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Abstract 

This study examined the 

impact of organizational 

structure on 

performance of deposit 

money banks in 

Umuahia North L.G.A. 

Having analyzed the 

distributed 150 

questionnaire to staff of 

deposit money banks in 

Umuahia North 

L.G.A.,.descriptive 

survey approach was 

adopted and analyzed 

using regressions and 

correlations with the 

help of SPSS version 

22.0. the  findings of the 

study include: i) there is 

significant effect of 
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organizational structure 

and customer 

satisfaction of deposit 

money banks ii)there is 

significant effect of 

organizational structure 

and productivity of 

deposit money banks. 

The study recommended 

that; i) Managers should 

ensure a friendly work 

environment between 

them and the employees 

of the organization, for 

better performance ii) 

Management should 

improve the ICT settings 

of the organization for 

organizational 

effectiveness. 

 

rules and regulations, organization structure and determined objectives and 

policies among other characteristics, or in a relaxed and less formalized structure 

respectively. All these structures determine how a firm handles its strategic 

knowledge capability agenda. 

Culture of the organization plays a key role in determining a structure that would 

suit it.. The organization stance towards participation and risk-taking will have 

an impact on the decision pertaining to number of levels and delegation of 

authority. Congruence between culture and structure is important.Organizations 

use various structural alternatives to help them achieve their purpose and goals. 

It is not possible tosee the internal structure of an organization the way we might 

see its manufacturing tools, offices or products.Although we might see employees 

going about their duties, performing different tasks, and working in all different 

locations but to understand the structure is a really a complex process. Nearly 

every firm needs to undergo structural reorganization at some point to help meet 

new challenges. Structural changes are needed to reflect new strategies or 

respond to changes in other contingency factors for example environment, 

technology, size and life cycle and culture. 

Modern businesses and companies are exposed to challenges posted by an 

unpredictable and complex competitive environment. The globalized business 

environment is characterized by changed business conditions, market 

liberalization, high production costs, improved information and communication 

technology, flexible organizational structures of companies and increasing 

partnership development (Jelenic, 2011). This means that competition has 

grown stiff and companies are left with few aspects of their firms that they can 

effectively compete on. In this world of demanding business, an organization’s 

competitive edge almost wholly depends on how well it can manage and deploy 

its corporate assets (Tanaji, 2012). These assets can be categorized into tangible 

and intangible assets. Traditionally, tangible assets like plant, equipment, 

inventory and financial capital were considered the most fundamental corporate 

assets. 
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The Nigerian banking sector has witnessed remarkable transformationsin the 

last two decades. The fragility of the sector in the 1990s andearly 2000, with most 

banks poorly capitalized, manifested in theinability of most banks to support 

capital intensive developmentalprojects. Most of them were vulnerable to 

distress with any slightestloan default. This led Central Bank of Nigeria (CBN) to 

embark onthe policy regime to shore up the capital base of Nigerian banks inwhat 

is generally regarded as Bank Consolidation in 2004. This movepruned down the 

banks through mergers and acquisitions and in somecases, outright liquidation 

from 89 to 25(Oladepo, 2010). The breath offresh air in the sector as a result of 

Consolidation was short-lived. Theglobal economic crisis of 2007-2009 which led 

to the withdrawal offoreign capital from the economy that supported the 

consolidation programme and worse still, most of the loans that were used to 

financecapital market transactions turned bad. All these pressures made most of 

the banks and the regulatory agencies to devise coping strategieswith varying 

degrees of stress to the economy. With fall in profitabilityand returns, banks 

resorted to massive downsizing of personnel,constrained loans and advances, 

shrunk employee welfare andembargo on employment of new staff (Somoye, 

2006), Expectedly, the above precipitate factors have drawn the attention of 

scholars toembark on studies to provide explanation as to why things are the 

waythey are with the Nigerian banks. 

Organizational design is the choice of appropriate structure for the organization. 

Some corporate managers often do not critically align the structure of the firm 

with its nature and scope. This non-alignmentmakes the mechanism for 

corporate effort and desired organizational performance difficult to be 

actualized. In a state where no one is givenorder in that chain of command creates 

a situation of ineffectiveleadership, conflict role overlap (Dalton et al., 1980). 

Employees’morale is thus affected in such an organization leading to high labour 

turnover which is unhealthy for the growth of the firm. Labour turnover is often 

seen as the flow of manpower into and out of anorganization, in which the inflow 

is referred to as accession and theoutflow as separation hence seen as one of the 

unorganized forms ofindustrial conflict in which employees usually retreat 

fromunsatisfactory situations. Previous studies have provided manyimportant 

insights on what is the relationship between structure andperformance. Specific 

works on Nigeria explored mostly howindependent variables such as 

globalization, credit risks and ownershipstructure affects performance. There is 

gap on the place oforganizational structure on banks performance in Nigeria. It 

is this gapthat this study seeks to fill.  
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Statement of the Problem  

For the past years, businesses operated in a way reminiscent of the industrial era. 

This is a period when the attitude of the manufacturer was that any goods they 

manufactured would find customers and indeed, they did. The situation is the 

same in the service sector. In the banking sector, banks were the stone and 

mortar structures where all bank employees reported for work in the morning 

and sat in there all day waiting for customers to go to them for the services they 

had to offer. However, the knowledge era is now transforming the rules of 

business (Saint-Ongeand Wallace, 2012). Goods are just not produced, the 

manufacturer must have the knowledge of what the customer needs now, and 

how these needs are going to change over time in order to remain relevant. 

