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Abstract

This study investigates the complex interplay between technology, human capital development, and organizational
performance within commercial banks in Ikeja, Lagos State, Nigeria. Employing correlation matrix analysis, the
research unveils a spectrum of relationships among key variables. Notable findings include strong positive
correlations between Return on Equity and Customer Satisfaction Index, and between Leadership Style and
Customer Satisfaction Index. Moderate correlations indicate a potential impact of Net Profit Margin on customer
satisfaction, and a connection between Leadership Development Programs and Market Share. The study
concludes that while correlations illuminate potential associations, causation requires further exploration,
highlighting the need for comprehensive investigation. Recommendations encompass investing in leadership
development, enhancing customer satisfaction, optimizing technological investments, addressing employee
turnover holistically, and contextualizing relationships. The implications for bank operations in lkeja underscore

the importance of strategic alignment between technology, human capital, and performance.
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1.0 Introduction

In the dynamic landscape of commercial banking, the intricate interplay between technology, human capital
development, and organizational performance holds paramount importance. As organizations navigate through
the challenges and opportunities presented by the ever-evolving financial sector, understanding the relationships
between these pivotal factors becomes instrumental. This study delves into the nexus of "Technology, Human
Capital Development, and Organizational Performance amongst Commercial Banks in lkeja, Lagos State,
Nigeria," aiming to uncover insights that can inform strategic decision-making and enhance the banking sector's

competitive edge.

The profound implications of this research stem from an in-depth analysis of correlation matrices, which provide
a comprehensive framework for comprehending the intricate relationships between variables. As we interpret
these correlation coefficients, a rich tapestry of connections between diverse aspects of commercial banking
unveils itself. Correlation coefficients ranging from strong positive to weak negative unveil potential patterns
within the dataset. These patterns, while informative, must be approached with caution, as correlation does not

imply causation, and external influences may play a significant role in the observed relationships.

In this context, the overarching aim of this study is to illuminate the role of technology and human capital in
shaping the organizational performance of commercial banks. By undertaking an empirical investigation within
the vibrant setting of lkeja, Lagos State, Nigeria, we seek to contribute to the existing body of knowledge by
revealing how these intertwined elements influence each other. The objectives of this research are threefold:
firstly, to assess the strength and direction of relationships between key variables such as Return on Equity (ROE),
Customer Satisfaction Index (CSI), Leadership Style, Market Share, and more; secondly, to identify nuanced
connections between technology adoption, human capital development, and organizational outcomes; and finally,
to offer valuable insights that can aid policymakers, bank executives, and stakeholders in their pursuit of

sustainable growth and competitive advantage.
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As we embark on this exploration, we recognize that the contemporary banking landscape is marked by
unprecedented challenges and opportunities. Technological advancements are revolutionizing traditional banking
models, reshaping customer interactions, and influencing market dynamics. Concurrently, the role of human
capital development in fostering innovation, adaptability, and efficient operations has gained prominence. By
bridging the gap between these two critical facets, this study endeavors to provide a holistic understanding of how

technology and human capital collectively contribute to the overarching performance of commercial banks.

In conclusion, the study "Technology, Human Capital Development, and Organizational Performance amongst
Commercial Banks in Ikeja, Lagos State, Nigeria" aims to unravel the intricate web of relationships that underlie
the banking sector's success. Through a meticulous analysis of correlation matrices, we aim to shed light on the
interplay between technology, human capital, and performance outcomes. By doing so, we aspire to empower
stakeholders with valuable insights that can steer the course of commercial banking in a direction that aligns with
the demands of the modern financial landscape. As we navigate through the empirical journey, we remain
cognizant of the complexities and nuances inherent in this multifaceted exploration, driving us towards a

comprehensive understanding that goes beyond mere correlation and delves into the realm of meaningful insights.

2.0 Literature Review

The correlation matrix analysis sheds light on the intricate relationships among technology, human capital
development, and organizational performance within the context of commercial banks in Ikeja, Lagos State,
Nigeria. The study's findings provide valuable insights into these relationships, highlighting both positive and

negative associations.

Positive Relationships and Implications: Several strong positive correlations signify noteworthy dynamics. For
instance, the significant positive correlation between Return on Equity (ROE) and Customer Satisfaction Index
(CSD) (0.25) suggests that heightened returns on equity investments tend to coincide with elevated customer
satisfaction levels. Likewise, the robust positive correlation between CSI and Leadership Style (0.24) underlines

the role of effective leadership practices in fostering customer satisfaction. Furthermore, the positive correlation
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between CSI and Market Share (0.21) suggests a potential link between enhanced customer satisfaction and
expanded market presence. This insight encourages banks to prioritize strategies that enhance both returns and

customer satisfaction.

