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Abstract 

 

This research-based article employs needs assessment research. The research site is at G 

Commercial Bank in China. The study comprises two objectives: 1) to examine the current and 

expected situations of the five performance-related factors, consisting of training & 

development, work-life balance, supervision, organizational commitment, and perceived AI 

utilization, and 2) to propose an OD intervention for improvement of the aforementioned 

performance-related factors. This study employs a semi-structured questionnaire containing 

fixed choices and open-ended questions for data collection from the respondents. The data 

analysis and synthesis procedures include descriptive statistics, PNIModified, and contents 

analysis. The actual sample is 138 respondents who completed the questionnaire, and 35 out of 

138 respondents provide the qualitative suggestions in the open-ended question section. The 

key findings based on the quantitative and qualitative data revealed that the priority needs for 

Organization Development Interventions for improvement comprise work-life balance as the 

1st priority need, perceived AI utilization as the 2nd priority needs, training & development as 

the 3rd priority need, the supervision as the 4th priority, and organizational commitment as the 

5th priority. A set of OD interventions for improvements proposed, where the work-life balance, 

perceived AI utilization, training &development, and supervision were regarded as the 

interdependent factors for the total improvement program of their employees’ performance. At 

the same time, the current organization continuously nurtured the current condition of 

organizational commitment.  

 

Keywords: employee performance, perceived AI utilization, work-life balance, supervision, 

training & development, needs assessment (PNImodified), organization development. 

 

Introduction 

 

Employee’s job performance is considered one of the significant priorities in human 

resource management; it is widely recognized as the organization’s underlining ability to 

produce the best outputs based on its capability and motivation (Soomro & Shah, 2019).  
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In the era of rapid technological development and change, the high-performing 

working systems’ usage plays a significant role in employee’s job performance. Over the past 

few years, Artificial Intelligence (AI) has become one of the most pervasive disruptive 

technologies (Simon, 2019). Some experts believed AI would create new business lines and 

jobs and help employees do their job more efficiently and effectively. Many existing jobs, 

such as paralegals, journalists, office workers, and computer programmers, encounter the 

fast-growing AI (Upadhyay & Khandelwal, 2019).  

China is known as one of the most growing AI developments; many industries have 

exponentially started introducing artificial intelligence-related technologies to the workplace. 

In particular, the financial industry is the sector that actively adopts and transitions towards 

technology development and deployment to grow the organization’s output and productivity. 

Many commercial banks begin to notice the unlimited potential of AI in the economy and 

commercial opportunities for long-term growth, believing that such technology can likely 

improve job performance. Such a growing trend, AI-related adoption has predominantly been 

considered a part of the business development strategy. On the contrary, Boon et al. (2012) 

articulated that the fluctuating individual job performance results from intra-individual 

change or changes in an individual’s psycho-physiological state. Therefore, the employees’ 

job satisfaction and commitment invariably determined the organization’s success, which also 

needs to paid attention to and assessed.  
G commercial bank is a Chinese city commercial bank located in the capital city 

Nanning of the Guangxi province of the south China coastal area. There are around 400 

employees in the bank. G bank is rapidly developing and expanding its business scale under 

the national policy of countryside finance. The company recently promoted many employees 

to become the supervisor and continued recruiting new staff to scale up the company.  

However, as time goes, G bank begins to discover that its performance level does not reach 

the expected effect after recent job promotion and recruitment. The supervisors and new staff 

cannot reach the performance with the manager’s expectation in the routine but also fail to 

achieve the expected results using AI-related systems or applications. Besides, the new 

finance strategy requires most of the employees to spend their time to go the countryside to 

develop business, which means not only employees need to allocate the time at work, but also 

on the way to the countryside and city; this has recently become a big challenge for 

employee’s work-life balance.  

 

Statement of the Problem 

Considering several repercussions of organizational issues confronting G commercial 

banks as highlighted in the introduction part, this research-based article focuses on 

identifying the priority needs and how different needs can be improved, ranging from training 

& development, work-life balance, supervision, and organizational commitment, to perceived 
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AI utilization. The selection of variables is drawn from the organization’s current situation, 

where this study directly benefits the participating company. Secondly, the variables are 

drawn from growing trends in the field of organizational studies where growing human 

factors and technological factors are interdependent with one another.  

 

Research Objectives 

1. To examine the five performance-related factors’ current and expected situations, 

including training & development, work-life balance, supervision, organizational 

commitment, and perceived AI utilization, and rank the order of needs priority.  

2. To propose an OD intervention for training & development, work-life balance, 

supervision, organizational commitment, and perceived AI utilization in G bank. 

 

Research Questions 

1. What are the current and expected situations for training & development, work-life 

balance, supervision, organizational commitment, and perceived AI utilization, and 

the order of needs priority?  

2. What could the OD intervention for improvement of training & development, work-

life balance, supervision, organizational commitment, and perceived AI utilization in 

G bank be proposed?  

 

Literature Review 

 

Related literature reviews in this article comprise 1). Training and development, 2). 

Work-life balance, 3). Job performance, 4). Organizational commitment, 5). Perceived AI 

utilization and 6) Supervision. 

