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ABSTRACT

We live, work and die in organization, every persomployee is entitled to own feelings
has a right, constitutional, personal, to express alissatisfaction if aggrieved by
organizations (employer. A psychological contramtgists of beliefs an employee has as
for as work related issues are concerned, espgdladl contract part of employment
(Rousedu 2000), because it is this contract whighds the employee and the

organization.

The study on psychological contract was succegstufidertaken; staff from various
branches and headquarters participated. A quesii@was used to solicit information

which was evaluated and finings and recommendaticesn.

The study highlighted on various levels of contreiciation and employees effective
commitment. However the study revealed variancel$euf beliefs on contract violation
across the bank. The final analysis indicated toatract violation can affect employee
performance, it's important to realize the existenaf the problem and find out
managerial remedy to the same, to encourage piigiducnd work. Place cooperation
and employee goodwill, hence improving their attduand commitment to the

organization.
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CHAPTER ONE

INTRODUCTION

1.1 Background of the Study

An organization can only survive and flourish i tompetitive business environment if
it is able to attract and retain good caliber empés (Corbridge 1998). Currently with
the growing need to keep and retain quality staffis essential to understand the
relationships employees develop with their emplsyerhrough this understanding
employers can develop strategies to encourageiygsibrkplace outcomes which may
lead to increased productivity and retention. Pobiglity and retention are essential for
employers to operate successful organizations ocamefwork that has been used to
examine perceptions of the relationship between éhgployee and employer is

psychological contracts. Psychological contracts #ire beliefs an individual holds

concerning the implicit terms of an agreement betwedhe individual and the

organization (Rousseau, 2000).

When this agreement between employee and employeiulfilled, increased job

performance results; however, when the contracvidadated by the employer, the
employee may engage in negative workplace behavi(foturges, Conway, Guest &
Liefooghe, 2005). Furthermore, the effect C: violiatand fulfillment may differ across
employees due to individual differences. One sagbortant difference is organizational
commitment. An individual’s commitment to the orgaation has a large influence on

how that employee conducts himself or herself mwlorkplace (Wasti, 2005). Through



the examination of psychological contract withie ttontext of employee commitment,
researchers can obtain a more in depth undersguadihow perceived violation of the

psychological contract can impact employee commitme

1.1.1 The Concept of Perception

Armstrong observed that, perception is the intaitenderstanding, recognition and
interpretation of things and events. Behaviour Wwal influenced by the perceptions of
individuals about the situation they are in. Themtépsychological climate’ has been
coined by James and Sells (1981) to describe howepgons give the situation
psychological significance and meaning. Percept@s been defined by lvancevitch et al
(2008) as the process by which an individual givesaning to the environment. It
involves organizing and interpreting various stimuko a psychological experience.
Perception is empirical in that it is based on itigividual’'s past experience. Different
people will therefore perceive the same thing ifedent ways. Ivancevitch et al (2008)
added that, while people think they are descrilsiogne objective reality, they are in fact
describing their subjective reactions to that tgalnd it is this perception of reality that
shapes behaviour. To a large extent people intetipeeevents and the actions of others

from their own viewpoint.. They see what they winsee.

Robbins et al (2004) observed that, perceptiorotsnecessarily based on reality, but is
merely a perspective from a particular individuafisw of a situation. In dealing with the

concept of organizational behavior, perception bee® important because ‘people’s



behaviour is based on their perception of whattsess, not on reality itself the world as

it is perceived is the world that is behavioraltyportant’ (p. 132). Factors influencing a
person’s perception can be broken down into maitegoaies. These include: the
situation, the perceiver and the target. For example factors in the situation may
include: time, work setting, or social setting. Wdees the factors in the perceiver may
include: attitudes, motives, interests, experierares$ expectations. Lastly, the factors in

target may include: novelty, motion,, sounds, siaekground, proximity, and similarity.

1.1.2 Psychological Contract

There is a contract of service between an emplogetract and an employee which like
any other contract creates a legally enforceabéioaship. According to Rousseau and
(1994), the ideal contract in employment would dietgpectations of both employee and
employer. Typical contracts, however, are incongpliile to bounded rationality which
limits individual information seeking; arid makesmpossible to specify all condition up
front. Both employee and employer are left todpl the blanks; hence the parties develop

a psychological contract in their minds.

A psychological contract is a set of unwritten estpgons that exist between individual
employees and their employers. As Guest (2007)dnateis concerned with: The
perceptions of both parties to the employment igglahip, organization and individual,
of the reciprocal promises and obligations impiedhat relationship.” A psychological

contract is a system of beliefs that encompasseadtions employees believe are



expected of them and what response they expeceturnr from their employer and
reciprocally, the actions employers believe areeeigd of them and what response they

expect in return from their employees.

Violation of the psychological contract occurs whame party perceives that the other
has failed to fulfill its obligations or promise$he employee’s perception that the
organization has failed to fulfill one or more @dations relating to the psychological
contract represents the cognitive aspect of vimhati a mental calculation of what the
employee has received relative to what was promissalvever, there is also an
emotional state that accompanies violation - thairigs of betrayal, distress, anger,
resentment, a sense of injustice and wrongful h&olfe Morrison & Robinson, 1997).

