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ABSTRACT

Kauppinen, Niina and Mesilaakso, Essi. 2011. Analyzhe employee perspectives on
training methods by implementing Balanced Scorec&ake of S-Bank. Bachelor’s

Thesis. Kemi-Tornio University of Applied Scienc@&usiness and Culture. Pages 44.
Appendices 10.

The case company in this thesis is S-Bank for wthehauthors’ have been working for
since it started its operations in 2007. The ainthaf thesis is to give the employees of
S-Bank in the Kemi-Tornio region the opportunityrede the currently used training
methods and highlight possible improvement poiftse study for this thesis contains
both qualitative and quantitative methods. A questaire survey was conducted
among the employees and it contained both opendemgestions and 1-5 rating
qualitative questions. The questionnaires weremgitee all the S-Bank employees in
Kemi and Tornio, i.e. a total of 17 from which 14ene answered, providing the
response rate of 82.35%. An interview with the Regl Manager of S-Bank Mr. Ari
Impi6é was conducted in order to identify the stgatepoints of view and to discuss the
training methods with a member of the managememtofietically, this thesis aims to
develop the training methods from the strategiceeispy implementing the Balanced
Scorecard.

We found out with the help of the questionnairaultssand interview with Mr. Impi6
that both he and the employees agree on the fatttid training methods should have
an increased focus on the customer service enasu@enerally, the training methods
were highly appreciated and well used. On the bafsteese findings we suggest that
the company should develop their training methods inore practical direction than at
present. In other words, face-to-face situatiomsikhbe increasingly highlighted.

Despite the fact that the authors believe thatréselts are generally applicable, it is
suggested that further research be carried out avitextended employee involvement

through a nationwide questionnaire concerningithi@ing methods in S-Bank.

Due to the non-disclosure agreement that the amithave signed as employees of S-
Bank, parts of this thesis are regarded as corti@eiherefore, they are not published

in the library version.
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1 INTRODUCTION

Banking services have gone through a series ofggsam the last few years. Many of
the commercial banks in Finland have cut down tleeistomer service points and
simultaneously their other services. Customersiraeeasingly urged to handle their

banking transactions online. This chapter introduce

1.1 Motivation and Background

S-Bank, which is a part of the S-Group, startedbésking operations in October 2007,
in highly competitive markets. S-Bank, unlike itsngpetitors, has invested in customer
service points and e.g. in professional personmée bank serves its customers
depending on the location seven to six days a w&bk. bank operates in the same
facilities with super- and hypermarkets. The eme&s/ of S-Bank are also the
employees of the local cooperative. New employees raostly trained by the
cooperative’s other senior employees. Furtherm8r8ank offers its employees
helpdesk services, monthly trainings and otherinanus training possibilities. After
the bank’s startup in 2007, the bank’s result hgsifscantly improved as well as the
training methods have at the same time improved e methods have been
introduced into use.

The motivation of this paper is to examine the eywpés’ point of view to the training
methods and the S-Bank employees of the Kemi-Taegion have the chance to rate
the training methods and give improvement suggestio the management through this
thesis. Both authors’ of this thesis have worked dase company S-Bank since it
started its operations. Therefore, both authorsspe an extensive knowledge about the
bank, its operations and the later discussed trgimethods used now and before.
Personal knowledge and experience have influencétki choosing of the topic as well

the specific wishes from the case company.

As above mentioned, the case company, S-Bank, etasdéd in 2007 and thereby it
has been operating for relatively short periodiofet This means that the employee
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training methods are also very new. Many trainingthnods for continuous use have
been introduced, but there has never been any sdigcu or employees’ perspective
introduced on how the different training methodtualty work and if they all really
needed. As it is being discussed later on the tdvere are currently six different
training methods for continuous use. The thesisiges important information for the
company to improve these training methods and ns@mkee adjustments to them if
necessary. The case company has namely not coddactg surveys concerning
employees’ work performance. This thesis discusems big impact the continuous
training has in the everyday service encounterstaacemployees opinions about the
usage of the different training methods. This thefands out whether the current
training methods used in S-Bank are relevant, hel they are used and successful
from the point of view of the employee. The issige also examined from the
management and especially from the planning pdiview via balanced scorecard.
Through this research we give the employees thacehto be heard so that they can

give their opinions about the different trainingthuas.

1.2 Objective and Research Questions

This work focuses on determining whether the exgstraining methods of S-Bank are
relevant and sufficient to promote and how to cefib customer situations. Therefore,

this thesis addresses the following research curesti

* How do the training methods used in S-Bank, imphet employees’ work

performance in service encounters?
o How do the training methods differ from each otimgpractice?

* How is the training of employees taken into accaarlanning the strategy of
S-Bank?

* How should the case company improve the employeesk performance in
service encounters through trainings?

* How should S-Bank take continuous training intosidaration in implementing

their strategy?
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Training is a crucial part of being successful ny grofession. Customers are rather
conservative in view of their banking affairs ahérefore it is very important to create
a professional andalm atmospheré¢o the client. Therefore, proper training of the
employees is vitally important when examining therkv performance in service

encounters.

Training methods, which are more closely discusatmt on in this thesis, are examined
from the employees’ point of view, by conductinguwestionnaire. In the questionnaire,
the employees’ are supposed to rate (from 1-5,rtilseale) the different training

methods and support systems of S-Bank. Accordingh® results, the purpose and
relevance of the training methods are examined possible improvements are
suggested to the case company. In addition, thepeetive of the regional manager is
taken into account, by conducting interviews witimland discussing the outcomes of

the questionnaires.

