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ABSTRACT
Training is one of the processes used in human resource development and it is a
key element in improving quality of customer service. With the proper training and
support, and a service environment that is customer-focused and humane,
employees will have the tools they need to give customers what they want and
deserve. The purpose of this study was to establish the impact of cu\stomer service
training on the quality of customer service at NIC Bank. The, objectives of the
study were to determine the various customer gservice“training programmes
conducted by NIC Bank, to find out the skills and competeneies required by NIC
Bank for excellent customer service deliverys,and tedestablish the impact of
customer service training on custonieg,service delivery.The study used case study
and descriptive research designs.¥The study findings indicated that majority of the
respondents receive specialstraining towards improving customer service delivery
58.3%. Results from the ‘tespondents also indicated that majority (70%) of the
respondents were aware of skills and competencies required for excellent customer
service delivery, Similarly, the majority of the respondents agreed that training has
made_performance more effective and serving customers better. The study
concludes|\that customer service training has a major impact on the quality of
customer service. Training is a key element in improving quality of customer
service. Finally, the study recommends that organisations should invest more

resources in facilitation of training.
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CHAPTER ONE

INTRODUCTION AND BACKGROUND OF THE STUDY

Introduction

Human Resource development is a set of processes for developing people at work
which should be linked to the business strategy of the organisation (Simmonds, 2003).
Training is one of the processes used in human resource development and it is a key
element in improving quality of customer service. With the proper training and support,
and a service environment that is customer-focused and humane, employees will have the

tools they need to give customers what they want and deserve (Kamin, 2003).

Backgreund of, the\Study

In today’s business world, ‘the quality of customer service, to a large extent
determines the success of a\business. More and more emphasis is being laid on
investment in customet service ‘quality in order to acquire and maintain a competitive
edge in the highly competitive®business environment. This can be done by offering
excellent customet, seryice that will not only attract new customers but will create loyalty
among existing eustomers. According to Harris (2007), the provision of customer service
is an important component of the business cycle. In many cases, customer service is the
positive element that keeps current business coming back. Kamin (2003) agrees with
Harris (2007) by demonstrating that service-producing industries are growing at a fast
pace internationally and are accounting for virtually all of the job growth, as predicted by

the U.S Bureau of Labor Statistics (1998).
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According to a research conducted by Peppers and Rogers Group (2009), 85
percent of companies state that customer experience will play a critical or very important
role in their competitiveness. Narrowing down to Kenya, customer service quality is poor
(Nesbitt, 2009). Companies therefore need to emphasize on the importance of the subject
of customer service. One of the ways of ensuring excellent customer service delivery and
quality is by training. ‘

Training

Training is one of the major functions of Human Resources*"Management (HRM).
It contributes to the human resource development, functionmef the human resources
management. This is because it is one of the methedshordprocesses used in capacity
building of the staff in an organization. Iraining iS\a key element in improving quality of
customer service. Good workers kiow that training is necessary for success on the job
and for future career growth, With thewproper training and support, and a service
environment that is customer-focused and humane, employees will have the tools they
need to give customers what they want and deserve (Kamin, 2003). Customer service
representatives,are the face of an organisation to its customers and general public. This
being the case; eustomer service staff must be adequately trained to deliver excellence in
customer. seryice. One of the major barriers to excellent customer service is lack of
adequate training skills (Harris, 2007).

Human Resource Development (HRD) is a set of processes for developing people
at work which should be linked to business strategy and integrated with other major

business processes such as supplier management or purchasing (Simmonds, 2003). He
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adds that the processes involved in HRD are training and development, performance
management and resourcing, among others. Hyland et al. (2000; as cited in Simmonds,
2003) asserts that to successfully develop human resources, an organisation must identify
the skills it needs now and in the future. These skills must enable the organisation to
achieve its strategic goals.

According to Gronstedt (2000), skill refers to the servicé \ability to resolve
customer incidents and service requests quickly and correctly"Training ‘needs analysis
can be used in establishing the skills that are needed_both mnew"“and in future for the
organisation. It is also important at this point to know that/training has to produce not
only results, but results that can be measured» Measuring, training results is one of the
main ways of determining the effectiveness of training. This is necessary for providing
feedback that is useful in future tfainingyplans. Simmonds (2003) argues that training
really takes place when skills,that,can bexdefined are developed until the competence
level is measurably enbanced. Training aims to provide employees with performance
improvement. Simimonds adds that the outcomes of training, therefore, must be tangible,
in that they should support and facilitate the organisations strategic aims.

Human Resource Management in Africa

Human resource management in Africa faces many challenges. According to
Kamoche, Debrah, Horwitz, and Muuka (2004), human resource management challenges
and problems in Africa have not been addressed critically in the mainstream literature.
Kamoche’s (2002) HRM issue notes that much work remains to be done to strengthen the

theoretical underpinnings of HRM and to bring about more effective management
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practices. These issues reflect important concerns about the way people are managed in
Africa (Kamoche, 2004). That also represent the kinds of impediments that managers
have to overcome before HRM comes of age. This includes the subject of training which
as indicated earlier, is one of the main functions of HRM.

Kenya as a country is therefore no exception to the generalisation made about
Africa’s state of training and development, as viewed by business or\ganisations today.
We still have a long way to go in instilling the value of training in our businesses.
According to Nesbitt (2009), customer service quality in.Kenyafis*poor: This means that
organisations have not taken a serious step in ensuring qualitysservice. The evidence in
Kenya suggests that training is largely treated’as‘a,cost, ‘andthe economic situation has
made it even more difficult for managess to view training as an investment (Kamoche et
al., 2004).

Identifying*Fraining Needs

For any training’ programme to be effective, specific training needs must be
established to determine the training to be conducted. There are various sources of
training needsyand these/'may include performance appraisal, previous mistakes and
errors, customer, satisfaction surveys etc. Evenson (2011) explains that one must first
analysevand ‘identify what needs to be improved from both your business and your
employees’ perspectives. He further offers that first focus on your business, establishing
needs as they specifically relate to the type of products or services you provide as well as

your customer needs.
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Next, focus on your employees’ needs and note strengths, areas of improvement,
additional technical or job skills training needed, and any behavioural issues (such as
poor attitude toward customers) that need to be addressed. Simmonds (2003) however
argues that the problem-centred approach to identification of training needs, too often
substantiates a view of training that is based on a reactive, responsive and unthinking
attitude. He asserts that time has come for a paradigm shift wheré a completely new

3

worldview of training and learning is required. Instead of seeingitrainingyas a ‘’cure or

fix> to a difficult situation practitioners need to harnesswinstead’ the benefits of
continuous learning.
Customer Service Quality Delivery

Customer service delivery is anything we do for the customer that enhances the
customer experience (Harris, 2007). Harris further defines customer satisfaction as the
customer’s overall feeling of contentment with a customer interaction. Moment (2008)
defines a customer as a person who relies on you for timeliness, quality, and accuracy in
your work. He argues that customers are not only limited to people who interact with
your business in order to receive a service or product as it is traditionally known. When
you serve your internal customers well and create an exceptional customer experience for
them, this will eventually have an effect on your external customers. Internal customers
include employees of an organization. When this group of people is well motivated, they
will perform their work more effectively thus leading to better quality customer service.

It is much easier to form loyal external customers when your internal customers feel

cared for and well supported (Moment, 2008). Customer service is an art, not a science,
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but we can identify common elements that make the art form more effective (Kamin,
2003).
Impact of Training on Customer Service Effectiveness

Training is a very important tool in attaining the required skill and behaviour for
the customer service staff. Training leads to a significant difference in attitude. Effective
training entails the whole person development, and not just transferring skills, the
traditional interpretation of training at work (Chapman, 2010). Many companies invest in
courses to improve the customer service skills of their serviee; Support and field staff
(Fonseca, 2010). The ratio of perceived performance.in relatiomste customer expectations
is key to maintaining satisfied customers (Allef» &Rao, 2000)» While the right training is
costly, the lack of it is even more costlyy(Goodmany, 2009). Goodman maintains that high-
quality training helps customer sérvice “attract and retain excellent employees while
developing their skills, enriching their knewledge and improving their job performance
and results. These practices translateyinto financial rewards.

NIC Bank Kenya

The banking industry in Kenya is growing at a very fast rate. The case in point for
this study is\the, NIC Bank. NIC Bank was incorporated in Kenya on 291 September
1959. Services “provided by NIC include demand, call and time deposit accounts,
overdrafts and loans, in local and all major foreign currencies. They also offer electronic
banking facilities, asset finance including staff car loan schemes, custodial services,
among others (NIC Bank, 2008). NIC Bank Group attaches great importance to staff

training and development and considers it a critical element of employees’ success as
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well as that of the Group (NIC Bank, 2010). It says that all employees of the Group are
committed to offering the highest standards of service delivery. A vital component of the
growth and success achieved by the NIC Bank Group is the performance of its employees
(NIC Bank, 2010).

According to the NIC Bank annual report (2011), the bank supperts employees’
growth and development. They carried out people management skill§ Zievelopment right
from supervisory skills to effective leadership for senior management ‘staff. Training
programs for technical competencies were also carried.out throughout the year and it
included areas such as: SME strategy for business bankingjfiskemanagement for middle
to senior managers, fraud forgeries and defal€ations‘fortopérations staff, excellence in
customer service, financial modeling and anti- Money laundering and KYC training
across the Bank.

The training program is designed“to attain the highest standards in the financial
services industry and is‘fcontinuously, benchmarked with other leading players. The group
policy is to provide training, that strikes the appropriate balance between short and long
term resourcésequirements with regard to the size and complexity of its operations and
the enduring desire toyoffer the highest quality of service (NIC Annual Report, 2011).
According toythe annual report (2011), NIC bank considers on-the-job training as the
foundation upon which all other types of training depend on. It indicates that the learning
process is fully supplemented by a mentoring program; and the role that experienced
members of staff play in training their colleagues is acknowledged. In addition, tailor

made courses and workshops are arranged to meet specific skill and knowledge
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requirements. It has been emphasized that much attention has been given to enhancing
customer care skills and uniformity of customer experience across the branch network
and at each of the subsidiaries (NIC, 2011).

To attract and retain this caliber of employees, the Group has built and sustained a
healthy, vibrant environment where people are treated with respect, are remunerated and
rewarded for their performance, have opportunity to develop their cafeers professionally
and have room to be creative (NIC Annual Report, 2011). It ‘asserts that, securing and
retaining the confidence of customers is critical to success.in any industry and none more
so than financial services. It affirms that the NIC Bank Group they strive to remain close
to customers and responsive to their needs.«Thesauthorisdkeen to note that it is the
customers’ support that has enabled the,growth achieved in the previous year. NIC Bank
commits to fulfilling and exceeding, thein, customers ‘requirements and expectations in
2011 and beyond.

As mentioned earlier, excellent customer care leads to success of the business.
This is because it leads to, both increased customer base, as well as loyalty among
existing customers, to your business. The Bank confirms this by stating that in spite of the
expansion injthe, total loan book by 25 %, the quality of the Group’s lending business
improved considerably, as reflected by the reduction in impairment charge on loans and
advances to KHz 317m (2009-463m). This mainly reflects robust credit selection,
appraisal and approval processes, and the effective and regular interaction with

customers, especially in times of distress (NIC Bank, 2010).
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Problem Statement

In the era of liberalization, privatization and globalization, the banks have
benefited immensely from the market dynamics and adopted universal banking practices
to foster stability and operational effectiveness. Attracting, retaining and serving the
customers with appropriate products and services by strengthening the supply chain are
becoming the win-win strategy for the organizations (Barlow, 2068). The banking
industry as a whole is not an exception to that. With the transformation of “sellers’
market” to “buyers’ market”, especially in the context.ef presentyeconomy steered by
consumerism, customers are highly focused. Thus, it seems¢that.customers' service with
the passage of time has become a pivotal issuerin‘formulating’business strategies. In the
changing socio-cultural milieu, the banks as\service providers have aptly realized the
necessity for extending appropriatéyserviees,to the end users from time to time (NIC
Bank, 2008). Customer service,is ayvital function in any walk of life and especially so in
business and service organizations ‘like banks (Harris, 2000). Continuous improvement,
gaining the competitive edge, increased market share and higher profits are not possible
unless business, can find effective ways of maintaining the legality of the existing
customer.

