
(Kock,� 2015b)� coef�cients� and� Cronbach’s� alpha�
coef�cients� of� all� the� measures� exceeded� the�
WKUHVKROG�YDOXH�RI�������7KXV��WKH�UHOLDELOLW��RI�WKH�
LQGLFDWRUV� ZDV� HVWDEOLVKHG�� &RQYHUJHQW� YDOLGLW��
ZDV�DVVHVVHG�E��HYDOXDWLQJ� WKH�$YHUDJH�9DULDQFH�
([WUDFWHG� �$9(�� WHVW� RQ� WKH�YDULDEOHV��7KH�YDOXHV�
LQ�7DEOH���VXSSRUW�FRQYHUJHQW�YDOLGLW��DV�DOO�$9(V�
H[FHHGHG�WKH�UHFRPPHQGHG�WKUHVKROG�YDOXH�RI������
�+HQVHOHU�HW�DO���������

7DEOH����0RGHO�(YDOXDWLRQ�5HVXOWV

'ULYHUV $9(V
&RPSRVLWH�
5HOLDELOLW�

&URQEDFK�
$OSKD

7UDLQLQJ�
DQG�FDUHHU�
GHYHORSPHQW

����� ����� �����

&R�ZRUNHU�
5HODWLRQVKLS

����� ����� �����

3HUFHLYHG�
2UJDQLVDWLRQ�
6XSSRUW

����� ����� �����

5HZDUG�DQG�
5HFRJQLWLRQ

����� ����� �����

(PSOR�HH�
(QJDJHPHQW

����� ����� �����
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'LVFULPLQDQW� YDOLGLW�� ZDV� DVVHVVHG� XVLQJ� WKH�
)RUQHOO�/DUFNHU�FULWHULRQ��)RUQHOO�DQG�/DUFNHU�������
ZKHUHE��WKH�DYHUDJH�YDULDQFH�VKDUHG�EHWZHHQ�HDFK�
FRQVWUXFW�DQG�LWV�PHDVXUHV�VKRXOG�EH�JUHDWHU�WKDQ�
WKH� YDULDQFH� VKDUHG� EHWZHHQ� WKH� FRQVWUXFW� DQG�
RWKHU�FRQVWUXFWV��

,Q�7DEOH����DOO�WKH�GLDJRQDO�YDOXHV��VTXDUH�URRWV�
RI�$9(V��DUH�JUHDWHU�WKDQ�WKH�RII�GLDJRQDO�QXPEHUV�
LQ� WKH� FRUUHVSRQGLQJ� URZV� DQG� FROXPQV�� DQG�
GHPRQVWUDWH�GLVFULPLQDQW�YDOLGLW���WKH�FRUUHODWLRQV�
IRU� HDFK� FRQVWUXFW� LV� OHVV� WKDQ� WKH� VTXDUH� URRW� RI�
WKH� DYHUDJH� YDULDQFH� H[WUDFWHG� E�� WKH� LQGLFDWRUV�
PHDVXULQJ� WKDW� FRQVWUXFW� LQGLFDWLQJ� DGHTXDWH�
GLVFULPLQDQW�YDOLGLW���

7DEOH����6TXDUH�URRW�RI�$9(�IRU�'LVFULPLQDQW�YDOLGLW�

7� &:5 55 326 (�

7� ����� ����� ����� ����� �����

&:5 ����� ����� ����� ����� �����

55 ����� ����� ����� ����� �����

326 ����� ����� ����� ����� �����

(( ����� ����� ����� ����� �����

6WU�FW�UDO�0RGHO�DQDO�VLV

2QFH� WKH� UHOLDELOLW�� DQG� YDOLGLW�� ZHUH�
HVWDEOLVKHG��WKH�PRGHO�ZDV�WHVWHG�XVLQJ�:DUS�3/6��
7KH�LQWHJUDWHG�PRGHO�RXWSXW�ZLWK�DOO�WKH�YDULDEOHV�
REWDLQHG�DIWHU�DQDO�VLV�LV�VKRZQ�LQ�WKH�7DEOH���

7DEOH����0RGHO�ILW�DQG�TXDOLW��LQGLFHV

$YHUDJH�SDWK�FRHIILFLHQW��$3&� �������3������

$YHUDJH�5�VTXDUHG��$56� �������3������

$YHUDJH�DGMXVWHG�5�VTXDUHG��$$56� �������3������

$YHUDJH�EORFN�9,)��$9,)� �������DFFHSWDEOH�LI�� ����LGHDOO��
� ����

$YHUDJH�IXOO�FROOLQHDULW��9,)��$)9,)� �������DFFHSWDEOH�LI�� �
���LGHDOO��� ����

Tenenhaus�GoF�(GoF)=0.641,�small�>=�0.1,�medium�>=�0.25,�
large�>=�0.36

Sympson's�paradox�ratio�(SPR)=1.000,�acceptable�if�>=�0.7,�
LGHDOO�� ��

R-squared�contribution�ratio�(RSCR)=1.000,�acceptable�if�>=�
�����LGHDOO�� ��

Statistical�suppression�ratio�(SSR)=1.000,�acceptable�if�>=�0.7

1RQOLQHDU�ELYDULDWH�FDXVDOLW��GLUHFWLRQ�UDWLR�
(NLBCDR)=1.000,�acceptable�if�>=�0.7

7KH� FULWHULD� VWDWHG� LQ�7DEOH� �� DUH� FRQVLGHUHG� WR�
assess�the�model��t�with�the�data,�It�is�recommended�
that� the� P� values� for� the� average� path� coef�cient�
�$3&��� DYHUDJH� 5�VTXDUHG� �$56�� DQG� DYHUDJH�

DGMXVWHG�5�VTXDUHG��$$56��DOO�EH�HTXDO�WR�RU�ORZHU�
than�0.05;� that� is,� signi�cant�at� the�0.05� level.�The�
$3&�� $56�� DQG� $$56� YDOXHV� LQ� WKLV� PRGHO� DUH�
found�to�be�signi�cant.�Globally�accepted�model��t�
LQGLFHV�DUH�SUHVHQWHG�LQ�7DEOH����

7KH� *R)� LQGH[� UHIHUUHG� WR� DV� ¶7HQHQKDXV� *R)��
LV� D� PHDVXUH� WKDW� JLYHV� WKH� PRGHO�V� H[SODQDWRU��
power� and� is� the� commonly� accepted� model� �t�
LQGH[�IRU�3/6�EDVHG�SDWK�PRGHOLQJ��+HQVHOHU�DQG�
Sarstedt,�2013).�Tenenhaus�et�al.�(2005)�de�ned�the�
*R)�DV�WKH�VTXDUH�URRW�RI�WKH�SURGXFW�EHWZHHQ�ZKDW�
WKH��UHIHU�WR�DV�WKH�DYHUDJH�FRPPXQDOLW��LQGH[�DQG�
WKH�$56��

)URP� WKH� WDEOH� �� LW� FDQ� LQIHUUHG� WKDW� WKH� LQGH[�
YDOXH� LV��������ZKLFK�ZDV� DERYH� WKH� FXW�RII�YDOXH�
RI������IRU�VPDOO�HIIHFW�VL]H���������IRU�PHGLXP�HIIHFW�
VL]H���DQG�������IRU�ODUJH�HIIHFW�VL]H���7KH�6LPSVRQ�V�
SDUDGR[�LQGH[�LV�D�PHDVXUH�RI�WKH�H[WHQW�WR�ZKLFK�
D�PRGHO� LV� IUHH�IURP�6LPSVRQ�V�SDUDGR[�LQVWDQFHV�
(when�a�path�coef�cient�and�a�correlation�associated�
ZLWK�D�SDLU�RI�OLQNHG�YDULDEOHV�KDYH�GLIIHUHQW�VLJQV���
DQ� LQGLFDWLRQ� RI� FDXVDOLW�� SUREOHP� �3HDUO�� ������
:DJQHU���������7KH�635�ZDV�IRXQG�WR�EH����ZKLFK�
GHQRWHV� WKDW� WKHUH� DUH� QR� LQVWDQFHV� RI� 6LPSVRQ�V�
SDUDGR[�� 56&5� LQGH[� PHDVXUHV� WKH� H[WHQW� WR�
ZKLFK� D� PRGHO� LV� IUHH� IURP� QHJDWLYH� 5�VTXDUHG�
FRQWULEXWLRQV��

$V�WKH�56&5�YDOXH�LV����EHLQJ�WKH�LGHDO�FRQGLWLRQ���
WKHUH� DUH� QR� QHJDWLYH� 5�VTXDUHG� FRQWULEXWLRQV� LQ�
WKH�PRGHO�� 6LPLODUO�� 665� LQGH[� LV� WKH�PHDVXUH� RI�
WKH�H[WHQW�WR�ZKLFK�D�PRGHO�LV�IUHH�IURP�VWDWLVWLFDO�
VXSSUHVVLRQ� LQVWDQFHV� �0DF�.LQQRQ�HW� DO����$V� WKH�
YDOXH� LV� ��� LW�PHDQV� WKDW� WKH�PRGHO� LV� IUHH� IURP� LW�
(instances� of� path� coef�cients� are� greater� than�
RQH��1/%&'5�LV�D�PHDVXUH�RI�WKH�H[WHQW�WR�ZKLFK�
bivariate� nonlinear� coef�cients� of� association�
SURYLGH�VXSSRUW�IRU�WKH�K�SRWKHVLVHG�GLUHFWLRQV�RI�
WKH�FDXVDO�OLQNV�LQ�D�PRGHO��KHUH�YDOXH�LV����ZKLFK�
PHDQV� WKDW� WKHUH� DUH� QR� LQVWDQFHV� RI� UHYHUVHG�
K�SRWKHVLV�FDXVDOLW��LQ�WKLV�PRGHO��)URP�WKH�DERYH�
details,�the�overall�model�quality�and��t�indices�are�
IRXQG�WR�EH�DFFHSWDEOH��

The� R2� (coef�cient� of� determination)� value� of�
WKH�PRGHO�LV�������)LJXUH����ZKLFK�VXJJHVW�WKDW�WKH�
PRGHOOHG� YDULDEOHV� FDQ� H[SODLQ� ��� SHUFHQW� RI� WKH�
YDULDQFH�RI�WKH�UHVSHFWLYH�GHSHQGHQW�YDULDEOH��7KH�
path�coef�cients�(β)�and�path�signi�cance�(p-value)�
ZHUH� DOVR� H[DPLQHG� WR� WHVW� WKH� UHODWLRQVKLSV�
EHWZHHQ�WKH�FRQVWUXFWV�LQ�WKH�UHVHDUFK�PRGHO�

$QMDOL�-RKQ���1HHQHW�%DE���.H��'ULYHUV�RI�(PSOR�HH�(QJDJHPHQW�LQ�%DQNLQJ�
6HFWRU��$Q�(PSLULFDO�,QYHVWLJDWLRQ
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)LJ�����5HVXOWV�RI�WKH�6WUXFWXUDO�0RGHO�$QDO�VLV�

��SRWKHVLV��HVWLQ�

7KH� UHVXOWV� RI� WKH� 6WUXFWXUDO� 0RGHO� $QDO�VLV�
GLYXOJH� WKDW� 7UDLQLQJ� DQG� &DUHHU� 'HYHORSPHQW�
KDV� D� SRVLWLYH� LPSDFW� RQ� (PSOR�HH� (QJDJHPHQW�
(β=0.14,p<0.001).�Thereby�the��rst�hypothesis�of�the�
VWXG��LV�HVWDEOLVKHG��7KH�UHODWLRQVKLS�EHWZHHQ�&R�
ZRUNHU� 5HODWLRQVKLS� DQG� (PSOR�HH� (QJDJHPHQW�
also� found� to� be� signi�cant� with� β=0.46,� and� p�
value�<0.001.�Thus�second�hypothesis�is�con�rmed.�
,W� FDQ� DOVR� VHHQ� WKDW� 3HUFHLYHG� 2UJDQLVDWLRQDO�
Support� has� a� signi�cant� positive� effect� on�
Employee� Engagement� (β=0.14,� p<0.001).� Hence�
WKH�WKLUG�K�SRWKHVLV�LV�HVWDEOLVKHG�KHUH��7KH�UHVXOWV�
RI� WKH� DQDO�VLV� DOVR� LOOXVWUDWH� WKDW� 5HZDUG� DQG�
5HFRJQLWLRQV� KDV� D� SRVLWLYH� LPSDFW� RQ� (PSOR�HH�
Engagement�β=0.20,�p<0.001�which�validates�to�the�
IRXUWK�K�SRWKHVLV�

)LQGLQJV�DQG��LVFXVVLRQ

(PSOR�HH� (QJDJHPHQW� KDV� HPHUJHG� DV� DQ�
LPSRUWDQW� FRQFHSW� LQ� PDQDJHPHQW� ZKLFK� LV�
SHUFHLYHG� GLIIHUHQWO�� E�� GLIIHUHQW� RUJDQLVDWLRQV��
7KH� SUHVHQW� VWXG�� DWWHPSWHG� WR� SURYLGH� LQVLJKWV�
LQWR� WKH� LPSDFW� RI� WKH� GULYHUV� �7UDLQLQJ� DQG�
&DUHHU� 'HYHORSPHQW�� &R�ZRUNHU� 5HODWLRQVKLS��
3HUFHLYHG� 2UJDQLVDWLRQDO� 6XSSRUW�� 5HZDUG� DQG�
5HFRJQLWLRQ��RQ�(PSOR�HH�(QJDJHPHQW�LQ�EDQNLQJ�
VHFWRU�� 7KH� UHVXOWV� RI� WKH� 3DUWLDO� /HDVW� 6TXDUHV�
6WUXFWXUDO� (TXDWLRQ� 0RGHOLQJ� LQGLFDWH� WKDW� WKH�
independent� variables� identi�ed� to� in�uence�
employee� engagement� do� have� a� signi�cant�
LPSDFW� LQ� GHWHUPLQLQJ� WKH� HQJDJHPHQW� OHYHO� RI�
WKH� HPSOR�HHV�� 7KH� UHVXOWV� REWDLQHG� SURYLGH� D�

VWURQJ�HPSLULFDO�VXSSRUW� IRU� WKH�SURSRVHG�PRGHO��
The� analysis� conceded� signi�cant� results� in� the�
SURSRVHG�GLUHFWLRQ�IRU�DOO�WKH�K�SRWKHVHV��2YHUDOO��
WKH�VWUXFWXUDO�PRGHO�H[SODLQHG������5��RI�(*�ZDV�
�������RI�YDULDQFH�WKXV�KLJKOLJKWLQJ�WKH�LPSRUWDQW�
UROH�RI�WKH�DQWHFHGHQW�YDULDEOHV�KDG�RQ�SUHGLFWLQJ�
(PSOR�HH�(QJDJHPHQW��

)URP� WKH�6WUXFWXUDO�0RGHO� LW� FDQ�EH� QRWHG� WKDW�
co-worker� relationship� (β=0.46,� p<0.001)� is� the�
most� prominent� factor� that� in�uences� employee�
HQJDJHPHQW� LQ� EDQNLQJ� VHFWRU�� 7KH� DQWHFHGHQWV�
WDNHQ�LQ�WKH�VWXG��7UDLQLQJ�DQG�&DUHHU�'HYHORSPHQW�
(β=0.14,�p<0.001),�Co-worker�Relationship�(β=0.46,�
p<0.001),�Perceived�Organisational�Support�(β=0.14,�
p<0.001),� Reward� and� Recognition� (β� =� 0.20,� p<�
0.001)� had� a� positive� signi�cant� effect� Employee�
Engagement.�This�signi�es�the�importance�of�a�good�
WUDLQLQJ� DQG� FDUHHU� GHYHORSPHQW� SURJUDPPHV��
JRRG�LQWHUSHUVRQDO�KDUPRQ��ZLWK�IHOORZ�PHPEHUV��
5HZDUG� DQG� 5HFRJQLWLRQ� 6WUDWHJLHV�� 3HUFHLYHG�
RUJDQLVDWLRQDO� VXSSRUW� LQ� WKH� EDQNLQJ� VHFWRU�
IRU� DQ�RQH� WR� EH� HQJDJHG� SRVLWLYHO�� DW� ZRUN�� ,Q�
VXPPDU���DOO�SURSRVHG�K�SRWKHVHV�ZHUH�VXSSRUWHG�

Interestingly,� our� �ndings� reveal� that� the�
HPSOR�HHV� VDPSOHG� LQ� WKH� SUHVHQW� VWXG�� ZHUH�
OLNHO��WR�EH�HQJDJHG�DQG�WKH�PRGHO�SURYLGHV�XV�DQ�
DFFHVVLEOH�ZD��WR�XQGHUVWDQG�WKH�UHDVRQV�ZK���%��
UHYHDOLQJ� WKH� LQWHUSOD�� RI� WKH� DQWHFHGHQW� IDFWRUV�
WR� SUHGLFW� (PSOR�HH� (QJDJHPHQW�� WKH� PRGHO� FDQ�
KHOS�WKH�EDQNLQJ�VHFWRU�WR�SODQ�HPSOR�HH�HQJDJLQJ�
VWUDWHJLHV�WKDW�ZLOO�HQVXUH�LQFUHDVH�LQ�HQJDJHPHQW��
,QWHUHVWLQJO��� ZKHQ� ZH� H[DPLQH� WKH� UHODWLYH�
LPSRUWDQFH� RI� WKH� DQWHFHGHQWV� WR� HQJDJHPHQW�
in� the� research� model,� we� �nd� that� Co-worker�
5HODWLRQVKLS�DQG�5HZDUG�DQG�5HFRJQLWLRQ�DUH�WKH�
VWURQJHU� SUHGLFWRU� RI� (PSOR�HH� (QJDJHPHQW� DV�
FRPSDUHG�WR�RWKHUV��7KLV�VXJJHVWV� WKDW�HPSOR�HHV�
DUH� YLHZLQJ� WKHLU� ZRUNSODFH� DV� D� ELJ� IDPLO�� DQG�
ZDQWHG� WR� KDYH� VWURQJ� UHODWLRQVKLS� ZLWK� WKH� FR�
ZRUNHUV�� 7KH�� DUH� DOVR� KLJKO�� HQJDJHG� E�� WKH�
H[LVWLQJ�UHZDUGV�DQG�UHFRJQLWLRQ�SURYLGHG�E�� WKH�
EDQN��'HVSLWH�WKH�KDUGVKLSV��WKH��RYHUZKHOPLQJO��
UHSRUW� WKDW� 7UDLQLQJ� DQG� &DUHHU� 'HYHORSPHQW��
3HUFHLYHG� 2UJDQLVDWLRQDO� 6XSSRUW� DUH� DOVR�
LPSRUWDQW� HPSOR�HH� HQJDJHPHQW� GULYHUV�� 7KLV�
�nding� is� echoed� in� the� structural�model.� Thatis,�
HPSOR�HHV� ZKR� SHUFHLYH� KLJKHU� RUJDQL]DWLRQDO�
VXSSRUW�DUH�PRUH�OLNHO��WR�UHFLSURFDWH�ZLWK�JUHDWHU�
OHYHOV� RI� HQJDJHPHQW� LQ� WKHLU� MRE� DQG� LQ� WKH�
RUJDQL]DWLRQ

5HFRPPHQGDWLRQV

7KH� VWXG�� DOVR� LQWHQGV� WR� UHFRPPHQG� VRPH� RI�
WKH� VWUDWHJLHV� WKDW�FDQ�EH�HIIHFWLYHO�� LPSOHPHQWHG�

$QMDOL�-RKQ���1HHQHW�%DE���.H��'ULYHUV�RI�(PSOR�HH�(QJDJHPHQW�LQ�%DQNLQJ�
6HFWRU��$Q�(PSLULFDO�,QYHVWLJDWLRQ
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LQ�EDQNLQJ�VHFWRU�VR�DV�WR�HQJDJH�WKHLU�HPSOR�HHV�

��� 'HYHORSLQJ� D�FXOWXUH�ZLWK�EHLQJ� IULHQGO��DQG�
FRRSHUDWLYH�FR�ZRUNHUV�ZKR�YDOXHV�WHDPZRUN��
7KLV� FDQ� H[KLELW� DQ� LPSURYHG� HQJDJHPHQW� LQ�
WKH�HPSOR�HHV

��� (QFRXUDJLQJ� RSSRUWXQLWLHV� RQ� WKH� RYHUDOO�
OHDUQLQJ�� WUDLQLQJ� DQG� GHYHORSPHQW� RI� WKH�
HPSOR�HHV�� 7KH� RUJDQLVDWLRQ� VKRXOG� PDNH�
SURYLVLRQV� IRU� FDUHHU� HQKDQFHPHQW� LQ� RUGHU�
IRU�HQVXULQJ�GHYHORSPHQW�DQG�JURZWK�LQ�WKHLU�
FDUHHU� SDWKV�� 7KLV� FDQ� DLG� WR� UHWDLQ� KXPDQ�
DVVHWV�DQG�EXLOG�FRPSHWHQFLHV��

��� 2UJDQLVDWLRQ�VKRXOG�HQVXUH�WKDW�MRE�GHVFULSWLRQV�
DUH� XSGDWHG� UHJXODUO�� VR� DV� WR� LQFOXGH� QHZ�
FKDOOHQJLQJ� UROHV� WR� NHHS� HPSOR�HHV� HQJDJHG�
DQG� PRWLYDWHG�� 7KLV� FDQ� V�QHUJL]H� WKHP� WR�
JHW� HPSRZHUHG�ZKLFK� LQ� WXUQ� ERRVW� XS� WKHLU�
SURGXFWLYLW��OHYHO�

4.� Rewards�and�Recognition�is�another�signi�cant�
DQG�HQGRUVHG�VWUDWHJ��WKDW�HYHU��RUJDQLVDWLRQ�
VKRXOG�HQRUPRXVO��IRFXV�WR�HQJDJH�DQG�UHWDLQ�
WKH�HPSOR�HHV�

��� (IIHFWLYH� LQWHUQDO� FRPPXQLFDWLRQ� DQG� ZRUN�
FROODERUDWLRQ�LQ�DOO�SURFHVVHV�LV�DQRWKHU�PHWKRG�
XVHG�� &RPPXQLFDWLRQ� VKRXOG� EH� KRQHVW� DQG�
WZR�ZD��EHWZHHQ�PDQDJHUV�DQG�HPSOR�HHV�WR�
HQVXUH�HPSOR�HHV�IHHO�HQJDJHG�DQG�SDUW�RI�WKH�
GHFLVLRQ�PDNLQJ�SURFHVV��,I�HPSOR�HHV�IHHO�WKDW�
WKHLU�SHUIRUPDQFH�LV�UHFRJQLVHG�DQG�UHZDUGHG�
WKH��ZLOO�SXW�LQ�PRUH�HIIRUW�DQG�OLNHZLVH�

��� )DLU�WUHDWPHQW�DPRQJ�DOO�HPSOR�HHV�DQG�HTXDO�
RSSRUWXQLWLHV� WR� SHUIRUP� LUUHVSHFWLYH� RI� DQ��
GHPRJUDSKLFDO�GLIIHUHQFH��

��� 7DNLQJ� D� FXVWRPLVHG� DSSURDFK� ZKHUH� HDFK�
HPSOR�HH�LV�JLYHQ�GXH�FRQVLGHUDWLRQ�ZLOO�KHOS�
WR�FUHDWH�PRUH�HQJDJHG�ZRUNIRUFH��

,PSOLFDWLRQV�RI�WKH�VWXG�

7KH� SDSHU� HOLFLWV� WKH� NH�� GULYHUV� RI� (PSOR�HH�
(QJDJHPHQW� ZKLFK� FDQ� EH� QXUWXUHG� LQ� DQ�
RUJDQLVDWLRQ� LQ� RUGHU� WR� EULQJ� LQ� PRUH� DPLFDEOH�
HQYLURQPHQW� IRU� HQJDJLQJ� WKH� HPSOR�HHV�� ,Q�
WRGD��V� FRPSHWLWLYH� EXVLQHVV� ZRUOG� WKH� VWXG��
ZLGHQV�WKH�VFRSH�RI�(PSOR�HH�(QJDJHPHQW�WR�WDNH�
FDUH�RI�WKH�XQVWDXQFKHG�ZRUNIRUFH�ZKR�PD��OHDYH�
WKH� RUJDQLVDWLRQ� DQ�WLPH�� 7KH� FRPSDQ�� KDV� WR�
LQYHVW�LQ�EXLOGLQJ�D�KDUPRQLRXV�HQYLURQPHQW�LQ�WKH�
RUJDQLVDWLRQ� IRU� WKH� HPSOR�HHV�ZKHUH� WKH�� HQMR��
D� JRRG� &R�:RUNHU� 5HODWLRQVKLS�� 2UJDQLVDWLRQ�
6XSSRUW�� WUDLQLQJ� DQG� GHYHORSPHQW� DQG� 5HZDUG�
DQG�5HFRJQLWLRQ��7KLV�VWXG��LPSOLHG�WKDW�KDYLQJ�D�
JRRG�UHODWLRQVKLS�ZLWK�FR�ZRUNHUV�OHDGV�WR�SRVLWLYH�

HQJDJHPHQW� RI� WKH� EDQN� HPSOR�HHV�� (PSOR�HH�
HQJDJHPHQW� FDQ� DOVR� EH� LPSURYHG� E�� SURYLGLQJ�
EHWWHU� UHZDUGV� DQG� UHFRJQLWLRQ� WR� LWV� VWDII�� 7KLV�
VWXG��UHYHDOHG�WKDW�SHUFHLYHG�RUJDQLVDWLRQ�VXSSRUW�
SOD�V�D�NH��UROH�LQ�HPSOR�HH�HQJDJHPHQW�LQ�EDQNV��
%DQN� HPSOR�HH�V� HQJDJHPHQW� FDQ� DOVR� EH� GULYHQ�
E��SURYLGLQJ�EHWWHU�WUDLQLQJ�DQG�FDUHHU�DGYDQFLQJ�
RSSRUWXQLWLHV�WR�WKHP��

The� implications� involve� signi�cant� in�uence�
IRU� RUJDQLVDWLRQV� LQ� WHUPV� RI� LPSURYHPHQW� LQ�
SURGXFWLYLW�� DQG� KHQFH� VLJQLI�� DPSOH� HFRQRPLF�
LPSDFW� IRU� RUJDQLVDWLRQV�� 7KLV� VWXG�� IUDPHV� RXW�
YDULRXV� IDFWRUV� ZKLFK� QHHG� WR� EH� WDNHQ� FDUH� RI�
LQ�RUGHU� WR� HQJDJH� EDQN� HPSOR�HHV� VR� WKDW� WKH��
H[KLELW� IDU� EHWWHU� FRPPLWPHQW� WR� WKHLU� MRE� DQG�
RUJDQLVDWLRQ��7KH� VWXG�� DFWXDOO��SRUWUD�V� WKH�NH��
GULYHUV�RI�HQJDJHPHQW�ZKLFK�OHDGV�WR�RUJDQLVDWLRQ�
FLWL]HQVKLS�EHKDYLRXUV� DQG� IRU� UHGXFLQJ� WXUQRYHU�
LQ�EDQNV��

/LPLWDWLRQV�RI�WKH�6WXG��DQG�6FRSH�IRU�)XUWKHU�
5HVHDUFK

$V� LQ� DOO� FDVHV� RI� UHVHDUFK� WKLV� VWXG�� KDV�
OLPLWDWLRQV�� 7KLV� VWXG�� KDV� QRW� EHHQ� H[WHQGHG� WR�
DWWHPSW� D� FRPSDULVRQ� EHWZHHQ� SXEOLF� VHFWRU� DQG�
SULYDWH�VHFWRU�EDQN�HPSOR�HHV��)XUWKHU�UHVHDUFK�FDQ�
EH�GRQH�LQ�WKLV�DUHD�WR�LGHQWLI��WKH�GULYHUV�OHDGLQJ�
WR�HPSOR�HH�HQJDJHPHQW�LQ�HDFK�VHFWRU��0RUHRYHU��
WKH�VWXG��PDLQO��IRFXVHG�WKH�FOHULFDO�WR�PDQDJHULDO�
OHYHOV� DQG� HPSOR�HH� HQJDJHPHQW� DW� HDFK� OHYHO� RI�
WKH� EDQNV�PD�� EH� GLIIHUHQW��7KLV� DQVZHUV� WKH� FDOO�
WR� IRFXV� IXUWKHU� RQ� HLWKHU� OHYHO� IRU�PRUH� DFFXUDWH�
UHVXOWV�� $� FRPSDUDWLYH� VWXG�� FDQ� DOVR�EH�GRQH� WR�
LGHQWLI�� ZKLFK� OHYHOV� LQ� WKH� EDQNLQJ� VHFWRU� DUH�
PRUH� HQJDJHG��$� VLPLODU� VWXG�� FDQ�EH� FRQGXFWHG�
WR� D� ODUJHU� VDPSOH�ZKLFK� ZLOO� GROH� RXW� D� JUHDWHU�
GHJUHH� RI�JHQHUDOLVDWLRQ�RI� WKH�UHVXOWV��7KLV�VWXG��
IRFXVHG� RQ� OHDUQLQJ� WKH� NH�� GULYHUV� RI� HPSOR�HH�
HQJDJHPHQW� LQ� EDQNLQJ� VHFWRU�� )XUWKHU� DWWHPSWV�
FDQ� EH� PDGH� UHTXLUHG� WR� OHDUQ� DERXW� YDULRXV�
RXWFRPHV� RI� HPSOR�HH� HQJDJHPHQW� HVSHFLDOO�� LQ�
EDQNLQJ�VHFWRU��

&RQFOXVLRQV

7KH�DERYH� VWXG��HPSKDVLVHV� WKH� LPSRUWDQFH�RI�
HPSOR�HH�HQJDJHPHQW�LQ�DQ�RUJDQLVDWLRQ�DQG�DOVR�
identi�es�the�various�drivers�that�have�a�signi�cant�
HIIHFW�RQ�(PSOR�HH�(QJDJHPHQW�

7KH�5��YDOXH�REWDLQHG�IURP�3/6�6(0�LQGLFDWHV�
WKDW� WKH� NH�� GULYHUV� &R�:RUNHU� 5HODWLRQVKLS��
7UDLQLQJ� DQG� 'HYHORSPHQW�� 3HUFHLYHG�
2UJDQLVDWLRQDO� 6XSSRUW� DQG� 5HZDUG� DQG�

$QMDOL�-RKQ���1HHQHW�%DE���.H��'ULYHUV�RI�(PSOR�HH�(QJDJHPHQW�LQ�%DQNLQJ�
6HFWRU��$Q�(PSLULFDO�,QYHVWLJDWLRQ
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5HFRJQLWLRQ�FDQ�H[SODLQ����SHUFHQW�RI�WKH�YDULDQFH�
RI� WKH�UHVSHFWLYH�GHSHQGHQW�YDULDEOH�ZKLFK� LV� WKH�
(PSOR�HH�(QJDJHPHQW�KHUH��7KH�DQDO�VLV�LQGLFDWHV�
WKDW� RXW� RI� WKH� IRXU� NH�� GULYHUV�� &R�:RUNHU�
5HODWLRQVKLS�DQG�5HZDUG�DQG�5HFRJQLWLRQ�WHQG�WR�
have�a�greater�in�uence�on�Employee�Engagement.�
7KXV� WKH� RUJDQLVDWLRQ�VKRXOG� HQVXUH� WKDW� WKHUH� LV�
D� FRQJUXHQW� DWPRVSKHUH� LQVLGH� WKH� RUJDQLVDWLRQ�
which� can� in�uence� the� employee� to� be� more�
HQJDJHG�� $� ZHOO� DGYDQFHG� FRPSUHKHQVLEOH� DQG�
XQZDYHULQJ� ZRUNLQJ� HQYLURQPHQW� FDQ� V�QHUJLVH�
WKHP� WR� JHW� HPSRZHUHG� ZKLFK� LQ� WXUQ� FDQ�
HQKDQFH� WKHLU�FRQWULEXWLRQV��$�EHWWHU�5HZDUG�DQG�
Recognition�system�can�boost�the�con�dence�of�the�
HPSOR�HHV� WR�ZRUN�PRUH�ZKLFK�FDQ� OHDG� WKHP� WR�
WDNH� XS� QHZ� FKDOOHQJLQJ� UROHV�� 7KLV� FDQ� KHOS� WKH�
organisation� to� reap� long� term�bene�ts� including�
SURGXFWLYLW��LQFUHDVH��RUJDQLVDWLRQ�VXFFHVV�HWF��

5HIHUHQFHV

��� $OOHQ� 7'�� )DPLO��VXSSRUWLYH� ZRUN� HQYLURQPHQWV��
7KH�UROH�RI�RUJDQLVDWLRQDO� �SHUFHSWLRQV�� -RXUQDO�RI�
9RFDWLRQDO�%HKDYLRU������������������

��� $OOHQ� 7'�� +HUVW� '(�� %UXFN� &6� DQG� 6XWWRQ� 0��
&RQVHTXHQFHV� DVVRFLDWHG� ZLWK� ZRUN�WRIDPLO��
FRQIOLFW��$�UHYLHZ�DQG�DJHQGD�IRU�IXWXUH�UHVHDUFK��
-RXUQDO�RI�2FFXSDWLRQDO�+HDOWK�3V�FKRORJ����������
��������

��� %DURQ�5$��%HKDYLRXU� LQ�RUJDQLVDWLRQV��1HZ�<RUN��
$OO�Q��%DFRQ��,QF�������

��� %DO]HU�:.��.LKP�-$��6PLWK�3&��,UZLQ�-/��%DFKLRFKL��
3'�� 5RELH� &�� HW� DO�� 8VHUV�� PDQXDO� IRU� WKH� -RE�
'HVFULSWLYH�,QGH[� �-',�������5HYLVLRQ��DQG�WKH� -RE�
LQ� *HQHUDO� VFDOHV�� %RZOLQJ� *UHHQ�2+�� %RZOLQJ�
*UHHQ�6WDWH�8QLYHUVLW��������

��� &RZRUNHUV�6:��(QJDJHPHQW�(��$YHU��'5��0FND��
3)����:LOVRQ�'&��(QJDJLQJ�WKH�$JLQJ�:RUNIRUFH���
7KH�5HODWLRQVKLS�%HWZHHQ�3HUFHLYHG�$JH�(QJDJLQJ�
WKH� $JLQJ� :RUNIRUFH��� 7KH� 5HODWLRQVKLS� %HWZHHQ�
3HUFHLYHG� $JH� 6LPLODULW�� �� 6DWLVIDFWLRQ� :LWK�
&RZRUNHUV���DQG�(PSOR�HH�(QJDJHPHQW���'HFHPEHU�
������� ������ KWWSV���GRL�RUJ��������������
��������������

��� (E��/7��&DVSHU�:-��/RFNZRRG�$��%RUGHDX[�&�DQG�
%ULQOH�� $�� :RUN� DQG� IDPLO�� UHVHDUFK� LQ� ,2�2%��
&RQWHQW�DQDO�VLV�DQG�UHYLHZ�RI�WKH�OLWHUDWXUH�������
�������-RXUQDO�RI�9RFDWLRQDO�%HKDYLRU��������������
���

��� (GPRQGVRQ� $�� 3V�FKRORJLFDO� VDIHW�� DQG� OHDUQLQJ�
EHKDYLRU� LQ� ZRUN� WHDPV�� $GPLQLVWUDWLYH� 6FLHQFH�
4XDUWHUO��� ���������������� KWWS���G[�GRL�
RUJ�����������������

��� (LVHQEHUJHU� 5�� +XQWLQJWRQ� 5�� +XWFKLVRQ� 6��
�� 6RZD� '�� 3HUFHLYHG� RUJDQL]DWLRQDO� VXSSRUW��
-RXUQDO� RI� $SSOLHG� 3V�FKRORJ��� �������������������

GRL���������������������������

��� )OHPLQJ�-+�DQG�$VSOXQG�-��+XPDQ�VLJPD��*DOOXS�
3UHVV��1HZ�<RUN��1<�������

���� )O�QQ�*��,V��RXU�UHFRJQLWLRQ�SURJUDP�XQGHUVWRRG"�
:RUNIRUFH�������������������

���� )RUQHOO� &� �� /DUFNHU� '�� (YDOXDWLQJ� VWUXFWXUDO�
HTXDWLRQ� PRGHOV� ZLWK� XQREVHUYDEOH� YDULDEOHV�
DQGPHDVXUHPHQW� HUURU�� -RXUQDO� RI� 0DUNHWLQJ�
5HVHDUFK�������������������

���� )R[� 0/� DQG� 'Z�HU� '-�� $Q� LQYHVWLJDWLRQ� RI� WKH�
HIIHFWV�RI�WLPH�DQG�LQYROYHPHQW�LQ�WKH�UHODWLRQVKLS�
EHWZHHQ�VWUHVVRUV�DQG�ZRUN�IDPLO��FRQIOLFW��-RXUQDO�
RI�2FFXSDWLRQDO�+HDOWK�3V�FKRORJ����������������

���� *RIIPDQ�(��(QFRXQWHUV��3HQJXLQH�8QLYHUVLW��%RRNV��
+DUPRQGVZRUWK������

���� *ROGVWHLQ� ,/� )RUG� -.�� 7UDLQLQJ� LQ� 2UJDQL]DWLRQV��
%HOPRQW��&$��:DGVZRUWK���WK�HG�������

���� *RQ]DOH]�5RPD� 9�� 6FKDXIHOL� :%�� %DNNHU� $%�
DQG� /LRUHW� 6�� %XUQRXW� DQG� ZRUNHQJDJHPHQW��
LQGHSHQGHQW� IDFWRUV� RU� RSSRVLWH�SROHV"�� -RXUQDO� RI�
9RFDWLRQDO�%HKDYLRU��������������������

���� *UDQW�$0��5HODWLRQDO�MRE�GHVLJQ�DQG�WKH�PRWLYDWLRQ�
WR� PDNH� D� SURVRFLDO� GLIIHUHQFH�� $FDGHP�� RI�
0DQDJHPHQW� 5HYLHZ�� ����������������� KWWS���
G[�GRL�RUJ����������$05���������������

���� +DUULVRQ� '$�� 1HZPDQ� '$�� �� 5RWK� 3/�� +RZ�
LPSRUWDQW� DUH� MRE� DWWLWXGHV"� 0HWD�DQDO�WLF�
FRPSDULVRQV� RI� LQWHJUDWLYH� EHKDYLRUDO� RXWFRPHV�
DQG� WLPH� VHTXHQFHV�� $FDGHP�� RI� 0DQDJHPHQW�
-RXUQDO�����������������

���� +DLU� -�� 5LQJOH�&���� 6DUVWHGW�0��3/6�6(0�� ,QGHHG�
D� VLOYHU� EXOOHW�� 7KH� -RXUQDO� RI� 0DUNHWLQJ� 7KHRU��
$QG� 3UDFWLFH�� ������������������� KWWSV���GRL�
RUJ���������PWS����������������

���� +HQVHOHU� -�� +XERQD� *�� �� 5D�� 3�� 8VLQJ� 3/6�
SDWK� PRGHOLQJ� LQ� QHZ� WHFKQRORJ�� UHVHDUFK��
8SGDWHGJXLGHOLQHV�� ,QGXVWULDO� 0DQDJHPHQW� ��
'DWD� 6�VWHPV�� ������������������ KWWSV���GRL�
RUJ���������LPGV��������������

���� +HQVHOHU�-�DQG�6DUVWHGW�0��*RRGQHVV�RI�ILW� LQGLFHV�
IRU� SDUWLDO� OHDVW� VTXDUHV� SDWKPRGHOLQJ��� &RPSXW�
6WDW�� ������������������� '2,� ��������V����������
������

���� +RGVRQ� 5�� *URXS� UHODWLRQV� DW� ZRUN�� 6ROLGDULW���
FRQIOLFW��DQG�UHODWLRQV�ZLWK�PDQDJHPHQW��:RUN�DQG�
2FFXSDWLRQV�����������������

���� -RVKL�� 5-� DQG� 6RGKL� -6�� 'ULYHUV� RI� HPSOR�HH�
HQJDJHPHQW� LQ� ,QGLDQ� RUJDQL]DWLRQV�� 7KH� ,QGLDQ�
-RXUQDO�RI�,QGXVWULDO�5HODWLRQV���������������������

���� .DKQ� :$�� 3V�FKRORJLFDO� FRQGLWLRQV� RI� SHUVRQDO�
HQJDJHPHQW�DQG�GLVHQJDJHPHQW�DW�ZRUN�$FDGHP��
RI�0DQDJHPHQW�-RXUQDO������������������

���� .DKQ�:$��7R�EH�IXOO��WKHUH��SV�FKRORJLFDO�SUHVHQFH�
DW�ZRUN��+XPDQ�5HODWLRQV��������������������

���� .RFN�1�������D���:DUS3/6��5HWULHYHG�IURP�KWWS���
ZZZ�ZDUSSOV�FRP
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���� .RFN� 1�� :DUS3/6� ���� XVHU� PDQXDO�� 6FULS:DUS�
6�VWHPV�������E���5HWULHYHG�IURP�KWWS���FLWV�WDPLX�
HGX�:DUS3/6�8VHU0DQXDOBYB�B��SGI

���� .R]ORZVNL� 6:-�� *XOO�� 60�� %URZQ� .*�� 6DODV� (��
6PLWK�(0��1DVRQ�(5��(IIHFWV�RI�WUDLQLQJ�JRDOV�DQG�
JRDO�RULHQWDWLRQ�WUDLWV�RQ�PXOWLGLPHQVLRQDO�WUDLQLQJ�
RXWFRPHV� DQG� SHUIRUPDQFH� DGDSWDELOLW��� 2UJDQ��
%HKDY��+XP��'HFLV��3URFHVV��������������

���� .UDLJHU�.��)RUG�-.��6DODV�(��$SSOLFDWLRQ�RI�FRJQLWLYH��
VNLOO�EDVHG�� DQG� DIIHFWLYH� WKHRULHV� RI� OHDUQLQJ�
RXWFRPHV�WR�QHZ�PHWKRGV�RI�WUDLQLQJ�HYDOXDWLRQ��-��
$SSO��3V�FKRO����������������

���� /D� 0RWWD� 7�� 5HFRJQLWLRQ�� 7KH� TXDOLW�� ZD��� 1HZ�
<RUN��4XDOLW��5HVRXUFHV�������

���� 0D�� '�� *LOVRQ� 5� �� +DUWHU� /�� 7KH� SV�FKRORJLFDO�
FRQGLWLRQV� RI� PHDQLQJIXOQHVV�� VDIHW�� DQG�
DYDLODELOLW��DQG�WKH�HQJDJHPHQW�RI�WKH�KXPDQ�VSLULW�
DW�ZRUN��-RXUQDO�RI�2FFXSDWLRQDO�DQG�2UJDQL]DWLRQDO�
3V�FKRORJ�����������������

���� 2OLYLHU� $/� �� 5RWKPDQQ� 6�� $QWHFHGHQWV� RI� ZRUN�
HQJDJHPHQW� LQ� D� PXOWL�QDWLRQDO� RLO� FRPSDQ��� 6$�
-RXUQDO�RI�,QGXVWULDO�3V�FKRORJ��������������������

���� 3DUNHV�/3��/DQJIRUG�3+���3DUNHV�/3��:�RUN���OLIH�
EDODQFH� RU� ZRUN� �� OLIH� DOLJQPHQW"� $� WHVW� RI� WKH�
LPSRUWDQFH�RI�ZRUN���OLIH�EDODQFH�������0D��SS�����
�����KWWSV���GRL�RUJ���������6�����������������

���� 3HDUO�-��&DXVDOLW���0RGHOV��5HDVRQLQJ��DQG�,QIHUHQFH��
&DPEULGJH�8QLYHUVLW��3UHVV��&DPEULGJH��(QJODQG��
�����

���� 5KRDGHV�/��(LVHQEHUJHU�5�DQG�$UPHOL�6��$IIHFWLYH�
FRPPLWPHQW� WR� WKH� RUJDQL]DWLRQ�� WKH� FRQWULEXWLRQ�
RI� SHUFHLYHG� RUJDQL]DWLRQDO� VXSSRUW�-RXUQDO� RI�
$SSOLHG�3V�FKRORJ������������������

���� 5RWKEDUG� 13�� (QULFKLQJ� RU� GHSOHWLQJ"� 7KH�
G�QDPLFV�RI�HQJDJHPHQW�LQ�ZRUN�DQG�IDPLO�UROHV�
$GPLQLVWUDWLYH�6FLHQFH�4XDUWHUO������������������

���� 6RDQH� (�� 7UXVV� &�� $OIHV� .�� 6KDQW]� $�� 5HHV� &��
*DWHQE�WW� 0�� 6KDQW]� $�� 'HYHORSPHQW� DQG�
DSSOLFDWLRQ� RI� D� QHZ� PHDVXUH� RI� HPSOR�HH�
HQJDJHPHQW��WKH�,6$�HQJDJHPHQW�VFDOH�HQJDJHPHQW��
7KH�,6$�(QJDJHPHQW�6FDOH��������KWWSV���GRL�RUJ��
���������������������������

���� 7DQZDU� .� �� 3UDVDG� $�� (PSOR�HU� EUDQG� VFDOH�
GHYHORSPHQW�DQG�YDOLGDWLRQ��D�VHFRQG�RUGHU�IDFWRU�
DSSURDFK�� 3HUVRQQHO� 5HYLHZ�� ��������������������
KWWSV���GRL�RUJ���������35�������������

���� 7HQHQKDXV�0��9LQ]L�9(�� &KDWHOLQ�<0�� DQG�/DXUR�
&��3/6�SDWK�PRGHOLQJ��&RPSXWDWLRQDO�6WDWLVWLFV���
'DWD�$QDO�VLV���������������������

���� :DJQHU� &+�� 6LPSVRQ�V� SDUDGR[� LQ� UHDO� OLIH�� 7KH�
$PHULFDQ�6WDWLVWLFLDQ�������������������
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