1.3 Knowledge Base

Both authors work at S-Bank and therefore havera geod firsthand knowledge of the
methods that are being used for training. We haenlgranted with access to all the
information about the company, its policies andite®oth authors’ have worked in S-
Bank’s service encounter since the company wasdedinn 2007. Nowadays, Niina

works in a managerial position in Prisma Tornio df&ki as an S-Bank’s liability

person in S-Market Levi. Our work experience in &B has given us the need to
investigate and research this topic. It impactsdaily work and therefore the results of

this research are expected to have a concretd efiemur work.

Annual Reports dating back from 2007 till 2011 m@&uded and examined throughout

the project of writing our thesis work.

As already mentioned Balanced Scorecard and SyrdWap is used as theoretical

frame for the thesis.



1.4 Limitations

From the readers’ point of view, this thesis hamithtions concerning the
confidentiality of the case company. In other wortle library version of the thesis
does not display the whole work. Because of thbast work description in S-Bank,
they have signed a confidentiality agreement th@icerns publications of certain
chapters and sub-chapters of this thesis. Thenr#ton concerning training methods
and the research results are regarded as con@itlanti therefore the information is not

for public use.

The questionnaires were handed out only in the KBonnio region and therefore the
sample size was limited. The research was conductlgdin Kemi and Tornio because

of limited time frame and other resources.

The authors’ chose the theoretical framework toceatrate only on the Balanced
Scorecard in order to provide the case company walormation concerning the thesis

topic.

1.5 Structure of the Thesis

In the chapter 3 the case company is introducedetail. This helps the reader to
understand the position of the employee and thekwmocedures. Theoretical

framework of this thesis is concentrated around laéanced scorecard which is
discussed in chapter 4. Chapter 5 concentrateh@rermployees’ perceptions of the
current training methods of the company. This isamexed by conducting a

questionnaire for the S-Bank employees of Kemi-im@rea. In the same chapter is
reported and analyzed the results of the intervi@eaducted to the regional manager
of S-Bank Mr. Impid. Finally chapter 6 discusses ttonclusions of this thesis. The
results are reflected on the growing knowledge bas@ gained experience of the

employees.
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2 RESEARCH METHODOLOGY

In this chapter the used research methods aressisduBecause the nature and subject

of this thesis, case study together with qualieaind quantitative methods are used.

2.1 Case Study

This thesis focuses on determining, whether thestiexj training methods of S-Bank are
relevant and sufficient to cope with customer sitmes. According to, Collis and Hussey

(2009, 82) a case study is defined as being aesiplgénomenon in its natural setting
where different methods are used to obtain compiete knowledge. In this research,
case study is conducted by researching and anglyhm case company’s continuous
training methods and its affect in the work perfante of employees. In this research
multiple methods which are both qualitative and mjuwative are used for collecting

data.

Case study as a research method was suitableisah#sis, because both authors’ had a
common interest for the company. Because of theryisn the company discussed in

the introduction, the research for training methasls topic was current.

The target of our research is to examine our casepany, S-Bank and whether the
current training methods impact the employees vperformance in service encounters.
This is examined by conducting a questionnaire ie employees’ where the
functionality and importance of the training methdd examined. Interview with the

regional manager of S-Bank, Mr. Impid was conducted

2.2 Research Methods

Qualitative and quantitative methods differ froncteather in procedure. Knowledge
and research objectives determine the used resgwttiod, whether it is qualitative or
quantitative. Quantitative researchers are moraded on utilizing measurement unlike
qualitative (Ghauri and Grgnhaug 2005, 109). Inghalitative method the data is often



11

collected through interviews and own observatiams this is being applied also in this
thesis. The data is analyzed to arrive at findiogsheories (Ghauri and Grgnhaug
2005, 111). Overall form, the emphasis and theaivges determine which of these two

research methods to use (Ghauri and Grgnhaug 2005,

In this research both qualitative and quantitativethods are used to collect data. The
questionnaire made to the employees of S-Bank stnsif quantitative questions,
containing 1-5 scale (Likert Scale), which is maatiffor the purpose of the thesis. The
gualitative questions that can also be found in d¢uestionnaire are open-ended
questions, where the employees are free to expmnessselves and give improvement
suggestions. Interview with Mr. Impi6 also conttiés qualitative information.
Questionnaire focuses on the employees’ in Kemi Bochio, which sums up to 17
persons. Because of the small sample, it was thil a high return percentage was

gained.

2.2.1 Research Technique

The authors were used questionnaire as a seleesmhrch technique as well as
interviews to complete the research. The selectegbtpnnaire sample was chosen
logically from the focus area. As wafready mentioned above, it concentrates only on
the customer service points of S-Bank in Kemi-Torregion. All the employees who
are working in these customer service points wé&renga questionnaire to answer. In
the questionnaire Likert-type scale was used, tesuistanding for strongly disagree
and 5 for strongly agree. Most of the questionsewekgsigned to allow comparison with
each other. Open questions are used in order éethployees’ to be able to justify

their answers and contribute additional informatoithe research.