This emotional experience culminates and behaviowsponses that may eventually

have an effect on employee’s commitment to the ropgdion.

1.1.3 Employee Commitment

Armstrong (2010) suggested that, commitment carrdberred to as attachment and
loyalty. It is associated with the feelings of miduals about their organization. It is the
relative strength of the individual’s identificatiawith, and involvement in, a particular

organization. The three characteristics of t idestti by Mowday et al (1982) are: a

strong desire, to remain a member of the orgamzat strong belief in, and acceptance
of, the values and goals of the organization arehdiness to exert considerable effort on

behalf of the organization.



An alternative, although closely related, defimti@f commitment emphasizes the
importance of behaviour in creating commitment.S&tancik (1977) put it: Commitment

is a state of being in which an individual becorbesind by his actions to beliefs that
sustain his activities and his own involvement.eenhfeatures of behaviour are important
in binding individual to their acts: the visibilitgf the acts, the extent to which the
outcomes are irrevocable, and the degree to whiehperson undertakes the action
voluntarily. Commitment, according to Salancik, da@a increased and harnessed ‘to
obtain support for organizational ends and intstaébtough such ploys as participation
in decisions about actions. Commitment is mostlyrggzen when the members of an

enterprises play part in defining the purpose dadgof the entity. Commitment carries

with it a defacto approval of and support of thenagement, Hodgetts and Hegar (2009).

1.1.4 Banking sector in Kenya

Currently there are 45 licensed commercial bankklamortgage finance company. Out
of the 46 institutions, 33 are locally owned andai8 foreign owned. The locally owned
financial institutions comprise 3 banks with sigeaiht shareholding by the government

and state Corporations, 27 commercial banks anarigage finance institution.

The banking sector has grown in leaps and boundshénrecent past owing to
diversification, innovative delivery channels ar tcredit reference bureau. For the

quarter ended September 2011, the sector recordeheed performance with the size



of assets standing at Kshs. 2.0 trillion, loans athinces worth Kshs. 1.2 trillion, while
the deposit base was Kshs. 1.5 trillion and phdfore tax of Kshs. 63.5 billion as at 30
September 2011.

The Credit reference bureau has been enacted medkat past. The credit bureaus assist
in making credit accessible to more people, andlemalenders and businesses reduce
risk and fraud. Sharing of information between ficial institutions in respect of
customer’s credit behavior, therefore, has a pasiBconomic impact. They collect
manage and disseminate customer information toelsnaithin a provided regulatory
framework — in Kenya, the Banking (Credit RefereBegeau) Regulations, 2008 which

was operationalzed effective 2” February 2009.

The Central Bank has also licensed institutiongtactice agency banking in which
banks will have agents in all around the counttyiswill help banks save set up costs in
locations where they want to grow but the busirtesss not warrant opening of a fully
fledged commercial banks branch owing to the higkts of set up vis-a -vis a small
market. There are currently six microfinance ingtiins which are licensed by the

Central Bank to take deposits.

1.1.5Bank of AfricaLimited
Bank of Africa Kenya Limited is an all public bamkoviding banking services to
corporate, SME and retail clientele. The bank comoed operations in Kenya in July

2004, after acquiring the Kenyan branch of Credjtiéole Indousuez. The bank has 24



branches in Kenya of which 8 in Nairobi (LJhuru kiipy, Monrovia Street, Ruaraka,
Nairobi, Westlands, Ngong Road, Embakasi and RRaad), | in Kisumu, | in Nakuru, 1
in Eldoret, 1 in Bungoma, | in Kericho, | in Ronghin Meru, | in Kisii, | in Thika and 2

in Mombasa (Mombasa, Changamwer).

Bank of Africa Kenya limited is a subsidiary of Baaf Africa Group Ltd. The Bank of
Africa group began its operations in 1982 in Bamakali, and has over the years
expanded initially in West Africa and recently iradE Africa. The group has its head
office in Benin and Mali. It is well established1® Other countries in Africa namely:
Benin, Burkina Faso, Burundi, Ivory Coast, MadagasMali, Niger, Senegal, Tanzania
and Uganda. The total turnover is 2008 was Euro @2@8bon. The group has over
500,000 banking clients and 200 staff. Bank of édrkenya recently declared profits of
Kes 432,725, 000 for the year ended December 20&lbank has come from being a
largely corporate bank from the year 2004 whenitrgricole Indosuez was taken over

by the Bank of Africa group to a retail Bank anchasv capitalizing on SMEs.

1.2 Resear ch Statement

Internationally, there has been an increase in ecapresearch on psychological contract
in the past 15 years. The impetus for the rese@cthe changing nature of the
psychological contract that has resulted from dlobampetition, technology and
downsizing. There has been a shift from paternalshployee — employer relationship,

where the employer took care of employees by pmogidpward mobility, job security,



and retirement benefits, to a much more transagtiemployer- employee relationship
where there is far less job security and fewer igions for retirement planning (Turnley
et al, 1998). This has led to an increased levanabiguity regarding what the employee
can expect from the employer and thus an increbkelthood that the employee will

perceive that the employer is not fulfilling itsopnises and obligations (Rousseau, 1994)

The Bank of Africa has been chosen as an Enterpfiséudy because of the following
reasons. One, the rate of employee turnover aedtren rates are very low, which seem
to indicate some level of job satisfaction and catmants. Secondly, occasionally with
Banking Sector there had been issues of unfairn€sgjity and inconsistency
relationship. The new Performance appraisal systamonly work well if the Board
understands and effectively manages its staffshmdggical contract by identifying and

striving to meet their expectations.