Bankers are now out in the field, practically ‘hawking’ bank services and products 

to both existing and prospective bank customers.  

In the business context of the knowledge era, the globalization of capital and its 

greater availability through a variety of channels, lack of funds is no longer a 

bottleneck to growth and sustainability. Most businesses possess sufficient 

capital, and those that may have a constraint, there are numerous sources from 

where they can acquire this capital. However, there are too few opportunities to 

which to apply the capital available, and at the yield levels expected by investors. 

This means that the new bottleneck in business is the capabilities required to 

create new opportunities to which this financial capital can be applied (Saint-

Ongeand Armstrong, 2004). These capabilities come from the knowledge that a 

firm possesses and how the firm develops the ability to use it. The principal cause, 

therefore, for increasing concern with knowledge and knowledge management is 

the idea that knowledge and its application are the means by which creativity can 

be promoted (Nonaka andNishiguchi, 2000), innovation facilitated (von Krogh, 

Ichijo and Nonaka, 2000), and competencies pulled in such a way as to advance 

overall organizational performance whether in the public, private or not-for-prof 

it sectors (Pitt and Clarke, 1999). As a result, knowledge capabilities must now 

move to the centre of the organization’s strategic planning framework.  

The banking sector in Nigeria is one of the most profitable sectors in the country. 

Total profits for the sector show a growing trend. While many individual banks 

make large profits, some make large losses running into hundreds of millions of 

shillings. All the banks operating in the sector do so because they have a customer 

base. Furthermore, the country still has a large population of unbanked citizens 

from whom these banks can acquire more customers. However, for them to 

acquire these customers, the banks must possess the knowledge capability to 

attract them. Do they possess the strategic knowledge capability to give them a 
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sustainable competitive advantage? How do the profitable banks develop this 

needed capability? A close look at the performance in the sector over the last ten 

years shows that the champions of previous years are currently trailing those 

they never thought were a threat. Ning, Fan and Feng (2006) in their conference 

paper on capability concluded that there are few empirical studies on the 

relationship between knowledge capability and organization performance. The 

aim of this research therefore, is to help fill this gap, and find out how 

organizational structure affects the performance of deposit money banks.. 

 

Objectives of the Study  

The main objective of this research was to examine the impact of organizational 

structure on performance of deposit money banks in Umuahia North L.G.A. Hence 

the specific objectives are as follows. To; 

i. Determine the impact of organizational structure on market share of First 

bank and Access Bank  

ii. Examine the impact of organizational structure on level of customer 

satisfaction of First bank and Access bank 

iii. Evaluate the impact of organizational structure on productivity of First 

bank and Access bank 

iv. Ascertain the effect of organizational structure on profitability of First 

bank and Access bank 

 

Research Questions 

The following research questions were thus formulated 

i. What are the impact of organizational structure on market share of First 

bank and Access Bank? 

ii. What are the impact of organizational structure on level of customer 

satisfaction of First bank and Access bank? 

v. What are the impact of organizational structure on productivity of First 

bank and Access bank 

vi. What are the effect of organizational structure on profitability of First 

bank and Access bank 

 

Research Hypotheses  

The following two hypotheses were formulated to help accomplish the objectives 

of the study;  

H01:Organizational structure has no positive and significant effect on the market 

share of First bank and Access bank 
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H02: Organizational structure has no positive and significant effect on the level of 

customer satisfaction of First bank and Access bank 

H03:Organizational structure has no positive and significant effect on 

productivity of First bank and Access bank 

H04:Organizational structure has no positive and significant effect on 

profitability of First bank and Access bank 

 

REVIEW OF RELATED LITERATURE 

Conceptual Framework 

Organizational Structure  

Organizational structure here refers to both physical and non-physical divisions 

and barriers between employees in the organization that determine the flow of 

knowledge. This is both in terms of size of teams of employees working together 

and their geographical dispersion. This structure can either be centralized or 

decentralized. A centralized organizational structure is a setup in which 

employees sitting in one place work as a team. A decentralized one is one in which 

employees sit at different locations. Within the two, the structure could also be 

defined as formal or informal, where employees operate within well-defined 

rules and regulations, organization structure and determined objectives and 

policies among other characteristics, or in a relaxed and less formalized structure 

respectively. All these structures determine how a firm handles its strategic 

knowledge capability agenda.  

A centralized and informal organization structure allows people to freely share 

and come up with ideas to improve products, processes and systems, thereby 

encouraging the development of strategic knowledge capability. In an 

organization that is managing knowledge, the employees must be prepared to 

realize a different or partially changed job description, which causes demand for 

knowledge, need for constant learning and sharing of knowledge. When 

employees are encouraged to work in teams under a centralized structure, more 

collaboration and more knowledge sharing will be experienced. Here, there will 

be more deepening of knowledge by employees and strategic knowledge 

capability will be developed. Employees that have the flexibility to decide on how 

best to approach their work and still deliver within agreed schedule experience 

personal development of knowledge capability and innovation. This flexibility 

allows employees to move across to other departments and share the knowledge 

they possess. The management style adopted by an organization affects its ability 

to learn and innovate (Lemon and Sahota, 2004). Centralization means that 

knowledge can be shared among employees more easily. According to Argyres 
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and Silverman, 2004, a centralized structure is more suitable for exchanging 

established or explicit knowledge, whereas a decentralized one is more suitable 

for exchanging tacit knowledge or for creating knowledge. The organization 

should therefore choose their structure carefully depending on what their 

knowledge strategy is.  