The reason for the questionnaire was to find owt ke training methods impact the
employees’ service encounters and how the methiffiés fitom each other in practice.
In addition, the aim was to find how the trainirg actually taken into account in
practice. Despite the fact that the researcher& abthe S-Bank, they did not take part

in the questionnaire in order to maintain theireahiyity.
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Interview as a technique was also used to gatliemmation for the thesis and for this
purpose a person working for the company was chddes contact person of the case
company is the closest managerial person in S-Bamd,due to this reason Mr. Impi6
was chosen to be the contact person. The Kemi-®daagion belongs to Mr. Impid’s
remit, i.e. area of responsibility. Due to his piosi as a regional manager of S-Bank, he
is the most suitable person to interview aboutttipéc. He also organizes the trainings
for the employees and therefore the informatiomeatd and discussed will help him in

his daily work.

The interview with Mr. Impi6 was conducted befole tquestionnaires were handed
out. This was done to prevent the results of thestionnaires affecting the answers.
During the interview he was asked to answer thestipnaire himself and discuss
related issues concerning other important facts.IMpi6 is a representative of S-Bank,
but his own opinions are strongly represented amhat be generalized for the whole

organization.

2.3 SOCO Scale

The SOCO Scale was developed by Saxe and Weit288. IThe abbreviation SOCO
scale stands for sales orientation/customer otientescale. SOCO scale has been
modified by a number of different researchers aadabse of its versatility; it can be
used in different studies with small modificatioméevertheless, the main idea of the
scale remains the same (Saxe and Weitz 1987, ioitdthchner & Plouffe & Grégoire
2009;Periatt & LeMay & Chakrabarty 2004

In the research, the above mentioned SOCO scalenisibuted by six items, research
methods, and these items will be then processedrparable sub-questions. The scale
is modified to serve the purpose of the thesifi, saintaining its original nature. This
thesis measures the usefulness of the training adstln a service company and
therefore the SOCO scale is being used as a tieadrieame.
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3 CASE COMPANY PROFILE - S-BANK

This chapter focuses on introducing the case comzacause of the nature of the case

company, it was vital to have a thorough case coypaesentation.

S-Bank is a member of the S-Group and it staredanking operations on 15 October,
2007. The banks owners are Suomen Osuuskauppoghuslainta (henceforth SOK)
with 50% of the shares and the S-Group cooperatiterprises with also a 50% of the
shares (S-Kanava 2011a.) The S-Group cooperatieepgises act as the bank’s agents.
The service offering includes services relatedairgy, payments and the financing of
purchases. S-Bank is covered by the Finnish depwsirance system and supervised
by the Finnish Financial Supervisory Authority (8ARki 2011c.)

The bank was established to continue the savings &ctivity. The Co-operatives Act
was changed in 2003 in a way that would have weskdmancial services for
customer-owners of the S-Group cooperative ensagrilt took little less than two
years to apply for the banking license. SOK’s E#eeuBoard decided in 2005 to
establish a deposit bank company to develop andagearfinancial services for
customer-owners of the S-Group cooperative entpriAs was mentioned earlier, S-
Bank started its deposit bank operations in Oct@®€7. (S-Pankki 2011d.) S-Bank
Ltd’s ownership base was broadened in July 2009nw8eGroup cooperative
enterprises became shareholders in the bank wiB% stake through an issue of

shares. SOK, previously the sole shareholder ob#m, retained a 50% stake.
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3.1 Organizationabtructurc of S-Group

S-Group is a Finnish cooperative company gatheritg.nhain goal is to provid
products and services for the customThe table below represents the organizati
structure of the whole -Group, and positioning of Bank is also shown in it. -
Kanava 2011b.)

Table 1. Organizational structure o-Group

J S-Group
21 Regional SOK
1 Cooperatives | J Corporatiol
Service
SnBAlL Chains

S-Group consists of SOK Corporation and its subsiesaand from 21 region

cooperatives. The cooperative members, also knasvauatomers, own the regior

cooperatives which then together own SOK-Corporation. ank is a fully owned

subsidiary of SOK Corporatit and the regional cooperativeService chains, also
known as store chains, provide the facilities ® $-Bank and its operations.-Kanava

2011b.)
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3.2 S-Bank’s Qeration

S-Bank operates through the regional cooperatives, whidvige the facilities an
employees to the Bank’s service point Different store chains of the cooperati
have different obligations and expectations from §-Bank. Service range from ea
of thesechains differs. The table 2 below illustrates wB-Bank consists of. In th
table the different relationships and function®pérations are show

Table 2. S-Bank’s consistent

ustome

_ Formr-based

serwcci service pointt
I;:F_:nteer{ (S-Markets,
(Prisméais, S

Sokokset fe ale :é'?:l?sgas
-Market :

SOK Regional
corporatiol cooperative

The biggest of the chai and that has the widest service ranghésPrisma store chain.
In their provided service poincustomergan have all the banking services th-Bank
offers. The bank’s employs can e.gopen accounts for the customers directly as
as order payment cards for the accs. In the Prisma chaithe employes are well
trainedto serve the customers wis wants and needs for banking issues. With the
of differenttools, which are discussed later in this cha the bankclerks can handle
any situation. In Laplar, the regional cooperatvcompany Arin offers eight this kind
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of S-Bank’s service points, in five different towrfSour service points are located in
Oulu, where also the head office of Lapland’s raglocooperative is located, one
located in Tornio, one in Kemi and one in Rovanieimilvalo, there is a service point
with an exception that it belongs to S-Market chavhich usually only has the basic

form-based services for S-Bank’s customers.

