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ABSTRACT

Work-life balance (WLB) is a state in which employees are able to create an acceptable
balance between their paid work and personal/social life. This concept has attracted a lot
of interest from both industry and academia due to the changing nature of the job market
and society as a whole. This particular exploratory study was undertaken to assess the
effects of WLB policies and practices on job performance and turnover intentions of
employees at Barclays Bank Ghana Limited (BBGL). Out of one hundred and fifty-eight
(158) employees drawn from the ten (10) branches in the Ashanti Region, hundred (100)
responses were retrieved. In addition, four (4) Branch Managers and the Regional
Manager were also interviewed. The findings of the research show that, though some
practices of WLB are in place, there is no document that explains the WLB policies and
practices of BBGL in its entirety. The employees lack awareness of these policies and go
through a lot of challenges in the access and usage of the known WLB practices. Findings
from the data collected show that employees are not able to balance their work and life
and wish that something could be done to help improve their WLB which they believe
will enhance their job performance. The study also revealed that majority of employees
had intentions of leaving the organisation. This may be attributed to the inability of
employees to find a meaningful balance between their work and life domains. The
interview results also confirmed that the performance of employees can be improved. It is
suggested that HRM Department should intervene and make the WLB policies effective.
Moreover, conscious efforts can be made to provide flexible working arrangements,
career progression, on-site childcare and relocation facilities. It is hoped that these
practices will reduce employees’ stress and increase their level of performance and

minimise the turnover intentions.
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CHAPTER ONE

INTRODUCTION

11 BACKGROUND TO THE STUDY

The concept of work-life balance (WLB) is to craft and safeguard supportive and healthy
work environments which enable employees to have balance between their paid work and

personal/family responsibilities. It is defined as:

“... a satisfying, healthy, and productive life that includes work, play and love; that
integrates a range of life activities with attention to self and to personal and spiritual
development; and that expresses a person’s unique wishes, interests and values. It
contrasts with the imbalance of a life dominated by work, focussed on satisfying external
requirements at the expense of inner development, and in conflict with a person’s true

desires” (Kofodimos, 1993, p. 13).

As the demand of work is increasing the issue of WLB is becoming more and more
relevant around the globe. Governments as well as managers are constrained to solve the
issues of work-life balance. No doubt that in the upcoming years this issue is going to be
one of the most imperative issues that the HR managers will be managing. Her
Excellency the Governor General of New Zealand, Dame Silvia Cartwright, said in her

state address:

“Work is but one dimension of living and should not crowd out and distort family life,
recreation and personal development... Work-life balance should seek to raise the profile
of activities other than work and should contribute to the government goals of a growing

economy and an innovative and inclusive society ” (Prebble, 2005, p. 3).



Though it looks simple, as a matter of fact, it is very tough to create a borderline between
the two dimensions of life and fulfil the responsibilities of both ends. Organisations
around the globe are becoming more proactive and trying to come out with policies and
practices to create harmony in the work and family life of their employees. There is a
general awareness among employers that without paying attention to the employees’
well-being it would be difficult to retain competent employees (Hughes and Bozionelos,

2007).

Businesses are making a conscious effort to create a WLB to enhance performance and
reduce the temptations of employees leaving a job. The WLB strengthens the loyalty and
results into productivity of the employees. In the absence of this balance there will be an
intrusion as described by Hayman (2005) that WLB refers to the sum total of the scores
attained by the working professional on three dimensions, that is, work intrusion with
personal life, personal life interfering with work and work/ personal life improvement as

measured by WLB scale.

Looking at the nature of roles that women play, they are more likely than men to report
high levels of responsibility overload and caregiver stress. Obviously, women dedicate
more hours to non-job related activities than men, i.e., domestic work, child and elder
care. Moreover women also experience not as much of support from their spouses for
their careers as men. It used to be the case that only women complained about the role
overload but now men also complain of work-life conflict (Lyons et al., 2007). Such
situations are making the employers increasingly aware of the cost implications
associated with over-loaded employees such as: cost of operations and production,

absenteeism, commitment, regularity, and performance (Birnbaum et al., 2005).



Though the concept of WLB is considered new it is gaining importance in the continent
of Africa. Organisations no longer operate in isolation. They feel part of the bigger
picture of the globe. In a study in South Africa, it was found that WLB, work
relationships and overload were prime sources of stress. Moreover, job demands were
experienced as major sources of stress (Barkhuizen and Rothmann, 2008). In Nigeria, job
satisfaction considerably predicted turnover intention. Due to poverty and unemployment
rate, an employee who is not satisfied with the job may not always leave but instead hold

on to his employment (Balogun and Olowodunoye, 2012).

With the influx of many foreign banks to the Ghanaian banking sector everything within
the sector is currently in a flux. Employers’ expectations from the current generation of
employees are astronomically high with the resultant challenge of long working hours for
the employees. As a result of increasing pressure of globalization in a changing
environment, the sheer brutality of competitiveness in industry and commerce with the
concomitant demands of such on personnel involved dreadful stressful situations are
created for the latter. Employers’ drive to meet ever increasing demands and ever
mounting targets compels employees to work longer hours. Employees’ ability to
synchronise work and family life slows down. The person then tends to live and work like
a machine and is manipulated by conflicting demands on his energies and attention.
Undoubtedly such employee’s health Is ever at risk. Inevitably a stage is arrived at when
such a person totally fails to balance work and social/ family life. Either work spills over

the life or the personal life spills over the work.

In this scenario, the researcher developed the interest to study the WLB policies and
practices of Barclays Bank Ghana Ltd (BBGL). The researcher assessed the personal

values of employees for the WLB and its impact on their performance. BBGL envisages



becoming the best bank in Ghana by making lives much easier for its customers,
employees and other stakeholders. The researcher is hopeful that this study will help the
management to harmonize the work and life of their employees to enhance productivity

and achieve their vision.

1.2 STATEMENT OF THE PROBLEM

In the contemporary world, there is a strong economic race. Competition among
individuals as well as organisations is growing high. Individuals want to improve their
personal and family life. On the other hand organisations want to increase the wealth of
shareholders. All this is done through the utilisation of the human resources of
organisations. As this competition grows the demands of work begin to spill over the
personal and family life of employees. According to Birnbaum et al. (2005) some
employees go through a lot of conflicting demands between their work and family. The
growth of any business can only be ensured through the well-being of their human

capital. So therefore, the importance of work-life balance cannot be overlooked.

This competition has created a situation whereby employees are obliged to spend more
time at their workplaces. This is particularly so with the banking industry, where the
competition among corporate entities is very profound and aggressive. Many employees
report high levels of work-to-family conflicts due to their longer working hours. They
find it difficult to meet the conflicting demands of both work and life. Their inability to
balance work and family demands can reduce job performance and increase absenteeism,
as well as lower commitment and engender poor morale. The current situation demands
that the organisations as well as individuals must identify and adhere to the WLB

practices to enhance productivity.



Like any other employee the bankers also have many challenging responsibilities such as
job/work, children, housework, voluntary work, spouse, elderly parents etc. They go
through a lot of stress as they strive to meet the demands of their responsibilities. The
conflicting demand of work-life is a serious problem that impacts negatively on

employees, their employers and communities at large (Pronk, 2005).

This problem of work/family demand is increasing with the passage of time. High female
labour force participation rates, escalating numbers of single parent families and the high
proportion of the dual-earner are all contributing factors to the situation. Though the
organisations talk about flexibility and WLB issues, there is not enough work done to
assess the policies and practices of WLB. A mechanism can be put in place to observe if
the employees are benefiting from these policies and practices. Moreover, employees’
perception of WLB issues and its impact on their performance are matters of great

concern.

It is in this light that the researcher deemed it necessary to study the effects of WLB of
the job performance of employees at Barclays Bank with relation to their work-life

balance practices.

1.3 OBJECTIVES OF THE STUDY

The objectives of the study are organized into two; general and specific objectives.

1.3.1 General Objective

Generally this research sought to assess the effects of WLB practices on the job

performance of employees in the BBGL.



1.3.2 Specific Objectives

The specific objectives were to:

14

establish if WLB policies and practices are in place at BBGL.

explore employees’ awareness and usage of WLB at the BBGL.

examine the relationship between WLB and job performance and turnover
intention.

determine the challenges that employees go through in balancing the demands of
their work and life at BBGL.

analyze the extent to which BBGL employees are able to achieve work-life

balance.

RESEARCH QUESTIONS

The researcher was guided by the following research guestions:

Does BBGL have WLB policies and practices in place?

What is the awareness and usage level of WLB practices among employees at
BBGL?

How does WLB affect the job performance and turnover intentions of employees
in BBGL?

What are the challenges faced by employees in their efforts in balancing the
demands of their work and life at BBGL?

To what extent are employees at BBGL able to balance their work and life to

enhance performance?



1.5 SIGNIFICANCE OF THE STUDY

Most organisations are struggling and successfully managing their fiscal resources and
equipment, but they are either unmindful or fall short in managing the human resources of
their businesses. The purpose of this study is to assess the importance of WLB practices
and its effectiveness at the BBGL. The researcher believes that people perform better
when they are encouraged to manage their work and life. Through WLB practices
employees can derive social, psychological and economic benefits. The WLB
programmes can be used as competitive advantage to enhance productivity and
profitability. This study aimed to prove the benefits of WLB plans. The results of this
study will help the BBGL to identify WLB programmes that can reduce absenteeism,
enhance performance at job, ensure employees’ retention, reduce turnover, and improve
employee health. The end result of all this will be the socio-economic growth of the

country.

1.6 OVERVIEW OF METHODOLOGY

To ensure the true reflection of the actual situation the method of interviews and
questionnaires were used to collect data. Questionnaires were distributed to the
employees of all the 10 branches of BBGL in the Ashanti region. The researcher also
interviewed selective branch managers as well as the regional manager of BBGL
personally. This constituted the primary data. The secondary source of data comprised
information gathered from journals, articles, thesis, and reports. Meanwhile, the official

web-site of the BBGL and other Policy Manuals were also used.



1.7 SCOPE OF THE STUDY

The researcher sought to look into the WLB policies and practices available at the BBGL.
The study was focused on the employees of BBGL in the Ashanti region. BBGL is
operating 10 branches in the Ashanti Region and the study will be confined to all the ten

branches of the bank.

1.8  LIMITATIONS

There are certain constraints that bind the research to operate within some limitations.
The greatest challenge that the researcher faced was the collection of data from the
Banks. This involved several time consuming trips, sometimes through thick traffic jams,
to pave the way for and as well as the actual collection of data. Introductory letters had to
be distributed at the target bank branches, questionnaires later sent to all employees in the
said banks and, finally, interviews conducted of four selected bank managers of the
banks. Constraints to data collection in all this included the busy nature of respondents
and the limited time they had to spare to attend to research questions. Postponements of
scheduled interviews and return of questionnaires by respondents dictated the pace of the
research. The busy nature of bank employees made some appear un-cooperative and
sometimes reticent thereby affecting data collection. The distance between bank branches

as well as financial constraints faced by the researcher had their toll on data collection.

1.9 ORGANISATION OF THE STUDY

This research work has been divided into five chapters. The first chapter talks about the
background of the study, statement of the problem, objective of the study, brief
methodology and the organisation of the study. Chapter two focuses on literature review

on concepts and theories relevant to the study. Chapter three looks at the methodology

8



and organisational profile of the case study institution. Chapter four deals with
presentation of findings and analysis and the last chapter is about the summary of

findings, recommendations and conclusions.



CHAPTER TWO

LITERATURE REVIEW

2.1 INTRODUCTION

This chapter discusses the existing literature. The review starts with an overview of the
concept of WLB. It goes on to explain different dimensions of the WLB and policies and
practices that exist in the various parts of the world. WLB awareness and usage is also
captured in this chapter. Finally, in the light of existing literature the possible outcomes of

WLB, such as, job performance and turnover intentions are specifically described.

2.2 OVERVIEW OF WORK-LIFE BALANCE

“Work-life balance is about helping staff to maintain healthy, rewarding lifestyles that
will in turn lead to improvements in productivity and performance. Strategies to achieve
balance will differ between organisations, partly depending on their function, the types of

work roles they offer, and their workforce profile’ (Prebble, 2005).