Participation of employees in taking decisions gives the organization a chance to 

use their knowledge, while at the same time enabling them to fulfill their need for 

self-realization. Increase in participation is accompanied by increase in 

responsibility for decisions taken and collective responsibility when an issue 

arises in the organization. Companies need to explore and experiment with 

different management approaches that capitalize and build on increased 

empowerment, teamwork, trust, communication, commitment and flexibility and 

move away from approaches that focus on hierarchy and control (Naudé, 2012). 

Managers who encourage employees to take part in discussions, asking 

inquisitive questions, listening carefully, and offering them time, sources and 

conditions to find and solve problems of the organization encourage creativity 

and sharing of knowledge. These are also the activities that stimulate knowledge 

creation. Free transfer of information between employees, possibility to direct 

communication with people possessing information, and lack of emotional 

barriers in communication with superiors facilitate the flow of knowledge. 

Flexible boundaries, high powered incentives, non-bureaucratic decision-

making, shallow hierarchies and an innovative and entrepreneurial culture are 

required attributes for highly flexible and responsive knowledge intensive 

organizations (Lemon and Sahota, 2004). Flexible boundaries between 

employees of an organization allow for free sharing of knowledge through free 

consultations. They also allow employees in one department to easily collaborate 

with those of other departments that they may have identified as being of value 

to develop the ideas that they may have, thereby helping develop the strategic 

knowledge capability of the entire organization. In this way, solutions to 

problems are developed faster and problems resolved easily. Formal and 

dispersed structures on the other hand hinder innovation as employees are not 

allowed to experiment and therefore learn. It also hinders the sharing of 

knowledge and stifles the development of knowledge capability, and by 

extension, innovation.  

 

Performance  

The assertion that knowledge is a resource that can give a firm a competitive edge 

is provocative. As a result, a lot of research has been conducted in the area of 
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knowledge with a view to explaining how knowledge and what aspects of 

knowledge and knowledge management give a firm a competitive edge. 

Arumugam and Mojtahedzaden (2011) in their study on Iranian Industries found 

that innovation plays a fundamental role in determining the performance of 

Iranian manufacturing industries. They further concluded that both knowledge 

management and innovation had a positive effect on a firm’s performance. 

Uhlaner, Stel, Mejiaard and Folkering (2007) found out that knowledge promoted 

effective performance in Dutch SMEs. They argued that knowledge conversion 

influenced employees learning of the company’s day-to-day operations, which 

significantly influenced the firm’s performance. Therefore, there is need for 

commercial banks to improve their day-to-day operations through sharing of the 

relevant knowledge and consequently attain competitive advantage. A study 

carried out in Pakistan to investigate the linkages between knowledge 

management and company performance amongst 52 firms showed that there is 

a positive relationship between knowledge sharing and building of a consistent 

process with firm performance (Lin Xiaoyan, 2013). Also the study showed a 

positive significant relationship between effective knowledge management and 

firm performance. Regarding firm innovativeness in order to attain competitive 

advantage the study findings showed a positive significant relationship between 

firm innovation and performance (Lin Xiaoyan, 2013). In Nigeria, a study 

conducted by Kangogo and Gachunga (2015) to investigate the influence of 

knowledge management practices on enhancing service delivery in the banking 

sector in Nigeria showed that knowledge acquisition enhanced service delivery.  

The financial performance of a company is usually measured using its historical 

accounts. Using this would appear to be straightforward, but even these metrics 

are subjective. Accountants and managers may decide when to record revenues 

and costs, and sometimes, personal motives can colour this judgment (McKinsey 

and Company, Dobbs, Koller and Huyett, 2005). There are five dimensions of 

measuring organization performance, including return on investment (ROI), 

sales margin ratio (SM), asset turnover ratio, level of customer satisfaction and 

quality of product or service offered (Muhammad, Hassan and Kashifur, 2009). 

Some of the ways of measuring a company's financial performance are better and 

easier to use and interpret than others. Metrics, such as Return on Equity (RoE), 

Return on Assets (RoA), economic profit and company growth that can be 

directly linked to value creation are more meaningful than traditional accounting 

metrics like Earnings per Share (EPS). Although growing companies that earn a 

RoE greater than their cost of capital generate attractive EPS growth, the inverse 

is not true: EPS growth can come from heavy investment or changes in financial 
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structure that do not create value. In fact, companies can easily manipulate EPS 

by for example, repurchasing shares or undertaking acquisitions. The true 

drivers of company growth and RoE are a better place to start measuring the 

performance of a company.  

Knowledge is an intangible asset and therefore, it is impossible to measure the 

direct impact on financial performance of a firm of putting in a given level of 

investment into knowledge management. Concrete examples of where the 

investment in the process pays off in terms of benefits at both individual and 

organizational levels may have to be applied instead. Traditional cost-benefit 

analyses may be too blunt tools to measure the impact of a given level of 

investment in knowledge management activities. Risk management and 

significant event audits may be better measures. For example, management 

would ask themselves questions such as; what is the potential impact of not 

having this information when we need it? This would give them a feel of the 

contribution of the investment in knowledge management. The firm could also 

adopt an incremental approach, in which case management would be asking 

themselves; “what does this information or knowledge add to the usefulness of 

what we already have?” The end point of all these and the reason firms invest in 

processes are to register an improvement in the organization’s bottom-line; the 

financial profits.  