The second types of representatives are the caésgktpoints. An example of these is
S-Market store chain. The biggest difference betwservice points and form-based
contact desk points is in the capability to sehe ¢ustomer. Form-based contact desk
points offer all the forms needed to apply for =g but the employees are not trained
to use the bank’s computer programs and softwdrerefore the employees send the
forms filled in by customers to the regional co@es’ head office in Oulu, where the
forms are then entered to the system. In thesegtie customer receives the needed
information of the banking services and there isspondent person for S-Bank issues.
SALE- and ABC chains belong also to these servimwigers. They are also equal
representatives of S-Bank but they only have th&cbBorm-based services for the
customers. In the table 2 above, the differentiggpeints and actors that are connected

to the S-Bank are presented.

3.2.1 The Role of Regional Cooperatives in S-Bank

The role of regional cooperatives in S-Bank is tovple the services for it. They
provide the staff to the bank, but S-Bank takeg cdithe training of the employees and
all the needed information to maintain the levepadfessionalism. The equipment and
staff are provided by the regional cooperatives ciwhialso offer the banking

environment for S-Bank.

3.3 Services of S-Bank

S-Bank offers services in approximately 100 S-Grimgations. Customer service
centers nationally numbering 150 at Prisma’s angklst Sokos department stores and
some S-markets offer all the banking services.gdtber 800 form-based banking

services are offered nationally at Sale’s, Alep&4snarket’s and ABC service stations.
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In addition to theservicesdiscussed abovéhe online bank serves customnon-stop,
i.e. 24/7. SBank's wstome service personnel provide advice and assistanc
telephone and mail from Monday to FridayCash can be withdrawn from automs

teller machine¢ATMs) and approximately 100 6roup location: (SOK Sintra, 2011.)

S-Bank’s product offering includes tking services for dealing with daily financi
matters. The product offering includes accountsgjsgsaand credit and payment servic
The products and services are primarily aimed atorne-owners of the -Group

cooperative enterprise

Services freeof charge to custom-owners of the Ssroup cooperative enterpris

include for example:

- free-ofcharge current account (which interest is calcdlébe the daily balanc
- free-of-charge online bankit

- free-ofcharge visa card (debit or debit/cre

The bank also offers to its customers 0.5% payment atetienefit when paying wit

S-Bank cards in &roup

The members of &roup’s cooperative members were transferred dyréztalso be the
customers of 8ank. This explains the high number of clientelen in the first year.

(S-Pankki 2011e.Jhe clientele has continued to growis illustrated in table below.

Table 3. SBank’s Clientel

S-Bank's Clientele

2500000

2000000 -

1500000-////—
1000000-////F
500000-////—

0 T T T T f
2007 2008 2009 2010 June 2011
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The table represents the steady growth-Bank’s clientele base and that is the re
of different campaigns that have been organizedttiact the customers. Due to -
unfinished financial year the table shows only¢hentele till June 2011

3.4Financial Progress 20-2010

Cooperativemember’s savings funds were transferred -Bank and therefore tf
company gained immediately a comprehensive custdmase and funds. From t
savings funds a total of 829 million Euros was sferred to Bank. (-Bank 2007, 3.)

In SBank’s operating profit ste-zup of banking operations can be seen quite cle
because the result for the first financial peribdwged a loss of approximately 5 milli
Euros.The table below represents the elopment of SBank’s growth in net incom
from its beginning in 2007 until 2010.-Bank, 2007.)

Table 4. SBank’s Net Incom

S-Bank's Net Income

70000000

60000000+

50000000+

40000000+

30000000+

20000000+

10000000+

2007 2008 2009 2010
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As it can be seen from the table S-Bank’ net inctiae grown steadily concurrently the
customers’ trust for the bank has grown. S-Bankrsftompetitive services and interest

rates and therefore, customers are more encourtgedkeposit their money into
accounts.
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4 TRAINING METHODS USED BY THE S-BANK

In order to guarantee the customers the best sepossible, S-Bank has a variety of
training methods that are used for continuous useself development. These methods
are discussed in the chapter to follow. The libreeysion will include only a short

description of the methods due to the confideyi@greement.

4.1 ASTA

ASTA is an online manual, which consists of all tiegulations that guide the banks
different functions. This manual consists also th#erent policies for different

customer situations.

4.2 EJollas

EJollas is an online education website, where ralbleyees have their personal sites
where they log in using their individual usernamesd passwords. The online
educations can vary from issue to issue, covetirgriportant banking information and

the basic information for the co-op memissues.

4.3 Trainings

At least every third month S-Bank organizes tragsifor the entire S-Bank staff, where
all the current information, changes in legislatimampaigns and such issues are

discussed.
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4.4 Monthly Letters

Monthly letters are like leaflets where the curr@rformation and future or current
campaigns are discussed and explained. The lettersent to the email and they are
printed out. In the end of the leaflet there wal & box, where every employee must put
their signature, and verify that they have read¢fter. This is also being monitored by
the managers that every employee actively readettees and therefore is aware of the

issues.

4.5 Sintra
Sintra is an internal webpage of the whole SOK-grdn the pages the employee will
be able to choose the network in which they warfii information.

In these sites the employees are able to find sprimged forms, monthly letters,
campaigns, information about bank’s current finahsituation, bank’s appearances in

the media and all the links to the above mentioh8dA and eJollas.

In order to be able to access the Sintra, emplaydélehave to have their personal

username and password.

