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ABSTRACT 

This research e aluate the influence of organisation culture on the performance of 

Kenya commt:r i.1l Hank Ltd. Managing organisation culture is instrumental in 

en urin • that ,\ comp<lny's objective is understood and implemented by employees. 

I hm1.'H'1 d11 to glohali~:ation challenges, financial institutions seek business 

• p 111 ion in the foreign countries through direct foreign investment and aggressively 

tabli hing ub idiaries. As a result, they face to multicultural challenges. Cultural 

di ersity has become one of the important challenges that an international company 

can face because culture affects attitudes, approaches and perceptions of people. This 

can cause important barriers to implementation and success of companies in global 

competition 

Literature reveals that companies that know how to develop their cultures in an 

effective way most probably have the benefit of advancement in productivity and the 

quality of work life among the employees. Indeed, em ployees must absorb the 

organisational culture at the maximum strength and the top management should 

provide a precise guideline and direction to motivate the employees in achieving the 

company's objectives. 

Using content analysis, results indicate that organisation culture positively influence 

performance at KCB Ltd. The findings indicate that determining the culture prevailing 

in a company at orne moment in time requires the tudy of the company' value • 

practices, and artefact of the core ta k defined by them. By c mparing the e clements 

an attempt i made to clarify the underlying as umptions pre ailing in a c mpany. 
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CHAPTER ONE : INTRODUCTION 

1.1 Background of the Study 

Managing orgnnis-ltional culture is instrumental in ensuring that a company's 

objectiv 's 'Ire und~:rstood and implemented by employees. Organisational culture 

l't ·ilit.ll th ,\ · 'ptnbk solution to know the problems, which members learn, feel 

111d ·t th · principles, expectations, behaviour, patterns, and norms that promote high 

I., cl of achievements (Marcou! ides & lleck, 1993; Schein, 1992). It has been 

b erved that in many foreign based organizations, business oriented values are 

deri ed consciously and unconsciously from the culture of its founder (Asma, ( 1996). 

Owned subsidiaries have become one of the major entry modes for financial 

institutions. Organisational Culture in financial institutions nowadays operates m 

worldwide scale and across national boundaries. As a result, transference of 

organizational culture to other cultural and societal contexts becomes a challenge for 

financial institutions in their effort to expand their businesses elsewhere around the 

globe. Management style adopted by expatriate managers' is in accordance with their 

home country's culture 

Cultural complexities become a rule rather than an exception in those organizational 

contexts, in which national cultural differences become salient to organizational 

member and di sonance in cultural expectations regarding busine s practices and 

work realities often times are the dominant theme in organizational life. A Martin 

(2002) uggested, a subjective vie\ of cultural boundary that treat boundarie a 

mo able. fluctuated, permeable, and blurred can b tter reflect the cultural realities in 

toda ' compte: org nitation. I he pion ering work on cultural measurement could b 

credited to llof: tedc, (1980). In the carli r ta •c. !lot tcde identified four dimcn ions 

cuhur nd hi hli ht the m l imp rt nt culture dille in multinatiotnl 
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company. The four dimensions are individualism versus collectivism, power distance, 

uncertainty avoidance and masculinity and femininity. 

It would b int r~-.tin 1 to dL cover to what extent do financial institutions which are 

multinati 111.11 ~)tnp;llll~s' experiences performance improvement when they operate 