 

Organizational Structure and Firm Performance 

Organizational economics concerns itself with the study of organizations and 

organizational phenomena using concepts taken from contemporary 

organizational theory, organizational behavior, and microeconomics.' The 

fundamental factor distinguishing organizational economics from traditional 

microeconomic analysis of the firm is that the former views the firm as an 

organization that competes with the market as a mechanism for allocating 

resources, as opposed to an abstract entity characterized by a production 

function and an objective of profit maximization. Under this view, firms and 

markets represent alternative mechanisms for providing the coordination, 

control, and monitoring required for the efficient allocation of resources. For a 

given organizational form to survive in the long term, it must provide higher net 

returns than alternative institutional arrangements. Among internal 

organizational structures, the ones tending to predominate over time are those 

that tend to minimize transaction costs. 
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According to Alfred Chandler (1977) and Oliver from this point of view is the 

multidivisional form (M-form) as opposed to the older and more traditional 

unitary form (U-form). 

The U-form is a centralized multifunctional organizational structure in which the 

major active units are functional divisions. That is, there is specialization by 

function such as production, sales, finance, and research and development, with 

decision-making responsibilities located at the top levels of the organization. 

The U-form favors the realization of economies of scale and the internal 

specialization of labor, but as the firm expands this form creates the following set 

of problems: 

1) bounded rationality managers cannot act optimally because they cannot 

process large volumes of information; 

2) opportunism the tendency for managers and employees to engage in 

behavior benefiting themselves as opposed to stockholders; and 

3) sub goal pursuit placing short-term nonprofit-maximizing goals ahead of 

long-term value-maximizing goals. 

 

These problems made it difficult for the firm to achieve global profit 

maximization. 

 I These operating divisions are organized mainly along product, brand, market, 

or geographic lines. Each of the divisions may subsequently be divided along 

functional lines to ensure its autonomy or independence from heavy-handed 

decision-making within higher levels of the organization. Under the M-form, 

strategic decision-making occurs in the general or head office, while operating 

decisions are assigned to the divisions. This structure thus affords the divisions 

a large degree of autonomy, allowing them to take their own risks in much the 

same way that an independent firm would. Each division constitutes aquasi-firm 

(profit center) managed to achieve specific objective. 

The M-form combines the best features of centralization (such as realization of 

economies of scale) and decentralization (such as providing proper incentives 

for profit maximization). 

As such, it creates a superior organizational structure compared to the U-form 

and the external market. Williamson's hypothesis essentially states that the M-

form organizational structure favors goal pursuit and least-cost behavior that is 

more closely associated with the neoclassical profit maximization hypothesis 

than does the U-form. 

Not surprisingly, Williamson's hypothesis has been subjected to numerous 

empirical tests. Studies by Armour and Teece (1978). Burton(1988), Cable and 



 

INTERNATIONAL JOURNAL OF MGT. SCIENCE & ENTREPRENEURSHIP 

(VOL. 11 NO.7) DECEMBER, 2019 EDITIONS 

 

 

 

 
101 

Dirrheimer (1983). Cableand Hirohiko (1985). Norton and Pittman(1988), Steer 

and Cable (1978), Riordan andWilliamson (1985), Roberts and Viscione(1981). 

Teece(1981) and Thompson (1981)are only a few of those providing empirical 

support. The results favoring the M-form as the least-cost organizational 

structure have generally proved robust not only across industries, but across 

countries as well.' However. With the exception of the article by Roberts and 

Viscione, which examines captive finance companies, all of the above studies 

examined nonfinancial firms. 

 

Organizational Structure and Nigerian Banks 

The Nigerian banking sector has witnessed remarkable transformations in the 

last two decades. The fragility of the sector in the 1990s and early 2000, with 

most banks poorly capitalized, manifested in the inability of most banks to 

support capital intensive developmental projects. Most of them were vulnerable 

to distress with any slightest loan default. This led Central Bank of Nigeria (CBN) 

to embark on the policy regime to shore up the capital base of Nigerian banks in 

what is generally regarded as Bank Consolidation in 2004. This move pruned 

down the banks through mergers and acquisitions and in some cases, outright 

liquidation from 89 to 25 (Oladepo, 2010). The breath of fresh air in the sector as 

a result of Consolidation was short-lived. The global economic crisis of 2007-

2009 which led to the withdrawal of foreign capital from the economy that 

supported the consolidation programme and worse still, most of the loans that 

were used to finance capital market transactions turned bad. All these pressures 

made most of the banks and the regulatory agencies to devise coping strategies 

with varying degrees of stress to the economy. With fall in profitability and 

returns, banks resorted to massive downsizing of personnel, constrained loans 

and advances, shrunk employee welfare and embargo on employment of new 

staff (Somoye, 2006a), Expectedly, the above precipitate factors have drawn the 

attention of scholars to embark on studies to provide explanation as to why 

things are the way they are with the Nigerian banks. For instance, Aburime 

(2008) and Ogigio (1991) at different time intervals investigated the extent to 

which ownership structure impacted on the performance of banks in Nigeria. 

Akinola (2012) assessed how globalization has affected the profitability of banks. 