4.6 S-Bank HelpDesk

S-Bank’s own HelpDesk is situated in Helsinki. EHmployees can phone there and ask
for guidance and support during or after custoreevise situations.
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5 BALANCED SCORECARD

This chapter presents the idea of Balanced Scateltancludes a customized BSC that
the authors have prepared for S-Bank from the kedgé they have gained when
working for S-Bank. This chapter reveals stratdginformation about the company

and therefore some parts of this chapter are ceresido be confidential.

5.1 Idea behind Balanced Scorecard

Balanced Scorecard was first introduced in the ¥®) Kaplan and Norton as a
performance measurement framework (Niven 2006,rR)order to be able to align
business activities to the vision and strategyhefdrganization, monitor organizational
performance against strategic goals and improwenat and external communications,
many businesses use balanced scorecard as aistdtaming tool. It adds strategic,
but non-financial performance measurements to taeitional financial metrics.
(Balanced Scorecard 201l1a.) The Balanced Scordtemiceforth BSC) offers the
businesses a more comprehensive picture aboutudiedsses performance unlike the
‘traditional’ method of using only financial measurents (Niven 2006, 2, current
authors’ emphasis). Through this more comprehergistere, it enables the managers
to have more balanced view of the organizationafopmance (Balanced Scorecard
2011a.) This is well introduced as a metaphor ipl&a and Norton’s (1996, 1) original
work ‘The Balanced Scorecard’ as being modern ampl with only one single
instrument in the cockpit to use during the flighthe example clearly demonstrates that
airplane similarly to business cannot be guidedobly using a single instrument to
measure performance. The balanced scorecard bpdiGaisforms the way business
functions. It clearly states the order of the awidased on the company’s vision and
strategy. (Balanced Scorecard 2011a.) In case BRédri; it is not enough to examine
only the financial statements but also learning amndwth from the employees’

perspective.

BSC can be described as quantified measure of majan’s strategy. These measures
stand for different tools that the managers ussommunicating to achieve companies’
mission and strategic objectives. (Niven 2006, I3)e BSC offers a framework that

provides performance measurements as well as fddpsfy what actually should be



23

done and measured and thereby helps managers exleeutstrategies. Therefore, BSC
is considered as an important management systeelBHC basically transforms the
way business functions. It clearly states the oodéhe actions based on the company’s

vision and strategy. (Balanced Scorecard 2011a.)

The reason why BSC was originally introduced wagit@ a guideline to companies

not only to measure success from solely financoahtpof view, but also to help take

into consideration other important success factr& business uses only financial
measurements to evaluate performance and sucoemscidl measures in this context
would be as helpful as driving by using a rearviewror. The financial measures give

an excellent view of the performance and eventsrigiace in the past, but it does not
give a holistic picture of the future. (Niven 20@5)

For S-Bank the BSC is useful because one cancsiiisider S-Bank to be a new
company in highly competitive and challenging mésk®ue to its short history, the
BSC can be used as a tool to prepare for the fatngeto act based on its findings. The
way S-Bank operates is unique in its field, whickates both positive and negative
aspects. The positive aspects are the cost fac®eBank has an existing nationwide
network to use for its operations. Organizationaldure enables the company to use
the already existing and trained staff. The nega#igspects are the highly competitive
and challenging markets; product offering and dgwelent is still very modest. For the
cooperative employees it is challenging to adagtstkills to perform as required in the

markets.
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5.2 Mission, Values, Vision and Strategy

According to, Nair (2004, 75) mission, vision, aradues are important to BSC because
these statements of purpose will give a directmmttfie company’s existence. Strategy
implements these statements into action.

Table 5. Mission, Values, Vision and Strategy of S-Bank §leam & Norton 2004,
33)

Mission

Values

The table 5 illustrates the continuum firstly betweamission and strategy. Later in this
chapter this table will be linked to the continugowards functional and successful
BSC (Kaplan & Norton 2004, 33). The organizationigssion creates a base for the
company’s existence and describes how differentsuare evolved in a broader

corporate architecture. In the case company, ttesiam is to offer the best services in
daily financial matters, savings and financing ofghases. The core values and the
mission of the company generally remain almost #@me during time. The
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organizations’ vision represents the future ancegidirection for the company. This

helps the employees to act according to that. @wagl Norton 2004, 32-33.)

Due to the non-disclosure agreement this chaptes dot include the mission, values,
mission and strategy of the case company S-Bank.



26

5.3 Implementing BSC in the case of S-Bank

Since this thesis concentrates on the employe@ngiBSC focuses also mainly on the
learning and growth and customer segments. Intdnasihess processes and financial
matters are also briefly discussed only becauskeotontinuum nature of the BSC. All

four sectors of the BSC are assessed by their tolgs¢c how they are measured, what
their targets are and what initiatives should teriain order to achieve the objectives

and targets (Balanced Scorecard 2011a.)

Learning and growth perspective is measured in adividual and organizational
level. The learning in both levels is a continupuscess, and the success or failure of it
iIs shown in the company’'s overall performance.sltvital for the company and its
employees to be in a continuous learning mode dubéd fast pace of today’s market
situation. (Balanced Scorecard 2011c). This petspealso determines the outcome for

the other three scorecard perspectives (Kaplan &oNd 996, 126.)

This thesis suggests the company how to implem&@ B S-Bank. These suggestions

contain confidential information, which is not inded in the library version.
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5.3.1 Four different BSC perspectives

This chapter discusses confidential strategicakis®f the case company. Therefore, all

the information is not available in the library sem.