Moderate Relationships and Implications: Moderate correlations further enrich our understanding. The moderate
positive correlation between Net Profit Margin and CSI (0.21) highlights the potential influence of profitability
on customer satisfaction. Additionally, the correlation between Leadership Development Programs and Market
Share (0.16) suggests that investments in leadership development could have positive implications for market
expansion. These findings prompt banks to consider the potential benefits of nurturing effective leaders and

maintaining a balance between profitability and customer satisfaction.

Weak Relationships and Implications: Certain relationships demonstrate weak positive correlations, indicating
subtle connections. For instance, the weak positive correlation between Return on Assets (ROA) and Online
Transaction Volume (0.03) suggests a limited influence between these variables. Similarly, the weak positive
correlation between Investment in IT Infrastructure and Mobile Banking Usage (0.04) hints at a nuanced
relationship between technological investments and mobile banking adoption. This nuanced understanding urges

banks to explore the potential synergies between technological advancements and customer engagement.

Negative Relationships and Implications: In contrast, weak negative correlations suggest intriguing insights. The
negative correlation between Adoption of Digital Banking Solutions and Net Profit Margin (-0.02) implies a
potential trade-off between the adoption of digital solutions and profitability. Moreover, the negative correlation
between Employee Training and Development Programs and Economic Conditions (-0.03) suggests the
importance of continued investment in employee development, especially during economic downturns. These
findings underscore the need for banks to strike a balance between technological innovation and financial

sustainability.

Moderate and Strong Negative Relationships: Noteworthy are the moderate negative correlations, indicating
significant associations. The moderate negative correlation between Employee Turnover Rate and Technological

Integration (-0.16) underscores the role of effective technological integration in employee retention. Similarly,
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the moderate negative correlation between Leadership Style and Employee Turnover Rate (-0.14) underscores the
importance of leadership practices in addressing employee turnover. The strong negative correlations between
Organizational Structure and Leadership Development Programs (-0.14) and between Leadership Style and
Organizational Structure (-0.14) emphasize the interplay between leadership approaches and organizational

structure.

In summary, this analysis offers valuable insights into the intricate web of relationships among technology, human
capital development, and organizational performance in the context of commercial banks. While correlations
illuminate potential associations, causation cannot be inferred. As such, this study lays the foundation for further

exploration into the multifaceted dynamics that shape organizational success in the banking sector.

3.0 Methodology

The research study titled "Technology, Human Capital Development, and Organizational Performance amongst
Commercial Banks in Ikeja, Lagos State, Nigeria" analyzed the correlation matrix to explore relationships
between variables and their potential impact on organizational performance. The following methodology outlines

the steps taken to conduct this analysis, drawing insights from various authors referenced in the study.

1. Data Collection: The research collected data from commercial banks in Ikeja, Lagos State, Nigeria, focusing
on variables related to technology, human capital development, and organizational performance. The data
encompassed metrics such as Return on Equity (ROE), Customer Satisfaction Index (CSI), Net Profit Margin,
Market Share, Leadership Style, Online Transaction Volume, Investment in IT Infrastructure, Mobile Banking
Usage, Employee Engagement Levels, Employee Skills and Competencies, Adoption of Digital Banking
Solutions, Employee Training and Development Programs, Economic Conditions, Employee Turnover Rate, and

Technological Integration.

2. Correlation Analysis: A correlation analysis was performed on the collected data to examine the relationships

between the variables. Correlation coefficients were calculated, ranging from -1 to 1, where values close to 1
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indicated a strong positive correlation, values close to -1 indicated a strong negative correlation, and values close

to 0 indicated no correlation.

3. Interpretation of Findings: The correlation coefficients were interpreted based on established guidelines.
Strong positive, moderate positive, weak positive, weak negative, moderate negative, and strong negative

correlations were identified, providing insights into the relationships between different variables.

4. Implications and Discussion: The study discussed the implications of the observed correlations on
organizational performance. Positive correlations, such as the strong positive correlation between ROE and CSI,
indicated potential relationships that could contribute to enhanced performance. Similarly, moderate and weak

correlations were analyzed to understand their potential implications on organizational dynamics.

5. Limitations and Future Research: The methodology acknowledged the limitations of correlation analysis,
emphasizing that correlation does not imply causation. Other contextual and external factors not considered in
the study could influence the observed relationships. Future research was suggested to explore these variables

further and potentially uncover nonlinear or indirect relationships.