in 111 11h '1 'Oil tllry with diverse cultural orientations. Indeed the study of 

~~~ 1 miz.1ti1 nat culture and performance is advantageous since the cultural values are 

ob ·n able and thus can be compared across organizations and directly related to 

indi idual and organizational performance .Undoubtedly the organization' s 

performance is a function of the potential return to the inculcation of strong culture 

into the organization's systems enabling it to execute its routines. Performance is a 

broader indicator that can include productivity, quality, consistency, and so forth . On 

the other hand, performance measures can include results, behaviours and relative 

measures, education and training concepts and instruments, including management 

development and leadership training for building necessary skills and attitudes of 

performance management. Thus it is vital to study the relationship between culture 

and performance. 

1.1.1 Concept of Organi a tiona I Culture 

Organi ational culture is defined as a solution created by an organi ation for the 

demand et by the core task. The development of organi ation operation requires 

an under tanding of the overall dynamic (culture) of the rgani ation activitie , but 

a! o an as e ment of the impact of culture on operati nat efficiency. Oct nnining the 

culture prevailing in a company at orne moment in time require the study of' the 

compan ·~ lue practic , artefact nd o the core ta k defined b them . By 
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comparing these elements an attempt is made to clarify the underlying assumptions 

prevailing in a company 

Schein, ( 19 5) d~lith:d orgnni ational culture as a deeper level of basic assumptions 

and be lids that .111! shared by members of an organisation that operate unconsciously 

111 I ddi tlc..' in .1 I as1 ' 'taken for granted' fashion an organisation's view of itself and its 

·mit nm ·nt. lie al so deli ned it as a pattern of shared basic assumptions that was 

I ·trncd b a group as it solved its problems of external adaptation and internal 

integration, that has worked well enough to be considered valid and, therefore, to be 

taught to new members as the correct way you perceive, think, and feel in relation to 

those problems. There are certain aspects that shape organisational culture as 

explained by Schein (1985); the first one being the proprietors of that particular 

company. Another factor is the values held by the firm's employees. In addition, 

competitors within the industry a company is operating in will also affect this. There 

is also a need to respond to customer needs and requirements. All the factors stated 

above will change with time and consequently affect organisational culture. Gordon, 

(1992), one can therefore say that organisational culture is mainly described by group 

factors such as ideology and concepts; there is a need to include normative behaviour 

when tackling this issue. 

Others scholars also defined the concept of organizational culture. Rava i and chultz 

(2006), tate that organizational culture is a set of shared mental a umption that 

guide interpretation and action in organi ation by defining appropriate behaviour fo r 

variou si tuation . rgani ational culture i an idea in the lield of organi ational 

tudic nd management which de crib the p ycholog . attitudes. c p ricn cs, 

belief nd cultural aluc of n orgnni ation. It h, s b en de tncd ,1 th sp cilic 



collection of values and norms that are shared by people and groups in an 

organization and that control the way they interact with each other and with 

stakeholder out ide the orgnni ation. 

lthou •h it's lillkult to get consensus about the definition of organisational culture, 

., 1 II \lllsttll 'Is arl! commonly agreed upon that organisational culture is holistic, 

hi l1lri tlly d 'tl!nnincd, related to anthropological concepts, socially constructed, soft, 

and difficult to change. The concept of culture is particularly important when 

attempting to manage a financial institution that is a multinational corporation. 

Practitioner are coming to realize that, despite the best laid plans, organisational 

change must include not only changing structures and processes but also changing the 

corporate culture as well. Therefore organisational culture is the personality of the 

organisation. Culture compromises of the assumptions, values, norms and tangible 

signs (Artefacts) of organization members and their behaviours. Members of an 

organization soon come to sense the particular of an organization which in effect 

binds them. 

1.1.2 Determinants of Performance for a Financial In titution 

Most financial institutions use Key perfonnance indicator (KPis) which evaluate , 

measures perfonnance and detennine the motivation behind the decision and actions 

of an organization. KPis such as one, independent variables for instance growth, 

financial capability, profitability, market growth and employee productivity and two, 

macroeconomic variable uch as intlation, compctiti n, p litic , gro domestic 

product economic of calc and en ironmcntal f< ct r.; ar common\ u. cd by 

ftn nci I in titution to c aluatc it uccc or the uccc s of particular acti it in 

hi h it i to I baliz tion hall n , lin. m:ial in titution 



seek business expan ion in the foreign countries through direct foreign investment 

and aggressively e tabli hing subsidiaries. As a result, they face to multicultural 

challenge . ultuml diversity has become one of the important challenges that an 

int rn, tiona! mp.m 'an fa c becau e culture affects attitudes, approaches and 

pcrccplil)llS l r 1 cop!' . This can cause important barriers to implementation and 

( I ompanics in global competition 

cc rding t zinkota ct al (2005) cultural risk is as real as commercial and political 

ri k in international business. lt is possible to say that the cross-cultural challenges 

uch as understanding the differences in communication patterns and styles, different 

principles and notations of hierarchy and organisational structures, and different 

systems of making business are believed they are influenced by national cultures. 

Thus, the effects of national cultures have drawn attention of the scholars and 

practitioners in the international business field . Due to this, the concept of managing 

organisation culture as a root of performance improvement emerges as a key 

determinant of performance. In order to strive towards common goals and a 

favourable culture, companies that embrace organisation culture effectively will 

probably have the benefit of advancement in productivity and quality of work life 

among the employees. 

1.1.3 Kenya's Banking lndu try 

The Banking industry in Kenya i governed by the ompanie. Act, the Banking Act, 

the Central Bank of Ken) a Act and the variou prudential guideline i sued b the 

entral Bank o Kenya 

:chan e contr I lified. 

d t. i re p n ibl 

BK). 'I he banking ector \as Iiberati ed in 1995 and 

'I he BK. which ~ II under th Minister for l·inan 

r 1i nnulatin n 1 imp! m ntin • mon taf) polic nd 



fostering the liquidity, solvency and proper functioning of the financial system. The 

banks have come together under the Kenya Bankers Association (KBA), which serves 

as a lobby forth l nnJ..ing sector' interests. 

'I he KB \ se n s .1 forum to addre s issues affecting members. Over the last few 

·nr . th Banking sector in Kenya has continued to grow in assets, deposits, 

