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ABSTRACT ARTICLE HISTORY

This study investigates the key factors influencing employee performance in the Received 14 June 2024
banking sector, focusing on how traditional and emergent challenges affect workforce Revised 20 September
efficiency and satisfaction. Given the rapidly evolving digital landscape, the research 2024

seeks to identify the most significant determinants of employee performance that ,;é;ipted 24 September
banking institutions must address to maintain stability and growth. The study employs

the Delphi Method, engaging a panel of 29 experts through two rounds of surveys to KEYWORDS

identify and rank the determinants of employee performance. This iterative process Employee performance;
allowed for the refinement of expert insights, ultimately leading to a consensus on the banking sector;

most impactful factors influencing performance in the banking sector. The results workforce; Delphi
indicate that compensation and benefits are the most critical factors affecting employee ~ Method; economic
performance, followed by organizational culture and working environment, leadership growth

and management, job satisfaction and motivation, and work-life balance and flexibility. SUBJECTS

The study highlights that while compensation is paramount, work-life balance and Human resource
flexibility, though important, have a lower immediate impact on performance. This management; human
research contributes to the theoretical framework of employee performance by resource development;
integrating contemporary challenges specific to the banking sector with broader Eeﬂavgoral IpSVChOIOQ)’; ]
motivational theories, such as Maslow’s Hierarchy of Needs. The study provides practical ofg:r:/ig:irgn:n)neahgaev?;i?t
insights for banking institutions, emphasizing the need for holistic strategies that

address employee well-being and organizational objectives. These findings offer

valuable guidance for stakeholders to enhance productivity and employee satisfaction

in the competitive banking industry.

Introduction

Employee performance is a critical concept in organizational studies, often defined as the efficiency and
effectiveness with which employees fulfill their job responsibilities (Dziuba et al., 2020). It is closely
related to employee satisfaction, with numerous studies demonstrating that higher levels of job satisfac-
tion can lead to enhanced performance. For instance, research by Inayat and Jahanzeb Khan (2021) indi-
cates a direct correlation between job satisfaction and employee performance, suggesting that satisfied
employees are more productive, loyal, and committed to organizational goals. Employee performance is
vital to the success of any organization as it directly impacts productivity, operational efficiency, and
overall competitiveness (Nguyen et al., 2020). High-performing employees contribute to the achievement
of organizational objectives and at the same time, foster a positive work environment that can lead to
increased innovation and reduced turnover (de Waal et al., 2023).

Zooming into the banking sector, employee performance becomes even more crucial due to the sector’s
role in economic stability and growth (Alaloul et al., 2021). The performance of bank employees is directly
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linked to the efficiency of financial operations, customer satisfaction, and the institution’s ability to adapt
to regulatory changes and technological advancements (Bahl et al,, 2022). As noted by Kitsios et al. (2021),
the banking sector’s reliance on human capital makes the performance of its workforce a key determinant
of success, particularly in a rapidly digitalizing environment. Poor job performance in this sector can lead
to significant operational risks, including financial losses, reduced customer trust, and compliance issues,
making it essential for banks to ensure high levels of employee performance (Ahmed et al., 2020).

Various factors influence job performance in the banking sector, including compensation and benéfits,
organizational culture, leadership and management, job satisfaction, and work-life balance (Aisyah et al.,
2021; Kasbuntoro et al., 2020). Previous studies have highlighted that competitive compensation and a
positive organizational culture significantly enhance employee motivation and productivity (Putra et al.,
2020). Leadership styles also play a pivotal role, with supportive and transformational leadership being
linked to improved employee engagement and performance (Park et al., 2022). Additionally, the dynamic
and often stressful nature of banking work underscores the importance of work-life balance, which,
although sometimes ranked lower in immediate impact, is essential for long-term employee well-being
and sustained performance (Gabon, 2024).

Despite the wealth of research on employee performance in various banking sector, there is a notable
gap in understanding how contemporary challenges, particularly those arising from rapid digital trans-
formation and evolving consumer expectations, specifically impact employee performance in the bank-
ing sector. Most existing studies have focused on traditional performance factors, such as compensation,
leadership, and organizational culture, without fully addressing how these factors interact with the
unique pressures faced by bank employees in today’s digital-first environment (Paais & Pattiruhu, 2020;
Salas-Vallina et al., 2021). This gap is crucial because it leaves banking institutions with potentially out-
dated strategies that may not effectively address current performance challenges. The lack of updated
insights tailored to the modern banking landscape underscores the necessity of the present Delphi study,
which aims to fill this gap by leveraging expert opinions to identify and prioritize the most significant
factors influencing employee performance in the banking sector today. Conducting this study is essential
to provide relevant and actionable recommendations that can help banking institutions adapt to and
thrive in the current and future workforce environment.

