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THE DETERMINANTS OF FOREIGN DIRECT INVESTMENT IN NIGERIA AND ITS IMPACT ON ECONOMIC GROWTH
OJO-AGBODU, AYODELE (Ph.D, FCA, ACIT, CFA.)
Department of Accounting, Lagos State University Ojo, Lagos.

E-mail: ojoagbodu@gmail.com

ABSTRACT
This study examines the possible impact of Foreign Direct Investment on economic growth in Nigeria. It equally consider the critical factors influencing Foreign Direct Investment. Data used for the study were sourced from annual accounts and statistical bulletin of the Central Bank of Nigeria. The scope covers a period 1985-2015. The ordinary least square (OLS) was used in analyzing the data. Equally questionnaires and personal interviews were used in evaluating the critical factors or determinants of Foreign Direct Investment. The study concluded that there is a positive relationship between Foreign Direct Investment and economic growth. Result shows that one unit increase in Foreign Direct Investment will make Gross Domestic output to increase by 0.102 units. The co-efficient of determination (r2) is 45.9% implying that about 45.9% of the variations in GDP is explained by Foreign Direct Investment in flows. The study also reveals that the critical factors influencing FDI inflows into Nigeria are favourable with the exception of infrastructural facilities and quality of life which are below the average. Owing to this, some useful suggestions were hereby put forward with a view to improving future Foreign Direct Investment flows into Nigeria.

1.1.
 Introduction
Foreign Direct Investment (FDI) is a driving force of globalization and growth. FDI is defined as “The objective of obtaining a lasting interest by a resident entity in one economy (Direct Investor) in an entity resident in an economy other than that of the investor (Direct Investment Enterprise). FDI can be categorized into three components: Equity Capital, reinvested earning and Intra-company loans. Equity Capital comprises of shares of companies in countries foreign to that of the investor. Re-invested earnings include the earnings not distributed to shareholders but reinvested into the company. Intra company loans relate to financial transactions between a parent company and its affiliates (UNCTAD 2006). FDI are usually reported in terms of stock and flows. FDI is an investment made to acquire a lasting management investment (normally 10% of voting stock) in a business enterprise operating in a country other than that of the investor defined according to residency (World Bank 1996). In corporate governance, ownership of at least 10% of the ordinary shares or voting stock is the criterion for the existence of a direct investment relationship. Ownership of less than 10% is recorded as portfolio investment. Developing as well as developed countries seek to attract FDI due to its advantages for economic growth and development. FDI does not only bring capital only to an economy but also transfer knowledge, technology and skills as well as generate employment and trade. It is in the light of the above that this study focuses on the determinants of FDI in Nigeria and its impact on economic growth.

Model Specification
GDP = ƒ(FDI)

FDI = ƒ(PS, ES, WA, GP, IF, LA, BF, GB, LBE, QL)

PS – Political stability

ES – Economics strength

WA – Welcoming altitude

GP – Government factor

IF – Infrastructural Facility

LA – Labour availability

BF – Banking and Finance

GB – Government Bureaucracy

LBE – Local Business Environment

QL – Quality of Life

The factors above are what we can regard as Ten Commandments for an ideal investment environment. 

2.1. 
Literature Review

One of the most salient features of today’s globalization drive is conscious encouragement of cross-border investment especially by transnational corporations and firms (TNCs). Many countries and continents (especially developing) now focus. FDI as an important element in their strategy for economic development. This is most probably because FDI is seen as an amalgamation of capital, technology, marketing and management.

Sub-Saharan Africa as a region now has to depend very much on FDI for so many reasons some of which are amplified by Asiedu (2003). The preference for FDI stems from its acknowledge advantages (Sjoholm 1999: Obwona 2001). The effort by several African countries to improve their business climate stems from the desire to attract FDI. In fact New Partnership for Africa Development (NEPAD) was lunched for this purpose. Unfortunately the efforts of most Africa countries to attract FDI have been futile. Nigeria as a country given her natural resources base and large market size qualifies to be a major recipient of FDI in Africa and indeed is one of the top three leading African countries that consistently received FDI in the past decades. However, the Level of FDI attracted by Nigeria is mediocre (ASIEDU 2003) compared with the resource base and potential need Asiedu (2003).

Furthermore, the empirical linkage between FDI and economic growth in Nigeria is yet unclear despite numerous studies that have examined the influence of FDI on Nigeria economic growth with varying outcomes (Oseghale and Amonkhienah 1987. Odozi 1995 and Akinlo 2004).

Asiedu (2001) submits that the determinants of FDI in one region may not be the same for other regions. In the same vein, the determinants of FDI in countries with a region may be different from one period to another. In his contribution, Ayanwale and Adeola (2007) submitted that the determinants of FDI in Nigeria are market size, infrastructural development and stable macroeconomic policy. Openness to trade and available human capital however are not FDI inducing. He went further to say that FDI in Nigeria contributes positively to economic growth. Although the overall effect of FDI on economic growth may not be significant. He was of the opinion that FDI in communication sector has the highest potential to grow up more than other sectors. FDI is considered to have a direct impact on trade through which the growth process is assured (Markussen and Verables 1998). FDI is assumed to augment domestic capital thereby stimulating the productivity of domestic Investment (Borensztein et al 1998). Dees (1998) submits that FDI has been important in explaining China’s economic growth. De Mello (1997) presents a positive correlation of some selected Latin American countries. Inflows of foreign capital are assumed to boost investment levels in these countries.

Blomstrom et at (2000) report that FDI exerts a positive effect on economic growth but that there seems to be a threshold level of income above which FDI has positive effect on economic growth and below which it does not. The explanation was that only those countries that have reached a certain income level can absorb new technologies and benefit from technology diffusion and thus reap the extra advantages that FDI can offer.

Degregorio (2003) while contributing to the debate on the importance of FDI, note that FDI may allow a country to bring in technologies and knowledge that are not readily available to domestic investors and in this way increases productivity growth throughout the economy.

Saggi (2002) observed that there are several important caveats to the expectation of positive contribution of FDI on host countries. He argued that a positive correlation exist between the extent of FDI and economic growth in cross country.

Tang and Selvanathan (2008) explored the casual link between foreign Direct Investment and economic 

growth in China  between 1988 and 2003 using Multivariate VAR and ECN. Their result indicates that there is a bi-directional casualty between domestic investment and economic growth. They concluded that there is a higher level of complementation between FDI and domestic resources.

Zhang (2001) asserts that the extent to which FDI contributes to growth depends on the economic and social conditions or in short the quality of the environment of the recipient country. In essence the impact of FDI on the growth of any economy may be country and period specific.

Bevan and Estrin (2000) examined the determinants of FDI in transitional economies of central and Eastern Europe. They found that FDI are determined by host country risk rating, unit labour cost in host of economy, host market size and gravity factors

Bende –Na bende (2002) found that direct long term impact of FDI on output is significant and positive for comparatively economically less advanced Philippines and Thailand but negative in the more economically advanced Japan and Taiwan

Obwona (2001) notes in his study of the determinants of FDI and their impact on growth in Uganda that macro economic and political stability and policy consistency are important parameters determining the inflow of FDI into Uganda and that FDI affects growth positively but insignificants.

There have been some studies on investment and growth in Nigeria with varying results and submissions. For example, Odozi (1995) reports on the factors affecting FDI flow into Nigeria in both the pre and post Structural Adjustment Programme (SAP) eras and found that the macroeconomic policies in place before SAP were discouraging foreign investors. This policy environment led to the proliferation and growth of parallel markets and sustained capital flight Ogiogio (1995) reports negative contribution of public investment to GDP in Nigeria for reasons of distortion. Aluko (1961) Brown (1962) and Obinna (1983) report positive linkages between FDI and economic growth in Nigeria. Oseghale and Amonkhienam (1987) found that FDI is positively associated with GDP concluding that greater inflow of FDI will spell a better economic performance for the country.

Ariyo (1998) studied the investment trend and its impact on Nigeria economic growth over the years. He found that only private domestic investment consistently contributed to rising GDP growth rates during the period considered (1970-1995). Furthermore, there is no reliable evidence that all the investment variables included in his analysis have any perceptible influence on economic growth. He therefore suggests the need for an institutional arrangement that recognizes and protects the interest of major partners in the development of the economy 

Examining the contribution of FDI to prosperity or poverty of LDCs, Oyinlola (1995) conceptualized foreign capital to include foreign loans, direct foreign investment and export earnings. Using chenery and stout’s two-gap model (1966) he concluded that FDI has negative effect on economic development in Nigeria.

Joreme and Ogunkola (2004) assessed the magnitude, direction and prospects of FDI in Nigeria. They noted that while FDI regime in Nigeria was generally improving some serious deficiencies remain. These are mainly in the area of the corporate environment (such as corporate law, bankruptcy labour law etc) and institutional uncertainly as well as the rule of law. The establishment and activities of the Economic and Financial Crimes Commission (EFCC). The independent corrupt practice commission and the Nigerian Investment promotion commission are efforts to improve the corporate environment and uphold the rule of law.

Otepola (2002) examines the importance of FDI in Nigeria. The study empirically examined the growth and concluded that FDI contributes significantly to growth especially through export.

3.1.
Research Methodology

In this study both secondary and primary data are used. The secondary data emanates from the various publications of Central Bank of Nigeria such as Statistical Bulletin, Annual Reports and statement of Accounts. The questionnaires were also distributed to financial experts, banks and principal government officials in order to determine the factors influencing foreign Direct Investment in Nigeria.

The model used in this study are estimated using annual Nigeria data on Foreign Direct Investment and Gross Domestic product for Period 1985-2015

The relationship between Foreign Direct Investment and Gross domestic product can be stated as follows:

GDP 
= ƒ (DFI)

GDP 
= Gross Domestic Product

ƒ
= Functional Notation

The simple regression analysis of ordinary least square (OLS) is the estimation technique that is used to determine the relationship between the impact of the dependant variable (GDP) and the independence variable FDI. The regression equation can be formulated thus:

GDP
=
ƒ (FDI)

GDP
=
β0 + β1 FDI + u

Where β0
=
constant (intercept of the equation)


 β1
=
Regression parameter


 u
=
Stochastic term

It is expected that 

d GDP
> 0

d FDI



FDI
=
ƒ (PS, ES, WA, GP, TF, LA, BF, GB, LBE, QL)

 In order to evaluate the result of the model above, the co-efficient of correlation (r) and coefficient of determinants (r2) will be used.  It is highly hoped and believed that the method of data analysis above  is capable of measuring the degree of relationship between the independent variable and dependent variable and at the same time pinpoint the extent to which they affect each other. Equally, the research made use of percentage to analysis the result of the questionnaires and personal interview responses in relation to the determinants of foreign Direct Investment in Nigeria so as to compliment the result obtained from OLS.

Synthesized Hypotheses

i. H0
Foreign Direct Investment does not have a positive impact on Economic growth in Nigeria.

ii. H0
The ten critical factors otherwise called “Ten Commandment” does not have impact on FDI flows into Nigeria.

Data presentation result and Analysis

Questionnaires/ Interview responses to the Ten commandment influencing FDI

	
	Agree
	Strongly

Agree
	Can’t

Say
	Disagree
	Strongly

Disagree
	Total

	1.The political climate in Nigeria is stable and conducive for Foreign Direct Investment
	38
	55
	-
	10
	2
	105

	2. The economic fundamentals in Nigeria are strong and attractive to Foreigner
	25
	33
	5
	6
	36
	105

	3. The welcoming attitude of Nigerians to foreigners is commendable and devoid of harassment 
	36
	50
	-
	9
	10
	105

	4. Government policies in terms of equity participation and repatriation of profits are favourable to foreigners in Nigeria
	36
	37
	1
	11
	20
	105

	5. There exists adequate infrastructural facilities like electricity water supply, telecommunication etc and these facilities can be obtained at lower costs
	20
	28
	2
	29
	26
	105

	6. There is availability of cheap labour and adequate professionals and in Nigeria which can pave way for FDI
	31
	52
	4
	12
	6
	105

	7. The Banking System is sound and equipped with modern instruments for International trade and investment
	32
	58
	-
	8
	7
	105

	8. Government in Nigeria responses quickly to the demand of Foreigners without unnecessary  delay
	31
	43
	-
	16
	15
	105

	9. The local business environment is conducive for Foreigners and there exists lawyers, accountants, secretarial services etc at local level
	27
	35
	5
	17
	21
	105

	10. The quality of life in Nigeria is of High standard coupled with appealing environment
	3
	21
	-
	35
	46
	105


Percentage Analysis
	
	Agree/ Strongly

Agree %
	Disagree/ Strongly Agree%
	Can’t

Say%

	Research                Q1         PS
	92
	8
	-

	                  Q2         ES
	55
	40
	5

	                  Q3        WA
	82
	18
	-

	                 Q4        GP
	70
	29
	1

	                Q5           IF
	46
	52
	2

	                Q6         LA
	79
	17
	4

	                Q7         BF
	86
	14
	-

	                Q8         GB
	70
	30
	-

	              Q9         LBE
	60
	36
	4

	              Q10         QL
	23
	81
	-



Source: Researchers computation
Interpretation

Most of the respondent (92%) agreed that the political climate in Nigeria is stable and conducive to FDI. The welcoming attitude of Nigeria to Foreigners had about 82%. This is on the high side and implies that Nigerians are friendly to Foreigners. In respect of economic strength, the study indicates that economic fundamentals are not too strong but on the average has 55%. This situation calls for consistent policies and attitude on the part of the ruling government.

It is equally revealed that government policies toward equity participation in companies and repatriation of profits by foreigners are favourable. About 70% of the respondents agreed to this fact.Responses to the questionaires showed existence of sound Banking system that is well equipped with modern instrument for international trade and investment. This fact had 86% from the respondents. Other factors such as availability of cheap labour and conducive local business environment had a high percentage agreement of 79% and 60% respectively in favour of FDI. However, about 52% of the respondents are of the opinion that the infrastructural facilities are not adequate and that the cost of the existing ones are on the high side.

This study equally revealed that the quality of life generally is low especially in the rural areas and that some of the environments are not attractive to foreigners and can lead to “Cultural shock”. About 81% of the respondents attested to this fact.

4.1. Regression Results and Discussions

The regression result of the FDI-Growth model is presented in a summary form as indicated below with the standard figures stated in the parentheses.

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	95.0% Confidence Interval for B

	
	B
	Std. Error
	Beta
	
	
	Lower Bound
	Upper Bound

	1
	(Constant)
	-14534.826
	10775.503
	
	-1.349
	.193
	-37088.214
	8018.561

	
	FDI
	.102
	.024
	.697
	4.238
	.000
	.052
	.152


	Model Summaryb

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Change Statistics
	Durbin-Watson

	
	
	
	
	
	R Square Change
	F Change
	df1
	df2
	Sig. F Change
	

	dimension0
	1
	.697a
	.486
	.459
	17321.96783
	.486
	17.963
	1
	19
	.000
	1.344

	a. Predictors: (Constant), FDI

	a. Dependent Variable: GDP



	Descriptive Statistics

	
	Mean
	Std. Deviation
	N

	GDP
	28232.5210
	23548.61899
	21

	FDI
	420220.2762
	1.61300E5
	21


GDP = -14534.85 + 0.102FDI


  (10775.504)  (0.024)

R-squared = 0.486                 Mean dependent var =28232.5210


Adjusted R-squared = 0.459     S.D dependent var = 23548.61899

F-statistic = 17.963

    S.E of regression = 17321.96783

Probe (F-statistic) =0.000
     Durbin Watson stat = 1.344

Sources: Researcher’s Computation
The statistical significance of the parameter estimate

The statistical significance of the parameter estimate can be verified by the standard error test; the adjusted R –squared, the F- statistic and the Durbin-Watson statistics.