pn) 11.1l ilit and products offering. The growth has been mainly underpinned by an 

indu tl) \ ide branch network expansion strategy both in Kenya and in the East 

frican community region, automation of a large number of services and a move 

to\ ards emphasis on the complex customer needs rather than traditional 'off-the­

shelf banking products, players in this sector have experienced increased competition 

over the last few years resulting from increased innovations among the players and 

new entrants into the market and finally stability in the Banking system. The banking 

industry has improved tremendously in the last decade in the products, services and 

market size. Kenya Commercial Bank is among the financial institutions which have 

grown and expanded their branch network to the East Africa Community Region. 

(Source: www.pwc.com) 

1.1.4 Kenya Commercial Bank Ltd 

The history of Kenya Commercial Bank (KCB) Ltd date back to 1896 when it 

predece or, the National Bank of India opened an outlet in Mombasa. Eight year 

later in 1904, the Bank e. ·tended it operation to Nairobi, which had become the 

Headquarter of the e. panding raih ay line to Uganda. The nc:t major change in the 

Bank' hi tory came in 1958. rind!, y Bank merged with the ati n, I Bank or India 

to fonn the 'ational nd (,rindlay Bank. p n indcpcnd n c th 10 rnmcnt ot 

K ny uirc 1 0% tion I( . rind! ) B n · in n cttort t hrin • 



banking closer to the majority of Kenyans. In 1970, the Government acquired 100% 

of the shares to take full control of the largest commercial bank in Kenya. National 

and Grindla) Bank \\as r-nnmcd Kenya Commercial Bank. 

K B Ltd is,\ lin.u\dal s~rvic~ provider whose headquarter is in Nairobi Kenya. As of 

D ml ., 010, it was among the three largest branch networks in Kenya, it had the 

l1r • t n t\ ork in Kenya of all licensed bank in the country. The Government of 

Ken) a ' ned 17.74% of KCB while the remaining 82.26% is owned by institutional 

and pri ate investors. The bank has extended its expansion to an international 

platfonn by opening subsidiary branches to five different countries namely south 

Sudan, Rwanda, Burundi, Tanzania and Uganda. KCB moving its operations a Pan 

African platfonn results to various diverse cultures and thus making it an interesting 

area of study. (Source: www.kcb.co.ke) 

1.2 Research Problem 

The concept of organisational culture has gained wide acceptance as a way to 

understand human systems. From an "open-systems" perspective, each aspect of 

organisational culture can be seen as an important environmental condition affecting 

the system and its subsystems. The examination of organisational culture is also a 

valuable analytical tool in its own right. According to chein ( 1985), cultural analy is 

i e pecially valuable for dealing with aspect of organi ations that seem irrational, 

fru trating, and intractable. lie write , "The bottom line for leader i that if they do 

not become con.ciou ofth culture in' hich they arc embedded, tho e cultures" ill 

m na e them." It i ignificant that chein u c the plural "cultur s." Using opcn-

y tem con pt , \\C kno'' that membt of group culture mn also bclon, to 

ubcultu \\ithin n r ni tion. in c fin nci tl in titution do ha\c n h red 
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history, there will nom1ally be at least a few values or assumptions common to the 

system as a \\hole. But somet imes, as in many organisations, the subcultures have had 

different ex peri n e · over time, and their group learning has produced very different 

s t of ba-.;i ·w;umpttons. 

'ultur · i s< d • •ply rooted in an organisation's history and collective experience, 

'wrl\in' I< han 'C it requires a major investment of time and resources. Since culture 

i a c llcctivc mental programming, it is often difficult to change culture if it is 

changeable at all (Hofstede 1980). This is because culture is shared by a group of 

people and is usually crystallized in the social institutions these people build as a 

group, such as: family structures, religious organizations, educational structures, 

forms of government, legal frameworks, literature and work organizations (Hofstede, 

1980). 

Research studies done in the area of organisational culture and performance include: 

Yagan (2007) focused on the relationship between organisational culture and 

performance in selected Kenyan state corporations and found out that most state 

corporations have moved towards flexibility, adaptability, individual, autonomy and 

mutual respect thus the production of very good results. Different cultures have varied 

effects on the performance in that some were associated with good performance and 

other poor performance. he focused on how power, role, self and ta k culture 

influence performance. Although he e tabli hed that there i a relation hip between 

organisational culture and performance from her finding , he did n t tud)' th ther 

factor v.hich influence performance. pandc (200 ) . tudied the relation ·hip b tween 

culture, trategy and p rformance in elt.:cted compani listed in the Nairobi to k 

I~. chan . lie tound ut that choice ot cultur and trate • · t p • do not det nnin 



performance but concluded that there may be other factors other than the choice of 

culture and strategy t pes that determine performance. He recommended that it is 

important to tud in lh:pth the culture, strategy choices and any relationship with the 

perform.m e r the !inns. 

· \)h u·, ·d .11 o , th' studies conducted did not look at organisation culture and 

p rhlrnlUW . 'J hi rc carch will therefore seek to determine how organisation culture 

u dctcrmi.1ant of performance improvement in Kenya commercial Bank as a 

financial institution in the Banking Industry. The aim of this study was therefore to 

establish the influence of organisation culture at KCB Limited. 

1.3 Research Objectives 

The objective of this study was to establish the influence of organisation culture 

on performance at KCB Ltd 

1.4 Value of the Study 

The findings of this study will be important to not only Kenya commercial Bank Ltd 

but all financial institutions in managing organisational culture and improving 

performance. The study expected to be of utmost importance to various stakeholders 

in Kenya's banking industry, taking cognizance of the fact that there has been a 

tremendous growth in this sector that requires regular information updates for 

effective decision making. The information from the study will be important in the 

following way : 

Organi ation that have ~ trong culture arc capable of incrca ing revenue, profitability 

and harcholder aluc.A dominant culture reflect th or •ani ation' core alu s , nd 

the d rninant per eptions that arc eneral\ harl:d throu h ut the organisation. 

9 



Having a strong culture which suppotts and underpins an organisation's brand 

proposition help busines 'C create and maintain competitive advantage. 

Culture g nerat . ommitment to the organisation's mission. When there is a strong, 

ovcrarchin • ultur~.-, p~o.'opl' fc •I they arc part of a larger, well-defined whole and are 

inHlh I in th~. l't'llin.• or>anisation's work. Bigger than any one individual's interests, 

ull111 , mind r ·oplc what their organisation is all about and thus allows employees 

1\) " rk t ether as a team . 

tanaging organi ational culture allows the decision making process to become more 

efficient or more effective and companies can use this to their advantage when trying 