 

Training & Development 

Training and development are some of the most frequent interventions to help 

individuals and organizations achieve their short-term and long-term goals (Rodriguez & 

Walters, 2017). Training and development is also a function within human resource 

management to fulfill current and expected performance (Rodriguez & Walters, 2017; Karia 

et al.,2016). The literature on human management revealed that employees are the most 

important resource and asset of an organization and perform better when adequately trained 

(Aghimien et al., 2019). Moreover, good employee performance enables to drive the 

improvement of organizational performance. Training and development have been defined in 

several ways by different authors. The main idea highlighted is workforce capability 

enhancement (Imran & Tanveer, 2015). These enhancements specifically include skill, 

knowledge, behavior change, and attitude. Besides, recent researches (Rodriguez & Walters, 

2017; Karia et al., 2016; Aghimien et al., 2019) also emphasizes that training and 
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development is an organized and educational process. Such as Karia et al. (2016) indicated 

that training and development in an organization is an educational process whereby 

employees can learn new information and re-learn and reinforce existing knowledge and 

skills. With this process, Employees could achieve increased performance and the correction 

of behavior and attitude. Imran & Tanveer (2015) also stated that training and development is 

a more logical and organized way of improving the workers’ skills, knowledge, and attributes 

to fulfill their job tasks better. 

 

Work-life Balance 

Work-life balance is an emerging contemporary issue that everyone struggles to 

balance between the work and family domains. Soomro et al. (2018) revealed that work-life 

balance in the workplace had become a more important issue as it tends to exhibit positive 

results such as job satisfaction, employee commitment, and job performance. In particular, 

Adisa et al. (2017) indicated the fact that work-life balance is crucial for success in today’s 

highly competitive business world could no longer be denied.   

Many research defined a work-life balance with different emphasis. Some researchers 

emphasize work-life balance as the ability of individuals to manage the activity of work and 

life. Work-life balance also refers to an individual’s ability to manage their work and family 

commitment and other non-work responsibilities and activities as articulated by Banu & 

Duraipandian (2014), Anwar et al. (2013), and Adisa et al.(2017). Other studies by Soomro et 

al. (2018), Pasamar & Valle Cabrera (2013), and Dizaho et al. (2017) highlighted that 

personal perception or satisfaction determined the conditions of work-life balance. Banu and 

Duraipandian (2014) further defined work-life balance as individuals’ ability to pursue and 

succeed in both work and non-work while balancing the satisfaction of their own experience.  

When employees achieve a work-life balance, such a condition is meaningful to the 

organization. Achieving a balance between work and life can bring multiple benefits to the 

employee, resulting in employee motivation, productivity, and less stress (Johari et al., 2018). 

Meanwhile, the presence of work-life balance is also linked to the satisfaction of an 

employee’s personal needs, which, in turn, improves the employee’s job performance 

(Thevanes & Mangaleswaran, 2018). 
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Job Performance 

Job performance is generally defined as behaviors or actions relevant to its goals 

(Koopmans et al., 2011; Rotundo & Rotman, 2002; Sonnentag et al., 2008). Rotundo and 

Rotman (2002) argued that job performance’s real concept depends on the specific context. In 

this research, job performance refers to employees’ actions or behaviors that contribute to the 

organizational goals, including performing duties and responsibilities, cooperation with 

others, and interpersonal behaviors. Diamantidis and Chatzoglou (2018) proposed an 

employee performance assessment model for the further comprehensive study of employee 

performance, integrating the relations between firm/environment-related factors, job-related 

factors, and employee-related factors into an analytical employee performance (EP) 

assessment model. Meanwhile, each of these factors has been examined in the previous 

literature, articulating that these factors’ impacts are directly linked to employee performance. 

The firm-related factors comprise leadership, supervision, training, and organization climate.  

The employee-related factors comprise employee commitment, proactivity, work-life 

balance, and adaptability, and lastly, the job-related factors comprise technology utilization, 

job communication, and job environment.  

 

Organizational Commitment 

Organizational commitment is an important attitudinal variable studied extensively in 

human resource management, organization behavior, and organization development theory. 

The definitions of organizational commitment vary in studies (Noraazian & Khalip, 2016), 

but the definition’s critical part is never changed. A lot of studies (Li & Ngo, 2017; Al-

Ahmadi, 2009; Salminen et al., 2017; Chen et al., 2006; Soomro & Shah, 2019; Noraazian & 

Khalip, 2016) to the organizational commitment in the recent year still refer to the 

organization commitment theory of Meyer and Allen (1991). They emphasized that 

organizational commitment is an employee’s emotional attachment to, identification with, 

and involvement in the organization. It reflects the psychological bond that ties the 

employees to their organization.  

Organizational commitment and job satisfaction have been studied since the 

beginning of the human relation movement, especially concerning their influence on 

employee performance (Salminen et al., 2017). Committed employees are believed to 

dedicate more of their time, energy, and talent to the organization than those who are not 

committed (Boshoff & Mels, 1995).  

 

Perceived AI Utilization 

Artificial Intelligence (AI) 

Artificial Intelligence (AI) refers to IT systems that sense, comprehend, act and learn. 

AI consists of multiple technologies that enable computers to perceive the world (such as 
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computer vision, audio processing, and sensor processing), analyze and understand the 

information collected (for example, natural language processing or knowledge 

representation), make informed decisions, or recommend action (for instance, inference 

engines or expert systems) and learn from experience (including machine learning). 

Intelligent machines are computers and applications with AI embedded. Intelligent systems 

connect multiple machines, processes, and people (Kolbjørnsrud et al., 2016). Therefore, in 

this research, artificial intelligence (AI) refers to the relevant applications or systems with AI 

embedded in the bank to help managers and staff finish the working arrangement, reporting, 

and routine to have better decision-making and communication. 

