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Abstract

Purpose – This study aims to examine process improvement strategy (PIS) (proxied by remote work,
workforce training, and technological innovation), and employee productivity amid the COVID-19 pandemic
among bank employees.
Design/methodology/approach – The study employed cross-sectional and descriptive design by applying
multistage sampling techniques using convenience sampling to select the study organization and stratified and
simple random sampling to select 900 respondents for the study. Data were collected by using validated
measures of the study variables designed into a questionnaire. Pearson’s correlation and simple regression
analysis were employed to establish relationships and causal effects among variables respectively.
Findings – Results showed significant relationships between the PIS (work-from-home, workplace training,
and technological innovation) and the outcome variable (employee productivity); and predictive capabilities
between the PIS and the outcome variables (employee productivity). The study revealed that remote work
accounted for the highest variability (R2 5 0.775) in employee productivity, followed by workplace training
(R25 0.499), and finally investment in technological innovation (R25 0.486)] and as such PIS fosters employee
productivity and may, therefore, be applied when faced with a similar pandemic in the future.
Originality/value –The study was recognized for its significance in examining how PIS supports enhancing
employee productivity in banks and, by extension, other organizations during a pandemic. The research has
proven to be crucial in providing insights into bank management in emerging economies and other
organizations worldwide that have previously gone unnoticed during a pandemic. It has aided in the extension
of existing literature on PIS and employee productivity by carefully developing a framework, thus covering
practical knowledge gaps.

Keywords Employee productivity, Process improvement, Remote work, Technological innovation,

Workforce training

Paper type Research paper

1. Introduction
The unique Coronavirus outbreak, also known as COVID-19, began in Wuhan, China in
December 2019 and had since spread to practically every location in the world. This stride to
prevent the spread of the disease by the different governments by imposing a stay–at–home
order had negatively affected the operation of businesses including banks in every part of the
globe (Sohrabi et al., 2021; Wilder-Smith and Freedman, 2020). However, the forced stay-at-
home caused by the new virus adversely affected bank employees’ productivity (Ozili, 2020),
and as a result, bank executives recognized how urgent it was to put processes in place to
keep their businesses afloat so as to foster employee productivity.
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According to Climent et al. (2009), bank processes involve different kinds of services at
different levels. For example, entry-level and operational employees serve customers, manage
paperwork, advertise bank products, and respond to customers’ questions. Senior
management level receives reports from middle management, which oversees teams,
directs projects, and keeps an eye on performance. Senior management is in charge of
departments, supervises daily operations, assesses employee performance, and makes
operational choices. Setting long-term objectives, maintaining relationships, supervising
finances, and preserving the stability and reputation of the bank are among the duties
associated with the executive level. The collaboration and integration of these various
management levels is paramount for the bank to achieve its broad objective and strategic
goals, maintain regulatory compliance, provide customers with high-quality services, and
ensure efficient and effective operations while enhancing employee productivity.

Employee productivity, is an index that compares the value of an employee’s outputs to
their inputs (Igudia, 2021). As a result, improving employee productivity heavily relies on
organizations’ strategies (Darvishmotevali et al., 2020). Consequently, managers invented
various tactics to improve their employees’ productivity and provided the highest quality
services to their clients (Darvishmotevali et al., 2020). Paramount among these tactics is the
stability plan which implies ensuring the stability and resilience of the banking system
(Davenport, 1993) by ensuring a departure from the status quo and ensuring a process in
place to improve banking operations among bank staff. In line with this, a process is defined
as “a structured measured set of actions designed to create a specified outcome for a certain
consumer or market” (Davenport, 1993). Logically, it follows that “process improvement”
relates to a radical rearrangement of a productive process, with a “radical” increase in
production.

This radical redesign, applied by bank management to adjust to the new normal created
by the COVID-19 pandemic and provide customers with a safe and seamless banking
experience, reflects the evolving challenges faced by the banking sector during this era. The
banking sector has been significant to the GDP, employment, trade, and capital imports of
nations such as Nigeria (Ajakaiye et al., 2016). Nevertheless, as Nguyen and Mogaji (2022)
point out, the COVID-19 epidemic altered operational procedures, impacting worker
productivity and lowering the industry’s survival margin. Rakshit and Paul (2020) also noted
that bank employees find it more difficult to maintain productivity in the industry due to the
requirement of tight adherence to social distancing measures.

Notwithstanding these difficulties, bank executives continue to plan for the long-term
viability of their company and cannot afford to rest on their laurels. Observations, however,
indicate a decline in work enthusiasm among bank employees due to the profound impact of
the novel disease (Ehigiator, 2017). Consequently, slow pace of work, laxity, boredom,
absenteeism, anxiousness, presenteeism, etc. is not uncommon for those who by chance
physically find their way to their offices amidst the pandemic (Tahir, 2021).

As a result, one of the strategic ways to mitigate employees’ low productivity during the
COVID-19 pandemic is to look into the status quo process framework (going to work in
physical offices) and improve on it (Usman et al., 2021). Given the different Covid-19 variants
and fluctuating infection rates, it is crucial to continuously adapt, even with vaccination
efforts and different reopening phases. To tackle this challenge, bank management has
implemented a strategy where employees alternate between remote and in-person work, as
discussed by Kulkarni et al. (2022). While remote work gained traction during the pandemic
and remains prevalent in many financial institutions today, shifting client needs and
operational demands are prompting the Nigerian banking sector to embrace hybrid models
that blend both in-office and remote work arrangements.

Similarly, including employees in the overall process improvement strategies by involving
them in training should not be a misplaced priority. As the new normal comes to stay, the
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skills, knowledge, and abilities required to handle the new normal need to be inculcated into
the employees for the smooth running of the bank processes. Banks regularly assess and
improve their operational procedures through training of their workforce and become more
adaptable, durable, and competitive in a changing market (Al-Rawahi, 2022). Efficient
training of employees is essential for steering banks through times of transition and
uncertainty (Chigbu and Nekhwevha, 2021). This suggests that given a rapidly changing
environment, resilience, creativity, and employee engagement can be fostered through
workforce training, inclusive management practices, agile decision-making, and adaptive
leadership. (Al-Rawahi, 2022).

In addition, the productivity and well-being of employees continue to be top priorities for
bank management. Therefore, investment in state-of-the-art technology serves as a good
source of networking among employees in the banking sector during this period because it
will help in the easy transformation of the processes when the employees are facedwith a new
situation (Marcu, 2021). Banks continue to invest in technology in an effort to improve
customer satisfaction, security, and efficiency. In order to improve service delivery and
streamline procedures and enhance employee productivity, emerging technologies like
blockchain, artificial intelligence, and digital banking solutions are being incorporated into
banking operations more and more vis-�a-vis what was practiced before the Covid-19
pandemic (Sharma, 2022).

As a result, the researcher was poised to ask the following questions: (1) To what extent
did remote work influence employee productivity amid the COVID-19 pandemic among bank
employees? (2) What influence did workforce training have on employee productivity amid
the COVID-19 pandemic among bank employees? (3) To what extent did technological
innovation enhance employee productivity amid the COVID-19 pandemic among bank
employees? The extent to which the researcher would give solutions to these questions is
what informed this study among bank employees in Lagos Metropolis, Nigeria.

The choice of Nigeria is that it is an emerging economy as well as the most populous black
nation in theWorld (Soludo, 2006). The justification for using Nigerian banks is their massive
contributions to the country’s GDP and economic growth. For instance, between 2017 and
2020, the Nigerian banking sector gradually added over N168.4 trillion to the GDP of the
nation, demonstrating remarkable growth (Business Day, 2022. March 4). The choice of
Lagos State was that it doubles as the former capital of Nigeria and it is the present
commercial hub of the country.

The study will therefore be of paramount importance because it will give policymakers
and banks’ management and management of other organizations around the world insights
into process improvement strategies that had previously gone unreportedwhichwill bemade
possible thanks to this research. Likewise, employee productivity as a subset of
organizational productivity is one of the indices of Gross Domestic Product (GDP).
Therefore, this study will be of significance to employees, organizations, and society as a
whole as the suggestions therein can help in improving the socio-economic development of a
country and in the process achieve one of the Sustainable Development Goals (SDGs) of
achieving economic growth.

2. Review of literature
2.1 Theoretical framework
There are two theories explaining this study. They are:

1. Business Process Reengineering

2. Contingency Theory of Management
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2.1.1 Business Process Reengineering (BPR). Business process reengineering was
introduced by Hammer et al. (1993) and is based on a radical improvement strategy. This
method suggests that while it is beneficial to increase the performance of sub-processes, it
cannot provide significant benefits if the process itself is fundamentally inefficient and
outmoded. This implies that bank procedures should not remain stagnant, they should rather
be constantly improved upon to be able to mitigate the challenges brought about by the new
normal. Despite the challenges posed by the COVID-19 pandemic, organizations, including
the bank, have leveraged it as an opportunity to implement BPR.

This involves adopting practices such as automation, remote work, collaboration,
enhancing operational efficiency, improving customer experience, utilizing data analytics,
and enabling agile decision-making through the integration of business intelligence tools
(Gunasekaran et al., 2018). For example, through project management software, instant
messaging tools, and video conferencing platforms, bank encourages efficient
communication and collaboration among remote personnel (Ilag, 2021). Likewise, bank
uses state-of-the-art tools like machine learning algorithms and artificial intelligence to
improve fraud detection and risk management procedures (Bhatore et al., 2020). To give
clients easy access to their accounts that is safe and secure, it also makes investments in
digital payment systems and mobile banking applications.

