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Abstract 

The banking industry is undergoing tremendous transformation regarding the use of 

technological systems for provision of competitive products and services to customers. This 

study examined the effects of technological systems use on employee performance, in selected 

commercial banks in the North Rift, Kenya. The study objectives were: to explore the process of 

technological systems integration, to examine the effect of technological systems use on 

employee performance, to establish the challenges of technological systems use and to 

determine the strategies to enhance use of technological systems and employee performance 

among selected commercial banks in the North Rift. A descriptive survey design was used. The 

target population was 283 employees involved in the use of technology from selected 

commercial banks in the North Rift. Stratified random sampling and purposive sampling 

techniques were used to select a sample of 170 employees. Data collection tools included a 

semi structured questionnaire and an interview. Collected data was analyzed using both 

descriptive and inferential statistics. The findings of the study indicated that all banks embraced 

use of internet and cell-phone banking services. Majority of the respondents reported that using 

technological systems require mental efforts. It can also be concluded that there is low 
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involvement of employees in the planning and integration process of technology, internet and 

mobile banking were popular and that website related technology services were least utilized. 

Therefore, it is recommended that web related technology should be expanded and mobilized, 

banks should be sensitive to employee through involvement in the planning and integration 

process through training, piloting and feedback to enable them perform better.  

 

Keywords: Systems Development, Employee Participation, Employee training, Piloting, Systems 

appraisal, Employee performance  

 

 

INTRODUCTION 

Technology is the result of men’s learned and acquired knowledge or his technical skills 

regarding how to do things well (Khalil, 2000). Technology acquisition, use and maintenance are 

the major determining factors for survival in all organizations. It is its lifeblood, but it could only 

occur through human intervention. Quinn (1969) argued that it is incumbent on any organisation 

to monitor technological changes, train and motivate employees to innovate, because 

technology covers every aspect of all organizations. Kubbr (1977) observed that new 

technology, whenever introduced in any organization, changes all aspects of its operations. 

According to Dauda, (2010), changes in technology have really affected most industries 

worldwide. Globalization, which dominates the world today, was influenced mainly by 

communication technology. Digital technology integrates the world and it “allows organizations 

to manage their channels of communication” (Negrophone, 2000). Broadband 

telecommunication has turned the telephone network from being primarily a medium for voice 

communication into multimedia network, which carries video and other image-based services, 

high-speed data communications and other computer-to-computer traffic, as well as voice and 

text communication. It was mostly these that allowed globalisation to develop, thrive and 

blossom. 

Technological innovation integrates employees and technology. The desire to find 

improved and better ways to produce large quantity of quality goods and services to meet 

customer needs often make scientists and engineers to be creative and innovative (Dauda,  

2010),The starting point of technological development, changes and innovations is always 

people. It is the people (employees) who create, initiate, use and manage ideas that are the 

bases and directions of technology. Most developing nations of Africa, Asia and Latin America 

could not harness their natural, material and employees for socio-economic development as a 

result of their inability to utilise science and technology. This is not unconnected with the failure 
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of their governments to encourage technology innovation and/or lack of commitment of their 

people to innovate. But the advanced countries of Europe, America, Russia and few emerging 

countries such as China have succeeded through the efficient application of science and 

technology in transforming their material and employees into goods and services and dominate 

the world market. The continuous reductions of the work force as technology improves make 

employees influence and activities to attract less attention of owners and management. They 

assume that employee inputs have less effect on overall production process.  

Technology innovation encompasses the changes in technology that can significantly 

improve the organization performance, improve its process and promote its service delivery 

system beyond the state of the art to produce quality goods and services (Taylor, 1958). 

Shrivastava (1984) regards technology innovation as changes in technology that significantly 

improve the performance of organization. Organizations can cope with the changing condition in 

its environment through technology innovation. Organizations should employ different methods 

to promote and use technology to promote its adaptability and management to the ever 

changing conditions and environment in which it operates. Human beings take the most active 

part, as they are involved in producing and using technology and also in using and purchasing 

product and services that are produced by organizations through the use of technology. 