· For the model, when we compared half of each coefficient with its standard error, it was found that the standard error is less than half of the value of the coefficient of the variable. This shows that the estimated value is statistically significant.

· The value of the adjusted R-squared (R2) for the model is fairly high, pegged at 0.459 or 45.9%. It implies that foreign direct investment explained about 45.9% systematic variations in Gross Domestic Product (GDP) over the observed years in the Nigerian economy while the remaining 54.1% variation is explained by other determinant variables outside the model.

· The F-statistics is used to test for stability in the regression parameter estimate. When the sample increases, as well as the overall significance of the estimated regression model. Thus, we compare the calculated F* with the critical value at 5% level (0.05) at K-1, i.e. (2-1=1) and N-K (21-2=19) degree of freedom for the model. Where; k = the number of parameter estimated, and N= the number of observed years. If F*>F 0.05, we reject the null hypothesis and accept the alternative hypothesis and vice versa. From the statistics table, F 0.05 = 8.18. Obviously F*>F0.05 that is (17.963 > 8.18). This implies that the parameter estimate is statistically significant and stable.

· The value of Durbin Watson is 1.344. This falls outside the determinate region and implies that there is a positive first order serial autocorrelation between the current and past values of the independent variables inferred in the model.

In summary, since all the econometric tests applied in this study show a statistically significant relationship between the dependent and independent variable from the model, thus, we accept the alternative hypothesis which states that: Foreign Direct Investment has significant economic implications on the Gross Domestic Output in Nigerian economy.

The Theoretical significance of the parameter estimate

For the theoretical significance of the overall estimates, we evaluated the signs and the sizes of the coefficient of the variable. According to the results, FDI has positive coefficient and statistically significant. This is in consonance with our apriori expectation. It implies that increased Foreign Direct Investment (FDI) inward cause an increase in Gross Domestic Output in Nigeria. The regression coefficient of Foreign Direct Investment (FDI) is 0.102 implying that a positive (direct) relationship exists between FDI and Gross Domestic Output. One unit increase in Foreign Direct Investment caused the Gross Domestic Output to increase by 0.102 units. Most important for the objectives of this paper, the regression results support the idea that Foreign Direct Investment had a positive influence on the Gross Domestic Output in Nigeria. 

5.1.
Conclusion and Recommendations

From the analysis above, one can conclude that there is a positive correlation between Foreign Direct Investment and Economic growth. The co-efficient of determination of the regression model shows that about 45.9% of the variations in Economic growth is associated with Foreign Direct Investment while the remaining 54.1% is explained by other determinants. This result suggestes that Foreign Direct Investment inward in Nigeria is favourable to economic growth and development. The finding is in agreement with the finding of Akinlo (2004), Jerome and Ogunkola (2004) and Ariyo (1998).

 This study also considered that determinants of Foreign Direct Investment in Nigeria which is referred to in this study as Ten Commandments. They are critical factors that can determine FDI. The Ten critical factors are: Political Stability (PS), Economic Strength (ES), Welcoming Attitude (WA), and Government Policies (GP), Infrastructural Facility (IF), Labour Availability (LA), Banking and Finance (BF), Government Bureaucracy (GB), Local Business Environment (LBE) and Quality of Life (QL). Research study indicates that all these factors are Favourable to FDI in Nigeria with the exception of infrastructural facilities and Quality of Life which deserves urgent attention.

Owing to this, It is reasonable to conclude that the Eight of the Ten critical factors considered in this study had been exerting positive influence on Foreign Direct Investment flows into Nigeria.  This no doubt has led to the significance positive correlation between FDI and economic growth in Nigeria as revealed in this study. On this note, Government should concentrate more on improving the present infrastructural facilities in Nigeria so as to attract more Foreign Investors. The quality of life in Rural and Urban areas deserves an urgent attention. The absence of good roads, pipe borne water and electricity in most rural areas makes the inhabitants to experience low quality of life. This will doubt serves as a hindrance to FDI into these areas. The insecurity of life in the urban area such as kidnapping, armed robbery and environmental pollution deserves urgent solution from the Government so as to alay the fear of an intending Foreign Investor

The result of this studies indicates that Foreign Direct Investment flows into Nigeria support Economic growth and as a result Government should put in place all the necessary policies and reforms that can accelerate FDI flows into Nigeria. Furthermore, FDI should be encouraged to flow into tradable services like exports and that future international economic and financial policy reforms should accommodate more representatives from developing countries rather than the present composition of G20
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ABSTRACT 
Nigeria is a potentially rich country with enormous human and material resources much of which are left untapped for the development of the economy and the social well-being of the people. Although the country has severally been described as the biggest economy in Africa, it has had to endure a debilitating cycle of economic boom and recession. This may be attributed to a faulty economic foundation of commercial capitalism that has left the manufacturing and industrial sectors relatively underdeveloped. The study argued that these situations can be attributed to poor entrepreneurship development that could have served as basis for rapid industrialization in the country and the attendant effect of making the country one of the developed countries in the world. The study is an expository one embellished with statistical data. It applied the development theory. It observed that as is the practice elsewhere entrepreneurship development is the bedrock of industrial development. However, in Nigeria, this imperative need is faced with daunting challenges such as: wrong policy options and directions, poor funding of entrepreneurship development programmes, faulty educational system, lack of reliable power supply and the rentier nature of the economy. It made some prescriptions for getting out of this abnormally. These include among others: policy consistency and stability, pursuit of indigenous development paradigm, curtailment of corrupt practices at the state and civil society levels, better funding of entrepreneurship development programmes and the provision of reliable electricity supply. Once these options are pursued and achieved, the country will be put on an irreversible path in industrial development. 
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1.1
Introduction

Nigeria is a nation-state richly endowed with human and material resources that are yet to be fully explored and exploited for the development of the country. Failure to harnesses its resources have led to recurring cases of economic recession, social crisis, political instability and general discontent in the society. The country therefore, epitomizes the phenomenon of poverty in the midst of plenty. While several efforts have been made by successive governments in the country to launch the country on the path of economic development and industrialization, poor policy options, wrong development paradigm, over reliance on foreign precepts and techniques of management, indiscipline of the political and economic elites, are some of the challenges facing the quest for economic development and increased standard of living of the people. 

Prior to the British colonial rule in the country, the various nationalities in the present day Nigeria had reached advance stages in evolving an indigenous technology that could support their art and craft industries. The NOK Culture had advanced to an enviable level and the Benin and Ife Bronze Art works were found to be attractive to the European traders and missionaries who carted some of these artifacts away to their respective country’s museums and private homes. Among the Yorubas, cloth weaving was thriving and was already an important component of the trans-Atlantic trade business items. 

However, things began to change after the scramble and petition of Africa in 1884 – 1885. With the inauguration of full blown commercial economy in British colonial territories in West Africa, Nigeria fully became source of raw materials for British companies in Europe and market for finished goods from the same area. No deliberate efforts were made by the British colonial administration to develop the industrial base of the country. The best they could do was to develop light industries to process agricultural produce for exports. This it would seem laid the foundation for the struggle the country has had with breaking through in the area of industrial growth and development. 

In effect, commercial capitalism would seem to have been embedded in the country’s economic system to the extent that if finds it convenient to practice distributive economy rather than the productive one. The effect of this trend in the country’s economy has been catastrophic for the whole enterprise of development. First, the country remains a mono-culture economy with over 95 percent reliance on oil rent, the economy is internally unstable, unemployment is on the increase, food shortage is common across the land. 

It would appear that all these became possible because of the neglect of entrepreneurial development that could have engaged the increasing population in entrepreneurial ventures and lay the basis for industrial revolution in the country in particular and Africa in general. With the present economic recession in the country that had the recurring cases of economic growth and decline, entrepreneurship development be the solution? It is not clear how this could be achieved given the country’s antecedence and its present economic structure and political system. It is against this background that the chapter interrogates the nature of entrepreneurship development, the role of the state in its development, challenges confronting the state’s role in this regard and how the state can promote entrepreneurship development in order to avoid economic dependence and recession thereby putting the country on the path or irreversible industrial development. 

To address the issues raised, the paper is divided into five parts. The first part dwelled on conceptual and theoretical exploration. The second examined the nature of the state and entrepreneurship development. The third carried out an overview of the efforts of the Nigerian state to promote entrepreneurship development. While the forth analyzed challenges facing the state in promoting entrepreneurship development as a nursery for industrialization of the country. The fifth made prescriptions for resolving the identified problems and policy advocacy for industrialization of the country. 

2.1
Conceptual and Theoretical Exploration 

The concept of the state does not lend itself to a universally agreed or accepted definition. This makes it a conceptual variable. The state may be defined however, as a human entity that has compulsory jurisdiction within a defined territory. To Anifowose (1999), “the state is the most inclusive organization which has formal institutions for regulating the most significant external relationship of men within its scope”. According to Maclver (in Anifowose, 1999), the state is a form of human associations which acting law as promulgated by a government, endowed to this end with coercive power maintains, within a community territorially demarcated the universal external condition of social order. 

For Nnoli (2013), there are different perspectives to the definition of the state. These are legal and philosophical perspectives. From the legal point of view, a state is seen as that entity that possesses the following characteristics, population, government, sovereignty and monopoly of force (Nnoli, 2003). The philosophical angle to the nation of the state, attempts to describe what constitute the ideal state. At least three groups can be identified. According to Nnoli (1999), the first group of scholars were those who see the role of the state as that of harmonizing the various important parts of the society. To this group belongs Aquinas, Augustine and Cicero (Nnoli, 2003). The second group sees the state as the genuine expression of the human desire for order and mutual respect. In this category are scholars/thinkers like Hobbes, Locke, Machiavelli and Rousseau (Nnoli, 2003). The third group of scholars sees the state as a product of the struggle by conflicting social forces in the word and at a stage it will give way to another form of political organization. Proponents of this view include Hegel, Marx and their followers (Nnoli, 2003). 

From these views on the state what stands out is that the state is different from organizations in civil society because of its possession of coercive force with which it enforces compulsory jurisdiction. For example, these include to maintain law and order and to distribute goods and services within its area of jurisdiction. Two schools of thoughts have however emerged on how the use of state power should be put. These are the minimalist and maximalist schools of thought. The minimalist demands that the state should restrict its role to that of providing rules and regulations that guides market behavior. The maximalist on their part requires that the state plays important roles beyond providing rules and regulations, to own and supervise economic enterprises and closely oversee the economy. In either way, the state should be able to promote entrepreneur development as a launch paid for industrialization and economic development. 

Entrepreneurs are those who own and run businesses ranging from small through medium to large scale enterprises. John Schumputer (in Lawal et al, 2007) defines entrepreneur as “creative destruction” by the innovator. Similarly, Glueck (in Lawal et al, 2007) defines an entrepreneur as “an individual who creates a new firm and continue to manage it until it is successful. These activities are aimed at development in the society. Development is a process of change from one state of being to another. This change could be positive or negative. However, of concern to us here, is positive change which can be referred to as positive development. Development may refer to as growth plus change (Adefarasin, 2015). Viewed from this perspective therefore, “development has to represent the whole gamut of change by which the entire social system could move along from a condition of life widely or largely perceived as unsatisfactory towards another condition regarded as materially and spiritually better” (Ebijuwa in Adefarasin, 2015). 

Entrepreneurship development therefore, contains three component parts: stimulating, supporting and sustaining (Lawal et al, 2007). Fadahunsi (in Lawal et al, 2007) describes entrepreneur development as following a cycle of stimulating, supporting and sustaining. Stimulating activities involves getting people to be aware of what it takes to engage in an enterprise particularly, with regard to expanding a business, risk taking, initiative needed for a business to succeed, etc. Supporting involves provision of infrastructural facilities, resources, information and technology, abilities and skills needed for the business to succeed. The sustaining aspects involve devising ways for ensuring the growth and continuity of the enterprise through modernization, expansion of the business, embracing new technology, diversification of product line and provision of conducive environment for survival of the business. 

Theories are guide to empirical research as they provide road-maps for navigating the undulating terrain of social phenomena. The development theory is one of several theories that seeks to explain development and underdevelopment in Africa in general and Nigeria in particular. Development in contemporary times is seen as an all encompassing concept that seeks to reduce power and inequality, expand real freedom that people enjoy, accelerate economic growth and review social structures, popular attitude and national institutions (Ayee, 2008). Given the numerous challenges confronting the African continent, several policy thrust have been put forward such as westernization, import substitution, indigenization of the economy, privatization, and so on without much success. In recent times, the basic need and development administration perspectives have become popular. 

The Nature of Public Policy Value and Entrepreneurship Development 

The essence of every government is to promote of the welfare and wellbeing of the citizens under its jurisdiction. The 1999 constitution stated as part of its fundamental objective and directive principle of state policy that the promotion of the security  and socio-economic wellbeing of the citizens, shall be the primary responsibility of the state. To achieve these goals of the state, public policies and programmes are enacted into laws and implemented.  Also, policies are set out to address and resolve challenges emanating from the dynamics of human interactions. Justifying the imperative of public policies in modern societies, Ikalegbe (2006) noted that: 

Public policies are critical to all societies. This is because they are actions taken by governments to resolve social problems. They relate to and are building on entire societies. The critical nature of public policies are even more obvious when they are related to solve the citizens’ problems and to benefit them. Infact, public policies in the first place are conformed by problems, demands and preference of the citizenry. 

These demands for and problems of socio-economic development has been and will continue to be on the increase with increasing population and their quest for better standard of living. Since the colonial times, the state has  responded to all these issues through development plans, rolling plans and socio-economic blueprints for transformation of the people and society. The ideological framework for this development vision is the mixed economy model. It is hinged on the assumption that “the common value of welfare as the guiding value of public policy has the virtue of overriding claims of sectional interests and the confusion these cause the nation. It offers an ideology under which all can contribute instead to the concerted march to orderly progress and in which public objectives are taken out of political contention” (Williams 1980). 

If these universal values are allowed to transcend personal and group or sectional interests, the preoccupation with power will be to serve the national interest. However, the public objective of governance is often taken away from governance. In this context, Williams (1980) further argues that:

State power which is seen consistently to favour particular interests at the expense of others not only forfeits the support of the excluded interests but also undermines the legitimacy of its own claims to authority. The state comes to depend only on force and on those who control the instruments of force. 