The issues related to work-family or work-life began to rise in the horizon of academia
around 1965 (Rapoport and Rapoport, 1965; Lewis and Cooper, 2005). Unlike the
traditional roles of women as caregivers, troops of women started joining the paid
workforce. This development gave rise to the growing number of single parents as well as
the dual-earners (Ansari, 2011; Musura et al., 2013). Moreover, the workplace was no

more restricted to a physical location.

Technological advancement, changes in the labour market and several other economic
and social issues have changed the way work was done in the past. These factors are
promoting the arrangements of flexibility in the workplace. Industries have been

10



switching their operations from manual to automatic and computerized systems. In
addition, businesses want to be proactive and meet the customers’ demands. All these

developments are creating a growing interest in workers’ achieving work-life balance

(Humphreys et al., 2000; Guest, 2002; Webber et al., 2010).

The concept of WLB originates from the Western world where it has been researched at
length during the past four decades. In his work, Naithani (2010) explains how WLB has
evolved over the past four decades. He has divided the time periods into eight phases
during which the WLB theory has travelled till its present state. Earlier on the whole
family was involved in the struggle of survival. Then there was this era of pre-
industrialisation, when workplaces got separated from family life. Later during the
industrial revolution the segregation of work and family was strengthened. During this
time men dominated the workforce. In the next stage division of labour encouraged the
separation of work and family to another level. As humanity progressed the male
dominated workplace began to depend largely on technology. Due to the fact that
technology played a major role at the workplace, the domination of men began to fall,
which facilitated the introduction of WLB facilities. Considerable growth in the women
workforce globally pushed a further growth of the WLB programmes (Gurney, 2010;

Naithani, 2010).

Greenhaus et al. (2003) has defined WLB as “the extent to which an individual is equally
engaged in — and equally satisfied with — his or her work role and family role”
(Greenhaus et al., 2003). According to Clark (2001) WLB is described as ‘satisfaction
and good functioning at work and at home with minimum role conflict’. Similarly
Kirchmeyer (2000) expresses his view on WLB ‘achieving satisfying experiences in all

life domains, and to do so requires personal resources such as energy, time, and

11



commitment to be well distributed across domains’’ (Kirchmeyer, 2000). An earlier
author Kofodimos (1993) defined the balance in a manner that represent the main points
of WLB concisely. She describes it as ‘a satisfying, healthy, and productive life that
includes work, play, and love; that integrates a range of life activities with attention to
self and to personal and spiritual development; and that expresses a person’s unique
wishes, interests and values. It contrasts with the imbalance of a life dominated by work,
focussed on satisfying external requirements at the expense of inner development, and in
conflict with a person’s true desires.” (Kofodimos, 1993). The above mentioned authors
are sharing their view in the sense that they all talk about the equality in the work and
family role. Though it is not possible to achieve a perfect balance their assumption is that
the individuals should derive satisfaction from the discharge of multiple roles. WLB is
being debated in the literature extensively. We find several authors explaining the WLB
in different angels. True to the fact what Carlson et al. (2013) said is that it is hard to find
one definition that can be declared as universal or a widely accepted measure to

determine WLB.

Due to the fact that women were becoming part of the progress story of organisations, the
WLB practices were depicted as family-friendly working practices (Scheibl and Dex,
1998; Dex and Smith, 2002). In recent times, the more frequently used term is WLB
because its range is wider and covers beyond the spheres of family-friendly issues.
Employees, both parents and non-parents are taken care of through flexible working
arrangements. The term WLB is more desirable in the human resources discussion

because it values the human needs and experiences. (Jones et al., 2013)

As is said earlier, WLB is an inadequately understood concept in the literature and there

is no one definition which can be classified as universal. In the past this concept of WLB
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was discussed as work-family balance in its narrow sense. It was viewed as the absence of
conflict between work and family or the compatibility of two domains of life (Greenhaus
and Beutell, 1985). In recent times the authors go beyond this absence of conflict. To
them absence of conflict does not precisely correspond to the WFB or WLB (Carlson et
al., 2009). In the view of Greenhaus and Powell (2006) WFB is about enrichment. They
explain it as the capacity of one role to improve the worth of life in another role and it
works in two ways. The work-to-family enrichment transpires when work experiences
improve the value of family life, and family-to-work enrichment transpires when family
experiences improve the value of work life. (Greenhaus and Powell, 2006). So in this
wise to these authors the primary objective of the WLB is to reduce or minimize the

extent of work-life conflict (WLC) (Lero and Bardoel, 2009).

Some authors propose that WLB is a result of injustice in the social setup such as
inequality in the treatment of women. So it addressed the issue of unfairness (Roper et al.,
2003; Dean, 2007). Meanwhile other writers are also of the view that WLB emerged to
address the challenges faced by businesses to enhance performance and increase
productivity by dealing with the well-being of employees. Organisations felt it as their
social responsibility to be more conscious of workers’ health and other family issues

(Beauregard and Henry, 2009).

Unlike work-family balance, the concept of work-life balance (WLB) is broader in its
sense and concerns about many issues of an employee’s personal life. The previous
concepts were more concerned about the workers with families and mothers. A lot of
criticism is waged on this old notion to be unfair. Unlike the previous concepts WLB
includes all workers whether or not they have families. WLB looks at the influence that

non-work life has on the work of every employee (Lewis et al., 2007; Gregory and
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Milner, 2009). Despite the fact that WLB covers a wider range of issue concerning work
and non-work, it is quite difficult to separate work from life, as if work is an inseparable

part of life. (Lewis et al., 2007).

In the view of Greenhaus et al. (2003) WLB is created when an employee is able to
manage and balance his time, involvement and satisfaction in relation to his work and
family. They define WLB as ‘the extent to which an individual is equally engaged in —
and equally satisfied with — his or her work role and family role.” If the level of time,
involvement and satisfaction is equally high then it will signify positive balance. On the

contrary if the balance is equally low then it will signify negative balance.

Though the literature gives us significant understanding of the phenomenon of WLB most
of the studies are concentrated among the white or blue collar employees in the west. The
cultural and structural issues are quite different in the continent of Africa. So, there is a
need to embark on more research work in the developing economies like Ghana. This will
enable the organisations to appreciate the influence that the cultural dimensions have on

the issues of WLB (Mordi et al., 2013).

So WLB is a situation when one is able to share equal number of hours through proper
planning and achieve an acceptable balance between work and personal activities. WLB
provides the bonds that hold an individual with their work and personal life. In recent
times this issue of WLB appears to be gaining interest in the African context as well

(Mordi et al., 2013).
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2.3 DIMENSIONS OF WORK-LIFE BALANCE

Different authors look at WLB from different angles. Fundamentally the purpose of WLB
is to look for ways and means through which an individual’s work and life is harmonized.

A view of various studies brings to the fore some general dimensions of WLB.

One situation that has called the attention of WLB is a situation whereby work demands
interfere with the personal life. It is otherwise also described as work to life conflict. Here
the work intrudes into the resources available for family or personal life. (Mathew and
Panchanatham, 2010; MusSura et al., 2013). There are people when they leave the
workplace don’t carry work related problems to their homes. But others are haunted by
the following conditions caused by the interference between work and non-work
activities, which include conflict, insecurity, tiresome work, stress, and long working

hours (Schieman et al., 2009).

Another dimension that brings the question of WLB on the table is the opposite of the
first situation. Here, personal life demands interfere with work (Mathew and
Panchanatham, 2010). This happens when the demands from the family domain are

greater and influence the performance of an individual at work.

According to Staines (1980) individuals influence the societies and at the same time they
are being influenced by the societies. They keep moulding the environment and are being
moulded by the same environment. Employees carry the feelings they have at work to
their homes and vice versa. The work creates a conflict with the family while it easily
spills over the leisure time. In contrast to the spill-over theory Staines presented

compensation theory which means that individuals who are not satisfied with one domain
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try to compensate it with the other one (for example, a person who does not have a

successful personal life may work harder to bring satisfaction to his life).

The third aspect of WLB is the enhancement of both work and personal life resources
(Mathew and Panchanatham, 2010). This is in line with the work represented by Payton-
Miyazaki and Brayfield (1976). To them a lot of social learning takes place at the
workplace (for example, skills, norms). This theory of enhancement has been described
by Greenhaus and Powell (2006) as enrichment theory. According to them work and life

are allies and strengthen the roles of each other.

Guest (2002) and Naithani (2010) presented five theories to demonstrate the association
of work and life. These models include segmentation, spill-over, compensation,
instrumental and conflict theories. The segmentation theory means that work and life are
distinct and do not exert any influence on each other, which can only be true in theoretical
sense. Naithani (2010) argues that though they are segmented it all depends on the
situation. In one situation they may look exclusive of each while in another situation they
integrate and depend on each other. At this level if a worker is able to exercise a high
level of segmentation between work and life, he/she enjoys a better WLB by sharing the

time effectively and efficiently among the two domains.

Meanwhile, the more the integration takes place between work and life the person faces
more conflicting demands from each domain. When an employee is making efforts to
balance his work and life segments, there are situations when he/she compensates the
domain which is lacking through the achievement in the other domain. It means when an
individual does not derive satisfaction from one segment, he/she looks for a greater
satisfaction from the other domain of life. This way both life and work domains depend

on each other.
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This condition gives way to a spill-over situation which can be positive or negative. An
employee working long hours goes through a stress and sacrifices his/ her health, which is
a typical situation of negative spill over. On the other hand a reward positively influences
the employee’s life (Naithani, 2010). To make this model of WLB work there has to be a
progression at different levels; For instance, policy makers at the macro level, HR level
which plays a middle role, then organisational level where various groups are involved in
work, and finally to the micro level, that is, the level of individuals because their

behaviour and way of life also determines the WLB outcomes (Mordi et al., 2013).

24  POLICIES AND PRACTICES OF WLB

Most a time work and home are conflicting with each other and it is very hard to create a
boundary between the two. It is incumbent upon the employees and employers to discover
flexible solutions to increase productivity notwithstanding sacrificing the welfare, safety
and personal life of employees. The provision of WLB policies can be most productive in
this regard. Such policies can help employers to recruit, select and maintain competent

workers who will be of competitive advantage (Jones et al., 2013).

“Work-life balance policies” refer to policies created by businesses, as part of their
human resources or management strategies (Yasbek, 2004). Through the study of
practices and policies employees’ knowledge about WLB issues is measured. It is to
study the awareness of employees about their entitlements and certain rights that are
available to them. These include their right to take leave from the job including parental
leave, time off from work to care for dependants, annual leave, maternity leave
extensions, paternity and adoptive leave. It also involves the right of parents to look for

flexible working arrangements of part time work (Stevens et al., 2004).
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According to Greenblatt (2002) managers cannot make informed staffing decisions with
regards to WL policies unless they have a fair idea of the factors that facilitate WLB. The
changes in WLB trends are as a result of changes in social needs, available technologies
and personal expectations. One can find extensive collection of policies with regards to
WLB. Dex and Smith (2002) describe the WLB policies about the hours of work at job
(including part-time, job sharing and flexitime), the issue of leave which covers the
parental leave, maternity leave and career break etc., and the policies of workplace or
location of work, working at the office or working from home. Then there are other
policies, such as financial support which covers the issues of childcare, maternity pay,

and elder care (Dex and Smith, 2002).

Yasbek (2004) argues that in the contemporary highly competitive labour market Work-
life balance policies can affect the performance of an organisation in several ways. For
example employers can offer better WLB policies coupled with attractive remuneration to
recruit good workers. He says that WLB policies can retain employees and enhance
productivity. Several theories exist to explain the relationship between WLB and

productivity.

In whatever form these policies are available they are meant to either adjust people’s lives
around work by reducing any intrusion from outside work, or otherwise their aim is to
adjust work around other non-work activities of people. In contrast to two former ones,
these policies are also aimed to integrate work with personal lives (Yasbek, 2004). These
policies have an effect on the performance of the business in diverse ways. The
contemporary labour market is competitive and through WLB policies together with
competitive pay better workforce can be attracted. Such employees can be retained and

ultimately the costs of their turnover can be reduced and productivity can be improved.
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Grzywacz et al. (2002) concluded that policies and programmes which deal with the
negative spill-over between work and personal life should be available to workers of all
age groups since they found insignificant difference regarding age. No doubt the factors
that cause the negative spill-over vary among the different age group because they face
different challenges. One age group may have the responsibility of upbringing their
children while the other group of workers may be dealing with the obligation of eldercare.
These policies demand flexibility among the various groups of workers. In this wise
Grzywacz et al. (2002) recommended that organisations should coordinate with the
service providers and introduce programmes that will help the employees in relation to

childcare and eldercare issues.