 

Technology Acceptance Model (TAM) 

The Technology Acceptance Model (TAM) developed by Davis (1989) to explain 

computer usage behavior has achieved wide acceptance and been validated by numerous 

empirical studies as an accurate predictor of system usage and acceptance. TAM was 

formulated to identify a small number of fundamental variables suggested by previous 

research, dealing with computer acceptance’s cognitive and affective determinants (Rondan-

Cataluña et al.,2015). Specifically, TAM is based on two particular beliefs, perceived 

usefulness (PU) and perceived ease of use (PEOU), as the main antecedents of computer 

acceptance. (Davis,1989; Rondan-Cataluña et al., 2015). Perceived usefulness is defined as 

the extent to which a person believes that using a specific application system will increase 

their job performance within an organizational context. Perceived ease of use refers to the 

extent to which a person believes that using the new technology would not require physical 

and mental effort. The perceived usefulness and ease of use of the technologies affect users’ 

attitudes towards using information technology (IT), influencing one’s behavioral intentions 

and, finally, actual system use. (Davis , 1989) 

Furthermore, Omar et al. (2019) proved that perceived usefulness and ease of use 

have a significant relationship with the dependent variable, employee performance. 

Therefore, the research integrated perceived usefulness and perceived ease of use of AI-

related systems into one concept-- perceived AI utilization, and define it as the degree to 

which a person believes that using the artificial intelligence would improve his job 

performance or would be free of effort or would not require mental effort. 

 

Supervision 

Supervision is defined as an interactive process that supervisors provide/offer 

employees support, encouragement, and concern in promoting organization goals and 

enhancing personal and professional development (Reed, 2015). Likewise, Omisore (2014) 

studied supervision as promoting employee productivity and performance; the author also 

indicated supervision is a developmental process designed to support and enhance staff’s 
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acquisition of motivation, autonomy, self-awareness, and skills necessary to accomplish the 

job at hand effectively. Babin and Boles (1996) use supervisor support as the research term of 

supervision and define the degree to with employees perceive that supervisors offer 

employees support, encouragement, and concern. They demonstrated supervisor support has 

a positive impact on job satisfaction and could indirectly affect employee performance. Such 

the research result also was showed in other relevant researches (Bhatti et al., 2018; Al-

Ahmadi, 2009; Valaei & Rezaei, 2016). 

Effective supervision plays a motivating factor that increases job satisfaction and 

commitment, leading to high job performance. However, the workplace’s lack of supervision 

has far-reaching negative impacts on employees’ safety, productivity, morale, and 

performance (Omisore, 2014). Diamantidis and Chatzoglou (2018) concretely indicated that 

the manager or supervisor should dynamically support the employee’s job-related action and 

improve the organizational climate and job environment.  

 

Needs Assessment 

A needs assessment is a systematic process of identifying the needs before 

understanding how to improve service, operation, job performance, and organization 

development. Sapsombat and Roengsumran (2019) further indicated that needs assessment is 

a process that is used to estimate deficiencies which are the measurable gap between “what 

is” or the current state of things and the “what should be” or the desired state of things. 

Eventually, the deficiencies (gaps) between the current state and the desired state are defined 

as “need” (Sapsombat & Roengsumran, 2019; Rouda & Kusy, 1995).  

Purposes and benefits of needs assessment include clarifying the current state and 

problems, identifying needs, specifying causes of problems and feasible solutions to them, 

and identifying appropriate intervention and new projects (Sapsombat & Roengsumran, 

2019). Wongwanich (2019) analyzed and synthesized various needs assessment models, and 

the results indicated five stages for a needs assessment model as follows: 1) identifying what 

should be, 2) exploring the current state of the situation (what is), 3) analyzing discrepancies 

between 1 and 2, 4) analyzing causes of discrepancies and prioritizing them, and 5) exploring 

and identifying solutions for the causes identified in Stage 4. Besides, Wongwanich (2019) 

also offered a simple method for the needs analysis. The needs are calculated by Mean 

Deference Method (MDF), which finds out the means of I(Importance or desired 

performance) and D(Degree of success or current performance), called rank order of 

deference scores, and prioritizes the importance by using the modified Priority Need Index 

(PNImodified), which Wongwanich (2005) (cited by Deechai et al., 2019) has adjusted. It is a 

process to determine the differential rate of (I- D) and divide it with D to control the needs’ 

scope.   

 The equation is PNImodified = (I-D)/ D (Deechai et al., 2019). Formulation: PNImodified = 
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(I – D)/D. Each abbreviation definition includes I = importance or desired performance and D 

= degree of success or current performance. An effective needs assessment can be beneficial 

for decision-makers and organization management and development. The main purpose is to 

provide useful information for supporting decision-making through the research findings.  

 

Conceptual Framework 

The conceptual framework of the research is shown in the following Figure 1. The 

research’s conceptual framework mainly focuses on the five performance-related factors in 

training & development, work-life balance, supervision, organizational commitment, and 

perceived AI utilization. The five variables are selected based on numerous empirical studies 

mentioned earlier in this paper where these variables were confirmed to have interwoven with 

employee performance which represents the desired condition. 

  

Figure 1 

 

Conceptual Framework of the Study 

 

(Researcher, 2020) 

 

Research Methodology 

 

This article employed the quantitative method as the primary method for data 

collection. The data were gathered using the structured questionnaire, which had also been 

IOC validated and tested with Cronbach Alpha Co-Efficient. The questionnaire contained the 

fixed choices and open-ended questions to collect the relevant data from G bank all level 

employees (staff, supervisor, and manager).   