Since the post-colonial state in Nigeria remains an executive committee for managing the common affairs of the holders of power at any particular point in time, the vast majority of Nigerians are excluded from the governance process thereby robbing the state of the vital legitimacy and social capital it needs to carry out its vision and mission for the people. Having failed to  cultivate or strike a fruitful working relationship with the people, the state turns its focus on the use of brute force and intimidation of perceived and real enemies of the administration in power. It is not far-fetched therefore, why the basic needs of the citizens particularly, entrepreneurship development is not persistently pursued and realized. Essentially, the public policy value in the country has not embraced what it takes to turn around the poor state of entrepreneurship development in this part of the world. This partly accounts for why the casualty rate of public policy entrepreneurship development  in the country pathetically high. Explaining this deficit, it has been observed that in (Maduabum 2014): 

Nigeria’s (entrepreneurship) development efforts have over the years been characterized by lack of continuity, consistency and commitment (3Cs) to agreed policies, programmes and projects as well as an absence of a long term perspective. The culminating effect has been growth without development of the Nigerian economy without a concomitant improvement in the overall welfare of the Nigerian citizens. 

Commitment is key to the realization of any policy, plan or project of government. However, in Nigeria this behavioural content in the drive for development is often in the deficit with grave implication for entrepreneurship development - an important component in the drive toward industrialization of the country. A new moral order is required that will ensure that public office-holders elevate the public interests over and above their parochial ones for the country to achieve the overall good of the society. However, there are other normative and empirical obstacles to these goals. These shall be discussed shortly. 

Significance of Entrepreneurship Development 

An entrepreneur combines all the factors of production into productive use. Factors of production in themselves cannot bring any change to their existence except when combined by an entrepreneur to arrive at an economic value. An entrepreneur gathers other factors of production, organizes them and takes the risk to invest his resources, time and energy to manage and control his/her business. Entrepreneurship refers to the ability of an entrepreneur to initiate changes in production. Such innovation helps to expand existing business venture and to create new ones with the laid down structure of the organization. Ability to develop cutting edge technology, new product lines, not only expands an organization but keep it in business.

In a developing country like Nigeria, entrepreneurship development is very much needed to expand economic opportunities in the country. Indeed, the significance of entrepreneurship development cannot be over-emphasized. Some of its relevance to the economy and society in Nigeria can be briefly discussed. 

· Micro-small and medium scale enterprises help to raise the entrepreneurial spirit and managerial skills in the people as they embrace its values and virtues. 

· In a country like Nigeria where the population is increasing in geometric progression, the labour intensive nature of small scale enterprises help to expand employment opportunities and income distribution in the society. 

· With small scale enterprises, chances of exploring and exploiting the vast resources in the land are enhanced. Without entrepreneurship development, the rich resources of the country may remain untapped. 

· Small scale enterprises lay the basis for industrial take off in the country. From a small beginning, expansion is sure with persistent and patience. The industrial revolution in Europe did not just begin over-night. It started small. 

· Entrepreneurship development particularly at the grassroots could make those in these areas to remain in their communities to grow their business rather than migrate to the cities in search for elusive while collar jobs.

· Entrepreneurship development helps to curtail import of general merchandize and capital goods and services that drain the country’s foreign exchange and in return promote export of indigenous goods and services. In other words, it moves the country from import dependent to export oriented country. 

· It helps to diversify the economy from oil dependent economy to industrial goods exporting country. Small and medium scale enterprises have the potentials of launching the country into an industrialized nation-state. 

The significance of entrepreneurship development highlighted above remained largely in the realm of generalization. In the specific case of Nigeria, only incisive analysis can reveal the role entrepreneurship is playing in the drive towards industrialization and economic development. In the section that follows, we look at the interface between the state and entrepreneurship development. 

The State and Entrepreneurship Development: An Overview  

The state in a neo-colony like Nigeria is the major means of production and distribution of goods and services in the society. However, the modern state “is the product of the struggle for dominance among classes in the society, and at the same time an instrument in the struggle” (Nnoli, 2003). Therefore, no two states are the same even where they operate the same political system. Perhaps this explains why foreign precepts and paradigms of development that succeeded in Europe have not recorded similar success rate in Africa. Policies like modernization, privatization and globalization have not faired well in Africa. 

Prior to colonial rule, Africans had evolved their own means of survival using Art and Craft complimented by subsistence agriculture. Surplus productions were exchanged for other goods from the coastal towns where the whites pitched their trading post. Also, the trans-Sahara trade was a major source of goods from the Arabian countries and Europe. At this point, Africans have started improving on the craft work, carving, weaving and scripture. The Nok Culture was at a level of civilization that had started commanding respect in other parts of the world. However, all these changed with the coming of the British colonialist. Colonialism had imposed a new system of administration on the various nationalities in the Nigerian region through force and manipulation of the people in a carrot and stick manner (Political Bureau Report, 1987):

The net effects were denunciation, destruction or modification of the systems and ethos of governance that prevailed during the pre-colonial period and the attendant lose of confidence of Nigerians in these structures (indigenous pattern of commerce and industry). …the new structures and philosophy governance implanted during this period have shaped the attitudes, behaviours and conducts of the Nigerian power elite to the present day. 

Going forward, Nigerians have abandoned any indigenous approach to its developmental challenge particularly, in the area of producing for itself and the foreign market. In essence, the pre-capitalist mode of production has been effectively destroyed by European capitalism. Thus, it could be said that “metropolitan capitalism precludes the development of indigenous capitalism” (Williams, 1980). Be that as it may, entrepreneurship development could bring about the much needed industrial breakthrough in the country.

State power is used to ensure that indigenous forces of production are promoted to stimulate the development of the economy and the social well-being of the people. Public goals and values should actually define public policies of government (Williams, 1980; Akhakpe, 2016). But as Afolabi (2016) has argued, “the state has not been able to build an appreciable degree of confidence among Nigerians, manage the economy in the interest of the people or construct the much needed platform of social welfare for the mass of the people”. This may not be unconnected to the spate of policy inconsistency and poor policy implementation in the country (Akhakpe, 2014). 

However, government has not been unmindful of the need to promote business enterprises and industrialized the economy. It was in recognition of this imperative need that the Federal Military government in 1972 and 1977 carried out the indigenization of the economy with various schedules indicating the degree of indigenous and/or foreign ownership of public enterprises (Political Bureau Report, 1989). The idea behind the programme was among other things, to raise the entrepreneurial spirit in Nigerians and to promote the production of intermediate and capital goods in the economy (Iyayi, 1989). Similarly, the privatization of public enterprises that started in 1988 in the country is aimed at raising the entrepreneurial spirit of the emergent indigenous capitalist class as they move to fill the gap created by the divestiture of government shares in state owned enterprises (Obadan, 2000; The Economy, 2014). However, both exercises have not been able to dilute the dominance of foreign capital in the manufacturing and industrial sectors of the economy.

In the context of dwindling economic fortunes, the present administration has continued the funding, through short and long term loans, micro-small and medium scale enterprises in the country, particularly through the Bank of Industry (BOI). BOI “Manages N19.8 billion naira micro-small and medium enterprises (MSMEs). Also,  BOI provides development fund in about 15 states through Banks Cooperative lending scheme”. Another such scheme is the N90 million Business Development Fund for Women (BUDFOW), on behalf of the Federal Ministry of Women Affairs which provide soft loans to women entrepreneur …” (The Economy, 2013). Similarly, “the launch of the N5 billion Dangote SMEs fund in partnership with Bank of Industry is a step in unlocking the credit market (The Economy, 2013). Expected to increase to N20 billion, “the fund …would impact directly on 13,000 registered groups in the entire country. Each group shall have an average of 20 entrepreneurs thus, impacting on the lives of some 250,500 micro-entrepreneurs” (The Economy, 2013). 

In spite, of efforts of government to promote entrepreneurship, the contributions of the manufacturing and industrial sectors to Gross Domestic Product (GDP) remain low. According to Lamido Sanusi (2010): 

The Nigerian Manufacturing sub-sector is made up of large, medium and small scale enterprises as well as cottage and hand craft units. In spite, of spirited efforts made to boast manufacturing output and various policy regimes, manufacturing has not made any significant contribution to the growth of the economy. Industry as a whole contributed only 11.3 percent of GDP in 1960 – 70, owing largely to the crude petroleum and gas production during the decades. The contribution contracted to 38.6 percent in the 1980s and further to 29.4 percent during 2001 – 2009. These numbers in fact belie the poor contribution of the manufacturing sub-sector to aggregate output in Nigeria compared with its peers in Asia and Latin America.

In the post-structural Adjustment Programme era, this sub-sector has capitulated to manufacture of export like textile, bottle water, soap, detergents, iron rod, among others. Manufacture of capital goods remains almost non-existence. This clearly shows that not much has been done to promote entrepreneur development as a basis for industrialization and economic development. What therefore are the things left undone by stakeholders in entrepreneurship development? This is the focus in the next section. 

Challenges Facing the State and Entrepreneurship Development 

The state in Nigeria is still a contested terrain among the hegemonic classes in the society. This has made it difficult for it to promote the general interest. Its inability to mediate class interest has compromised its position as an unbiased umpire. For it to promote economic growth, development and social welfare of the people; it should be relatively autonomous of the dominant classes in the society. However, this appears to be a tall order judging by the different groups jostling for dominance in the state. 

In the Nigerian society of today, there is lack of incentive to invest and take risk because government is everywhere splashing money and distributing goods and services rather than producing same. The kleptocratic and prebendal use of public offices for personal and group interest has made it unattractive for Nigerians to engage in businesses with long gestation periods. Rather than engage in manufacturing and industrial ventures, most Nigerians prefer to buy and sell consumables. 

Corruption has contributed immensely to the slow pace of national development in Nigeria. Since independence, the political and economic elites have been soak in the vortex of corruption that has carted away monies that could have been used in laying a solid foundation for industrial development in the country. Other countries like Singapore, Malaysia, and India that started with agrarian economy have since left Nigeria still grappling with mono-culture and agrarian economy. Corruption has in no small measure denied the country of the opportunity to improve the socio-economic and political conditions of the country more than half a century after independence. 

Poor policy implementation has been the bane of well formulated policies and programmes on entrepreneurship development. Mention has been made of the indigenization, SAP and privatization programmes in the country that failed or failing to achieve their goals. Apart from the usual policy implementation challenges, government policies are hardly sustained. They change with every government that comes to power as if government is a stop-gap system. Under this circumstance, planned programmes hardly get to fruition (Ikelegbe, 2007; Eneanya, 2014). The high causality ratio of public policies makes national planning on entrepreneurship development difficult. 

Poor funding of entrepreneurial schemes by government makes the industrial sector slow to policy stimuli. With oil revenue tendentiously unstable, efforts at industrial development in general appear weak. Yet, government continues to rely on oil rents to promote economic development. In recent time, oil prices have been falling freely making it difficult for government to fulfill its programme on industrial development. Efforts by BOI and other banks to promote entrepreneurship development are not far-reaching enough. 

The Nigeria economy is import dependent. This makes it a dumping ground of goods from other parts of the world. Sanusi (2010) puts it graphically that: “Equally important is the indication that since 1999, Nigeria has become a trading outpost for goods produced elsewhere with little domestic transformation of output of primary sectors by the secondary sector. This is particularly so since the Nigerian agriculture is really peasantry and the high contributions of tertiary sector to output suggests that the sector is not really servicing the Nigerian economy but indeed, the economies of her trading partners”. These disarticulations in the economy have made it difficult for the manufacturing sub-sector to grow and develop (The Punch, 21st May, 2015). 

Also, the crisis in the power sector has over the years hindered the growth and sustenance of the entrepreneurial development in the country. While successive governments have committed enormous resources into its revitalization, generation and distribution of electric power, have never gotten to 5,000 megawatts. The usual complains is that there is shortage of gas, pipeline vandalization and obsolete equipment. Meanwhile, “artisans, technicians and entrepreneurs have been forced to shut-down their businesses due to governments inability to provide electricity thereby, adding to the increasing list of the unemployed” (The Punch, 21st May, 2015). 

The educational system in the country is not oriented and directed towards entrepreneurship development that could lead to industrial breakthrough. At this stage of the country’s development, peasant agriculture and export of primary products cannot help its quest for industrial transformation. The continue presence of grammar schools and universities that produce only literal graduates cannot bring about industrial development. Many school leavers do not know more than to read and write English or French. While jobs for these categories of graduates are shrinking, Nigerians with technical skills are in short supply in various sectors of the economy and society. No country becomes an industrial giant by ignoring vocational and technical knowledge. 

Opportunities before the State in Entrepreneurship Development

The preceding section discussed challenges facing entrepreneurship development in the Nigerian state. In this final section our focus is on how to harvest opportunities available to the state either real or potential to promote entrepreneurship development with a view to achieving industrial transformation in the country. 

Over the years, government has been found to be inefficient and ineffective in service delivery. This partly explains why it has embraced deregulation. It will enable private sector investors to take hold of the country’s economy for optimum utilization of resources. The deregulation of the power sector could be the solution to the endemic energy crisis in the country. But investors in the sector should be patriotic and follow honest business ethics rather than just rip-off Nigerians at the slightest opportunity. The Nigerian Electricity Regulatory Commission (NERC) should step up its regulatory role in order to ensure that those in charge of electricity generation and distribution justify the money they collect from their clients. This will enable the micro-small and medium scale enterprises to thrive.

Educational institutions at all levels should be made to run vocational and entrepreneurship courses from the beginning to graduation from the various institutions. This will enable all Nigerians to have one vocational training or the other that they could fall back on at any point in time, to support themselves and the nation’s pursuit of rapid industrialization. All grammar schools could be turned into technical colleges and tertiary institutions into technical institutions. 

Luckily the funding gap of MSMEs is being narrowed with the commendation activities of BOI and other funding agencies that have done a lot to promote the manufacturing and industrial sectors of the economy. While these efforts are commendable, it can be recommended that more funds should be made available to young entrepreneurs to kick-start the process of industrializing the economy. As the former BOI boss noted, “we are now properly and intensely focused on our core mandate, which is to support the industrial sectors, small, medium and large” (Nigerian Tribune 1st June, 2013). The present tempo of funding SMEs should be sustained in order to retain the much needed industrial transformation.   

The present slough of neo-liberal policies should be curtailed. While we live in a globalize system, the receipt of precepts and techniques from Europe and North America should be cautiously embraced because in most cases, these received paradigms have turned out to be the nemeses of developing countries. As a commentator rightly argue “…while western economic powers continue to pursue pro-growth and pro-investment economic policies, they always mobilize neo-liberal prudent economies for developing countries who insist that developing countries should not also pursue the same stimulus economic development policies (The Punch, 16th April, 2015). Against the backdrop of the onslaught of neo-liberalism on developing countries that has failed to bring about inclusive development, “there is need therefore for Nigeria to implement indigenously innovated patriotic development strategies that utilize international economies to its own desired benefit” (The Punch, 17th April, 2015). 

State resources should be channeled into entrepreneurship developmental purposes rather than used for facial enterprises such as: building legislative quarters, buying exotic cars for government officers, vacation abroad for governors, salaries and emoluments for governors, their wives and cronies, unnecessary medical tourism, purchase of private jets, etc. These monies can be conserved and use to lay a solid foundation for rapid industrialization through entrepreneurship development programmes. 