Despite “the increasing effects on training of organizational employees by
organizations, there is still limited literature on human resource development issues in
developing countries and increasing concerns from organizational customers towards low
quality services in the banking sector (Fonseca, 2010). It is further worth noting that

while much is known about the economics of training in the developed world, studies of
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issues associated with training in less-developed countries are rarely found (Kamoche et
al., 2004). The existing studies in this relation have taken a general human resource
management (HRM) focus creating a gap on issues such as the effect of training on
employee performance. Nesbitt (2009) adds that some banks may falsely believe that
since they have had some customers for so long, these customers are eternally loyal to the
bank and will not take their businesses elsewhere. According to Kafnoche.et al. (2004)
service quality is the function of “customers’ expectation”“and “service providers'
performance. This study therefore aims at assessing the impactyof ‘customer service
training on the quality of customer service delivery,at NIC Banks
Purpose of the Study.
The purpose of this study was to,assessithetimpact of customer service training on
the quality of customer service delivery attNIC Bank.
Objectivesiof the Study
i. To determine the various customer service training programmes conducted by
NIC Bank.
ii. To find, out the skills and competencies required by NIC Bank for excellent
customenservice delivery.
iii.  To establish the impact of customer service training on customer service delivery.
Research Questions
The study was guided by the following research questions formulated to aid in gathering
the information regarding the research topic:

i.  What training programmes did NIC Bank conduct?
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ii. ~ What skills and competencies did NIC Bank require in order to provide excellent

customer service delivery?

iii.  What was the relationship between customer service training and the level of
customer service quality?
Justification of the Study

Harris (2007) asserts that one of the major barriers to excellent, customer service
is lack of adequate training. This problem is widely experieficed in,many organisations
worldwide. It is therefore not exceptional that the “Kenyan organisations could be
experiencing similar problems. According to Nesbitt,(2009), customer service is very
poor in Kenya. Many organisations are not ready tovinyest adequately in training of the
customer service staff due to lack of knowledge of its impact.

According to Peppers and Rogers Group (2009), only 62 percent of companies
provide effective tools andytraining to gain trust with their customers. The assumption
that someone’s ability to be a‘peoples person or someone with a great attitude is enough
to deliver quality custemer service as Harris, (2007) asserts, needs to be explored. This
statement i§,one ‘of the“justifications of this study. It is important to undertake this study
to explore,if training on customer service has a direct impact on better quality customer
service delivery that leads to higher customer satisfaction.

It is also of interest to note that a study on impact of training on customer service
delivery and satisfaction has never been conducted in NIC Bank. Research findings in
this study will help the management of NIC Bank Ltd to develop strategic training

programmes that will enhance excellence in their customer service quality. In addition,
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the findings of this study will advance knowledge on training programs that yield
excellent customer service both locally and globally.
Significance of the Study

i.  The findings of the study would be relevant in informing the management at NIC
bank and other organisations on the impact of training on the quality of customer
service and customer satisfaction. ‘

ii.  The results could provide a basis for designing of training courses that have a
direct impact on customer satisfaction. This would bewsSeful in‘ensuring highest
possible levels of customer service delivery hence higher,customer satisfaction.

iii.  The research would add knowledge tefresearch on training on customer service
and its effectiveness in the financial seéctoriand stimulate further research in other
sectors apart from the banking sector®

iv. The research makes' recommendations on actions that banks and other
organisations must take' regarding training on customer service.

v. The findings of theystudy would add to the scholarly knowledge on impact of
training on customer service delivery.

Assumptions of the Study

i.  The researcher got full cooperation from all stakeholders who were approached in
the study.

ii.  NIC Bank management maintained proper and accurate records on customer

service training and training evaluation/results from time to time.
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Scope of Study

The research was conducted at NIC Bank headquarters in the Nairobi Central
Business District. The study involved the management team and customer service staffs.
Data was collected from managers and customer service staff working at the headquarters
office in Upper Hill, Nairobi. The bank is selected because it is one of the major Banks in
Kenya and its customer base is a good representation of Bank custofiersin Kenya. The
study took approximately five months to completion.

Limitations and Delimitations of the Study

The respondents could have failed to give accurateminformation, especially
because of the confidential nature of the banking‘industry, which could affect the results
of the study. To mitigate this limitation, respoendents, were informed that the research is
intended for academic purposes “only, %and that responses were handled with the
confidentially it deserves.

Definition of Terms

Training: Any fotm of processtdesigned to facilitate learning in the target audience,
where learning, iS\the process that enables someone to acquire new attitudes, skill or
knowledge (Bray, 2007).
Customer: A'person who relies on you for timeliness, quality, and accuracy in your work
(Moment, 2008).
Customer service: Creating and delivering the service in the customer’s presence,
providing information, taking reservations and receiving payment. (Lovelock & Wright

1999, p. 252; as cited in Kandapully, 2012)
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Customer service providers: Those people who do the provision of service to customers
before, during and after a purchase (Kandapully, 2012).
Customer satisfaction: This is the customer’s overall feeling of contentment with a
customer interaction (Harris, 2007).
Summary

This chapter covers an introduction to the research by first deﬁning training and
the background information on the importance of customer service training. The chapter
further discusses the impact of customer service _training on customer service
delivery.The problem statement emphasized on customergservice training in Kenyan
companies with the aim of establishing research gap.It has also provided the purpose of
the study, objectives and the research questions have been outlined including the
limitations, delimitations, assumptions, asywell as the significance of the study. Finally,
the key terms used in the chapterjare defined. The next chapter is a review of related
literature which emphasizes the background of the subject and its importance to customer

service delivery.
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CHAPTER TWO
LITERATURE REVIEW
Introduction

This chapter aimed to bring out the concepts of the two variables, training and
customer service quality as well as their relationship. The chapter also reviewed other
studies done in the area of training and customer service as presented by different
scholars. In addition, the theoretical framework upon which this study was based was
discussed. Finally a conceptual framework linking the independent, intervening and
dependent variables were illustrated diagrammatically.

Human ResourceManagement

Human resource management (HRM) refers,to, the policies, practices, and systems
that influence employees’ behaviour, attitudes, and performance. HRM involves various
practices including HR planning:janalysing and designing work, determining human
resource needs, recruitment andysclection: attracting and choosing potential employees,
training and development: teaching employees how to perform their jobs and preparing
them for thewfuture, compensation: rewarding employees, performance management:
evaluating their, petformance and employee relations: creating a positive work
environment (Noe, Hollenbeck, Gerhart, & Wright, 2008).

Training is one of the functions of HRM. There is need for training in the
industry. Monappa and Saiyadain (1993) note that there is continuous environmental
pressure for efficiency and if the organisation does not respond to this pressure it may

find itself losing rapidly whatever share of market it has, employee training therefore
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impacts specific skills and knowledge to employees in order that they contribute to the
organisation’s efficiency and be able to cope with the pressures of a changing
environment.
Training Design
Noe et al. (2008) define training design process as a systematic approach for

developing training programs. The following are the steps in the trainin;g design process.

Needs Identification

This step identifies the specific job performance skills needed, analyses the skills
and needs of the prospective trainees and develops)specific, measurable knowledge and
performance objectives (Dessler, 2003). It is generally,the process used to determine if
training is necessary. Needs assessment typically involves organisational analysis, task
analysis and person analysis and they are ‘defined as follows (Noe et al., 2008):
Organisational analysis invelves, determining the business appropriateness of training,
given the company’sdbusiness strategy, its resources available for training and support by
management and peersyfor training activities; Person’s analysis involves determining
whether; Performance deficiencies result from a lack of knowledge skill and ability or a
motivational ‘or aswork design problem, Identifying who needs training, determining
employeenreadiness for training; Task analysis includes identifying the important tasks
and knowledge, skills and behaviours that need to be emphasised in training for
employees to complete their tasks. After identifying the training needs of staff in the
organisation, then you move to step two which is ensuring employees’ readiness for
training.
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Designing a Training Programme

This involves deciding on, compiling and producing training program content
including work books, exercises (Dessler, 2003). Developing training material is a task
that supports competency building and also reflects it. Lynton and Pareek (2000) argue
that the most useful materials are developed from within the working.settings which
training is to address. He asserts that the production of a steady flow offresh training
materials is characteristic of strong training systems.

On selecting training methods, Noe et al. (2008).suggest that there are various
training methods that can help employees acquire new knowledge, skills, and behaviours
including workbooks and manuals, instructorzéd €lassroom,Video, we-based self-study,
role play, case study, satellite TV, simulations, e=learning, among others. The training
manager should select the most appropriate ‘methods for his team based on the previous
analysis stages in this process that he has cenducted.

Implementation of Training

This involyes actually training the targeted group (Dessler, 2003). The training
content should, be meaningful and the organisation should provide opportunities for
practicing what, is ‘learnt. The training program should be well coordinated and
administered and the training content should be committed to memory (Noe et al., 2008).

Evaluating Training Programs

This involves assessing if the training objectives have been achieved (Rodwell,

2007). Training programme evaluation is done to see how well its goals have been met

and whether this is the best method for reaching the goals (Dessler, 2003). Dessler
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reveals that research has found that businesses were operating below labour productivity
levels and significant increases in productivity growth after implementing new employee
training programs. Employee competencies change through effective training programs
(Wright & Geroy, 2001). There are four levels of employee evaluation as suggested by
Torrington and Taylor (2008). These levels are reaction level that evaluates trainees’
reactions to the program, whether they liked it or not; Learning [evel™that evaluates
whether the learning objectives been met; behaviour level that evaluates how individual’s
behaviour changed back in the job and whether employeesfare, more courteous to
disgruntled customers; results and impact on the bottom line'that,cvaluates the impact of
training on the bottom line or whether the» number of customer complaints about
employees drop? Torrington and Taylog,(2008) and Dessler (2003) agree with the above
points which he refers to as training'effects, toymeasure.
Training In-puts

Monappa and Saiyadain, (1993) suggests that there are three basic types of
training inputs: skills, attitudes®and Knowledge insisting that training activities in an
industrial orgamisation are aimed at making desired modifications in skills, attitudes and
knowledge of employees so that they perform their jobs most efficiently and effectively.
On the skill input, he adds that training an employee for a particular skill is undertaken to
enable him to be more effective on the job, Attitude; training programmes are aimed at
moulding employee attitude to achieve support for company activities, and to obtain
better cooperation and greater loyalty, and on knowledge; for a worker knowledge is

specific to his job, material product and quality and standard of product.
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Chapman (2010) suggests that training should be about whole person
development and not just transferring of skills. Chapman (2010) further suggests that
training is a significant difference in attitude, explained in more detail on the training or
learning. It should enable learning, facilitate meaningful personal development and help
people to identify and achieve their own personal potential. Werner and Desimone (2009)
agree with him by asserting that the goal of training goes beyond ensurfng that the trainee
learns the task or material being presented. It is equally important that'newly learned
material is retained.

NIC Bank (2010) points out that training program for technical competencies
have been carried out throughout the year in areas of Customer service excellence among
others. Goodman (2009) agrees that, while the right training is costly, the lack of it is
even more costly. Everyone throughout an organisation can benefit from training and
development to enhance their attitude towards the customer-their behaviour, knowledge
and skills (Cook, 2011). Cook explains that a further consideration in the development of
a customer service strategy is the need to develop quality people within the organisation.
This can often lead to a re-evaluation of the recruitment, training and development
process, as well as career progression.

Givenithe rapid changes that all organisations face, it is clear that employees must
continue the learning process throughout their careers in order to meet these challenges
and this also applies with the customer service providers (Werner & Desimone, 2009).
This need for lifelong learning will require organisations to make an ongoing investment

in human resource training and development. Goodman (2012) cited in the customer

19

Archives

Repository

Copy



Daystar

Library

University

service newsletter suggests that managers can help create a better work environment
despite the tight economy by creating personal development plans for their employees, if
only by giving customer service providers exposure to other areas in the company that
they might be interested in. The author argues that as more and more service people
become experts, the number of call transfers reduces dramatically and as,agents become
savvier in more areas, effectiveness goes up. ‘
Various Training Programmes in Customer Service'delivery:
Knowledge of Product and Service

Customer service staffs have to be trained about\thesproduct or service they
present to customers. Evenson (2011) emphasiseston thetimportance of making a list of
your customer service training needs as,they specifically relate to the type of product or
service you provide, as well as youtycustomess’ needs. Murley (1997) states that product
knowledge includes being upto date withwall relevant aspects and being willing to learn
in order to add the knowledge base. Unfortunately, too many organisations simply put
their customer-facing staffyintotthe service ring without any brand training (Barlow,
2008). The author adds that most organisations assume that people who interact with
customers are knowledgeable about basic human interaction and will therefore intuit the
appropriate way'to behave toward customers. But there is no way to achieve appropriate

on-brand behaviours without at least rudimentary brand or product knowledge (Barlow,

2008).
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Presentability

Training on presentably is also very crucial. How you present yourself acts as the
first impression to the customer. Evenson (2011) defines first impressions as mental
snapshots you take when you first encounter a person or situation. He states that they
include a person’s looks and actions: general grooming and cleanliness, clothing, tone of
voice, attitude, body language, and posture. Together, these elefentswmake up an
individual’s personal style. Organisations should therefore consider presentability as an
important training programme.