As a result, the banks are re-engineering the entire process in order to gain the greatest
possible benefits for both the company and its employees with the goal of achieving the highest
work quality while increasing employee productivity (Randhawa and Ahuja, 2017). However,
the situational considerations and the requirement for contingency planning, which are essential
during the pandemic are not expressly mentioned in the BPR (Aman and Miftah, 2021).
Therefore, to choose the best techniques for optimizing processes and to assure employee
productivity, banks must take into cognizance the particular difficulties and contextual aspects
of the pandemic situation. Consequently, the contingency theory is discussed in the next section.

2.1.2 Contingency Theory of Management. The proponents of the theory like Lawrence
and Lorsch (1967) asserted that the environment which is comprised of both internal and
external factors is paramount in determining an organization’s action plans and that a single
organization strategy will simply not yield optimal outcomes. In other words, that is, there is
no “one-size-fits-all” approach to organizing a company’s strategy (Ginsberg and
Venkatraman, 1985). Despite this, Hofer (1990) and Schoonhoven (1981) emphasized that a
typical paradigm in the contingency research tradition would focus on the contingent
interaction between the contextual factors and organizational outcomes in a specific situation
(Ametepe and Onokala, 2023; Ginsberg and Venkatraman, 1985). The impacts of the COVID-
19 pandemic on the productivity of employees cannot be overemphasized. The theory
recognizes that changes in the conditions (i.e. outbreak of COVID-19) lead to improvements in
bank processes to boost staff productivity (Kim et al., 2015).

The contingency theory holds that for management procedures to be effective, they must
be customized to the unique challenges that an organization is dealing with. Assessment of
the current situation, risk reduction, identification of contingent factors, flexibility and
agility, employee involvement, monitoring and evaluation, learning and knowledge sharing,
and specially designed process improvement plans, can all help with this. For instance, banks
provide its staff with the abilities and information required to prosper in a quickly changing
environment, by investing in virtual training sessions, online learning platforms, and
workshops that address subjects like customer relationship management, cybersecurity best
practices, digital banking trends, and efficient remote collaboration strategies (Aithal, 2023).
In addition, Jaiswal et al. (2022) bank provides tools and services, such as virtual wellness
programs, flexible scheduling alternatives, and ergonomic home office sets, to assist staff
members in maintaining work-life balance and mental health while blending in-office and
working remotely.
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2.2 The conceptual framework
2.2.1 Employee productivity amid Covid-19 pandemic. Productivity is referred to as the number
of products and services produced per unit of labor, capital, or both. It is defined as the ratio of
output to labor and capital. Productivity is defined as “the output per unit of input used” (Katz
and Kahn, 1978). That is, productivity is the ratio of the total Output to the total Input.
Hundreds of millions of people are working either physically on-site or remotely at home
because of the Covid-19 pandemic. This places businesses and employees in difficult situations
because there are severe interruptions at work and at home (PricewaterhouseCoopers, 2020).
Before the pandemic, few companies had attempted to switch to remoteworking on such a large
scale. Organizations and people have never seen change on this scale or at such a rapid pace
(PricewaterhouseCoopers, 2020).

Companies could use tools to evaluate employee demands and manage workloads in order
to increase productivity (Pamidimukkala and Kermanshachi, 2021). For this period, it is
necessary for employees to undergo upskilling because it remains the emphasis and driving
force for productivity (Igudia, 2021). Therefore, the firm’s competitive advantage and long-term
profitability are based on higher staff productivity. Similarly, as Mukundi andWaweru (2016)
argued, the value of a firm is determined by the people who operate it. While productivity may
look difficult to assess, Bernardin (2007) points out that it can be expressed in terms of worker
effectiveness and efficiency. As a result, the study investigates the process improvement
strategies applied by the banks to manage the challenges of low employee productivity posed
by the pandemic and this is discussed in the succeeding section.

2.2.2 Process improvement strategy.Burnes (2004), like many other experts, asserted in his
article that process improvement is becoming increasingly important and it necessitates the
development of relevant managerial skills and strategies. The harsh realities of COVID-19
have placed banks in a situation where they must be able to successfully manage the process
in order to survive, succeed, and remain competitive, flexible, and extremely dynamic. It is
worth noting that the banking industry has recently pulled more strings in many economies,
proving to be different countries’ economic development hubs in the last four decades
(Ehigiator, 2017). In the previous 20 years, it has been demonstrated that service
organizations have made significant contributions to a lot of countries’ GDPs,
employment, commerce, and capital imports (Ajakaiye et al., 2016).

For instance, Ehigiator (2017) opined that the banking industry is already playing a
significant part in Nigeria’s growth process, with a 60% contribution to GDP and a 33%
employment share on average. Likewise, Korzeb andNiedzi�ołka (2020) stated that due to their
support of financial transactions for both domestic and foreign transactions, banks play a
significant role in the economy and help it flourish. As a result, the bank remains a critical tool
for attaining economic growth and development, particularly during this epidemic, when the
majority of businesses are suffering (Ozili, 2020). Employee productivity must be harnessed
through techniques for enhancing the status quo in order to accomplish this. This study
focused on three primary tactics that are relevant to the banking industry in the face of the
Covid 19 epidemic, and they are as follows:

(1) Remote work

(2) Training and development

(3) Technological innovation which are discussed in the next section. The justification for
these three parameters was that together, these three factors cover important facets of
updating banking processes, developing staff competencies, and utilizing technology to
boost employee productivity and adaptability in challenging circumstances. These areas
are pertinent and significant targets for process improvement strategies because they are
in line with industry trends and the unique difficulties presented by the epidemic
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2.2.2.1 Remote work and employee productivity amid Covid-19 pandemic. The term “remote
work” is used in the context of this current research to define employees who utilize
technology to operate remotely from themain group office at any time or location, as retrieved
from interviews with experienced remote workers conducted in a study by Grant et al. (2019).
Examples of works undertaken remotely were customer service and supports through digital
channels such as emails, chats and phones; processing transactions remotely including bill
payments and transfers, marketing and customer outreach through engagement with
customer via email marketing, social media, and targeted digital communication. This
involves reduced commuting, which contributes to a better balance of work and non-working
lifestyles (Grant et al., 2019; Fonner and Roloff, 2010). amid the COVID-19 outbreak, Dingel
and Neiman (2020) projected that 37% of occupations in the United States could be done from
home, including firm management, financial work, and scientific and professional services.

Moreover, experts remain divided into its advantages and disadvantages. For instance,
reduced commuting time, reduced office politics, improved gender diversity, and the use of
less energy and office space are just a few of the benefits; including healthy workplaces with
lower absenteeism and turnover, as well as improved talent retention, productivity, and job
satisfaction are just a few more (Jonathan, 2019). Other studies, however, link remote work to
poor well-being, workplace pressure, loneliness, diminished collaboration, and
communication overload; all of which can lead to overworking, which can negatively
impact job effectiveness and performance (Taser et al., 2022).

In addition, the blurred barrier between work and family, distractions, payment for
electricity and internet, social isolation, and employees incurring the costs associated with
remote work are its other disadvantages (Taser et al., 2022). Workers’ isolation from
coworkers, as well as supervisors’ concerns about productivity losses when working from
home, are further problems (Collins, 2009). Furthermore, the interpersonal relationship
between coworkers may be jeopardized (Gajendran and Harrison, 2007). That
notwithstanding, the world has had to adapt to this new way of working, with certain
workplaces becoming obsolete except for life-saving services. The COVID-19 pandemic not
only took us out of the collaborative workplace but also emphasized the importance of
contingencies and environmental protection. Therefore, the study hypothesized that:

H01. There is no significant positive relationship between remote work of staff and
employee productivity amid the COVID-19 pandemic among bank employees.

H101. There is a significant positive relationship between remote work of staff and
employee productivity amid the COVID-19 pandemic among bank employees.

2.2.2.2 Workforce training and employee productivity amid COVID-19 pandemic. Employee
training and development are two sides of the same coin. It entails providing employees with
training, workshops, coaching, mentoring, or other learning opportunities in order to inspire,
challenge, and motivate them to perform their job functions to the best of their abilities while
adhering to local, state, federal, and licensing organizations guidelines (Igudia, 2021). In their
submission, Drysdale et al. (2008) averred that training is “learning events, instruction or
programs that assist individuals to attain the levels of knowledge, ability, and competence
needed to conduct their work effectively in order to meet corporate goals”. Employees were
specifically trained to improve their knowledge, abilities, and professional development
remotely by taking part in webinars, online courses, and virtual training sessions to stay
updated on industrial trends.

Organizations must recognize that this new circumstance necessitates reevaluating old
working practices and acquiring new skills in order to effectively manage the situation,
protect employee wellbeing, and maintain targeted performance criteria. Keeping employees
motivated, fostering good team collaboration, assisting them in navigating various working
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modalities while at home, assisting employees from disconnecting from work, and having
reasonable working time arrangements are just a few of the critical issues that remote worker
and their managers can address through training and development programs (Nwaeke and
Obiekwe, 2017).