The significance of this study lies in its dual contribution, both theoretically and practically, to the
understanding of employee performance in the banking sector. Theoretically, the study advances our
understanding by integrating Maslow’s motivational theory and Social Exchange Theory with contempo-
rary challenges faced by bank employees, particularly in the context of digital transformation. This fusion
of traditional and modern perspectives offers a more comprehensive framework for future research,
enabling scholars to explore how various levels of employee needs influence performance in dynamic
environments. Practically, the study provides actionable insights for banking institutions, guiding them in
developing strategies that not only address the basic needs of their workforce but also foster higher
levels of motivation and engagement. These insights are essential for enhancing employee satisfaction,
reducing turnover, and improving overall organizational performance, making this research valuable for
both academic and industry stakeholders.

This introduction provides the background and identifies the gaps in the study, underlining the impor-
tance of addressing contemporary challenges in the banking sector, such as digital transformation and
evolving consumer expectations. The next section presents the theoretical foundation, focusing on
Maslow’s Hierarchy of Needs and Social Exchange Theory for employee performance in this sector. The
literature review then examines key organizational, individual, and external factors that influence employee
performance. The methodology section details the Delphi method used in the study, including data col-
lection and analysis procedures. The results section presents findings from the Delphi study, highlighting
the main factors affecting employee performance. Finally, the discussion and conclusion sections inter-
pret these results, offer practical recommendations, and suggest directions for future research.

Underpinning theory

Maslow’s Hierarchy of Needs Theory provides a substantial framework for understanding employee moti-
vations and satisfaction within the banking sector (Artaya et al., 2021; Rahman & Nurullah, 2014). Introduced
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by Abraham Maslow (1943) in his paper “A Theory of Human Motivation,” the theory is structured as a
pyramid with the most basic needs at the bottom and the highest needs at the top. According to Maslow,
individuals must satisfy fundamental needs such as physiological and safety needs—encompassing neces-
sities like food, shelter, and job security—before progressing to higher levels of the pyramid.

In the workplace, this progression means that employees must first feel secure and stable in their jobs
before they can focus on more complex needs like belongingness, which includes social interactions and
feeling valued by colleagues and supervisors (Wall et al., 2021). Once these social needs are fulfilled,
employees then seek recognition and respect, which motivate them towards achievements such as pro-
motions and increased responsibilities. At the pinnacle of Maslow’s hierarchy is self-actualization, where
individuals strive to realize their full potential and personal growth, often through professional develop-
ment and acquiring new skills.

However, it is important to acknowledge the limitations of Maslow’s theory, particularly its rigid hier-
archical structure, which may not fully account for the complexity of human motivation in a dynamic
work environment. Critics claim that needs do not always follow a strict hierarchy and that people may
pursue higher-level needs even if lower-level needs are not addressed (Omodan & Abejide, 2022). Given
these limitations, this study also considers the Social Exchange Theory as a complementary framework.
Social Exchange Theory states that the organization’s and its employees’ relationship is based on recip-
rocal exchanges (Lee et al., 2022). When organizations provide valuable resources, such as fair compen-
sation, supportive leadership, and a positive work environment, employees will likely reciprocate with
increased loyalty, job satisfaction, and improved performance (Mohammad et al, 2021). This theory is
particularly relevant in the banking sector, where the alignment between organizational offerings and
employee responses can significantly impact overall performance.

In the context of the banking sector, understanding both Maslow’s hierarchy and Social Exchange
Theory can help identify specific needs and exchanges that influence employee performance and satis-
faction. For instance, if employees feel insecure about their job stability due to digital transformation in
the sector, it may hinder their ability to work towards personal and professional achievements. By com-
bining these frameworks, the study intends to analyze how need fulfillment and the quality of organiza-
tional exchanges affect employee performance and to provide ways for addressing employee satisfaction
gaps. This dual approach improves the study’s theoretical foundation while also providing practical
insights for enhancing management practices to generate a more engaged and productive workforce.

Literature review
Organizational factors affecting employee performance in the banking sector

Organizational factors play a crucial role in shaping employee performance within the banking sector, with
aspects such as organizational culture, leadership style, and structural design particularly influential (Akpa
et al, 2021; Iranmanesh et al., 2021). Organizational culture, which encompasses a bank’s shared values,
beliefs, and practices, significantly impacts employee motivation and productivity (Paais & Pattiruhu, 2020).
Research by Almerri (2023) indicates that a positive and inclusive organizational culture fosters higher
employee engagement and performance. However, there is ongoing debate regarding the effectiveness of
traditional hierarchical cultures versus more modern, flat organizational structures, particularly in digital
transformation (Mustafa et al, 2022). Some studies argue that hierarchical cultures may stifle innovation
and employee autonomy, which are increasingly important in today's banking environment. In contrast,
others suggest that such structures provide necessary clarity and stability (Naushad, 2022).