Tenacity

Murley (1997) describes tenacity as havingithe, energy’and stamina to keep going
despite setbacks and the monotony of reutine,'not'giving up and having the drive to keep
trying to find a satisfactory solutionybeing, self-disciplined and in control of feelings and
reactions, and staying calm “and ‘unflappable despite provocation and pressure. It is
possible to attain tenacity after effective training.

Communication

Getting,it tight through effective communication skills can change one’s life and
relationship \\ dramatically (Nielsen, 2008). Nielsen argues that with effective
communication,’ you can make positive changes as well as strongly influence other
people and circumstances. You need to equip your customer service staff with
information, tools, techniques, and ideas that assists in creating positive customer
transactions (Barlow, 2008). He further emphasises that people who manage customer

relations must grasp how customers store, retrieve, and reconstruct memories of every
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interaction with a firm. Thus every customer interaction can make-or-break a brand.
Effective communication is very important in this case.
Telephone Techniques

In all large companies customers are being lost every day because of the way in
which they are dealt with over the telephone. The sad thing is that the companies
concerned often don’t even recognise the symptoms, let alone the caulSes (Murley, 1997).
More and more organisations are meeting people over the telephone. Brendremer (2003)
agrees that no matter what industry or type of business.you tedinjsthe telephone can be
used as a tool for offering top-notch customer Service as well as generating repeat
business from existing customers. Murley (1997) eencludes that it is therefore crucial for
companies to ensure that every time customers,call, they are dealt with in a professional
and effective way.

ConflictResolution

Paying attention’by servicing,a complaint produces customer satisfaction because
people love to be fioticed. Profitfrom resolving customer complaints equals profits from
future purchases plus profits from referral purchases (Tschohl, 2011).

Time Management

Timeimanagement is a perennial issue, one where good practice can enhance the
performance and success of almost any executive or manager, in any business and at any
level (Forsyth, 2013). Time management is something that will influence how you are

perceived by others within and outside the organisation.
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Organisational Structure

Organisational structure is one of the intervening variables in this study.
Organisational structure influences the dependent variables like training and training
programs in bringing out the desired goals of an organisation such as excellence in
customer service. Aquinas (2008) defines organisational structure as the formal system of
task and authority relationships that controls how people are to cooperafe and use
resources to achieve the organisation’s goal. Abrahamwicz (2009)‘supportsithis by
adding that the organisations structure encompasses depasrtmentss employees, their
responsibilities, resources as well as relations among them. ‘A’ good organisational
structure will be of significant benefit in achieving'an organisational goals and strategy
where as a bad structure will be a significant hindrance (Moore, 2002).

Organisational structure can‘emphasise the value-adding operations by attributing
revenue to them, insisting that'there,is an interaction between organisational structures
and coordination systems' (Dugdale,"2010). This shows that if training is considered as a
value adding operation by an organisation, then good investment will be made on the
same. As an intervening variable of this study, organisational structure influences training
decisions and precessed in achieving organisational goals such as effective performance
in customer service. Richmond (2004) emphasises that organisation structure determines
how responsibilities are allocated, how decisions are made and how processes are linked
and co-ordinated. He offers that benefits of a good structure include efficient use of

resources and efficient performance in all areas at all levels. A good organisational
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structure is needed because it leads to the optimum utilization of human skills and efforts
(Dutt, 2006).
Organisational Culture

Organisational culture plays a big role in determining the quality of customer
service in any given organisation. Alvesson (2013) defines organisational culture as the
set of shared values and norms that controls organisational members’ interaetions with
each other and with people outside the organisation. Managers speak of developing the
right kind of culture for example a culture of quality or a.culturefcustomer service,
suggesting that culture has to do with certain valuesthat managers,are trying to include in
their organisations (Schein, 2010). This meansf@an organisation’'can choose to develop a
culture that emphasises excellence in customerservice or not. Schein (2010) states that
culture is to a group what personality, or character is to an individual.

Culture is regarded as amote or lessicohesive system of meaning and symbols, in
terms of which social inferactionitake place (Alvesson, 2013). Culture and development
are vitally related (Pareek, 2006)» Pareek suggests that the climate of the organisation can
promote relevant motivation required for organisational effectiveness.

Pareek/(2006)showever introduces the idea of counter-culture, stating that it
directly'opposes'the organisations core assumption, values and beliefs. These counter
cultures, he says, create the potential for conflict among employees. Overall, Schein
(2010) offers that there is always an implication that having a culture is necessary for

effective performance and that the stronger the culture the more effective the
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organisation. As such, the stronger the customer service culture the more effective the
organisation will be in the area of customer service.
Organisational Policies

Company policy as a factor is an intervening variable in this study. Organisations
act through policies and therefore, for training to take place in an organisation and for
customer service excellence to be emphasised, then policies must infornand guide the
activities of an organisation. Eason (2005) notes that for centrol and coordination,
policies are given to govern the way in which activities, arescoordinated in pursuit of
goals. Jakupec and Garrick (2000) agree with, him “bymfurther suggesting that
organisational policies can be aimed at increasing the flexibility of education and training
provision. Human resource policies andypractiees including policies on selection, training
and development programs, performanege\evaluation method, have an impact on
dependent variables (Robbins'et al’}, 2009)m=Companies have patterns of legal compulsion
for action to control human behavieur and organisational activities, through the use of
policies as controlinstruments (Chirawu, 2012).

NIC Bank

NIC Bank is‘a financial institution in Kenya. NIC Bank Ltd (formerly National
Industrial Credit Bank Limited) was incorporated in Kenya on 29th September 1959 as a
joint venture between Mercantile Credit Limited and Standard Bank (NIC Bank Annual
report, 2011). It was among the first non-bank financial institutions formed to provide
hire purchase and installment credit finance facilities in Kenya. NIC Bank went public by

listing on the Nairobi Securities Exchange (NSE) in 1971 (NIC Bank Annual report,
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2011). According to the NIC Bank Annual report (2011), Barclays Bank (K) Limited
(BBK) acquired 51% of NIC Bank’s total shares through the acquisition of Mercantile
Credit Limited in the 1970’s and thereafter Standard Bank’s shareholding in the 1980’s.
Between 1993 and 1996, BBK divested all of its shares in NIC Bank by selling them to
the public through the NSE.

In order to effectively diversify into mainstream commercial bénking, NIC Bank
merged with African Mercantile Bank Limited (AMBank) in November 1997, through a
share swap (NIC Bank Annual report, 2011). NIC Bank Groupshas“an enormous focus on
attracting and developing talent to ensure it has the best possible team for current and
future business needs. He offers that it iseemployeeshwho build relationships with
customers, who identify the opportunities — both large and small — and who provide the
service that ensures NIC continues to,grow,and improve as an organization. This is one of
the reasons why NIC bank invests in training.

Quality Customer Service Delivery

A company will maintain quality customer service if it shows commitment of the
same at théwcorporate strategy level. As Cook (2007) points out, best practice
organisations, @nsures that customer satisfaction always appears as a key corporate
objective. Therefore there is need for a holistic approach to customer service in every
successful business or company. She goes on to say that quality and service cannot be
seen in isolation (Cook, 2007). Senior executives should take a holistic approach to
service strategy and not confine their plans to any one aspect of the business. Rather, a

service strategy should encompass all areas of an organisation’s activities which impact

26

Archives

Repository

Copy



Daystar

Library

University

on the customer, including such elements as image, sales promotion, location and
availability, timeliness, value, delivery, customer support, customer and supplier
relationships.

Due to increased availability of knowledge and competition, consumers are very
knowledgeable and expect excellent services. This presents a challenge to employees
who interact with customers (Noe, 2008). What happens to thé “cUiStomer service
providers then? They are left with no choice but to put in all their energy. in equipping
themselves fully to meet the need of the current customer. It'isfclear that customers are
even willing to pay more in order to receive a betfer serviee. The way in which service
providers interact with customers influences “a ‘company’s image and financial
performance. Employees need product knowledgevand service skills and they need to be
clear about the types of decisions they canymake when dealing with customers. Customer
service is a strategic training and development initiative (Noe, 2008). Even in a negative
economy, customer experienceénis‘a high priority for consumers, with 60% often or
always paying mofe for a better experience (Harris, 2011).

Training,_on customer service skills is one major way of equipping customer
service agents/as, well as empowering them. In fact, one of the most common barriers to
excellent customer service is lack of adequate training. Goodman (2009) asserts that
while the right training is costly, the lack of it is even more costly. Carnevale (2000; as
cited in Gronstedt, 2000) asserts that Motorola trains to solve performance problems.
Gronstedt states that the company makes extraordinary commitment to training,

emphasising that the average Motorola employee receives an average of fifty seven hours
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of training every year. He further reports that Motorola’s employee productivity
improved 204% over a nine year period as a result of its training.

According to a report by Aberdeen, as cited by Zaibak (2010), on customer
experience management, the top three drivers for investing in customer experience
management are: 42% - to improve customer retention, 33% - to improve customer
satisfaction and 32% - to increase cross-selling and up-selling. Thesé statistics bring out
the objectives of investing in customer service as well as emphasizing'the increasing
importance of doing so. 76% of companies motivate employees‘to'treat customers fairly
and 62% provide effective tools and training to théir customemservice providers to gain
trust with their customers (Peppers & Rogers Group, 2009). When it comes to quality and
excellence in customer service delivery, training, is standing out as one of the key
investment areas. Most literature is\tevealing, that training is very crucial in excelling in
customer service quality. Fonseca (2011) indicates that many companies invest in courses
to improve the customer Sservicey skills of their service, support and field staff.
Consequently, the(researcher wants to establish the effectiveness of training on customer
service quality,by, studying the two variables of customer service and training in NIC
Bank Kenya Limited:

Trends in Customer Service Quality Delivery

There are several new trends in customer service delivery and these calls for more
emphasis on continuous training on customer service in order to remain competitive in
the market. Harris (2007) asserts that the assumption that someone’s ability to be a

people’s person or someone with a great attitude is enough to deliver quality customer
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service needs to be explored. According to the customer service newsletter (2012), there
are various new trends in the customer service field. One of these is smart phone
integration. Spunt of IBM Global Business Services cited in the customer service
newsletter (2012) suggests there will be a number of buzzwords coming from the
technology sector and one of them is “smart phone integration”. This involves creating
applications that customers can use to interface with their organisations, making them
smarter in terms of the information and resources they have available to them, but also
raising customer expectations that customer service agents will also be smarter, faster,
have access to even more information, and be more responsive to their questions and
needs (Harris, 2007).

Second is the 2020 vision. The Customer service newsletter (2012) points out that
this not only means having a clearer vision, but also being able to see ahead, or see into
the future. Evenson (2011; as cited in Customer Service Newsletter, 2012) argues that
managers have to find ways to provide the optimum customer experience, not only today,
but to project ahead to the year 2020. Evenson further argues that companies should not
be satisfied in keeping pace with technology and other developments, but look to the
future. She emphasises on the need to understand that looking closely at today’s picture is
important, but consider how you can continue providing exceptional customer service
today, tomorrow and in years to come.

Third is the multimedia. According to Suttle and Vest (as cited in the Customer
Service Newsletter, 2012), visual technologies like virtual reality will continue to grow in

2012, helping companies and their products to stand out and offering a multi-sensory
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experience. Multimedia displays will be used to convey enhanced product information to
educate consumers about product features and benefits. These technologies will continue
to help companies better inform their customers about how a product will function. Other
trend can be observed as follows:

More Power to the Customer;

Dovey (2010) as cited in Zaibak (2010) explains that customer service used to be
controlled exclusively by companies with customers having little to say or impact in the
process. She however states that with the growth of communication channels such as
forums and social media, poor customer experiences can be communicated to the world
in seconds. Ngatia (2012) adds that the recent upsurge in consumer generated messages,
mainly on the social media and other platforms, shows just how businesses could be
disconnected from the day to day realities of their customers. Some like twitter are
instant, whether during or immediately after an experience.