In recent years, most banks in developing economies, especially in sub-Saharan 

countries, have sought to make their services convenient through electronic banking. The idea 

is to make work easy and increase reaction time among bank employees while at the same time 

satisfying customers’ service needs. By viewing an organization as a social system with an 

economic purpose, the ways in which it uses its knowledge and other resources to achieve that 

economic purpose represent its strategies (Haberberg & Rieple, 2001). Haberberg & Rieple 

(2001) defined strategy as the set of actions through which an organization, by accident or 

design, develops resources and uses them to deliver services or products in a way which its 

users find valuable, while meeting the financial and other objectives and constraints imposed by 

key stakeholders. Haberberg & Rieple (2001) argued that successful strategies give an 

organization some properties that are unique and the means for renewing its competitive 

advantage as the business environment changes. 

Information Technology affects financial institutions by easing enquiry, saving time, and 

improving service delivery. In recent decades, investment in IT by commercial banks has served 

to streamline operations, improve competitiveness, and increase the variety and quality of 

services provided. According to Yasuharu (2003), implementation of information technology and 

communication networking has brought revolution in the functioning of the banks and the 

financial institutions. It is argued that dramatic structural changes are in store for financial 
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services industry as a result of the Internet revolution; others see a continuation of trends 

already under way.  

A key organizational factor in the organization and strategic management literature is the 

notion of firm resources (Wernerfelt, 1984). The resource-based view argues that performance 

depends on internal resources and knowledge, and that resourceful firms will outperform less 

well-endowed organizations. Thus, employee IT knowledge is a crucial resource that will go 

along with organizational performance. If employee IT knowledge is inadequate, it is unlikely 

that the organization will realize the perceived impact of IT on the customers. 

No meaningful progress can take place in any society without the development of the 

creative and innovative ability of her people. The creative capacity of human beings is at the 

heart of development process. Technological innovation and employee development and 

motivation are essential ingredients of productivity. It is necessary for an organization to 

continuously embark on technological innovation and develop its personnel to cope with the 

emerging technologies. Any organization that intends to remain viable and competitive in the 

present day global economy has no other choice than to be innovative and invest heavily on 

employee development. 

According to Dauda and Akingbade  (2011), technology also influences living conditions 

of individual and groups in organizations and nations and the relationship between them. 

Technology is prone to change, and the state of technology have direct link to the relationship 

between the employer and employee. Technology, labour and capital are interconnected. Some 

technology use a lot of labour and some use more of other equipment or capital. Investors and 

managers based their selection or the quantity of both to their price and prefer or choose the 

one with lesser price to maximize their profit.  

The choice is explicit but rapid and radical change and regulatory control may create 

problem that make it sometimes difficult to make a rational choice. The choice and the 

preference place on capital at the expense of employees may reduce employee co-operation, 

lowered their morale, productivity, create conflict that may reduce organizational profit (Dauda 

and Akingbade, 2011). Employee performance is intimately linked to technological change and 

technological innovation. Technological change could be effectively managed through employee 

joint approach.  

In the Kenyan’s banking industry due to competition, IT investments and adoption has 

become a very important component in achieving organizational objectives.  In recent past 

therefore, electronic and communications technologies have been used extensively in banking 

for many years to advance agenda of banks.  The earliest forms of electronic and 

communications technologies used by the banks mainly office automation devices.  
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Telephones, telex and facsimile were employed to speed up and make more efficient, the 

process of serving clients (Faith, 2011). 

Faith (2011) further notes that  with coming of new partners in banking industry, 

competition intensified and personal computer (PC) got proletarian, Kenyan banks began to use 

them in back-office operations and later tellers used them to service clients.  The advancements 

in computer technology have led to application and adoption new IT investments that have 

changed the banking landscapes in the country. She observes that the most revolutionary 

electronic innovation in Kenya has been the ATM. In Uganda, banks with ATM offerings have 

them networked and this has increased their utility to customers. The ATM has been the most 

successful delivery medium for consumer banking in this county. Other technological 

innovations in banking sector include internet banking, telephone banking, sector include 

internet banking, telephone banking, electronic funds transfer, among others. 

 

Statement of the Problem 

The outcome of Kenya’s vision 2030 is to produce annual economic growth rates of 10% by 

targeting sectors of tourism, agriculture, manufacturing, trade, information technology and 

financial services (Omwonsa, 2009). Many industries embark on improving customer 

satisfaction by getting the latest technological systems. They believe that acquisition of latest 

technology will improve operating practices, quality and quantity of their goods and services. 

Individuals can innovate and achieve great technological breakthrough but the complexities of 

modern technology require effective combination of different innovations based on different 

aspects of technology (Dauda and Akingbade, 2011).  