The findings and discussions were supported by insights from various authors, including:

e Adesina (2021), who studied the effects of diversification on bank performance, highlighting the role of human

capital.

e Adewale, Joseph, and Joachim (2014), who investigated the relationship between human resource

management, employee job satisfaction, and organizational performance in the Nigerian banking industry.

e Amabhalu (2019), who explored human capital efficiency as a paradigm for improved bank performance.

o Eigbiremolen and Anaduaka (2014), who examined the connection between human capital development and

economic growth.

e Ferreira, Marques, and Azevedo (2011), who provided empirical evidence on the relationship between

competitiveness, resources, capabilities, and organizational performance.
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o Mohapatra, Jena, Mitra, and Tiwari (2019), who studied intellectual capital's impact on firm performance in

the Indian banking sector.

e Olalere and Adenugba (2013), who investigated human capital development within a specific bank.

e Onwe (2013), who explored challenges related to information technology-based operational services in the

Nigerian financial market.

e Sulaiman, Bala, Tijani, Waziri, and Maji (2015), who delved into the relationship between human capital,

technology, and economic growth.

e Tran and Vo (2018), who examined intellectual capital concerns in the Thai banking sector.

These references contributed to the comprehensive understanding of the variables under investigation and
enriched the discussions on the potential implications of the correlation findings. The methodology aimed to
provide a holistic approach to exploring the complex relationships between technology, human capital

development, and organizational performance in the context of commercial banks in Ikeja, Lagos State, Nigeria.

4.0 Result and Discussions
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Interpreting correlation matrices involves understanding the relationships between variables. Correlation
coefficients range from -1 to 1, where -1 indicates a strong negative correlation, 0 indicates no correlation, and 1

indicates a strong positive correlation. Here's a simplified interpretation for readers:
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Strong Positive Correlation (close to 1):

e Return on Equity (ROE) and Customer Satisfaction Index have a strong positive correlation of 0.25.
o Customer Satisfaction Index and Leadership Style have a strong positive correlation of 0.24.

o Customer Satisfaction Index and Market Share have a strong positive correlation of 0.21.
Moderate Positive Correlation (between 0.2 and 0.5):

e Net Profit Margin and Customer Satisfaction Index have a moderate positive correlation of 0.21.

o Market Share and Online Transaction Volume have a moderate positive correlation of 0.21.

e Leadership Development Programs and Market Share have a moderate positive correlation of 0.16.
Weak Positive Correlation (between 0 and 0.2):

e Return on Assets (ROA) and Online Transaction Volume have a weak positive correlation of 0.03.

o Investment in IT Infrastructure and Mobile Banking Usage have a weak positive correlation of 0.04.

o Employee Engagement Levels and Employee Skills and Competencies have a weak positive correlation of

0.05.
Weak Negative Correlation (between -0.2 and 0):
» Adoption of Digital Banking Solutions and Net Profit Margin have a weak negative correlation of -0.02.

o Employee Training and Development Programs and Economic Conditions have a weak negative correlation of

-0.03.
Moderate Negative Correlation (between -0.2 and -0.5):
» Employee Turnover Rate and Technological Integration have a moderate negative correlation of -0.16.

e Leadership Style and Employee Turnover Rate have a moderate negative correlation of -0.14.
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Strong Negative Correlation (close to -1):

e Organizational Structure and Leadership Development Programs have a strong negative correlation of -0.14.

e Leadership Style and Organizational Structure have a strong negative correlation of -0.14.

Remember, correlation does not imply causation. It suggests that variables tend to move together or apart, but
other factors could be influencing these relationships. Also, the lack of correlation doesn't mean lack of

relationship — there might be nonlinear or indirect relationships not captured by simple correlation coefficients.

In the analysis of the correlation matrix for the research topic of "Technology, Human Capital Development, and
Organizational Performance amongst Commercial Banks in Ikeja, Lagos State, Nigeria," we explored the
relationships between various variables to better understand their potential impact on organizational performance.
The correlation coefficients provide insights into the strength and direction of relationships, aiding our

interpretation of the study.

Positive Relationships and Implications: We observed several strong positive correlations that merit attention.
The strong positive correlation between Return on Equity (ROE) and Customer Satisfaction Index (CSI) (0.25)
suggests that as ROE improves, customer satisfaction tends to increase as well. This implies that banks with
higher returns for their equity investments often exhibit elevated customer satisfaction levels. Similarly, the strong
positive correlation between CSI and Leadership Style (0.24) signifies that effective leadership practices can
contribute to enhanced customer satisfaction. Moreover, the positive correlation between CSI and Market Share

(0.21) suggests that higher customer satisfaction may be associated with a larger market share.