A research by White House Office of Consumer Affairs (2010) reveals that a
dissatisfied consumer will tell between 9 and 15 people about their experience, about
13% of dissatisfied customers tell more than 20 people. According to the customer
service newsletter (2012), social media, mobile technology, and others is probably the
most important issue facing customer service managers now and in the future. Typically,
the first things companies think about when using social media for customer service is
simply to monitor social media sites, wait for complaints, and then go in and try to save
the situation (Hyken, 2012). Then the second thing is to begin to push content out there to

improve the customer experience.
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Customer Service as a Bigger Differentiator

Competitiveness in the market has grown to greater heights. As the
competitiveness grows, organizations strive to seek innovative ways to differentiate
themselves and customer service is a key area to do so (Zaibak, 2010). The author adds
that over 80 percent of North America companies view the customer experience as an
area of differentiation. According to the American Express Global CuStomer Service
barometer (2011), 59 percent of customers will try a new brand or company for a better
service experience.

Computer Telephony Interface (CTI)

Zaibak (2010) states that CTI lowers the average call time by providing the
customer agent with details about the customer. Customers are happy because they avoid
answering a list of trivial questions at the start of their call. The author adds that the
combination of lowering support costs while improving customer satisfaction means CTI
penetration will grow in future.

Customer service strategy

Excellent customer service is not an accident but the result of a well thought- out-
plan (Harris, 2007). Harris asserts that the most important step toward achieving excellent
customer. seryice is developing a strategy. Cook (2011) agrees with Harris (2007) that
strategy makes up the final facet of the customer service diamond — vision, values,
objectives, strategy. The author emphasises that to create a customer service strategy,
long-range plans on such critical issues as customer-focused processes, human resources,

innovation and so on should be put in place to meet customer demands. For customer
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service in a corporation to be seen as key to the business success, it should be
incorporated in its vision. Gronstedt (2000) refers to this as developing a customer centric
vision. The author however quickly point out that it might be a challenge to develop a
vision that is specific enough to provide real guidance yet is adaptable enough in today’s
rapidly changing environment. All things considered, it is important to,be strategic in
customer service delivery. ‘
Customer Satisfaction

According to Schiffman and Kanuk (2007),..custemen, satisfaction is the
individual’s perception of the performance of the product or service in relation to his or
her expectations. When a customer’s expectationsiarey,mét, they get to a level of
satisfaction. Excellent customer servicesby agents leads to customer satisfaction which in
turn leads to customer retention.

Measurementof Satisfaction

Harris (2007) #Suggestsy, that, when attempting to measure our customer’s
satisfaction, expectations and perceptions must be considered. The author offers that to
measure satisfaction, frequent questions must be asked of many customers and this can be
done througha survey. The author further points out that to effectively measure customer
satisfaction, we must look at the customers’ situations from their perspectives.

Customer Retention

Good customer service skill is required in order to retain customers. Harris (2007)

defines customer retention as the continuous attempt to satisfy and keep current

customers actively involved in conducting business. As research has shown, it is cheaper
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to maintain existing customers than attracting new ones. Cook (2011) indicates that a
company’s ability to attract and retain new customers is a function not only of its product
or product offering but also the way it services its existing customers and the reputation it
creates within and across marketplaces. Schiffman and Kanuk (2007) argue that in almost
all business situations, it is more expensive to win new customers than to keep existing
ones. They go on to reveal that studies have shown that small reddictions in customer
defections produce significant increases in profit because: Loyal customers buy more
products, loyal customers are less sensitive to price and pay lessfattention to competitors’
advertising, servicing existing customers who at¢ familiar with firm’s offerings and
processes is cheaper, loyal customers spread®positive word>of mouth and refer other
customers. This calls for more emphasis on ‘training, on customer service in order that
employees continually work towards,customer retention. When customers are happy with
a service, they will always come back.
Customer Empowerment

Customers| around ‘the globe are becoming increasingly savvier, demanding,
cynical, pricesconscious,/and empowered with relentless appetite for quality, service,
customisation, eonvenience and speed (Gronstedt, 2000). With this kind of customers,
one cannot afford to be rigid with traditional approaches to customer service. The level of
dynamism in customer behaviour is simply too high in today’s world. There is therefore
need to empower customer service agents to meet each customer’s specific needs. Harris
(2007) states that customer service empowerment is to enable or permit customer service

providers to make a range of decisions to assist their customers.
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Training comes in very strongly at this point. One of the most significant fruits of
training is an empowered customer service agent. When one is knowledgeable and
confident in their area of work, they are definitely empowered to make good decisions.
As Harris (2007) puts it, empowerment does not just happen. It is the result of a
company’s focused efforts to establish guidelines, train employees, accept,consequences,
and celebrate positive results. ‘

Skills in Customer Service

Once a company has the infrastructure and the.vision of, a customer service
culture, together with internal procedures and systems to supportiit, they must concentrate
their effort on enabling staff to develop skillspattitudes andébeliefs to deliver customer
service “messages” in a way which will,ensure, that the customer feels valued as a result
of the interaction (Murley, 1997).5Someyof, the skills requires for excellent customer
service are as follows:

Productand Service Knowledge

Knowledge of the produet or service is key in ensuring the success of a service
provider in ‘pleasing the /customer. Most questions of a customer revolve around the
product or service offered by the business. Customers are most pleased when their
attendant notonly knows the product or service fully but also goes a step further in giving
them a good experience (Kamin, 2003).

Telephone Skills
As a customer service agent, the telephone usage is key in your day to day

operations. There is need for learning courteous language that is acceptable when
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engaging a customer through the telephone. Hopper (1992) states that the telephone may
be our most important communications medium, adding that it is surely the primary
electronic medium for interpersonal communication.

Problem Solving Skills

One main need that customers have when they contact a company is to solve their
problem in relation to the company’s product or service. Effective prol;lem solving skills
will not only increase the effectiveness of a customer service providery but will also
reduce the time spent on one customer (Gronstedt, 2000).

Measuring the Customer Service Skill

Knapp (2011) indicates that when the®service, providers lack the required skill,
customers may simply give up and take their\business elsewhere. The service provider
must convince customers that contdeting himyor her is the fastest, cheapest, and best way
to obtain a solution. He maintains that the'person must be able to handle any request that
comes their way.

These skills or chatactetistics may seem very nice and ’fluffy’’, but they are
actually verymmeasurable, Knapp (2011) adds that most companies use metrics to
evaluate the ‘performance of their service providers in all or some of these areas. Some of
the metrics ‘that service providers use to ensure they understand their customers’
expectations and are meeting their customers’ needs include (Knapp, 2011): be willing to
gather the facts and approach each incident in a methodical fashion; speak clearly and use

terms your customer can understand; accurately assess the priority of the incident you
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must escalate; take ownership of the customers problem; and maintain a high customer
satisfaction rating.
Barriers to Excellent Customer Service

While it seems easy and straightforward to provide quality customer service, this
may not necessarily be the case. Harris (2007) cautions that customer service providers
must assess their own strengths and weaknesses and then begin to “tmderstand the
customers that they are serving. It is only after this that they may begin to‘be prepared to
provide those customers with excellent service. Apatt,fromefraining as a barrier to
excellent customer service, there are other obstacles. These include systems’ failure or
poor organisational systems, strict organisational, standard$ and procedures, lack of
support from top management, and laziness.

Theoretical Framework

This study was guided by two “theories namely, the stages in service firm
competitiveness theoryfmodel and ‘the ccustomer value model. These theories form the
basis of the variables in the'study, of training and customer service quality. Arnold (2005)
implies that one theory cannot by itself be sufficient.

The Stages in Service Firm Competitiveness Theory

This theory describes the role of operations in the strategic development of
service firms (Fitzsimmons & Fitzsimmons, 2006). The theory brings out the fact that if a
service firm is to remain competitive, continuous improvement in productivity and

quality must be part of its strategy and corporate culture. To remain competitive in the
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area of customer service, then continuous improvement in quality such as training has to
be done.
Customer Value Model

According to Albrecht (1999), one of the key starting points for adopting a
strategic customer focus is finding out what the customer is really trying to buy when he
or she confronts the business. He asserts that people do not buy producfs orservices, they
buy value. They buy solutions to their problems, answersy to their needs and
improvements in their lives. The customer value model.enables’one to'have the skill of
learning to think in customer-value terms. Jemke and Woods (1999) agree with Albrecht
(1999) that a major influence in what customefs purchaséyand what brings them back, is
the belief that they will receive the bundle of‘benefits in the right form, place, time, and
possession. He emphasises that the value“to customers should outweigh their costs
therefore their delivery helpsito ensure profitability and growth. This means that one
should not have the excuse ‘oficosts. Service organisations should ask themselves the
question, “what i$ the most basic and critical appeal of the service experience to the
customer?”

Albrechty, (1999) continues to state that another critical skill of service
management s “customer-experience thinking. Everyone in the organisation needs to
understand what the service experience actually looks and feels like to the customer. This
skill helps in giving the customer the value they need. It is important to note that value is
relative to each individual customer. The value one customer attaches to a service or

product, may be different from the value perceived by another customer.
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Conceptual Framework

Mujersana (2003) defines conceptual framework as a set of coherent ideas or
concepts organized in a manner that makes them easy to communicate to others. This is
when the researcher conceptualises the relationship between variables in the study and
shows the relationship graphically or diagrammatically (Mugenda & Mugenda, 2003).
The purpose of a conceptual framework is to help the reader to quickl}\l see'the proposed
relationships between the variables. For the conceptual framework, of the'present study,
the independent variables are training, training pregrammes, \training timeliness,
frequency of training, relevance of training materials,oThe “intervening variables are
organisational structure, organisational cultiire and‘company policy. The dependent
variables are performance improvement and reduced customer complaints. If an

organisation is effective on the independent, variables, despite the influence of intervening

variables, it will achieve quality,customer service (Mugenda & Mugenda, 2003).
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Thisgchapter ‘has“dealt with literature review on the studies undertaken in the area of

customeryservice in relation to training. It starts with an introduction followed by

literature on human resource management. The literature review also covers training

design, how to design a training program for an organization, implementation of training

programs, and training inputs. The chapter also covers an extensive literature on NIC

Library
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bank and the quality of customer service in terms of trends. Finally, the literature review

covers a theoretical framework on topic and concludes with a conceptual framework.
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CHAPTER THREE
RESEARCH METHODOLOGY
Introduction

The general objective of this study was to establish the impact that customer
service training has on the quality of customer service delivery. This chapter provided the
research methodology that will be applied in this study. Accordirfg ton.Cooper and
Schindler (2008), research methodology generally gives the blie print forthe collection
and analysis of data. The aim of research methodology._is, to ‘inform readers of research
works and to help them understand not only the productsiofsseientific enquiry but the
process itself (Brannen, 2005).

Research methodology is a waysto systematically solve the research problem; the
way in which we study the variouS\stepsythat are generally adopted by a researcher in
studying his research problem, along withsthe logic behind them (Kothari, 2004). The
chapter discussed the a#esearch design, target population that was used to achieve the
research purpose. It also ‘elaborates on the sample size, the sampling technique the
proposed proeessyof creating the research instruments and piloting them. Finally, the
chapter discusses, theidata collection, analysis and presentation of findings in addition to
the ethieal considerations during the study. The chapter concludes by giving the process
of authorization for the study.

Research Design
Research design is the blueprint for fulfilling objectives and answering questions

(Cooper & Schindler, 2008). The research problem having been formulated in clear cut
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terms, the researcher will be required to prepare a research design. According to Kothari
(2004), research designs states the conceptual structure within which research would be
conducted. The preparation of such a design facilitates research to be as efficient as
possible yielding maximal information. The function of a research design is to provide
for the collection of relevant evidence with minimal expenditure of effort, time and
money (Kothari, 2004). Kothari indicates that there are several \research designs,
including exploratory research design, descriptive research studies, diaghostic research
and experimental or hypothesise-testing research studies.