Leadership style is another critical organizational factor influencing employee performance.
Transformational leadership, which emphasizes vision, communication, and employee development, has
been widely recognized as effective in enhancing employee performance (Akdere & Egan, 2020). Yet,
there is controversy surrounding the adaptability of transformational leadership in highly regulated and
risk-averse environments like banking, where transactional leadership—focused on routine, efficiency,
and compliance—might be more prevalent (Okkers, 2020). This debate points to a gap in the literature
regarding the optimal leadership style for balancing innovation with risk management in the banking
sector. Moreover, leadership styles have also been found to be influenced by socio-demographic factors
within the banking sector. Berber et al. (2022) examined how these factors affect leadership styles in



4 C.NGETAL.

Serbian banks, indicating that the effectiveness of leadership approaches can vary depending on the
demographic context of the workforce. This suggests leadership styles are pivotal in driving employee
performance and must be tailored to the specific needs and characteristics of the banking workforce.

Structural design, including the degree of centralization and formalization within a bank, also affects
employee performance. Highly centralized structures, where decision-making is concentrated at the top,
may lead to slower response times and reduced employee autonomy, which can negatively impact per-
formance (Kahl et al., 2023). Conversely, decentralized structures can empower employees but may also
lead to inconsistencies in decision-making and operational inefficiencies (Altamimi et al., 2023). The cur-
rent discourse in the literature revolves around balancing centralization and decentralization to optimize
performance, especially in large, multinational banks. Meanwhile, Structural design may also be related
to HRM practices (Jewell et al., 2022). In previous banking industry studies, HRM has been highlighted
as a significant factor, particularly in a rapidly evolving financial field. Huynh et al. (2020) utilized an
analytic hierarchy process to compare the impact of various HRM practices on banking financial perfor-
mance, emphasizing the strategic importance of HRM in enhancing organizational outcomes. Mahdy and
Alhadi (2021) explored the effect of high-performance work systems, based on the AMO (Ability,
Motivation, Opportunity) model, on HRM performance outcomes, reinforcing that well-structured HRM
systems can significantly boost employee performance and satisfaction.

Individual factors affecting employee performance in the banking sector

Individual factors, such as motivation, job satisfaction, and personal competencies, are critical determi-
nants of employee performance in the banking sector. Whether intrinsic or extrinsic, motivation drives
employees to perform at their best. Malek et al. (2020) emphasize that intrinsic motivators, such as a
sense of accomplishment and recognition, are particularly effective in sustaining high performance over
time. However, there is debate over the relative importance of intrinsic versus extrinsic motivators, with
some studies suggesting that financial rewards and job security (extrinsic motivators) are more crucial in
the high-pressure banking environment (Kuchciak & Warwas, 2021).

Job satisfaction is closely linked to motivation and directly impacts employee performance. Research
consistently shows that satisfied employees are more productive, less likely to leave the organization,
and more engaged (Riyanto et al.,, 2021). However, there is a controversy regarding the sources of job
satisfaction in the banking sector. While some studies highlight the importance of compensation and
benefits, others point to the significance of job design and work-life balance, suggesting that more than
one-size-fits-all approach to enhancing job satisfaction may be needed (Nurqomar, 2021).

Personal competencies, including skills, knowledge, and emotional intelligence, are also crucial for
high performance in banking. Employees with strong analytical skills, adaptability, and the ability to
manage stress are better equipped to handle the demands of the banking sector (Dartey-Baah et al,
2020). However, the rapid pace of technological change in banking raises questions about the adequacy
of traditional skill sets. There is a growing body of literature that argues for the need to continuously
update and expand employee competencies to keep pace with technological advancements. However,
there is still a lack of consensus on the most effective ways to do this (Scully-Russ & Torraco, 2020).

External factors affecting employee performance in the banking sector

External factors, such as economic conditions, regulatory changes, and technological advancements, sig-
nificantly impact employee performance in the banking sector. Economic conditions influence banks’
overall performance, affecting job security, workload, and employee morale. For instance, during eco-
nomic downturns, banks may implement cost-cutting measures, including layoffs, leading to increased
job insecurity and reduced employee performance (Van Egdom et al., 2022). The literature suggests that
while economic factors are largely beyond the control of individual banks, their impact on employee
performance can be mitigated through effective communication and support systems (Awan et al., 2020).

Regulatory changes are another critical external factor. The banking sector is heavily regulated, and
changes in regulations can create significant pressure on employees to adapt quickly to new compliance
requirements (Murinde et al, 2022). This often leads to increased stress and workload, negatively
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affecting performance. Studies by Alqudah et al. (2022) highlight that the frequent changes in banking
regulations require employees to continually update their knowledge and skills, which can be both a
challenge and an opportunity for performance improvement. However, there is debate over whether the
current regulatory environment is too burdensome and stifles innovation and employee creativity in the
banking sector (Truby et al., 2020).

Technological advancements, particularly the rapid adoption of digital banking, have transformed how
banks operate and have profoundly impacted employee performance. While technology can improve
efficiency and reduce the burden of routine tasks, it also requires employees to develop new skills and
adapt to new systems (Vahdat, 2022). There is ongoing controversy over the extent to which technolog-
ical advancements enhance versus hinder employee performance, particularly regarding job satisfaction
and the risk of job displacement due to automation (McGuinness et al., 2023).