The negative spill-over from family to work is one dimension of these policies. On the
other hand policies to address the negative spill-over from work to personal life must also
be considered. This is about the introduction of stress management programmes that
target the professionals and highly educated managers, regardless of their age and
parental status. According to Grzywacz et al. (2002) their analysis underline the necessity
and the significance of the fact that without giving proper consideration to these various
dimensions comprehensive policies cannot be designed. They cautioned that some
policies may reduce the positive spill-over as well. So there is the need for the policy
makers to be mindful of the fact that their interventions and policies should be able to
reduce negative spill-over and promote positive spill-over. This will help employees to

achieve a better balance between their work and life (Grzywacz et al., 2002).

In their study, ‘Discourse or reality?:“Work-life balance”, flexible working policies and
the gendered organisation’ Lewis and Humbert (2010) discussed the policies regarding

flexible working arrangements. Their findings show that though the organisations are
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committed to help their employees through flexible working arrangements and WLB and
flexibility, men play a dominant role and considered to be the ideal worker. In addition,
the idea of women as ‘good mother’ is widespread. These two concepts mutually weaken
the fairness of gender balance and efficiency at the workplace (Lewis and Humbert,

2010).

Work-life balance policies, which seek to improve the quality of life of employees,
enhance productivity (Koonmee et al., 2010). The policies can reduce negative spill-over
from the lives of employees. This can be done by reducing the long working hours and
tiredness. WLB policies work as a reward to the voluntary and optional efforts put
forward by the employees. Moreover, WLB policies can decrease the rate of stress and
ensure healthy and safe workplace to achieve accident free environment. All such

outcomes of WLB policies can enhance productivity. (Yasbek, 2004)

Higgins (2007) explains that organisations need to have policies to measure the work
done instead of number of hours spent and physical presence of their employees. They
should appreciate and reward the employees who are able to integrate and combine their
work and non-work responsibilities successfully. If not so, the issue of flexibility will be

highly difficult.

Lamers (2013) did a very interesting study at Rabobank Netherlands with the title, “Work
Organisation and Innovation.” It was found that the bank adopted a very innovative style
of work by name, ‘Rabo Unplugged’ with the aim to respond to all customer needs. To
achieve this they promoted employee entrepreneurship and gave them more freedom and
responsibility in terms of time, space and resources. This freedom was given to prevent
the employees becoming robots. This strategy took about five years to transform the way

work was done. The end result of this policy and practice is increased job satisfaction,
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higher performance level and the situation whereby employees work across departments
and are still able to keep up to a good WLB. From the financial viewpoint, Rabobank’s
performance was great in 2011 with a decrease in turnover as compared to 2010. The HR
department disclosed that increased flexibility and accessibility has boosted the customer

satisfaction, which is the prime motive of any business (Lamers, 2013).

Recently, organisations are appreciating the importance of WLB policies and practices.
They have realized that through these policies and practices they can overcome the
problems of absenteeism and turnover, which will ultimately increase productivity by

retaining the good employees (Carlson et al., 2013).

25 WLB AWARENESS AND USAGE

Yasbek (2004) opined that the failure to adopt the policies of WLB might be due to the
unawareness and lack of understanding of the issue of WLB on the part of managers and

employees.

The mere existence of policies of WLB is not sufficient to derive any benefit. The
importance of communicating the WLB policies and programmes cannot be ruled out. An
organisation may have WLB programmes or intend to cushion the employees by seeking
their welfare but can never derive desired results unless its employees are aware of such
programmes. Lockwood (2003) suggested that HRM professionals should establish
whether the culture of the organisation really supports WLB benefits and the top
management endorses its benefits. Moreover, without a proper understanding of the
impact of WLB benefits on employees it is difficult to implement them. Another critical
point is to know whether or not the employees are aware of the organisation’s WLB

programmes. If the organisation already has these programmes then they should be
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packaged and communicated to the employees so that they can derive benefit and reduce

the conflict that exists between work and personal life domains (Lockwood, 2003).

As a matter of fact organisations cannot provide everything to everyone but rather work
hard to identify and support employees’ job and personal needs including leisure and
social life. They are fully aware of the fact that if WLB is provided then employees will
be more committed and focused on the job and work-related demands. So, this awareness

of interconnection of work and life is crucial (Chalofsky and Griffin, 2005).

All organisations have a way of doing things, not necessarily written or formed
consciously. In other words it is the culture of the organisation that can either benefit or
cause destruction. Fundamentally, this culture can be inferred from the mission of an
organisation (Khan et al., 2013). Absence of WLB plans from an organisational culture
takes the employees to a stage where they feel worn-out. There level of interest in work
reduces and ultimately performance level goes down. Moreover, it sets the limits about
right and wrong and what is acceptable and what is not in the organisation in order to let

the employees do what is expected of them (Soemaryani and Rakhmadini, 2013).

In the opinion of Nikandrou et al. (2008) organisational culture relates to the WLB in two
ways; one the performance orientation of the organisation which seeks to reward
employees’ groups when they perform well and meet the standards and show excellence;
secondly, the Humane Orientation that is the organisational practice that encourages the
individuals to show kindness, be fair and friendly and care for each other. Such
encouragement will, as a result, promote social relations. In this second part the

employees are consciously made aware of the usages of WLB policies.
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Chalofsky and Griffin (2005) did an interesting research and suggested that creation of a
humane workplace and ensuring a healthy balance between work-life and personal life is
key to high performance. The employees’ awareness makes the employees socially
responsible. A worker who is perceived to make a difference for the company would
really make a difference. During their study they found that the employees were not there
because of perks and benefits but rather because of the fact that the organisation valued
them. Resultantly the workers were also exhibiting high level of commitment to the

organisation.

Organisations that work around to shoulder employees’ work-life and family-life
including leisure, personal and social needs, receive in return more focused and
committed employees. When work is fun, meeting colleagues is morale boosting and
one’s voice is heard and contributions are valued then one feels a sense of belonging and
of being part of the workplace community. This phenomenon of workplace community is
achieved through proper communication and is the core of WLB. The organisation must
make it a point to ensure that WLB programmes are known to employees at all levels and

benefit the employees (Chalofsky and Griffin, 2005).

The HRM professionals must be able to study the emerging trends of WLB. Their
awareness will place them as human resource professionals in a better position to educate

top management as well as work closely with employees (Lockwood, 2003).

26 OUTCOMES OF WORK-LIFE BALANCE

Aryee et al. (2005) examined the outcomes of Frone’s fourfold classification of WFB and
confirmed that, evidently, work and family roles were directly influencing each other. It

either provided facilitation or created conflict. The factors of facilitation such as
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personality, role involvement and role experience were found useful to examine as
outcomes of WLB across cultures. According to Pronk (2005) ‘work-related outcomes
tend to have a very positive impact on people’s outlook on life and overall health status.’
Jobs are made up of several tasks, some of them are very demanding, stressful and time-

bound.

Greenhaus et al. (2003) suggest that it is very important to take account of the methods
that measure the outcomes of work in order to fully understand the outcomes of the WLB.
It is likely that an organisation may conclude that employees who look for WLB are not
committed and therefore are less productive at their job as compared to other employees.
There has to be a mechanism to study the relative impact of objective and subjective
WLB on the employees’ life and other outcomes. Gurney (2010) provides credible proof
based on qualitative and quantitative study that WLB results into increased health

outcomes.

Carlson et al. (2009) studied the association between WLB and work outcomes. The
results indicated that WLB explained additional discrepancy in job satisfaction and
organisational commitment. The findings of the study propose that WLB arrangements
create satisfaction and commitment at work and are emotionally beneficial. WLB reduces
work-family conflict and through work-family enrichment it brings satisfaction and
enhances performance. Furthermore, WFB/WLB is related to marital and family life
contentment. Such family supportive strategies help employees fulfil their work related
responsibilities as well as family responsibilities. Carlson et al. (2009) believe that WLB
are really influenced by both work and family outcomes. Managers are to create an

atmosphere at workplace for employees to achieve WLB and get benefit from their
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enhanced performance. This can be achieved through the creation of an organisational

culture where employees enjoy the facility of role negotiation (Carlson et al., 2009).

2.6.1 WLB and Job performance

Job performance can be divided into task and contextual performance. Behaviours that an
individual exhibits while producing goods and services are referred to as task
performance, while behaviours unrelated to an employee’s main task but crucial to the
overall organisational, psychological and social framework include the contextual
performance. Mutual cooperation among employees as well as with their superiors is part

of contextual performance (Kakkos and Trivellas, 2011).

The relationship between banking industry and performance of its workers is an essential
element for the economy and for a country in general. The level of performance that
satisfied workers exhibit is greater than those who are unsatisfied. If the organisation is a
service organisation then it is highly essential for employees to have job satisfaction. The
organisation can derive better customer service from such employees who show high
level of commitment to the organisation. This commitment of employees can be achieved

through WLB programmes (Yasbek, 2004; Islam, 2006).

When there is interference between work and family roles obviously the performance of
such an employee at the workplace will be jeopardized. As a result the employee will lose
reward because of non-performance and be unsatisfied. The study describes that the
dimension of conflict has adverse effects on the organisational commitment, while a good
management of WLB augment job performance (Aryee et al., 2005). In his study Pronk
(2005) specifically mentioned flexible working hours and childcare as WLB benefits that

instantly enhance performance. He said suitable childcare and pick-up and drop-off time
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for kids are main concerns for the employees. Organisation’s effort to solve these
challenges has a direct impact on job performance (Pronk, 2005). If employees are
worried about personal responsibilities then they lose focus and their performance is
impaired (Prebble, 2005). WL conflict, which is the absence of WLB, is a cause of

diminishing employee job performance (Chaudhry et al., 2011).

Job satisfaction and work pressure have a positive influence on job performance.
Moreover, the perceptions of employees about WLB support directly influence job
performance. The more the perceived employer support the more the job performance
(Forsyth and Polzer-Debruyne, 2007). Furthermore, better recruitment, maintenance of
skilled staff and high morale of employees are some of the WLB programmes that
apparently a business can assume to improve job performance and enhance productivity

(Drew et al., 2006).

In the opinion of Kakkos and Trivellas (2011), in Greece the bankers do not seem to lay
much stress on the acceptance from peers or respect from their supervisors before they
can perform better at the job. Similarly, fringe benefits, which satisfy employees’
existence needs do not significantly enhance performance. The pay (existence needs) does
not influence job performance but rather prevents dissatisfaction. Rather, the study shows
that in the banking industry in Greece job performance is greatly influenced by personal
growth. At the same time both male and female employees’ stress evidently has a
negative influence on the job performance. He suggested that, banks should introduce
WLB programmes to develop a unified and consistent organisational culture. Instead of
fringe benefits employees should be rewarded by a fair personal growth scheme. Suitable

training programmes should be offered to ensure career development of employees. If the
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organisation encourages healthy workplace then the stress will be controlled and job

performance will be high.

2.6.2 WLB and turnover intentions

Turnover intention is shown in a person’s attitude that he has the motive to quit. The
Cambridge Dictionary defines Turnover in relation to HR as, ‘the rate at which
employees leave a company and are replaced by new employees.” Bigliardi et al. (2005)
defines intention to leave as individuals’ perceived likelihood that they will be staying or

leaving the employer organisation.

The issue of employees’ turnover intention is undoubtedly a very important one.
Organisations around the globe are trying to put measures in place to address its
occurrence. The review of the existing literature suggests that researchers are making
efforts to find out the connection between employees’ attitude with job outcomes.
Previous research attributed job satisfaction as the main issue that related to the job
performance and turnover (Shore and Martin, 1989). It is believed that work life plans
support and encourage the employees to have satisfaction and show commitment at the
job. Their commitment improves productivity and ultimately reduces the chances of
turnover. Such attitude discourages the unethical business practices and ensures retention

(Lockwood, 2003).