Nwaz and Munir (2012) looked at how credit risks affect bank profitability in 

Nigeria. The growing number of studies providing explanations on the various 

aspects of bank performance in Nigeria notwithstanding, there is paucity of 

studies on how organizational structure impacts on the performance of Nigerian 

banks. Interestingly, the subject of relationship between organizational structure 
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and performance of organizations has been a subject of interest to scholars in the 

literature for quite some time (Cyert and March, 1963; Ford and Slocum, 1977; 

Dalton, et al., 1980;MacKenzie, 1978; Hall, Nahm, et al., 2003). Organizational 

structure is strongly believed to affect the behaviour of organizational 

incumbents and by extension influence performance (Dalton, et al., 1980). 

Specifically, organizational structure tries to limit individual influences on the 

organization and determines how responsibilities and power are allocated and 

provide platform for decision making (Hall, 1977). 

 

Innovation  

The knowledge capability of an organization can be understood by individual 

search for creative problem-solving methods. KÖr and Maden (2013) in their 

research on the relationship between knowledge management and innovation in 

Turkish Service and High-Tech firms found that knowledge management 

processes relate positively to innovativeness, which in turn increases 

innovations in organizations. They also contend that knowledge management 

processes (i.e., knowledge acquisition, sharing, and application) have been 

considered an effective means of promoting an innovative culture and facilitating 

different types of innovation in organizations. They mention that the study was 

administered in a Turkish context and suggest that the proposed relationships 

should be examined in different cultures to increase the generalizability of the 

findings. Harlow (2008) in his research on the effect of tacit knowledge on firm 

performance conducted on selected firms in the United States of America (USA) 

and Canada found that there is a positive association between Tacit Knowledge 

Index (TKI) and firm outcomes. Therefore, the result in an organization of 

developing its strategic knowledge capability is innovation.  

Innovation can be defined as the process of generation, development and 

implementation of new ideas and behaviours in an organization (Vaughan, 

2013). Schumpeter first used the term “innovation” at the beginning of the 20th 

century. He defines innovations as product, process and organizational changes 

that do not necessarily originate from new scientific discoveries, but may arise 

from a combination of already existing technologies and their application in a 

new context (Hana, 2013). According to Damanpour and Gopalakrishnan (2001), 

innovation can be categorized into new product or service development, new 

production technology, new structure or administrative system and new 

organization plan or programmes. Innovation can be described as a generation, 

development, and implementation of something new into the organization as 

well as the expansion of new products, services, processes, technologies, 
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administrative systems or structures (KÖr andMaden, 2013). It has been also 

defined as a knowledge process that transforms knowledge into new products 

and services (Wilson, 2007).  

An organizational performance, survivability and competitiveness are all 

profoundly influenced by innovation (Plessis, 2007; Huang and Li, 2009).  

Most executives’ strategic plans are dominated by desires for innovation. New 

markets, new products, new technology, new approaches all could give a firm a 

competitive edge over others. Innovativeness is one of the most important 

sources of competitive advantage for any business enterprise (Hurley and Hult, 

1998). It is determined by an organization‘s cultural openness to innovation that 

is related to the willingness of the organization members to participate in 

innovation activities (Van de Ven, 1986; Zaltman et al., 1973; Hurley and Hult, 

1998). Dobni (2008,) states that innovativeness is a multi-dimensional context, 

which includes the intention to be innovative, the infrastructure to support 

innovation, operational level behaviours necessary to influence a market and 

value orientation, and the environment to implement innovation. Garcia and 

Calantone (2003) and Muffatto (1998) claim that innovativeness is the capacity 

of innovation and innovative climate that has a profound relationship between 

the firm‘s existing technological resources, skills, knowledge, capabilities, or 

strategies to foster innovation. Innovativeness also creates basic values, 

assumptions, and beliefs within the organization that lead employee behavior to 

transform knowledge into new products, services, processes, technology, and 

administrative systems or structures, policies, plans, and programmes.  

Acquiring, applying, and sharing knowledge between the functional areas of an 

organization create conditions to elevate willingness of organizational members 

to participate in innovational activities. Knowledge sharing can promote close 

contacts and interactions within an organization, which support innovativeness. 

When knowledge is applied or acquired by organizations, organizational learning 

takes place (Darrochand McNaughton, 2002; Nonakaand Takeuchi, 1995), and 

there is also a positive impact on openness to innovation or innovativeness. 

Additionally, effective management of knowledge increases the stock of 

knowledge within an organization that develops infrastructure to support 

innovation and increases the innovativeness, and the overall improvement in 

organizational performance.  

Banks provide a service and thus have no tangible products to offer their 

customers to touch and judge its quality. The quality of their products is judged 

through the service experience. Given human nature, the services banks offer 

have to be varied frequently and by customer type so as to stay ahead of the 
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competition. This makes it very difficult to satisfy customers and in most cases 

the employee providing the service cannot tell what the customer preferences 

are. With this, developing the knowledge capability of these employees becomes 

very important. Continuous innovation is the only evidence that a firm is 

successfully putting to use the strategic knowledge it possesses. Gloat and 

Samson in their paper presented at the 46th Hawaii International Conference on 

System Sciences contend that knowledge is important for innovation, and that 

without knowledge, there can be no innovation. Businesses have access to an 

extensive pool of knowledge obtained from trying to understand their customer 

needs, their business environment and from the skills and experience of their 

employees (Mohammed, 2011). If a business gathers, shares and exploits this 

knowledge to its fullest, it can be central to its ability to develop in all or several 