Nigeria’s economy is too import dependent. Apart from the huge amount spent on importation, dumping of imported goods, particularly textile materials and spare parts kill infant industries and raise the level of appetite for foreign goods amongst Nigerians (The Punch May 21, 2015). Besides jobs, SMEs would have created in Nigeria go to these countries where these goods come from. By being inward looking, young entrepreneurs can be encouraged to grow and become bigger investors in indigenous technology.  

Government should step up its regulatory and control functions in order to ensure business friendly environment that could attract domestic and foreign investors into the country. Nigeria as the biggest economy in Africa needs better micro and macro economic frameworks that are investors friendly. This also, demands that public policy should be stable and coherent to give investors confidence in the system (Eneanya, 2014).

3.1
Conclusion 

The state remains the major driver of economic growth and development in Nigeria. Unfortunately, since independence its policy options and directions have failed to stimulate sustainable socio-economic development. Unemployment and poverty have been in the increase since the 60s with the country going in and out of economic recession ever too often. This situation could be traced to poor entrepreneurship development. The study has shown that entrepreneurship development is the basis for industrial development in any country. Unfortunately, it has over the years been poorly funded and acknowledged. It submitted that any serious effort at innovating the economy should begin with indigenous entrepreneurship development that is the cure to the twists and turns in the economy. 
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ABSTRACT
This paper focused on Human Resource Development (HRD) and its impact on organisational performance using Television Continental (TVC) as unit of analysis. The objectives were to identify the impact of employee training on employee performance in the media industry, also to examine the effect of technological change on employee training and development in the media industry amongst others. The primary source of data collection was used through questionnaire and interview methods; while the secondary sources took on relevant documents, articles-in-journals, text books and relevant publications, as well as computer search through the Internet. A survey descriptive design was used to obtain Eighty (80) copies of the questionnaire out of total one hundred copies distributed to the employees of the study area. All the data were processed using appropriate statistical tools and techniques. Pearson Product Moment Correlation was used to test the hypothesis. The findings from the first hypothesis established that  there was significant relationship between employee training and employee performance, the second result revealed that there was significant relationship between employee education and employee performance. The third test shows that there was significant relationship between the technological change and employee training/development while the fourth test shows that there was significant relationship between employee training/development and organisational performance. The paper therefore recommended that training and development of staff in the media houses should prepare staff for future challenges and employees must retain and transfer what they have learnt to the actual work.

Keywords:  Human Resource Development, Employee Training, Education, Technological Change, Performance, Media House.

1.1.  Introduction
Human resource development and its impact on organisational performance remains a continuing topic of discussion and debate in the world of work today. Human resources are fundamental assets to any organisation (public or private), thus, there is need to develop them from time to time. Human Resources Development (HRD) therefore is a framework for the expansion of human capital in organisations. Human resources development is a blend of Training and Education that ensure the continual improvement and growth of both the individual and the organisation. (Kelly, 2011) submits that, “the capacities of individuals depended on their access to education” Human Resources Development is therefore, the medium that derives the process between training and learning. Human Resources Development is not a defined object, but a series of organized processed, ‘with a specific learning objective’ (Nadler, 2009). Human Resource Development is the structure that follows for individual development, potential satisfying the organisation’s goals. The development of the individual will benefit both the individual and the organisation. The human resource development framework view employees, as an asset to the enterprise whose value will be enhanced by development, its primary focus is on growth and employees development, it emphasises developing individual potential and rural potential and organisation.

In most formulations of Human Resource Management (HRM), training and employee development represent significant pivotal components. Kuchinke (2013) regard the investment by an organisation in the skills of employees as a ‘litmus test’ for a change in the way they are managed. Firstly, the replacement of the words ‘training cost’ with investment responses to the outcomes of Human Resource Development (HRD) where the continuation of viewing training as a short-term cost has persistently acted as a powerful break of many training strategies. Secondly, Human Resource Development (HRD) acts as a triggering mechanism for the progressive of other HRM policies that are aimed at recruiting, retaining and rewarding employees who are recognised as the qualitative difference between organisations. The investment in employee learning is a way of creating a primary internal market and policies aimed at progressively upgrading skills reduce an organisation’s dependency on eternal sources of skill. Finally, if it is an HRM strategy to engender the conditions whereby loyalty and commitment towards an organisation’s aim can be encouraged, HRD carried the prospect of unleashing the potential that lies within all people, allowing employees to contribute to and indeed transform strategy.

In recent years, ideas and practice relating to HRD have moved beyond a narrow conception of training and development. Many organisations now attempt to take a holistic view that embraces the idea of learning at individual and organisational levels as a crucial source of competitive advantage. Technology, global markets, customers’ expectations and competition have all contributed to the view that learning is the only strategy to cope with change. HRD has moved out of training departments into every aspect of organisational life as many have attempted to become learning organisations with increasing moves towards finding ways to integrate work and learning. There has been a growing emphasis on viewing an organisation as a total learning system and finding its core competencies which reveals its collective learning (Alcazar, Fernandez and Gardey, 2005). 

In addition, continuing advances in networked information technology and accelerating change have stimulated a growing interest in organisation learning and knowledge management, the development of an organisation’s intellectual capital (Gerhart, 2005) and the potential for learning between organisations. As noted above, human resource development is a broad field of research, theory and practice directed at the development of human resources, their rational and optimal use, and the establishment of an enabling environment in which these resources can find their full expression. The purpose of HRD is to enhance learning, human potential and high performance in work-related systems and contribute to sustainable human development. This paper therefore examines the effects of human resource development on organisational performance using Television Continental (TVC) as a case study. The specific objectives are (i)

Problem Statement 

Many organisations in Nigeria and indeed the media industry engage in training and development of staff and have departments or units in charge of training and development. Television Continental (TVC) is one such media house that has placed emphasis on training and developing of staff members since its inception and particularly in recent years. Generally, most employers do see expenditures on human resource development as costs, rather than seeing it as an investment, particularly, during the economic recession. However, for some years now, it appears training in the media industry is haphazard, unplanned and unsystematic, and several of its staff such as production crew, news caster, presenters, script writers, machine operators, accounts clerks, computer operators, secretaries, drivers and many other category of workers, have not qualified for any form of training nor is there any systematic process of staff development in place (Kuchinke, 2013). 

In the absence of training and development of employees, the employees sponsored themselves in furtherance of their education to obtain professional or higher level certificates. Employees who expressed the desire to pursue university education were not given any form of assistance like “paper leave” with pay. Their applications for “paper leave” were turned down with those who were persistent being advised to resign. For example, those who sought for part-time programmes were disengaged after their studies as management claimed their programmes were not relevant to the job. The few ones who were retained had no promotion to match their added skills and competencies. This, it is believed to have led to high labour turnover in the media industry. The paper is therefore to assess the essence of human resource development on human resources and how this affects organisational performance and with a view of bridging the gap created. 

This study is primarily aimed at assessing the impact of human resource development on organisational performance. The specific objectives include identifying the impact of employee training on employee performance in the media industry, ascertaining the relationship between employee education and employee performance in the media industry, examining the effect of technological change on employee training and development in the media industry, as well as finding out whether employee training/development have positive effect on the organisational performance in the media industry. 

The study hypotheses are:

Ho: there is no relationship between employee training and employee performance

Ho: there is no relationship between employee performance and employee education

Ho: there is no relationship between employee training/development and technological change

Ho: there is no relationship between employee training/development and organizational performance
2.1. Literature Review

The Concept of Human Resource Development
According to Rao (2005) the scope of HRD is extended, at one side, to developing competencies of human resource by enhancing knowledge, building skill, changing attitude and teaching values, and at other side, creation of conditions through public policy, programmes and other interventions to help workers to apply these competencies for their own and others’ benefits and making things happen.

HRD is considered by scholars of Business Administration as a sub discipline of Human Resource Management (HRM), concerned with developing productive skills by imparting training. HRM scholars, Werner and DeSimone (2006:27) defined Human Resource Development (HRD) as:

“A set of systematic and planned activities designed by an organisation to provide its members with the opportunities to learn necessary skills to meet current and future job demands”.
Abdullah (2009) expressed that many studies and numerous attempts to define Human Resource Development (HRD) by academics, researchers and practitioners have led to confusion in the literature, illustrating the elusive nature of this concept. The process of defining Human Resource Development (HRD) is made still more difficult by the evolving nature of HRD; for example, the term HRD started out as simply “training”, and then evolved into “Training and Development”   (T and D), and then into HRD. Confusion also arises over the “purpose”, the “location” and the “intended beneficiary” of Human Resource Development (HRD). This is further complicated by attempts to define HRD from an international or global perspective. The emerging field of National Human Resource Development HRD (NHRD) have also been explored and debated and has had notable influence on the definition of HRD. 

 Abdullah (2009: 487) further narrated that a disagreement arises, with some authors arguing that it is not possible or feasible to provide a single definition of this concept. In reviewing the literature surrounding the meaning and understanding of HRD, a number of dimensions can be seen to be influencing the evolving and complicated nature of HRD.

Abdullah (2009) citing Nadler and Nadler (1970) offered the definition of HRD. This definition is very broad in perspective, as it elaborates HRD in relation to culture, the economy and social and political contexts rather than individuals and organisations. He defined (HRD as:
“The process of increasing the knowledge, the skills, and the capacities of all the people, in a society. In economic terms, it could be described as the accumulation of human capital and its effective investment in the development of an economy. In political terms, HRD prepares people for adult participation in the political process, particularly as citizens in a democracy. From the social and cultural points of view, the development of human resources helps people to lead fuller and richer lives, less bound to tradition. In short, the processes of HRD unlock the door to modernization”.

According to Khan and Khan (2011) this definition is too much broaden and integrate the concept of HRD and makes it Integrated HRD.  Abdullah (2009) also quoted definitions for HRD, proposed by other researchers (i.e. Werner and DeSimone, 2006). These definitions varied from the perspectives of an individual researcher or theorists to definitions of HRD by country. 
The Concept of Organisational Performance
Organisational performance is through which managers ensure activities and outputs are congruent with the organisations goals. Armstrong (2006) state organisation performance is a means of getting better results from the whole teams or individuals within it, by understanding and managing performance within an agreed framework of planned goals, standards and requirements.

Ladipo, (2005) refers to the term to describe an integrated set of techniques with independent existence. He affirms that performance involves: (1) links to organisation setting individual performance goals (2) providing regular feedback’ towards those goals (3) providing opportunities for improving results and rewards. Moreover, employee performance as psychological contract has received considerable attention to HRM. It is a concept referring to an employee belief regarding conditions of a reciprocal exchange agreement between employer and employees through participation in teams will help produce job satisfaction to employees. Employee satisfaction is one of the many factors in the organisation which necessary needed to achieve good organisation performance.

Furthermore, with the exception of some scholars, there is a dearth of evidence on the effect of Human Resource Development (HRD) on performance in the public sector. 

Marchington et al, (2016) emphasized how a potentially dysfunctional behaviour by workers is likely to arise as a response to Human Resource Development (HRD). 

Clearly, this is a process input issue and measures performance of the process system management. It is, of course, possible to use resources ‘efficiently’ while being ineffective, so performance efficiency improvement must be related to certain output objectives.

All process inputs may be subjected to efficiency measurement, so we may use labour/staff efficiency, equipment efficiency (or utilization), material efficiency, information efficiency, etc inventory data and throughout times are often used in efficiency and productivity rations.

The Effects of Human Resources Development on Organisational Performance
This section is based on the Human Resource Development (HRD) and organisational performance linkage model which is a diverging model from the HRM-performance linkage models of Becker and Gerhart (2006) and Wright, Gardner and Moynihan (2003) whose core philosophy suggests that HR practices have a direct impact on employee skills and motivation, which are subsequently translated into improved operating performance that has a direct impact on financial performance.

The Human Resource Development (HRD)-performance linkage model is based on the Resource-Based View (RBV) which states that increasing employees’ abilities and motivation, through HRD will ultimately improve organisational performance (Lopez, Peon & Ordas, 2005). The central element of the RBV of human resources is the positive relationship between HRD and organisational performance (Mayo, 2000; Mabey& Ramirez, 2005). The RBV perspective advocates that the potential for competitive advantage of an organisation is based on its ability to exploit the inimitable characteristics of its pool of human resources and capabilities. The pool of employee resources and capabilities on which the RBV perspective is based, considerably depends on employee resourcing and development. The processes of resourcing and development aimed at providing increased skills to employees have a direct impact on their attitudes, such as motivation, commitment and satisfaction (Bartlett, 2001; Fey, Bjorkman&Pavlovskaya,2000; Wright et al., 2003).

Employees’ attitudes and behaviours generally depend on the HRD policies and procedures the organisation is using. Employees’ attitudes influence their behaviour which subsequently influences organisational performance (Wright et al., 2003). It is argued that employee turnover is heavily influenced by job satisfaction, motivation and organisational commitment. It is also argued that satisfaction usually precedes organisational motivation and commitment, while job satisfaction, organisational motivation and commitment are strongly interrelated (Bartlett, 2001).The basic causal pathway of this Human Resource Development (HRD)-performance linkage model is as stated thus:

Resourcing → Development → Skills → Attitudes → Behaviour → Performance

Source: Bartlett, (2001)

Considering this causal pathway, the general framework of the mediating model is indirect linkage or hierarchical linkage through the outcomes of skills, attitudes, and behavior between development and organisational performance (Becker, 2006). In this model we may also see a direct linkage between the individual policies of resourcing and development and the individual outcomes of skills, attitudes, and behaviour and organisational performance. However, these linkages may not be present at the same time. It may be possible that in the absence of a direct linkage, some policies may significantly contribute to organisational performance through the intervening process.

Furthermore, this intervening process may be ‘moderated’ by organisational contextual variables. By appropriately managing these moderating organisational features: management style, organisational culture, size, life cycle stage, union intensity and capital intensity, HRD has the potential to be a source of competitive advantage (Hansen, 2008).

Theoretical Framework
Human Capital Theory

Human capital theory views schooling and training as an investment in skills and competences. It is argued that, based on rational expectations of returns on investment, individuals make decisions on the education and training they receive as a way of augmenting their productivity (Becker, 2006). A similar strand of studies focuses on the interaction between the educational/skill levels of the workforce and measurements of technological activity. According to this theory, a more educated/skilled workforce makes it easier for a firm to adopt and implement new technologies, thus reinforcing returns on education and training. Similarly, Adelakun (2011) states that empirical studies provide evidence supporting the aggregate effects of education and training.

Essentially, human capital theory shows how education leads to increase in productivity and efficiency of workers by increasing the level of their cognitive skills and that people invest in education to increase their stock of human capabilities which can be formed by combining innate abilities with investment in human beings (Adelakun, 2011). Examples of such investments include expenditure on education, on-the-job training, health and nutrition. The provision of education is seen as a productive investment in human capital, an investment which the proponents of human capital theory considers to be equally worthwhile as, or even more worthwhile than, that in physical capital.