Organizations have taken a variety of approaches to ensure that their employees are well-
equipped to perform effectively when working from home; line managers are capable of
managing remote employees effectively using a results-based approach; and all remote
workers have the skills and knowledge required to successfully navigate regular remote
work, including during the pandemic, or are offered relevant training to bridge any skills
gaps (Saks, 2021). Firms that engage heavily in a capacity-building strategy of training and
development in this pandemic are more likely to reap the benefits of a more enriched working
environment, higher employee retention, improved employee productivity, and, by extension,
corporate performance (Zaman et al., 2020). In other words, when the goals of training and
development are met, employee productivity rises, and the organization’s effectiveness rises
as well. Thus, it was hypothesized that:

H02. Workforce training does not favorably impact employee productivity amid the
COVID-19 pandemic among bank employees.

H102. Workforce training favorably impacts employee productivity amid the COVID-19
pandemic among bank employees.

2.2.2.3 Technological innovation and employee productivity amid Covid-19 pandemic.
Technology has become a very valuable asset for every organization in today’s business
world. Identifying and adopting the right technologymay help a company’s overall efficiency
and market performance, as well as employee productivity, communication, collaboration,
morale, and engagement (Igudia, 2021; Coppersmith, 2019). Significant technological
innovation during the Covid 19 era were digital banking enhancement including mobile
Apps and online banking portals, contactless payments like mobile wallet and QR Code
payments, remote account opening and digital onboardings, etc. Technology can aid in the
support and development of new work practices and research in the banking business. The
evolution of technological and other breakthroughs has boosted the economics of information
technology and substantially enlarged its applications (Bird and Lehrman, 1993).

Many authors and researchers in the field of organizational behavior agree that
technological innovation has a major impact on the productivity of employees (Aboal and
Garda, 2016; Angioha et al., 2020). For instance, it is evidence of how enhanced technology has
impacted commercial bank operations among employees in terms of effectiveness, efficiency,
competitiveness, client base, and globalization of the sector, adding credence to the
importance of improved technology in today’s new normal corporate business climate
(Angioha et al., 2020; Ibikunle and James, 2012). According to Abubakar-Aliyu and Tasmin
(2012), it increased the speedwithwhich service firms can deliver prompt services or products
to consumers while ensuring that quality is identified as the primary driver of technology
investments.

Meanwhile, a plethora of these research produced inconsistent results, claiming a weak or
non-existent link between enhanced bank technological innovation and employee
productivity (Brynjolfsson and Hitt, 2003; Davenport, 1993). However, the majority of
studies that show positive and substantial results on the investment and deployment of
information technology to employee productivity are positive and significant, and the
benefits to corporate success are numerous (Aboal and Garda, 2016; Angioha et al., 2020;
Masso and Vahter, 2008). It has been proven beyond reasonable doubt that technological
innovations have a number of positive outcomes and benefits on employee productivity, such
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as facilitating contacts and collaborations, as well as supporting workplace learning and
performance. Therefore, it is hypothesized that:

H03. Technology innovation does not positively impact employee productivity amid
COVID-19 pandemic among bank employees.

H103. Technology innovation positively impacts employee productivity amid COVID-19
pandemic among bank employees.

Furthermore, there is no agreement among academics on the numerous research that has
been conducted on the relationship between process improvement and employee
productivity. Process improvement (used as a unidimensional construct) has a positive
association with organizational performance, according to a study by Nwilu and Wainaina
(2021) conducted in Consolbase Limited in Kenya, where a questionnaire for 130 respondents
and regression analysis were used. Similarly, a study by Khan et al. (2018) found a positive
correlation between continuous improvement (measured by innovation) and organizational
performance using data from 40 companies drawn from four sectors in Pakistan and an in-
depth interview sample.

Another study by Nganga and Nyaga (2022) on Nairobi Bottler’s Limited in Kenya using a
questionnaire to collect a sample of 190 samples found a direct correlation between continuous
improvement practices (proxied by evidence-based decision-making, customer focus, process
approach, and employee engagement) and organizational performance. Likewise, Sharma’s
(2022) study uses 200 samples from the city of Bhopal to examine how innovative technology
affects customer satisfaction in comparison to banks in the public and private sectors. The
study employed the Z-test with a significance level of 0.05. It was discovered that banks in the
private sector had an advantage when it came to innovation success. Chege et al. (2020)
examines the association between technology innovation and firmperformance inKenya using
240 enterprises and structural equation modeling were used in the analysis. The findings
indicate that technology innovation influences firm performance positively.

Research by Mardikaningsih and Putra (2021) investigate the effects of job training and
job satisfaction on worker productivity at a Sidoarjo shoe firm. The study employed multiple
linear regression analysis using a sample of sixty employees. According to this study, worker
productivity is significantly impacted by job satisfaction. Furthermore, the impact of work
training on employee productivity is noteworthy and beyond that of job satisfaction. In the
midst of the COVID-19 pandemic, Wiradendi Wolor et al. (2020) examined the effects of
e-leadership, e-training, work-life balance, and work motivation on the performance of 200
employees belonging to the millennial age at a Honda motorcycle dealership in Jakarta,
Indonesia. The analysis of the data was done by structural equation modeling. The study
demonstrates the beneficial effects of work-life balance, e-leadership, and e-training on
employee motivation. Second, work-life balance, motivation at work, e-leadership, and
e-training all improve employee performance.

Likewise, a study using 209 employees, Galanti et al. (2021) examines the effects of social
isolation, job autonomy, self-leadership, and family-work conflict on workers’ productivity,
work engagement, and stress levels during the pandemic when they work from home (WFH).
The data are analyzed using hierarchical linear regression. The study discovered that social
isolation and family-work conflict among employees were negatively correlated with work-
from-home productivity and engagement, but self-leadership and autonomy were positively
correlated. WFH stress was adversely correlated with social isolation and family-work
conflict, but it was unaffected by autonomy and self-leadership. However, a study by Farooq
and Sultana (2022) utilizing structural equationmodeling, a sample of 250 employees, and the
National Capital Region and Punjab State, India, discovered a negative association between
working from home and employee productivity during the pandemic.

IIMT Journal of
Management

271



The above submissions showed that quite a lot of studies have been done to establish a
relationship between process improvement and employee productivity with no consensus
among scholars. None of the studies has been carried out in Nigeria on the one hand and none
of the studies has used a combination of remote work, training and development, and
technological innovation as proxies for process improvement strategies as depicted in the
conceptual model in Figure 1. This left the gap that this study aims to fill.

2.3 Conceptual model for the study

3. Methods
3.1 Research design
The study aims to investigate PIS in driving employee productivity amid the COVID-19
pandemic among bank employees in Lagos Metropolis. The study followed a positivism
philosophy which is supported by the notion that there is an objective reality which can be
explained factually using empirical data. To achieve the purpose of this study, the cross-
sectional and descriptive research design was adopted and the study was quantitative. A
descriptive research design was deemed fit because the study aims to classify, quantify, and
compare a phenomenon by attempting to describe an existing scenario through the collection
of primary data. It also allows the researcher the opportunity to provide a detailed
representation of the variables of the study.

Nevertheless, because cross-sectional studies only record information at one moment in
time, it is difficult to ascertain the temporal order of events over time, which restricts the
capacity to track changes or advancements in the variables of interest. The study focused on
employees in the banks within Lagos Metropolis. Lagos was chosen because it serves the
double purpose of being the former capital of Nigeria and the commercial hub of the country.
Survey questionnaires were used to collect relevant data from the participants of the study.
The reason for using a questionnaire is the wide outreach and the low cost compared to other
forms of collection of data.

3.2 Population and sample of the study
The population of the study consists of all the employees in the 23 banks that survived the
recapitalization of the Nigerian banks in 2005 and are listed on the Nigeria Stock Exchange.
The population consists of 94, 498 (National Bureau of Statistics, 2020). Convenience

Remote work

Employee 
producƟvity

Technological 
innovaƟon

Workforce 
training

Source(s): Researchers’ initiative (2022)

Figure 1.
Conceptual model for
the study indicating
the relationship
between remote work,
workforce training,
technological
innovation and
employee productivity
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sampling was applied in selecting 14 banks from the 23 banks. Convenience sampling was
preferred because of the sample accessibility and proximity to the researcher as the
researcher used some research assistants whowere known to him andwere part and parcel of
the study organizations (Zikmund, 2000). A stratified sampling technique was used to divide
the respondents into three strata comprising top, middle, and low management levels. This
was so in order to have general views across all the levels of the organization (Sekeran and
Bougie, 2010).

Thereafter, simple random sampling was applied in selecting the 1,097 respondents after
applying the online calculator to calculate the sample size with a 3% sampling error and a
confidence level of 95%. The purpose of using simple random sampling was to eradicate the
issue of bias thereby allowing each respondent to be represented in the study (Saunders et al.,
2009). Moreover, out of 1,097 distributed questionnaires, 900 were considered appropriate for
this study after 197 were rejected for various reasons including incomplete fillings, thereby
yielding an 82% response rate. This is considered appropriate because Sekaran and Bougie
(2010) opined that for most studies with sample sizes greater than 500, 70% of the total
questionnaire recovered is adequate for the study.

3.3 Research instruments
To achieve the purpose of this research, the study gathered the required data through a
structured questionnaire. The questionnaire contained two sections: A and B. In Section A,
the questions were used to collect relevant information about the personal demographic
background of the respondents like age marital status, education, and gender; and then
Section B contained relevant questions which were centered on the major variables of the
study. All variables were measured on a 5-point Likert scale ranging from 1 5 strongly
disagree to 55 strongly agree. As a result, remote work wasmeasured by adapting a 17-item
scale developed byGrant et al. (2019). Sample items are ‘I knowwhat it takes to be an effective
e-worker, and ‘When e-working I can concentrate better on my work tasks’.