Gaps in research

Despite the extensive research on factors affecting employee performance in the banking sector, signif-
icant gaps still need to be addressed, particularly in understanding how modern challenges such as
digital transformation, evolving regulatory landscapes, and changing workforce expectations specifically
impact employee performance. Additionally, there is a lack of consensus on the optimal balance between
intrinsic and extrinsic motivators, the most effective leadership styles, and the best organizational struc-
tures for addressing these contemporary challenges. These gaps are critical because they suggest that
traditional approaches to improving employee performance may no longer be sufficient in today’s rap-
idly changing banking environment. The Delphi method is necessary for this study as it allows for sys-
tematically gathering and synthesis of expert opinions, providing a more comprehensive and deeper
understanding of the key factors influencing employee performance in this evolving context. This
approach is particularly valuable for addressing the complexity and uncertainty associated with the cur-
rent challenges in the banking sector, ensuring that the findings are relevant and actionable.

Methodology
Research design

This study adopts a two-round Delphi approach to explore and rank the factors influencing employee
performance in the banking sector (Tang et al., 2024). The Delphi method, widely recognized for synthe-
sizing expert opinions, is particularly suited for studies where direct empirical data may be limited or
where insights from a group of experts are essential to forecast trends and identify key issues (Tee et al.,
2022). The conceptual foundation of the Delphi method lies in its iterative nature, allowing for the grad-
ual convergence of expert opinions towards a consensus, which enhances the reliability and validity of
the findings (Tan et al., 2024). The Delphi approach is rooted in the belief that a structured communica-
tion process among a panel of experts can yield more accurate and reliable predictions than individual
judgments, making it a powerful tool for addressing problems like employee performance in a rapidly
changing banking environment (Beiderbeck et al., 2021).

This study strategically leverages the Delphi method’s strengths by engaging 40 managers from vari-
ous banks across Malaysia. These managers were selected through purposive and snowball sampling
techniques, ensuring the participants possess the requisite expertise and experience to provide informed
insights into the factors affecting employee performance in the banking sector (Wuaku et al., 2024). The
Delphi method’s reliance on expert judgment is particularly relevant in this study, as it allows for iden-
tifying and ranking factors that may not be readily observable through traditional quantitative methods
(Mauksch et al., 2020).

Data collection procedure

The data collection process was meticulously designed to capture the full breadth of expert knowledge
and facilitate a consensus on the factors influencing employee performance. In the first round, experts
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were presented with a questionnaire to elicit their opinions on various factors affecting performance. The
questionnaire, distributed via Google Forms, was constructed to allow for open-ended responses, enabling
experts to identify well-known and emerging factors relevant to the banking sector. This open-ended
approach is conceptually significant as it provides the flexibility needed to capture the complexity and
dynamism of the banking sector, which is undergoing rapid technological and regulatory changes
(Nystrom & Kaartemo, 2022).

The second round of the Delphi process involved the refinement and ranking of the factors identified
in the first round. Experts were asked to prioritize these factors based on their perceived impact on
employee performance. The iterative nature of the Delphi method, coupled with the structured feedback
mechanism, allows for a gradual narrowing of opinions, leading to a more precise and consensual under-
standing of the key determinants of performance (Severino, 2024). The Delphi method’s capacity to distill
expert judgment into actionable insights is particularly valuable in this study, as it ensures that the final
rankings reflect a balanced and collective expert view rather than individual biases (Drumm et al., 2022).
All of the participants had provided their written consent.

Participants

The selection of 40 managers as participants was guided by the need for a concentrated and informative
sample that could provide deep insights into the factors influencing employee performance. Purposive
and snowball sampling methods were employed to identify individuals with extensive experience in the
banking sector and hold positions that afford them a comprehensive view of organizational performance
dynamics. This approach ensures that the data collected is rich and relevant, aligning with the study’s
objective of identifying and ranking the most critical factors affecting employee performance (Jain, 2020).

Data analysis

The data analysis process was designed to distill expert opinions into coherent and actionable insights
systematically. In the first round, thematic analysis was employed to identify and categorize the various
factors affecting employee performance based on the qualitative responses provided by the experts
(Subramaniam et al., 2024). This approach is conceptually significant as it identifies recurring themes and
patterns within the data, providing a comprehensive understanding of the factors at play (Terry &
Hayfield, 2020).

In the second round, the ranked data were analyzed using Kendall's W coefficient to measure the level
of consensus among the experts (Loo et al., 2024). A high Kendall's W value indicates strong agreement,
suggesting that the factors identified are robust and widely recognized as influential in the banking
sector (Tamosaitiené et al., 2021). The use of statistical analysis to validate the consensus reached through
the Delphi method adds a layer of rigor to the study, ensuring that the findings are both statistically
significant and practically relevant (Shi et al., 2020).