 

Scope of Population and Sampling  

The research site was in the capital city Nanning of Guangxi, South China, G 

Work-Life Balance 

Organizational Commitment  

 
Job Performance 

 Training & Development  
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Commercial Bank. The respondents included staff, supervisors, and managers, totaling 400 

full-time employees representing different departments and positions. 

According to De Vaus (2002), the required sample size depends on two critical 

factors:1) the degree of accuracy and 2) the extent to which there is variation in the 

population regarding the key characteristics of the study. De Vaus (2002) further elaborated 

that for a population where most people will answer a question in the same way, and the 

degree of the varied population is not strong, a smaller sample will do. Therefore, based on 

De Vaus (2002) and the relevant needs assessment study, the research needs at least 123 

internal employees selected through simple random sampling to participate in the survey. A 

table from De Vaus (2002) is used as a reference for the acceptable sampling error. 

 

Table 1 

 

Sample Sizes Required for Various Sampling Errors at 95% Confidence Level (Simple Random Sampling) 

 

 
Source: From the Surveys in Social Research (P81). 5th Edition, by De Vaus, D. A., 2002 Routledge, London. 

 

Based on Table 1 and the research context, the 123 sample was adequate, with a 9% 

sampling error is the basic acceptable benchmark for the research. 

 

Scope of the Research Instrument 

This research employed a structured questionnaire comprising fixed choices and 

open-ended questions to collect responses from the respondents. The semi-structured 

questionnaire consisted of three parts: 

Part I: General information about the respondents.  

Part II: The questions related to the five performance-related factors and employed the 

5-Likert Scale for the respondents to fill out the answer.  

Part III: The open-ended question, asking employee’s suggestions for the 

improvement of job performance. All measurements of the factors in the research model were 

adapted from well-established instruments in the literature. Table 2 illustrated the sources of 
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measurements and Cronbach Alpha Co-Efficient Reliability test results. 

Table 2 

 

The Result of Item Objective Congruence (IOC) and Reliability Testing (Cronbach Alpha) 

 

Variable 
No of 

Question 
Questions IOC 

Cronbach’s 

alpha 

Perceived AI Utilization 5 Q1-Q5 0.67, 0.67, 1.00, 1.00, 0.67 0.838 

Supervision 5 Q6-Q10 1.00, 1.00, 1.00, 1.00, 0.67 0.872 

Work-Life Balance 5 Q11-Q15 1.00, 1.00, 1.00, 1.00, 1.00 0.851 

Organizational Commitment  5 Q16-Q20 1.00, 1.00, 1.00, 1.00, 1.00 0.906 

Training & Development 5 Q21-Q25 1.00, 1.00, 1.00, 1.00, 1.00 0.941 

 

The reliability of Cronbach Alpha Co-Efficient treatment was conducted. A total of 

138 responses were also tested again to ensure consistent reliability after the pilot test of 30 

samples. According to the empirical education journals, and international common statistic 

criteria, Cronbach’s alpha acceptability value is around 0.7, and the value reaches 0.8, or 

greater is better (Cortina, 1993). In Table 2, Cronbach’s alpha for the factors ranged from 

0.835 to 0.941, which exceeded the acceptable value of 0.7; this indicates that all items in 

each factor were reliable and consistently reflect the relevant concept. 

 

Scope of Data Collection and Analysis  

The data collection was conducted during the coronavirus-19 outbreak, and to ensure 

continuity, the online questionnaire was utilized to collect data. After getting permission from 

G commercial bank’s top management, designated staff and supervisors assisted the 

researcher in distributing the questionnaire. The researcher employed Tencent’s questionnaire 

program platform to develop an online questionnaire and then shared the link to the online 

questionnaires to G Commercial Bank via the WeChat communication channel’s designated 

coordinators.   

The data analysis comprised descriptive statistics (e.g., Mean, Standard Deviation), 

Modified Priority-Needs Index (PNI), and the Matrix Analysis employed to identify strengths 

and weaknesses, in which the Matrix analysis was divided into four quadrants (Wongwanich, 

2019), comprising Quadrant 1 Best result/Highly Successful, Quadrant 2 Good 

result/Successful, Quadrant 3 Need improvement, and Quadrant 4 Inconsistent result, but not 

concerned. The cut-off score in this study was 3.8. 

 

Results and Discussions 

 

The results’ presentation started with descriptive statistics where raw data were drawn 

from the actual responses to the 25-statement questionnaire, and the contents analysis drawn 
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from the open-ended questions in the questionnaire which the respondents completed.  

 

Demographic Profile  

One hundred thirty-eight employees in G bank participated in this survey of the 

research. The 71 responses (51.4%) were males, and 67 responses (48.6%) were females. The 

68 responses (49.3%) were with single or marital status.  

Secondly, respondents' age mainly ranged from 26 to 34 years (n=88), presenting 

64.0%, 22-25 years (n=32), representing 23.0%, 35-45 years (n=18), representing 13.0%, and 

46-55 years (n=1) representing 3.0%.  

Thirdly, the 113 (81.9%) respondents obtained a Bachelor’s degree, 16 persons 

obtained a Master’s degree, and nine responses obtained a college degree. For the year of 

service time, the majority of respondents represented 1–3-year group (61 persons with 

44.2%), 4-6 year group (50 persons with 36.2%), and 7-10 years group (22 persons with 

15.9%). By job position, there were 102 staff, 29 supervisors, and seven managers. 

 

The Results of the Descriptive Statistics, PNIModified and Rank: The Gaps between the 

Current and Expected Situation 

Descriptive statistics, modified priority need index (PNI), and ranking are presented 

below. 