The measure of workforce training was adapted from the item scale Organizational
Climate Questionnaire (OCQ) from a 7-item scale developed by Furnham and Goodstein
(1997). A sample item is ‘I have received the training I need to do a good job’. Technological
innovation was measured using a 5-item scale adapted from the Organizational Climate
Questionnaire (OCQ) scale developed by Furnham and Goodstein (1997). A sample item is
‘The company responds swiftly to new technical innovations’. A 10-item scale adapted from
Endicott and Nee (1997) known as the Endicott Work Productivity Scale (EWPS) (1997)
which quantifies employees’ attitudes and behavior toward work productivity was used to
measure employee productivity. A sample item is ‘I noticed that my efficiency is higher than
expected’.

The demographic data of the respondents revealed that 36.0% of the respondents fall
within the active age range of 30–49 years. 28.9% fall between the ages 40–49 years, 20.3%
are 50 years and above and 14.8%are between the age range 20–29 years. Concerningmarital
status, 72.0% of the respondents weremarried, 21.7%were single, 0.8%were widowed, 3.4%
were divorced and 2.1% were separated. In terms of gender, 51.3% of the respondents were
male and the female constituted 48.7%. Additionally, results for respondents’ educational
qualifications revealed that 51.8% and 42.6% of the respondents reported that they have
HND/B.Sc. andM.Sc./MBA/M. Ed. The results on work experience revealed that 49.6% of the
respondents reported having work experience of 6–10 years, 20.0% reported having work
experience of 1–5 years, 19.8% had work experience of 11–15 years, and 10.6% had work
experience of 16 years or more. Finally, the result on the management level showed that over
89.2% of the respondents share low and middle management levels while 10.8% of the
respondents were at the top management level.
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3.4 Validity and reliability of instrument
Following the submissions of Green (2008), validity refers to the precision with which the
researcher estimates the causal effect(s) of the independent variable constructs on the
dependent variable. The validity of the study instrument was assessed with the assistance of
experts in the area of management studies. The instrument was critiqued and some
adjustment was suggested and included in the instrument design to establish face and
content validity. However, to test for the instrument’s reliability Cronbach alpha coefficients
were generated for the questionnaire with a pilot study of 50 respondents different from the
main study. To establish internal consistency for the study’s instrument (Rojon and
Saunders, 2012).

Pallant and Tennant (2007) suggested that in most social science study contexts, a
reliability coefficient of 0.70 or higher is regarded as “appropriate”. The reliability of the
scales was remote work 0.850; workforce training 0.820, and technological innovations 0.860
and employee productivity, 0.930 as depicted in Table 1, and considering Pallant and
Tennant (2007)’s suggestion, they were reliable. To reduce social desirability and common
bias methods, the study ensures participants feel comfortable offering honest responses by
guaranteeing anonymity and confidentiality of their responses. Similarly, randomizing the
order of questions was done to reduce the impact of question order on responses.

3.5 Data capture and data analysis
The computer-aided package known as the Statistical Package for Social Sciences (SPSS)
version 26 was employed to analyze data. Frequency tables were used to analyze the
demographic characteristics. Correlation and simple linear regression analysis were
employed in this study. The reason for using correlation is to show the link among the
variables (Field, 2017). The study used simple regression because it wanted to measure the
strength as well as the predictive abilities of the predictor variables on the outcome variable
(Field, 2017).

The justification for using simple regression instead of structural equation modeling
(SEM) is because the model is simplistic and not complicated set of relationships
(Montgomery et al., 2021; Neter et al., 1983). The justification for one-tailed hypothesis
stem from the fact that the literature provided explicit directional predictions about the
outcomes of study variables based on theoretical reasons and/or practical considerations
(Ellis, 2010; Ruxton and Neuh€auser, 2010). Lastly, the data is collected at different points in
time but across different units (cross-sectional), as a result there might be autocorrelation
present due to temporal dependencies within each unit, hence, the use of DurbanWatson test.

4. Results and interpretations
4.1 Correlation among the study variables
The above Table 2 shows the correlation among the variables in this study. The result
revealed that all the dimensions of process improvement strategies had positive and

Variables Number of items Cronbach alpha (α) Remark

Employee productivity 10 0.930 Reliable
Workforce training 7 0.820 Reliable
Remote work 17 0.850 Reliable
Technological innovation 5 0.860 Reliable
Total 39

Source(s): Reliability computation from SPSS version 26

Table 1.
Reliability results of
the study instrument
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significant relationships with employee productivity; that is, remote work (r 5 0.880*;
p < 0.01); workforce training (r5 0.706*; p < 0.01); and technological innovation (r5 0.697*;
p< 0.01). This means that as each of these variable increases, employee productivity tends to
increase accordingly with remote work having the most significant relationship with
employee productivity, followed by workforce training. Correlation being a pretest, the study
cannot conclude that these dimensions can cause employee productivity. It can only show the
relationship between/among variables (Field, 2017).

4.2 Data analysis and test of hypotheses
H01: There is no significant positive relationship between remote work of staff and employee
productivity amid the Covid-19 pandemic among bank employees.

Table 3 above shows the simple regression analysis of the study to predict employee
productivity based on the remote work of bankers among bank employees. A significant
regression equation was found (F {1, 898} 5 3095.612, p 5 0.000), with an R2 of 0.775,
implying that remote work explains 77.5% of the variation in employee productivity; i.e.
22.5% of the variation in employee productivity is explained by factors outside remote work.
The F value reveals that the model is a good fit and a significant predictor of employee
productivity.

Respondents predict employee productivity is equal to 0.543þ 0.860 (Remote work). This
implies that employee productivity increases by 0.860 units for every unit increase in remote
work. The T-statistics (t 5 55.638; p 5 0.000), show that hypothesis one is significantly
different from zero. That is remote work results in improved employee productivity. The
DurbanWatson result shows that there is positive auto-correlation at 1.376. Therefore, there
are good reasons to reject the null hypothesis one (H01) and accept the alternative hypothesis
one (H101) and conclude there is a significant positive relationship between remote work and
employee productivity amid COVID-19 pandemic among bank employees.

Correlation
Factor Mean SD CR 1 2 3 4

EMPPRO 4.193 0.551 0.930 –
RMWK 4.246 0.564 0.820 0.880 –
WRKFTR 4.120 0.673 0.850 0.706 0.790 –
TECHINN 4.119 0.695 0.860 0.697 0.786 0.946 –

Note(s): **p < 0.01. SD: Standard Deviation; EMPPRO: Employee Productivity (1); RMWK: RemoteWork (2);
WRKFTR: Work Force Training (3); TECHINN: Technological Innovation (4); CR: Composite Reliability.
*Computation of Mean, Standard Deviation and Correlation from Survey Data using SPSS version 26
Source(s): Field Survey, 2022

Variables B Beta R R2 T-value F-value Sig D.Watson

Constant 0.543
Remote work 0.860 0.880 0.880 0.775 55.638 3095.612 0.000 1.376

Note(s): Outcome Variable: Employee Productivity
Degree of freedom 5 (1,898)
Source(s): Field Survey, 2022

Table 2.
Mean, standard
deviation, and

correlation between the
variables of the study

Table 3.
Data analysis for
Hypothesis one
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H02: Workforce training does not favorably impact employee productivity amid COVID-19
pandemic among bank employees.

Table 4 shows the model summary from the simple regression analysis for testing
hypothesis two. The simple regression reveals a significant regression equation of (F {1,
898}5 849.370, p5 0.000), with an R2 of 0.49.9. This means that workforce training explains
49.9% of the variation in employee productivity; leaving 50.1% of the variation in employee
productivity explained by factors outside remote work. The F value reveals that the model is
a good fit and a significant predictor of employee productivity.

Respondents predict employee productivity equal to 1.811 þ 0.578 (Workforce training).
This implies that employee productivity increases by 0.578 units for every unit increase in
workforce training. The T-statistics of t 5 29.906; p 5 0.000, shows that hypothesis one is
significantly different from zero; implying that workforce training results in improved
employee productivity. The Durban Watson result shows that there is positive auto-
correlation at 1.297. Therefore, there are good reasons to reject the null hypothesis two and
accept the alternative hypothesis two. The study, therefore, concludes that H02 which states
workforce training does not favorably impact employee productivity amid the COVID-19
pandemic among bank employees was not supported. This implies that alternative
hypothesis two (H102) was supported.

H03: Technology innovation does not positively impact employee productivity the amid
Covid-19 pandemic among bank employees.

Table 5 shows the model summary from the regression analysis for the study. R2 equals
0.486. This implies that 48.6% of the total variation in employee productivity is explained by
technological innovation, implying that as much as 51.4% cannot be explained. It shows that
the model was moderately strong and this served as enough ground to determine the
relationship between the two variables. Additionally, the F- statistics value (F 5 849.343;
p 5 0.000), indicates that the model is good for use in the research area and that it is
statistically significant in explaining variation in employee productivity.