Locally, some of the studies carried out on psyspckl contract include: Abwayo
(2005), on the relationship between psychologicant@ct and organizational
commitment and job satisfaction in commercial bamkdlairobi. Among other things,
the researcher found that there was a positiveeladion between employers’ obligation
and job satisfaction and a negative correlationwbeh psychological contract and
organization commitment; Longurasia (2008) studiethployees’ perception of
psychological contract at the KMC where she fouhdt tthe company fulfils its

psychological contract largely by assign job widisponsibilities, facilitating a positive



relationship between, colleagues and fostering gamdmunication while on the other
hand employees’ fulfill their obligations to-the mpany; finally, Nambaka (2010)
studied the relationship between employee psyclcdbgcontract and organization
citizenship behaviour at the NSSF. The findingsdatkd, among other things, that the
fulfillment of the organization’s obligations tovelr its employees is important in

explaining the willingness of employees to engamgerganization citizenship behaviour.

Further, the recommendations on the findings obthin these studies indicate that there
is a knowledge gap in some areas of psychologmalract: Nambaka (2010) identified
need for the study of the relationship betweenigasand psychological contract since
perception of justice has been treated as antetefleontract violations and also as an
outcome of contract breach/fulfillment: Longuragi2008) pointed out that further
research can be done on the existing psychologargtact with the aim of appreciating
the importance of human resource in an organiza@owayo (2005) noted the need to
study the antecedent of organizational commitmeiat $et up with few job opportunities
low quality of work life in countries like Kenya dralso, whether psychological contract
has any implications for individual performance tthrmay impact on the overall
organizational performance. In summary, a gap &xsthe literature as the mentioned
researchers investigated only the outcomes of agaonal commitment, job
satisfaction and organization citizenship in relatito psychological contract. The
employee’s level of commitment as a response taegderd psychological contract

violation has still not been examined.



The above research problem leads to the followingstjon: What is the influence of

perceived psychological contract violation on engpks’ commitment at Bank of Africa.

1.3 Objective of the Study
To establish the influence of perceived psycholalgmontract violation on employee

commitment at the Bank of Africa.

1.4 Value of the Study

The understanding of psychological contracts, eggdo commitment and the

interrelation of these constructs is importanthe management of today’s workforce.
Hence the study may be significant of various reasd-irst, it may help the Banks
management understand how contract violation mélyeince its employees thereby
encouraging the Bank to recognize and incorporhte ihclusion of psychological

contracts into its management strategies. Speltyficghis research may help the
organization protect relationships with valued emgpkes leading not only to increased
productivity, but also increased retention.

The government may find the results useful as imgotpolicy reviews on labour related
issues.

Trade unions may use the research findings totada inclusion of certain items in the
terms and conditions policy documents, items thay hrave been ignored previously but

are of great importance.

10



Scholars in the field of management may use th@nmdition to understand better effects
of psychological contract generally on employmealfattonship and specifically on
employee performance commitment. They may alsothiseinformation as reference

point to research on management of psychologiaattact in other fields of applications.

11



CHAPTER TWO

LITERATURE REVIEW

2.0 Introduction

This section examines various issues which musiniderstood in psychological contract
violation. Issues relating to psychological contrageerceived psychological contract
violation, employee commitment, perceived psychigialg contract violation and

commitment, are well articulated.

2.1 Psychological Contract

By its nature psychological contract is not a. tentdocument. Rather, it exists in the
people’s head. Torrington et al (2007) observed, tikdnere as a legal contract of
employment set out terms and conditions of emplaynremuneration arrangements and
basic rules which are to govern the employmentiogiahip, the psychological contract
concerns broad expectations about what each parhkst it will gain from the
relationship. Anderson and Schalk, (1998) addedsimuch as all possible aspects of the
relationship cannot be addressed in a. formaltevwricontract; the psychological contract
fills the gaps in the relationship. Furthermoreg thsychological contract shapes
behaviour as employees weigh their obligations tde/ghe organization against the
obligations of the organization towards them angistd their behaviour on the basis of
critical outcomes. Finally, the psychological cawctr gives employees a feeling of

influence on what happens to them in the orgarmag\nderson and Schalk, 1998).

12



Armstrong and Murlis (2007) also observed thapsgchological contract as a system of
beliefs it encompasses; on the one hand, the acaorployees believe are expected of
them and what response they expect in return ftggir employer; and on the other, the
behaviour employers expect from their employeesplayee’s expectations covered by
psychological contract include: hew s/he is treatederms of fairness, equity and

security of employment scope to demonstrate competecareer expectations and the
opportunity to develop skills; involvement and ughce; trust in the organization to keep
its aid the expectation that s/he will be managedpetently. Employer’s point of view

covers such aspects of the employment: relationsstigompetence; effort; compliance;

commitment; and loyalty.

