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ABSTRACT

Training and development is very important for every organization because training and

development able to improve employee’s performance in the workplace. Many employers

and managers implemented training and development to face extensive business challenges

and to increase their employee’s knowledge, skills and abilities. A qualitative study was

conducted to explore employee perspectives of the effectiveness of

training and development on employee performance in a private bank in Kuching. Data was

collected from 3 informants using an interview method. The study focuses on types and

purposes of training and development programs in a private bank, evaluation of training and

development and employee performance in a private bank, and strategies to increase the

effectiveness of training and development and employee performance in a private bank. The

collected data were analyzed using thematic data analysis. The results of the study revealed

that the private bank have implemented a few types of training and development programs

such as job training, motivation training, customer service training, ethics training,

promotional training, and leadership training. The study also revealed that the private bank

have conducted an evaluation to measure the effectiveness of the training and development

programs and employee performance using Kirpatrick four level model, performance

appraisals and Key Performance Indicators (KPI). Furthermore, the findings of this study also

found that there are a few strategies to increase the effectiveness of training and development

programs and employee performance in a private bank. Hence, this study able to be a

guideline for future references and implementations.
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CHAPTER ONE

OVERVIEW OF STUDY

1.1 Introduction

This study was conducted to explore employee perspectives of the effectiveness of

training and development on employee performance in a private bank in Kuching. The first

chapter of this study will cover important sections such as background of study, statement of

problem, research objectives, research questions, research framework, significance of study,

definition of terms, limitations of study and overall summary of first chapter. This chapter is

very important to give a better and clearer idea about what this study is all about.

1.2 Background of Study

Employees play a vital role and become the main valuable resource for every

organization. Presently, every organization is facing a lot of challenges such as rapid change

of technology, extensive competition, inconstant business environment and customer

demands and world’s pandemics. Thus, employees in the organization should be managed

wisely in order to face these challenges through training and development. There are many

organizations willing to invest a large amount of money to train and develop their employees

to increase employees and organization performance (Abdullahi, Gwadabe & Ibrahim, 2018).

According to Tahir, Yousafzai, Jan and Hashim (2014), training and development is very

important to increase employees’ knowledge, skills, abilities, and capabilities for better

performance and career life. Organizations also benefited from these when the work

operation became more efficient because they had skilled and trained employees. As stated

by Amadi (2014), training and development are able to eradicate performance incompatibility,

provide competitive advantages opportunity, enhance employees motivation and increase

employees productivity.
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Mamy, Shabbir and Hasan (2020) stipulated that managers or employers should

conduct suitable training and development programs that align with employee needs and

organization goals to ensure the effectiveness of training and development that have been

implemented. A strategic designs and training need analysis should be conducted before

implementing any training and development programs to ensure the effectiveness of training

and development programs. Appiah (2010) and Amadi (2014) claimed that any training and

development programs should be evaluated before, during and after the training and

development programs to ensure its effectiveness.

Training and development also an important tool to improve employee performance

in banking sector. As one of the service industries, human resource professionals need to

ensure that their employees’ knowledge, skills and abilities are up-to-date with rapid change

of service sector environment and endless of customer demands (Imran & Tanveer, 2015).

Almost every banking sector provides the same products and services which does not give

them enough room to compete with each other. Even so, customer experiences and

satisfaction have given them the advantages to compete with each other (Vaslow, 2018).

Therefore, bank managers need to improve their employees’ customers service skills through

training and development to gain competitive advantages. The manager of banks should

implement continuous training and development practices to maximize their employees

performance and productivity (Sanyal & Hisam, 2018).

1.3 Statement of Problem

The problem statement will highlight the research gaps in the topic : knowledge gaps,

empirical gaps and practical gaps.

In terms of knowledge gaps, a study conducted by Appiah (2010); Jehanzeb and

Bashir (2013), Amadi (2014); Kumar and Siddika (2017); and Mamy, Shabbir and Hasan
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(2020), stated the importance of training and development programs in an organization. Only

a few studies were conducted to evaluate the effectiveness of training and development

programs. A study conducted by Niazi (2011) showed the importance of training needs

analysis and evaluation of training and development programs to ensure the effectiveness of

training and development programs. Farjad (2012) has conducted a study to evaluate the

effectiveness of training courses using Kirkpatrick model. Thus, a study to explore employee

perspectives of the effectiveness of training and development and how the programs are

evaluated in a private bank need to be conducted to fill the gaps.