areas of its operations successfully. This does not only apply to large 

multinational manufacturing companies, but also to small sole proprietorships at 

the village level. Knowledge can be used by businesses to come up with new or 

enhanced offerings and processes. These include product innovation, 

organizational innovation; for example, new venture, internal communication 

system, accounting procedure, organizational structure, workflow procedures 

and others. The firm should encourage employees to progress significantly on 

their own towards an innovative goal without too much involvement of 

management. This way, a large database of ideas is collected, from where these 

can be analyzed for viability. This continuous stream of innovation will give the 

firm a competitive advantage. In the banking sector, there are three major areas 

of innovation including innovation in product or service offered, innovation in 

the process used to deliver product or service and innovation in the system used 

to come up with and offer the product or service.  

 

Theoretical Framework 

To evaluate the real value of a company, its stability, possibility of survival and 

development, it is not enough to observe the company only through its physical 

assets and financial strength. It has become increasingly important to identify 

and increase the transparency of intangible resources, to promote the intellectual 

capital and corporate knowledge through professional development, continuous 

training and education, together with the development of information technology 

support (Jelenic, 2011). The most valuable intangible assets are related to 

relationships with customers, employees and their skills, knowledge and 

organizational culture that are aimed at innovation, problem solving and general 
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business improvement (Jelenic, 2011) as enumerated by the resource based view 

theory of the firm as explained below.  

 

Resource-Based View (RBV) Theory of the Firm  

The Resource-Based Theory was developed by Penrose in 1959 to help 

understand how organizations achieve sustainable competitive advantage using 

resources that they already possess. This view looks at the firm as a unique 

bundle of idiosyncratic resources and capabilities where the primary task of 

management is to maximize value through the optimal deployment of existing 

resources and capabilities, while developing the firm’s resource base for the 

future (Grant, 1996). It is based on a firm using its internal strengths to take 

advantage of opportunities to counter threats in the market, with an aim to 

creating sustainable competitive advantage through acquisition, utilization, and 

exploitation of firm-specific resources and capabilities (April 2002; Riahi-

Belkaoui 2003).  

Today, the most significant firm specific resource that firms possess is 

knowledge. This knowledge when well-utilized will give a firm sustainable 

competitive advantage. This competitive advantage also becomes sustainable 

only when the knowledge is hard to copy. At this point, then it becomes strategic 

knowledge capability of the firm. Within the resource-based view (RBV), 

researchers assumed that the firm is a pool of hard-to-copy resources and 

capabilities (Conner, 1991) and that discrepancies in size distribution and 

competitiveness of firms occur from their distinctive capabilities to build up, 

expand, and organize those resources and capabilities to create and apply value-

enhancing strategies (Amit andSchoemaker, 1993; Barney, 1991; Peteraf, 1993). 

A firm’s resources consist of all assets both tangible and intangible, human and 

non-human that are possessed or controlled by the firm that permit it to devise 

and apply value-enhancing strategies (Barney, 1991; Wernerfelt, 1984). To be 

able to devise and apply value-enhancing strategies, the firm must possess 

strategic knowledge capability. In the resource-based view, knowledge is seen as 

an internal strategic asset with the potential to be a source of sustainable 

competitive advantage for an organization. It encompasses the facets to 

knowledge integration which comprise efficiency, scope and flexibility, and the 

four primary mechanisms by which knowledge is coordinated; rules and 

directives, sequencing, routines and group problem-solving and decision-

making.  

The resource-based theory treats enterprises as potential creators of value-

added capabilities, and the underlying organizational competence involves 
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viewing the assets and resources of the firm from a knowledge-based perspective 

(Prahaladand Hamel, 1990; Conner andPrahalad, 1996). It focuses on the idea of 

costly-to copy attributes of the firm as sources of business returns and the means 

to achieve superior performance and competitive advantage (Barney, 1991; 

Rumelt, 1987; Conner, 1991, Prahaladand Hamel, 1990). Resources and 

capabilities that are valuable, uncommon, poorly imitable and non-substitutable 

(Barney, 1991) comprise the firm’s unique or core competencies and therefore, 

present a lasting competitive advantage.  

Tangible assets are not strategic since they can be acquired or imitated, hence, 

the firm should determine whether it is strategically wise to capture and share 

its knowledge since these actions eliminate the intangibility of tacit knowledge. 

Intangible resources are more likely than tangible resources to generate 

competitive advantage (Hitt, Bierman, Shimizu andKochhar, 2001). Specifically, 

intangible firm-specific resources such as knowledge permit firms to add up 

value to incoming factors of production (Hitt et al., 2001), production processes 

and to the end product. This continuous value addition is only possible when the 

firm possesses strategic knowledge capability which gives the firm sustainable 

competitive advantage. Such advantage is developed over time and cannot easily 

be imitated. Barney (1991) regards resources as those assets controlled by a firm 

that allow the firm to formulate and implement strategies that expand its 

efficiency and effectiveness. The efficiency and effectiveness are then evidenced 

through superior firm performance that may be seen as good and improving in 

the industry.  