The above observations are further supported bygkdoip & Schalk (2002) as they
claim that psychological contracts are based owripg@romises made by both parties
and on generally accepted promises that are basethe general obligations of

employers and employees. Even if an employer hasnaole specific promises in that
regard, every employee will appreciate clarityrfass and good communication. Every
employer will appreciate employees dealing propaerith confidential information and

doing good work. In addition to general obligatiptiee psychological contract is further

augmented with written agreements, such as emplolyoostracts.

Blancero et al, (2007) noted that, the developrmépsychological contract in the minds

of employees i.e. a picture of what they owe thganization and what the organization

13



owes them in return can result in perception ofjuadities and a sense of violation. To
retain balance in the psychological contract pgetkiincrease in employee obligations
need to be matched by perception of increased d=swdf increases in employee
obligations are determined as exceeding increa@sesnards, it is possible to assure that
a negative shift in the psychological contract basurred. The situation may result in
employee’s withdrawal of organizational citizenshghaviour or employee exiting from
organization. Meyer & Alicai, (1997) stated thdirdugh a more in depth understanding
of how contract viol d fulfillment and commitmentaminfluence employees’ outcomes,
employers can develop specific strategies aimedcéasing the type of commitment

that will lead to the most positive outcomes.

2.2 Perceived Psychological Contract Violation

Employee’s perception on psychological act viokatis a construct that regards
employee’s feeling of disappointment from minorstration to betrayal) arising from
their belief that their organization has broken visrk-related promises (Morrison
Robinson, 1997), and is generally thought to be diganization’s contribution to a
negative reciprocity dynamic, as employees tendpexdorm-more poorly to pay back
perceived psychological contract violation. Therapgal of one’s psychological contract
from the cognitive assessment of the coherence degtvthe perceived terms of the
employment agreement and what he has been deliveyethe employer. When a
discrepancy occurs, individuals will 11r.-1.iiithlgcrease or reduce their participation

and in the organize Is h respect, psychologicatrachfulfillment reflects the quality of

14



the exchange process between employer and emplsyele,that individuals feel that
they more or less obliged towards their organiratio return for the delivery of
inducement by the employer (Coyle-Shapiro and Kes2000). Morrison and Robinson
(1997) observed that, employees regard the psygieslacontract to be breached when
there is a perception that one’s organization hdsd to fulfill one or more obligations
composing one’s psychological contract and for @abin to occur, an individual must
elicit an effective response to this perceivedation. They further suggest that there are
two causes of psychological contract violations:n&gng (when the employer
deliberately breaks a promise, either purposelgiu® to unforeseen circumstances), and
Incongruence (when the employee and employer harergdnt perceptions regarding
what has been promised). Robinson, et al. (199dhdothat psychological contracts
become more transactional following violation, shaythat employees retreat from
social exchange aspects and focus on pecuniaryfitserie order to create a

psychological distance from the source of violation

2.3 Employee Commitment

Recent studies of the concept of commitment havarazkd in many different directions

including new approaches to both the conceptuaizatf employee commitment and the
particular human resource practices intended teease it. Current research concerning
employee commitment highlights the pitfalls of vieg commitment as a one

dimensional construct that can be enhanced bytecplar human resource policy. This

15



Assumes that a particular practice, for exampleroff flexible working arrangements or
more training, will have a significant and benediceffect on employee commitment
Unfortunately, in practice it is not that simplechase there is no single solution. All

employees’ wants and needs cannot be addressesditgi@a policy (Robinson, 2006).

Employees who are committed to their jobs and amgdions exhibit positive attitudes

and are ready to contribute ideas, are innovathee ready to go an extra mile in their
contribution to the organization’s goals achievetnéviost of the times when these
employees move, they migrate to competing orgaioizatwith the knowledge and trace
secrets acquired from their former employers therefeating an even more critical
situation for the latter. Otieno (2010) quoted Ada& Hollman (2000) showing that

employees, on average switch employers every saxsyelhis situation demands that
management should identify the reasons for thigukat change of employment by
employees. Once these reasons have been identifiadagement can then devise

retention strategies that will help in keeping esis& employees for a longer time.

Farham (2000) observed that how employees feel snakmsitive or negative impact on
their productive levels and the level of an emp#yecommitment has a direct bearing
on the sustainability and profitability of any firBennet and Graham (1998) stated that,
managers need to know the factors that create atmtivin order to be able to induce
employees to work harder, faster and more effigreMohra (2004) added that the only

way to generate sincere commitment is through ideatlership process which is

16



dependable, reliable, predictable, empathetic, agrous and full of character and

integrity.