Managers need to provide enabling work environment that enhances collaboration and 

team-networking to encourage employee initiative to innovate for organisational survival and 

competitiveness. Adoption process of technological systems in Kenyan Commercial banks is 

mostly top-down with minimal employee involvement. Traditionally, employees play a centre 

role especially in strengthening bank-customer relationship that highly contributes to overall 

bank performance. Although technological system innovations are expected to enhance 

employee performance, this has not been instant as it is assumed. The banking industry is 

undergoing tremendous transformation as regards use of technological systems for provision of 

competitive products and services to customers. It is expected that by using technology 

employees will be able to perform more tasks within a shorter period. Based on the way these 

systems are planned, introduced and implemented, employees can either embrace them 

productively or otherwise. Impact assessment of technology in the banking sector has 

emphasized customer satisfaction levels and bank performance. There is no available literature 
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on technological systems integration and employee performance in Kenyan banks. This study 

will therefore examine the effect of technological systems integration on employee performance, 

a survey of selected commercial banks in the North Rift, Kenya.This study was guided by the 

general and specific objectives.  

The general objective of the study was to establish the effect of technological systems 

integration on employee performance in selected commercial banks in the North Rift, Kenya. 

The specific objectives of the study were:  

i) To assess the technological systems being applied among selected commercial 

banks in the North Rift. 

ii) To examine the effect of technological systems use on employee performance 

among selected commercial banks in the North Rift. 

iii) To establish the challenges of technological systems use among employees of  

selected commercial banks in the North Rift. 

iv) To explore the strategies to enhance employee use of technological systems among 

selected commercial banks in the North Rift. 

 

LITERATURE REVIEW 

Theoretical Framework 

The study employed the concept of identity theory. The starting point of technological 

development, changes and innovations is always people. It is the people who create, initiate, 

use and manage ideas that are the bases and directions of technology. Identity theory provides 

a way of assessing individual relations to organizational objectives and national goals and 

enables us to understand human resource inspiration and readiness for technology innovation. 

The motivation the individual receives determines the extent of its identity and his readiness to 

innovate for organizational and national development. This theory to Bennis (1969) provides 

strategies intended to change beliefs, attitudes, values and structure of an organisation so that 

they can better adapt to new technologies, market challenges and changes. It can also be used 

to plan intervention in organisation process to increase organisation effectiveness and health.  

Both (Bechard, 1969) and later on Bolle De Bal (1992) demonstrated the relationship 

between organisational development and managerial effectiveness. Organisational efficiency 

requires that somebody in the strategic position should feel the need for innovation and change. 

These include the need to: change managerial strategy; make organisations more consistent 

with both individual needs and the changing needs of the environment; change structure and 

roles; change the motivation of the workforce; make better planning; improve inter-groups 

collaborations; and adaptation to new environment. Organisations in the competitive global 
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economy require managers that can combine neatly organization and individual interests for the 

common good. Today’s workers want to participate in drawing up of management plans, in 

decision making and want to be recognized and appreciated for their contributions. Continuous 

organizational improvement require managers and team leaders that are capable of bringing out 

new ideas and techniques from their subordinates and can create environment in which new 

thinking is encouraged and welcomed. 

  Drucker (1985) argues that innovation comprises of both hard work and inspiration. 

Managers should not be rigid in managing their employees but allow them to use their 

initiatives. Severe and inflexible rules can be easily circumvented. High labour turnover in the 

Nigerian Telecommunications industry in vital positions and sections, most especially the 

engineers by the time this research was conducted was not because of poor salary but to the 

mismanagement of their skills and lack of recognition for their innovation. (Dauda, 1997). Top 

management should establish the right roles and processes, set clear goals and relevant 

measures and review progress at every stage. Innovation experience and opportunities may 

occur through unexpected occurrence, ingenuities, process needs, industry and market 

changes, demographic changes, changes in perception and new knowledge. All these when 

properly understood and managed promote technology innovation. 

 

Conceptual Framework 

The conceptual framework illustrates relationship between the independent variables: system 

integration (Systems Development and Employee Participation, Preparation for systems 

Change(Employee training), Piloting and Systems appraisal) and their effect on the independent 

variable: Employee Performance. 