Descriptive research design involves measiring a sét-of,variables as they exist
naturally (Gravetter & Forzano, 2011). Desctiptive ‘research studies are those studies
which are concerned with describing the charactetistics of a particular individual or of a
group (Kothari, 2004) Kothari giveSiexamples of descriptive studies as studies concerned
with specific predictions, with ‘\narration” of facts and characteristics concerning
individual, group or situation.

Experimental or hypethesis-testing research studies are those where the researcher
tests the hypotheses of casual relationships between variables (Kothari, 2004).
Experimental, designs can either be informal designs or formal designs. Matthews and
Kostelisy (2011 )" indicate that experimental research designs attempt to identify group
differences of an outcome or dependent variable. Such studies require procedures that
will not only reduce bias and increase reliability but will permit drawing inferences about
causality. This study used descriptive research design. The method was chosen since it is

used to obtain information that describes existing phenomena by asking individuals about
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their perceptions, attitudes, behaviors or values. Descriptive design is concerned with
describing, recording, analyzing and reporting conditions that exist or existed (Kothari,
2004). “A descriptive study attempts to describe or define a subject, often by creating a
group of people or events through the collection of data and tabulation of the frequencies
on research variables” (Cooper & Schindler, 2008, p. 702).

The study used descriptive research design on a sample of 63 permanent
employees comprising of customer service staff, staff from" other departments, the
training managers and human resource management staff.drawndfrom the headquarters of
the NIC bank in Nairobi, and 50 customers. Descriptive=design translated to the
population of the study by describing the permanent employées in NIC bank in terms of
training on customer service delivery. This method of research is appropriate because it
involves collection of data and tabulation of frequencies on research variables (Cooper &
Schindler, 2008, p. 702). This research“design attempted to discover the relationship
between variables withfeach other."This design was preferred for this study, because it
allowed for simultaneoushanalysis of different variables, and thus it enabled the
researcher towdeseribe variables, situations and conditions of the effects of customer
service trainingon cistomer service quality.

Therejare two basic approaches to research; quantitative approach and qualitative
approach. According to Matthews and Kostelis (2011), quantitative research designs
answer research questions using quantifiable research variables and focus on
understanding the current state of affairs in a specific setting. Quantitative approach

involves the generalisation of data in quantitative form which can be subjected to

43

Archives

Repository

Copy



Daystar University Repository

rigorous quantitative analysis in a formal and rigid fashion (Kothari, 2004). Qualitative
approach to research on the other hand is concerned with subjective assessment of
attitudes, opinions and behaviour. Research in such a situation is a function of
researcher’s insights and impressions. Generally, the technique of focus group interviews,
projective techniques and depth interviews are used (Kothari, 2004).

This research was based on both qualitative and quantitative reséarch approach.
The qualitative and quantitative research methods was used on customer, service staff,
branch management staff , human resources staff , and. staff«from other departments
drawn through multi-stage sampling technique. ThiS study intends to describe the effects
or impact of customer service training on customenseryiceiquality at NIC bank.

Case Study

Case study is a research miethod“in‘which research explores a single entity or
phenomenon (the case) boundedyby time and activity, a program, event, process,
institution or social group and eollects detailed information by using a variety of data
collection procedures during a sustained period of time (Creswell, 1994). As a
phenomenological, study, /the procedure involves studying a small number of subjects
through extensive and prolonged engagement to develop patterns and relationships of
meaning, Mugenda (2008) defines case study as an in-depth investigation of an
individual, group, institution or phenomenon.

Most case studies are based on the premise that a case can be located, that is,
typical of many other cases. The case under study is viewed as an example of a class of

events or a group of individuals. The purpose of case studies is to determine factors and
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relationships among the factors that have resulted in the behavior under study (Creswell
1994). The author further indicated that the investigation therefore makes a detailed
examination of a single subject, group or phenomenon. Case studies are research designs
which can be applied on both private and public sector institutions and include studies of
workplaces, bureaucracies, management issues and change and adaptation processes
(Hakim, 2000). <

A case study design was used because the researcher iS interested,in studying a
specific subject through extensive and prolonged engagementsto“develop patterns and
relationships of meaning. Using NIC Bank as the case studyythessesearcher expects to get
rich information on the impact of customer®service, trainifig on quality of customer
service delivery.

Population of the Study

Population is defined as a coempletesset of individuals, cases or objects with some
common observable charactetistics (Mugenda and Mugenda, 2003). Population elements
mean the subject on which'the measurement is being taken (Cooper & Schindler, 2008).
The population,of this study consisted of all 596 staff members of the entire NIC Bank
and 23,666 retail bank customers (NIC Bank, 2011). Ideally, the results from NIC would
be generalized to the absolute population. This is referred to as the “target” population
(Mugenda & Mugenda, 2003).

Target Population
Target population is that population to which a researcher wants to generalise the

results of a study while “accessible” population is a more narrowly defined and
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manageable population (Mugenda & Mugenda, 2003). The accessible population must be
comparable to the target population in the characteristics that appear most relevant to the
study, referred to as population validity. It is part of the entire population and the
researcher targets it in order to get or collect the necessary information needed. This
population should have some observable characteristics against whichgythe researcher
would want to generalize the results of the study (Mugenda and Mugenaa, 2003).

The target population of this study consisted of all staff members ofithe NIC Bank
at the Head Office and retail bank customers. As of April;,20 ['lythere were 209 members
of staff and 4,569 Retail Bank Customers at the head office (INIC Bank, 2011). These
were the two sets of the target populations. /The“tesearcher/conducted the study at the
Headquarters of the institution becauseythis iSywhere . major decisions regarding training
programs as well as customer service delivery,strategies are formulated and disseminated.
Since the study was conducted:at the headquarters of NIC bank, the target population was
the total number of staff'working atithe headquarters, which were 209 members of staff.
The staff was distributed across different departments as shown in table 3.1.

Sample Size

A sample examines a portion of target population, and the portion must be
carefully, selected to represent that population (Cooper & Schindler, 2001). Sampling is
the process of selecting a few from a bigger group to become the basis for estimating or
predicting the prevalence of an unknown piece of information, situation, or outcome
regarding the bigger group (Kumar, 2005, p. 164). Members of a given population may

be large or may be scattered over a wide geographical area, therefore researchers draw
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samples from an “accessible” population (Mugenda & Mugenda, 2003). At least 10% to
30% of the population is an adequate sample. The researcher used a sample group of 63
staff and 60 retail customers. The staff sample was 30% of the target population which
was based on Mugenda and Mugenda (2003). The sample came from different
departments represented at the Head Office because of the departments’ role in customer
service delivery. The study assumed that regardless of the department the Staff was based
in, the respondents facilitated service delivery to customers and‘thus had ‘an input on the

quality of services offered. The sample for the staff is as shownibelow:

Table 3.1: Sample Size Distribution

Department Population Sample Proportion ~ Sample Size
Human Resource Management 4 30% 1
Customer Service 26 30% 8
Operations 69 30% 21
Trade Finance 7 30% 2
Treasury 7 30% 2
Marketing 35 30% 11
Card Services 28 30% 8
Other 33 30% 10
Total 209 30% 63

Source: NIE Bank (20 I+h)

For the customers, the research used a sample of 50 customers, selected randomly
as they access services from the bank. The researcher arrived at the figure of 50
customers through purposive sampling and also due to the high level of homogeneity
among them. The researcher felt that 50 respondents would be a good representation of
the population given the high level of homogeneity among 50. Since a case study was
time bound, the researcher received up to 50 questionnaires for the limited period she was
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allowed to collect data from the customers. Simple random sampling was applied to

ensure equal chance for every ]customeﬂ. Kommentar [M1]: You need to justify
how you picked the 60 customers. It is not

X . clear so far comparing with the 4,569
Samphng Techmques customers at the headquater

In terms of sampling techniques, this can be either probability samples or non-
probability samples. With probability samples, each element has a known probability of
being included in the sample but non-probability samples do not allow thewtesearcher to
determine this probability (Kothari, 2004).There are also “different “techniques of
sampling. Purposive sampling is the one in which the person who is,selécting the sample
tries to make the sample representative, depending on his ondermepinion or purpose, thus
being the representation subjective (Lisa, 2008). “Putposivefor non-probability samples
are samples in which the researcher quses seme, criterion or purpose to replace the
principle of cancelled random errors,(Tachakeri & Teddlie, 2003). “The logic and power
of purposive sampling lies in selecting infermation-rich cases for study in depth” (Patton,
1990, p. 169) as citeddin Tachakori and Teddlie (2003), with an underlying focus on
intentionally selecting speeific “cases that will provide the most information for the
questions undet, study. When developing a purposive sample, researchers use their special
knowledge ot expertise about some group to select subjects who represent this population
(Berg, 2007):

Another method of sampling is complex sampling designs. According to Kothari
(2004), complex sampling designs or mixed sampling designs may represent a
combination of probability and non-probability sampling procedures in selecting a

sample. Kothari (2004) states that some of the complex random sampling designs include
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systematic sampling, stratified sampling, cluster sampling and area sampling. Another
sampling technique is random sampling which involves the selection of samples literally
at random such that the resulting sample is likely to be representative of the whole
population (Denscombe, 2003). Finally, systematic sampling technique involves selecting
every item on the list. An element of randomness is introduced into this kind of sampling
by using random numbers to pick up the unit with which to start Other\methods of
sampling include stratified sampling and cluster sampling.

Stratified sampling refers to the technique in,which™every member of the
population has an equal chance of being selected in‘relation\to their proportion within the
entire population (Denscombe, 2003). Cluster’sampling ‘is a’sampling technique where
the entire population is divided into gtoups, ‘or clusters and a random sample of these
clusters are selected. All observations in the'selected clusters are included in the sample.
It is typically used when the tesearcher cannot get a complete list of the members of a
population they wish to’study but‘can get a complete list of groups or clusters of the
population. In area sampling on the other hand, clusters happen to be in some geographic
subdivisions,“in,_that case cluster sampling is better known as area sampling (Kothari,
2004). In multi=stage, sampling, the selection of the final sampling units takes place in
stages (Schwarz,; 2011).

The researcher used multistage sampling technique by combining -cluster
sampling followed by purposive sampling tachniques. Cluster sampling was done by

identifying boundaries or groups, in this case different departments at the head office of
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NIC bank. Purposive sampling was used in identifying individuals in the departments and
trying to make then representative, depending her opinion and purpose.
Data Types

According to researchers, there are mainly two types of data. These include
primary data and secondary data (Kothari, 2004). Primary data are “new”, data produced
by a researcher who is responsible for the design of the study, the colle&tion, analysis and
reporting of the data. Kothari further defines secondary data as faw,data alteady collected
by someone else for their own use, but which another researcher€an,usg'as a basis for his
analysis. Sapsford and Jupp (2006) assert that a valid researchwean equally be carried out
on data already collected by someone else. In«this'study, primary data was collected from
NIC Bank.

Data, Collection Methods

There are various data collection methods. These include interviews, observations
and questionnaires. The'best research uses data in an original way or offers some new and
exciting interpretation of existing data (Phillips & Stawarski, 2008). According to Kombo
and Tromp 2006), data collection refers to gathering specific information aimed at
providing or'refutingisome facts. Data collection is important in research as it allows for
dissemination, of accurate information and development of meaningful programs (Kombo
& Tromp, 2006).

As mentioned earlier, this research was based on quantitative research approach.
The research methods that were used on customer service staff, branch management staff

and human resources staff were drawn through multi-stage sampling technique. This
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study intended to describe the effects or impact of customer service training on customer
service quality from an employee’s perspective at NIC bank.
Data Collection Instruments
Questionnaire

A questionnaire is a tool used for data collection. Each item in the questionnaire is
developed to address a specific objective, research question or hypotilesis of the study
(Mugenda & Mugenda, 2003). According to Sommer and Sommex (1997);, there are two
major categories of questions: open-ended and closed-ended; with“epen=ended questions,
the respondents write in their own answers and for closed questions, the respondents
choose among alternatives provided by the aescarcher. ‘Thi§ study utilised both open-
ended and closed-ended questions in their datawcollection. Open-ended format is desirable
when the researcher wants the answers in, the respondent’s own words and the closed-
format comes in handy when, theére is awlarge number of respondents and questions
(Sommer & Sommer, 1997).