to maintain competitive advantage. This will go a long way in improving performance 

in financial institutions in the Banking industry enhancing a company's efficiency 

because decisions will be made on the basis of who had the widest amount of 

knowledge about a certain issue. 

Organisation culture gives the organisation a sense of identity. An organisation' 

culture provides a sense of identity for the members and the more clearly an 

organisation's shared perceptions and value arc defined, the more strongly people 

can associate themselves with the organi ation's mi ion and can feel that they arc a 

vital part of it. 

rgani. at ion culture clarifie and reinforce. tandard of bcha iour, which i c entia) 

for newcomer , but i I o beneficial for ca oncd ctcran . In es cnce, culture guides 

the employee ' word nd de d • tllll lll 'l ·in it cle r ''hat thc m i ht do or a tn 

it 

indi idual mi 11 d t di 

m tim . 

10 

t bilit ' to b haviour, both ' h \1 n 

nt indi' i ual mi ht 1o \1 th 



CHAPTER TWO: LITERATURE REVIEW 

2.1 Introduction 

This chapkr ll k 11 orgnni1ntion culture, its meaning and importance in an 

organi7 1ti m. I hl ch.tpt ·r wi ll also look at the cultural dimensions in relations to 

ll • 111i IIi Ill 11lt111 • 

\'c rding to chein (1985), culture is comprised of the assumptions, values, norms 

and tangible signs (artefacts) of organisation members and their behaviours. Members 

of an organisation soon come to sense the parti cular culture of an organization. The 

concept of culture is particularly important when attempting to manage organi ation 

wide change. Quite often, a leader has a very good sense of the culture of their 

organization. They just haven't made that sense conscious to the extent that they can 

effectively learn from and lead within the culture. To understand the implications of 

cultures within an organization it is important to understand the basic concept of 

culture. 

Culture is a pattern of shared basic assumption that the group learned as it olved it 

problems of external adaptation and internal integration that ha worked well enough 

to be con idered valid and therefore. to be taught to new members a the correct way 

to perceive, think, and feel in relation to tho e problem . In other words, a groups 

e olve over time they f ce two ba ic chall nge : intcgratin' individual into , n 

elf ctivc whole, and ad, pting ctfccti"cly to th c:tcrnal en ironment in order to 

urviv . gr up find lution to th 

I min th t c th d umpti< n nd heli t ' c c Ill 

• ultu • 
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Organization member interpret the behaviour and language of others through their 

own cultural bin e. fa h member's (or subsystem's) set of beliefs, values, and 

a sumpti n. t 'Otl\l ~ th ' ir unquc tioned "reality" ; they then perceive behaviour 

inconsi"t~nt \\ ith th~it own biases as irrational, or even malevolent. The 

or • 11lhr.11i1 n.tl ulturc model suggests reinterpreting such conflict as a product of 

iitf•t ' tlt s ·t of experiences. Instead of looking at conflict as "right" versus "wrong," 

thi approach suggests that subsystems examine the assumptions underlying their 

beha iour, honour the experiences and learning that led to those assumptions, and 

then investigate whether those assumptions still work well in the present. 

Because culture is so deeply rooted in an organization's history and collective 

experience, working to change it requires a major investment of time and resources. 

Help from a change agent outside the system is often advisable. Without such help, it 

is difficult for insiders to view their "reality" as something they've constructed, and to 

see meaning in things they normally take for granted. 

According to Parker (2000), organisational culture as a tool of consultants and as a 

management method is often a direct continuation of Taylorism and work 

rntionn l i<>at ion and efficiency th inking: an attempt i. made to develop control 

mechanisms that are not ba ed on compul ion or on direct order ·. Workers ·trivc to 

get to command them elve or each other. The managers' ta k i con idered to be the 

creation of a culture and its manipulation. The power of cultural theorie i een 

particularly in field in which direct control and guidance mechani m arc di I ficult or 

impo iblc to maintain . In a tron culture all workers must, accordin' to these 

12 



theories, adopt the manager's values as their own underlying assumptions and act 

according to them. 

The literatun.: n or ••mi. nti onal culture reveals that companies that know how to 

d velop their ulturls in an effective way most probably have the benefit of 

l(h u1n nwnt in produ 11vity and the quality of work life among the employees. 

·mplo c • must absorb the organisational culture at the maximum strength 

md th top management should provide a precise guideline and direction to motivate 

the employees in achieving the company's objectives. The expatriate managers in the 

financial intuitions are anticipated to learn and identify the work values and cultural 

behaviours of the employees within the organisation and try to adapt into that culture 

across the countries. This seems to be possible even though the expatriate managers 

may be influenced by their own national culture. To some extent the researchers 

believe that national culture is not a barrier for foreign subsidiaries to operate abroad. 

2.2.1 Organisation Culture and Cultural Dimensions 

Sociologists Gary Fine and Sherry! Kleinman, ( 1979) discuss how distinct societies 

are composites of interacting subcul tures rather than a single overarching culture. 

Organisations consist of subgroups that have specific characteristics and a sense of 

identification. Within organizations, people can easily classify themselves and others 

into various ocial categories or groups based on identification with their primary 

\ ork group, occupational or profe sional kill , union member hip, or age cohort. 

ubgroup in organization can and do create ubcultur that comprise specific 

nl'lwnrh n m t.'anin •: vt:t . , I the , me time. the n.: main , . so iatcd \ ith th • 

hh:olo ic nd v lu~.: o th • o ni Ilion' I 1dc hip. 
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Numerous studies of organizational culture have highlighted that the formation and 

maintenance of culture requires interpersonal interaction within subgroups. 

Interaction with peer<> on the job wa viewed as most important in helping newcomers 

becoming ttl! tiv ~: mployccs. Interaction is important for the acculturation of 

11 w~ l>lll t' r , Or '.lllisations do not, however, always have homogeneous subcultures. 

it o ·ial products produced by subcultures within organisations can be 

" id diH!r c and even result in countercultures. 

The pioneering work on cultural measurement could be credited to Hofstede ( 1980). 

In the earlier stage, Hofstede identified four dimensions of culture and highlights the 

most important culture differences in an organisation. The four dimensions are 

individualism versus collectivism, power distance, uncertainty avoidance and 

masculinity and femininity. These four dimensions were initially detected through the 

comparison of the value among the employees and managers working in 53 national 

subsidiaries of the IBM Corporation. Even though Hofstede 's study has been 

criticized, it has been widely acknowledged by scholars and practitioners in the field 