 

Figure 1: Conceptual framework 
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Knowledge Gap 

The literature reviewed and previous studies both suggest that errors are committed by 

employees with serious financial implications on the banks. ICT could also be manipulated to 

commit fraud. Fraudulent practices such as money laundering, illegal withdrawal, and all other 

forms of manipulation could take place. ICT is capital intensive and depend on constant power 

supply which is epileptic in Nigeria. Large amount of money is presently being spent by most 

banks on power supply and electricity generation. ICT has also led to reduction in the number of 

employees as most bank transactions have been taken over by the computer (ibid). 

  

RESEARCH METHODOLOGY 

This research problem was studied through the use of descriptive survey research design. The 

study involved an in-depth investigation on the effect of technological adoption and employee 

performance among selected commercial banks in North Rift. A descriptive survey research 

design was suitable for collecting facts, views, opinions, attitudes and suggestions from the 

respondents. A descriptive survey research design is suitable for collecting facts, views, 

opinions, attitudes and suggestions from the respondents.  The target population of the study 

was 277 employees derived from the selected commercial banks operating in the North Rift as 

shown in table 1. The study used stratified sampling to group employees (each bank forms a 

strata). Simple random sampling technique was also used to select employees from each bank 

proportionately. Purposive sampling was also used to select one key informant who is in top 

management or head of departments from participating banks thus a total of 164 employees 

and 6 key informants will constituted the sample. Thus a sample 170 respondents (Table 1). 

 

Table 1: Target population and Sample Size 

Bank Population size Sample size 

Kenya Commercial 36 21 

Co-operative 50 30 

Standard 25 15 

Barclays 61 36 

National 60 35 

Equity 45 27 

Key informants 6 6 

TOTAL 283 170 

 

A semi-structured questionnaire was used to collect data from the respondents. This study also 

used structured interview. Interview schedule made it possible to obtain data required to meet 

specific objectives of the study. The validity of research instrument was based face validity; the 
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extent to which the instrument measured what is intended to measure. The researcher used 

face validity by discussing the item in the research instruments with the managers. The advice 

they gave contributed to the validity of the research instrument to establish the validity of 

research instruments. The researcher then administered questionnaires to a section of the 

respondents in order to check the variations in the responses. To establish the reliability of the 

research instruments, pre-testing during piloting was done on two non study banks. This is 

because the method is more accurate as it determines the stability of the instrument.  Feedback 

obtained from the pilot study will assist the researcher in revising the instrument of data 

collection to ensure that it covers the objectives of the study. The data collected was both 

qualitative and quantitative. The raw data was then categorized through coding and tabulation. 

Editing was also done to improve the quality of the data coding. Data was summarized and 

presented using percentages, means and standard deviation (SD). Subsequent analysis 

involved assessing the relationship between technology integration and employee performance, 

for ethical consideration the researcher assured the respondents of the confidentiality of the 

information they were provided; that it will only be utilized for the purpose of data analysis. 

 

ANALYSIS AND FINDINGS 

Inferential statistics was used to discuss the findings of the study, the study the study targeted a 

sample size of 170 respondents from which 152 filled in and returned the questionnaires making 

a response rate of 95.9%. This response rate was satisfactory to make conclusions for the study 

as it acted as a representative since according to Mugenda and Mugenda (1999), a response 

rate of 50% is adequate for analysis and reporting; a rate of 60% is good and a response rate of 

70% and over is excellent. Based on the assertion, the response rate was excellent. 

 

Systems development and employee involvement in technological integration process  

 

Table 2: Reasons for adopting or improved technology system infrastructure 

Reason Disagree (%) Neutral (%) Agree (%) Mean (Sd) 

Attracting and engaging customers 18(11.1) 25(15.3) 120(73.6) 4.0(1.1) 

Managing risks 13(8) 53(32.5) 97(59.5) 3.6(0.8) 

Transforming business operations 3(1.8) 44(27) 116(71.2) 3.8(0.7) 

Optimizing operational efficiency 11(6.7) 53(32.5) 99(60.7) 3.7(0.8) 

Simplifying IT infrastructure 15(9.2) 96(58.9) 52(31.8) 3.3(0.8) 

Enhance employee performance 39(23.9) 22(13.5) 102(62.5) 3.5(1.1) 
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The respondents were asked to give their views on why the banks have adopted or improved 

technology system infrastructure. Majority reported Attracting and engaging customers and 

transforming business operations.  On average they agreed that it was for attracting and 

engaging customers, managing risks, transforming business operations, optimizing operational 

efficiency, simplifying IT infrastructure and enhancing employee performance (Mean>3.5) as 

indicated in table 2. These agree with earlier research showing that a positive correlation exists 

between the level of implemented IT and both profitability and cost savings, (Berger, 2003; Tam, 

1998).  