Results

Forty experts from various banks were identified and invited to participate in the first round. The invita-
tion link was sent to the selected experts via WhatsApp on March 1, 2024, and the survey was con-
ducted using a Google Form. The survey was conducted online to improve the convenience of the
selected experts by providing flexibility in terms of time and location for both researchers and experts.
Nevertheless, Table 1 illustrates that only 29 experts responded to the Delphi Method invitation during
the initial round. The selected experts represented a heterogeneous range of demographic characteris-
tics. Firstly, diversity encompasses a wide spectrum of educational backgrounds and job experiences,
resulting in a heterogeneous workforce with many viewpoints and expertise. The distribution of educa-
tional backgrounds shows that most individuals hold a degree, a diploma, or a master’s degree or above,
and only one participant has finished secondary school. Moreover, there is a diverse spectrum of profes-
sional experience, ranging from individuals who have accumulated 5 to 10years of tenure in their
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Table 1. Demographic profile of experts.

No Expert Highest education Working experience Position
1 E1 Degree 15years and above Assistant Manager
2 E2 Master 11years to 15years

3 E3 Degree 5years to 10years

4 E4 Degree 5years to 10years

5 E5 Degree 5years to 10years

6 E6 Degree 15years and above

7 E7 Degree 15years and above

8 E8 Secondary 11years to 15years

9 E9 Degree 5years to 10years

10 E10 Degree Syears to 10years

1 EN Diploma 5years to 10years

12 E12 Degree 5years to 10years

13 E13 Degree 5years to 10years Manager

14 E14 Degree 5years to 10years

15 E15 Degree 5years to 10years

16 E16 Degree 5years to 10years

17 E17 Degree 11years to 15years

18 E18 Degree 5years to 10years

19 E19 Degree 5years to 10years

20 E20 Degree 5years to 10years

21 E21 Degree 11years to 15years

22 E22 Degree 11years to 15years

23 E23 Degree 5years to 10years

24 E24 Diploma 15years and above

25 E25 Degree 5years to 10years

26 E26 Diploma 5years to 10years

27 E27 Degree 11years to 15years

28 E28 Degree Syears to 10years

29 E29 Degree 15years and above Senior Manager

respective positions to those who have amassed over 15years of experience. This amalgamation of expe-
rience levels indicates a dynamic fusion of novel concepts and refined expertise.

A total of 23 pertinent themes were gathered from the selected experts during the initial survey
round. To ensure the accuracy of the data, the researchers repeatedly communicated and discussed with
a group of experts in the field to finalize the direction of the dimensions. Finally, the 23 themes were
subsequently classified and organized into 5 dimensions to encompass the primary factors influencing
employee performance in the banking industry. This classification was achieved through thematic analy-
sis, where themes were grouped based on conceptual similarities and their relevance to broader catego-
ries. The process involved coding the data, identifying patterns, and refining the dimensions to ensure
they accurately reflected the key areas influencing employee performance as determined by the experts.
The dimensions and themes that have been identified are displayed in Table 2.

The second round of the Delphi Method was carried out on April 15th, 2023. The experts who
participated in the first round were invited again to take part in the second round of the survey
and provide rankings for the identified dimensions. The experts were directed to prioritize the iden-
tified dimensions according to their professional expertise and experience, as there is no definitive
answer. They were instructed to assign rank 1 to the most significant factor and rank 5 to the least
significant factor. All 29 experts who took part in the initial round also participated in the second
round of the Delphi Method survey and successfully ranked the identified dimensions, as displayed
in Table 3.

Based on the data presented in Table 3, the average rankings of each dimension ranged from 1.90 to
4.00. The dimensions were ranked in the following order: (1) Compensation and Benefits, (2) Organizational
Culture and Working Environment, (3) Leadership and Management, (4) Job Satisfaction and Motivation,
and (5) Work-Life Balance and Flexibility.

The Kendall’s coefficient of concordance (W) was calculated to be 0.297 with a p-value of 0.01. This
indicates a significant consensus among the experts, suggesting the results are statistically significant.
From this analysis, it can be concluded that compensation and benefits are deemed the most important
factors affecting employee performance in the banking sector, while work-life balance and flexibility are
considered the least important.
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Table 2. The identified dimensions and themes.
No Dimension Themes

1 Leadership and Management « Leadership (several mentions)
«  Supportive leadership and good management impact on employee performance and
confidence level
« Lack of proper guidance by the leader
Micro-manage by management
«  Supervisor support
2 Organizational Culture and Working « Working culture
Environment «  Organizational Culture (including aspects like diversity, innovation, collaboration,
engagement, and commitment)
- A positive and supportive culture
The culture of an organization significantly influences employee behavior and
performance
Strict processes
« The employee has no platform to speak up openly and can only be a follower
Working environment (with colleagues)
3 Job Satisfaction and Motivation « Job satisfaction
No motivation
- Boring and repetitive job routine
Job Motivation (including autonomy, recognition, opportunities for advancement)
+  Responsibility and the importance of taking responsibility for actions
4 Compensation and Benefits - Salary Package (several mentions including salary, compensation package, bonus,
increment)
Incentive Pay
« Compensation & bonus
+ Increment & career opportunity
5 Work-Life Balance and Flexibility «  Work-life balance arrangement
+  Flexibility at work

Table 3. Second round of the Delphi survey.