of organisational behaviour (Sondergaard, 1994). The cultural dimensions have been 

grouped into two categories, namely relations between people and motivational 

orientations (Hofstede, 2000). Relations between people include: Individuali m, 

versu Collectivism. Motivational orientation includes: Masculinity versu femininity, 

amount of uncertainty a oidance, and power di lance. 

Deal and Kennedy ( 1982) argue that culture i the inglc mo. t imp rtant factor 

accounting fo r ucce or failure in organi:tati n . '1 hey identified four k C)' 

dimen ion of culture: alue llcr cs, Ri te and ritual and ultur network. 1 he 

culture network i th informal communic ti n lcm or hidd n hierarch of p wcr 
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in the organization. Schwartz ( 1994) proposed a cultural value symbolizing the 

relationship between personality and cultural factors. There are two dimensions in 

Schwartz model: onscrvnti m ver us autonomy (affective and intellectual) and self­

enhanccm~nt hkt.lrthy and mastery) versus self-transcendence (egalitarian 

commitmt•nt .1nd harmony). According to Schwartz ( 1994), the two broad cultural 

II h 'I) 1 of c ·ictics with different assumptions about the life and work can be 

·h t ,1 tcrizcd a · contractual culture and relationship cultures. 

imilarly, Trompanaar (1993) identified seven dimensions, relationships with people, 

which consists of universali sm versus particularism, individualism versus 

communitarians, neutral versus emotional, specific versus diffuse and achievement 

versus ascription. However, for the six dimensions, it concentrates on attitudes to time 

and the seventh dimension is attitudes to the environment. Trompenaar's seven 

dimensions model can be a good supported for Hofstede's model. It can be concluded 

at this point that organisational culture comprises of unique quality or character of a 

company meanwhile the managers are challenged to search for the "strong" culture 

that probably could improve the organisational effectiveness because it is strongly 

believed that there are cause and effect associated wi th each cultural dimensions. 

2.3 Organisation Culture and Performance 

A high degree of organisation performance is related to an organi ation, which ha a 

trong culture with v.:c\1 integrated and effective et of values. b lief and behaviour 

( ameron & Quinn. 1999; Deal & Kennedy 1982; Deni on, 1990; Juechtcr & Fi her, 

1998; Kotter & lie kctt 1992). !lowe cr. many n: carchcrs noted that culture would 

r m in linked with up rior p rformance on\ if the culture i hie to adapt to ch lll' s 

in n ir nm nt I c nditi n . I urth nnor , th 
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shared, but it mu t also have unique qualities, which cannot be imitated. Several 

empirical studies ha e supported the positive link between culture and performance. 

Recent tudie d n~ h hal man and Jehn ( 1994), Denison and Mishra (1995) and 

Kotter md 1 k~h 11 ( 1992), have contributed significantly to the field of culture and 

p ·d Hm.ul s111di •s whereby culture is being treated as variable for a specific 

r · • 1r ·h puq < se. They found that the organisations focuses clearly on the cultures are 

mor ·ucces ful. It is because focused cultures provide better financial returns, which 

include higher return on investment (ROl), higher return on assets (ROA) and higher 

return on equity (ROE). The finding of a study also has been reported that industry 

moderates the link between corporate culture and performance (Gordon & 

Christensen, 1993). 

These findings have advanced understanding of the determinants and performance 

effects of corporate culture. But they go away unreciprocated the applicability of 

existing results across national boundaries. There are some aspects of corporate 

culture may enhance performance in one national setting, but they may not be 

effective, and may even be dysfunctional, in another. Thus, one of the main reasons 

for the common popularity and interest in the study of organisational culture is due to 

the argument or assumption that certain organi ational cultures lead to superior 

organizational performance. 

2.3.1 Organi ation ulture and Leader hip 

rgani ational culture and its en ironment factor m which organi ·ation e. ist 

determine the wa of managing the organizati n. An organisation's culture is 

embodi d in wlmt m na erial lcadc hip cts as it prioritic : what it attend to, 

m r ' ard nd ntrol . r niz tion I cultur c n c n in ho\\ h::, dcdlip 
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reacts to critical incidents. And it can be found in leadership's role modelling and 

coaching action . Experts ay that between 80% and 90% of employee behaviour is 

determined b) th \\ H lender, attend to these factors. Leaders' actions, words, beliefs 

and b hn i ms ha\ l tor sonatc within three contexts, national culture, organizational 

cultur m lth • indh rdual cmployee 's background, values and beliefs. 

'ultur an also cause problems, when top management want to change the 

)f 'Uninti n 's direction or set new goals, the existing culture may be at odds with 

the e changes. Success in aligning strategy, leadership and organizational culture(s) 

can lead to profitable growth. The greater the frequency and magnitude of change, the 

more important leadership and culture become. Leadership holds it all together. 

Schein (1992) argues that leadership today is essentially the creation, the 

management, and at times the destruction and reconstruction of culture. In fact, he 

says, "the only thing of importance that leaders do is create and manage culture" and 

"the unique talent of leaders is their ability to understand and work within culture". 

Leaders must be able to assess how well the culture is performing and when and how 

it needs to be changed. Assessing and improving organizational culture as well as 

determining when major cultural transformations are necessary is critical to long-term 

organizational success. Managing differentiated cultures and creating synergies across 

the e cultures is also a critical leadership challenge. Effective culture management i 

also nece sary to en ure that major trategic and organizational change will ucceed. 

Ba ically. culture management is a key leadership and management competency. 

2.3.2 Organisation ulture and HRM Practic 

c ordin to 1: rlcy (I 9 ). if th human rc oun:c mana 'cmcnt practice not 

uitabl with b ic lu harcd h emplo c will c. u cmplo ·c to be di · atislicd. 
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uncomfortable and uncommitted. Employee will feel distracted or alienated, because 

their values are diferent from company expectation and therefore, organizational 

commitment and j b o;;ati. faction will be low. When this condition happen for a long 

time, rg nit•a tion pl' riMmnncc will decrease. Conversly, when human resource 

pr 1cti ·c ti t "i th the alu 'S shared by employees, organizational performance will be 

hi •h. 

t he guiding elicfs and norms of a culture have a definite impact on the way 

emplo ee work and on their ability to achieve organisational goals. Culture can 

generate a sense of shared identity among employees, foster commitment to greater 

goals, and enhance the organi sation's ability to guide and shape employee behaviour. 

When culture has a positive effect on employee behaviour it inspires employees to 

high performance. 