This study (also employed the use of use of a structured questionnaire as a tool for
data collection., The questionnaire was been designed to capture information on the
variables in the’study and their relationship. In addition, matrix questions were included
in the questionnaire; in this case, the likert-type scale was used. It is the most frequently
used variation of the summated rating scale. Cooper and Schindler (2006) argue that
summated rating scales consist of statements that express either a favourable or an
unfavourable attitude toward the object of interest. He states that the participant is asked

to agree or disagree with each statement and each response is given a numerical score to
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reflect its degree of attitudinal favourableness and the scores may be summed to measure
the participant’s overall attitude. The questionnaire method is favored because it presents
respondents with a relatively easy task of picking one or more answers which have been
provided as options. Thus, the data collected had fewer errors due to misunderstanding or
language use. The questionnaire was distributed both as a hard copy and,through email.
Two questionnaires were issued for this study; one to the customers and thelother to the
members of staff at the NIC headquarters.
Pretesting

In order to test the efficiency of the data‘collection toel, a pretest with some
respondents of the questionnaires was conducted“at the NIC bank 20™ Century branch.
According to Stangor (2010, p. 100), pretesting inyolves trying out a questionnaire on a
small group of individuals to get antidea of hew they react to it before the final version is
created. Pretesting of the questionnaire helped to determine strengths and weaknesses
regarding questions offformat,»wording and order. It also enhanced the validity and
reliability of the questionnaires“and helped the researcher to improve the questionnaire
where necessary.

Mugenda, and Mugenda (2003) define validity as the accuracy and
meaningfulness® of inferences which are based on research results. Pretesting the
instrument ensured that items in the instruments were stated clearly and had the same
meaning to all respondents (Mugenda & Mugenda, 2003). This enabled the researcher to
fine tune the questionnaire for objectivity and efficiency of the process. One percent of

sample is adequate for a pre-test study in the endeavor to establish the reliability of the
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research instrument (Kombo, 2006). For this study, 4 staff from the NIC bank 201
Century branch included in the pretesting study. This was done using purposive sampling
from the customer service staff. The staff for the pretesting study was not part of the
target population as recommended by Mugenda and Mugenda (2003).
Data Analysis Plan

Data Analysis concerns methods and ideas for organizing dnd describing data
using graphs, numerical summaries and more elaborate mathematical descriptions
(Cooper & Schindler, 2001). According to Mugenda and.Mugenday(2003), data analysis
is the process of bringing order, structure and iheaning\tosthe mass of information
collected. In this study, quantitative data wastused. Data,was coded and processed for
analysis using SPSS version 17. Data,was analyzed using descriptive and inferential
statistics to generate the required frequencies, and percentages of the study results. Data
was presented using tables and.chatts.

Ethical Considerations

After approval of the proposal and before commencing the data collection, the
researcher soughtipermission from the Department of Commerce and the Dean of School
of Business\and Ecenomics of Daystar University to give a letter of introduction.
Thereafter, the researcher applied for a research permit at the National Council of Science
and Technology. The letter of introduction and the research authorization was used to get
permission to access the employees of NIC Bank.

The researcher ensured that questionnaires were administered on the basis of

informed consent, and the sampled employees were informed that the process was
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entirely voluntary and confidential. The questionnaires did not contain the respondents’
name or details that might reveal their identity so as to ensure confidentiality and
anonymity of respondents. For the interviews the permission was sought from the
respondent before scheduling appointments for the interviews.
Summary

The chapter covers an introduction to the research methodolog}; of‘the study. It is
then followed by the research design, population of the study, sample sizeyand sampling
techniques that were used in the study. The chapter further captures the types of data,
data collection methods, data collection instruments; which ineludes the questionnaire
and interview schedule for managers, and pilop studyon‘the/questionnaires. Finally, the

chapter captures data analysis and presentatiomandiethical considerations.
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CHAPTER FOUR
DATA PRESENTATION, ANALYSIS AND INTERPRETATION
Introduction

This chapter comprises of data analysis, presentation and interpretation of the
findings. The data presented includes response rate, background information of the
respondents and a presentation of findings against each individual objeétives of the study.
The data analyzed and presented was based on the respomses, to theyitems in the
questionnaires schedules. Descriptive statistics are also used inwanalyzing the findings of
this research project. Two set of questionnaires weéte distributed,both to bank staff and
customers. The analysis of the two is donesSeparately ‘to €nsure adequate results are
attained from each group.

Questionnaire for Staff
Response Rate

In the study, 63¢questionnaires were administered to selected respondents. Out of
the 63 of the parti¢ipants, 60. were successfully filled and returned the questionnaire. The
sample thereéforehad a response rate of 96.8%. Such a response rate is viewed as
favorable withnregard to Mugenda and Mugenda (2003). This implies that the

respondents were an adequate representation of the entire targeted population.

Findings on General Information
Gender of the Respondents
The researcher sought to find out gender of the respondents. The results were as

indicated below.
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35%

® Female

-~ Male

Figure 4.1: Gender of Respondents

The results from the respondents indicated, that the majority of the respondents
were female (65%) while male wete 35%, of total' respondents. This therefore implied
that there were more female weorking in thesbank than male.

Age of the Respondents

This question was aimed at finding out the age distribution of the respondents.

The results dre,asiindicted on the table 4.1 below.

Table 4.1: Age of Respondents

Age group No of respondents Percentage (%)
below — 20years 0 0
21 — 30 years 15 25
31 — 40 years 30 50
41-50 years 10 16.7
Above 50 years 5 8.3
Total 60 100

Table 4.1 shows that 25% of the respondents were aged 21-30 years, 50% were

aged 3140 years, 16.7% were aged 41-50 years while only 8.3% were aged above 50
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year. It is notable that none of the respondents were below 20 years of age. This implies
that the majority were middle aged people working in the bank. This is important
information because it shows that the bank aimed at attracting employees who were at
their best productive age and therefore contributed positively to bank profitability, an
argument also supported by Harris (2000).
The Highest Level of Education
The study also sought to assess the level of knowledgé and qualification of the

respondents working in the bank. The results were as indicatedvon the figure 4.2 below.

# Diploma
N Graduate

- Post graduate

Figure 4.2:The Highest Level of Education

Thewresults from the respondents indicated that majority of the respondents were
educated with 55% being graduates, 30% had diplomas while 15% of the respondents
had a postgraduate certificate. This therefore implies that the respondents were well
educated and able to give credible response to the research. Such well-educated staff was

also able to understand and respond to customer needs (Gronstedt, 2000).
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The Staff Level
The study also aimed to get information from staff from all departments in the
bank. This part therefore, was meant to find out the category of the respondents. The

findings were as shown in figure 4.3 below.

17% : 16%

3

--HOD
= Supervisor

i operative staff

A\

67%

Figure 4.3: Staff Level
The results indicate that 58.3% of the respondents were operational staff, 33.4%
weressupervisors while 8.3 % were HoDs and hence adequate representation from all
levels. The results indicate that information attained from this study was well balanced
and representative of all bank staff.
The Period Worked in the Bank
The research sought to establish the number of years that the respondents had

worked in the bank. The results were as indicated in table 4.2.
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Table 4.2: The Period Worked in the Bank

Range Number Percentage (%)
0-5 30 50.0
6-10 20 33.3
11 and above 10 16.7
Total 60 100

The study revealed that the majority of the respondents, at 50%, had worked for
between 0-5 years. Those that have worked for 6-10 years were 33.3% “while those with
11 years and above experience were 16.7%. This implies that the respendents had a lot of
information and knowledge with regard to the bank operations and behavior and therefore
could provide credible information to be used imthe research due to their experience.

Special Training on Customer Service

This question aimed at finding, out whether the respondents received special

training towards improving custemer sexvice\delivery. The results are as indicated on the

figure 4.4 below.

41.7%
o #|YES

NO

Figure 4.4: Special Training on Customer Service
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The results from the respondents indicated that majority of the respondents, at
58.3% received special training towards improving customer service delivery while
41.7% were not trained. This therefore implies that respondents received special training
towards improving customer service delivery. This is an important finding as it ensured
quality customer service. In fact, such training are supported by numerous scholars as

essential for good organizational performance (Chapman, 2010; Grons\tedt, 2000; Harris,

2000).

University

Training Programs Offered at NIC Bank

The question was aimed at finding out the thoughts-of,the respondents about
various issue-related training programs that@were offered<at NIC Bank to customer

service staff. The results were as indicated on‘table,4.5 below. (Key: P = Percentage, F =

Frequency)

Table 4.3: Training Programs Offered at NIC Bank

very great great extent moderate little no
extent P F extent extent extent
Py F P F P F P F
Knowledge “of “product
and service 20 (12) 50 (30) 5 (3) 15 (9) 10 (6)
Conflict resolution 50 (30) 20 (12) 15 (9) 50 10 (6)
Effective éemmunication 25 (15) 40 (24) 20 (15) 10 (6) 5 3
Telephone techniques 40 (24) 25 (15) 20 (12) 10 (6) 5 3)
Tenacity 20 (12) 50 (30) 503) 15(9) 10 (6)
Presentability 25 (15) 40 (24) 20 (12) 10 (6) 5 (3)
Time management 50 (30) 20 (12) 15 (9) 5 (3) 10 (6)
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As indicted on the above results the bank trained its staff in different areas. When
asked if the bank provided training in knowledge of product and service required by
customer about 70% of the respondents agreed with the statement (very large extent and
large extent). Conflict resolution training was also supported by 65% of the respondents
(Very large extent to large extent). Another 65% of the respondents supported training in
effective communication while another 65% supported time manageﬁlent training as a
major training offered by the bank.

These results imply that the bank was involved in.severaltraining programs for its
staff. This is in line with existing literature that support training as a major source of
customer satisfaction and service delivery (Chapman,,2010;Goodman, 2009; Gronstedt,
2000). In fact according to Goodman (2009) ‘while the right training may be costly, the
lack of it is even more costly.

Frequeney'of Training
Another question‘in this study assessed the frequency of training conducted by the

bank. The results were as indicated on figure 4.5.
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Figure 4.5: How Often Training was Conducted,

The results indicated that ‘majority“of the respondents, at 70% agreed that
trainings were conducted on monthly basis ' while 30% agreed that the trainings were held
weekly. From these results, 1t isnotable that the bank put a lot of weight in training its
staff. This is supported by labor ‘economist Carnevale as cited by Gronstedt (2000) who
states that trainingishould/be offered frequently.

Skills and Competencies Required

In another question, the respondents were expected to indicate their awareness of

the types of skills and competencies required for excellent customer service delivery. The

results were as indicated on figure 4.6.
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#® YES

# NO

Figure 4.6: Skills and Competencies Required

The results from the respondents indicated that majority of the respondents at
70% were aware of skillstand‘competencies required for excellent customer service
delivery while another, 30% _were not aware. This therefore implied that some
respondents knew that'there were skills and competencies required for excellent customer
service delivery. This would mean that they knew what skills and competencies they
needed in“erder to*enhance customer service delivery something that Goodman (2009)
emphasizes.as critical.

Importance of Skills

The study sought to find out the extent of importance attached to each of the skills
provided. The results are as indicated on the Table 4.4 below. (Key: P = Percentage, F =

Frequency).
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Table 4.4: Importance of Skills

very great great moderate little no

extent extent extent extent extent

P F P F P F P F P F
Product and service
knowledge 20 (12) 50 (30) 5 3 15 (9) 10 (6)
Conflict resolution 50 (30) 20 (12) 15 (9) 5 (3) 10 (6)
Effective communication 25 ((15) 40 (24) 20 (12) 10 (6) 5 (3)
Telephone techniques 40 (24) 25 (15) 20 (12) 10.,(6) 5 (3
Tenacity 20 ((12) 50 (30) 5 (3 15 (9) 10 (6)
Presentability 25 ((15) 40 (24) 20 (12) 10°6) 5 3)
Time management 50 (30) 20 (12) 15 ©9 5 (3) 10 (6)

As indicted on the above results the bank, requitedyyarious skills in excellent
customer service delivery. When asked the éxtent toswhich“they attached importance on
Knowledge of product, about 70% of, thestespondents agreed with the statement (very
large extent and large extent). On effective communication about 60% of the respondents
agreed with (very large extent ‘and large extent). A further 65% of the respondents on
telephone techniquesd@greed with (very large extent and large extent). These results imply
that the above skills are,verytimportant and that they are required for excellent customer
service delivery“at, NI€ Bank. This is supported by Kamin (2003) who asserts that
customers,are most pleased when their attendant has skills such as knowledge of product

and service.