Torrington et al (2007) stated that, in relatiorhtonan resource practices in the areas of,
training, career opportunities, job challenge, ng@maent leadership, performance
appraisals, work-life balance and communication ooganizational performance all
influence commitment. Walton (1985) notes that caotm@ant is thought to result in
better quality, lower -turnover, a greater capadiy innovation and more flexible
employees. In turn these are seen to enhance tility abthe organization to achieve
competitive advantage lies, et al (1990) added Hmhe of the outcomes of commitment
have been identified as the industrial relatiomsate, absence levels, turnover levels and
individual performance. Robinson (2006) also wrajaoting other writers that,
performance benefits accrued from increased emel@gemmitment by organizations
include; increased job satisfaction, increasedgeldormance, increased total return to
shareholders, increased sales, decreased employesdr, decreased intention to leave,
decreased intention to search for alternative, ey@pt, decreased absenteeism. With this
in mind, employee commitment should be viewed &sisiness necessity, organizations
that have difficulty in retaining and replacing goetent employees will find it hard to
optimize performance. There are not only the immediexpenses of the recruitment
process, but other hidden costs such as managemmentind lost productivity as new

employees take time to become effective in thdes.0

17



On types of commitment, Alien & Meyer (1990) dey®d an early model that has
received considerable attention. The three-compomenel they advocated was based
on their observation that existing definitions oframitment at that time reflected at least
three distinct themes: an affective emotional &ttaent towards an organization
(Affective Commitment); the recognition of costsasiated with leaving an organization
(Continuance Commitment); and a moral obligationrémain with an organization

(Normative Commitment).

O’Malley (2000) contends that a review of the commneant literature produces five
general factors which relate to the developmenteofployee commitment: First.
Affihiative Commitment - An organizations interesasd values are compatible with
those of the employee, and the employee feels taxtdyy the social environment of the
organization; Second, Associative Commitment - Qizrtional membership increases
employees’ self-esteem and status. The employde pewileged to be associated with
the organization; Third, Moral Commitment - Emplegeerceive the organization to be
on their side and the organization evokes a sehsaitwal obligation in which both the
organization and the employee feel a sense of nsdmbty to each other. This type of
commitment is also frequently referred to in therhture as Normative Commitment;
Affective commitment - Employees derive satisfactirom their work and their
colleagues, and their work environment is suppertif that satisfaction. Some
researchers (e.g. Alien & Meyer, 1990) suggesttithiatis the most important form of as

it has the most potential benefits for organizatidémployees who have high affective

18



commitment are those who will go beyond the call doity for the good of the
organization, hi recent literature this form of aomment has also been referred to as
‘lengagement’ and is the form of commitment thatm®st usually measured by
organizations; And finally, Structural Commitment Employees believe they are
involved in a fair economic exchange in which tHsgnefit from the relationship in
material ways. There are enticements to enter andhin in the organization and there
are barriers to leaving. This type of commitmentiso frequently referred to in the
literature as Continuance Commitment. With refeeetec the above typology, when an
organization is considering assessing the commitiofeits workforce, not only should it

ask how much commitment exists, but also what tgge®mmitment exist.

2.4 Perceived Psychological Contract Violation and Commitment

The development of psychological contract in thedsiof employees i.e. a picture of
what they owe the organization and what the orgdinz owes them in return can result
in perception of inequalities and a sense of viotat To retain balance in the
psychological contract perceived increase in engeagbligations need to be matches by
perception of increased rewards. If increases ipleyee obligations are determined as
exceeding increases in rewards, it is possible ssur@ that a negative shift in the
psychological contract has occurred. The situatiay result in employees withdrawal of
organizational citizenship behavior or employediegifrom the organization (Blancero

et al, 2007).
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Sturges et al (2005) also observed that, when jpdygital contract agreement between
employee and employer is fulfilled, increased j@sf@rmance results; however, when
the contract is violated by the employer, the erygdomay engage in negative workplace
behaviours. Furthermore, the effect of violationd afulfilment may differ across
employees due to individual differences. One sugboirtant difference is organizational
commitment. An individual’s commitment to the orgaation has a large influence on
how that employee conducts himself or herself enworkplace (Wasti, 2005). Guest et
al (1996) suggested that, the strength of the pdggital contract is dependent on how
far the individual believes the organization iduffilling its perceived obligations above
and beyond the formal written contract of employmenhis in turn determines
commitment to the organization, motivation, jobidattion and the extent to which they
feel secure in their job. In other words, promisesde by the organization followed by
employee effort lead to expectations of paymentoaganizational fulfillment of
obligations. When fulfilled according to expectasoit leads to positive attitudes and

high level of commitment. And the converse applies.

Contract violation as noted by Kickul (2001) casulé in changed employee’s behavior,
commitment, and obligation, toward the organizatiédwards, Rust, McKinley & Moon
(2003) also supported the above writers by obsgrtimat, perceived psychological
contract breach reduces employees’ commitment ¢o ditganization, willingness to
engage in organizational citizenship behaviour,dpobivity, job satisfaction, job

performance, and enhance the intent to leave tiEnaation and actual turnover.
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Introduction

This chapter looks at the analytical frameworktd tesearch design, data collection and
data analysis. It encapsulates the research déwgmwill be employed, how data will be
collected and how the data will be analyzed in pitdegenerate a report and provide

finds.