 

Table 3 

 

Descriptive Statistics, PNIModified, and Rank: All Main Variables 

   

Factors n Current situation 

(D) 

Expected 

situation (I) 

Mean 

diff. 

PNI 

Modified 

Rank 

M SD M SD 

Work-Life Balance 138 3.67 0.72 4.19 0.58 0.52 0.140 1 

Perceived AI 

Utilization 

138 3.78 0.65 4.16 0.57 0.38 0.100 2 

Training & 

Development 

138 3.85 0.77 4.17 0.59 0.32 0.083 3 

Supervision 138 3.86 0.72 4.15 0.51 0.29 0.074 4 

Organizational 

Commitment 

138 3.90 0.71 4.09 0.59 0.19 0.050 5 

Note: PNIModifed = (I-D)/D 

 

Table 3 showed that the top three performance-related factors of priority need index 

improvement comprised 1) work-life balance, perceived AI utilization, and training & 

development. The work-life balance factor obtained PNImodified= 0.14; the Perceived AI 
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utilization obtained PNImodified = 0.10, and training & development obtained PNImodified = 0.08 

respectively.  

In terms of the strengths and need improvement identification, the matrix analysis was 

also employed to visualize the current and expected situations. 

 

Figure 2 

 

Metrix Analysis 

 

 (Researcher, 2020) 

 

As Figure 2 illustrated, from the lens of Metrix analysis, work-life balance and 

perceived AI utilization fell within Quadrant 3 needs improvement. Meanwhile, training and 

development and supervision fell within Quadrant 2 Successful, and lastly, organization 

commitment fell within Quadrant 1 high successful.  

The followings are the detailed presentation of each variable and the questions that 

obtained the highest PNIModified values.  

 

Work-Life Balance  

The following statements concerning the work-life balance questions were ranked in 

the top three order of priority needs. 

The first-order priority need was Q4. I am satisfied with the way how I manage my 

work-life balance today (PNIModified=0.23). 

The second-order priority need was Q3. I feel that balancing my work demands and 

personal priorities is currently just right (PNIModified=0.22). 
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The third-order priority need was Q2. I feel that I can accomplish my work goal and 

my personal goal at the same time(PNIModified=0.18). 

 

Perceived AI Utilization  

The following statements concerning the perceived AI utilization questions were 

ranked in the top three priority needs. 

The first-order priority need was Q5. I find the AI-related systems (e.g., intelligent 

terminal, quick loan, Ding talk) do not require much mental effort to learn how to use them 

(PNIModified=0.15). 

The second-order priority need was Q1. Using the AI-related systems (e.g., Intelligent 

terminal, quick loan, and Ding talk) in my job would enable me to accomplish tasks more 

quickly (PNIModified=0.12). 

The third-order priority need was Q2. Using AI-related systems (e.g., intelligent 

terminal, quick loan, and Ding talk) would shorten my work time. (PNIModified=0.09). 

 

Training and Development   

The following statements concerning the training and development questions were 

ranked in the top priority needs. All four questions (Q1, Q2, Q4, and Q5) obtained the same 

rank.  

The first-order priority need was Q1. Training & development provided by the 

company helps me accomplish tasks; Q2. The job knowledge gained during training & 

development increases my work performance. Q4. Training & development improves my 

skills to work with others at work (e.g., communication, collaboration, problem solution, and 

idea expression); and Q5. Training & development focuses on the use of new technology and 

(PNIModified=0.08) 

 

Supervision 

The following statements concerning the Supervision questions were ranked in the top 

priority needs. Question 3 and Question 5 obtained the same rank base don the PNIModified 

values. 

The first-order priority needs comprised Q3. My supervisor exercises fairness when 

working with me in the workplace (PNIModified=0.08) and Q5. My supervisor stands up for 

team members, even though they make mistakes (PNIModified=0.08). 

The second-order priority need was Q4. When the barriers get in the way of 

accomplishing my goals, my supervisor helps me overcome them (PNIModified=0.07). 

 

Organizational Commitment  

The following statements concerning the organizational commitment questions were 
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ranked in the top priority needs.  

The first-order priority need was Q1. I would spend the rest of my career in this 

organization (PNIModified=0.11). 

The second-order priority need was Q2. This organization gives me a good sense of 

meaning (PNIModified=0.05). 

The third-order priority need was Q5. I am proud of sharing my organization’s 

success stories with outsiders (PNIModified=0.03). 

 

The Results of the Contents Analysis 

The 35 respondents out of 138 provided the relevant suggestions in the open-ended 

question section of the structured questionnaire when they asked how job performance could 

be improved. Twenty-eight passages were analyzed, coded, and synthesized to develop 

common ideas. The following themes emerged from the contents analysis:  

 

Theme 1: Employee Compensation and Benefit 

The employee compensation and benefit theme emerged, the respondents looked 

forward to improving the employee compensation and improving their motivation and 

commitment to pursue job performance. The following statements highlighted the employee’s 

viewpoints of improving the employee compensation and benefit: 

 

“Wages, performance bonuses, and benefits have been greatly reduced 

compared with before, and it is difficult to balance life and work. The funds 

of reward are not transparent. Those situations make it hard to motivate 

employee’s proactivity. We hope to get the equivalent return or be rewarded 

when we are helping the company create revenue.” (Respondent 8) 

 

“Strengthen the reward and incentive, and cash it timely and make use of 

scientific and technological means to clarify the reward policy, timely 

adjust and cash the reward when the reward policy is going to change.” 