Organizational culture
Leadership and and working Job satisfaction and Compensation and Work-life balance
Expert management environment motivation benefits and flexibility
E1
E2
E3

EN
w
(%]

E15
E16
E17
E18
E19
E20
E21
E22
E23
E24
E25
E26
E27
E28
E29
Mean
Ranking

PLUUAPUOUDRADPA SR PUOWHAUAONDPLORARUVNWRAE = =201 = D

Discussion

The results of the Delphi Method study have revealed the five key factors affecting employee perfor-
mance in the banking sector. Compensation and benefits appear to be the most significant factors, fol-
lowed by organization culture and working environment, leadership and management, job satisfaction
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and motivation, and work-life balance and flexibility. This highlights the critical role in motivating and
boosting the performance of employees in the banking sector, which is supported by the rankings pro-
vided by the experts in the second round of the survey.

Compensation and benefits

In the present study, the most important factor that affects the employee performance in the banking
sector is identified as compensation and benefits. Under this factor, four themes were identified: salary
package, incentive pay, compensation and bonus, and increment and career opportunities. Compensation
and benefits are defined as the financial and non-financial perks provided to employees in exchange for
their service in an organization. Financial perks include base salary, commission, profit sharing, and
bonuses, while non-financial perks may include career advancement, skill training, and medical benéefits.
According to Nguyen et al. (2020) compensation and benefits create a strong relationship between
employees and the employers, suggesting that the compensation and benefits package of an organiza-
tion has a significant impact on the employee performance and the efficiency of the organization. For
example, employees who receive higher salaries and benefits than the industry norm tend to be more
efficient and inspired. Salary has been proven to motivate employees and substantially impact on the
turnover rate of an organization (Kalyanamitra et al., 2020). If an excellent employee is being underpaid
compared to the industry norm, it is highly likely that this employee will move to another organization
to fulfill their needs.

Hence, the authors suggest that organizations should pay attention to their salary packages and
update them according to industry norms to ensure their employees’ welfare is adequately taken care of.
Additionally, medical benefits can also affect employee performance. An organization with low medical
benefits could negatively impact the productivity of its employees (Leitdo et al.,, 2021). Having access to
quality healthcare could promote a healthier workforce, which enhances overall employee performance.
For instance, comprehensive medical benefits that provide good coverage could reduce financial burdens
and stress, allowing employees to fully commit to their job responsibilities.

Organization culture and working environment

Organization culture and working environment is the second most important factor that affecting the
employee performance in the banking sector. Seven themes were identified under this factor. These
themes explore various elements from the influence of diversity, innovation, and engagement in fostering
a positive workplace to the challenges posed by strict processes and lack of open communication. This
broad spectrum of themes indicates how deeply organizational culture permeates employee experiences
and organizational outcomes. Organizational culture refers to the shared values, norms, attitudes, and
behaviors of a particular workplace that influence how employees interact and behave professionally.
Promoting a strong organizational culture has been the focus of every organization as it could signifi-
cantly improve employee performance (Cherian et al., 2021). The role of organizational culture is to
promote shared values, such as diversity, innovation, collaboration, engagement, and commitment, which
fosters a positive and supportive culture (Mustaffa et al., 2022; Nusraningrum et al., 2024). For example,
employees who are aligned with a positive culture tend to be more active and motivated, resulting in
higher productivity and performance. Moreover, an effective organizational culture also improves collab-
oration and communication between employees. Organizations should foster an inclusive working envi-
ronment to encourage their employees to participate in business activities (Kuknor & Bhattacharya,
2022). When employees feel that they have a voice and can contribute openly, they develop a sense of
belonging and trust, leading them to be more accountable and responsible for their actions, which ulti-
mately improves their performance.

Recognizing the overarching importance of social capital within these contexts is essential. Social cap-
ital, defined as the networks, relationships, and shared norms within an organization (Rezaei et al., 2020),
is a foundational element that amplifies the impact of these themes. Social capital enhances the benefits
of a positive organizational culture by promoting deeper connections and trust among employees
(Gutierrez-Broncano, Linuesa-Langreo, Ruiz-Palomino, & Silva, 2024). This connectivity facilitates better
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communication, smoother collaboration, and a more resilient support system, which are crucial for maxi-
mizing job performance. Strong social capital ensures that employees are not just part of a workplace but
are actively engaged, supported, and empowered to contribute their best work, reinforcing the organiza-
tional culture’s positive effects (Gutierrez-Broncano, Linuesa-Langreo, Ruiz-Palomino, & Yanez-Araque, 2024).