Respondents predict employee productivity is equal to 0.1.917 þ 0.553 (Technological
innovation). This implies that employee productivity increases by 0.553 units for every unit
increase in technological innovation. The T-statistics which is reveals that t 5 29.143;
p5 0.000. Thismeans that the hypothesis is significantly different from zero. Therefore, there
are good reasons to reject null hypothesis three (H03) and accept alternative hypothesis three

Variables B Beta R R2 T-value F-value Sig D.Watson

Constant 1.811
Workforce training 0.578 0.706 0.706 0.499 29.906 849.370 0.000 1.297

Note(s): Outcome Variable: Employee Productivity
Degree of freedom 5 (1,898)
Source(s): Field Survey, 2022

Variables B Beta R R2 T-value F-value Sig D.Watson

Constant 1.917
Technological Innovation 0.553 0.697 0.697 0.486 29.143 849.343 0.000 1.349

Note(s): Outcome Variable: Employee Productivity
Degree of freedom 5 (1,898)
Source(s): Field Survey, 2022

Table 4.
Data analysis for
Hypothesis two

Table 5.
Data analysis for
Hypothesis three
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(H103). The DurbanWatson result shows that there is positive auto-correlation at 1.349. The
study, therefore, concludes that technological innovation has an impact on employee
productivity amid the COVID-19 pandemic among bank employees.

5. Discussions
The data analysis for this study was conducted by examining, cleaning, converting, and
interpreting data in order to draw conclusions that are relevant to the situation and make
informed decisions on empirical data and statistical inferences. Therefore, this study utilized
simple linear regression because of its simplicity, and due to the fewer variables involved.
This choice ensured a straightforward relationship between the variables, minimizing
complex interdependencies and facilitating easier data analysis and interpretation (Gordon,
1968; Knight, 2018). Hence, the hypotheses were subjected to test using simple linear
regression as shown below.

The findings are significant since all of the predictors had strong associations with the
outcome variable. To begin with, null hypothesis one was not supported, and the research
question “(a) To what extent does remote work influence employee productivity amid the
COVID-19 pandemic among bank employees in LagosMetropolis?”was answered. That is, as
a result of the COVID-19 pandemic, the bulk of employees have switched from a physical
office setup to a work-from-home model, and this results in an increase in the employees’
productivity. Accordingly, this implies that workers who are accustomed to working in an
office setting made a smooth transition to the remote work model with no disruption to their
productivity, ushering in a new era for banking in emerging economies. This implies that
bank employees who opted not to work from home were suddenly required to do so and the
nature of the pandemic dictates that employees work from home in most cases. This outcome
is consistent with the majority of research findings of Jonathan (2019) and Grant et al. (2019).
However, the result is not consistent with the opinions of Taser et al. (2022).

The test for hypothesis two follows the same trend as illustrated in the results of
hypothesis one. The outcome of the result also shows a significant relationship between
workforce training and employee productivity, thereby answering the second research
question “(b) What influence does workforce training have on employee productivity amid
the COVID-19 pandemic among bank employees in Lagos Metropolis?”That is, employees in
the banks undergo enough training and thereby gain new knowledge, skills, and abilities to
handle work and be effective during the pandemic. As a consequence, they are more flexible,
highly productive, personal customer service oriented, inventive, and perform exceptionally
and comfortably. This viewpoint is supported by publications like Zaman et al. (2020),
Nwaeke and Obiekwe (2017) and Kan (2012) who emphasize the importance of workforce
training as a foundation for increased employee productivity in any firm as aptly proven in
the current study on bank employees in Lagos Metropolis. However, this result disagrees
with the conclusions of Cole (2008) who averred that training does not give them the requisite,
sufficient, and adequate knowledge and skills needed.

Finally, alternative hypothesis three was also supported and the research question “(c) to
what extent does technological innovation enhance employee productivity amid the COVID-
19 pandemic among bank employees in Lagos Metropolis?” was attended to. That is
investing in state-of-the-art technology has a positive impact on employee productivity. This
means that the respondents were of the opinion that technological advancements and the
introduction of new technologies have positive effects on employee productivity. This means
that outmoded technologieswere not used in banks. Instead, banks focused on investments in
new technologies.

Therefore, investment in upgrading to themost recent technologies in branch networking,
real-time payment, Point of Sales (POS), internet banking, Automatic Teller Machine (ATM)
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mobile Apps, money dispensers, personal computer banking, telephone banking, and
electronic bank transfer, virtual meetings, information sharing, secure online portals,
reducing the need for in-person interactions, document version control, automated
workflows, and digital signatures, which speed up decision-making and streamline
processes, as well as collaboration on projects, etc. These technologies let teams work
effectively together, share knowledge, and make decisions, which are common sights, got the
job done for the employees and the bank management, and resulted in excellent employee
productivity during the pandemic. The results are in line with the submissions of Igudia
(2021) and Coppersmith (2019) and the BPR theory introduced by Hammer et al. (1993) where
the emphasis is placed on the constant improvement of processes brought about by investing
in the latest technological innovations. However, it contradicts the conclusions of
Brynjolfsson and Hitt; (2003) and Davenport (1993).

6. Conclusion and recommendations
The study concludes that process improvement is at the foundation of any well-managed
organization, whether learning from past successes or mistakes, discovering possibilities to
enhance customer profitability, or enabling staff to become more productive, especially
during an unprecedented period like the COVID-19 pandemic. Working from home is better
suited for enhancing employee productivity amid pandemic periods. However, allowing
individuals to work from home may be based on the average level of productivity at home
versus at work. Despite the fact that most employees try to fight the new method, it is
necessary for the workforce to be trained. There will be many mistakes, mishaps, and
inefficiencies in theworkforce’s activities if they are not properly trained on how towork from
home. To succeed in business, banks must maintain their heads above water in terms of
getting the most up-to-date technologies to be able to adjust to the ‘new norm’.

The study recommends that to enable smooth collaboration across distant teams, bank
management should make investments in dependable video conferencing, project
management, and communication solutions. Bank management should set up flexible
work rules, such as flexible hours and remote work possibilities according to employment
titles and responsibilities, to meet the demands of staff members during the epidemic.
Additionally, in order to effectively support employees’ transition to remote work
environments, cybersecurity awareness and stress management strategies should be
promoted. Remote training sessions on best practices for remote work should also be devised
and provided. In addition, bank management have to provide specialized training courses to
improve staff members’ digital competencies, such as their ability to use banking software,
data analytics tools, and remote customer relationship management (CRM) systems.

Regular training sessions on compliance laws, risk management procedures, and fraud
prevention techniques should be held by bank management, with a focus on how crucial
they are in remote work environments. Employees should receive training on resilience-
building strategies, virtual team management, time management and effective
communication to help them succeed in demanding and remote work situations. In order
to improve operational effectiveness and customer experience, bank management should
expedite digital transformation initiatives like online account opening, digital payments,
AI-powered customer support, and automated loan processing. It is recommended to make
use of data analytics solutions to track the performance indicators of remote workers, spot
productivity snags, and offer tailored coaching and support when required. Bank
management should promote an innovative culture by encouraging staff members to
suggest and execute new ideas to streamline procedures, enhance services, and adjust to
changing customers’ needs.
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7. Theoretical and practical implications of the study
The two theories that informed the study were supported. For instance, the study concludes
that the banking industry adopts the work-from-home strategy, an accomplishment that was
lacking in the banking industry before the advent of the pandemic in Lagos, Nigeria.
Therefore, during the pandemic, engaging employees in training and development to adjust
to the new normal, acquiring and implementing cutting-edge technologies for upgrades, and
applying remote work all aided in fostering employee productivity.

The study supports the contingency theory by highlighting the need for adaptation in
response to changing circumstances initiated by the pandemic. Process improvement
strategies are required to be adaptable and quick to respond to the fresh challenges
influencing worker productivity during the pandemic. Bank mobile apps, debit card
transactions, the introduction of Automated Teller Machines (ATMs), and point of sale
terminals (POS) were upgraded, enhanced, or increased in usage in response to the unique
demands and requirements brought up by the pandemic. The use of Zoom/Microsoft Team to
facilitate virtual meetings and collaborate remote teams were other good examples.

The study offers useful information to policymakers and bank management regarding
strategies for process improvement that the banking industry can employ both during and
after the COVID-19 pandemic. Banks can streamline operations, and improve overall
employee productivity by identifying bottlenecks and inefficiencies in current processes and
improving on it. This can entail putting in place flexible work schedules and offering
assistance for working remotely because in times of uncertainty, flexibility is essential to
sustaining employee productivity. The study shows that technology affects bank employees’
productivity as the pandemic necessitates distant work and few in-person interactions.

Similarly, conclusions from this study might be utilized to identify programs for training
and upskilling on topics such as digital tool competence, compliance requirements, risk
management, and fraud prevention techniques, as well as best practices for remote work, to
fill certain gaps that were apparent during the pandemic. Put another way, banks should
invest in training programs to equip staff with the expertise to adjust to changing
circumstances, and dramatically enhance their business operations. In addition, the
implementation of PIS will result in a win-win situation by promoting a small workforce
on theworkplace grounds (physical office work), promoting social distancing, and preventing
the spread of the dreaded diseases that may be brought on by close personal contact among
the employees; at the same time enhancing employee productivity. Likewise, the study will
serve as a guide for strategies/interventions by the CEO/Head-HR of the banks in prioritizing
initiatives that enhance process efficiency, support remote work arrangements, invest in
employee training, and enable banks to stay competitive in a rapidly evolving landscape. Last
but not least, the studywill serve as a guide for students whomight want to conduct research
in similar endeavors in the future.