Nowadays customer satisfaction must be taken iotsideration in any business. It is
not even enough that the customers are satisfiegt,hust be fully satisfied in order for
them to return over and over again. There are dnbagks to choose from and basic
services and conditions are almost the same inydvank. What differentiates them
from one another is the quality of the servicerdavides. (Balanced Scorecard 2011c).
S-Bank differentiates itself from its competitorg froviding inclusive opening hours
together with locations that are easy to accessvauiti-functional. This by itself is not
enough to satisfy the customer; the customer seraid knowhow of the employee
must also exceed the expectations of the custortesssuggested that the customers
should be analyzed for the purpose of the BSC deroto be able to improve products
and services to meet the customer demand. (Balédceckcard 2011c.) In the case of
S-Bank even though the customer age range variesebe infants to seniors they all
need banking services. Possible problems mighe,abisecause of the different ways

people would like to use the products and services.

From the businesses point of view, mission is al\gtiterion in knowing where the
business is heading to. Products and services ghmdet with the customer
requirements and the employees who interact wighciiistomers daily, are the ones

who know them the best.

Financial perspective is regarded to be an essg@atibof the BSC, since it summarizes
the economic effects for actions made in the pastetermines whether the actions
were successful or not. (Kaplan & Norton 1996, 2570 encourage businesses to link
financial objectives to corporate strategy is th@nrfunction of the BSC. This can be
seen in all other BSC perspectives, where the tiadmobjectives serve as the focus.
The financial progress from the net income perspecvas discussed previously in

chapter 3.4.
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5.3.2 BSC of S-Bank

The S-Bank’s BSC clearly shows the cause-and-effdationship which is natural to
BSC'’s. Even though table 6 below illustrates eaatt { be individual from each other,
it should be mentioned that the BSC is still tasben as a continuum between different

issues.
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Table 6. Balanced Scorecard of S-Bank
Objectives Measures Targets Initiatives
Customer
To invest in
C1 - To offer customers Natl_onW|de To be the prod_uct and
unbiased researdh service

competitive products and
service in the market

between different
banks

customers first
and best choice

development to
meet the customé
demand

. To satisfy the i i

C2 - To fulfill customers | Customer customc?r/s Toinvestin

questionnaires | completely encounters
C3 - To offer service that | customer To satisfy the To invest in
succeeds the customers’ | satisfaction customers customer service
expectations questionnaires | completely encounters

To obtain more

Customer customers who |To investin

C4 - To deepen the ) . .
. , satisfaction use S-Bank as |customer service

customer relationship : . . .

guestionnaires |their main/only |encounters

bank

Learning and Growth

To survey and to

To create :
. possibly further
confidence and
Employee develop the
. . : , secure for L -
L1 — Confidential guestionnaires existing training
e employees to -
about training . |methods in
perform better in .
.| customer service
customer service| _. .
situations
encounters
Assisted customer
service To be able to : :
To invest in

L2 - Confidential

encounters with

offer better

senior employee

senior employeesservice to SUDDOTt

and the customers PP

assessment

Employee To follow and to
L3 - Confidential questionnaires Confidential apply the

about training
methods

development of
technology
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Objectives Measures Targets Initiatives
Internal Business Process
To invest in
product and
Customer / To satisfy the service
|1 - Confidential Employee customers development
guestionnaires | completely based on the
guestionnaire
results
To follow and to
12 - Confidential Confidential Confidential apply the
development of
technology
Employee To p_rovide and _T(_) _de_termine
satisfaction obtain better initiatives based
I3 - Confidential questionnaire working _ on the_ _
aimed at working community for | questionnaire
communities employees results.
Financial
Short/long term
F1 - Confidential Confidential Confidential customer
campaigns
Short/Long term
F2 - Confidential Confidential Confidential customer and
employee
campaigns
Competitive
product and
F3 - Confidential Confidential Confidential services

according to
market demand

The table above is compiled based on the informadjgplied from the S-Bank’s CEO
and Regional Manager. The authors’ own perspeetng knowledge can also be seen
in the BSC specially constructed for S-Bank. Dughtonon-disclosure agreement some
of the information containing confidential inform@t is not available in the library

version.



31

6 EMPLOYEES’ PERCEPTION OF THE TRAINING METHODS

This chapter analyzes the results that the authaireed from interview with Regional

Manager Mr.Ari Impi6, as well as from the questiama conducted to the employees in
the customer service desks of Kemi-Tornio regione b the non-disclosure agreement
the analysis of interview will not be included hetlibrary version. Certain points in the

analysis of the questionnaire results are alsgublic information.

6.1 Analysis of Interview

In order to be able to conduct a valid research rapdt with the expectations of the
case company, an interview was held with the Regitanager of S-Bank. Further on,
the results of this interview are discussed. Thee caompany was extremely helpful
during the thesis process, perhaps mainly dueetdatt that both authors of this thesis

are employees’ of Arina cooperative enterprisesaediaily working for S-Bank.