Finally, literature on Resource-Based View (RBV) indicates that competitive 

advantages can be created and sustained via the use of knowledge. A firm can 

possess all the other tangible resources including land, capital and machines, 

which all other firms have, but without the capability on how to use these 

resources to gain sustainable competitive advantage, the firm will fail. It means 

that explanations for why some firms ultimately succeed and others fail can be 

found in understanding their resources and capabilities, which influence both the 

strategic choices that managers make and the implementation of those chosen 

strategies (Jackson, Hittand DeNisi 2003). Therefore, RBV is an appropriate 

theory to explain whether strategic knowledge capability indeed formally and 

empirically yields innovations in firms, and to explain the nature of the 

relationship between knowledge and a firm’s performance in terms of 

profitability. 
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Empirical Review 

In their study, Neeraj and Pooja, (2017) aimed to understand the organizational 

structure followed in a private sector bank and a public sector bank. A 

questionnaire was prepared based on the various parameters describing the 

organizational structure. The questionnaire was distributed among the higher 

officials in the two organizations. A descriptive research design was adopted in 

the study. Purposive sampling/ stratified random sampling was used and the 

sample size was 20. They concluded that a public sector organization has more 

formalized structure than a private organization. Secondly, a public sector 

organization has more centralized structure than a private organization. 

Janerose et. al., (2017) in their research sought to find out how organizational 

structure impacts on the performance of commercial banks in Kenya. The study 

employed the social survey methodology of study, using questionnaire as the 

main tool for data collection. The data collected was analyzed quantitatively 

using both descriptive and inferential statistics to help establish how possession 

of strategic knowledge capability affects the performance of commercial banks in 

Kenya. To actualize this, data was collected using a single questionnaire 

distributed to each of the Chief Executive Officers of all forty-three banks. A drop 

and pick later procedure for questionnaire administration was used to distribute 

them. Data gathered was then analyzed quantitatively using both descriptive and 

inferential statistical tools; specifically Analysis of Variance (ANOVA) and 

regression analysis, with the finding that organization structure had no 

significant influence on both innovation and performance in commercial banks 

in Kenya. The study concluded that the strategic knowledge capability defined by 

organization structure had no significant effect on the performance in 

commercial bank was reached. 

Ugwunta et. al., (2012) attempted to measure the market structure and 

competition in the consolidated Nigerian banking industry, as well as 

investigated the impact of the banking sector structure on bank performance. A 

time-series regression analysis was applied to a ten-year data period (2001-

2010) to evaluate the relationship and the impact of banking sector structure, 

other explanatory variables on bank performance. Significant findings included 

that the Nigerian banking sector is oligopolistic in structure and that market 

concentration positively and significantly impacts on bank performance. These 

results suggested that market concentration is a major determinant of bank 

profitability in Nigeria. The structure of the Nigerian banking sector and thus the 

performance of banks may be improved if the sector is allowed to exploit the 

synergistic effect of market-induced consolidation 
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Mondal and Ghosh, (2012) indicated that the relationships between the 

performance of a bank's intellectual capital, and financial performance 

indicators, namely profitability and productivity, are varied. It also suggested 

that banks’ intellectual capital is vital for their competitive advantage. 

Barnabas, (2010) suggested that superior personnel related and goal setting 

autonomy at boundary spanning levels have positive market orientation as well 

as performance implications. Formalization while negatively impacting market 

orientation did not directly impact performance. 

In their study, Kumar and Gulati, (2009) revealed that high efficiency does not 

stand for high effectiveness in the Indian public sector banks (PSB) industry. A 

positive and strong correlation between effectiveness and performance 

measures has been noted. 

Mittal and Batra (2015) studied second-order model in enhancing the 

understanding of the structure of service quality for retail banking services in 

India. The most important dimension was tangibles, especially the physical 

environment which facilitates efficient delivery of service. 

 

METHODOLOGY 

Research Design  
The researcher made use of descriptive survey design. Descriptive approach is 
used to describe the task features of the data in study as they are. 
 
Sources of Data 

Data collected for this study were sourced from both primary and secondary 
sources. 
 
Primary Data :  

Primary data are original data collected basically for the purpose of the research 
or study. The primary sources of data for this research include questionnaires, 
etc. 
 

Secondary Data:  

Secondary data are both published and unpublished works. The published were 
obtained from library, textbooks, journals, internets, articles publications.  The 
researcher therefore made use of this source of data in order to obtain the 
information needed. 
 

Questionnaire:  

This involves a set of question which relates to the purpose of the study and the 

hypothesis to be verified. The questionnaire was divided into two sections. 
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Section A and B, Section A contains personal data of the respondent such as sex, 

marital status, qualification etc. Section B contains questions that requires both 

direct and indirect answers, which requires the respondent to tick the one that 

appeals him most.  

 

Population of the Study 

The population included the total population of staff of First bank and Access 

bank in Umuahia North L.G.A. Total population is 118. 

First bank plc, Bank road (33). First bank plc, Aba road (20), First Bank plc, 

Umudike (11). Access bank plc, Bank road (24), Access bank, Umuwaya road (15) 

and Access bank plc, Umudike, (15) 

 

Sample Size Determination   

The sample size of respondents was obtained using Taro Yamane’s formular to 

determine a workable sample for the study. 

Using;   n =       N  

   1 + N (e) 2 

Where: 

n = sample size 

N = population size 

e = level of significance   

I = unity  

 =   118 

  1 + 118 (0.0025) 

 = 118 

  1.295 

 = 91 

 

Sampling Technique 

Simple random sampling technique was used by the researcher in obtaining 

information for the research. The sampling technique provide employees the 

same and known chances of being nominated. 