Empirical Orientation

Over the past decade, a rather small number of authors, such as Chalofsky (2008), Weinberger (2008), Kuchinke (2013), Malcolm et al (2015), turned their attention to theory building. However, although HRD theory building is essential for advancing the relatively young HRD profession, the issue of variation in HRD strategies has received even less attention in the research literature (Kuchinke, 2013).

Within the resource-based view (RBV) of the firm, which advocates that an organisation can gain competitive advantage by attracting and retaining best human resources, universalistic and contingency HRM-performance linkage models have been either theoretically or empirically developed. The universalistic model suggests that a specified set of HR practices (the so called “best practices”) will always produce superior business results whatever the accompanying circumstances. The contingency model argues that an organisation’s set of HRM policies and practices will be effective if it is consistent with other organisational strategies. However, there is no consensus amongst researchers regarding which model is the predominant one (Wood, 2009).

With respect to the HRD-performance linkage model building literature, although Wimbiscus (2005) supports the view that HRD lacks a unifying model that may be used to understand HRD issues, most current HRD models are following the universalistic rather than the contingency perspective (Kuchinke, 2013). 

Training (Holton and Naquin, 2005) and employability (Garavan, McGuire and O’Donnell, 2004) are assumed to be the basic components for people to acquire competencies that in turn will significantly improve organisational performance. However, there is a small number of authors, most notably Snell, Lepak, and Youndt (2009), who advocate that investment in human resources may be contingent on the specific characteristics and contribution of groups of employees to the organisation. More recently, Kaufman (2012). Mabey and Gooderham (2013) in examining the impact of management development on organisational performance in six European firms found that contextual factors like sales turnover, size and country explained some of the variance in perceptions of organisational performance.

In analysing the impact of HRD on organisational performance each of the HRM performance linkage models developed complements the others by adding constructs, variables or relationships (Alcazar, Fernandez, and Gardey, 2005). A serious limitation that recent reviews of the literature points out is that the link between HRD and business performance is considered like a ‘black box’, i.e., lack of clarity regarding ‘what exactly leads to what’ (Gerhart, 2005; Alcazar et al., 2005). 

In empirically investigating these models most studies were based on cross-sectional data and the analysis employed was either ‘hierarchical regression models’ or ‘competing regression models’ without proving causality. Thus, Becker and Gerhart (2006) and Fey, Bjorkman and Pavlovskaya (2000) exhorted researchers to use ‘structural equation modelling’ (SEM) to illuminate the ‘black box’ (Wright, Gardner, and Moynihan, 2003) between HRM systems and organisational performance. This is because the use of SEM is particularly appropriate when testing direct and indirect relationships between HRM policies and organisational performance and when testing theoretically derived paths among various exogenous and endogenous variables.
3.1. Research Methods
For the purpose of this research paper, the survey research design was used. This is due to the fact that the nature of the study required basic contact(s) between the researcher and the respondents for data collection. The gathering of information and data were through the questionnaire and personal interview methods. The population at Television Continental (TVC) is put at two and hundred and ten (210. For this research, the sample selected was one hundred (100), distributed among the male and female respondents of top, middle and junior employees of the organisation. Respondents were selected from all departments within the organisation using simple random sampling technique (this is done in order to give every individual respondent an equal and independent chance of being selected) and stratified sampling method, which helped in categorizing the cadres or level of management for the distribution. Out of the 100 questionnaires; only 80 valid copies, duly filled, completed and returned by the respondents were used for the analysis. In other words, the returned copies of the questionnaire formed the basis of generalization of the outcome of the survey.

The dependent variable of organisational performance measures the bottom-line results on which HRD has an impact (Wang, 2002). The organisational performance construct is usually indicated by items such as effectiveness, i.e. if the organisation meets its objectives, efficiency, i.e. if the organisation uses the fewest possible resources to meet its objectives, development, i.e. if the organisation is developing in its capacity to meet future opportunities and challenges, satisfaction, of all participants – owners and investors, customers, society, other organisations, and organisation members, innovation, for products and processes, and quality, % of products of high quality. These items were measured on a scale ranging from 1 = very bad to 5 = very good, asking respondents to report organisational performance over the past 3 years in order to minimize random fluctuations and anomalies in the data. 

4.1. Data Analysis 
All data collected using questionnaires of five-point Likert scale were subjected to careful and objective editing and coding. The data was analyzed using both descriptive and inferential statistics using Statistical Package for Social Sciences (SPSS). Parametric statistical tool such as Correlation was used to test the relationship between human resource development and organizational performance. The reliability of the instrument which was used to measure the effect of Human Resource Development on organizational performance in the media sector was found to be 0.776 (Cronbach’s Alpha coefficient). This value shows that the instrument is reliable.


Results obtained from test of hypotheses were supported with extant literature.

Results and Interpretation
Hypothesis one

Ho: there is no relationship between employee training and employee performance

	TABLE 1: Correlations of employee performance and employee training

	
	Employee performance
	Employee training

	Employee performance
	Pearson Correlation
	1
	.743**

	
	Sig. (2-tailed)
	
	.000

	
	N
	80
	80

	Employee training
	Pearson Correlation
	.743**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	80
	80


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

Source: Data Analysis, 2017

The first test revealed that there was strong significant relationship between employee training and employee performance using Pearson Product Moment Correlation Coefficient (r = .743, n = 80, p < .000). This means that bulk of the empirical evidence verifies that the scope of Human Resource Development (HRD) is extended, at one side, to developing competencies of human resource by enhancing knowledge, building skill, changing attitude and teaching values, and at other side, creation of conditions through public policy, programmes and other interventions to help workers to apply these competencies for their own and others’ benefits and making things happen.

Hypothesis two

Ho: there is no relationship between employee performance and employee education

	TABLE 2: Correlations of employee performance and employee education

	
	Employee performance
	Employee education

	Employee performance
	Pearson Correlation
	1
	.625**

	
	Sig. (2-tailed)
	
	.000

	
	N
	80
	80

	Employee education
	Pearson Correlation
	.625**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	80
	80


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

Source: Data Analysis, 2017

The result of the second hypothesis revealed that there was significant positive relationship between employee performance and employee education (r = .625, n = 80, p < .000). Buttressing this relationship, Onah (2004) notes that “while the Universities concentrate on the development and training of high level manpower, the institutes and Polytechnics are designed for intermediate or middle level manpower. Also, the Federal Government in 1972 set up the Nigerian Council for Management Development whose primary objective is to stimulate, promote and co-ordinate management education, training and development throughout the country. According to Ajuogu (2004), it was considered important by the government to co-ordinate management education and training in the country “to avoid duplication of efforts by providers… and to ensure that programmes offered by providers of training do reflect the needs of the national economy.” 

This finding is in line with the result of Ladipo (2005) where it was revealed that Nigerian Council for Management Development was created to raise the level of employee training and development so as to consolidate on the performance of the employees.

Hypothesis three

Ho: there is no relationship between employee training/development and technological change

	TABLE 3: Correlations of employee training/development and technological change

	
	Employee training/development
	Technological change

	Employee training/development
	Pearson Correlation
	1
	.661**

	
	Sig. (2-tailed)
	
	.000

	
	N
	80
	80

	Technological change
	Pearson Correlation
	.661**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	80
	80


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

Source: Data Analysis, 2017

The r value of .661 indicates that there was a positive relationship between the two variables and very significant at p < .000. This shows that there was significant relationship between employee training/development and technological change. Having outlined some of the various methods/techniques by which an organisation may deliver its training and development programme, it is pertinent at this juncture to draw attention to the aptly advice of Marchington and Wilkinson (2007) that it is important to recognize that no one method is inherently superior to any other, but that different methods are suitable for different sets of circumstances. Writing in similar vein,Alo (2001) advises that in selecting that technique to be adopted in any instance, consideration is to be given to the objectives of the training programme, the profile of the workers or the managers for which it is designed, and the type of needs it is meant to address. Also worthy of note is this respect, as advised by Adeleke (2000), is the consideration for “the current of the programme especially whether it is knowledge, skills or attitude development intensive.”

Hypothesis four

Ho: there is no relationship between employee training/development and organizational performance

	TABLE 4: Correlations of employee training/development and organizational performance

	
	Employee training/development
	Organizational performance

	Employee training/development
	Pearson Correlation
	1
	.748**

	
	Sig. (2-tailed)
	
	.000

	
	N
	80
	80

	Organizational performance
	Pearson Correlation
	.748**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	80
	80


**. Correlation is significant at the 0.01 level (2-tailed
Source: Data Analysis, 2017

The test of the hypothesis four shows that there was significant and strong positive relationship between employee training/development and organisational performance. This is why Armstrong (2006) focused more on the benefits of training and development to the organisation and the employees enumerated what he sees as benefits accruable from effective training. According to Armstrong, effective training will give the following benefits: Minimize learning cost, improve individual, team and corporate performance in terms of output, quality, speed and overall efficiency, improve operational flexibility by extending the range of skills possessed by employees (multi-skilling), attract high-quality employees by offering them learning and development opportunities, increasing the level of competence and enhancing their skills, thus enabling them to obtain more job satisfaction, to gain higher rewards and to make progress within the organisation, increase the commitment of employees by encouraging them to identify with the mission and objectives of the organisation, help to manage change by increasing understanding of the reason for change and providing people with the knowledge and skills they need to adjust to new situations, help to develop a positive culture in the organisation, one, for example, which is oriented towards performance improvement as well as providing higher level of service to customers.

5.1. Conclusion 
The paper showed that Television Continental adequately trained its employees, through on-the- job and off-the- job training. This in turn had maximized the profitability of the organisation, hence improved organisational performance. However, given the importance and relevance of training in the development of the competence, expertise, skills and potentials of employee and the growth of an organisation, Television Continental had adequately addressed the issue of training its employees. 

Recommendations
Based on the findings and conclusion derived in this study, the following are recommended. Staff training and development should be seen as a tool for achieving organisational performance in the organisation. Absence of proper training and development reduces work performance and this should be done away with.Training needs are better identified before sending staff for training in any organisation. Organisations should undertake regular training of its workforce. The training should equip workers with skills and expertise that makes them more knowledgeable on their job. The training programmes must be carried in that all employees feel significant improvement in performance after training. Hence, these training should as a matter of importance contribute to the increased performance and job satisfaction. Training should impart positively on employees’ performance and must guarantee employees’ job satisfaction, hence performance. Training and development of staff in the organisation should prepare staff for future challenges and employees must retain and transfer what they have learnt to the actual work. The idea that staff can perform optimally without training and development should be totally erased. The essence training is to acquire skills and expertise to carry out specific task that leads to performance. This must be adhered to.

Strategy should be used to implement technology trainings to improving employees’ skills in the organisation. Also, the end product of training should reduce the level of wastages of organisation resources and record less industrial accidents due to effective employees training.

Generally, the Human Resource department of the organisation should be invigorated with competent and qualified staff and allow some leverage to give effective co-ordination to training programmes in the organisation. The department must become proactive in the formulation and implementation of training programmes.
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ABSTRACT

The issue of poverty has been a recurrent one in public policy, with policy makers the world over putting up effort to confront. The poverty problem becomes more complicated due to people’s inability to access and afford financial services, especially in under-developed countries, where financial inclusion is very low. Financial inclusion generally implies a state in which all people have access to a full suite of financial services, including savings, credit, insurance and transaction accounts, pension and credit lines. This paper examines how financial inclusion can affect individual and household savings and investment orientation. We took responses from139 individuals, who are Micro business owners and entrepreneurs and households, primarily based in Ikorodu, a suburb of Lagos Nigeria. They respondents were asked question majorly on their access to bank account ownership and ability to access credit and other financial instruments to run their businesses. Five hypotheses were developed and tested using Chi Square. Findings indicated that promoting financial inclusion can influence the stock of investment, enhance entrepreneurial initiatives and promote economic growth and development. Financial inclusion also impacts poverty level and individual economic condition, thus promoting financial literacy can subsequently promote appropriate spending and investment culture in individual.
KEY WORD: Financial Inclusion, Financial Services, Savings and Investment, Poverty

1.1.  Introduction

In Sub-Sahara Africa, and quite generally all over the world, poverty has been an issue in public policy, which in various countries of the world, policy makers have been making deliberate effort to tackle, however, whether or not this efforts are sincere and/or strategic enough to deal with the issue of poverty is an issue for another day as that is not the focus of this paper. Adunda and Kelunda (2012) noted that poverty is a humiliation to humanity and efforts globally, are channeled towards its eradication.

The problem of poverty becomes more complicated when access to affordable formal or informal financial services are limited or unavailable, especially in poverty ridden countries of the world, where financial inclusion is very low. A recent survey by Nigeria’s Central Bank indicates that nearly 46.3% of Nigeria’s population have no access to financial services (CBN, 2012). Thus the CBN in 2012 after a comprehensive research launched a national financial inclusion policy which aim at reducing the number of Nigerians excluded from financial services from 46.3% to 20.0% by 2020. The number of Nigerians that are included in the formal sector is expected to increase from 30.0% in 2010 to 70.0% by the year 2020 according to this policy. (CBN, 2012).

Full financial inclusion is generally referred to as a state in which people have access to a full suite of financial services, including most fundamentally savings, credit, insurance and transaction accounts, but extending as well to more sophisticated financial instruments such as pensions and lines of credit (Hendrick, 2011). More so, it is as an interventionist strategy that seeks to overcome the market friction that hinders the markets from operating in favour of the poor and underprivileged (Adunda & Kelunda, (2012).

The intent of this study therefore is to examine how the recently launched financial inclusion strategy by the Central Bank of Nigeria can help to enhance individuals and household saving propensity and hence promoting saving and investment orientation in an attempt to lift people out of poverty and engender economic inclusiveness and growth.

Well-functioning financial systems serve a vital purpose, offering savings, credit, payment, and risk management products to people with a wide range of needs (Demirguc-Kunt and Klapper 2012:1), in poverty reduction effort and economic development initiatives, to what extent is savings and investment a crucial aspect of national development goals, because it is the medium by which financial muscle is built to engender investment options and opportunity by providing access to a well of laid up financial capital which can be used to set up new line of businesses and thus provide people with productive engagement and thus lift them out of poverty. Ellis, Lemma and Rud, (2010) noted that by showing empirically that access to financial services enables households to invest in education (which contributes to human capital), start or expand a business, or invest in agricultural inputs or new equipment (which contributes to physical capital and technological progress), the study has, for the first time, established a key potential linkage between access to financial services and growth, with important implications for policy, thus establishing that access to financial services has potential to create greeter investment in the economy by expanding the scope of opportunity to engage in productive engagement by a large chunk of the populace which provides a means to greater access to household earning and reduce the scourge of poverty.

Jhingan, (2002) observed that in ordinary parlance, investment means buying stocks, shares, bonds and securities in which are already existing in the stock market, but that in Keynesian terminology, investment refer to real investment that add to capital equipment, we can therefore refer to investment to include purchase of new plant and equipment, construction of public works like dam, roads, buildings and so on. When we therefore refer to investment, we refer to people capacity to start and engage in new productive engagement which generally leads to a raise in income, such as setting up a block making industry, water production plant, food processing enterprises and other small and medium scale firms. The degree to which people can access financial services have great influence on savings and investment drive in any society, Aduda and Kelinda(2012) argued financial inclusion entails institutions designing products, processes and training staff to think, plan and deliver tailor made financial services and products.