The interview was held on 5 October, 2011 in Prishmanio with the Regional
Manager of S-Bank Mr. Impid. The interview was cocigd in Finnish and therefore
the authors’ validated the Finnish and English temittranscripts with the English
language teacher. The interviewee was eager toearewy of the questions concerning
the issue. The interview easily got sidetrackedabee both authors’ are employees of
the company. In this interview both authors’ weresent. The interviewee was asked to
fill in the questionnaire for the employees frors pbint of view, despite the fact that he
is an employee in S-Bank and the questionnaireg waected to the employees’ of
customer service locations of S-Bank in the KemiAl@ region. He had a different
aspect on the questions but this was clear fromb#genning, because of his position
but still we wanted to know his opinion about thuestionnaire. (Impio 2011c.)
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6.2 Analysis of Questionnaire

The purpose of this thesis is to inform the managerof the employees’ perception of
the currently used training methods in S-Bank. ldeo to be able to achieve this, a
questionnaire was conducted to the employees’ imikaend Tornio. The sample was
based on the location of the place of businessb&eduse of the small resources and
tight schedule it was not possible to conduct thestjonnaire in other locations both in
Oulu and Rovaniemi. Nevertheless, the results imegg may be applicable also in
other locations, because the training methods us&iBank are the same despite the

actual location.

The questionnaires were handed out to the emplopées-Bank’s service points in
Kemi and Tornio. The employees had approximatelyesedays to answer the
questionnaire. Some vacations were held amongsntipdoyees, so if there would have
been more time to answer them, it would have bessiple to achieve nearly a 100%
response rate. 17 questionnaires were handed autlénwere returned, therefore
response rate of 82.35%. Despite the fact thasaingple was small, it was also limited.
As mentioned earlier in the text, there are eightiise points in Lapland, which are
located in Oulu, Rovaniemi, Kemi, Tornio and Ivalue to the long distances and
small resources, only the employees of Kemi anahidaare discussed. Even though the
sample is small, it gives quite reliable informatiabout the training methods, because
the same methods are used everywhere in Finlandttendnitial training is done
according to strict instructions. This research @ as a tool to encourage the
management of S-Bank and local cooperatives taugswith the employees and to find

out their opinions.
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In the table below the respondent’s place distitlouis presente

Tables 7. Respondent’s age and place distribt

Tornio
Kemi

No respond

Due to the size of the store, Kemi has more empgleyand therefore is well presentec
the questionnaire results. On the other hand, midaesponse rate was 100% anc

Kemi the response rate was 72.

Whenthe different trainings methods are examined, tbfdbem stand out. Employe
found that SBank HelpDesk, trainings and ASTA were the mosfulse their work.
This was proved twice as all of them scored thééstyscores in individual comparis
with best overall grade as well as in the overall ratimgall of these ratings tr
different methods were compared and being rated fvest to worst. These results

shown in the tables 8 anc
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Table 8. Best overall grac

_

4 45

The table 9 represents timportance of the different training methods inlglavork.

This is important to know so that the actual usafighe methods can be determir

Table 9. Importance in Everyday Wa

I
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As it is shown in the table above, it can be séah éven though Sintra did not score
well as the top three methods in the best ovetallessand in the importance in everyc
work, it was still used the most. The o-ended question “Suggestions

improvement” partially explains the reason for {

Table 10. Everyday Usac

As it can be seen in all above tables, the regilthe training methods are high &
therefore can be considered useful. Many who areiy the questionnaire felt tr
they would not be willing to leave any of them olhis question was asked with

openended part of the questionnai
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6.3 Summary

As it was mentioned earlier in this chapter, a# thformation is not included in the

library version of this thesis.

Based on the interview and the questionnaire theagement and the employees have
similar suggestions about further developing thetiooious training methods and that
they all are highly regarded. Employees had praksaggestions for the development
of the training methods that are suggested to teagement via this thesis.
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7 DISCUSSIONS AND CONCLUSIONS

This chapter compiles the information received applied for this thesis. It answers
the research questions discussed previously ifirdtehapter and gives suggestions for
future research. Some of the information in thigpthr is considered to be confidential

and are therefore excluded from the library version

7.1 Conclusions

This thesis aimed to give the employees of S-Baekchance to evaluate the training
methods used by S-Bank and to give the case congaggestions of how to improve
the methods. The issue was also examined from tfaegic point of view, by
implementing the Balanced Scorecard. Employees emesiva questionnaire about the
training methods and an interview with the Regidviahager of S-Bank was held.

In the first research question the authors wantedefine how the current training
methods are contributing to the customer servioe@nter situations and whether they
differ from each other in practise. This questiocmsvasked in order to be able to define
whether there is a need for improvements. The answthis question was found by
conducting a questionnaire among the employeesemikand Tornio. The employees
generally answered that all the training methods wmeful. However, a few of them

stood out.

In the second research question we wanted to hektheoretical framework of our
thesis; the Balanced Scorecard and the employspgeive. It was achieved by asking

the following research question:

* How is the training of employees taken into accaarplanning the strategy of
S-Bank?

Answer to this question was received from the CES-Bank via his blog.

The questionnaire results and the interview with hpid highlighted the fact that the
training should concentrate more on customer sensttuations. Therefore, the

following research question was asked:
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* How should the case company improve the employem werformance in

service encounters through trainings?

The authors suggested that S-Bank should contisung the already existing methods
and develop them towards practical direction. Onggsstion was to develop a

customer service situation simulation for eJollas.

The fourth and final research question below wasmted in order for the authors to
give improvement suggestions for the case comp@myilarly to the second research
question, the aim was to link the theory of Balah&sorecard by compiling a special

Balanced Scorecard for S-Bank.

* How should S-Bank take continuous training intosidaration in implementing

their strategy?

The compiled Balanced Scorecard applied informatexeived from the CEO of S-
Bank as well as from the regional manager. Theasthave also own suggestions for

future development.