Mordi et al. (2013) studied managers’ perspective of WLB in Nigeria and suggested that
managers must shift from the concept that employees are assets and therefore they can
exploit them with minute consideration to their personal lives. Obviously, this style of
organisation has created a situation whereby employees hop from bank to bank for higher

remuneration and other compensations for their lives (Mordi et al., 2013). The trends of
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labour market have changed and employees are getting stronger and could choose to give
up their jobs. The employers are becoming aware of the costs of increasing rate of staff
turnover. This situation compelled the organisations to adopt the family-friendly working
arrangements. The businesses realize that through WLB plans can bring harmony among
the staff to adjust their work and non-work commitments. This was a way of reducing
staff turnover by improving productivity, since staff exercises more control over their

work schedule and family commitments (Humphreys et al., 2000).

According to Firth et al. (2004) most a time when the employees are not satisfied with
their jobs, their commitment level is low and feelings of stress are high, they entertain
feelings of quitting the job. Meanwhile, if managers appreciate the importance of the
WLB issues and understand their impact on organisations, they tend to gain control over
the issues of stressful staff. Some authors state that job stressors, including the job
ambiguity and role overload, are factors that can be tackled. In their view these factors
mostly promote the psychological state of mind in which the worker wishes to leave the
present job which is referred to as intention to leave. Firth et al. (2004) presented a model
of supervisor support that can decrease the chances of developing such a state of mind.
Such support on the contrary improves job satisfaction and commitment of employees to
the organisation. Managers cannot increase job satisfaction unless they motivate their
employees, extrinsically and intrinsically, by way of continuous monitoring. Such
motivated employees will not entertain any intentions to leave the present job and
consequently reduce turnover hence saving the organisation from huge expenditures of
replacement of employees that involve recruitment, selection and training new staff (Firth

etal., 2004).
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Yasbek (2004) conducted a research at Westpac Banking Corporation to study their WLB
policies and observed a number of advantages of WLB. These advantages include
augmented employees’ morale and productivity. It was observed that Westpac
experienced reduced costs of absenteeism, minimum sick leave and turnover; in contrast
an improved customer service was observed. All the above mentioned benefits were

derived through WLB plans (Yasbek, 2004).

Another important issue is the cost of turnover. It is very expensive when an organisation
loses skilled and experienced workers. In the view of Hill et al. (2003) skilled and
experienced workers can be retained by providing them with more autonomy at the

workplace (Hill et al., 2003).

Rahman and Rahman (2013) studied the employees’ perception towards effective training
programme of employees in commercial banks and found out that lack of training
programmes also discourage workers and they fail to fulfil job expectations and
ultimately leave their jobs. They look for a workplace where employees’ career

development is encouraged (Rahman and Rahman, 2013).

Employees’ turnover intention negatively affects the business. When employees have in
mind to quit their present jobs, it makes it difficult for them to help businesses achieve
their goals. A lot of researchers have developed interest to find out the reasons behind

turnover intentions (Benjamin, 2012).

For an employee to think and consider quitting a current organisation he/she may have
several reasons. In the light of their research Lee and Bruvold (2003) suggested that
employees’ satisfaction with their present job and commitment to organisation largely

depends on the employer who encourages and invests in the development of employees’
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skills and helps raise their competency level. This can reduce the turnover intentions
among employees. In the absence of prospects for career development of employees
retention becomes a challenge. It is therefore suggested by many researchers that any
company who wishes to retain its human assets has to reinforce and invest their career

development (Keeton et al., 2007; Benjamin, 2012; Mordi et al., 2013).

Moreover, there have to be opportunities for promotion within the organisation, training
and skill development to ensure career development. Such opportunities can increase the
chances of employability in the contemporary market (Rahman and Igbal, 2013) Some
authors have also indicated internal skills and capacity can be built through peer
coaching. Supervisors can play a role of coach and mentor and improve support to WLB

plans (Britton, 2013).

Similarly, Bgyum (2012) declared that if support is given by supervisors for career
development and success then the turnover intentions reduce and effectiveness and
commitment of employees is also improved. Others call such support a constructive
Human Resource Development environment of organisations that serves as a mechanism

to retain employees (Benjamin, 2012).

The model tested by Chen et al. (2010) presented confirmation that role conflicts, role
ambiguity, and role overload undeniably have positive impacts on job stress. Employees
who entertain job stress are likely to consider quitting their jobs. On the other hand
employees who perceive equality of rewards are less likely to have such thinking (Chen et

al., 2010; Bayum, 2012).

Naturally, employees perceive that their job impacts more on their personal life than their

life impacting on their job (Simard, 2011). This impact creates a conflict between their
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work and life and their performance is negatively affected. Resultantly, the rate of
absenteeism and turnover intentions increases. On the other hand the depression reduces

their physical health (Jones et al., 2013).

The results of a study conducted by Rainayee (2013) express that turnover intention also
increases when employees have opportunities available so that they can switch jobs.
Moreover, stress related to their jobs also makes them think that way. They suggest that
the jobs of such employees can be improved creating better working conditions

(Rainayee, 2013).

A diagram showing the relationship between the key variables
in the study
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Figure 2.1: The Relationship between the Key Variables in the Study
(Source: Authors own construct)
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CHAPTER THREE

RESEARCH METHODOLOGY AND ORGANISATIONAL PROFILE

3.1 INTRODUCTION

This chapter discusses the process and procedure that was used for the collection and
analysis of data for the research. It includes the research design, sources of data,

population, sample size, and tools for data collection as well as data analysis.

3.2 RESEARCH DESIGN

Keeping in mind the views of Robson (2002), the researcher conducted an exploratory
research. The aim of such an attempt was to find out what is happening in the field,
especially in an environment where the concept is not well understood. By way of asking
questions the researcher developed new insight and evaluated the phenomenon. This was
a way to generate new ideas. Moreover, the study was aimed to collect quantitative data
for descriptive analysis by portraying a precise profile of participants and the aspects on
which the collection of information was necessary. In addition the research was designed
to seek explanation of a situation or problem, so that certain aspects relating to the WLB
can be researched and explained and their relationship maybe identified. It was all done to

find the answers to the objective questions.

3.3 SOURCES OF DATA

Both primary and secondary sources were used to obtain the information required for the

study.
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3.3.1 Primary data

Primary data is collected by the researcher through the field study. In this regard the key
tool was the questionnaire that was designed to gather information from all the 10
branches of BBGL in the Ashanti Region. All the employees were served with
questionnaires. Closed-ended questions were designed for the purpose of easy analysis.
Additionally, the Regional Manager of BBGL and 3 other branch managers were
interviewed. The purpose of interview was to also reduce the chances of any ambiguity
and doubtfulness. It helps answer the questions that-might be raised from the responses

that the employees gave.

3.3.2 Secondary data

The web site and other information available about BBGL were used as secondary data
for other purposes. Furthermore, journals, reports, periodicals, published and unpublished

works were also considered for the study.

3.4 POPULATION AND SAMPLING

One of the crucial aspects of research is to consider the population and make a careful
choice of sample. The choice of sample size is influenced by certain factors including
confidence level needed in the data, margin of error that can be tolerated, types of
analyses to be embarked on, size of the sample population and distribution and obviously
the review of existing literature. That makes the work reliable, valid and free from any

biases (Saunders et al., 2011).

For the purpose of this case study the intended population was the employees of BBGL.

Since the population of the employees as mentioned by all the managers was only 158,
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the researcher decided to consider the entire population of employees of BBGL in the 10
branches of Ashanti Region. The reason for such a decision was to increase the rate of
reliability. Moreover, even if some questionnaires were lost there was a greater possibility

to get a significant number of filled questionnaires back from the respondents.

Table 3.1: Number of Respondents with their Job Titles

Job Title of Respondents  Number of Respondents

Managers 15
Non-Managers 25
Clerks 12
Tellers 36
Others 12
Total Responses 100

(Source: Field Survey, 2013)

3.5 DATA COLLECTION TOOLS

Fundamentally, the key tool to measure the set parameters of the study was
questionnaires. In addition, personal interviews were organized with the Regional
Manager and four (4) other Branch Managers. The questionnaires were printed according
to the numbers provided by the various branch managers. An exact number of 100
questionnaires were retrieved from the respondents, which gave the researcher a
confidence level of 90% with 5% margin error. The respondents of the questionnaires

include managers, clerks, tellers and other non-management staff.

3.6 DATA ANALYSIS

As ethics demand, permission to conduct research was sought from the organisation and
all the branches were served with letters. The data was collected through questionnaires
and interviews. All the responses were coded in the first place to arrive at a statistical
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decision. Microsoft Excel 2007 was used to enter all the questions and codes. Then this
data was transferred into the SPSS version 20 for further analysis. Though the focus of
the study was to look at the general well being of the employees, yet for a better
understanding of the results, factors such as permanent and contract staff and male and
female staff were put into context to see if there were some form of correlations. After
obtaining the results from SPSS, these results were rearranged in the Excel to give it a
desired shape, and finally brought back to Microsoft Word. Graphpad Prism version 5

was also used to draw a few graphs.

3.7 ORGANISATIONAL PROFILE

The information about the bank was gathered from the official website of Barclays Bank,
and some other people who have written about Barclays. These have been cited in the

bibliography.

3.7.1 Vision of BBGL

BBGL has a vision to become the best bank in Ghana, making lives much easier for its

customers, employees and other stakeholders.

3.7.2 Mission of BBGL

BBGL is aspiring to be one of the most admired financial services organisations in the
world, recognized as an innovative, customer-focused company that delivers superb
products and services, ensures excellent careers for the people and contributes positively

to the communities in which we live and work (www.barclays.com).
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3.7.3 Culture

BBGL encourages its employees to adopt Barclays Behaviours, which is to drive
performance, build pride and passion, protect and enhance, grow talent and capability,
execute at speed, protect and enhance the company’s reputation (Hansen-Thompson,

2007).
3.7.4 Brief introduction of BBGL

It was on 14" February 1917, when Barclays Plc, UK came to establish BBGL in the
Gold Coast. In those days it was one the early banks that was established in the Gold
Coast. BBGL is quoted on the London, New York and Tokyo stock exchanges. In
general, the bank has been operating for over three hundred years and in the financial
world it has secured high reputation. BBGL operations spread over North America,

Europe, Africa, Middle East, and the Far East (Afram, 2011).

In Ghana, BBGL claims to be a strong bank that provides its customers excellent service
with the use of technology and skill. The bank boasts of being the first nationally
networked bank in the country. BBGL was also the first to provide automated telephone
banking and online banking to its corporate customers. Additionally, the bank is proud to
have taken care of its specific clients by offering them segmented banking service, such

as premier life, prestige service (Hansen-Thompson, 2007).

When it comes to innovation and diversification, BBGL has always been ahead of its
competitors. The unique products include The Business Solution, Business Master
International, Pay Direct and ‘Aba Pa’ saving and current accounts a product that captures
the people in the low income bracket to have access to the bank. These are some of the
achievements that attract many customers to the bank. BBGL has an extensive retail and
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corporate banking network in the country, comprising 59 branches, 7 agencies, 10
Premier Life Centres, 2 Premier suites and 8 Local Business Centres. Barclays has 135

ATMs spread across 90 locations nationwide (www.barclays.com).
3.7.5 Barclays Branches in Ashanti Region

In the Ashanti Region BBGL operates 10 branches at different strategic locations. These
branches can be located at Ahodwo, Asafo, Bantama, Kejetia, Krofrom, Old Suame, Tafo
and Tanoso with their Regional Headquarters at Prempeh 1l Street. All the above
mentioned 9 branches are in Kumasi Metropolis, while the 10™ branch can be located at

Obuasi (www.barclays.com).

At BBGL the HRM is very vital and considered an integral part of their business strategy
as emphasized on the website. Being a subsidiary, the HRM practices of BBGL are in line
with the parent company and operate under the auspices of Barclays Africa, a regulatory
and supervisory body. Though BBGL import most management practices from the parent
company, however, Barclays Africa adopts these practices to go well with the local
environment and match with the culture and, of course, laws of the land. The Employee
Handbook is used as medium to communicate some of these practices to the employees

(Hansen-Thompson, 2007).