3.2 Resear ch Design

The research design used was a descriptive suAaprding to Cooper and Schindler
(2000) a descriptive design is concurred with fimgdout the, who, what, where, when
and how much. A descriptive survey is structuresl ingestigative questions. The study
design was appropriate because it investigatednthim issues to expose the vialele
relationship(s) and described factors that supdaditte investigation. The study utilized

comparative information and data collected fromBlaaks entire networks.

3.3 Population of study

The population of the study was the Banks entiadf ststablishment of both the
management and unionisable carder (Nairobi), Na@obl the 8 are in Nairobi (Uhuru
Highway) Monrovia Street Ruaraka, Nairobi City QentWestlands, Ngong Road;

Embakasi and River Road.
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3.4 Data Collection and Analysis

Primary Data was collected using semi structuresstjonnaires. The questionnaire had
closed and open ended questions. It has threessgcfirst section consisted of general
information on the profile of the respondents, 8ahk of Africa.

Second section examined the perceived employeationl of psychological contract.

The third section dealt with employee commitmenth® organization. The exercise of

distributing questionnaires was through drop am#t piethod.

3.5 Data Analysis

The data was well cross checked for consistency e@mubkistency; analysis using
descriptive statistics i.e. standard deviation arehn scores was used to determine the
levels of perceived psychological violation and égpe commitment while coefficient
of correction was used to establish the strengtd significance of influence of

psychological contract violation on employees.

22



CHAPTER FOUR

DATA ANALYSISAND FINDINGS

4.1 Introduction

A questionnaire (appendix 2) was administered target group of 100 staff located at
the head office, and the eight other branches imoNia(Uhuru Highway) Monrovial
Street, Ruaraka, City Centre, Westlands, Ngong, rBatbakasi and River Road Ninety
two staff representing 86% of the target populatesponded positively. The information

was classified according to their views of percdipsychological contract violation.

4.2 Per ceived Psychological Contract Violation

The scoring system used in the analysis of perdgpggchological contract violation was
as follows. Very great extent= 4 marks; great exte3) moderate extent =2, less extent
1m rio extent = 0.

Table 4.1: Perceived Psychological Contract Violation by Management

Obligations | N Minimum Maximum | Mean Standard
Deviation

Change 92 0 4 2.6 1.166

Management

Career 92 0 4 2.5 1.148

Management
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Remuneration 92 0 4 2.4 1.162

ffinancial

Work 92 0 4 2.4 1.082

Environment

Job content | 92 0 4 2.4 1.064
Quality of 0 4 1.8 1.194
work life

Overall mean 2.33

Sour ce: Resear cher (2013),

The findings /Results of the rating of perceivedygh®logical contract violation
according to perceived employer obligations preseim table 4. 1 indicated that most
respondents felt that the highest violation wascirange management while least

violation was on the area of quality of Work life.

4.3 Employee Commitment Analysis

The scale for evaluating employee commitment iemgias below strongly disagree=0,

Disagree 1, Neither =2, Agree=3, Strongly Agree=4
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4.3.1 Analysis of Respondents by length of service

Table4.2

Duration of Statistic Affective Normative Continuance

service

Below I0years | Mean 1.47 1.66 2.04
N 40 40 40
Std deviation | .977 .965 1.023

10-15 years Mean 1.69 1.36 1.52
N 36 36 36
Std .853 .853 .840

16-20 years Mean 3.00 2.15 2.81
N 12 .651 .308
Std .000

21 and ab Mean 3 2.0 2.0
N 4 4 4
Std

Total Mean 1.00 1.43 1.78
N 92 92 92
Std deviation | .963 912 .968

Source: Researcher (2013)
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Results as per above table 4.2 shows that employeenitment by length of service
indicated that affective commitment (AC) had theést mean in respect of those who
have been in the service for more than ten yeanpjayee of 16-20 years also recorded a
higher score of 3.00. Continuance Commitment amalyslicated that the lowest mean
score of 1.52 indicated by 10-15 years of serwidele highest was 3.00 for 21 years and

above.

4.3.2 Analysis of Respondents by staff category

Table4.3.1 Distribution of Scoreson employees Commitment by Staff category

Staff category Statistic Affective Normative Continuance
Normative

Management Mean 1.78 1.50 1.81
N 20 20 20
Std deviation 445 .885 .885

Other staff Mean 2.70 2.60 2.60
N 72 72 72
Std deviation 445 .886 .886

Total Mean 1.89 1.60 1.96
N 92 92 92
Std deviation .963 912 .968

Source: Researcher (2013)
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The analysis of table 4.3 indicates that staff adbie highest in all the three types of
commitment 2.70, 2.60, 2.60 for affective normatigad controlled commitment

respectively, while management had a mean scor&.78,1.50, 1.81 for affective

normative of continuance commitment respectively.