8. Suggestions for further research
There are a few promising areas for future research that are worth considering. Other such as
creativity, organizational culture, organizational climate, and other dispositional and
working environment elements that may influence employee productivity should be included
in future studies in order to have a more robust outcome. Aside from that, future research
should include respondents from various industries in order to obtain more precise results
that contribute to employee productivity in certain industries. In addition, future research
should investigate workforce training as a mediating variable since it was treated as an
independent variable in this study. This study is a cross-sectional study, and as such, the data
for this study were retrieved immediately after the pandemic (between 2021–2022). To detect
any possible changes or trends over time, data might be regularly collected after the
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pandemic to analyze the longitudinal impact of the pandemic on the variables examined in
this study. This would provide researchers a more thorough grasp of the pandemic’s long-
term effects on the variables under study and how those effects change over time.

References

Aboal, D. and Garda, P. (2016), “Technological and non-technological innovation and productivity in
services vis-�a-vis manufacturing sectors”, Economics of Innovation and New Technology, Vol. 25
No. 5, pp. 435-454, doi: 10.1080/10438599.2015.1073478.

Abubakar-Aliyu, A. and Tasmin, B.H. (2012), “The impact of information and communication
technology on banks’ performance and customer service delivery in the banking industry”,
International Journal of Finance, Insurance and Risk Management, Vol. 2 No. 1, pp. 80-90.

Aithal, P.S. (2023), “How to create business value through technological innovations using ICCT
underlying technologies”, International Journal of Applied Engineering and Management Letters
(IJAEML), Vol. 7 No. 2, pp. 232-292, doi: 10.47992/ijaeml.2581.7000.0184.

Ajakaiye, O., Jerome, A.T., Nabena, D. and Alaba, O.A. (2016), “Understanding the African lions-
growth traps and opportunities in six dominant African economies- understanding the
relationship between growth and employment in Nigeria”, available at: https://www.
africaportal.org/ (accessed 5 March 2021).

Al-Rawahi, M.H. (2022), “A research study on the impact of training and development on employee
performance during Covid-19 pandemic”, International Journal of Managerial Studies and
Research, Vol. 10 No. 7, pp. 1-10, doi: 10.20431/2349-0349.1007001.

Aman, M. and Miftah, B. (2021), “A transition of shared mobility in metro cities—a challenge post-
lockdown Covid-19”, in Agarwal, P., Nieto, J.J., Ruzhansky, M. and Torres, D.F.M. (Eds),
Analysis of Infectious Disease Problems (Covid-19) and Their Global Impact. Infosys Science
Foundation Series, Springer, Singapore.

Ametepe, P.K. and Onokala, U.C. (2023), “Leadership dynamics and Covid-19 crisis management in
Singapore: a contingency approach”, LBS Journal of Management and Research, Vol. 21 No. 1,
pp. 100-114, doi: 10.1108/LBSJMR-11-2022-0073.

Angioha, P.U., Enukoha, C.U., Agba, R.U. and Ikhizamah, G.U. (2020), “Information technology
predictor variables and employee productivity in commercial banks”, JINAV: Journal of
Information and Visualization, Vol. 1 No. 1, pp. 44-52, doi: 10.35877/454ri.jinav178.

Bernardin, C. (2007), “Hydrodynamics for a system of harmonic oscillators perturbed by a
conservative noise”, Stochastic Processes and their Applications, Vol. 117 No. 4, pp. 487-513, doi:
10.1016/j.spa.2006.08.006.

Bhatore, S., Mohan, L. and Reddy, Y.R. (2020), “Machine learning techniques for credit risk evaluation:
a systematic literature review”, Journal of Banking and Financial Technology, Vol. 4 No. 1,
pp. 111-138, doi: 10.1007/s42786-020-00020-3.

Bird, A. and Lehrman, W.G. (1993), “The effects of major information technology adoption in Japanese
corporations”, Japan and the World Economy, Vol. 5 No. 3, pp. 217-242, doi: 10.1016/0922-
1425(93)90012-s.

Brynjolfsson, E. and Hitt, L.M. (2003), “Computing productivity: firm-level evidence”, The Review of
Economics and Statistics, Vol. 85 No. 4, pp. 793-808, doi: 10.1162/003465303772815736.

Burnes, B. (2004), “Kurt Lewin and the planned approach to change: a re-appraisal”, Journal of
Management Studies, Vol. 41 No. 6, pp. 977-1002, doi: 10.1111/j.1467-6486.2004.00463.x.

Business Day (2022), “Nigeria’s banking sector contributes N168.4trn to GDP in 4 years”, available at:
https://businessday.ng/banking/articles/nigerias-banking-sector-contibutes-n168-4 (accessed 23
June 2023).

Chege, S.M., Wang, D. and Suntu, S.L. (2020), “Impact of information technology innovation on firm
performance in Kenya”, Information Technology for Development, Vol. 26 No. 2, pp. 316-345, doi:
10.1080/02681102.2019.1573717.

IIMTJM
1,2

280

https://doi.org/10.1080/10438599.2015.1073478
https://doi.org/10.47992/ijaeml.2581.7000.0184
https://www.africaportal.org/
https://www.africaportal.org/
https://doi.org/10.20431/2349-0349.1007001
https://doi.org/10.1108/LBSJMR-11-2022-0073
https://doi.org/10.35877/454ri.jinav178
https://doi.org/10.1016/j.spa.2006.08.006
https://doi.org/10.1007/s42786-020-00020-3
https://doi.org/10.1016/0922-1425(93)90012-s
https://doi.org/10.1016/0922-1425(93)90012-s
https://doi.org/10.1162/003465303772815736
https://doi.org/10.1111/j.1467-6486.2004.00463.x
https://businessday.ng/banking/articles/nigerias-banking-sector-contibutes-n168-4
https://doi.org/10.1080/02681102.2019.1573717


Chigbu, B.I. and Nekhwevha, F.H. (2021), “The future of work and uncertain labour alternatives as we
live through the industrial age of possible singularity: evidence from South Africa”, Technology
in Society, Vol. 67, pp. 1-9, doi: 10.1016/j.techsoc.2021.101715.

Climent, C., Mula, J. and Hern�andez, J.E. (2009), “Improving the business processes of a bank”,
Business Process Management Journal, Vol. 15 No. 2, pp. 201-224, doi: 10.1108/
14637150910949452.

Collins, J.H. (2009), “The benefits and limitations of telecommuting”, Defense AR Journal, Vol. 16 No. 1,
p. 55.

Coppersmith, K. (2019), How Technology Improves Workplace Productivity, Evaluating Organisational
Change and Employee Productivity in Nigeria: A Case Study of Union Bank, Plc, available at:
https://www.business2community.com/humanresources/

Darvishmotevali, M., Altinay, L. and K€oseoglu, M.A. (2020), “The link between environmental
uncertainty, organizational agility, and organizational creativity in the hotel industry”,
International Journal of Hospitality Management, Vol. 87, 102499, doi: 10.1016/j.ijhm.2020.
102499.

Davenport, T.H. (1993), Process Innovation: Reengineering Work through Information Technology,
Harvard Business Press, Boston.

Dingel, J.I. and Neiman, B. (2020), “How many jobs can be done at home?”, Journal of Public Economics,
Vol. 189, 104235, doi: 10.1016/j.jpubeco.2020.104235.

Drysdale, J., Casey, J. and Porter-Armstrong, A. (2008), “Effectiveness of training on the community
skills of children with intellectual disabilities”, Scandinavian Journal of Occupational Therapy,
Vol. 15 No. 4, pp. 247-255, doi: 10.1080/11038120802456136.

Ehigiator, B. (2017), The Service Sector in Nigeria: An Escalator for New Economic Growth, School of
Economic and Management, Lund University, Sweden.

Ellis, P.D. (2010), The Essential Guide to Effect Sizes: Statistical Power, Meta-Analysis, and the
Interpretation of Research Results, Cambridge University Press.

Endicott, J. and Nee, J. (1997), “Endicott Work Productivity Scale (EWPS): a new measure to assess
treatment effects”, Psychopharmacology Bulletin, Vol. 33 No. 1, pp. 13-16.

Farooq, R. and Sultana, A. (2022), “The potential impact of the COVID-19 pandemic on work from
home and employee productivity”, Measuring Business Excellence, Vol. 26 No. 3, pp. 308-325,
doi: 10.1108/mbe-12-2020-0173.

Field, A. (2017), Discovering Statistics Using IBM SPSS Statistics, 5th ed., sage, London.

Fonner, K.L. and Roloff, M.E. (2010), “Why teleworkers are more satisfied with their jobs than are
office-based workers: when less contact is beneficial”, Journal of Applied Communication
Research, Vol. 38 No. 4, pp. 336-361, doi: 10.1080/00909882.2010.513998.

Furnham, A. and Goodstein, I. (1997), “The organizational climate questionnaire”, Consulting, Vol. 2,
pp. 163-179.

Gajendran, R.S. and Harrison, D.A. (2007), “The good, the bad, and the unknown about
telecommuting: meta-analysis of psychological mediators and individual consequences”,
Journal of Applied Psychology, Vol. 92 No. 6, pp. 1524-1541, doi: 10.1037/0021-9010.92.6.1524.

Galanti, T., Guidetti, G., Mazzei, E., Zappal�a, S. and Toscano, F. (2021), “Work from home during the
COVID-19 outbreak: the impact on employees’ remote work productivity, engagement, and
stress”, Journal of Occupational and Environmental Medicine, Vol. 63 No. 7, pp. 426-432, doi: 10.
1097/jom.0000000000002236.