3.7.6  Structure of BBGL Human Resource Department (HR)

HR system at BBGL is centralized. It helps the management to ensure uniformity and
consistency in HR practices and in the formulation of policies as well. HR department is
only based in the headquarters in Accra, which takes care of the HR needs of all the
employees countrywide. The HR department has 12 HR professionals and the Board of

Directors has one representative from the HR professionals who is called HR Business
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Partner. The main job of the department is recruitment, selection, training and the
management of a compensation system. In the absence of HR managers in all the
branches countrywide line mangers and team leaders play important roles as mediators. In
other words they represent the HR Manager at the branch level. So therefore, supervision

and assessment of employees is done by these line mangers (Hansen-Thompson, 2007).

3.7.7 HRM practices in BBGL

3.7.7.1 Recruitment and Selection

As the Employee Handbook purports the recruitment is aimed to get the right people for
the right jobs with the right skills, knowledge and attitude in a way that is fair and

equitable (Hansen-Thompson, 2007).

Entry level positions are handled by the HR Department, while Barclays Africa deals with
the senior management. BBGL ensure equal opportunity for all in the recruitment
procedure. Entry level recruitments are advertised on the official website as well as in the
major newspapers to ensure accessibility to all nationwide. The existing employees are
given priority over the external applicants in the process and information on job

opportunities is circulated to all the branches in the country (Hansen-Thompson, 2007).

BBGL aims to select people of high competence who can live up to the expectation of the
Barclays way of life. So therefore, qualification is emphasised more in the selection
procedure. Interviews are also conducted for the successful applicants to test the
competency level necessary for the required job. Equitable measures are adopted at all

levels of the recruitment and selection process (Hansen-Thompson, 2007).
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3.7.7.2 Training and Development

The Employee Handbook of BBGL indicates that training of employees is important for
the development of high performance. With the approval of their line managers
permanent staff can apply for such training programmes. It rests on the employees to
prove the significance and relevance of such educational and training courses. Certain
recognized courses also attract financial support, such as CIPD for HR professionals,
Barclays Leadership Programme and Talent Development Initiative. The purpose of such
courses is to impart managerial ‘skills in the employees. At BBGL self development of
employees is highly encouraged. Employees are provided with study loans and learning

centres (Hansen-Thompson, 2007).

3.7.7.3 Performance Appraisal and reward system

To maximize the potential of employees and to address their weaknesses a system of
performance appraisal has been put in place by BBGL. The system of appraisal is
transparent since employees are given the feedback of their performance. This procedure
is intended to challenge and motivate the employees. Moreover, this appraisal is tied to

remuneration as well (Hansen-Thompson, 2007).

3.7.7.4 Job design and specification

At the level job design and specification is decided by the team leaders according to the
competencies and profile of the employees. It is not hard and fast because job are rotated
when need arises. This gives the employees the opportunity to exhibit their maximum

potentials (Hansen-Thompson, 2007).
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3.7.7.5 Employee Involvement

BBGL conducts annual surveys to elicit from employees their opinions in the process of
achieving company’s vision. This helps BBGL to improve their service and involve
workers in the decision making process. Salaries are settled through negotiations between

management and workers’ unions (Hansen-Thompson, 2007).

3.7.7.6 Overall HRM outlook in BBGL

As said earlier at BBGL, HRM is a key feature. BBGL attaches equal importance to all
HR policies and practices to make the management successful and effective. BBGL
believes that in terms of HRM policies and practices the company has set a standard in

the Ghanaian banking industry (Hansen-Thompson, 2007).
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CHAPTER FOUR

DATA PRESENTATION, ANALYSIS AND DISCUSSION

4.1 INTRODUCTION

This chapter presents and discusses the data that was collected from the field. The

presentation and discussion is divided into sub headings for easy understanding.

42 DEMOGRAPHIC FACTORS OF RESPONDENTS

This sections aims to discuss the various demographic factors of the respondents who
took part in the study. The total number of employees, who participated in the project, as
mentioned above, was 100. In Table 4.1 the researcher has described the factors that are
important to make the analysis. These factors include the age, marital status, number of

children, education and the job titles of the employees.
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Table 4.1: Demographic Characteristics of Respondents Stratified by Gender

Female Male Total

Parameter 37(37.0%) 63(63.0%)  100(100%)
Age

20-25 8(21.6) 5(7.9) 13(13.0)

26-30 12(32.4) 15(23.8) 27(27.0)

31-35 12(32.4) 23(36.5) 35(35.0)

36-40 4(10.8) 14(22.2) 18(18.0)

41-45 0(0.0) 4(6.4) 4(4.0)

51-55 1(2.7) 2(3.2) 3(3.0)
Marital Status

Single 21(56.8) 24(38.1) 45(45.0)

Married 16(43.2) 39(61.9) 55(55.0)
Spouse Employment

Yes 15(40.5) 35(55.6) 50(50.0)

No 1(2.7) 4(6.4) 5(5.0)
Children

Yes 10(27.0) 31(49.2) 41(41.0)

No 27(73.0) 32(50.8) 59(59.0)
Educational Background

Graduate 24(64.9) 39(61.9) 63(63.0)

Post Graduate 9(24.3) 21(33.3) 30(30.0)

Others 1(2.7) 2(3.2) 3(3.0)
Job Designation

Teller 19(51.4) 17(27.0) 36(36.0)

Clark 1(2.7) 11(17.5) 12(12.0)

Manager 4(10.8) 11(17.5) 15(15.0)

Others 6(16.2) 19(30.2) 25(25.0)
Employment Type

Part time 4(10.8) 3(4.8) 7(7.0)

Full time 30(81.1) 60(95.2) 90(90.0)
Employee Status

Contract 16(43.2) 28(44.4) 44(44.0)

Permanent 18(48.7) 35(55.6) 53(53.0)

Data is presented as figure with corresponding percentage in parenthesis.
(Source: Field Survey, 2013)

42



4.2.1. Age and sex of respondents

Out of a total number of 100 respondents, 37% were female and 63% were male. Most of
the female employees were within the age group of 20-35, whiles the male respondents
were between the age ranges of 26-40. The least number of people fell into the age range
of 51-55 who are at the verge of their retirement. It is significant to mention here that
during the conversation, one of the branch managers told the researcher that the younger
generation of employees really face more challenges as compared to those who are about
to retire. This is in line with those researchers who explained that the young employees
expect more of WLB culture and want their employers to realize that they also have a life
in addition to their jobs. The younger generation of employees are not prepared to work
the way their elders did. They want to have a say in the set up of the organisation and

want control (Byrne, 2005; Bird, 2006).

4.2.2. Marital status and number of children of respondents

Marital status is one of the important features when the issues of WLB are discussed. As
is demonstrated in Table 4.1, among the respondents married and single constituted 55%
and 45% respectively. Among the married employees, females were only 16% as
compared to 39% of their male counterparts. A total number of 41% have children.
Among them female are only 10% as against 31% male. WLB needs vary among the
single and married groups of people. A married person has obviously some additional
responsibilities to discharge. Moreover, workers with children have the responsibilities of

childcare as well.
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4.2.3. Employment status of respondents’ spouse

Another important issue is the situation whereby the employee’s spouse also has a job. It
is a situation that is likely to affect the WLB of the employees. The researcher found that
41% of employees said that their spouses were also working. Out of this 10% were
females and 31% males. This shows that out of 55% married employees it is only 14%

whose spouses don’t work.

4.2.4. Educational background of respondents

With regards to the educational background it was found that 63% of the respondents
were graduate out of which 24% were females and 39% were males. Meanwhile the total
number of post-graduate respondents was 30% with 9% and 21% consisting females and
males respectively. Those who have vocational or technical education comprised a
significantly low group with a percentage of 3%. With regards to education an employee

may want to pursue his career and self-development.

4.2.5. Job designation of respondents

The respondents were given an option to indicate their job designation. It was found in
the results that 36% of those who took part in the project were tellers, 19% of which are
females and 17% males. Similarly, 12% were clerks out of which only 1% were females
while the remaining of 11% were males. Managers who took part in the study were 15%
of which female and male comprised 4% and 11% respectively. This number includes the
sales managers, operation managers and marketing managers. A total number of 25%
indicated that they play other roles in the bank. Among them 6% were females and 19%

were males.
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4.2.6. Employment type

Majority of the employees, with a significant percentage of 90%, were full time workers.
On the other hand the number of part time workers was insignificant with a total of 7%.
All the employees, including agency staff, are supposed to work full time with the
exception of some situations where the employee is allowed to benefit from some kind of
part time flexibility. It only happens in the case of permanent staff. In the case of agency
staff if there is any change in their family situation that demands flexibility, it is not

offered to them. In most cases the agency replaces the staff members.

4.2.7. Employment Status

Another very interesting feature was the ratio of contract and permanent staff at the
BBGL. It was found out that the percentage of permanent staff is 53% as against the 44%
contract staff. Out of 44% total contract staff, 16% were females and 28% were males.
The permanent staff consists 18% females and 35% males. This was one of the important
facts that emerged during the interview with all the four (4) branch managers. The
managers testified to the fact that in recent times the BBGL has been employing more
contract staff through employment agencies. This, according to one of the managers

interviewed, has led to a low sense of belongingness among the contract workers.

It is worthy to note here that demographic characteristics are essentially important in the
process of designing WLB programmes because a company cannot have one way to treat
all the employees with variant needs. The critical fact as explained by Bird (2006) is that
WLB is more an individual issue that influences the organisation. It is therefore not
enough to design WLB policies in isolation without having any consideration of the

peculiar situation of the individual. The next section of this chapter looks at the WLB
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policies and practices available at BBGL. It will also examine employees awareness and

usage of the WLB policies in the organisation.

43. WLB POLICIES AND PRACTICES

The discussion of demographic characteristics now bring to the fore the issue of WLB
policies and practices. A section of the questionnaire was dedicated to discover the WLB
policies and practices of the BBGL. A number of policies as shown in the table were
listed for the respondents to indicate if these policies existed and were practiced in their
organisation. The responses of contract and permanent staff are shown in tables
separately. In the following table the views of both contract and permanent staff are put

together.
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Table 4.2: Work-L.ife Balance Policies and Practices and their Usage

Contract Permanent Contract Permanent

s 2 2|15 2 x|z ¢ z £
Parameter % % % ;g_) % ;g_) gZ> ;g_) g g % g g %

L T S S =3 S > 3 > > 3 >

=) @ D ) o} D ) = g = g

% % % | % % %1% % % | % % %
Job Sharing 13 17 18 1 34 17 17 17 7 27 2 29
Flexi-Time 13 13 22 8 28 17 8 17 17 | 25 14 19
Compressed Hours 11 27 11 8 34 9 18 10 13 | 28 13 18
Annualized Hours 18 9 ROL|L15 17 21 9 9 23 | 23 9 29
Term Time 16 16 15 8 34 10 15 13 18 33 5 18
Working from Home 8 31 8 12 34 7 31 6 8 33 8 14
Study Leave 10 24 10 8 33 14 1 24 5 12 | 34 10 15
Parental Leave 13 13 21 9 32 13 124 12 12 | 26 18 9
Paternity Leave 14 21 14 4 42 5 30 3 8 43 8 8
Career Break 13 16 17 _Jdoitt 35 7 20 11 14 | 34 9 11
Casual Leave 8 5 33 7 8 39 13 11 18 13 20 24
Bereavement Leave 14 8 26 5 4 36 18 0 23 16 23 20
Provision of Carer's Room 10 29 9 10 36 6 31 8 8 39 6 8
Assistance with Child Care 17 24 7 7 35 10 | 25 14 6 33 8 14
Self-Rostering 11 29 9 5 41 5 29 3 11 | 46 9 3
Counselling Service 14 24 9 14 22 16 | 25 8 8 31 14 14
Relocation 16 16 16 | 13 28 11 | 29 9 6 44 6 6

(Source: Field Survey, 2013)
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In the light of respondents’ views, 51% indicated that job sharing was not practiced at all
while 35% thought that it was in practice. 39% employees said that flexible working
hours were available to employees. Accordingly 61%, 26% and 50% respondents
respectively said that compressed working hours, annualized working hours and term
time were not practiced at all. Working from home was not available in the view of 65%
responses. A number of 57% pointed out that study leave was not practiced at all while
27% opined it was often practiced. Parental leave and paternity leave were not available
in the view of 45% and 63% respectively. 51% of respondents negated the existence of
career break. A majority of 72% confirmed the availability of casual leave and 42% said
it was used very often. 62% of the respondents said that bereavement policy was available
while 43% said it was often used. Similarly, self-rostering was not provided by the
organisation as 70% responses were in the negative. About the counselling service 46%
were of the view that it was not made available by the organisation. With regards to the
policy of relocation 44% said it was not provided while in the opinions of 27%it was

available and only 73% said it was not used at all.