Empirical gaps can be stated in two aspects which are geographical gap and

methodological gap. For geographical gap, a few past studies conducted by Falola, Osibanjo

and Ojo (2014); Tahir, Yousafzai, Jan and Hashim (2014); Athar and Shah (2015); Imran and

Tanveer (2015); and Gidey (2016) were conducted in overseas which are Pakistan, Nigeria

and Ethiopia to investigate the impact of training and development on employee performance

in banking sector. None of these studies were conducted in Malaysia especially in Sarawak.

For methodological gaps, There are plenty of research on training and development

conducted quantitatively. (Amadi, 2014; Falola et al., 2014; Tahir et al., 2014; Athar & Shah,

2015; Imran & Tanveer, 2015; Ampomah, 2016; Gidey, 2016; Khan, Abbasi, Waseem, Ayaz

& Ijaz, 2016; Salah, 2016; Kumar & Siddika, 2017; Abdullahi, Gwadabe & Ibrahim, 2018;

Sanyal & Hisam, 2018; Shafiq & Hamza, 2018; Younas, Farooq, Khalil-Ur-Rehman, &

Zreen, 2018; Mahadevan & Ming, 2019) are research on the impact of training and

development on employee performance that conducted quantitatively. These researchers have

recommended future research on training and development topics by conducting in-depth

study. Hence, a study to explore employee perspectives of the effectiveness of training and

development programs in a private bank, Kuching need to be conducted qualitatively to fill

the gap.
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For practical gaps, (Athar & Shah 2015; Sanyal & Hisam 2018; Shafiq & Hamza

2018; Mamy, Shabbir & Hasan, 2020) recommend that every organization should implement

and apply training and development programs to enhance employee performance. A study

conducted by Appiah (2010); Hafeez and Akbar (2015); Imran and Tanveer (2015); Gidey

(2016); Sanyal and Hisam (2018); and Shantha (2019) revealed that training and development

affect employee performance positively. A study to explore employee perspectives of the

effectiveness of training and development on employee performance in a private bank,

Kuching was conducted qualitatively using exploratory and in-depth research to fill the gap

that previous studies have conducted.

1.4 Research Objectives

The main objective of this study is to explore employee perspectives of the

effectiveness of training and development on employee performance in a private bank in

Kuching. The following are the specific objectives of this study :

i. To identify training and development programs that have been implemented in a

private bank and its purposes.

ii. To investigate how a private bank evaluate the effectiveness of training and

development programs and employee performance.

iii. To ascertain strategies to increase the effectiveness of training and development

programs and employee performance in the private bank.

1.5 Research Questions

The following are the specific research questions of this study :

i. What are the training and development programs that have been implemented in

a private bank and what are the purposes ?
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i. How does a private bank evaluate the effectiveness of their training and

development programs and employee performance ?

ii. What are the strategies to increase the effectiveness of training and development

programs and employee performance in a private bank ?

1.6 Research Framework

The purpose of this study is to explore employee perspectives of the effectiveness of

training and development on employee performance in a private bank. Concepts of training

and development and employee performance will be presented in this study based on Figure

Figure 1. Input-Process-Output model where the inputs are training and development and

employee performance; the process are semi structured interview and thematic analysis; the

output are types of training and development, evaluation of training and development and

strategies to improve the effectiveness of training and development.

Input Output
Process

 Semi
structured
interview

 Thematic
data
analysis

 Types of training and
development

 Evaluation of training and
development

 Strategies to improve the
effectiveness of training and
development

 Training and
development
in a private
bank

 Employee
performance
in a private
bank
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1.7 Significance of Study

The study conducted will help the management of banking sector understand better

about the importance of training and development to improve their employees performance as

well as organization performance. Besides that, this study is able to help human resource

professionals to plan, design and provide effective training and development programs to

enhance their employees performance and become more competitive. In order to gain

competitive advantages, they need to increase and improve their employees’ knowledge,

abilities, skills, competencies, and capabilities through effective training and development

programs. They are also able to improve and restructure their training and development

programs that have been implemented in the banking sector with provided information in this

study.