4.3.3 Analysis of Responses by level of qualifications

4.4 Distribution of scores on employee commitment and level of qualification

Level of Statistic Affective Normative Continuance
gualification commitment commitment commitment
Form four Mean 2.40 1.73 2.00

N 12 12 12

Std deviation | .537 405 1091
Certificate Mean 1.00 2.32 2.32
/Diploma N 33 33 33

Std deviation | 1.277 .783 .783
Bachelors Mean 1.85 1.26 2.00
degree N 31 31 31

Std deviation | .940 .950 1.059
Post Master Mean 1.60 1.00 1.30
degree N 11 11 11

Std deviation | .546 .000 546
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Other post Mean 1.00 1.00 1.00

graduate N 5 5 5

gualifications | Std deviation | 000 000 00

Total Mean 1.91 1.62 1.97
N 92 912 976
Std deviation | .972

Source: Researcher (2013)

From the analysis of table 4.4 which is based spardents level of Education, reflected
that post graduate degree holders and post gradigéena holder registered the lowest
level of Normative commitment (NC) at a mean saoird.0 while the highest score of

2.32 was registered by certificate /Diploma holdéisisters degree holders and other
Postgraduate qualifications registered the lowesamscore of 1.00 and for continuance,

commitment, while the highest was 2.32 by certiBfiploma holders.

4.3.4 Analysis of Responses by sex

Table 4.5 Distribution of scores on employee commitment by sex

Respondents | Statistics Affective Normative Continuance
sex commitment commitment commitment
Female Mean 1.45 1.52 1.71

N 48 48 48

Std 1.066 1.085 1.011
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Male Mean 2.13 1.53 2.15
N 44 44 44
Std .700 .659 .905

TOTAL Mean 1.80 1.62 1.89
N 92 92 92
Std 972 972 975

Source Researcher (2013)

As per above analysis of table 4.5 both gender éMaFemale) are non committal on
issues on commitment. However a mean score of To5RAormative commitment for
female and male.

4.35 Analysis of Respondents indicating whether Bank of Africa is the first
employer

Table 4.6bistribution of scores on employees commitment at Bank of Africa astheir

first employer

Bank as a first Statistics Affective Normative Continuance
Employer
NO Mean 1.77 1.36 2.02
N 44 44 44
Std 951 711 .814
Yes Mean 1.81 1.72 1.81
N 48 48 48
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Std 981 1.003 1.131

TOTAL Mean 1.80 1.62 1.78
N 92 92 92
Std .970 912 .968

Source Researcher (2013)

From the analysis it shows that those who were eyepl by the Bank as first Employee
registered a mean score of 1.82 for normative aid for continuance. Those who had
been previously employed elsewhere registered@riodmative being the highest, and a

continuance of 1.81.
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CHAPTER FIVE
CONCLUSIONSAND RECOMMENDATION

5.1 Analysis of Findings

The objectives of this study seem to have beeimattausing determination of perceived
psychological contract violation and the extentvtoch it affects employee performance
and commitment. McKinley and Noon (2003) observest tcontract violation affects

employee performance and commitment, productivity accelerated intention to leave
the job which leads to a high rate of employee duen coupled with negative work |

behaviors. The respondents registered perceivedhpkgical contract violation in

varying modes registering a mean score of and atdndeviation not very variant from

each category.

The analysis indicates that there were minimalarexes in the level of contract violation
relative to Educational level, age, gender etc. [eyge perceived great violation on
aspects of management of change, and career dewahbp the trend showed a
downward indication on issues of Quality of Werfklijob contents, among others.
Generally, it reflected that about 65% felt thahttact violation was inexistent in their

work situations. 35% felt that the violation wasnmal and moderate.
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5.2 Conclusions and Recommendations

It's paramount from the study that employee perfomoe and commitment is affected by
various factors and more silently and saliently psychological contract violation.
Management should be aware of those other variabfeecting performance and
commitment they should also manage early symptomghe problem like chronic
absenteeism, turnover, sexual harassment, amoegsoffhe human resource personnel
should ensure that proper, updated, and effectolecigs are practiced in modern
organizations to avoid the problems being expeadnas per research findings. Good
employee treatment, performance based pays systgrod, quality of work life, equal
chances to decision making mechanism will help eodahe organizations image and
improve employee morale and commitment at workaCthannels of communication
(s) is also a pre-requisite for good employee sele@and has a positive co-relationship

to commitment and performance.

Organization culture should also be accommodatind é&cilitating compensation
schemes and benefits well structured; career ogsmitearly marked and practiced to
gain employee confidence. There need to accommadaage and manage towards
organization vision and mission direction(s). We Re&searchers need to encourage
organization to embrace and encourage employeel émament practices to avoid
discontent amongst few employees who feel oppregsddietached from organizations

worklife.
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There is need to understand the complexity of ssofe psychological violation of
contract, there’s need to realize that changingdgirareate new needs and challenges,
opportunities and threats. The need to continualhdertake research cannot be
underestimated. There’s urgent need to revise @audta work manuals, work related

procedures towards improving the quality of wof& In our organizations.

Finally there’s need for the government as the ncastodian of the society to embrace
and maintain continuous audit practices as for asagement of organizations is
concerned, more specifically the human elementaaik \@nd general work conditions not
forgetting giving highlights on minimum and maximwompensation for employees, the
deal condition acceptable to all parties as favak environment is concerned. Scholars
should also continue researching and updating takebolders on the organizational
environment culture, practices and how they impasitively or negatively on their own

commitment and performance.
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APPENDICES
APPENDIX 1: LETTER OF INTRODUCTION

ABBASFAISAL

SCHOOL OF BUSINESS
UNIVERSITY OF NAIROBI
P.O. BOX 30192 NAIROBI

Dear Respondent

RE: COLLECTIONI OF RESEARCH DATA

| am a post graduate student undertaking a MaBtegsee in Business Administration. |

am undertaking a Management Research project on dé8sessment of perceived
psychological contract violation on employees penfance and commitment at Bank of

Africa Kenya Itd".

| kindly request your authority to conduct reseaathyour institution (Bank of Africa)

through questionnaires which will be administeregdur staff.