As can be observed employees have varied opinions about the policies discussed above.
Such opinions raise baffling questions in the mind of the reader as to why such variation
should exist. The research presumed the situation and tried to find answers to these
questions through interviews. The Regional Manager and four (4) other Branch Managers

were interviewed to find out answers to these questions.

The interviews with the managers revealed that Job sharing, flexi-time, compressed
hours, annualized hours, term-time, work from home, bereavement leave, carer’s room,

self-rostering and counselling services were not available in BBGL.
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According to the managers a carer’s room and gym are available for employees only in
the headquarters of BBGL at High Street, Accra. In the Ashanti Region plans are being
made to establish a gym and a place for other social activities. This will be constructed at
one location for the benefit of employees when they close from work and at weekends.
Similarly, an interest free loan is provided to employees on request for the education of

their children.

It is worthy to mention here that the researcher was told by the managers that though
BBGL encourages employees to develop themselves-and go for further studies if it is a

full time course then an employee has to resign to pursue his/her personal ambitions.

With regards to the work practice of relocation it is available but with the condition that
an employee who wishes to change his/her current location must have someone from the
new location also wishing to come to his/her existing location. In this way it is a practice
of switching of location between two employees. If this possibility does not exist then one

cannot possibly relocate.

45 WLB AWARENESS OF POLICIES AND PRACTICES

In this section the awareness of employees about WLB policies and practices is presented
in graphs. It is based on the responses that were collected from the employees. The
researcher has also discussed these results in the light of interviews conducted with

Regional and Branch Managers.
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Figure 4.2: Work-Life Balance Awareness of Employees
(Source: Field Survey, 2013)

Interestingly, 41 of the employees, both permanent and contract indicated that they have
been given the written copies of the WLB policy as against 15 who denied that they had
received copies of such a policy. All the managers unanimously declared that they had
not seen any document titled ‘work-life balance policies’. General policies exist and are
communicated verbally and employees are aware of those norms and practices of BBGL.
Furthermore, employees are given the Employee Handbook that contains the terms and
conditions of service. As indicated by respondents full time and part time working
policies are practiced throughout the organisation. But when the working hours are

observed it is hard to find the distinction between full time and part time working hours.

Indications are that those respondents who stated that they had seen the written copies and

it had been communicated to them probably did not want to underrate their organisation.
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It could also be possible that they perceived the Employee Handbook to be the policy in

question.

During the interview, the researcher requested one of the managers to find out from
headquarters if any such policy existed. According to the headquarters, WLB was part of
the Human Resource policy. The person on phone made mention of mandatory leave
policy as WLB, which means that at BBGL policy on statutory leave is seen as part of

WLB policy of the organisation. Meanwhile, policies on leave are just a fraction of WLB.

Several requests were made by the researcher to obtain a copy of the Human Resource
policy or Employee Handbook, but unfortunately all such efforts were futile. According
to one of the managers, the Human Resource department is in Accra and operates
centrally from there. The researcher was able to find some parts of human resource

policies and Employee’s Handbook on the internet.

45. EMPLOYEES’ EXPERIENCE, USAGE AND CHALLENGES WITH WLB

The mere presence of policies is not helpful unless they are being implemented and
employees benefit from such policies. In this section an attempt is made to study
employees experience, usage and challenges faced by them in the course of WLB policies
and practices. Table 4.3 presents the data collected from employees through
questionnaires. It is being discussed in the context of interviews conducted for the Branch

Managers.
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Table 4.3: Employees’ Experience, Usage and Challenges with Work-Life Balance Policies and Practices

Parameter gﬁggg?&é Disagree  Uncertain  Agreed S,tal:g?ggy
In this organisation employees: % % % % %
at all levels apply WLB policies equally 10 15 38 23 7
both male and female same access to WLB policies v 10 29 29 14
both part time and full time are treated the same way 28 32 16 15 4
find it hard to take leave for family matters 26 33 27 13 1
put job ahead of family-life 10 29 23 32 3
are encouraged to use WLB policies 6 15 39 27 7
can involve family members in work celebrations 7 6 16 37 20
have social functions suitable for families 6 7 11 29 30
can combine career and family 10 20 24 25 11
can accommodate family related needs 9 24 33 27 3
can talk about family or personal life 12 13 31 28 8
turn down promotion or transfer for family issues 15 30 37 12 3
put work ahead of family to get noticed 10 17 25 23 14
are expected to take work home 34 22 18 9 9
put jobs before family matters 17 17 24 21 11
are expected to work more than 50 hours oy 18 28 19 13
find it difficult to use WLB policies 11 15 36 21 9
can easily to work out things with colleagues than management 4 11 21 30 19
have equal opportunity and anti-discrimination 14 7 19 22 23

(Source: Field Survey, 2013)
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To analyze the employees’ experience, usage and challenges of WLB policies another
section of questionnaire was dedicated. When asked about the usage of the WLB policies
by a different level of management, 38% of the respondents were uncertain about it. On
the other hand 30% agreed that equality prevails in the use of such policies. On the
question of the experience of such policies by part time and full time employees, only

19% were in agreement while 32% disagreed and 28% even strongly disagreed.

This may be due to the fact that in the year 2013, a health screening exercise was
organized by the headquarters of BBGL. Employees were asked to report with empty
stomachs that day. The information was circulated to all employees. When the team
arrived employees present for screening did not include contract staff and there was a lot
of hue and cry over this. According to managers this was the first time that contract staff
was excluded from such an exercise. Previously, they were all part of such exercises. One
of the managers told the researcher that this complaint had been forwarded and hopefully
it would be addressed. Since contract staff work with the bank, he said, they should have

been part of the exercise.

A majority of 35% employees indicated that employees have to put their job ahead of
their family matters. The 4 managers who were interviewed said generally this is true in
the case of employees as often the situation demands employees to wrap up before they
leave. In particular, all the managers confirmed that sometimes they even come to work at
weekends to do the unfinished jobs. If they don’t come at weekends then the unfinished

work would be carried forward and this would be difficult to manage.

Though employees, the managers said, are not expected to take work home but all the

same they spend beyond the stipulated eight (8) hours a day work schedule. In the
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demographic characteristics 76% respondents indicated that they report between 7:00 to
7:30 am, while 39% respondents said they left office at 7:00 pm. This shows a work
schedule of almost 12 hours. Another interesting finding was the time these employees
spent in traffic while commuting from home to office and vice versa. It was found that
30% to 35% respondents spent 45-60 minutes in traffic while coming to office and vice
versa. Practically, the total time spent leaving home and arriving back at home plus time

spent at work amounts to more than 12 hours.

Again, 49% respondents pointed out that it was easy to work out things with their
colleagues than to involve management. It was also discovered during the interviews that
in the absence of certain policies, managers at their own level encourage the employees to
sort out things in case there is a need to attend to personal needs. One of the mangers told
the researcher that if the situation is tight and no option is available at their level then no
arrangement can be made because managers are supposed to operate within rules and

regulations.

59% respondents said they did not find it hard to take leave for family issues. According
to the managers any time such a situation arises employees fall on their casual leave. In
the event of one’s casual leave being exhausted then internal arrangements could be made
to enable the person address the issue. But if all of the above did not work, there was no
way that a manager could do anything about it. Whatever the need may be the employee

has to be present at job.

A total of 59% respondents indicated that the organisation has social gatherings for the
family, while 13% disagreed and 11% were uncertain. In this regards all the branch

managers confirmed that a ‘family day’ is organized once a year for the employees at
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BBGL. Employees bring their family members for the function. Those employees who

disagreed or are uncertain probably see one gathering as insignificant.

32% of the respondents agreed that employees are expected to work more than 50 hours a
week, while 29% disagreed and 28% are uncertain. As a matter of fact employees are not
expected to work more than incumbent days and hours fixed for them. All the managers
confirmed during their conversation with the researcher that though it is true that
employees are not expected to work more than the fixed number of hours, that is, five (5)
days a week and eight (8) hours a day, the situation-always demands more than that. A
few employees are able to leave within that time only once a while, but in actuality it is

impossible for them to leave while the work is still there.

BBGL has the intention, and the management encourages employees to always close
early and finish the job before 5:00pm. The managers said when they close for the public
at 4:30pm it is very difficult for them to wind up everything within thirty (30) minutes.
This is the reason why managers sometimes even leave at 8:30pm or 9:00pm. They say
the intention alone does not work if the structure is not in place to realize this intention.
One manager even said that if they apply for overtime then it affects their end of year
bonus. So, the implication is that employees must work more than the expected number of

hours.

4.6. RELATIONSHIP BETWEEN WLB AND TURNOVER INTENTIONS

Here, in this section the turnover intentions of the employees are discussed. It is also
based on the information gathered through the responses received from employees. Table
4.4 below presents the data. In the table the permanent and contract staff are shown

separately, while in the discussion below sometimes they are put together. Similarly,
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those who agree and strongly agree are also put together to minimize the length of

discussions.
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Table 4.4: Relationship between Work-life Balance and Turnover Intentions

Contract Permanent

) c ) %) c )

Q > « = @ =< 35 Q > «Q - = = 5

32 3 o e 2 | 3L 3J o e 3<

o< D 5 < o< D =1 <
% % % % % % % % % %
| feel stressed at work 2 3 18 15 6 6 7 10 24 7
| am Apathetic about my job 3 10 21 8 3 10 8 21 12 3
My Job doesn’t excite me anymore 7 23 10 2 2 10 12 16 14 4
| feel frustrated at work 4 22 12 5 2 11 15 18 9 2
| wish people would leave me alone 11 21 8 4 1 15 21 16 3 0
| communicate in a hostile manner at work 12 26 4 2 1 22 21 10 1 1
| feel alienated at work 12 23 8 2 1 22 23 10 0 0
| feel sick to my stomach 12 26 6 1 1 14 28 12 1 0
| am bored with my job 15 23 9 2 0 17 16 15 7 0
| feel ill at work 14 25 5 1 0 21 23 9 1 0
| am tired of my colleagues at work 13 29 3 0 0 21 28 5 1 0
| have problems concentrating at work 10 27 4 2 1 23 25 5 3 0
My colleagues make me sick 12 29 4 0 0 23 26 5 1 0
| am weary with all my job responsibilities 11 24 9 2 0 21 19 7 6 0
| dread going to work 9 27 10 0 0 20 26 9 1 0
| avoid communicating with my colleagues 12 29 J 1 0 29 21 4 1 0
| dislike going to my job 14 25 6 0 0 26 19 9 0 0

(Source: Field Survey, 2013)
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Another section of the questionnaire was designed to determine the relationship between

WLB and turnover intentions. This was one of the important aspects of the study.

The answers that came up from the respondents are shown in table 4.4 above. According
to the data collected, 52% respondents said they feel stressed at work. It is largely due to
the work schedule and pressure as has been observed in the above. The researcher asked
all the managers if their work was stressful. They all confirmed that their work exerts a
lot of stress on them. One manager said, ‘it is very much stressful”. Another manager
even showed the researcher a blood pressure measuring machine that was provided by the

BBGL to keep track of the employees’ blood pressure.

With the exception of the above mentioned question, the majority of respondents either

disagreed or were uncertain about the rest of the questions in this section.

Two sets of questions were also asked in this section to estimate employees’ intentions to
leave the organisation. The first section was intended to see if employees wanted to leave
the organisation because of WLB policies and practices. The graphical representation in
the figures 4.3 shows the results of such intentions. 38.3% of the respondents were not
definite about their leaving the organisation. On the other hand 30.8 were definite about
leaving this organisation. Surprisingly in both questions 38.3% and 37.2% decided to
remain neutral. A majority of respondents indicated that they were uncertain about

anything.

One of the employees told the researcher that most employees who wanted to leave might
not show their intention. Looking at the question of probability of leaving the
organisation the number of respondents rose to 39.3%, while in the same question 37.2%

were uncertain. In this context it can be assumed that there are many people who want to
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leave. A manager told me confidentially, ‘If one gets a better chance somewhere, why not
leave the organisation’. All the managers that were interviewed had served Barclays for
over 30 years and would not wish to leave at this juncture. All of them were reluctant to
associate this turnover intention with the WLB practices. Their argument was that if an
employee left this organisation, probably, he/she was going to meet the same stress
somewhere else. One manager said that he personally knew some people who joined

other banks and regretted afterwards.