Effectiveness of Performance
This question’s aim was to assess whether the bank training has made
performance more effective when it comes to customer service quality. The results are as

indicated on figure 4.7 below.
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70%

/////////// Il

Figure 4. 7: Effective Performance

The results from the respondents indicated that majority agree that training has
made performance more effective when it'comes to customer service quality 70% (42).
Another 30% (18) of the respondents,could not find any significant contribution for such
training. This therefore implied that most of them felt that training has made performance
more effectivenwhen it comes to customer service quality. Employee competencies
change through effective training programs (Wright & Geroy, 2001).

Impact of Training

The study sought to rate the extent training influenced the following personal

statements in enhancing of performance in the organization as shown in table 4.5 below.

(Key: P=Percentage and F=Frequency).
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Table 4.5: Impact of Training
very great moderat little no
great extent e extent extent extent
extent
P F P F P F P F P F
My overall performance in customer
service has become more effective 20 (12) 40(24) 25(13) 10 (6) 5 (3)
The number of customer complains
has reduced 30(18) 25(13) 20(12) o159 10 (6)
Number of repeat customers has
increased 25(13) 30(18) 20(1l2) 15(9)% 10 (6)
My motivation at work has increased 40 (24) 20 (12) 10 (6) 2012) 10 (6)
My ability to resolve customer
complaints has improved 30 (18) 25 (13)=,207%12) 15 (9) 10 (6)
I am able to communicate better to
customers 20 (12) 40:QQ4)y 25(13) 10 (6) 5 (3
Training has made my customer
interaction better 25 (18) 35.(21)%20 (12) 159 5 (3

As indicted on the above results, trainingshad an impact on the various factors.
When asked the extent to which ability to communicate had improved because of
training, about 60% of the respondents,agreed with the statement (very large extent and
large extent). On increased number of repeat customers, about 55% respondents agreed
with the statement (Very large extent and large extent). A further 60% of the respondents
indicated that, theirymotivation at work increased after training by agreeing with the
statement (to avery large extent and large extent). The results indicate that training had a
great impact‘on all the above areas in customer delivery effectiveness. This is in line with
the existing literature documenting that employee performance is higher in happy and
satisfied workers and the management find it easy to motivate high performers to attain

firm targets (Kinicki & Kreitner, 2007).
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Questionnaire for Customer
Response Rate

In the study, 50 questionnaires were administered to respondents. Out of the 50 of
the participants, 50 were successfully filled and returned. The sample therefore had a
response rate of 100%. Such a response is favorable as viewed by,Mugenda and
Mugenda (2003). This implies that the respondents were an adequate\ representation of
the entire targeted population.

Gender of Respondents

This was aimed at finding out the gender representationsin the respondents which

could also tell about the gender balance infthencotporation. The results obtained as

indicated on figure 4.8 below.
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40.0%

= MALE
& FAMALE

60.0%

Figure 4.8: Gender of Repondents

As indicated by theyfigure 4.8, majority of the respondents at 60% were male
while female were 40%:This implies that majority of those using the bank were male.
Age of Respondents
This,question was aimed at finding out the age distribution of the respondents.

The'results are as indicted on the table 4.5 below.
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Table 4.6: Age of Respondents

Age group No of respondents Percentage
below — 20 years 0 0

21 — 30 years 4 8.3
31 —40 years 8 16.7
41-50 years 25 50.0
Above 50 years 13 25.0
Total 50 100

Table 4.6 shows that 8.3% of the respondents were aged 21-30, years, 16.7%
were aged 31-40 years, 50% were aged 41-50 years while'25%weré aged above 50
years. None was below 20 years of age. This implies that the majority of those using the
bank were between 41-50 years of age.

Period Served'by the bank

The research sought to establish“the,number of years that the respondents had
been members or customers‘of NIC Bank: The results are as indicated on table 4.7
below.

Table 4.7: The Period Served bythe Bank

Range Number Percentage
0-5 25 50.0
6-10 17 333
11 and'above 8 16.7
Total 50 100

The research respondents indicated that 50% (25) of them had used the bank for
0-5 years. Those that had used it for 6-10 years were 33.3% (17) while those with more

than 11 years in banks were 16.7% (8). This implies that the respondents had a lot of
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information and knowledge with regard to the bank operations and behavior and therefore
could provide credible information to be used in the research due to their loyalty.
Need for Training
This question sought to find out whether the customers viewed training as
important for the staff to improve service quality. The results were as indicated on figure

4.9 below.

10.0%

+ YES
1 NO

90.0%

Figure4.9: Needfor Training

As indicated by the figure 4.9, the majority of the respondents at 90% agreed that
there was need for training while 10% disagreed. This implies that majority felt that staff
needed training to improve customer service delivery. In fact, Cook (2007) asserts that

training is important for effective customer service delivery.
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Extent of Training Importance

The study sought to find out the extent of importance of training programs as
relates to customer service quality. The findings were as shown in table 4.8 below. (Key:
P=Percentage, F=Frequency)

Table 4.8: Extent of Training Importance

~

very great great moderate g little no

extent extent extent extent extent

P F P F P F P\ F P F
Product and service
knowledge 50 (25) 20 (10) 15.(7) 5/(3) 10 (5)
Conflict resolution 50 (25) 20 (10) 15.(%) 5 3) 10 (5)
Effective communication 25(13) 40 (20) 20 (10) 10 (5) 5 3
Telephone techniques 40 (20) 25 (13) 20°(0) 10 (5) 5 (3
Tenacity 25 (13) 50.(25) 50 (3) 10 (5) 5 (3
Presentability 35 (18) 40 (20) 15 (7) 10 (5) 5 (3
Time management 50 (25) 20 (10) 15 (7) 5 (3 10 (5)

As indicated on the'tablevabove, various training programmes were required in
relation to customer sefvice delivery quality. When asked the extent to which they
attached importance'on effective communication, 65% of the respondents agreed with the
statement (very large extent and large extent). On tenacity, 75% of the respondents
agreed, withythe statement (very large extent and large extent). A further 70% agreed on
the need tostrain on time management. This was rated to a very large extent and large
extent. However, 30% of the respondents rated (no extent, moderate extent and little
extent) on time management. This implies that the above training programs were very

important in quality customer service delivery. In fact, Fonseca (2010) suggests that

71

Archives

Repository

Copy



Daystar University

many companies invest in courses to improve the customer service skills of their service,
support and field staff.
Skills and Competencies Required
The study sought to find out the skills and competencies required for excellent

customer service delivery. The results were as shown in figure 4.10 below:

Figure 4.10: Skills\and Competencies Required

As indicated by the figure 4.10, the majority of the respondents, at 90 % indicated
that there,wete skills necessary for customer service delivery at NIC Bank while 10% did
not think so. This implies that a majority of the respondents thought that there were skills
and competencies required for excellent customer service delivery. Effective customer
service skills will not only increase the effectiveness of a customer service provider, but

will also reduce the time spent on one customer (Gronstedt, 2000).
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Importance of Skills in Customer Service Quality

The study rated the extent of importance of the following training programs as

relates to customer service quality. The results were as shown in table 4.9 below. (Key:

P=Percentage, F=Frequency)

Table 4.9: Importance of Skills in Customer Service Quality

~

very great great moderate_“little no extent

extent extent extent extent

P F P F P E P F P F
Product and service
knowledge 50 (25) 20 (10) 15 (8) 5(12) 10 (5)
Conflict resolution 50 (25) 25 (13) 10y(5) 5Q2) 10 (5)
Effective communication 35(17) 40 (20) 15 (7 10 (5) 5 ()
Telephone techniques 40 ((20) 25(13) 20.d0) 10 (5) 5 (2)
Tenacity 25 (13) 50°@R5) 5 (2) 10 (5) 5 (2
Presentability 35 (17) 40,20) 15 (7) 10 (5) 5 (2
Time management 50 (25) 25113) 15 (7) 5(05) 5 ()

As indicted on the ‘abovesresults the bank required various skills in excellent
customer service delivery. When asked the extent to which they attached importance on
conflict resolution, ‘about,75% of the respondents agreed with the statement (very large
extent and large extent). On telephone techniques 65% of the respondents agreed with the
statement (very large extent and large extent). On knowledge of product and service 70%
of the respondents agreed with the statement (very large extent and large extent). While
on effective communication, only 25% of the respondents agreed with the statement (no
extent, moderate extent and little extent). The results imply that majority agreed on the
specific skills that were required by NIC Bank for quality customer service delivery. This

is consistent with the empirical literature that when the service providers lack the
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required skill, customers may simply give up and take their business elsewhere (Knapp,
2011).

Extent of Meeting Customer Expectations after Training Staff
The study sought to find out the extent to which NIC bank had met customer expectations
after training their staff. The results were as shown in the table 4.10 belows

Table 4.10: Extent of Meeting Customer Expectations after Training Stc\lﬁf

Extent Number of Respondents Percentage
Very great extent 20 40
Great extent 13 25
Moderate extent 10 20
Little extent 5 10

No extent 2 5
Total 50 100

The results indicate that theymajority,of the respondents at 40% agreed that NIC
Bank had met their expectation to'a very'great extent, 25% agreed to a great extent, 20%
to a moderate extent, 0% agteedto a little extent while 5% agreed to no extent at all.
This is an indication that majority of the respondents agree that NIC Bank had met their
expectationstafter,training their staff. Even in a negative economy, customer experience
is a high priority for consumers, with 60% often or always paying more for a better
experience (Harris, 2011).

Customer Satisfaction

Another question was to rate how satisfied respondents were satisfied with the

service quality delivered by NIC Bank after training their staff. The results were as

shown in the table 4.11 below.
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Table 4.11: Customer Satisfaction

Level of satisfaction Number of Respondents Percentage
Very satisfied 25 50
Satisfied 7 15
Neutral 10 20
Dissatisfied 5 10
Very dissatisfied 3 S
Total 50 " 100

The results on the table 4.11 indicate that the majority of the\respondents, at 50%

agreed rating the services as very satisfying, 15% were satisfied, 20% were neutral, 10%

dissatisfied while 5% very dissatisfied. This implies, that the majority of the respondents

were satisfied with the quality of services,offered tonthem by NIC Bank after training

their staff. Infact as evidenced in the“literature,\the best practice organisations do it to

ensure that customer satisfaction always appears as a key corporate objective (Cook,

2007).

Summary of Key Findings

1. The results fromethe study on customer service training programs conducted by

NIGBank'revealed that majority| of the respondents, at 58.3%, received special

Repository

[Kommentar [M2]: Put percentages

)

training towards improving customer service delivery.

2. Omthe customer responses the majority, at 90% thought that staff needed training

to improve customer service delivery and rated all the customer service delivery

programs as very important. The majority of the respondents in the study rated

most of the programs for delivery of services employee as offered excellently.
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3. The majority (70%) of the respondents indicated that they needed skills including
knowledge of product and service, conflict resolution, communication, telephone
skills, tenacity, presentability and time management.

4. The majority of the respondents rated their overall performance effectiveness as

having increased due to training.
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CHAPTER FIVE
DISCUSSIONS, CONCLUSIONS AND RECOMMENDATIONS
Introduction
This chapter discusses the findings, draws conclusi(\)ns and makes
recommendations. The discussion is presented based on the study objeetives. Afterwards,
conclusions to the research questions are drawn in view of ghe discussions. Lastly, the
chapter suggests recommendations for theory and practice.