Leadership and management

Leadership and management is the third most important factor affecting the employee performance in
the banking sector. This factor encompasses five themes that reflect the qualities and challenges of lead-
ership within the organization. These themes cover a range of leadership styles and management prac-
tices from supportive leadership that boosts employee performance to the negative impacts of
micromanagement and inadequate guidance. Leadership and management refer to the ability and capa-
bility of leaders or management to influence and guide their employees to work toward the organiza-
tion's goals (Teoh et al,, 2022). Leadership and management are crucial in the organization as leaders set
the tone of actions, unite their subordinates, and provide guidance to help their teams work towards a
common goal while ensuring productivity (Mercader et al.,, 2021). An appropriate and supportive leader-
ship and management style can significantly motivate employees and improve their performance (Hajiali
et al, 2022). For example, employees tend to be more motivated and engaged under leadership and
management who exhibit strong vision and effective communication skills and are committed to the
development and welfare of their employees (Xie et al., 2023). Strong leadership fosters a shared vision
and direction, which inspires employees to align with the organization’s goals. Prioritizing the develop-
ment and welfare of employees creates a sense of trust, making employees feel supported and valued,
which ultimately enhances their performance (Abdullah & Wider, 2022).

Job satisfaction and motivation

Job satisfaction and motivation is fourth most important factor affecting the employee performance in the
banking sector. This factor comprises 5 themes ranging from general job satisfaction and the effects of monot-
onous routines to the motivational impacts of autonomy and recognition. This variety shows the critical need
to address both the hygienic factors that prevent dissatisfaction and the motivators that drive employee
engagement and performance. Job satisfaction and motivation are crucial components in contributing to
employee performance as they can significantly impact productivity and satisfaction. Employees with high job
satisfaction and motivation tend to be more responsible and willing to align with the organization’s values
and goals (Riyanto et al, 2021). Research by Barba-Sanchez et al. (2024) highlights that entrepreneurship,
when combined with a strong enterprising tendency, can significantly enhance job satisfaction and overall life
satisfaction, particularly among individuals with intellectual disabilities. This suggests that job satisfaction plays
a vital role not only in traditional employment settings but also in entrepreneurial contexts, where it can
contribute to higher levels of performance and well-being. According to Jiang et al. (2020), employees with
high job satisfaction are more likely to be aligned with the assigned tasks and helpful to their colleagues,
while motivated employees tend to be more efficient and able to contribute high-quality work. On the other
hand, employees who are dissatisfied and demotivated are less dedicated to their job, which could affect their
performance and the overall organization’s productivity and profitability. Therefore, it is important for every
organization to understand what affects their employees’ job satisfaction and to come up with innovative
strategies to keep them motivated. Research by Riyanto et al. (2021) found that job satisfaction and motiva-
tion could increase employee engagement, which can significantly impact their performance. For instance,
highly engaged employees can improve teamwork and collaboration, fostering a positive work environment
that encourages creativity and high productivity. The authors also highlight that motivation can enhance
employees’ ability in problem-solving as they constantly seek improvements and self-development.

Work-life balance and flexibility

Finally, the dimension of work-life balance and flexibility turned out to be the least important factors
that affect employee performance in the banking sector. This dimension includes two themes, focusing
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on the modern organizational challenges of balancing work demands with personal life. These themes
are especially relevant in discussions about modern work arrangements, such as flexible working hours
and the integration of work-from-home models. This dimension’s limited number of themes does not
diminish its importance but rather emphasizes the critical nature of flexibility and balance in today’s
work environments. Although the impact of work-life balance and flexibility might not be the most
important factors affecting employee performance in the banking sector according to the experts, it is
useful to understand how work-life balance and flexibility could affect employee performance. Work-life
balance is defined as the optimal relationship between quality work and personal life (Bhende et al,
2020). The authors suggest that work-life balance and flexibility could increase the overall productivity
and performance of the employees. For example, employees who are allowed to maintain a healthy
balance between their professional responsibilities and personal lives would experience less stress and
therefore would be able to commit and perform better at work. Work from home (WFH) has been widely
applied by many organizations due to the impact of the COVID-19 pandemic, and WFH has proven to
promote work-life balance (Weerarathna et al., 2022). WFH can increase the flexibility of employees,
which contributes to higher performance. For instance, employees tend to be more productive and effi-
cient during work hours when given flexibility in a supportive work environment that promotes work-life
balance or remote work choices. Furthermore, when employees are given the freedom to balance their
personal and professional obligations, they are more likely loyal and devoted to their organizations,
which translates to better employee performance.