(Respondent 20) 

 

“Improving the reward/salary/compensation system is necessary.”                                                                                 

(Respondent 33) 

 

“Raise ordinary staff’s income; some revenue should be made public and 

transparent; ensure the employee’s rest time, develop or adopt relevant 

institutions for the overtime to guarantee employee benefit. (Respondent 35) 

 

These quoted statements above typified the majority of respondents’ viewpoints on 

employee compensation and benefit. They hoped the company’s relevant institutions or 

systems related to employee compensation and benefits could be improved and well-aligned 
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with its strategy development, seeking a balance between effort and reward, even work-life 

balance.  

 

Theme 2: Training and Development 

Training and development emerged as the second theme as one of the main 

suggestions commonly found in the open-ended questions. The contents analysis results 

revealed that respondents’ expectations toward targeted training and development with its 

high-quality provision. Respondents wish to have regular, diversified, and targeted training 

and development to improve their working skills, professional knowledge, and business 

operation knowledge, thereby improving individual performance. Some of the respondents 

reported that: 

 

“I hope to get more relevant training and improve my ability.”                                        

(Respondent 2) 

 

“Training needs to be more targeted.” (Respondent 9) 

 

“1. Learn Excel skills; 2. System information source management.”  

 (Respondent 13) 

 

“Develop the regular training and development, do not just limit the 

methods of reinforcing understanding of the relevant training context on the 

exam, asking questions and other ways.” (Respondent 28) 

 

Theme 3: The Reliable and User-Friendly Technology 

Theme 3 was related to the company’s technological competencies. As the adoption of 

sophisticated information technology in the business area became common. Respondents 

articulated more expectations on the development of the company’s technological 

competencies: 

 

“Optimize the system of KPI data. There is a little bit of complexity to 

inputting the KPI data (input the customer data one by one and have to wait 

for the system to refresh data). Different marketing businesses have different 

marketing codes; it leads to too many repetitive works when employee input 

the KPI date into the relevant system.”(Respondent 5) 

 

“The company’s relevant systems or application should be more 

intelligent.”(Respondent 12) 

 

 “Reduce the time of double-checking of employee’s KPI data, and reduce 

repetitive work.” (Respondent 21) 
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“Strengthen and optimize the compensation management system and 

improve the system intelligence.” (Respondent 29) 

 

These quotes above typified the majority of respondents’ viewpoints on reliable and 

user-friendly technology. The highly expected the company to improve its technological 

competencies to boost job efficiency and standard operating system, especially on the 

adoption of AI utilization or the advancement of more reliable and user-friendly information 

systems. 

 

Theme 4: Participative Leadership/ Supervision 

Participative leadership/ Supervision emerged as the fourth theme. Some respondents 

reported in the open-ended questions, which were in common in the content analysis as 

follows: 

 

“As a new employee, I hope my colleagues or supervisor can be more 

patient rather than blaming so that people can increase confidence and 

enjoy the work.” (Respondent 7) 

 

“I hope that the company leaders or decision-makers can go to the front 

line to investigate and know more about the work of employees and help 

them to improve their working methods.” (Respondent 23) 

 

Theme 5: Organization Communication 

 Organization communication was common in the contents analysis as the theme No. 

Five, the respondents stated as follows: 

“Reinforce the understanding of employee to company policy. Grab and 

highlight the critical point in the process of information transfer. Ensure the 

effectiveness of the information transfer from top to down and point to the 

surface.”(Respondent 28) 

 

Theme 6: Standardized Operations 

One respondent shared the comment or suggestion in the open-ended questions, 

stating as follows:  

“Formulate SOP as soon as possible.”(Respondent 22) 

 

“Eliminate formalism and improve work efficiency.” (Respondent 31) 

 

 As presented above, respondents hoped that the leaders could often go to the 

frontline to listen to employee’s voices and guide them to work. They also expected that the 

supervisors or leaders could participate more in employee’s routines, give support and 
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encouragement to their job instead of blame. They desired communication and standardized 

operations, which can improve effectiveness, efficiency and promote transparency.  

 

Comparative Quantitative and Qualitative Data Findings  

Table 4 below presented the discussions on quantitative and qualitative findings. 

 

Table 4 

 

Quantitative Findings and Qualitative Findings’ comparison  

 

Quantitative Findings 

(PNImodified) 

Qualitative Findings 

(Content analysis) 

Factors PNImodified Rank Themes Frequency 

Work-Life Balance 0.140 1 
Employee Compensation and 

Benefits 
10 

Perceived AI Utilization  0.100 2 Training & Development 9 

Training & Development 0.083 3 
Reliable and User-Friendly 

Technology 
6 

Supervision 0.074 4 
Participative Leadership/ 

Supervision 
4 

Organizational Commitment 0.050 5 Organization Communication 3 

 Standardized Operations 3 

 

As Table 4 illustrated, the work-life balance ranked the first-order priority, whereas 

the qualitative finding implied that the key informants articulated employee compensation 

and benefits as the work-life balance’s motivational management. The second theme 

concerning training & development was supported by Anwar et al. (2013), suggesting that 

creating a work-life balance, purposeful training, and development, perceived equity-based 

salary package, and a beneficial work environment are the areas that companies should invest 

more time understanding the needs and act on accordingly. When there is a balance 

perception between work and life and extrinsic factors, employees feel satisfied, happy, and 

under less pressure; these could propel their commitment and perform better. This finding 

highlighted that work-life balance was essential for the employee to maintain G commercial 

bank’s job performance. 