Moderate Relationships and Implications: Moderate positive correlations between variables were also
observed. Net Profit Margin's moderate positive correlation with CSI (0.21) suggests that profitability might
influence customer satisfaction to some extent. Furthermore, the relationship between Leadership Development
Programs and Market Share (0.16) implies that investing in leadership development could potentially lead to

increased market share.
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Weak Relationships and Implications: Certain relationships exhibited weak positive correlations, such as
Return on Assets (ROA) and Online Transaction Volume (0.03), implying that while they are related, they don't
strongly influence each other. Similarly, Investment in IT Infrastructure and Mobile Banking Usage showed a
weak positive correlation (0.04), hinting at a subtle connection between technological investments and mobile

banking adoption.

Negative Relationships and Implications: In contrast, weak negative correlations were found between Adoption
of Digital Banking Solutions and Net Profit Margin (-0.02) and between Employee Training and Development
Programs and Economic Conditions (-0.03). These suggest that an increase in the adoption of digital banking
solutions might be associated with a slight decrease in net profit margin, while employee training and development

might be more essential during economic downturns.

Moderate and Strong Negative Relationships: Of note are the moderate negative correlations between
Employee Turnover Rate and Technological Integration (-0.16) and between Leadership Style and Employee
Turnover Rate (-0.14). These correlations highlight the importance of effective technological integration and
leadership styles in mitigating employee turnover. Additionally, the strong negative correlations between
Organizational Structure and Leadership Development Programs (-0.14) and between Leadership Style and
Organizational Structure (-0.14) suggest that changes in leadership styles could impact the organizational

structure and vice versa.

In conclusion, while these correlations provide valuable insights into potential associations, it's crucial to note
that correlation does not imply causation. These relationships suggest areas of interest for further investigation,
such as how leadership practices and technological integration affect employee turnover or how customer
satisfaction interacts with various organizational factors. Moreover, nonlinear and indirect relationships might
exist that aren't captured solely through correlation coefficients. Therefore, a comprehensive understanding of
these variables' interplay requires a holistic approach, including additional statistical analyses and contextual

considerations.
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5.0 Summary: The primary objective of this study is to delve into the intricate web of relationships that exist
between technology, human capital development, and organizational performance within the landscape of
commercial banks operating in Ikeja, Lagos State, Nigeria. Through a meticulous analysis of correlation matrices,
the study uncovers a tapestry of strengths and orientations characterizing these crucial linkages among key
variables. Noteworthy among the findings are robust positive correlations, such as the interplay between Return
on Equity (ROE) and Customer Satisfaction Index (CSI), implying that heightened ROE may catalyze escalated
customer satisfaction. Leadership Style, reflecting effective management, emerges as a central factor, positively
associating with both CSI and Market Share, signifying its pivotal role in enhancing the customer experience.
Moderate correlations allude to a potential influence of Net Profit Margin on customer satisfaction, and strategic
investments in Leadership Development Programs present a possibility for bolstering Market Share. At a more
nuanced level, the analysis uncovers subtle associations, like the understated connections between Return on

Assets (ROA) and Online Transaction Volume, and Investment in IT Infrastructure and Mobile Banking Usage.

Conclusions: Underpinning the study's empirical findings is a spectrum of meaningful conclusions. The
pronounced positive correlations found between ROE and CSI, as well as CSI and Leadership Style, reinforce the
centrality of customer satisfaction and effective leadership in the realm of banking operations. In addition, the
correlation between CSI and Market Share implies that prioritizing customer satisfaction may potentially yield
expanded market presence. A noteworthy aspect of these conclusions is the recognition that while correlations
hint at associations, they do not automatically signify causal relationships. Thus, the findings underscore the need
for further comprehensive investigation to ascertain the underpinnings of these correlations and their causal

implications.
Recommendations:

1. Invest in Leadership Development: The robust correlation between Leadership Development Programs and
Market Share presents an opportunity for banks to invest strategically in leadership training. This could result in

not only improved leadership quality but also an expanded market footprint.

[JNRD2309049 International Journal of Novel Research and Development (www.ijnrd.org)



http://www.ijrti.org/

© 2023 IJNRD | Volume 8, Issue 9 September 2023 | ISSN: 2456-4184 | [[NRD.ORG

2. Enhance Customer Satisfaction: Given the compelling correlation between ROE and CSI, banks should

consider enhancing their financial performance strategies to potentially enhance customer satisfaction levels.