Discussions

Objective 1: Customer Service Training'Programs Conducted by NIC Bank

The findings of this study revealed that training programmes were conducted at NIC bank
with majority (58.3%) of thesrespondents) stating that they received special training
towards improving customer. service delivery. As highlighted in the empirical literature,
the major barrier toexcellent customer service is lack of adequate training (Harris, 2007).
The study furtheg revealed the training program that NIC Bank offered included product
and servicew, knowledge, telephone techniques, conflict resolution, effective
communicationy, presentability, time management and tenacity. NIC Bank has an
enormous focus on attracting and developing talent to ensure it has the best possible team
for current and future business needs (NIC Bank, 2011). The study further revealed that
these programmes were not only conducted once in a while, but they were conducted
quite often and to a great extent. These findings are consistent with the research results by

labor economist Carnevale cited by Gronstedt (2000) stating that Motorola’s average
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employee received an average of fifty seven hours of training every year. This led to
Motorola’s employee productivity improving to 204% over a nine year period as a result
of its training. Frequent training is important due to continuous environmental pressure
for efficiency and if an organisation does not respond to this pressure it may find itself
losing rapidly whatever share of market it has, employee training therefore impacts
specific skills and knowledge to employees in order that they cofitribute to the
organisation’s efficiency and be able to cope with the pressures of a changing
environment (Monappa & Saiyadain, 1993). As evidencedwin ‘the literature review,
customer service is a strategic training and development initiative,(Harris, 2011).
Objective 2: Skills and Competencies Required by NIC'Bank for Excellent Customer
Sernvice Delivery

The second objective was to¥find out'the skills and competencies required by NIC
Bank for excellent customer service delivery. The study established that various skills are
required. It further established the“warious specific skills and competencies required in
customer service.[ Hyland“et al (2000; as cited in Simmonds, 2003) assert that to
successfully ‘deyelop human resources, an organisation must identify the skills it needs
now and in thefuture. These skills must enable the organisation to achieve its strategic
goals. The results from the study indicated that majority (70%) of the respondents were
aware of skills and competencies required for excellent customer service delivery. As
suggested in the literature once a company has the infrastructure and the vision of a
customer service culture, together with internal procedures and systems to support it, they

must concentrate their effort on enabling staff to develop skills, attitudes and beliefs to
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deliver customer service ‘messages’ in a way which will ensure that the customer feels
valued as a result of the interaction (Murley, 1997). The study revealed the following on
the specific skills addressed: Rating the extent of importance, majority 50% rated
Knowledge of product and service required by customer - to a great extent which is in
line with the literature emphasising the importance of making a list of your customer
service training needs as they specifically relate to the type of prodﬁct oL service you
provide, as well as your customers’ needs (Evenson, 2011). ThHe majority‘tated effective
communication to a great extent. With effective communication, you ¢an make positive
changes as well as strongly influence other peoplé and citcumstances (Nielsen, 2008).

The majority rated telephone techniqués to, a‘wvery, great extent. As noted in the
empirical literature, no matter what industry o type of business you’re in, the telephone
can be used as a tool for offering top-notch customer service as well as generating repeat
business from existing customers (Brendremer, 2003). The majority rated presentability
to a great extent. Organisationsyshould consider presentability as an important training
programme, as how you present yourself acts as the first impression to the customer
(Evenson, 20%L)."A majority of the respondents, at 50% rated time management to a very
great extent. Asysuggested in the literature, time management is a perennial issue, one
where good practice can enhance the performance and success of almost any executive or
manager, in any business and at any level (Forsyth, 2013). Effective problem solving
skills will not only increase the effectiveness of a customer service provider, but will also

reduce the time spent on one customer (Gronstedt, 2000).
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Objective 3: Impact of Training on Customer Service Quality

The third objective was to assess the impact of training on customer service
delivery. The study revealed that the majority of the respondents (70%) agreed that
training had made performance more effective when it comes to customer service quality.
These findings confirm the empirical literature review, that training really takes place
when skills that can be defined are developed until the competence fevelis measurably
enhanced (Simmonds, 2003).

The study further revealed the impact of training.en different dependent variables
by establishing the extent to which training has impacted{each, and this came out as
follows:

Generally training led to increased “effectiveness in overall performance in
customer service with the majority*ating=to,great extent at 40%. This is confirmed by
the annual report (2011), which states thatsNIC Bank Group attaches great importance to
staff training and development /and‘considers it a critical element of employees’ success
as well as that of the Group. The majority (30%) rated increased number of repeat
customers andybetter ability to resolve customer complaints to a great extent. A further
40% which wassmajority rated increased motivation and better communication to a very
great extent. These findings are in line with prior literature which presents that training
impacts employee performance partly through improving employee skills which enables
them know and perform their jobs better (Harrison, 2000; Swart et al., 2005; Wright &

Geroy, 2001).
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The study further established that a majority of respondents were very satisfied
with NIC Bank services, with the majority, at 40% rating as very satisfied. The findings
confirms the literature which offers that all employees of the NIC Bank Group are
committed to offering the highest standards of service delivery, adding that a vital
component of the growth and success achieved by the NIC Bank is the pesformance of its
employees (NIC Bank Annual Report, 2008). The literature furthef conifichs that best
practice organisations ensure that customer satisfaction always appears as akey corporate
objective (Cook, 2007). As pointed out in the literature,,Goodman (2009) summarises
these findings well by stating that while the right tfaining is{cestly, the lack of it is even
more costly. Many companies invest in course® tovimprove the customer service skills of
their service, support and field staff (Fonseca 201 1),

Conclusions

In conclusion, from the researchwstudy findings, there were various training
programs conducted by NIC bank with the target of improving the performance of the
employees and deyveloping‘their*personal skills, which is in line with the first research
objective of ‘determining the various customer service training programs conducted by
NIC Bank. ‘Chapman (2010) points out that training should be about whole person
developmentiand not just transferring of skills. This can be achieved through special adult
training formats as opposed to classroom sessions.

The study also concludes that there are various skills and competencies necessary
for excellent customer service delivery such as product and service knowledge, telephone

skills, good communication skills, tenacity and problem solving skills. This is in line with
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the second objective of the study; to find out the skills and competencies required by NIC
Bank for excellent customer service delivery. Kamin (2003) states that most questions of
a customer revolve around the product or service offered by the business, and customers
are most pleased when their attendant not only knows the product or service fully but also
goes a step further in giving them a good experience.

Finally, the study concludes that training is a key element in imbroving quality of
customer service and with the proper training and support, and a'service environment that
is customer-focused and humane, employees will have, thewtools they need to give
customers what they want and deserve, which is in line, withsthe third objective of the
study; to establish the impact of customer servicetraining,on 'customer service delivery.
Cook (2011) emphasises that everyone throughout the organisation can benefit from
training and development to enhance ‘their attitude towards the customer — their
behaviour, knowledge and skills. The author explains that a further consideration in the
development of a custoimer service'strategy is the need to develop quality people within
the organisation. This means that training can impact customer service delivery through
improved perfermance, since training aims to provide employees with performance
improvement. /;The outcomes of training, therefore, must be tangible, in that they should
supportiand facilitate the organisations strategic aims.

Recommendations

The study recommends that organisations should invest more resources in

facilitation of training. Training should be considered as an investment and not just a

cost.
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Also continuous review of the training programs which will enable the staff to
update their skills in line with the needs of the customers and goals and objectives of the
company should be put in place.

Organisations should train customer service staff on skills that have a great impact
on customer service delivery.

Other factors such as organisational structure, policies and cultie as well as
remuneration, rewards and recognition among others that infldence the performance of

employees should also be combined with proper training te,enhancequality.

Areas for Further Studies
This study assessed the impact of training on eustomer service delivery using a
case of NIC Bank. This study scope was limited to one bank and training aspect of
employee productivity. Further study should,beicarried out on all other banks in the
industry. This study proposes assessing other factors that inhibit employee performance

even after proper traifing programs:
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APPENDICES

Appendix 1: Questionnaire For Customer Service Staff Members

Dear Respondent,

RE: COLLECTION OF DATA

My names are Celine Simiyu. I am currently a final year MBA student at Daystar
University. As part of my course requirements, I am expected,toreenduct a research and
present it as a thesis. My topic is on an assessment ‘of the_impact of training on customer
service delivery. You are to provide answersgonnquestions about staff training in NIC
bank. Any information you provide will be treated,with uttermost confidentiality. All the

information provided will be used for academic exercise only.

Your cooperation will be highly‘appreciated. Thank you.

Yours faithfullys

SelinaSimiyu

Student - Daystar University
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QUESTIONNAIRE FOR CUSTOMER SERVICE STAFF MEMBERS

The questionnaire is divided in the following segments:
A. Demographic Characteristics
B. Customer Service Training Programs
C. Skills and competencies required

D. Impact of training

PART A: demographic characteristics

(Tick the appropriate category on the bio data below")

1. Gender :
Male () Female ()
2. Age:

Below 20 (920,29 ¢)  30-39()  above 50 ()

3., Education Level
HighSchool certificate () Diploma/HND () Bachelors ()

Other specify ........ccoovvviininnnnn.

4. What is your level of position in your department

HOD () Supervisor () operative staff ()
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5. Number of years worked in the Bank

0- 5 years () 5-10 years () above 10 years ()

PART B: Customer Service Training Programmes conducted by NIC Bank

1. Do you receive special training towards improving customer setrvice'delivery?
Yes []

No  []

2. To what extent/often the following training,programséare offered at NIC Bank to
customer service staff? Use a scale of ', to"§ where 1 is to a very great extent and

5 is to no extent.

Training Programs 112 (3 |45

Knowledge of produetiand service required by customer

Conflict resolution

Effective eemmunication

Telephonetechniques

Tenacity

Presentability

Time management
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3. How often is training conducted?

Every weekend [ ] Once in a month [ ]

Other specify ........oooeiiiiiiiiiiiinn.

PART B: Skills and competencies required by NIC Bank for excellent customer service
delivery
1. Are there skills and competencies required for excellent customer service delivery

at NIC Bank?

YES [INO []

2. Rate the extent of importance of the following.skills when it comes to customer
service quality? Use a scale of I, to,5*whered 1s to a very great extent and 5 is to

no extent.

Skills 1123415

Product and service knowledge

Problem solving skills

Communication skills

Telephone skills

Tenagity skills

Presentability skills

Time management skills

Other specify
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PART C: Impact of training on customer service quality

1. Do you think training has made your performance more effective when it comes
to customer service quality?
Yes|[]

No []

2. To what extent does training influence the following personal statements in
enhancing of your performance in the organization? Use a scale of 1 to 5 where 1

is to a very great extent and 5 is to no extent:

Statements 11213

My overall performance in customeérservice has become more effective

The number of customer complainshasireduced

Number of repeat customets;has increased

My motivation at work has‘increased

My ability to'reselve customer complaints has improved

I amnable to.communicate better to customers

Training has made my customer interaction better

Others specify

THANK YOU!
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Appendix 2: Questionnaire for Customers

Dear Respondent

RE: COLLECTION OF DATA

My names are Celine Simiyu. I am currently a final year MBA student) at Daystar
University. As part of my course requirements, I am expected to conductia research and
present it as a thesis. My topic is on an assessment of the.impact'ofitraining on customer
service delivery. You are to provide answers on Juestions¢about staff training in NIC
bank. Any information you provide will be treatedwwith uttezmost confidentiality. All the

information provided will be used for academie exercise only.

Your cooperation will be highly appreeiatedy, Thank you.

Yours faithfully,

Selina Simiyu

Student s,Daystar University
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QUESTIONNAIRE FOR CUSTOMERS

University

The questionnaire is divided in the following segments:

Demographic Characteristics
Customer Service Training Programs

Skills and competencies required

Impact of training on customer service quality.

PART A: DEMOGRAPHIC CHARACTERISTICS

(Tick the appropriate category on the bio data below )

6.

Library

Gender :

Male () Female )

Age:

Below 20 () 20-29 () 30-39 ()

Number of years used the Bank

0- Syears () 5-10 years ()
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PART B: Customer Service Training Programs conducted by NIC Bank

4. Do you think staff needs training to improve customer service delivery?
Yes []

No []

5. Rate the extent of importance of the following trainingsprograins as relates to
customer service quality? Use a scale of 1 to 5 where 1 iS"to a very great extent

and 5 is to no extent.

Programs 1123|415

Knowledge of product and serviee required by customer

Conflict resolution

Effective communication

Telephone techniques

Tenacity

Presentability

Time management

97

Library Archives

Repository

Copy



Daystar University

PART C: Skills and competencies required by NIC Bank for excellent customer service

delivery

7. Are there skills and competencies required for excellent customer service delivery?

YES []

NO []

8. Rate the extent of importance of the following skillsywhen it comes'to customer service

quality? Use a scale of 1 to 5 where 1 is to a very great'eXtent and 5 is to no extent.

Skills 112(3]4]5

Product and service knowledge

Problem solvinggskills

Communication skills

Telephone skills

Tenacityskills

Presentability skills

Time management skills

Other specify
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PART D: Impact of training on customer service quality

4. To what extent has NIC bank met your expectations after training their staff?

To a very great extent [1]
To a great extent [ <
To a moderate extent [1
To a little extent [1
To no extent [.]

3. Overall, how satisfied are youswith the service quality delivered by NIC after
training their staff?
Very dissatisfied ()

Dissatisfied ()

Neither ()
Satisfied (V)
Very satisfied\( )
THANK YOU!
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Appendix III: Research Approval Letter

Appendix IV: Research Permit
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