Apart from that, this study can increase literature related to this area. Other than that,

extra knowledge about training and development as well as knowledge related to banking

sector through this study also can be gained. Besides, this study might be beneficial to other

researchers, scholars, and those who have interest in this area for references. This study also

can be a source of information for future researchers to conduct a future research on this topic,

related to this area or other areas.

1.8 Definition of Terms

Several key terms are defined both conceptually and operationally for better

understanding of the context : training and development, employee performance and

effectiveness of training and development programs.
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Training and Development

Conceptual : Training and development refers to an organized process of learning to

improve one’s knowledge, skill, behavior and attitudes in order to gain performance

effectiveness (Beardwell & Hidden, 1994, as cited in Amadi, 2014, p. 2).

Operational : The private bank have implemented a few types of training and development

programs to improve employee performance.

Employee Performance

Conceptual : Employee performance refers to a measurement on how well employees are

able to complete their job or task through organization’s performance standards (Appiah,

2010).

Operational : Employee performance in the private bank were evaluated using performance

appraisals and Key Performance Indicators (KPI) on yearly basis.

Effectiveness of Training and Development Programs

Conceptual : Effectiveness of training and development programs refer as when behaviors

are change, knowledge, skills and and attributes are improved, outcomes that are fundamental

and measurable, and trainees reaction or perceptions towards training and development

programs (Hung, 2010, as cited in Imran & Tanveer 2015, p. 31).

Operational : Effectiveness of training and development programs in the private bank were

evaluated using Kirkpatrick model that consists of four levels, which are reaction level,

learning level, behavior level and result level.
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1.9 Limitations of Study

The study conducted only focusing on one of the human resource management

elements which is training and development. Besides that, this study only limited to one

factor that influences employee performance which is training and development due to time

limitation. The other factors that able to influence employees’ performance such as

motivation, working conditions, rewards, relationship between management and subordinate;

health unionization and team work will not be covered in this study (Nassazi, 2013).

Apart from that, the study only focuses on employees in banking sector because

research on banking sector is limited in this country. Therefore, the other sectors will not be

covered in this study. Plus, the study conducted only limited to one of the private bank

branches due to time limitation and Covid-19 pandemic. Hence, the study could not represent

the data for all of the bank branches.

Furthermore, the data for this study were collected only from three informants due to

Covid-19 pandemic. The informants were interviewed using Zoom and Whatsapp video calls

due to the execution of Movement Control Order (MCO).

1.10 Chapter Summary

Briefly, chapter 1 is about the basis of the research area, research background and the

aim for conducting the study. Review of literature will be covered in the next chapter.
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CHAPTER TWO

LITERATURE REVIEW

2.1 Introduction

This chapter will cover the issues related to the study, theory and model and previous

research findings to give readers a better understanding of the important concepts.

2.2 Issues Related to the Study

Training and development and employee performance are two important issues that

are related to this study based on the research framework developed for this study.

2.2.1 Training and Development

Training and development is one of the Human Resource Management elements.

Each employee including managers need to be involved in training and development to

enhance their performance (Nassazi, 2013). This statement were supported by Amadi (2014);

and Tahir, Yousafzai, Jan and Hashim (2014), where training and development not only

affect employee motivation to perform better, but employees also gain knowledge, skills and

abilities that become their competitive advantage, fulfill their current and future work needs

and ensure their employability for a long time. Besides that, training and development able to

bridging employees skill gaps, help employees with their career life, achieve organization

goals which contribute to the success of the organization, and help manager to face business

environment challenges (Tahir et al., 2014; Imran & Tanveer, 2015; Abdullahi, Gwadabe &

Ibrahim, 2018).