The Information provided will be exclusively useat icademic purposes only and will
be treated with confidence.

Yours faithfully,

Faisal Abbas
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APPENDIX 2: RESEARCH QUESTIONNAIRE

Kindly note that the information generated throutjis document will be used for
academic endeavors only and will be highly safeder Your cooperation will be
highly appreciated.

(please tick (Vv’) as appropriate)

Section A: Person and Organization Profile

1. Kindly indicate your gender

Male { ] female [ ]

2. Your age bracket

18-25 { ] 26—31 [ ]
32-35 | ] 36-39 [ ]
40-45 [ J 46-49 [ ]
50-55 [ ] 56-55 { 1
Over 65[ ]

3. Please indicate the years of length of service

0-5 { ] 5—10 [ ]
11-15 | ] 16—20 [ ]
21-25 | J Over25yrs [ ]
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4. Level of Education /qualification

a)KCE [ ]
b) Certificate /Diploma [ ]
c) Bachelors degree [ ]
d) Masters degree { ]
e) Other post graduate qualification (s) { ]

5. Current duty station /Location
a) Head office { ]

b) Branch (s) [ ]

6. Have you worked elsewhere (Bank), if so whichk?aKindly indicate your reasons

for leaving that Bank (organization

Section B: Employee commitment
Pleas tick the following statements as appropriatale strongly disagree=0, Disagree

1, Neither Agree nor Disagree =2, Agree =3, strprgiree =4
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Statement of commitment

Strong

agree

VAgree

Neither
agree nor

disagree

Disagree

Strongly

disagree

Nor mative commitment

1. I would like to remain with
my employer

2. 1 would feel guilty if | left
Bank of Africa

3. Bank of Africa deserves my
loyalty

4. | would not leave Bank of
Africa

Affective commitment

5. 1 feel the banks
shortcomings are mine

6. | would like to serve th
Bank of Africa

7. | feel attached to the Bank
Continuous Commitment

8. | feel obliged to the Bank
9. | intend to stay with m)

Employer

D
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—

10. | would feel disappointed

| left the Bank

Section C: Perceived Employer Violation of Psyclygl€ontract
Indicate the extent to which you feel as an empdie Bank has contributed towards
violation of contact. (Please tick as appropriate)

Scale: No extent = 0, less extent =1, moderatenext®, Great extent = 3; very great

Extent4,

Statement on violation of No Lesser | Moderate| Great | To a very

employers obligations extent | extent | extent extent | Great
extent

Change M anagement

1. Duration of change Notification
2. Personal involvement in the
change process

Job Content

3. Availability of necessary
resources to undertake tasks

4. Nature of job responsibilities
5. Self reliant in task undertaking

6. Opportunities for upward mobility
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and self improvement.
Remuneration and financial issues
7. Pay based in performance

8. Benefit payments

9. Competitive pay package and
benefits

Work environment

10. Support from colleagues

11. Good work environment

12. opportunities for equal work
Participation

13. Job security measures
Quality of worklife

14. Organization individual fit

15. Flexible, accommodative work
situations /hours

Career Management

16. Availability of training and
development opportunities

1 7. Career progress

18. Career guidance and leadershi
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b) Any other issues not categorized above whichfgtithas contributed / is contributing

to contract violation by the bank (Employer)

Thank you for your participation
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APPENDIX 3
LIST OF BANKSIN KENYA

1.

© 00 N O 0o~ WODN

ABC Bank (Kenya)

. Bank of Africa

. Bank of Baroda

. Bank of India

. Barclays Bank

. Brighton Kalekye Bank

. CFC Stanbic Bank

. Chase Bank (Kenya)

. Citibank

. Commercial Bank of Africa.

. Consolidated Bank of Kenya
. Cooperative Bank of Kenya
. Credit Bank

. Development Bank of Kenya
. Diamond Trust Bank

. Dubai Bank Kenya

. Ecobank

. Equatorial Commercial Bank
. Equity Bank

. Family Bank

. Fidelity Commercial Bank Limited
. Fina Bank

. First Community Bank

. Giro Commercial Bank

. Guardian Bank

. Gulf African Bank

. Habib Bank
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28.

Habib Bank AG Zurich

9. I&MBank

30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.

Imperial Bank Kenya

Jamil Bora Bank

Kenya Commercial Bank
K-RepBank

Middle East Bank Kenya
National Bank of Kenya
NIC Bank

Oriental Commercial Bank
Paramount Universal Bank
Prime Bank (Kenya)
Standard Chartered Kenya
Trans National Bank Kenya
United Bank for Africa[2J
Victoria Commercial Bank

(www.google.com)
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