2.1. Literature Review

The Concept of Financial Inclusion

Financial inclusion or inclusive financing is the delivery of financial services at affordable costs to sections of disadvantaged and low-income segments of society, in contrast to financial exclusion where those services are not available or affordable. (Shyamsunder, Arunesha & Babu, 2014). The Central Bank of Nigeria, (2012) argued that financial Inclusion is achieved when adults (persons who are 18 years and above) have easy access to a broad range of formal financial services that meet their needs and are provided at affordable cost, stating further that the definition is anchored on four issue which are i) ease of access to financial products and services ii) Usage of a broad range of financial products and services, iii) Designed according to need and  iv) Affordable cost

Objectives of the Concept

Report from United nation noted that 2.7 billion people all over the world have no access to formal financial services such as savings, credit, insurance and payment services (United Nations, 2007; Ehrbeck, Pickens and Tarazi, 2012). The universality of this phenomenon notwithstanding, Africa seem to be the most hit by the imbroglio, and Nigeria in particular being the most populated country in Africa. Nigeria is Africa’s most populous nation with an estimated adult population of 84.7 million out of which only 31 million- an estimated 36% is served by formal financial services compared to South Africa’s 68% and Kenya’s 41% (CBN, 2012).

Nigeria is a vast developing economy with an estimated foreign direct investment of $8.9 billion in 2011 and $7 billion in 2012 (Aderinokun, 2013), but policy makers have come to the conclusion that the best people to develop Nigeria are Nigerians themselves, thus, the need to financially empower the populace to contribute significantly to government investment drive, this paper will hence critically examine the impact and importance of government policy on financial inclusion and examine how it impacts on household savings and investment.

Broadly speaking, three strategic objectives of financial inclusion were identified by Nigerian Central Bank as follows: to 1Ensure that a clear agenda is set for significantly increasing both access to and use of financial services by 2020.2Ensure that the concerns and inputs of all stakeholders are considered and roles and responsibilities are defined before regulations and policies are set for Financial Inclusionand 3Outline the framework for increasing the formal use of financial services to 70% by 2020 from the current level of 36% of the adult population (Central Bank of Nigeria, 2012). We can thus affirm that the goal of the financial inclusion strategy is to ensure that more people are brought into the net to gain access to formal financial services to help lift them out of poverty

Financial inclusion strategy in Nigeria
In pursuing the targets of financial inclusion, the Central Bank of Nigeria identified certain strategic areas that will serve as platforms and medium for promoting and implementing the financial inclusion strategy, the strategic platforms are enumerated below:

Agent banking – Agent banking is the delivery of banking services outside traditional bank branches, through additional touch-points such as existing retail stores and petrol stations or via technology such as 'Point of Sale' (POS) devices and mobile phones. 

Mobile banking/ mobile payments – Access to financial services through mobile phones that are either directly linked to a bank account or use of mobile wallets as intermediary virtual money accounts. 

Linkage models – Enhancement of financial and business cooperation between conventional financial institutions (deposit money banks and development finance institutions)/government and microfinance banks/institutions for wholesale funding and on-lending transactions. 

Client empowerment – Increase of bankability of population through coordinated national financial literacy initiatives that are complemented by consumer protection 

Initiatives and Progress of Financial Inclusion in Nigeria.

Policies are needed to address the barriers that prevent people from accessing formal financial services, and undertaking such investment,Ellis, Lemma and Rud, (2010), in saner societies, the primary responsibility of government is to engender social welfare by putting policies and processes in place that can aid social and economic development. In an attempt to address the issue of financial inclusion, the E-Payment Providers Association of Nigeria (E-PPAN) in their quarterly Techno-Interactive Forum, Series 4 with the theme “Financial Inclusion: Exploring Card Business to Capture the Bottom of the Pyramid”. Their discussion revealed that  a large number of persons and especially those in rural areas do not have access to financial services and that the formal sector has not been expanding rapidly enough where services to the masses are concerned. It was established that the largest, yet poorest socio-economic group, typically lives on less than N500 per day in Nigeria and that within this group exists an answer to resolving our economic quagmire. (E-PPAN)

Several uncoordinated policies at addressing the subject of financial inclusion have been randomly implemented in Nigeria previously, the advent of democracy in 1999 however helped policy maker to begin to get more strategic and coordinated at their attempts to lift people out of poverty and give every Nigerian a chance to live to the fullest, thus major reform in the financial services industry began to take place

Major reforms have been implemented in the financial services industry in Nigeria; including the 2004 pension reform founded on the Pension Reform Act of 2004 with amendment in 2014; which major objectives was to remove the inefficiency and sleaze in pension administration in Nigeria, and bring both public and private sector workers under one single contributory pension regime (Banjoko, 2006),  the Central Bank of Nigeria lead 2005 Banking sector recapitalization and consolidation exercise with the goal of helping banks to enhance their capital base and capacity to fund investment and real sector growth as well as the 2010 clean up in the sector which helped to mop up the mess created by top management greed and strengthen corporate governance, (Babatunde, 2013), leading to the sack of some bank’s managing director and board member. The insurance industry, microfinance institutions, general payment system leading to adoption of E-payment, agent banking, mobile banking and mobile money are just a few of these reform initiatives pervading the Nigerian financial system, principally anchored by the Central Bank of Nigeria, the National Insurance Commission and the Nigeria Deposit Insurance Corporation; all regulators in the Nigerian financial services industry.

Recent innovations in the financial services industry and the launch of policy framework for enhancing financial inclusion by the Central Bank of Nigeria under the leadership of Sanusi Lamido Sanusi,-former Central Bank of Nigeria governor, have largely contributed to growing awareness by players in the financial services industry to develop products and services that can help reach more of the poor and rural populace. Some of the most recent products and services include the launch of mobile Banking which allow individual to have access to banking services with their cellular phone, the Yellow Cover launched by Mansard Insurance Plc in collaboration with Telecommunication giant, MTN Nigeria; which help individuals access insurance services with daily premium for as little as N15/day, the process and framework for agent banking is also being put in place by the Central Bank of Nigeria. (MIPLC, 2013), GloXchange launched in August 2014 to help provide mobile money sector the much needed agent network across Nigeria and the technology platform needed for seamless mobile money transactions. 

GloXchange offered a robust platform to provide mobile money service to both banked and unbanked Nigerians, enabling existing and potential customers of partner banks to carry out transactions under the three key areas of banking transactions – deposits, withdrawals and transfers (Shonibare, 2014) These and other services are deliberate attempt to reduce financial exclusion in the country and bring more people into the formal financial services sector so as to enhance their capacity for savings and investment.

Financial Services and Investment / Savings Purposes 

As noted earlier, the primary purpose of public policy is to promote social welfare, and part of this is to promote a society where access to investible capital is relatively available and affordable. Sarma and Pias (2011) noted that people who lack access to financial services are frequently also excluded in other ways, and financial exclusion often reinforces other aspects of social exclusion and Kempton et. al (2000) argued that social exclusion has clear links with poverty, disadvantage and deprivation and is a much broader concept which, is a shorthand term for what can happen when people or areas suffer from a combination of linked problems such as unemployment, poor skills, low incomes, poor housing, high crime environments, bad health, poverty and family breakdown. This alludes to what obtains in Nigeria today where the high rate of crime is usually blamed on the level of poverty and deprivation that the people suffer from which is a direct product of inadequate investment in human, social and economic capital.

In their research, Ellis, Lemma and Rud, (2010) proved that access to financial services enables households to invest in activities that are likely to contribute to higher future income and, therefore, to growth, to a great extent, the people’s ability to gain access to financial services such as insurances services and loan can significantly influence their investment orientation as noted by Aduda and Kelunda, (2012) proponents of financial inclusion opine that financial exclusion leads to loss of opportunity to grow, a retarded country's growth and increased poverty levels, which usually is a symptom of inadequate long term capital investment in the economy, leading to unavailability of jobs and high dependent on import as a substitute to local investment. Cull, Demirgüç-Kunt, and Lyman (2012) argued that if financial inclusion leads to a healthier household and small business sector, it could also contribute to enhanced macroeconomic (and financial system) stability.

The concept of financial inclusion has being evolving and builds on the ideas of microcredit and microfinance. Microcredit is the provision of small loans to poor people to assist them to develop small-scale businesses (‘micro-enterprises’) to address poverty and exclusion. (AusAID, 2010). Chakrabarty, (2011) argued that owing to difficulties in accessing formal sources of credit, poor individuals and small and micro enterprises usually rely on their personal savings and internal sources or take recourse to informal sources to invest in health, education, housing and entrepreneurial activities. Thus, the mainstream financial institutions like banks have an important role to play in overcoming this constraint, not as a social obligation, but as pure business proposition. This proposition supposes that promoting financial inclusion is a good predicator of savings and investment which can help buoy economic activities in any society.

Hypotheses
H01:
A strategic initiative at promoting financial inclusion does not influence the stock of investment and enhance entrepreneurial initiatives.

H02:
Access to consistent and reliable financial services through savings, bank credit and insurance cannot result in economic growth and development.

H03:
There are no related impact of financial inclusion on poverty and individual economic condition

H04:
Promoting financial literacy as a component of financial inclusion strategy cannot promote appropriate spending and investment culture in individual.

H05:
Providing easier access to bank account opening and maintenance process does not promote financial inclusion

3.1. Methodology
Population and Sample Size

Aderinto (2007) noted that a number of stages are involved in the production of research document, one of which is a good methodological approach using appropriate data collection techniques. Primary and secondary sources of data were adopted to obtain information for this research work. The primary source involves the use of questionnaire that was designed with the aid of experts’ write-up on the subject of financial inclusions. Secondary data source consist of previous researches, by other experts, information from agencies of government and international organizations like CBN, AusAID, Mansard Insurance PLC and a host of others by extracting information from their website and. 

The research was conducted using population sample of selected Microfinance Banks customers in Ikorodu; one of the densely populated and sparsely industrialized suburb of Lagos, Nigeria. 150 respondents were randomly administered the questionnaire and given time to fill with the aid of a research assistant over a period of 30days. 14 questions relating to the topic of research were asked and responses were elicited from the respondents. Of the 150 questionnaires administered, a total of 139 were returned and fit for analysis purpose, representing 92.6% of total expected response. 

Responses were graded on a 5-points Likert Scale, ranging from 5 to 1 being Strongly Agree (5), Agree (4), Not Sure (3), Disagree (2) and Strongly Disagree (1), respondents were requested to rate their. The data collected were then analysed with analysis technique (Chi Square).

4.1.    Discussion and Findings
Demography of the respondents
	Analysis of Demographic Data of Respondents

	 
	Frequency
	Percentage (%)

	Distribution of Respondent by Sex

	Gender
	Male
	77
	55

	
	Female
	62
	45

	Total
	 
	139
	100

	Distribution  of Respondent by Age

	Age
	25-40yrs
	79
	57

	
	41-50 yrs
	43
	31

	
	51-60 yrs
	13
	9

	
	61 yrs and above
	4
	3

	Total
	 
	139
	100

	Distribution  of Respondent by Marital Status

	Marital Status
	Single
	55
	39

	
	Married
	76
	55

	
	Divorced
	8
	6

	Total
	 
	139
	100

	Distribution of Respondent by Educational Qualification

	Education
	School Cert
	19
	14

	
	B. Sc. or equivalent
	78
	56

	
	Master's Degree
	12
	9

	
	Prof. Qualification
	30
	21

	Total
	 
	139
	100


Source: Field Survey (2017)

The demographic data presented in the table indicates that 55% respondent are male while 45% are female, according to age distribution,  25-40years are 57%, ages 41-50 years are 31%, those aged 51-60 years are while 61 years old and above are 3%.  According to data on marital status 39% are single, 55% are married while 6% are divorced and educational qualification shows that 14% have only a School Certificate, 56 are Bachelor degree holder or its equivalent, 9% have a Master degree and 21% have other Professional Qualifications.
Test of Hypotheses

Hypothesis One: A strategic initiative at promoting financial inclusion does not influence the stock of investment and enhance entrepreneurial initiatives.

	Table 1 Test Statistics

	
	A strategic initiative at promoting financial inclusion does not influence the stock of investment and enhance entrepreneurial initiatives.

	Chi-Square
	79.072a

	Df
	7

	Asymp. Sig.
	.000

	a. 0 cells (0.0%) have expected frequencies less than 5. The minimum expected cell frequency is 17.4.


Hypothesis one states that a strategic initiative at promoting financial inclusion does not influence the stock of investment and enhance entrepreneurial initiatives. Table 1 gives a chi-square value of 79.072 with 7 degree of freedom of 14.067 and Asymp. Sig. of .000, which is considerable less than 0.05.Hence, we conclude that a strategic initiative at promoting financial inclusion influences the stock of investment and enhance entrepreneurial initiatives.
Hypothesis Two: Access to consistent and reliable financial services through savings, bank credit and insurance cannot result in economic growth and development.

	Table 2 Test Statistics

	
	Access to consistent and reliable financial services through savings, bank credit and insurance cannot result in economic growth and development.

	Chi-Square
	217.439a

	Df
	8

	Asymp. Sig.
	.000

	a. 0 cells (0.0%) have expected frequencies less than 5. The minimum expected cell frequency is 15.4.


Hypothesis two states that Access to consistent and reliable financial services through savings, bank credit and insurance cannot result in economic growth and development.Table 2 gives a chi-square value of 217.439 with 8 degree of freedom of 15.507 and Asymp. Sig. of .000, which is considerable less than 0.05.Hence, we conclude that access to consistent and reliable financial services through savings, bank credit and insurance can result in economic growth and development.
	Hypothesis Three: There are no related impact of financial inclusion on poverty and individual economic condition
Table 3 Test Statistics

	
	There are no related impact of financial inclusion on poverty and individual economic condition

	Chi-Square
	61.079a

	Df
	6

	Asymp. Sig.
	.000

	a. 0 cells (0.0%) have expected frequencies less than 5. The minimum expected cell frequency is 19.9.


Hypothesis three states that there are no related impact of financial inclusion on poverty and individual economic condition. Table 3 gives a chi-square value of 61.079 with 6 degree of freedom of 12.592 and Asymp. Sig. of .000, which is considerable less than 0.05.Hence, we conclude that there are related impact of financial inclusion on poverty and individual economic condition.
Hypothesis Four: Promoting financial literacy as a component of financial inclusion strategy cannot promote appropriate spending and investment culture in individual.
	Table 4 Test Statistics

	
	Promoting financial literacy as a component of financial inclusion strategy cannot promote appropriate spending and investment culture in individual.

	Chi-Square
	224.799a

	Df
	7

	Asymp. Sig.
	.000

	a. 0 cells (0.0%) have expected frequencies less than 5. The minimum expected cell frequency is 17.4.