The perceived AI utilization ranked the second; it was congruent with the reliable and 

user-friendly technology theme’s qualitative findings, highlighting that the perceived AI 

utilization was essential for its job performance. This finding is also supported by previous 

studied results (Isaac et, al., 2017; Hou, 2012; Goodhue & Thompson, 1995), suggesting that 

information technology positively affects individual performance. However, firstly, the 

technology must be utilized to enable a good fit with the job it supports.  
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The finding of training & development ranked the third; it was congruent with the 

training &development theme’s qualitative findings, highlighting that training &development 

was essential for the employee to improve their G bank’s job performance. This finding was 

proved by previous research as highlighted in the literature part, including the study of 

banking systems (Imran & Tanveer, 2015); this empirical research suggested that an 

organization needs to consistently pay attention to training &development because it 

functions within human resource management to fulfill the gaps between current and 

expected performance (Rodriguez & Walters, 2017). Moreover, the direct effects enhance 

employees’ capabilities, skills, and knowledge; these are the foundation for the organization’s 

competitive advantage in contemporary global business. 

As one of the main variables in this study, the supervisor was ranked fourth and was 

congruent with the qualitative findings of participative leadership/Supervision and the 

organizational communication themes, highlighting that supervision was a positive 

reinforcement process for the employee’s job performance in G bank. Some researches 

explained (Valaei & Jiroudi, 2016; Diamantidis & Chatzoglou, 2018), suggesting that 

managers’ or supervisors’ interactive process supports and concerns their employees to 

enhance their professional development.  
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Proposed OD Intervention and Discussions 

Figure 3 

 

The Holistic Action Framework for Intervention 

 

 

 (Researcher, 2020) 

 

Based on the presentation of data and findings, the Organization Development 

Interventions could be proposed. As Figure 3 illustrated, G commercial bank should regard 

the work-life balance, the perceived AI, the training &development, and the supervision for 

improvement. The followings are the research’s proposed OD intervention based on the 

holistic action framework: 

 

Work-Life Balance 

 1.Revisit the employee compensation & benefit to identify the alignment strategy with 

the current business strategy. Employee compensation & benefit is one of the reflections 

associating with work-life balance as implied in the contents analysis of qualitative data. This 

conclusion was also supported by Anwar et al. (2013), which discussed that compensation and 

benefit are the important factors for determining the work-life balance and individual 

performance, and employees wanted a-just-and-fair compensation and a friendly work 

environment to fulfill their private-professional life. The company background showed that G 

bank’s business was scaling up. Employees needed to pursue new businesses; the qualitative 

findings implied that the current compensation & benefits system was not aligned with the 

growing business and its current company business strategy. The previous empirical research 

(Bataineh, 2019; Banu & Duraipandian, 2014) concluded that the work-life balance’s higher 

satisfaction positively contributed to its effectiveness.   

Work-Life Balance 

Perceived AI Utilization 

Supervision 

Training & Development  

 
 

 

Job Performance 
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2. Improve organizational support through the utilization of AI and training & 

development. The new jobs and tasks with less supportive resources are difficult for 

employees to succeed in their works. It also leads to work demands and goals that occupy a 

more time proportion of the work-life balance. The AI-related application and mobile 

information technology devices can facilitate employee’s work and work-life balance 

management; this fact is supported by (Adisa et al.,2017), indicating that flexibility is the 

critical indicator for work-life balance, and it is one of the practical benefits, leveraging 

mobile information technology devices. On the same token, well-intended training & 

development helped employees to improve essential knowledge and skills needed for the job; 

this was also supported by Anwar et al. (2013), elaborating that the well-intended training 

&development balancing between the individual and organization propelled employees 

loyalty, honesty, discipline, and responsibility.  

 

Perceived AI Utilization 

1. Optimize AI-related applications or systems by developing the user’s requirement 

analysis record and analyzing the requirements from the views of software design and the 

user is critical because employees’ perception toward using the new technology can directly 

reflect the perceived usefulness of the new technologies. Such findings can be supported by 

the results of previous studies(Isaac et, al., 2017; Hou, 2012;Isaac et al., 2018; Davis ,1989; 

Goodhue & Thompson, 1995), stating that technology’s utilization and good-fit with the job 

can improve job performance.  

2. Enhance the training to improve employee’s understanding of relevant systems and 

develop the facilitating condition to boost technology utilization. The findings indicated that 

the G bank’s current AI-related systems are easy to learn to operate but need to spend much 

mental effort to learn further or study it. Based on this situation, G bank needs to regularly 

organize the related training of learning new technology to improve the employee’s 

understanding of relevant systems. Such implication is congruent with Imran & Tanveer 

(2015), stating that the training and development was a more logical and organized way of 

improving the skills, knowledge, and attributes needed by the workers . Dong (2011) affirmed 

that facilitating can be done variously, namely offering specific instruction books and setting 

the professionals for guidance. 

3. Embed the importance of technological development and utilization in the 

organizational structure and function to improve the degree to which employees accept the 

new technology. Technological development and utilization is a very significant process in 

the company’s future strategy development. In this process, perceived usefulness, perceived 

ease of use, and the employee’s awareness of technological development and utilization 

determine the company’s speed or absorb new information technology. This finding is 

supported by Isaac et al. (2018), concluding that if the organization emphasizes perceived 
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usefulness and perceived ease of use on the utilization of information technology, it can 

create employees’ awareness. When the awareness of technology utilization is present, the 

adoption of information technology would be optimized; meanwhile, encouraging every 

employee to study and use intelligent office automation and create an internal expert group to 

propel the process. These actions eventually contribute to the improvement of work-life 

balance and training & development. 