 

Technological systems integrated in the bank 

 

Figure 2: Technological systems integrated in the bank 
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this tend to lower their performance output. This agree with earlier research that proposes 

technological innovation such as the use of computer automation and electronic banking 

influences speed of bank services delivery, enhanced management decision making and saving 

time (Alu, 2002). Information and Communication Technology has provided self-service facilities 

(automated customer service machines) from where prospective bank customers can complete 

their account opening documents direct online. It assists customers to validate their account 

numbers and receive instruction on when and how to receive their cheque books, credit and 

debit cards (Agboola, 2001). 

 

Employee involvement in technological integration process 

 

Table 3: Employee involvement in technological integration process 

Involvement Disagree Neutral Agree Mean(SD) 

Participated in systems development 107(66.5) 26(16.1) 28(17.3) 2.2(1.1) 

Involved in planning of systems change action 125(80.1) 13(8.3) 18(11.5) 2.1(0.9) 

Participated in training programs for system use 22(14.1) 37(23.7) 97(62.2) 3.4(0.8) 

Participated in piloting systems at branch 61(39.1) 22(14.1) 73(46.8) 3.0(1.2) 

Asked for feedback after piloting 94(58.4) 28(17.4) 39(24.2) 2.6(1.2) 

All employees participate in system 

implementation 

70(43.7) 38(23.8) 52(32.5) 2.9(1.1) 

 

Majority of the respondents disagreed to having participated in systems development and 

involvement in planning of systems change action) though more than half agreed to participated 

in training programs for system use. On average, they disagreed to Participated in systems 

development and to be involved in planning of systems change action and were neutral on 

Participating in piloting systems at branch and that all employees participate in system 

implementation as indicated in table 3. 

Employee participation in technological system development is very important for 

successful adoption and use. Involving employees’ means that employee needs are evaluated 

and technology is expected to be integrated to address this need of the employees.  

An overwhelming majority of the employees reported that they were not involved in the 

planning of the systems change action. Adoption process should be well planned to give 

employees enough time to adjust so as to be effective in their tasks. Although training was done 

majority were not agreeing to this response implying that they were not confident of the outcome 

of training (mean=3.4) 

For successful implementation of new technology systems, it’s imperative that a pilot is 

done at branch level and feed from the pilot used to improve on the integration process. As 
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observed from the findings banks do not get views of all employees on pilot tests. As such a few 

employees participate in system implementation. A new system not well integrated could 

therefore interfere with employee performance as opposed to the expected benefits. 

Employees are the life wire of these banks. Employee is the most potent and central, 

contributing significantly to corporate bottom line and competitiveness (Inyang, 2010). The 

banks therefore gain sustained competitive advantage through people, the banks workforce. 

 

Technology use and Employee Performance 

Majority of the respondents agreed that newer technological systems provide opportunities to 

learn new skills while that newer technological systems improve working conditions as indicated 

in table 4. 

 

Table 4: Effect of technological system integration on employee performance 

View Agree (%) Undecided 

(%) 

Disagree 

(%) 

Newer technological systems improve working conditions 88(59.1) 46(30.9) 15(10.1) 

Newer technological systems provide opportunities to 

learn new skills 

112(75.2) 28(18.8) 9(6) 

Newer technological systems provide opportunities to get 

promoted to higher level, higher paying jobs 

22(14.8) 72(48.3) 55(36.9) 

Use of new technological systems has increased 

performance of bank employees leading to more return on 

investment 

71(48) 54(36.5) 23(15.5) 

 

The respondents were requested to indicate the effect of technological system adoption on 

employee performance.  More than half of the respondents agreed that never technological 

system improve working conditions while one third were undecided. Majority of the respondents 

agreed that new technological systems provided opportunities to learn new skill. Less than half 

of the respondents were undecided on newer technological systems providing opportunities to 

get promoted to higher level, higher paying jobs while one third disagreed on this. This response 

may imply that employees are reluctant to engage technology training seriously as it may not 

lead to lower growth. Close to a half of the respondents agreed that use of new technological 

systems increased performance of bank employees leading to more reduction on investment. 