Appropriate training and development can be implemented when managers know the

need of the training through employee performance evaluation. An effective training and

development involves analysis of training needs, design and develop suitable training
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methods and programs, implement and evaluate the training (Nassazi, 2013). There are a few

factors that determine the effectiveness of training and development programs, which are

employees’ knowledge, skills and abilities are improved, employee change to desired

behavior, employees perceive the training and development programs as benefits to them, and

the programs resulted desired outcomes (Imran & Tanveer, 2015). The effectiveness of

training and development can be improved through a few strategies. The strategies to

improve the effectiveness of training and development were related with organization’s needs,

employees’ needs, training and development resources availability, training and development

methods and many more ( Kum, Cowden & Karodia, 2014; Salah, 2016; Sanyal & Hisam,

2018; and Mamy et al., 2020).

There are two common training and development programs or methods which are on

the job training and off the job training (Nassazi, 2013; Amadi, 2014; Gidey, 2016; Abdullahi

et al., 2018). On the job training was conducted in the workplace at work time where a

learner or trainee learns from their trainer or more experienced workers through observation

and try to imitate the observed behaviors (Gidey, 2016). Coaching, mentoring, job rotation

and transfer, and apprenticeship are common examples of on the job training methods

(Nassazi, 2013; Gidey, 2016). Managerial skills, technical skills, leadership skills and

administrative skills are able to be developed through on the job training (Armstrong, 1998 as

cited in Amadi, 2014, p. 15). Abdullahi et al. (2018) stipulated that on the job training also

implemented in the organization to improve newly hired employees or those who lack of

experience. Gidey (2016) also stated that on the job training is cost effective and less

disruptive as the training were conducted in working conditions.

Off the job training was conducted in a specific training place which is outside of the

working place, where the training materials were provided (Amadi, 2014; Gidey, 2016).

There are a few examples of off the job training methods such as lectures, conferences,
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seminars, workshops, case study, brainstorming, multimedia learning, behavior modelling

and role playing (Nassazi, 2013; Amadi, 2014; Gidey, 2016; Abdullahi et al., 2018). Amadi

(2014) stated that the advantages conducted off the job training is that employees are able to

gain new knowledge, skills and abilities. Besides that, employees able to concentrate on their

learning as the learning takes place outside of working place and time.

2.2.2 Employee Performance

Managers or employers need to manage their employees effectively because the

success and failure of an organization depends on how they manage their employees.

Managers or employers need to involve their employees in the organization planning process

so that they are able to know the organization’s objectives, goals, mission and vision. Every

employee need to know what and how to do their job or task in order to perform well and

achieve organizational goals (Amadi, 2014). As mentioned by Jehanzeb & Bashir (2013),

employee performance is one of the training and development programs individual’s benefits.

Many past studies revealed a positive impact of training and development on employee

performance (Rodriguez & Walters, 2019). Thus, managers and employers need to

implement training and development programs to enhance their employees performance as

well as organizational performance (Hafeez & Akbar, 2015).

Employee performance can be measured based on their behaviors, job outcomes,

productivity, quality, profitability, efficiency, effectiveness which has been set by the

organization’s performance standard (Gidey, 2016). Employees’ motivation, declarative

knowledge, procedural knowledge, willingness to perform, capacity to perform, and

opportunity to perform are a few examples of employee performance indicators (Imran &

Tanveer, 2015). Besides that, training and development can affect employee performance

positively (Khan et al., 2011, as cited in Imran & Tanveer, 2015). As stated by Elnaga and
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Imran (2013), employee performance can be evaluated through a few stages which are

planning, monitoring, developing, rating and rewarding. Employee performance need to be

evaluated in order to provide training and development programs that are suitable with

employees needs. Performance appraisal can be a tool for manager or employer to evaluate

employee performance. Performance appraisal can be conducted in a particular time based on

organization objectives and resource availability (Nassazi, 2013).

2.3 Theory and Model Related to the Study

Human capital theory and Kirkpatrick model was related to training and development

and employee performance.

2.3.1 Theory Related to the Study

Past studies conducted by Milhem, Abushamsieh and Arostegui (2014); Buta (2015);

Abdullahi, Gwadabe and Ibrahim (2018); and Wuttaphan (2020) emphasize the concept of

human capital theory in training and development programs. Adam Smith proposed the

theory of human capital in 1976 and the term and theory of human capital were strengthened

by Schultz and Becker (Milhem et al., 2014; Abdullahi et al., 2018; Wuttaphan, 2020).