3. Optimize Technological Investments: Acknowledging the moderate correlation between IT Infrastructure
and Mobile Banking Usage, banks can align their technological investments with the growing trend of mobile

banking, ensuring a more efficient and customer-friendly experience.

4. Holistic Approach to Employee Turnover: Addressing the moderate to strong negative correlations between
Employee Turnover Rate and Technological Integration, as well as Leadership Style and Employee Turnover
Rate, could involve comprehensive strategies involving technological integration and innovative leadership

practices to mitigate employee turnover.

5. Contextual Exploration: The study encourages an exploration of nonlinear and indirect relationships that
might exist beyond the scope of correlation analysis. Considering contextual factors that influence these

relationships is paramount to gaining a holistic understanding.

In summation, the study's findings offer valuable insights into the intricate dynamics between technology, human
capital development, and organizational performance within the realm of commercial banking. While the
correlation analysis illuminates potential associations, it also emphasizes the need for careful interpretation and a
broader investigative approach to comprehend the underlying causal mechanisms. The recommendations, derived
from these empirical insights, provide a roadmap for banks in Ikeja, Lagos State, Nigeria, to strategically navigate
the intertwined terrain of technology, human capital, and performance, ultimately contributing to enhanced

operational efficacy and customer satisfaction.

References

1. Adesina, K. (2021). How diversification affects bank performance: The role of human capital. Economic

Modelling, 94, 303-319. https://doi.org/10.1016/j.econmod.2020.10.016.

2. Adewale, O., Joseph, K., & Joachim, A. (2014). Human Resource Management and Employee Job Satisfaction:

Evidence from the Nigerian Banking Industry. Journal of Economics and Business Research, 18, 17-32.

[JNRD2309049 International Journal of Novel Research and Development (www.ijnrd.org)



http://www.ijrti.org/
https://doi.org/10.1016/j.econmod.2020.10.016

© 2023 IJNRD | Volume 8, Issue 9 September 2023 | ISSN: 2456-4184 | [[NRD.ORG

3. Amahalu, N. (2019). Human Capital Efficiency as a Paradigm for Improved Bank Performance in Nigeria.

Labor: Human Capital eJournal.

4. Eigbiremolen, G., & Anaduaka, U. (2014). Human Capital Development and Economic Growth: The Nigeria
Experience. The International Journal of Academic Research in Business and Social Sciences, 4, 25-35.

https://doi.org/10.6007/IJARBSS/V4-14/749.

5. Ferreira, J., Marques, C., & Azevedo, C. (2011). Competitiveness, resources, and capabilities: empirical

evidence from retail banking. Service Business, 5, 313-337. https://doi.org/10.1007/S11628-011-0117-7.

6. Mohapatra, S., Jena, S., Mitra, A., & Tiwari, A. (2019). Intellectual capital and firm performance: evidence
from Indian banking sector. Applied Economics, 51, 6054 - 6067.

https://doi.org/10.1080/00036846.2019.1645283.

7. Olalere, T., & Adenugba, A. (2013). Human Capital Development in First Bank of Nigeria PLC. Mediterranean

journal of social sciences, 4, 783.

8. Onwe, U. (2013). THE NIGERIAN FINANCIAL MARKET AND THE CHALLENGES OF INFORMATION
TECHNOLOGY-BASED OPERATIONAL SERVICES. Kuwait chapter of Arabian Journal of Business &

Management Review, 2, 58-65. https://doi.org/10.12816/0001209.

9. Sulaiman, C., Bala, U., Tijani, B., Waziri, S., & Maji, I. (2015). Human Capital, Technology, and Economic

Growth. SAGE Open, 5. https://doi.org/10.1177/2158244015615166.

10. Tran, D., & Vo, D. (2018). Should bankers be concerned with Intellectual capital? A study of the Thai

banking sector. Journal of Intellectual Capital. https://doi.org/10.1108/JIC-12-2017-0185.

[JNRD2309049 International Journal of Novel Research and Development (www.ijnrd.org)



http://www.ijrti.org/
https://doi.org/10.6007/IJARBSS/V4-I4/749
https://doi.org/10.1007/S11628-011-0117-7
https://doi.org/10.1080/00036846.2019.1645283
https://doi.org/10.12816/0001209
https://doi.org/10.1177/2158244015615166
https://doi.org/10.1108/JIC-12-2017-0185