Hypothesis four states that Promoting financial literacy as a component of financial inclusion strategy cannot promote appropriate spending and investment culture in individual.Table 4 gives a chi-square value of 224.799 with 7 degree of freedom of 14.067 and Asymp. Sig. of .000, which is considerable less than 0.05.Hence, we conclude that Promoting financial literacy as a component of financial inclusion strategy can promote appropriate spending and investment culture in individual.
Hypothesis Five: Providing easier access to bank account opening and maintenance process does not promote financial inclusion

	Table 5 Test Statistics

	
	Providing easier access to bank account opening and maintenance process does not promote financial inclusion

	Chi-Square
	131.324a

	Df
	8

	Asymp. Sig.
	.000

	a. 0 cells (0.0%) have expected frequencies less than 5. The minimum expected cell frequency is 15.4.


Hypothesis five states that providing easier access to bank account opening and maintenance process does not promote financial inclusion. Table 5 gives a chi-square value of 131.324with 8 degree of freedom of 15.507 and Asymp. Sig. of .000, which is considerable less than 0.05.Hence, we conclude that providing easier access to bank account opening and maintenance process do promote financial inclusion.
5.1. Conclusion and Recommendations

Evidently from the result of the study, financial inclusion help individuals increase access to investible funds, lift people out of poverty an propel a rise in the stock of investment, thus promoting individual and household prosperity as well as enhancing economic growth and national economic development. Considerably, issue such as access to savings, credit, insurance, ease of access to bank account opening process and other form the fulcrum of financial inclusion, and these are instruments by which individual can build up stock of investible funds.

The onus lies on policy makers not just to make policies, but ensure that they are religiously implemented, thus appropriate policies should be executed to enhance financial inclusion through promotion of financial literacy, removing both legal and institutional bottlenecks to account opening process and making the process easier and more friendly especially to the poor and illiterate population of the society, demystifying savings and provision of greater access to credit especially for micro entrepreneurs.
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ABSTRACT
This study examines the effect of celebrity endorsement on quality service delivery in selected insurance companies in the Lagos metropolis. In this study, a descriptive research design was employed. While judgmental sampling method was adopted for information selection from marketing department, a structured questionnaire was used for data collection. A major statistical technique employed in the study was a T-test statistical technique. Two hypothetical statements were stated and to which supporting findings were added appropriately. The study recommends that insurance companies should continually drive their service delivery and quality through the celebrity endorsement. Thus, customer relationship strategies ought to be adopted in search for greater service quality procedures in the Nigerian insurance industry, and achieving customer expectations and gaining customer loyalty should be major drivers to accomplishing the desired objectives of insurance companies

Keywords: celebrity endorsement, quality service, service delivery, consumer behaviour, 
insurance companies   

1.1.  Introduction 

Celebrities are the knobs that can grasp the customer’s attention easily. In today’s modern era, while looking through the magazines and newspapers or even watching television, people most likely to neglect all the commercials and advertisements. Despite of the fact, the charm and enchant of the celebrity is rarely ignored. The effect of celebrity endorsement on advertisement and on the brand is of huge importance. For this process businesses and firms usually appoint celebrities from a specific area in order to give them a chance to be a part of advertisement campaign. In order to motivate a consumer to consider a particular brand from a diverse series of brands, the marketing attributes and imageries of a brand are complemented with the celebrity.

According to Oxford dictionary, celebrity means “A famous person”. A person who is outshined in his/her area of expertise. It could be in the domain of sports, cinema, theatre, social life politics or science anything but with some unique outcome (Kaur & Garg, 2016).). McCracken’s (1989) as cited in Malik and Qureshi (2016) defined celebrity endorser as any individual who enjoys public recognitions and who uses this recognition on behalf of a consumer good by appearing with it in an advertisements. Celebrity is used by advertisers to grab the more attention and attract audience towards product or an advertisement because celebrity talking about any product in advertisement will attract more people as compare to a common person and this is called celebrity endorsement. Hence, to boost the brand equity and brand awareness celebrity endorsement is a successful marketing approach (Manjusha & Segar, 2013). It is defined by Ghani and Kakakhel (2011) as acquiring equity of any celebrity or attaching any celebrity with product or service for its promotion.

Insurance, according to Pritchett, Schmitt, Doerpinghans, and Athearn (1996) as cited in Adeleke, Olowokudejo, and Ajemunigbohun (2016), is a social device which allows a group of individuals (called ‘insured’) to transfer risk to another party (called ‘insurer’) in order to combine loss experience, which permits statistical prediction of losses and provides for payment of losses from funds contributed (premiums) by all members who transferred risk. It is thus described as a provision of compensation for loss, damage, sickness, death, and other unforeseeable situations in return for regular payment of predetermined premium (Oyetayo, 2001). According to Nyce (2007), a contract of indemnity is a contract in which the insurer agrees, in the event of a covered loss, to pay an amount directly related to the amount of the loss. It is thus regarded as a general legal principle related to insurance that holds that the individual recovering under an insurance policy should be restored to the appropriate financial position he or she was in prior to the loss (Trieschman, Hoty & Sommer, 2005).

Murphy (2000) had earlier postulated that customer friendliness, acceptance and satisfaction propagate organization’s sustainability. Many studies have examined celebrity, expert and typical consumer endorsement (Baniya, 2017; Koththaagoda, 2017; Seno & Lukas, 2007; Wei & Lu, 2013).  However, there seem to be little or no study done between celebrity endorsement and insurance service delivery in Nigeria.  Few among the studies conduct in Nigeria are that of Awobamise and Yosra (2018); Deborah, Nelson and Joseph (2015); Ladipo, Oniku, Akeke and Chileuwa (2018); and Oyeniyi (2014). As pointed out by Oliver (2010), customer satisfaction depends on one’s judgment on a product or service in consideration of subjective pleasure levels. Internal customer satisfaction is an important issue for managing operations in financial and service based organization (Zeithaml, Bitner & Gremler, 2006). As an employee who inputs to the organization, internal customers determine the service delivery quality that the external customers receive (Bell, Auh, & Smalley, 2005). These quality assurances brought in by the internal customer acts as a link between the operational setup and the returns from the operational environment (Johnson, 2005).
Chio, Lee and Kim (2005) claim that consumer behavior can be planned and controlled. Celebrity endorsement is one of the strategies employed successfully by publicity agencies in their companies in order both persuade consumers and to generate a significant positive impact on companies’ financial results. The technique consists of employing celebrities with attractive qualities to promote products or services (Chandhary & Asthana, 2015). According to Chaudhary and Asthana (2015), it is estimated that one quarter of all publicity campaigns run worldwide employ celebrity endorsement a same answer of improving the image of a company’s brand, thereby influencing consumer purchasing attitudes.

Celebrities are people who enjoy public recognition by a large share of a certain group of people whereas attributes like attractiveness, extraordinary lifestyle are just examples and specific common characteristics cannot be observed through it can be said that within a corresponding social group celebrities generally differ from the social norm and enjoy a high degree of public awareness (Batra & Pamela, 2004). Celebrities are well recognized personalities having a strong attractiveness and impressive power to pursue the audience either by their likeliness, attractiveness, trust or by their congruency with brand which leads in creation of strong brand image and value in viewers’ minds. Hung (2014) as cited in Hennayake (2017) argued that celebrities serve as a means of escapism from their fan’s mundane existence as they use celebrities as their emotional outlets. Furthermore, celebrities are a source of identification for consumers where they enhance their identity and values through the celebrity who is often seen as the embodiment of social acceptance and norms. Hung, Chan and Tse (2011) describe the phenomenon of celebrity worship further when they proclaim that people regard celebrities as heroes or role models who are larger than life and in some cases regarded as a “bridge of god”. 

The general objective of this research is to examine the effect of celebrity endorsement on customer behavior in selected insurance companies in the Lagos metropolis. The specific objectives are to examine significant effect of celebrity endorsement on consumer buying behavior in Nigeria insurance industry; and investigate the effect of celebrity endorsement on quality service delivery in Nigeria insurance industry
Relevant Research Questions and Hypotheses

In an attempt to achieve the set objectives of the study, the following relevant research questions were formulated:

i. What is the significant influence of celebrity endorsement on consumer buying behaviour in Nigeria insurance industry?

ii. Does celebrity endorsement influences quality service delivery in Nigeria insurance industry?

To provide answers to the questions highlighted above, the following hypotheses were formulated:

i.  Celebrity endorsement has no significant  influence on consumer buying behaviour in Nigeria insurance industry;

ii. Celebrity endorsement has no significant influence on quality service delivery in Nigeria insurance industry.

2.1. Literature review

Celebrity endorsements have long been used and which are one of the most popular advertising strategies and recognized as ubiquitous features of modern day marketing (Biswas, Hussain & O’Donnell, 2009; White, 2004). Advertising often employ celebrities to endorse a product to enhance audience attentiveness, add glamour and desirability to the product, and make the advertisement more memorable and credible. Celebrities, however, are expensive because of their celebrity status and risky because of their potential for gaining negative publicity. Recent studies had looked at negative events surrounding celebrity endorsers and the consequences of those events (Hussain & Khan, 2017; Louie, Kulik & Johnson, 2001; Money, Terence & Sakano, 2006; Thwaites, Lowe, Monkhouse & Barnes, 2012). Seller-created advertisements with or without celebrity endorsements can provide information that is objective, presented in a standard form, and focused on products’ attributes and advantages.

Han, Rashad, and Yazdanifard (2015) refer to celebrity advertising as the use of famous person’s image to sell products or services by embracing the individual’s wealth, popularity, or fame to endorse the products or services. Celebrity endorsement advertising appears to be new trend but it actually dates back to the 19th century when British actress Lillie Langtry appeared on a pears soap commercial providing that this is a culture that is engrained in society. Barnes (2011) and Han et al. (2015) postulate that celebrity advertising influences consumer purchases in allowing the consumer to think that products will work for them as they did for a celebrity. Notwithstanding the popularity of celebrity endorsement as a modern advertising strategy its
profitability and marketing effectiveness has garnered considerable interest (Sheu, 2010). 

Several models have been conducted in order to understand the process of celebrity endorsement. The four most commonly discussed and most comprehensive are based on the endorsers’ credibility and attractiveness, the match between product and celebrity, as well as the meaning transfer of the message (Erdogan, 1999 as cited in Priyankara, Weerasiri, Dissanaya & Jinadasa, 2017). If these are followed and the timing is right, as well as if a company works sufficiently with the other tools in order to strengthen its brand image, celebrity endorsement is argued to be a successful marketing communications strategy (Schlecht, 2003 as in Hennayake, 2017; Hunter, 2010). Hence, the focus will be on these models. The four models presented will be the two source models; the Source Attractiveness Model and the Source Credibility Model, as well as the Product Match-Up Hypothesis and the Meaning Transfer Model. Further why these models are being brought up is since they, apart from being the most discussed, are the most developed and the ones that have been emphasized the most in previous research and studies in the field, thus being the ones most applicable to this study and Volvo’s case (Hunter, 2010). 

The source models are categorised under the same name since the models are based on and reflect on social influence theory, which specifies that certain characteristics of a source in any communication can have influence on message receptivity (Erdogan, 1999 as cited in Oyeniyi, 2014). In order to understand these models and why they work it is important to understand the underlying factors for these concepts. Kelman (1961) as cited in Muda, Musa, Mohammed and Borhan (2014) discussed how credibility and attractiveness have influence on attitude change and argues that there exists three processes of social influence that evokes different responses; compliance, identification and internalisation. Identification and internalisation are of greater importance when it comes to celebrity advertising (Hunter, 2010), hence they will be discussed more thoroughly. 

Insurance is defined as a contractual agreement whereby one party agrees to compensate another party for losses (Dorfman, 2008). The term ‘insurance’ is thus seen as  a provision of a system of compensation for loss, damage, sickness, death and other unforeseeable circumstances in return for regular payment of a predetermined (Oyetayo, 2001).  Ajaja (1995) as cited in Idris, Asokere, Ajemunigbohun, Oreshile and Olutade (2012) noted that the nature of the operation of insurance businesses call for the collection of the relatively small and affordable costs of losses (premium) from a large number of insured by insurance companies. He thus added that the premiums which are usually paid upfront are subsequently shared among many insurance companies who offer to bear portions of the burden of the attached risks. Thus, insurance services embrace intangibility, inseparability, variability, and ownership of title that are transferable (Ikupolati, 2008).

A service has been described as an activity or benefit that one party can offer to another that is essentially intangible and does not result in the ownership of anything with its production being or otherwise not tied to a physical product (Kotler & Armstrong, 2008). Service, however, can be distinguished from goods by the following characteristics namely: intangibility, inseparability, variability, perishability, and ownership has been defined as the degree to which a product meets the expectation of the customer (Stanton et al, 2001 as cited in Nwankwo 
& Durowoju, 2011). There is no consensus as to what should properly constitute a definition of a product’s quality though it is universally recognized as significant; but the following is said to influence it, the individual perception of quality, personal taste and individual expectation (Palmer, 2005). Crosby (1984) as cited in Nwankwo and Durowoju (2011) defined quality as conformity to requirement while Zeithaml, Berry and Parasuraman. A. (1993) as cited in Yarimoglu (2014) suggested that quality is capable of being assessed by three levels of expectation namely: the consumer’s expectation about the desired level of service, what the customer wants, and the predicted service level.

Saravanan & Rao (2007), state that service quality remains critical in the service industries, as businesses strive to maintain a competitive advantage in the marketplace and achieving customer satisfaction. According to Negi (2009), providing quality service delivery to customers increases customer retention, attracts new customers, enhances corporate image, lead to positive referral by word of mouth, and above all guarantees survival and profitability. Measuring service quality poses difficulties to service providers, because of the unique characteristics of services: intangibility, heterogeneity, inseparability and perishability (Douglas & Connor, 2003 as cited in Bucak, 2014). Both the service and customer orientation found to be inseparable, and have to deal simultaneously (Frimpong & Wilson, 2012). 
The product quality of an insurance organisation is in its value creation. Therefore, creating quality value is argued to be dependent upon firms; ability to render high performance on the benefits that are germane to the customers and also rooted in their technological competence and business process (Kothandraman & Wilson, 2001). Toran (1993) as cited in Nwankwo and Ajemunigbohun (2016) mentioned that quality is said to form a pertinent measure of insurance product. In the view of Walker and Baker (2000), customer’s expectation serves as cornerstone for insurance quality measurement. According to a study by King (1992) as cited in Isimoya, Ajemunigbohun and Balogun (2018), insurance quality measurement is said to embrace insurer’s reputation, financial stability, integrity of agent (s) and quality of information and guideline from the agent. According to Nwankwo and Ajemunigbohun (2013), insurance companies are expected to ensure clarity in their firm’s value and expectations in being able to deal with prospective and existing customers, as well as making effort to captivate and retain customers who share and appreciate identical value. Ikupolati (2008) stipulated that insurance product is characterised by inseparability, intangibility, variability and transferability.  According to Idris, Asokere, Ajemunigbohun, Oreshile and Olutade (2012), the intangible nature of insurance services play a decisively challenging role in convincing customers as to value of insurance products. 