  

Training & Development 

1.Target training for specific positions or specific groups of people, rather than mass 

training that everyone can attend. Imran & Tanveer (2015) indicated that the biggest issue 

observed in the failure of training programs in companies and particularly in banks was the 

employees’ inability to apply what they learned during training. Organizing mass training 

without concrete purpose likely derailed the training effectiveness; some employees might 

not find the training is relevant. The researcher proposed that G Commercial bank classified 

the content of training & development. Many previous studies proved that the targeted 

training to specific groups of employees could help them accomplish the task successfully 

and quickly master the new knowledge in their work area (Anwar et al., 2013; Imran & 

Tanveer, 2015; Rodriguez and Walters, 2017), and it can reduce the unnecessary cost of labor 

and training.  

2. Provide appropriate training to bolster essential skills and applies new technology 

to elevate the operation. Skill-based training and new technologies are the employee’s 

expectations for priority improvement. According to the qualitative data findings, G 

commercial bank’s training activities mainly focused on business study or business process 

training; and not emphasized managerial or soft skills and all existing technologies available 

for the employees. It was noted that training on business knowledge made the employees 

more competent in their respective positions, but the job efficiency and performance still 

require managerial skills, such as communication, collaboration, problem solutions, time 

management, and idea articulation). This finding was congruent with Rodriguez & Walters 

(2017), indicating that the major purpose of training & development was to elevate employee 

competencies and skills necessary for individual and team performance, and training and 

development invariably motivated individuals; and thus providing appropriate training & 

development to employees relate to work skills created a long-term impact.  

3. Diversify training methods to enhance training efficiency through the flexible use 

of artificial intelligence (AI) technology. With accelerated developments in technology, 

training & development are no longer limited. Online training and self-learning using 

intelligent applications are feasible to enhance employee knowledge, skill, and the ability to 

accomplish the task. Upadhyay and Khandelwal (2019) discussed that training and 

development functions also significantly transformed AI applications. AI-based training can 
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assess training needs, recognize trainee’s weaknesses, and design personalized content and 

delivery of training. It is worth mentioning that the traits of AI-based training above have 

already been applied in the financial service and entertainment (e.g., YouTube, mobile 

banking). Upadhyay and Khandelwal (2019) further indicated that the combination of 

training and AI technology could facilitate the employee’s training process. With this, G 

commercial bank could develop its AI-based training system and blend traditional and AI-

based training to diversify training methods to fulfill its employees’ diverse needs.  

 

Supervision 

Establish targeted training & development programs to strengthen the supervision 

skills of the supervisor. According to the qualitative data analysis, most of the training & 

development programs to the supervisor or middle manager in G bank focused on business 

knowledge, policy transformation, and new business strategy when many supervisors did not 

acquire sufficient training in supervision skills (e.g., communication, collaboration, problem 

solution, and idea expression) and new technologies applications. G Commercial bank should 

consider strategizing and clarifying the specific skills-based training contents and measures 

associated with job requirements and performance. This proposal of supervision skill training 

and development is supported by Omisore (2014), indicating that supervision can improve 

results. With appropriate supervisory skills in the workplace, the team’s productivity can be 

consistently improved as Diamantidis and Chatzoglou (2018) also concluded that managers 

and supervisors should dynamically support employee’s job-related actions at a personal level 

and improve organizational climate and job environment to directly or indirectly influence 

their job performance.  

 

Conclusions 

 

This research aims to determine the priority needs of improving the performance-

related factors, comprising training & development, work-Life balance, supervision, 

organizational commitment, and perceived AI utilization, and propose a set of OD 

interventions. Based on the PNImodified and the discussion of key findings, the research found 

that the work-life balance (PNImodified=0.14), perceived AI utilization (PNImodified=0.10), the 

training &development (PNImodified=0.08), and the supervision (PNImodified =0.07) were the 

priority needs.  

G commercial bank needed to ponder the work-life balance as the desired condition 

from its employees’ view and refine its current compensation systems to equate the 

employees’ actual and perceived workloads. G commercial bank should create positive 

reinforcement with well-intended training and development to reframe the perception of its 

employees’ AI utilization. As for the training &development, the company should define, 
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refine, and align its training domains, emphasizing technical knowledge and soft skills 

development for the supervisor.  

 

Recommendations 

 

For the company, before implementing the organization development interventions, it 

is noted that the company should first review the organizational policies and processes related 

to work-life balance, AI utilization, training & development, and supervision to ensure the 

holistic integration of employee’s developments to support the business strategy and growth. 

Second, the company should further investigate the work-life balance, perceived AI 

utilization, training &development, and supervision from its employees’ lens, and upgrade the 

policy to relevantly respond to the growing needs of employees, namely alignments between 

the compensation and benefit and business strategy, seeking practical ideas on the 

applications of AI-related functions, and designing the training and development contents for 

a specific group by engaging key stakeholders from the operational teams. 

 

Further Research 

 

This research employed the needs assessment method to determine the priority needs 

for improving the employees’ performance based on the selected variables, including training 

& development, work-Life balance, supervision, organizational commitment, and perceived 

AI utilization. Based on the research results and recommendations, further study can be 

considered by furthering the inquiry or interview with the employees about the concrete 

needs to the details of the factors in terms of the work-life balance, perceived AI utilization, 

and training & development. 

Additionally, some emerging variables found from the contents analysis could become 

the study’s topic for other researchers, including the correlation study or factor analysis of 

participative leadership, compensation and benefit, and organizational communication, and 

how these factors influence employee commitment and employee performance.  
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