Technological system use can have significance influence on employee performance if 

implemented appropriately by bringing all employees on board. One third of the respondents 

agreed that they had not mastered their skills necessary for the jobs although majority agreed 

that they were confident about ability to do main job and capable of performing various jobs 

tasks. 
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The respondents were requested to evaluate their relevance at their work area. `Majority agreed 

that how well they did their job was important to their work area. They also reported that they 

had significant influence on the success of work area. 

 

Challenges of using integrated technology on employee Performance 

 

Table 5: Ease of use and competence in using technological systems 

Item Agree Undecided Disagree 

Interaction with technological systems is clear and 

understandable 

97(65.5) 32(21.6) 19(12.8) 

Find technological systems flexible to interact with 85(58.2) 47(32.2) 14(9.6) 

Learning to use is easy 71(48) 52(35.1) 25(16.9) 

Would  be easy to become skillful at using the systems 95(64.2) 47(31.8) 6(4.1) 

Using technological systems requires mental efforts 121(81.8) 21(14.2) 6(4.1) 

Belief technological systems will be difficult to use 18(12.2) 26(17.6) 104(70.3) 

 

Over three quarters reported to agree that using technological systems requires mental efforts 

while others reported to disagree in the belief that technological systems will be difficult to use 

(table 5). The challenges agree with earlier research which reported that, errors are committed 

by employees with serious financial implications on the banks. ICT could also be manipulated to 

commit fraud. Fraudulent practices such as money laundering, illegal withdrawal, and all other 

forms of manipulation could take place. ICT is capital intensive and depend on constant power 

supply which is epileptic in Nigeria. Large amount of money is presently being spent by most 

banks on power supply and electricity generation. ICT has also lead to reduction in the number 

of employees as most bank transactions have been taken over by the computer.  

 

Self Efficacy 

 

Table 6: Self Efficacy 

Efficacy Agree Undecided Disagree 

Would be confident using even without one 

round to show how to use 

28(18.5) 28(18.5) 95(62.9) 

Prior knowledge of how to operate the system 114(76) 27(18) 9(6) 

Seen someone else using it before 49(32.5) 74(49) 28(18.5) 

If someone assisted get started 126(83.4) 19(12.6) 6(4) 

First gone through a lesson 136(90.1) 9(6) 6(4) 

Can call someone to assist if stuck 138(91.4) 6(4) 7(4.6) 
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As shown in table 6, majority of the respondents disagreed that they would be confident using 

technology even without one round to show how to use while others agreed that they would be 

confident if someone assisted them get started, had first gone through a lesson and that if they 

could call someone to assist if stuck.  

 

CONCLUSIONS  

The findings of the objective one were that all the banks had integrated mobile and internet 

related systems in their products and service delivery. This has reduced the long queues of 

customers and delays in information relay hence employees serving many customers. The 

findings further revealed that website integrated systems have not been successfully used.  

Majority of the employees reported that they were not involved in the planning of the systems 

change action. From the findings of the study, it can be concluded that mobile and internet 

related technology systems is popular in Kenyan commercial banks. It can also be conclude that 

there is low involvement of employees in the planning and integration process of technology. 

The second objective of the study examined the effect of technological systems use on 

employee performance among selected commercial banks. The findings of the study indicated 

that new technology improves working conditions of employees that improve their performance. 

Less than half of the respondents agreed that technology improves performance of the 

employees. From these findings it can be concluded that though technology integration   in 

banks is expected to improve employee performance, majority of the employees still find it 

difficult in delivery on service and products. 

The third objective of the study sought to establish the challenges that employees 

encounter in using technological systems in the banking sector. The findings of the study 

reported that use of technological systems require mental effort necessary for self efficacy and 

competence in use of technological systems is low among the selected commercial banks in the 

North Rift. 

 

RECOMMENDATIONS 

The conclusion of objective one was that internet and mobile banking were popular and that 

website related technology services were least utilized. Therefore, it is recommended that web 

related technology should be expanded and mobilized. The conclusion of the second objective 

was that majority of employees still found it difficult performing their roles using technological 

systems. Therefore, it is recommended that banks should be sensitive to employee through 

involvement in the planning and integration process through training, piloting and feedback to 

enable them perform better. 
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FURTHER STUDIES  

This research had intended to establish the effect of technological systems integration on 

employee performance in selected commercial banks in the North Rift, Kenya. Other researcher 

may focus on the relationship between technological systems integration and financial 

performance in commercial in Kenya 
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APPENDIX: QUESTIONNAIRE  

Technology adoption and use 

On a likert scale of 5, where [1] strongly disagree and [5] strongly agree, in your view, why has the bank 
adopted or improved technology system infrastructure? 