7.2 Suggestions for Future Research

This thesis is meant to be a conversation starétwden the employees and the
management of S-Bank. It is vital for the businesbe always a step ahead in today’s
challenging and competitive markets. Due to thearahat no research has been made
in this field, the authors suggest the followings 8hown in the S-Bank’s Balanced
Scorecard, to further develop the training meth@dsyore comprehensive employee
questionnaire should be submitted to the employeesighout Finland. This would
help the organization and employees to improve rtiggrformance and plan

increasingly detailed strategy that the employeesdcfollow easily.
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APPENDICES
EMPLOYEE QUESTIONNAIRE (FI) Appendix 1
Arvoisa tyotoveri, 1(3)

Teemme kyselya opinnéytetyétdamme varten, jonkeeaii®n koulutuksen vaikutus
yrityksen tulokseen S-pankissa. Vastaamalla tadyaaliyn autat meita kartoittamaan
eri koulutusmenetelmien hyodyllisyyden. Tutkimussietaan anonyymisti ja

kasitellaan luottamuksellisesti.

Iké:

19 - 290 30 - 30 40 - £ 50
Toimipaikka:

Kemi O Tornio

Ympyroi mielestasi sopivin vaihtoehto: Taysin samaalta (5), Jokseenkin samaa

mielta (4), Ei samaa, eika eri mielta (3), Joksaeerki mielta (2), Taysin eri mielta (1)

ASTA
Kaytan paivittain tydssani 1 2 3 4
Koen tarpeellisena ty6ssani 1 2 3 4

Loydan tarvittavan tiedon asiakastilanteesta

selviytymiseen 1 2 3 4 5
ASTA on toimiva ja helppokayttdinen 1 2 3 4
eJollas

Kaytan paivittain tydssani 1 2 3 4
Koen tarpeellisena tyéssani 1 2 3 4

Loydan tarvittavan tiedon asiakastilanteesta
selviytymiseen 1 2 3 4 5
eJollas on toimiva ja helppokayttdinen 1 2 3 4
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Koulutukset

Koen tarpeellisena tyossani

Saan tarvittavan tiedon asiakastilanteesta seiviigggen
Koulutuksia on tarpeeksi usein

Koulutukset ovat mielenkiintoisia ja hyodyllisia
Kouluttajat ovat asiantuntevia ja osaavia
Koulutuksissa kasitellaan paivittaisessa tyossattavia

asioita

Kuukausikirjeet

Kaytan paivittain tydssani
Koen tarpeellisena tyossani
Loydan tarvittavan tiedon asiakastilanteesta

selviytymiseen

Sintra

Kaytan paivittain tydssani

Koen tarpeellisena ty6ssani

Loydan tarvittavan tiedon asiakastilanteesta
selviytymiseen

Sintra on toimiva ja helppokayttéinen

S-Pankki
HelpDesk

Kaytan paivittain tydssani

Koen tarpeellisena ty6ssani

Loydan tarvittavan tiedon asiakastilanteesta
selviytymiseen

SPA on toimiva ja helppokéayttdinen

Saan oikeaa tietoa ja apua
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3(3)
Listaa alla olevat koulutusmenetelmét paremmuegérkseen; Hyodyllisin (1)...
Vahiten kaytetty (6)

ASTA 1 2

eJollas 1

Koulutukset 1 2

Kuukausikirjeet 1 2 3 4 5
Sintra 1 2 3 4 5
S-Pankki HelpDesk 1 2 3 4 5

Mink& ylla mainituista koulutusmenetelmisté jat&pis? Miksi?

Parannusehdotuksia?
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EMPLOYEE QUESTIONNAIRE Appendix 2
Dear colleague, 1(3)

We are conducting a questionnaire, which would kelpo execute our bachelor’s
thesis on the subject of the effect of traininghe performance of S-Bank. By
answering this questionnaire, you will help usuovey the importance of different
training methods. This survey is anonymous andehelts will be dealt with

confidentiality.

Age:

18 — 28 O 29—39O 40—4@ SOQ
Place of business:

Kemi QO Tornio O

For the following statements, please indicate wéeylou: Strongly agree (5),
Somewhat agree (4), Neither agree nor disagre&@pewhat disagree (2), Strongly
disagree (1)

ASTA

| use it daily in my work 1 2 3 4 5
| find it useful in my work 1 2 3 4 5
| can find the needed information in customer situna 1 2 3 4 5
ASTA is functional and easy to use 1 2 3 4
eJollas

| use it daily in my work 1 2 3 4 5
| find it useful in my work 1 2 3 4 5
| can find the needed information in customer situna 1 2 3 4 5

eJollas is functional and easy to use 1 2 3 4
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Training

| find them useful in my daily work

| get needed information for customer situations
They are held often enough

| find them interesting and useful

The trainers are professional

Information for daily use is reviewed

Monthly letters

| use it daily in my work
| find it useful in my work

| can find the needed information in customer situm

Sintra

| use it daily in my work
| find it useful in my work
| can find the needed information in customer situna

Sintra is functional and easy to use

S-Pankki
HelpDesk

| use it daily in my work

| find it useful in my work

| can find the needed information in customer situa
SPA is functional and easy to use

| get correct information and help
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3 (3)

List the following training methods in rank ord&tpst useful (1)... Least used (6)

ASTA 1 2

eJollas 1

Trainings 1 2

Monthly letters 1 2 3 4 5
Sintra 1 2 3 4 5
S-Bank HelpDesk 1 2 3 4 5

Which of above mentioned training methods would kgave out? Why?

Improvement suggestions?