Percentage of Respondents (%)

Probably not leaving -
Uncertain about leaving -
Probably will leave -

Figure 4.3: Turnover Intentions
(Source: Author’s own construct)

It is obvious from the statistics above that stress and work overload are there in the
organisation. As it was discussed in the literature review with reference to Firth et al.
(2004) job stress and role overload create a state of mind in which an employee wants to
leave his/ her present job. It may be true in the current state of affairs at BBGL, as we can

estimate from the information gathered from respondents’ views.
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Another set of five (5) questions was put in front of employees to find out if they planned

to stay or leave the organisation. Here too interesting statistics came up.

N
T

W
o
1

o

No feeling about leaving -

Percentage of Respondents (%)
N
o

Unlikel to ever Consider -

Figure 4.4: Turnover Intentions
(Source: Author’s own construct)

On the straight forward question whether they were planning to leave, 42.6% indicated
that they were neutral. Meanwhile, 37.2% indicated that they were seriously considering
leaving the BBGL. Here 36.2% decided to remain neutral, leaving 26.6% in
disagreement. These figures tell a story of the state of mind that is being developed
among the young generation of employees, who feel frustrated. Our statistics show that

majority of employees fall within the age range of 26-35.

49.5% of the respondents decided to remain neutral or hide their feelings about leaving in
future. The respondents who intended to stay with BBGL were 29.8%, while 39.3% did
not intend to stay with BBGL. Here again 30.9% were neutral. When these figures are

juxtaposed, they tell an interesting story that the element of dissatisfaction is there among
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the employees and the intentions to leave are high. They are looking for better

opportunities somewhere.

The researcher put the same question of turnover on the table of managers. They were all
of the view that if you decided to leave this organisation you might not find better
conditions in the next job. The stress is everywhere. One manager said, “It is better to
stay with the devil you know than the angel you don’t know.” He said that there were

people who left and wished they could come back.

All the 4 branch managers said that the agency staff had always been contracted for two
(2) years, after which their contract was not renewed. In their case they had to leave. But
other staff might have the intention to leave but the prevailing situation of labour market
was so volatile that they would find it difficult to leave. The managers who were
interviewed could not attest to the situation whereby employees left because they had
better WLB somewhere else. In their view it might be because of remuneration and other
benefits. This confirms what Mordi et al. (2013) mentioned in their work. They said that

the employees hop from bank to bank in search of better remuneration and other benefits.

The branch managers were very particular about the issue of contract staff. In their view
the employees working on contract do not feel they belong to the BBGL. As is said
earlier their contract expires in a period of two (2) years which is not renewable. When
they leave and new employees are substituted then another round of training starts. It
takes time before these employees get accustomed to the work environment. The

performance is always a challenge.
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The researcher asked the managers about the cost of turnover. They responded by saying
that BBGL might have done some kind of cost-benefit analysis, since they carry on with

their practice of hiring contract staff and do not bother to make them permanent.

This does not mean that WLB is not a consideration. All the mangers were of the view
that the intention to create and provide better conditions is there, but the structures are not

in place to enforce it. The external pressure is making lives difficult.

4.7.  WLB AND JOB PERFORMANCE

Now, in this section job performance of employees is presented. A few questions were
posed to employees to study if WLB was affecting their job performance. The responses
of employees are presented in Table 4.5 below. Here again they are divided into contract

and permanent staff, while in the discussion they are sometimes merged for easy analysis.
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Table 4.5: Work-Life Balance and Job Performance

Contract Permanent

22 2 5 2 2% 2232 ¢S 224

Parameter &S & 3 3 g2S &S & 8 3 35S

a8 3 g <o e 39 3 g o Q

o < @ 2, < o< o 2, <

> >

% % % % % % % % % %
Job performance is high 1 12 27 15 2 1 4 24 23
Achieve all targets and meet deadlines 3 3 3 27 9 2 9 34 5
Less likely to be absent from work 6 4 5 23 8 4 5 3 28 13
Job energizes me for personal activities 3 15 12 14 0 8 21 12 12 3
Job makes personal life difficult 4 8 13 19 2 6 13 9 21 3
Work suffers because of personal life 9 22 10 3 1 21 24 3 7 1
Neglect personal needs because of work 3 15 9 14 4 12 19 10 10 4
Miss personal activities because of work 4 3 13 _2¥9 5 8 10 7 25 4
Personal life suffers because of work 3w 15— 18 8 8 18 9 16 2
Personal life on hold because of work 3 6 8 23 6 5 12 10 19 8
Personal life drains my energy for work 1?13 5 1 14 29 2 5 3
Juggle between work and home life ZNRIOA1], 9 2 12 16 13 10 2
Personal life energizes me to work 2 =93 20 3 5 8§ 13 21 7
Time for work and personal activities is okay 7 17 9 13 1 10 22 9 8 3
Good mood because of WLB 3 11 15 14 3 5 11 23 10 4
Keep thinking about family and kids 1050 12 J12%43 0 6 20 13 14 1
Can’t get time for my kids 7 T45TV” 7 7 7 18 12 14 5)
If employees have good WLB the organisation will be successful 2 13 10 30 3 2 1 16 31

(Source: Field Survey, 2013)
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There are several factors that can determine the performance of an employee. This study
was also aimed to look at the effect of WLB on job performance. A section of the
questionnaire was designed to measure this aspect. There were variations in views but if

the answers are put together into context the meanings can be read.

The first question in this section was posed to the respondents to indicate their
commitment and performance level at work. 89% respondents rated themselves as high
performers. The next question was asked if the employees were able to meet their targets
and deadlines. Here 75% agreed that they always meet their targets and deadlines. It can
be seen that the percentage went down when the first question was posed in a different
mode. Anyway, it is also confirmed by the managers that most a time employees are able

to meet their targets, because their survival depends on it.

A number of 45% respondents claim that their job makes their personal life difficult. This
is confirmed by the situation whereby a majority of them reach home very late. A
manager told the researcher that it so happened that for many days he left home very early
and reached home very late and always met his children sleeping. Another manager said,
‘I have completely lost my social life.” One of them also sighed; ‘I have cut down my

social life to the barest minimum.’

The above mentioned response can also be judged with reference to another question
which demanded if their job suffered because of personal life. Here, 76% respondents
said that their job did not suffer because of personal life. It means the employees are
rather sacrificing their personal/social life for the sake of work. 55% respondents also said
that they miss personal activities because of work, while 56% said that they always put

personal life on hold because of work. Moreover, 56% of the respondents said that the
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time allocation for their work and personal life is not right at all. The situation is such that
if the organisation is able to achieve its targets and maintain its position in the market
then it is because of these employees who are the core of the business. Among these
employees 87% said that if they have good work life balance then the organisation can be

more successful.

One of the managers told the researcher that due to the stress of work load on this
younger generation of employees may have negative effects on their lives in the long run.
Though the routine work is going on, as a matter of fact, the performance could be better

if something were be done about this issue of WLB.

Since BBGL is hiring the services of agency staff, the performance has become a
problem. One of the managers explained to the researcher that they always have
challenges training them when they are brought into the establishment. It takes time for
them to learn the work and acclimatise to the bank environment. When these employees
get used to the work, their contract expires and they leave the bank. Their contract is not
renewable. The top level administration of BBGL might know the challenges associated
with this practice, but it still continues. As was explained earlier it might be a ploy to
avoid certain mandatory obligations due to permanent staff from the organisation
(BBGL), such as leave with pay, end of service benefits and others. Contract labour can

be exploited avoiding such encumbrances.

Managers, who were interviewed, categorically mentioned that the contract employees do
not show maximum level of performance and often loaf at work. They do not feel they
belong to the organisation; they don’t see hope for their career progression; hence they
exhibit low level of commitment. This, according to managers, was the main causative

factor for the low performance of contract staff. This situation at BBGL confirms the
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work of some authors discussed in the literature review (Lee and Bruvold, 2003; Keeton
et al., 2007; Benjamin, 2012; Mordi et al., 2013). In their view, development of
employees’ skills and career progression results in job satisfaction and improved level of
performance. It further reduces the chances of employees’ intentions to leave their present
jobs. The organisations must be encouraged to invest in the career development of the

employees to ensure their commitment.
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CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSION AND RECOMMENDATIONS

5.1. INTRODUCTION

This is the final chapter of the study which seek to present the summary of the findings of
study and conclusion. It contains the recommendations by the researcher, limitations

encountered and directions for future research as well.

5.2. SUMMARY OF FINDINGS

Based on the research question raised by the researcher in Chapter One of the study, the

summary of the findings is presented in the following:

5.2.1. WLB policies and practices

First of all the study was aimed to find out if the BBGL has WLB policies and practices
in place. The findings of the study show that the policies and practices do not exist in a
document format titled “WLB Policies and Practices”. All the same certain policies and
practices, such as mandatory leave, casual leave and restricted flexibility for nursing
mothers who is a permanent staff, have been captured in the general policy document and

the Employee’s Handbook.

5.2.2. Awareness and usage level of WLB practices

With regards to the awareness of the WLB policies, it is worthy to note that as was
mentioned in Chapter One and Chapter Two the concept of WLB is now taking its roots
slowly in this part of the world. The employees as well as managers showed very little
evidence of their awareness. Questionnaires and interviews show that their total
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understanding of the concept is about leave system and health and safety. Meanwhile,
some aspects of the WLB as observed in the results shown in Chapter Four are practiced
by the employees, such as casual leave, study leave and flexible time for nursing mothers.
Even though, according to 7% employees, the part time policy was available, 57% of the
respondents indicated that part time was not available and 46% said it was not practiced

at all. Now it all depends on the awareness and usage of the policy.

5.2.3. WLB Challenges faced by employees

Employees go through a lot of challenges if they want to benefit from few WLB policies
that are put in place. A permanent female employee has a little flexibility to close early
and come late, while a contract female employee has to lose her job if she gives birth. An
employee who wishes to embark on further studies has to combine work and study
without any interference or has to resign to pursue his/her ambitions. The pressure of the
work does not allow the employees to enjoy one hour lunch break. Employees keep
hunting for customers even during weekends, while branch managers most a times come
to their office to complete unfinished jobs. This makes it difficult to achieve acceptable

balance in their work and life.

5.2.4. Extent of balance in Work and Life

It can be confidently said that the situation at the workplace does not allow employees to
have an acceptable balance between their work and life. Practically, employees’ life is
tilted towards their work, since they are fighting to survive in a labour market where the

number of jobs are much less than the labour available.
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5.2.5. Job performance and turnover intentions

Among the employees, 52% indicated that they are stressed at work while 56% said that
they put personal life on hold because of work. This situation, together with the long
working hours, creates a state of mind in which employee are not satisfied and cannot
perform to their maximum. Meanwhile, according to branch managers 46% of the
contract employees do not exhibit high level of performance at work. Again, 56% of the
employees said that their personal life was always on hold, while 87% employees said
that the organisation could be more successful if they -had a balance between their life and

work.

Moreover, employees’ intentions to leave their current jobs are there. A total number of
52% of the respondents (31.7% male, 20.6% female) indicated that they were planning to
leave, while 66.4% respondents (42.9% male, 23.5% female) were seriously considering
leaving. Again, 72.3% of respondents (42.9% male, 29.4% female) declared they would
probably leave their present job, while 59.6% (30.2% male, 29.4% female) respondents
said they were definitely leaving the organisation. Interestingly, 63.9% (28.6% male,

35.3% female) respondents intended to stay with the organisation.

These intentions to leave are partly due to the fact that employees are under the stress of
workload. Their jobs are demanding and their remunerations are, according to managers,
not matching with the time they sacrifice for the work. Employees are losing their social

networks and keep postponing their personal needs for the sake of work.

5.3. CONCLUSION

At this point, it can be concluded from the research findings that many policies related to

WLB do not exist in the BBGL. Most employees are not aware of the concept of WLB
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and the policies and practices. The few policies that are available are practiced in a very
restricted manner and not practiced equally by all levels of management. Employees go
through a lot of challenges in the discharge of their jobs and find it hard to combine
career and family. The factors that drive an employee to entertain feelings of quitting
his/her current job are present there. These elements indicate that either they are planning

to or will leave the job. In this state of mind the performance level goes down.