Ginsberg, A. and Venkatraman, N. (1985), “Contingency perspectives of organizational strategy: a
critical review of the empirical research”, Academy of Management Review, Vol. 10 No. 3,
pp. 421-434, doi: 10.2307/258125.

Gordon, R.A. (1968), “Issues in multiple regression”, American Journal of Sociology, Vol. 73 No. 5,
pp. 592-616, doi: 10.1086/224533.

IIMT Journal of
Management

281

https://doi.org/10.1016/j.techsoc.2021.101715
https://doi.org/10.1108/14637150910949452
https://doi.org/10.1108/14637150910949452
https://www.business2community.com/humanresources/
https://doi.org/10.1016/j.ijhm.2020.102499
https://doi.org/10.1016/j.ijhm.2020.102499
https://doi.org/10.1016/j.jpubeco.2020.104235
https://doi.org/10.1080/11038120802456136
https://doi.org/10.1108/mbe-12-2020-0173
https://doi.org/10.1080/00909882.2010.513998
https://doi.org/10.1037/0021-9010.92.6.1524
https://doi.org/10.1097/jom.0000000000002236
https://doi.org/10.1097/jom.0000000000002236
https://doi.org/10.2307/258125
https://doi.org/10.1086/224533


Grant, C.A., Wallace, L.M., Spurgeon, P.C., Tramontano, C. and Charalampous, M. (2019),
“Construction and initial validation of the E-Work Life Scale to measure remote e- working”,
Employee Relations, Vol. 41 No. 1, pp. 16-33, doi: 10.1108/er-09-2017-0229.

Green, J.P. (2008), Determining the Reliability and Validity of Service Quality Scores in a Public Library
Context: A Confirmatory Approach, Emerald Group Publishing, Bingley.

Gunasekaran, A., Yusuf, Y.Y., Adeleye, E.O. and Papadopoulos, T. (2018), “Agile manufacturing
practices: the role of big data and business analytics with multiple case studies”, International
Journal of Production Research, Vol. 56 Nos 1-2, pp. 385-397, doi: 10.1080/00207543.2017.
1395488.

Hammer, M., Champy, J. and Le Seac’h, M. (1993), Le Reengineering, Vol. 93, Dunod, Paris.

Hofer, C.W. (1990), “Toward a contingency theory of business strategy”, in Strategische
Unternehmungsplanung/Strategische Unternehmungsf€uhrung, Physica, Heidelberg, pp. 151-175.

Ibikunle, F. and James, O. (2012), “Impact of information technology on Nigeria banking industry: a
case study of Skye bank”, International Journal of Computing Academic Research (IJCAR),
Vol. 1 No. 1, pp. 25-35.

Igudia, P.O. (2021), “Evaluating organisational change and employee productivity in Nigeria: a case
study of Union Bank, Plc”, European Scientifc Journal (ESJ), Vol. 17 No. 19, pp. 208-229, doi: 10.
19044/esj.2021.v17n19p208.

Ilag, B.N. (2021), “Tools and technology for effective remote work”, International Journal of Computer
Applications, Vol. 174 No. 21, pp. 13-16, doi: 10.5120/ijca2021921109.

Jaiswal, A., Gupta, S. and Prasanna, S. (2022), “Theorizing employee stress, well-being, resilience and
boundary management in the context of forced work from home during COVID-19”, South
Asian Journal of Business and Management Cases, Vol. 11 No. 2, pp. 86-104, doi: 10.1177/
22779779221100281.

Jonathan, C. (2019), “Work never away from home: exploring the concept of work among home- based
workers”, Journal of Management and Development Studies, Vol. 8 No. 2, p. 1.

Kan, M. (2012), “The impact of training and motivation on performance of employees”, Institute of
Business Administration Review, Vol. 7 No. 2, pp. 84-95, doi: 10.54784/1990-6587.1205.

Katz, D. and Kahn, R.L. (1978), The Social Psychology of Organizations, Wiley, New York, Vol. 2, p. 528.

Khan, H.U., Ali, S. and Hongqi, L. (2018), “Impact of continuous improvement on organization
performance insight from Pakistan: an empirical study”, International Journal of Innovation,
Management and Technology, Vol. 9 No. 1, pp. 7-14, doi: 10.18178/ijimt.2018.9.1.779.

Kim, M.J., Chung, N., Lee, C.K. and Preis, M.W. (2015), “Motivations and use context in mobile tourism
shopping: applying contingency and task–technology fit theories”, International Journal of
Tourism Research, Vol. 17 No. 1, pp. 13-24, doi: 10.1002/jtr.1957.

Knight, G.P. (2018), “A survey of some important techniques and issues in multiple regression”, in
New Methods in Reading Comprehension Research, Routledge, pp. 13-30.

Korzeb, Z. and Niedzi�ołka, P. (2020), “Resistance of commercial banks to the crisis caused by the
COVID-19 pandemic: the case of Poland. Equilibrium”, Quarterly Journal of Economics and
Economic Policy, Vol. 15 No. 2, pp. 205-234.

Kulkarni, P., Appasaba, L.V. and Nishchitha, G.C. (2022), “The influence of COVID-19 on employee
ergonomics and employee engagement of banking employees”, Management Matters, Vol. 19
No. 1, pp. 13-29, doi: 10.1108/manm-12-2021-0009.

Lawrence, P.R. and Lorsch, J.W. (1967), “Differentiation and integration in complex organizations”,
Administrative Science Quarterly, Vol. 12, pp. 1-47, doi: 10.2307/2391211.

Marcu, M.R. (2021), “The impact of the COVID-19 pandemic on the banking sector”, Management
Dynamics in the Knowledge Economy, Vol. 9 No. 2, pp. 205-223, doi: 10.2478/mdke-2021-0015.

Mardikaningsih, R. and Putra, A.R. (2021), “Efforts to increase employee work productivity through
job satisfaction and job training”, Studi Ilmu Sosial Indonesia, Vol. 1 No. 1, pp. 51-64.

IIMTJM
1,2

282

https://doi.org/10.1108/er-09-2017-0229
https://doi.org/10.1080/00207543.2017.1395488
https://doi.org/10.1080/00207543.2017.1395488
https://doi.org/10.19044/esj.2021.v17n19p208
https://doi.org/10.19044/esj.2021.v17n19p208
https://doi.org/10.5120/ijca2021921109
https://doi.org/10.1177/22779779221100281
https://doi.org/10.1177/22779779221100281
https://doi.org/10.54784/1990-6587.1205
https://doi.org/10.18178/ijimt.2018.9.1.779
https://doi.org/10.1002/jtr.1957
https://doi.org/10.1108/manm-12-2021-0009
https://doi.org/10.2307/2391211
https://doi.org/10.2478/mdke-2021-0015


Masso, J. and Vahter, P. (2008), “Technological innovation and productivity in late-transition Estonia:
econometric evidence from innovation surveys”, The European Journal of Development
Research, Vol. 20 No. 2, pp. 240-261, doi: 10.1080/09578810802060751.

Montgomery, D.C., Peck, E.A. and Vining, G.G. (2021), Introduction to Linear Regression Analysis, John
Wiley & Sons, NJ.

Mukundi, J. and Waweru, S. (2016), Perception on Quarrying Activities and Post Quarried Land Use
along River Ndarugu, The 2015 JKUAT Scientific Conference, Kiambu County.

National Bureau of Statistics (2020), “Selected banking sector data: sectorial breakdown of credit,
repayment channels and staff strength”, Quarter three, 2020, pp. 1-48.

Neter, J., Wasserman, W. and Kutner, M.H. (1983), Applied Linear Regression Models, Richard D. Irwin,
Illinois.

Nganga, G.N. and Nyaga, J. (2022), “Continuous improvement practices and organizational
performance of large manufacturing companies in Kenya: a case study of Nairobi Bottlers
Limited”, International Academic Journal of Innovation, Leadership and Entrepreneurship,
Vol. 2 No. 3, pp. 411-169.

Nguyen, N.P. and Mogaji, E. (2022), “# BankFromHome: using advertisement campaigns to change
banking behaviour during the COVID-19 pandemic in an emerging economy”, in Marketing
Communications and Brand Development in Emerging Markets Volume II: Insights for a
Changing World, Springer International Publishing, Cham, pp. 83-108.

Nwaeke, L.I. and Obiekwe, O. (2017), “Impact of manpower training and development on
organizational productivity and performance: a theoretical review”, European Journal of
Business and Management, Vol. 9 No. 4, pp. 153-159.

Nwilu, O.M. and Wainaina, L. (2021), “Influence of process improvement on organizational
performance at Consolbase limited”, International Journal of Research and Innovation in
Social Science (IJRISS), Vol. 5 No. 4, pp. 193-197.

Ozili, P.K. (2020), “Covid-19 pandemic and economic crisis: the Nigerian experience and structural
causes”, Journal of Economic and Administrative Sciences, Vol. 37 No. 4, pp. 401-418, doi: 10.
1108/jeas-05-2020-0074.

Pallant, J.F. and Tennant, A. (2007), “An introduction to the Rasch measurement model: an example
using the Hospital Anxiety and Depression Scale (HADS)”, British Journal of Clinical
Psychology, Vol. 46 No. 1, pp. 1-18, doi: 10.1348/014466506x96931.