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CHAPTER THREE : RESEARCH METHODOLOGY 

3.1 Research De ign 

A case tudy re.cnn:h tksign focusing on KCB Limited was used for this study. 

Young (I Q60 ar 'Ill'~ that n ca c study is a powerful form of qualitative analysis that 

invoh t's ,, .1r lui and complete observation of a social unit. It is a method of study 

tlhll trill dm n rather than casts wide. 

a · • tud method involves an in- depth examination of a single instance or event. It 

al o pro ides a systematic way of looking at events, collecting data, analysing 

information and reporting the results. The target population will comprise employees 

of Kenya Commercial Bank Ltd who are randomly distributed within the functional 

units ofthe ban.1c 

3.2 Data collection 

The study collected primary data using an interview guide which was self­

administered. The interview guide contained open ended questions which enabled the 

researcher to collect the respondents' view from various departments within KCB Ltd. 

Respondents were I 0 informants who included the head Human resources, Head 

Finance, Head Credit, Head Information Technology, Head Marketing, Head 

Operations and Head Retail Banking from different functional unit among them 

Human resources, Finance, Credit, Information technology, Marketing, peration 

and Retail unit . 

The interview guide allowed flc:ibility of que tions. ea e with \ hich the researcher 

\\ent into more depth \\hich enabled the rc earchcr to tc t then: p ndents' knm ledge 
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3.3 Data analysis 

Content analysi described the logical structures of expressions and ascertained 

association and other interpr tat ions in order to interpret the results of the findings. 

Data was chssi tied lo1 into various themes for ease of analysis. Through this method, 

infcrcn ·cs "1.'1~: lll<ldl! by systematically & objectively identifying specified 

l'1111 1 t ·ri t i · of information collected. 
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CHAPTER FOUR : DATA ANALYSIS, RESULTS AND 

DISCUSSION 

4.1 Introduction 

lhi · h.111 ·r .111al sf.! the data findings, results together with the interpretation of 

inform.nion collected. Data was analysed on how organisation culture influences 

perf nnance at KCB and lastly the recommendations on the basis of the findings. 

4.2 Results on Organisation Culture 

Results revealed that the respondents were fully informed of the existence of culture. 

One respondent gave a brief explanation of how the five core values of the 

organisation contribute to their performance. The core values are, working together as 

a team, being professional in everything we do, putting the customer first, willingness 

to change and caring for the community. Respondents defined organisation culture as 

a set of core characteristics that guide interpretation and action in the organisation by 

defining appropriate behaviour. They confirmed that performance is related to an 

organisation which has a strong culture with well integrated and effective set of 

values, beliefs and behaviours. 

4.2.1 ources of information on organisation culture 

Re ponses on the availability and content of infonnation revealed that organi ati 11 

culture infonnation was available to everybody. Re pondent get infonnation on 

culture through induction programme. rganised for nc" comers to the organisation, 

daily pre ·s bulletin ent via email have the main key words, K B stationeries, '1-

hirt , on the stall identification card nd majorly at the organi at ion' intmnl!t. 
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A further investigation into the issues of preference established that most of the 

respondents preferred getting the information directly from their bosses who could 

give guidance \\hen wort...ing on the job and through frequent organized workshops 

and team building sessions. In view of that the senior management has played a vital 

role in di -.scminatin ' information on organisation culture through workshops. 

' urr ·ntl) all th • employees are attending a culture training workshop at the KCB 

lead r hip centre . .. 

4.2.2 Relevance of Organisation Culture 

Responses on the relevance of organisation culture were clear. Organisation culture 

reinforced standards of behaviour, which was essential for newcomers, but also 

beneficial for seasoned veterans. In essence, culture guided the employees ' words and 

deeds, thus making it clear what they might do or say in any given situation. 

Culture generated commitment to the organisation's mission. With a strong, 

overarching culture, people feel that they are part of a larger, well-defined whole and 

are involved in the entire organisation 's work. Bigger than any one individual 's 

interests, culture reminded people what their organisation was all about and thus 

allows employees to work together as a team. 

Majority of the respondents confirmed that KCB has a strong culture which is capable 

of increasing revenue, profi tability and shareholder value. The organi ati on ha a 

dominant culture reflected on the organisation' core value that are generally shared 

throughout the organi ·ation. Having a strong cu lture \ hich upport and underpi n 

the organi ation' brand propo ition it ha helped the bu ines._es create and mai ntain a 

compditive ad anta e. he culture of the ' orkplace I o goes a long , ay 111 

promotin , henlthy ornpctition nt the workpl c. hmployc try th ir le\d best to 
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perform better than their fellow workers and earn recognition and appreciation of the 

superiors. It is the culture of the workplace which actually motivates the employees to 

perform. 

Respondents ·nnfirm~.:d that managing organisational culture allows the decision 

makin • pr l • ss to h · ·omc more efficient or more effective and companies can use 

thi · t th •ir ad antage when trying to maintain competitive advantage. This will go a 

long ' a in improving performance in other industry's enhancing a company's 

efficiency because decisions will be made on the basis of who had the widest amount 

of knowledge about a certain issue. The culture of an organisation represents certain 

predefined policies which give them a sense of direction at the workplace. 

Majority of the respondents also confirmed that Organisation culture gives the 

organisation a sense of identity. An organisation's culture provides a sense of identity 

for the members and the more clearly an organisation's shared perceptions and values 

are defined, the more strongly people can associate themselves with the organisation's 

mission and can feel that they are a vital part of it. The culture decides the way 

employees interact at their workplace. A healthy culture encourages the employees to 

stay motivated and Joyal towards the management. 

Respondents also confirmed that culture brings all the employee on a common 

platform. All employees are treated equally and no one feel neglected or left out at 

the workplace. The work culture unite the employee who are otherwi e from 

different back ground , families and have varied attitude and mentalitie . 'I he work 

culture promote healthy relation hip amongst the employee . 
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4.2.3 Policies on Organisation Culture 

Respondents were fully informed of the policies in place. Policies are in form of 

statements designed to be guidelines to behavioural decisions. Employees are guided 