Attracting and engaging customers                [1]   [2]  [3]  [4]  [5] 

Managing risk                [1]   [2]  [3]  [4]  [5]  

Transforming business operations                 [1]   [2]  [3]  [4]  [5] 

Optimizing operational efficiency                  [1]   [2]  [3]  [4]  [5] 

Simplifying IT infrastructure                          [1]   [2]   [3]  [4]  [5] 

Enhance employee performance                                                [1]   [2]   [3]  [4]  [5] 

Others (specify) ……………………………………………………………………………………………… 

Please indicate the type of technological systems that are integrated in your bank? Tick as may apply 
(Multiple responses). 

Internet-banking                                                                         [  ]    

On-line securities trading       [  ]   

E-commerce on website offering third party products and services 

Cell-phone banking – basic information services                   [  ]    

Cell-phone banking – advanced, interactive services    [  ]    

Product and service ordering via website     [  ]    

Website integrated/connected with other IS systems       [  ]   

Customer relation management systems (CRM)        [  ]    
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Employee involvement in technological integration process 

How do you rate your involvement in the technological integration process in your bank? [1] Strongly 
Disagree [2] Disagree [3] Neutral [4] Agree [5] Strongly Agree.  

Participated in the systems development                            [1]   [2]  [3]  [4]  [5] 

Involved in the planning of systems change action             [1]   [2]  [3]  [4]  [5] 

Participated in the training programs for systems use          [1]   [2]  [3]  [4]  [5] 

Participated in the piloting of the systems at your branch       [1]   [2]  [3]  [4]  [5] 

After piloting were you asked for any feedback.                    [1]   [2]  [3]  [4]  [5] 

All employees participated in the systems implementation  [1]   [2]  [3]  [4]  [5] 

 

Technology and Employee Performance 

What is your view to what extent has the adopted technological systems affected your performance in the 
organization? ( where, [1] strongly disagree, [2] Disagree, [3] Undecided, [4] Agree,[5] strongly agree) 

Newer technological systems improve working conditions.   [1]   [2]   [3]  [4]  [5] 

Newer technological systems provide me with opportunities to learn new skills.     
              [1]   [2]   [3]  [4]  [5] 

 Newer technological systems provide opportunities to get promoted to higher level, higher paying jobs 
                [1]   [2]   [3]  [4]  [5] 

The use of new technological systems has increased the performance of banks employees which in turn 
leads to more return on investments      [1]   [2]   [3]  [4]  [5] 

Others (Specify)……………………………………………………………………… 

 

Challenges: Employee Performance 

Please indicate to what extent you perceive ease of use and confidence in using technological system(s) 
in your work area (where, [1] strongly disagree, [2] Disagree, [3] Undecided, [4] Agree,[5] strongly agree) 

My interaction with technological system(s) is clear and understandable  [1]   [2]   [3]  [4]  [5]                                                                                 

I find technological systems flexible to interact with    [1]   [2]   [3]  [4]  [5] 

Learning to use technological systems is easy     [1]   [2]   [3]  [4]  [5] 

It would be easy for me to become skillful at using the technological systems 

                                                                                                          [1]   [2]   [3]  [4]  [5] 

Using technological systems requires mental effort    [1]   [2]   [3]  [4]  [5] 

I believe technological systems will be difficult to use    [1]   [2]   [3]  [4]  [5] 

Others (Specify)…………………………………………………………………………… 

 

Self Efficacy  

I would be confident in using the new Technological systems:  

Even if there is no one around to show me how to use it   [1]   [2]   [3]  [4]  [5] 

Only if have prior knowledge of how to operate the system  [1]   [2]   [3]  [4]  [5] 

Only if I have seen someone else using it before I try it myself   [1]   [2]   [3]  [4]  [5] 

If someone will assist me to get started     [1]   [2]   [3]  [4]  [5] 
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If I had first gone through a lesson on how to use it   [1]   [2]   [3]  [4]  [5] 

If I can call on someone to assist if I get struck    [1]   [2]   [3]  [4]  [5] 

Others (Specify)……………………………………………………………………… 

 