 

Description of the Research Instrument 

The researcher extensively used structured format of questionnaire which was 

formal and standardized. It followed a pattern of questions which the researcher 

used to obtain the required data. The questionnaire used by the researcher was 

in line with the research questions as well as research objectives of the study.  
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Validity of Research Instrument 

Validity is the extent to which a measuring instrument on application performs 

the function for which it is designed. To ascertain the validity of the instrument, 

content validity was adopted. Basically, no interesting aspect of the study was 

omitted in designing the survey questions, coupled with the fact that the oral 

questions was also cross-checked through the questions in the questionnaire as 

a confirmation of responses received in either case. 

 

Reliability of Research Instrument 

Reliability is the tendency toward consistency found in repeated measurements. 

The reliability of the instrument was ascertained using the internal consistency 

method. Thirty (30) questionnaire were given to the respondents, and after two 

weeks of interval, another  set of thirty (30) questionnaire were issued out to the 

same respondents to check consistency and reliability.  

 

Methods of Data Analyses 

Objectives I, ii, iii and iv was analyzed with the aid of descriptive statistics while 
the hypotheses were tested with Pearson correlation moment with the aid of 
statistical packages for social sciences version 22.  
 
Data Presentation and Discussion of Findings 
Table 3.1     Distribution of questionnaire and response rate 

Source: Field survey, 2019 

Total copies of 
questionnaire  

Respondents Percentage (%) 

Number returned  124 82.7 
Number not returned  26 17.3 

Total  150 100 

 

From table 3.1, out of 150 questionnaire issued to the respondents 124 
representing 89.9% were completely filled and returned while 26 questionnaire 
representing 17.3% were not returned. This implies that good number of the 
questionnaire was attended to by the respondents. 
 

Hypothesis One 

Table 3.2   H01:  There is no Significant and Positive effect of organizational 

structure on customer satisfaction 

improvement of products increases customer satisfaction 

 Frequency Percent Valid Percent Cumulative Percent 

Strongly Agree 49 59.8 59.8 100.0 
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Valid Agree 18 22.0 22.0 40.2 

Undecided 6 7.3 7.3 7.3 
Disagree 5 6.1 6.1 18.3 

Strongly Disagree 4 4.9 4.9 12.2 
Total 82 100.0 100.0  

 

Correlations 

 advertising 
influences 

customer 

satisfaction 

price stability 
influences 

customer 

satisfaction 

improvement of 
products increases 

customer 

satisfaction 

advertising 

influences customer 

satisfaction 

Pearson 

Correlation 

1 .935** .954** 

Sig. (2-

tailed) 

 .000 .000 

N 82 82 82 

price stability 

influences customer 

satisfaction 

Pearson 

Correlation 

.935** 1 .968** 

Sig. (2-

tailed) 

.000  .000 

N 82 82 82 

improvement of 

products increases 

customer 

satisfaction 

Pearson 

Correlation 

.954** .968** 1 

Sig. (2-

tailed) 

.000 .000  

N 82 82 82 

**. Correlation is significant at the 0.01 level (2-tailed). 

Field Survey 2019 
 

The result of Spearman’s Product Moment Correlation Coefficient on table 3.3, 
there was a positive and significant impact of organizational structure on 
customer satisfaction of deposit money banks is observed to be positive with a 
coefficient of (0.935 and 0.954) and statistically significant with a p-value of 
(0.000) which is lower than the acceptable 0.01% significance level.  
 

H02:  There is no Significant and Positive effect of organizational structure on 

organizational satisfaction efficient authority and responsibility boosts 

organizational productivity 

 Frequency Percent Valid Percent Cumulative Percent 

Valid Strongly Agree 49 59.8 59.8 100.0 
Agree 18 22.0 22.0 40.2 
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Undecided 6 7.3 7.3 7.3 

Disagree 5 6.1 6.1 18.3 
Strongly Disagree 4 4.9 4.9 12.2 

Total 82 100.0 100.0  

 

ANOVA 

 Sum of 

Squares 

df Mean 

Square 

F Sig. 

ICT services affects 

organizational 

productivity 

Between 

Groups 

92.336 4 23.084 255.956 .000 

Within 

Groups 

6.944 77 .090   

Total 99.280 81    

service maintenance 

influences 

organizational 

productivity 

Between 

Groups 

69.701 4 17.425 352.062 .000 

Within 

Groups 

3.811 77 .049   

Total 73.512 81    

Field Survey 2019 

The result revealed a significant effect of organizational structure and 

productivity of deposit money banks. The coefficient of the correlation is 0.090 

and 0.049, with a sig. value of 0.000. The effect is significant since the sig. value 

of 0.000 is lower that the acceptable 0.01% significance level.  

 

Conclusions  

Organizational structure has to do with the overall activities, communication, 

divisions and flow of work in an organization. It is a very important aspect of an 

organization. 

Based on this study, it was revealed that; 

i. That there is significant effect of organizational structure and customer 

satisfaction of deposit money banks 

ii. That there is significant effect of organizational structure and productivity 

of deposit money banks 

 

Recommendations  

The following recommendations were made based on the findings of the study;  

i. Managers should ensure a friendly work environment between them and 

the employees of the organization, for better performance 
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ii. Management should improve the ICT settings of the organization for 

organizational effectiveness. 
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