on how the ) stem ' orks. Thi i majorly coordinated by the Human Resources 

d partm nt "hi ·h nsurcs the implementation of the policies. The policies have been 

in phc lor m r • than ten years. I Iuman Resources department reviews the policies 

art ·r e\ c five years to fit with the current market trend to retain hard working 

employees. Last month they launched a program known as ' In your shoes' where 

e ery employee was supposed to work on a colleague's desk for a few days to try to 

feel and appreciate what they do. Currently Human Resources division is also 

conducting a workshop on culture training. 

The culture system in place assists employees in the achievement of strategic 

objectives plan by setting performance targets every year. Employees who meet the 

set performance targets are rewarded accordingly based on the existing organisation 

culture. They are rewarded monetary value in form bonuses and also non-monetary 

value in form of promotions and an award known as Simba award. 

4.3 Results on Performance 

According to the respondents, performance was defined as the ability to attain the set 

goals. High performance cultures are not dependent on one simple factor or as a result 

of one or two things. The entire context they operate in greatly impact the results. 

This context included the culture of the company - how thing get done, how 

decision get made, what works and d e not ' ork a far a behavio and what g t 

rewarded and how. 

Rc pondent confirmed that their u cc ' s lttributcd to th culture m pta . 
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Employees who performed well were well rewarded thus contributing to achieving 

the company's objective which among them is to post profits. Bonuses were rewarded 

based on the profit made at the end of each year which was translated to how hard 

each individu I \\ ork.cd towards generating the income/profits. Individuals who 

scored hi •hi " •r' r ·warded further by getting promotions to the next higher 

IW"ili{lll" . t\ ,t r •. ult, respondents were motivated and confirmed that their skills were 

well utili7cd and technical support provided while on the job. 

Majorit of the employees confirmed that they are treated as intellectual capital and 

are looked after well. The organisation opened communication channels where staff 

could air their views without being victimized and offered various products for its 

staff which ensures they are satisfied. 

4.4 Organisation Culture and Performance 

Majority of the respondents supported a positive link between culture and 

performance. However, they proposed that culture would remain linked with superior 

performance only if the culture is able to adapt to changes in environmental 

conditions. Furthermore, the culture must not only be extensively shared, but it must 

also have unique qualities which cannot be imitated. The key to building a high 

performing culture is to make sure you consider 'what' and 'how' you will get to your 

destination points- the clear definitions of where you are going in a specific time 

frame. 

Re pondent supported that the work culture of an organi ation, to a large extent, is 

influenced by the formal components of organi a tiona I culture. Roles, respon ibilitie , 

accountability, rule and regulation are component of tom1al culture. 1 hey ct th 

expectation that th rg ni tion ha from every m mbcr nd indicates the 
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consequences if these expectations are not fulfilled i.e. Mission, Vision, policies and 

rules. The degree of commitment the members have to these core values, the higher 

the performance and commitment, the tronger the culture the higher the possibility of 

behaviour consistcnc nmongst its members, while a weak culture opens avenues for 

each one of tlw tnl'lllhcrs showing concerns unique to themselves. 

R •sp{llld 'tlls oncludcd that organisation culture and performance have mutually 

n:ciprocating relationship. If strong culture helps building high performance 

company, the past performance and successes shape influence people behaviours 

which with time become part of the culture. Such strong culture acts like intrinsic 

motivator. Empowerment, decisiveness, learning attitude, and team working are some 

of the attributes of strong organizational culture. Culture enables people to see the 

goal alignment and motivates them to higher levels of performance, as shared values 

make people feel good about the organization and commit their capability and 

potential sincerely for the company. Culture at this level is the real driver for superior 

performance and a definite source of competitive advantage that is very difficult for 

competitors to emulate. Additionally, organisation cultures that explicitly emphasize 

factors related to the demands placed on them by industry, technology and growth are 

better performers in achieving the company's objectives. 

4.4.1 Organisation Culture, Performance and Leadership 

According to mo t respondent , the organisation had adaptive cultures. Adaptive 

culture perfonns better than organi ation with unadaptive culture . An adaptive 

culture tran ·late into organi. ational succcs . It i characteri ed by managers paying 

clo 'e attention to all of their con ·tituencie • initiating change \ h n needed and taking 
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risks. An unadaptive culture can significantly reduce a firm's effectiveness disabling 

the firm from pursuing all its competitive/operational options. 

Through organi at ion "id~ di cussion which help develop commitment among 

employ cs, the o 1anis:Hion operates with the help of task teams designed for specific 

rcquircrm.•nh lor .1 spc iii · pc.!riod to carry out the work. Team culture and openness 

hctw~:~:n th · lll<lna 'Cml!nt and employees were emphasised a great deal. 

-&.4.2 Organisation Culture, Performance and Job satisfaction 

Majority of the respondents were happy to be associated with the Bank as they 

developed a slogan 'KCB is a good employer'. They confirmed that the culture in 

place is what has made them achieve better results every year. The employer gave all 

employees equal opportunities and allowed them to advance their careers through 

promotions, allowing them to further their studies and also providing them with a 

learning facility at the bank. 

The respondents confirmed that looking for opportunities in other institutions was out 

of option and this was evidenced by the number of staff who joined the organisation 

as clerks and now they are heading units and the number of senior staff in the 

organisation who are planning to retire. The junior staffs also have high hope that 

they will grow to higher positions. 
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CHAPTER FIVE :SUMMARY, CONCLUSION AND 

RECOMMENDATIONS 

5. t Introduction 

This l'hapt r 'i '-' a ~ummary of the research conclusions drawn from the study. It 

nl ·o •iY • · ~ me recommendati ons useful to the bank under study and other banks for 

furt her re ·earch. 

5.2 ummary 

The research findings are briefly discussed in terms of the research objective which 

was to analyze the influence of organization culture on performance at KCB .These 

results indicate that organisation culture have an impact on the performance of KCB. 

The level of awareness on the existence organization culture was quite high among 