No organisation or enterprise is established with failure as an intentional option. Also
there is no organisation that is solely run by robots. If it is true that the human resource is
the core of the success of any organisation it is only logical that the interest and wellbeing
of this core resource must be adequately and appropriately taken care of the survival of

the organisation and this human resource are interdependent.

5.4. RECOMMENDATIONS

BBGL is a reputable bank that has earned a lot of respect in Ghana. People see it as
prestigious to work with the bank and customers also hold it in high esteem. In the

growing economic competition BBGL should also be able to think outside the box.

5.4.1. Work-Life Balance Policy and Practices and Awareness

As the study revealed, there was no written policy on WLB. It is therefore recommended
that BBGL should come out with WLB policies and practices. These policies and
practices should be communicated to the employees throughout the organisation.
Anytime new staff is employed they are bound to attend mandatory training. WLB

policies should be made part of such orientations.
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5.4.2 Challenges faced by Employees

The pressure of persistently looking for customers even at weekends to meet the targets,
putting personal needs on hold as indicated by 56% of respondents and entertaining
dissatisfaction about the time allocation for job and work are all challenges that
employees face. 52% expressed their view that they were always stressed out. In this
regard the management has to keep track of the challenges faced by the individual
employees in the course of balancing their work and life. It is not possible to achieve that
balance without a deliberate effort on the part of the organisation. So this responsibility
rests on the HR professionals at BBGL to put in place such mechanisms that will
facilitate WLB. It will help them stay competitive by retaining the skilled labour at their
advantage. Moreover, BBGL will accomplish its vision and mission of making life easy

for its employees.

5.4.3 Turnover Intentions and Job Performance

As found in the study the situation whereby 66.4% employees were seriously considering
leaving BBGL, 72.3% employees declared the probability of leaving, and 59.6% were
definitely leaving, constitute factors that compel BBGL to ponder over the situation.
WLB policies, such as, part time, flexible working hours, career progression, room for
carer, assistance with childcare and relocation facilities are some of the policies that can
be considered to cushion the employees to achieve an acceptable balance between their
work and personal life. They can then devote their maximum best to boost the job
performance. They will be reluctant to leave or entertain such feelings if they are

satisfied. BBGL will be able to save the costs attached to turnover and retain skilled staff.
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5.5. DIRECTIONS FOR FUTURE RESEARCH

The researcher deems it appropriate if a similar work is done in another region. It is
therefore recommended that further studies should be conducted in other regions to
confirm the results of this study. Since, BBGL has a centralised HRM Department in
Accra only, it is recommended that the said department should be contacted to have
access to the Bargaining Policy, Employees Handbook and other relevant documents that
may be useful for the study. Moreover, it would also be appropriate to interview the
Human Resource Manager in Accra to find out the BBGL’s plans and programmes of

WLB.
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Appendix 1

Administered Questionnaire

APPENDICES

The questionnaire was adopted from a survey that was done by the Department of
Industrial Relations at the University of Queensland, Australia. It was modified to suit the
researcher’s requirements (Queensland, 2005).

SECTION A - DEMOGRAPHIC

Please tick (V) as appropriate.

Age Gender Marital Status: | Does your
spouse work?
20-25 ] 35-40 [} 51-55 [} Male: [ Married [} Yes [}
26-30 1 41-45 [ 55-60 (1| Female: [} Single [ No [
31-35 [1 46-50 [1 61above [ Single parent [
Widowed [}
How many Children do you Who takes care of the Your Education
have? children
(e )
(Please tick () as many as Spouse [] Nanny [ Postgraduate / [}
appropriate. Masters
My children are: Relative 1] House help (7 Graduate [
Infants [ School going ()| Friend [ DayCare [i| Technical/Vocational [
Completed school [ Other [ Centre Secondary [
Other [
YOUR JOB
Designation/ Type of Job You work as Work Schedule | Reporting and
Job Title closing time
Manager | Full Time [ Permanent 1| (......... )daysa | You report to
week work at:
Non- (1| Parttime [] Contracty o3 (... ) hoursa | You close from
Manager days work at:
Bank Teller [ Other [ Other [
Clerk 0

How much time do you spend in traffic/ on road/ in car before you

reach office?

How much time do you spend in traffic/ on road/ in car before you

reach home?

Do you drop your children to school before going to office?
Do you pick your children from school before going home?
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SECTION B - WORK-LIFE BALANCE POLICIES, PRACTICES AND THEIR
USAGE

(Please circle a number against each statement)

For each statement below please indicate whether Does your How often do you use this
your organisation has that policy AND your organisation policy personally?
awareness and usage of that policy. have this
Please tick (\) as appropriate. policy?

(=}
=z

Don’t
Know

Yes
Not at all

o1l Very Often
Often

w| Sometimes
N Very rare

S
[EY

Full Time

Part Time

Job Sharing

Flexi-time

Compressed working hours

Annualized hours

Term Time

Working from Home

Study Leave

Parental leave

Paternity leave

Career breaks

Casual leave

Bereavement leave

A Carer’s room or bringing children to work

Employer assistance with childcare

Self-rostering

Counselling services for employees

Relocation or placement assistance

SECTION C - WLB AWARENESS OF POLICIES AND PRACTICES

Please read each statement below and circle a number, tick (V) as Yes No Don’t
appropriate. Know

Does BBGL have written copies of their WLB policies?

Have you seen or been given a copy of the WLB policies?

Is it easy to understand WLB policies by employees?

Has the WLB policy been communicated to you?
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SECTION D - YOUR EXPERIENCE WITH WLB USAGE AND CHALLENGES

Please read each statement below and tick () as appropriate

Strongly
Disagree
Agree
Strongly
Agree

n|  Disagree
w| Uncertain

[N
SN
S

All levels of management apply the WLB policies in the same way

All employees are treated the same way when using WLB policies

Male and female employees have the same level of access to WLB
policies

Part-time and full-time employees are treated similarly

Is it frowned upon by management to take leave for family related
matters

The management of BBGL seem to put their job ahead of their family
and personal life

Employees are encouraged to use WLB policies at this organisation

BBGL encourages the involvement of employees’ family members in
work celebrations

BBGL has social functions at times suitable for families

At BBGL, employees can combine career and family

The management of BBGL is accommodating of family-related needs

Is it acceptable to talk about one's family or personal life at work at
BBGL

In order to get 'noticed' at BBGL, employees must constantly put
work ahead of their family or personal life

Employees are often expected to take work home at night or on
weekends

Employees are expected to put their jobs before their family or personal
life

To get ahead employees are expected to work more than 50 hours a
week

In practice, it is made difficult by this organisation to use the ‘work-
life-balance' policies

When trying to balance work and family responsibilities, it is easier to
work things out among colleagues than to get management involved

This organisation is serious about equal opportunity and anti-
discrimination

On the scale of 1 — 10, to what extent are you able to balance your work and
personal life?

Please tick (\/) as appropriate.

1 2 K 4 S 6 9 10
<l ] 1 1 1 1 1 L

Iml;alanced Somewhat Balancéd
balanced

-
e S0
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SECTION E - RELATIONSHIP BETWEEN WLB AND TURNOVER

INTENTION
28| e|w e
Due to the conflicting demands of == g 8158
work and personal life: % .‘Dﬁ '8 2|2 % 2
1 2 | 3] 4 5
| feel stressed at work.
| am apathetic about my job.
My job doesn't excite me anymore.
| feel frustrated at work.
| wish people would leave me alone at work.
| communicate in a hostile manner at work.
| feel alienated at work.
| feel sick to my stomach when | think about work.
I am bored with my job.
| feel ill at work.
I am tired of my colleagues
| have problems concentrating at work.
My colleagues make me sick.
I am weary with all of my job responsibilities.
| dread going to work.
| avoid communication with colleagues.
| dislike going to my job.
In view of my responses above:
SS|S|3|5|¢e¢%
o, L 2 ] o 5o
0 | Ol z | < | n<
1 2 |3 | 4 5
| definitely will not leave this organisation.
| probably will not leave this organisation.
| am uncertain about leaving this organisation.
I probably will leave this organisation.
I definitely will leave this organisation.
Keeping in mind the above mentioned scenario:
S¢| 82|85t
=2 = 7] o | 5O
hao ||z | <|h<
1 2 | 3] 4 5

I am presently looking and planning to leave this organisation.

I am seriously considering leaving this organisation in the
near future.

I have no feelings about this one way or the other to leave this
organisation.

As far as | can see ahead, | intend to stay with this
organisation.

It is very unlikely that | would ever consider leaving this
organisation.
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SECTION F - RELATIONSHIP BETWEEN WLB AND JOB PERFORMANCE

. . 23|38 |2
Due to Work-L.ife Balance (WLB) practices o o528 28
and policies at my organisation: § 8188 2’ § &”
v | QP n
1 2 |3 |4 5

My commitment and job performance is high.

| am able to achieve all my work targets and
deadlines.

| find it easy to balance work and home
responsibilities.

I am emotionally imbalanced.

| am satisfied at work.

I am less likely to be absent from work.

| put pressure on my colleagues.

My job gives me energy to pursue personal
activities.

My job makes personal life difficult.

| am in a better mood at work because of personal
life.

My work suffers because of my personal life.

I neglect personal needs because of work.

| find it hard to work because of personal matters.

I miss personal activities because of work.

My personal life suffers because of work.

| am too tired to be effective at work.

| put personal life on hold for work.

My personal life drains me of energy for work.

I struggle to juggle work and non-work.

Personal life gives me energy for my job.

| am happy with the amount of time for non-work
activities.

I am in a better mood because of work life balance.

| keep thinking about children and family issues.

I can’t get time for my children.

I think that if employees have good work-life
balance the organisation will be more effective
and successful.

Thank you very much for your participation.
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Appendix 2

Guide for semi-structured interviews

1. Does Barclays Bank Ghana have policies on Work-Life Balance?

a. What are those policies?

Flextime
good health

Reporting/ closing

iv. childcare or eldercare
v. Parttime
vi. further education
vii. Work from home
viii. more money
IX. agood quality of life
X. time to travel
xi. an enjoyable work life and
xii. time with friends and family
Xiil. career progression
xiv. time to do sports and hobbies
Xv. training and development
xVvi. Time to do voluntary work

b. How do you implement them?

c. What are the challenges that you face in implementation of these policies?
2. Are the employees of BBG aware of such policies?
a. How are these policies communicated to them?

b. Verbal or written?
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3. How is Work-Life Balance affecting Job Performance?
a. Satisfaction
b. Performance is great
c. Productivity is rising
4. How is Work-Life Balance affecting Employees' Turnover?
a. They want to stay because of WLB
b. Rate of Turnover

c. Causes of Turnover — WLB related or no
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Appendix 3

Permission to do research work

KNUST School of Business

COLLEGE OF ART & SOCIAL SCIENCES
# KWAME NKRUMAH UNIVERSITY OF SCIENCE AND TECHNOLOGY

. DEPARTMENT OF MANAGERIAL SCIENCE

University Post Office Kumasi-Ghana West Africa
Tel: 233 3220 63706 = Fax 233 3220 63708

Vmh

hiksiz

Our Ref: MSD/IL-UG/D200/VOL.1 May 29, 2013

The Regional Manager
Barclays Bank Ltd
Kumasi

Dear Sir/Madam,

LETTER OF INTRODUCTION

This is to'introduce to you Mr. Mehmood Aleeﬂl ‘a Master of Business Admini§Uation Student
at the Depaﬁmém of Managerial Science of the KNUST School of Bus‘iness;

As part of his assessme‘n’f; he 1s to undertake a research on the topici "T.he Effect of Work-Life

Balance on the Job Performance and Turnover Intention.

Your company has been chosen for this assignment. It wopld be very much appreciated if you

could offer him the needed assistance so that the research could advance the frontiers of learning.
I am counting on your usual co-operation.

Yours faithfully,

} MR. J. K. TURKSON
} HOD, MANAGERIAL SCIENCE

Depart : M fal Sci , A ting and Finance, Marketing and Corporate Strategy, Service M €, Infe ion and Decision Sci

87