Pamidimukkala, A. and Kermanshachi, S. (2021), “Impact of Covid-19 on field and office workforce in
construction industry”, Project Leadership and Society, Vol. 2, 100018, doi: 10.1016/j.plas.2021.
100018.

PricewaterhouseCooper (2020), pwc.com, available at: Https://www.pwc.com/ng/en/assets/pdf/
managing-people-stakeholders-during-covid-19.pdf (accessed 21 February 2022).

Rakshit, D. and Paul, A., (2020), “Impact of COVID-19 on sectors of Indian economy and business
survival strategies”, SSRN 3620727, Vol. 10 No. 3, pp. 51-55, doi: 10.31033/ijemr.10.3.8.

Randhawa, J.S. and Ahuja, I.S. (2017), “5S–a quality improvement tool for sustainable performance:
literature review and directions”, International Journal of Quality and Reliability Management,
Vol. 34 No. 3, pp. 1-45, doi: 10.1108/ijqrm-03-2015-0045.

Rojon, C. and Saunders, M.N. (2012), “Formulating a convincing rationale for a research study”,
Coaching: An International Journal of Theory, Research and Practice, Vol. 5 No. 1, pp. 55-61, doi:
10.1080/17521882.2011.648335.

Ruxton, G.D. and Neuh€auser, M. (2010), “When should we use one-tailed hypothesis testing?”,Methods
in Ecology and Evolution, Vol. 1 No. 2, pp. 114-117, doi: 10.1111/j.2041-210x.2010.00014.x.

Saks, A.M. (2021), “Caring human resources management and employee engagement”, Human
Resource Management Review, Vol. 32 No. 3, 100835, doi: 10.1016/j.hrmr.2021.100835.

IIMT Journal of
Management

283

https://doi.org/10.1080/09578810802060751
https://doi.org/10.1108/jeas-05-2020-0074
https://doi.org/10.1108/jeas-05-2020-0074
https://doi.org/10.1348/014466506x96931
https://doi.org/10.1016/j.plas.2021.100018
https://doi.org/10.1016/j.plas.2021.100018
http://Https://www.pwc.com/ng/en/assets/pdf/managing-people-stakeholders-during-covid-19.pdf
http://Https://www.pwc.com/ng/en/assets/pdf/managing-people-stakeholders-during-covid-19.pdf
https://doi.org/10.31033/ijemr.10.3.8
https://doi.org/10.1108/ijqrm-03-2015-0045
https://doi.org/10.1080/17521882.2011.648335
https://doi.org/10.1111/j.2041-210x.2010.00014.x
https://doi.org/10.1016/j.hrmr.2021.100835


Saunders, M., Lewis, P. and Thornhill, A. (2009), Research Methods for Business Students, 5th ed.,
Prentice Hall, New Jersey.

Schoonhoven, C.B. (1981), “Problems with contingency theory: testing assumptions hidden within the
language of contingency” theory”, Administrative Science Quarterly, Vol. 26 No. 3, pp. 349-377,
doi: 10.2307/2392512.

Sekaran, U. and Bougie, R. (2010), Research Methods for Business: A Skill Building Approach, 5th ed.,
John Wiley and Sons, New Jersey.

Sharma, R. (2022), “A study on innovation in banking and its impact on customer satisfaction”,
Integrated Journal for Research in Arts and Humanities, Vol. 2 No. 3, pp. 67-72, doi: 10.55544/
ijrah.2.3.38.

Sohrabi, C., Mathew, G., Franchi, T., Kerwan, A., Griffin, M., Del Mundo, J.S.C., Agha, R. and Agha, M.
(2021), “Impact of the coronavirus (COVID-19) pandemic on scientific research and implications
for clinical academic training–a review”, International Journal of Surgery, Vol. 86, pp. 57-63, doi:
10.1016/j.ijsu.2020.12.008.

Soludo, C.C. (2006), “Can Nigeria be the China of Africa”, in Lecture Delivered at the Founders, Day of
the University of Benin, Nigeria, Vol. 23.

Tahir, K. (2021), “Impact of cognitive absorption on academic procrastination by considering the
mediating role of cyberloafing and moderating role of psychological capital”, (Doctoral
dissertation, CAPITAL UNIVERSITY).

Taser, D., Aydin, E., Torgaloz, A.O. and Rofcanin, Y. (2022), “An examination of remote e- working
and flow experience: the role of technostress and loneliness”, Computers in Human Behavior,
Vol. 127, 107020, doi: 10.1016/j.chb.2021.107020.

Usman, M., Cheng, J., Ghani, U., Gul, H. and Shah, W.U. (2021), “Social support and perceived
uncertainties during COVID-19: consequences for employees’ wellbeing”, Current Psychology,
Vol. 42, pp. 1-12, doi: 10.1007/s12144-021-02293-3.

Wilder-Smith, A. and Freedman, D.O. (2020), “Isolation, quarantine, social distancing and community
containment: pivotal role for old-style public health measures in the novel coronavirus (2019-
nCoV) outbreak”, Journal of Travel Medicine, Vol. 27 No. 2, pp. 1-4, doi: 10.1093/jtm/taaa020.

Wiradendi Wolor, C., Solikhah, S., Fidhyallah, N.F. and Lestari, D.P. (2020), “Effectiveness of
e-training, e-leadership, and work life balance on employee performance during COVID-19”,
Journal of Asian Finance, Economics and Business, Vol. 7 No. 10, pp. 443-450, doi: 10.13106/
jafeb.2020.vol7.no10.443.

Zaman, M., Novitasari, D., Goestjahjanti, F.S., Fahlevi, M., Nadeak, M., Fahmi, K., Setiawan, T. and
Asbari, M. (2020), “Effect of readiness to change and effectiveness of transformational
leadership on workers’ performance during Covid-19 pandemic”, Solid State Technology, Vol. 63
No. 1, pp. 185-200.

Zikmund, W.G. (2000), Business Research Methods, 6th ed., Harcourt, Texas.

Further reading

Chowdhury, M.Z.I. and Turin, T.C. (2020), “Variable selection strategies and its importance in clinical
prediction modelling”, Family medicine and community health, Vol. 8 No. 1, pp. 1-7, doi: 10.1136/
fmch-2019-000262.

Grunberg, S.M. (2007), “Antiemetic activity of corticosteroids in patients receiving cancer
chemotherapy: dosing, efficacy, and tolerability analysis”, Annals of Oncology, Vol. 18 No. 2,
pp. 233-240, doi: 10.1093/annonc/mdl347.

Islam, M.Z., Jasimuddin, S.M. and Hasan, I. (2015), “Organizational culture, structure, technology
infrastructure and knowledge sharing: empirical evidence from MNCs based in Malaysia”, Vine,
Vol. 45 No. 1, pp. 67-88, doi: 10.1108/vine-05-2014-0037.

IIMTJM
1,2

284

https://doi.org/10.2307/2392512
https://doi.org/10.55544/ijrah.2.3.38
https://doi.org/10.55544/ijrah.2.3.38
https://doi.org/10.1016/j.ijsu.2020.12.008
https://doi.org/10.1016/j.chb.2021.107020
https://doi.org/10.1007/s12144-021-02293-3
https://doi.org/10.1093/jtm/taaa020
https://doi.org/10.13106/jafeb.2020.vol7.no10.443
https://doi.org/10.13106/jafeb.2020.vol7.no10.443
https://doi.org/10.1136/fmch-2019-000262
https://doi.org/10.1136/fmch-2019-000262
https://doi.org/10.1093/annonc/mdl347
https://doi.org/10.1108/vine-05-2014-0037


Ritter, T. and Pedersen, C.L. (2020), “Analyzing the impact of the coronavirus crisis on business
models”, Industrial Marketing Management, Vol. 88, pp. 214-224, doi: 10.1016/j.indmarman.2020.
05.014.

Yin, S., Zhang, N. and Dong, H. (2020), “Preventing COVID-19 from the perspective of industrial
information integration: evaluation and continuous improvement of information networks for
sustainable epidemic prevention”, Journal of Industrial Information Integration, Vol. 19,
pp. 1-10, doi: 10.1016/j.jii.2020.100157.

Corresponding author
Paul Kojo Ametepe can be contacted at: aganatop@gmail.com

For instructions on how to order reprints of this article, please visit our website:
www.emeraldgrouppublishing.com/licensing/reprints.htm
Or contact us for further details: permissions@emeraldinsight.com

IIMT Journal of
Management

285

https://doi.org/10.1016/j.indmarman.2020.05.014
https://doi.org/10.1016/j.indmarman.2020.05.014
https://doi.org/10.1016/j.jii.2020.100157
mailto:aganatop@gmail.com

	Process improvement strategy (PIS) and employee productivity amid COVID-19 pandemic among bank employees
	Introduction
	Review of literature
	Theoretical framework
	Business Process Reengineering (BPR)
	Contingency Theory of Management

	The conceptual framework
	Employee productivity amid Covid-19 pandemic
	Process improvement strategy
	Remote work and employee productivity amid Covid-19 pandemic
	Workforce training and employee productivity amid COVID-19 pandemic
	Technological innovation and employee productivity amid Covid-19 pandemic


	Conceptual model for the study

	Methods
	Research design
	Population and sample of the study
	Research instruments
	Validity and reliability of instrument
	Data capture and data analysis

	Results and interpretations
	Correlation among the study variables
	Data analysis and test of hypotheses

	Discussions
	Conclusion and recommendations
	Theoretical and practical implications of the study
	Suggestions for further research
	References
	Further reading