the respondents indicating the high level of publicity. Availability of information on 

organisation culture was high but the Origin/ Certification of Origin of those cultures 

at KCB Limited was rather low. The most important sources of information on 

organization culture and performance according to the respondents were the KCB 

intranet, Company stationery and Key mission statements indicated on the back of the 

staff Identification cards. 

The response on "whether there is a link between organization culture and 

performance" was overwhelmingly in the affirmative of the re pondent . They 

viewed all the procedure in place and found it to be relevant. 1 h re wa an 

overwhelming upport that work done according to the laid procedures leads to 

impro ed production and rcater rc ult . There ' a however nom lor impro ing th 

awarcne cordin to th re p<~nd nt . 
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The opportunities for personal growth and professional learning were also recognized 

as key attributes of employee performance. Personal growth, referred to 

comprehensive personal d~Yclopmcnt indicating the employees' desire to grow with 

the company in terms ofs~-:11 r'alization and overall self-enhancement. 

Common HHitim:s ·it •d by th~ r~spondcn ts as affecting their performance and others 

C(llllpl 1incd th,lt not all ~mployccs arc the same thus the most aggressive ones would 

·nd up with greater results achieved and the non-aggressive ones would never achieve 

the et results hence no promotions and rewards. Several measures were suggested to 

address the negative effects of routines and these was adoption of common terms and 

conditions and harmonization of the routine procedures. 

Research examined the assessment and development of organisational culture in the 

organisation. Organisational culture was defined as a solution created by an 

organisation for the demands set by the core task. The development of an 

organisation's operation required an understanding of the overall dynamics (culture) 

of the organisation's activities, but also an assessment of the impact of culture on 

performance. However, no universal criteria of operational efficiency exist. They 

were determined on a case-by-case basis. 

5.3 Conclusion 

Availability of information and awareness of organizational culture and performance 

revealed that KCB know how to develop their cultures in an effective way mo t 

probably have the benefit of advancement in productivity and the quality of work life 

among the employee . Indeed. employee ab orb the organizational cultur at th 

rna. imum trcngth and the top mana >ement provide a prcci e guideline and direction 

to motivate the employe in chie ing the compan ' objccti cs. 
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The new employees in the organi ation are anticipated to learn and identify the work 

values and cultural behu ior. of the employees within the organization and try to 

adapt into th. t ultur~ in th~: orguni, ation. This seems to be possible even though the 

employe " m \) lx• inl1ucn · ·d by their own national culture. 

Or, 111i ,lliOil ·ulturc positively influences performance on the HRM practices and 

lead •r hi( i.e. career devcloment, staffing, compensation and participative 

management. Ba ed on the content analysis, the majority of respondents tend to prefer 

for people with good character to people with good skill at work. It may be concluded 

that employee who have good character will likely able to use their capability in 

working with other people. Whereas, cooperation is required for every employee to 

pursue organizational objective. 

Determining the culture prevailing in a company at some moment in time requires the 

study of the company's values, practices, artifacts and of the core task defined by 

them. By comparing these elements an attempt is made to clarify the underlying 

assumptions prevailing in a company. Core-task analysis, on the other hand, helps to 

determine the main content of work and the critical demands it sets for working 

practices. 

Consequently, a company living solidly by the company values repre ents an ideal 

value-driven environment\ ith \ hich the employee can identify. Thu , the e, i tence 

and enforcement of corporate alue clearly trcngthen employee ttachmcnt t the 

company in that they arc perceived 

definitel_ worth tri in for. 

b ing omcwhat unique and om thing 



5.4 Recommendations 

Future research is ignificant in examining the relationship between organisation 

culture and performan c among other companies in different business sectors. It 

should be aimed to st't'rtain th' ulturc adopted by local and foreign multinational 

companies b' \llts~ mo t of thos' com panic might face the culture diversities when 

ittwlv~ I in th int ·rnational business expansion. ln view of the small sample, 

l '1\ •rat in it it of the findings of this study to a wider population is impossible. Thus 

drav.ing of an conclusion from this study should be done carefully. 

The research shows that organisation culture positively influence leadership skills and 

HRM practices. Therefore, it is important for practicing managers to take cultural 

factor into account in formulating and adopting HRM concepts in the organisation. 

The reason is that HRM concepts always contain unspoken assumption that is 

underlying values in the certain society. 

The research respondent were KCB employees. However, because of fear, it is 

possible that the respondents answered the questions based on their self-interest i.e. 

for the sake of organizational interest, not based on what they felt as individuals. One 

other possibe limitation was that the participants may have been able to recognize a 

desirable answer for the question. 
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APPENDICES 

Appendix 1: List of functional units of KCB Limited. 

1. Human Rc our c 

2. r lit 

M 1rli. ·tin 

I ·l,lil Oanking 

perations 

6. Finance 

7. Information Technology 



Appendix 2: Interview Guide 

SECTION ONE: GENERAL INFORMATION 

1. Job title 

2. Responsibilitks in th' d •portmcnt 

Pcri{)d )r t.'llltlo m 'tll with K B Ltd 

4. Whut i · our di i ·ion? 

What i our understanding of organisational culture? 

6. \! hat is its importance in terms of performance? 

SECTION TWO: ORGANISATION CULTURE 

1. Does the organisation have culture policies in place? 

2. How long have they been in place for your organisation? 

3. How often does your organisation review the policies? 

4. In your opinion, does Organisation culture assist in the achievement of strategic 

plan objectives? 

5. Is there a link between organisation culture and performance in the organisation? 

6. Does the organisation inform guide and train employees on the culture system in 

the company? 

7. Is there a policy guide on reward for meeting performance targets based on 

organisation culture? 

E TION THREE: PERFORMANCE 

I. Doc your organisation help you obtain technical kno" ledge and e. perti e needed 

for you to effect function at your p ition and pro ide opp rtuniti to utili1e our 

kill nd knm\ led •c on the job? 



2. How would you best describe the work climate and morale within your 

organi ation? 

3. Do your opinions nnd sug'' tion va lue in your organisation? 

4. l lov .. well do ) l u d's ·rib' the level of job satisfaction in your present job? 

I hl\\ dll' • l ur or 'anisation reward and acknowledge individuals and groups for 

in till\ ,Hi@ .md exceptional work? 

II 