Recommendations

This research identifies compensation and benefits as the most crucial factors affecting employee perfor-
mance in the banking sector. It is essential for banking organizations to regularly review and adjust their
compensation strategies to align with or surpass industry standards to remain competitive and sustain-
able. Hongal and Kinange (2020) emphasize that competitive compensation significantly influences turn-
over rates, and high turnover can severely impact an organization’s efficiency and profitability due to the
high costs associated with recruitment, training, and licensing. Banks should develop transparent incen-
tive systems that reward performance and loyalty, and offer comprehensive benefits including health,
retirement, and wellness programs tailored to employee needs (Salman & Olawale, 2021).

Identified as the second most influential factor, a positive organizational culture and working environ-
ment significantly affect employee behavior and performance. Banking organizations should focus on
cultivating a supportive culture that promotes diversity, innovation, and open communication. Training
on diversity and inclusion, establishing open forums for feedback, and recognizing teamwork and inno-
vation can encourage a collaborative and engaging work environment. This strategic approach will help
in motivating employees and can mitigate issues related to strict processes and communication barriers
(Javed, 2024).

Leadership and management are pivotal in influencing employee performance and confidence within
the banking sector. Effective leadership that provides support and guidance enhances employee perfor-
mance significantly. Banks should invest in leadership development programs that emphasize supportive
and transformational leadership styles. Additionally, implementing a mentoring system and regularly
assessing leadership impact through feedback mechanisms can ensure that leaders positively influence
their teams and contribute to the organization’s goals (Nikoli¢ et al., 2020).

Job satisfaction and motivation are vital for maintaining high employee performance. The banking
sector should address factors that enhance job satisfaction, such as job design, recognition, and career
advancement opportunities. Research shows that motivation factors like training and rewards are highly
effective in enhancing performance (Manzoor et al., 2021). Creating clear career paths, acknowledging
achievements, and ensuring job roles are challenging and fulfilling can help alleviate job monotony and
boost motivation.

Although work-life balance and flexibility are considered less critical, their impact on employee per-
formance is significant, especially in high-stress environments like banking. Banks should promote flexi-
ble working conditions and support employees in managing their professional and personal lives
effectively. Organizations that support work-life balance report higher employee satisfaction and
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performance levels (Abdirahman et al., 2020). Introducing flexible working hours, remote work options,
and employee assistance programs can help employees manage stress better and improve overall
performance.

By implementing these recommendations, banking institutions can significantly enhance their internal
policies and practices, improving employee performance across the board. This strategic approach not
only addresses immediate performance issues but also builds a resilient and adaptable workforce pre-
pared to meet future challenges.

Conclusion

Grounded in Maslow’s Hierarchy of Needs, this research has provided critical insights into the factors
affecting employee performance in the banking sector. Utilizing the Delphi Method, we identified key
dimensions impacting performance, including compensation and benefits, organizational culture and
working environment, leadership and management, job satisfaction and motivation, and work-life bal-
ance and flexibility. The results underscore the need for strategic interventions to optimize employee
performance, contributing to the overall success and competitiveness of banking institutions. Among
these, compensation and benefits were highlighted as the most significant, directly influencing employee
efficiency and loyalty. The study also emphasizes the importance of cultivating a supportive organiza-
tional culture and effective leadership, enhancing job satisfaction, and recognizing the benefits of
work-life balance and flexibility. Overall, this research aims to guide stakeholders, such as managers and
policymakers, in implementing strategies that foster a resilient and sustainable business environment
crucial for talent retention and long-term success in the competitive banking sector.

Despite significant findings, this study faces several limitations. First, the generalizability of the results is
restricted as the study focuses exclusively on the banking sector. The factors identified may not directly
apply to other industries with different operational dynamics and employee demographics. Future research
should explore these factors across various sectors to enhance the generalizability of the findings. Additionally,
the Delphi Method’s reliance on expert opinions introduces potential biases and limitations in data collec-
tion. The method’s effectiveness depends on the selection of experts, and purposive sampling may influence
the reliability and applicability of the results. The iterative nature of the Delphi Method also poses chal-
lenges, such as the convergence of opinions and possible attrition, impacting the validity of the findings.

Given these, future research should further explore the application of Maslow’s Hierarchy of Needs
within the banking sector, especially in light of the study’s reliance on expert opinions through the
Delphi method. While this approach provided valuable insights, the potential biases and limitations
inherent in expert-based methodologies suggest a need for more empirical, cross-sectoral studies that
can validate and expand upon these findings. Future research could focus on how digital transformation
and evolving regulatory environments affect the fulfillment of both lower-order and higher-order needs,
as described by Maslow. Additionally, investigating the impact of varying organizational structures and
leadership styles across different industries would enhance the generalizability of the results. By ground-
ing future studies in Maslow’s motivational framework, researchers can offer more comprehensive and
actionable recommendations for banking institutions, ensuring that they are well-equipped to meet the
complex needs of their workforce in an increasingly digital and competitive landscape. This approach not
only addresses the gaps and limitations of the current study but also aligns with the reviewer’s sugges-
tion to deepen the theoretical contribution of the research.
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