Human capital consists of a few components which are knowledge, skills, abilities, talent,

behavior, experience and effort (Abdullahi et al., 2018; Wuttaphan, 2020). According to

human capital theory, a manager or employer can enhance and improve these components by

investing in their human resources through workplace education, training and health (Buta,

2015; Abdullahi et al., 2018; Wuttaphan, 2020). The investment was made because the

organization valuing their human resources and at the same time expecting the positive

outcomes from this investment. The investment also changed the paradigm of human capital

from activity based to outcomes and performance based (Wuttaphan, 2020).
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As claimed by Buta (2015), the organization is able to gain a competitive advantages

when manager and employer invest in their human resources. Abdullahi et al. (2018) and

Wuttaphan (2020) also argued that the investment in human resources able to enhance

employees’ career opportunity, path and advancement. The organization also benefited from

the investment as the training and development will enhance employees productivity which

contribute to the success of the organization (Garcia, 2005, p. 1693-1694, as cited in Milhem,

2014, p. 18). In order to apply the theory successfully, the organization need to make sure

that they collected and analyzed the data related with the need of investment and produce

effective strategies (Wuttaphan, 2020).

2.3.2 Model Related to the Study

The evaluation of training and development programs is very vital in order to

determine whether the outcomes of the programs are aligned with training and development

objectives (Niraj Kishore Chimote, 2010, as cited in V & Shaik, 2012, p. 727). Managers or

employers need to consider the needs of training and development programs, training and

development design, methods and delivery styles in order to implement effective training and

development programs (Sheeba & Christopher, 2020). Lack of training and development

programs evaluation has caused some of the organizations assumed that the programs are not

worth to invest for, the programs has no significant impact on performance and wasting

money, time and effort (Bramley & Kitson, 1994, as cited in Farjad, 2012, p. 2838).

The effectiveness of training and development programs can be evaluated by

Kirkpatrick model. There are four levels in Kirkpatrick model to evaluate the effectiveness of

training and development programs which are reaction, learning, behavior and result (Farjad,

2012; Topno, 2012; Sheeba & Christopher, 2020). Reaction level refers to trainee’s

perception and reaction towards training and development programs which determine to what
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extent the programs are relevant with trainees’ needs and satisfactions. Every training and

development program should be evaluated at least on this level for improvement in the future

(Farjad, 2012). Learning level is a measurement to determine to what extent trainees

knowledge, skills and abilities are acquired and improved after the programs (Farjad, 2012;

Topno, 2012; Sheeba & Christopher, 2020). Topno (2012) stated that the evaluation for this

level should be conducted before and after training and development programs. Behavior

level will determine to what extent trainees’ behavior change by applying the learning to their

job. The evaluation for this level need to be conducted immediately or after a couple months

of training and development programs (Topno, 2012). Evaluation on result level is to

determine to what extent training and development programs provide the desired outcomes

(V & Shaik, 2012). A study conducted by Farjad (2012), Topno (2012), V and Shaik (2012)

and Engetou (2017) emphasize Kirkpatrick four-level model in the study to evaluate the

effectiveness of training and development programs.

2.4 Previous Research Findings

A few past studies has conducted to investigate the types of training and development

programs that has been implemented in the banking sector, telecommunication sector and a

private tertiary institution (Appiah, 2010; Amadi, 2014; Imran & Tanveer, 2015; Ampomah,

2016; Gidey, 2016). There are various types of training and development programs that can

be implemented which are skill training, customer service training, apprenticeship training,

cross training, team training, vestibule training, remedial training, refresher training, literacy

training, outplacement training, retraining, coaching and creativity training (Hameed &

Waheed, 2011; Gidey, 2016, Mamy, Shabbir & Hasan, 2020). A study conducted by Appiah

(2010) revealed that HFC bank were implemented an in-house training. Amadi (2014)

claimed that Safaricom limited call centre implemented a few training programs which are