A report has shown that many insurers have not completely harness their customer data and optimize customer relationships (McLauchin, 2010). To enforce a strategy towards customers management, insurers have to be ready to invest in modern technology to assist them in terms of the following: understand the customer and their behaviour, put customers to identify groups with similarities that can be aimed jointly; assign values to segmented customer, predict behaviour of customers and implement techniques that accomplish satisfaction and retention of customers; and identify and maximize cross-sell and up-sell opportunities to increase sales. Most insurance companies are set up for new customer acquisition. However, recent study argued that customer retention plays a bigger role in profitability (Fagbemi, & Olowokudejo, 2011).

Creating customer value has been a vital source of competitive advantage. However, the process of value creation is a key component of CRM as it transforms firm and customer strategies into specific statements of what value is to render to customers, and consequently what value is to render to the supplier organization. The value creation process has three essential components (Payne & Frow, 2005 as cited in Chetioui &Abbar, 2017), which are: ascertaining what value the company can render to its customers (the value customer receives); ascertaining the value the organization gets from its customers (the value organization receives); and maximizing the lifetime value of desirable customer segments. To the customers, the concern is value proposition and assessment, while the concern is the economics of customer acquisition and retention to the organization. 

3.1. Methodology

The research design for this study has been structured top enable the researcher gather data adequately. This research project adopted a survey research design. The rationale for its involvement was because it provides the researcher a profile of pertinent aspects of the phenomena of interests and also examined the happenings around the sample subjects which is devoid of any attempt of manipulation (Asika, 2008; Sekaran & Bougie, 2016). Accordingly, survey design has been found useful because of its capacity for behavioural prediction and also can assist in gathering of identical data regarding all sample situations ((Kothari & Garg, 2016). The study population for this research project was members of staff in few selected insurance companies in Lagos State. The members of staff served as respondents for whom questionnaire were distributed in the course of the study. The choice of staff was drawn from marketing department of the selected insurance companies within the Lagos metropolis.

Sampling is the process of designing or choosing a representation out of the population. Sampling techniques are divided into probability and non-probability (Sauder, Lewis & Thornhill, 2009). Sample is a group or part of a larger population. Sample size of 125 members of staff in selected insurance companies in Lagos metropolis. Judgmental sampling technique was adopted in achieving the selection process. With impressive responses from the respondents, the researcher was able to retrieve 97 copies, out of which 125 copies were correctly filled, completed and found useful for data analysis, making up 87.2% response rate.

Validity is defined as the degree to which a measuring instrument measures what is design to measure (Asika, 2008). Reliability is defined as the consistency between independent measurements of the same concept. It is described as the stability, dependability and predictability of a measuring instrument (Asika, 2008). Therefore, the Statistical Package for Social Science was used to test the measuring instrument and found that the reliability of the different sections were above the 0.7. standard. For the purpose of analysis, the simple percentage distribution was used in the presentation and interpretation of data gathering. The data was later calculated in a frequency distribution form and the corresponding percentage equivalent was analysed using the Statistical Package for Social Science. The formulated hypotheses were tested using multiple regression technique with the support of the SPSS Software.

4.1. Results and Discussion of findings

In a bid to analyse the hypotheses formulated in this study, the T-test statistical technique was employed. 

Hypothesis Testing One

In an attempt to further investigate the significant influence of brand attitude customer loyalty in the Nigerian insurance industry, T-test statistical technique was employed for empirical-oriented results.

Table 1: Respondents’ opinions on hypothetical proposition one
	Celebrity endorsement and Consumer behavior

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	6
	6.2
	6.2
	6.2

	
	Disagree
	15
	15.5
	15.5
	21.6

	
	Agree
	45
	46.4
	46.4
	68.0

	
	Strongly Agree
	31
	32.0
	32.0
	100.0

	
	Total
	97
	100.0
	100.0
	



Source: Field Survey, 2018

Table 2: Descriptive statistics for testing the significant influence on consumer buying behavior in Nigeria insurance industry

	

	
	N
	Mean
	Std. Deviation
	Std. Error Mean

	Celebrity endorsement and consumer behavior
	97
	3.8247
	1.21630
	.12350


Source: Researcher’s computation, 2018

Table 3: One-Sample T-test of the significant influence on consumer buying behavior in Nigeria insurance industry

	

	
	Test Value = 3

	
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	
	
	
	
	
	Lower
	Upper

	Celebrity endorsement and consumer behavior
	30.970
	96
	.000
	3.82474
	3.5796
	4.0699


Source: Researcher’s computation, 2018

The result in table 3 shows that the calculated p-value (0.0000), which is lower than the 0.05, confirms that there is statistically significant difference between average respondents’ opinion on hypothetical proposition one and hypothetical value 3. Hypothesis (Ho) which states that Celebrity endorsement has no significant influence on consumer buying behavior in Nigeria insurance industry is rejected. It is therefore germane to note that survey participants have an opinion that Celebrity endorsement has significant influence on consumer buying behavior in Nigeria insurance industry. This result corroborates the study of Adam and Hussain (2017); Kaur and Garg (2016); Malik and Qureshi (2016), who noted in their views that celebrity endorsement enhances product information and creates awareness among consumers, and thus help them recall the brands of the endorsed products

 Hypothesis Testing Two

Table 4: Respondents’ opinions on hypothetical proposition two

	Celebrity endorsement and quality service delivery

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly disagree
	11
	11.3
	11.3
	11.3

	
	Disagree
	40
	41.2
	41.2
	52.6

	
	Undecided
	1
	1.0
	1.0
	53.6

	
	Agree
	39
	40.2
	40.2
	93.8

	
	Strongly Agree
	6
	6.2
	6.2
	100.0

	
	Total
	97
	100.0
	100.0
	


Source: Field Survey, 2018
Table 5: Descriptive statistics for testing the significant influence of celebrity endorsement on quality service delivery in Nigeria insurance industry
	

	
	N
	Mean
	Std. Deviation
	Std. Error Mean

	Celebrity endorsement and quality service delivery
	97
	2.8866
	1.23218
	.12511


Source: Researcher’s computation, 2018
Table 6: One-Sample T-test of the significant influence of celebrity endorsement on quality service delivery in Nigeria insurance industry

	

	
	Test Value = 0

	
	t
	df
	Sig. (2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	
	
	
	
	
	Lower
	Upper

	Celebrity endorsement and quality service delivery
	23.073
	96
	.000
	2.88660
	2.6383
	3.1349


Source: Researcher’s computation, 2018
The result in table 6 shows that the calculated p-value (0.0000), which is lower than the 0.05, confirms that there is statistically significant difference between average respondents’ opinion on hypothetical proposition one and hypothetical value 3. Hypothesis (Ho) which states that Celebrity endorsement has no significant influence quality service delivery in Nigeria insurance industry is rejected. It is therefore germane to note that survey participants have an opinion that Celebrity endorsement has significant influence quality service delivery in Nigeria insurance industry. This result corroborates that of Malik and Sudhakar (2014); Negi and Vellore (2018); and Sharma (2015); who noted that customers may repurchase a particular brand due to the way they perceived the brand’s quality. In furtherance to this suggestion, they maintained that managers ought to pay close attention to their products and service quality to build brand loyalty.

5.1. Conclusion, Recommendations, Contribution to Knowledge and Future Directions
The study attempts to find out the effect of celebrity endorsement and consumer behavior in selected insurance companies in the Lagos metropolis. Based on the research outcomes form the study through research questions and hypothetical proposition tested among selected insurance companies’ staff members, the study found that many of the respondents who were at core strategic positions including marketing and underwriting department opinionated that The findings from the study revealed that celebrity endorsement has significant influence on consumer buying behavior, market share and quality service delivery in Nigeria insurance industry.

Having pondered deeply on the findings from the study, the research recommends as follows:

i. Insurers are advised to move swiftly in their quest for regular growth in the efficacy of insurance service delivery;

ii. Insurance companies are enjoined to continually drive their service delivery and quality through the service quality measurement;

iii. Customer relationship strategies ought to adopted in  search for greater service quality procedures in the Nigerian insurance industry; 

iv. Meeting customer expectations and gaining customer loyalty should be major drivers to accomplishing the desired objectives of insurance companies;

v. Proper enlightenment and staff training should be facilitated on regular basis so that it can transforms the staff capabilities, capacities and characters in terms of delivering honest services.

This study is of immense benefits to major players and practitioners in the insurance industry. It is helpful to the consumer in building confidence in their purchase decision with reference to their preference. It serves as an eye-opener to marketing officers within insurance companies to embrace celebrities and thus use them as instruments to better the lots of customers either prospective or existing.

This research suggests that future research should look into other areas such as insurance service delivery methodology, insurance market effectiveness, service quality in insurance underwriting, relationship management building and customer service delivery of insurance in Nigeria
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ABSTRACT
A major problem within business organizations is the presence of large data sets with high dimension (several field). This high dimensionality of data poses difficulty in how to make correct inferences and decisions from such data. The CRISP-DM six-step process to data mining was applied, using an open source data mining tool, Rapid Miner to mine data using three different algorithms namely Naïve Bayes, K-means clustering and Association Rule Mining. Each algorithm used tend to produced different results from the data set indicating that data interpretation could be better done based on results of inferences obtain from ensemble of techniques than using a single technique for discovering novel and interesting patterns. Invariably, it is more advantageous to use different algorithms to discover patterns from a data set as no algorithm can show all the possible patterns in a data set.
Background

Decision making in business organizations has increasingly become more complex, it is now essential to make the right decisions to prevent losses that can be detrimental to the organization’s health. Due to uncertainty and the rapidly changing business environment, decisions made within an organization cannot be based on trial-and-error. In this present situation of complexity, there is a need to apply scientific methods to decision making to bring forth good decisions. A scientific method which when correctly and successfully applied will help provide solutions to complex problems within an organization. 

A major problem within business organizations is the presence of large data sets with high dimension (several field). This high dimensionality of data poses difficulty in how to make correct inferences and decisions from such data.

This article shows how to make inferences from large data sets by analyzing a data set using three different data mining algorithms and a data mining tool, Rapid Miner. Different data mining algorithms were used because it is unrealistic and inefficient for a data mining algorithm to generate all possible patterns in a data set because they all perform different functions (Han & Kamber, 2000). The algorithms used in this article are Naïve Bayes, K-means clustering and Association rule mining.

Methods
Three different algorithms, Naïve Bayes. K-means Clustering and Association Rule Mining are used for mining a given data set. Data mining is a field of Computer Science which makes use of statistics, algorithms, artificial intelligence and logic to locate and interpret interesting patterns in large data sets to help people make better informed decisions (North, 2012).

Data mining is the exploration and analysis of large quantities of data in order to discover valid, novel, potentially useful, and ultimately understandable patterns in data (Ramakrishnan & Gehrke, 2007). The patterns discovered must hold in general (i.e. they must be valid) and they should not have been known beforehand (novel). The patterns discovered must be interpretable and understandable by the analyst such that actions can be taken from such patterns. “Data mining consists of finding interesting trends or patterns in large datasets to guide decisions about future activities” (Ramakrishnan & Gehrke, 2007).

Naïve Bayes

Naïve Bayes is a supervised learning algorithm used for classification. It is also called ‘Simple Bayes’ or ‘Idiot Bayes’. 

The Naïve Bayes classifier is a classification algorithm which is based on the Bayesian theorem and assumes the independence of predictors. (Ray, 2015) Naïve Bayes uses prior knowledge to predict future events. The Bayesian theorem was proposed by an English Clergyman and mathematician, called Thomas Bayes in 1763 (Reedy, 2010). The formula for the Bayesian theorem is:

P(C|X) = P(X|C)P(X)/P(C)

Where; 

P(C|X)- posterior probability

P(X)- 
probability of the predictor

P(C)- 
probability of class or given data

P(X|C)- 
likelihood function

The naïve bayes assumption of conditional independence

The Naïve Bayes assumption of conditional independence states that the attributes of a given data set are independent given the label (Zaidi, et al., 2013). 

Where there are two or more classes to serve as determinants for prediction, the following equation is used:

P(d|cj) = P(d1|cj) * P(d2|cj) * … * P(dn|cj)

K-Means Clustering

K-means clustering is a data mining technique used for grouping of a set of data, based on some distance measure, usually Euclidean distance. It groups a set of similar data points together.

The K-means clustering algorithm is a popular algorithm used for grouping in data set because it is easy to implement, scalable (i.e. its size can be changed), it adapts to scattered data sets and the speed at which these data sets converge (Oyelade et al., 2010). 

It is important to note that the measure of closeness of data points is by the Euclidean distance (Wu et al., 2007). Euclidean distance is referred to the straight-line distance between two points.
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Where x(n) is the input vector, ci  is the center vector i, m is the vectors dimension and N is the number of the centres. The centre j with a minimum distance is chosen:
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Association

Association rule mining is used to find frequent item sets among large databases or data sets. Association rule algorithms are used to generate association rules. Association rules are IF-THEN statements which show relationships among items in a large database or data set. These rules are made up of two parts: the antecedent (which represents “IF”) and the consequent (which represents the “THEN”). Association rules are formally represents as;

X  Y (where; X is the antecedent and Y is the consequent)

The above rule is interpreted as follows;

“Database tuples which satisfy the conditions in X are likely to satisfy the conditions in Y also” (Han & Kamber, 2000 pp. 16

Data Mining Process

A standard data mining process called the CRISP-DM Model was used. It was developed in 1999 by a consortium, Cross-Industry Standard Process for Data Mining. The model consists of six (6) steps: business understanding, Data Understanding, Data Preparation, Modeling, Evaluation and Deployment. Below is a diagram to show the CRISP-DM Model:
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Figure 1: CRISP-DM Conceptual Model (Source: http://www.crisp-dm.org/)

Step 1:

Business Understanding, or otherwise called Organizational Understanding is the most crucial aspect of data mining. This phase involves properly defining the problem data mining is intended to solve from the perspective of the business. It is defining the questions data mining will answer. The analysts needs to develop specific questions he wants to answer with the data mining process in order to have a clear direction of what he intends to achieve.

Step 2:

Data Understanding includes collection of data and combining data generated from different sources. This stage involves critically analyzing data to identify missing values or incorrect representation. The analyst must get familiar with the available data and properly understand the context in which the data was gathered and how it can be applied to solve an existing problem.

Step 3:

Data Preparation. Because of the varying nature in which data is generated, cleaning the data set to ensure consistencies and to rid it of outliers and anomalies is very important to the data mining process. This step may be repeated a number of times to ensure the data is properly transformed and prepared for modelling

Step 4:

Modelling phase involves selecting various algorithms to be applied to the data to identify existing patterns and relationships. North, M., (2012) defines a model as the application of algorithms to seek out, identify, and display any patterns or messages in data. It is the bridge between data understanding and preparation to development and interpretation.

Step 5:

Evaluation. In this phase, the model(s) developed is reviewed to determine if it serves its intended functions and meets the business objectives. It is also possible that a model created may give an excellent result that may not be entirely true (these are called false positives), on the other hand, a particular algorithm may not produce any meaningful pattern from the data. It is therefore necessary for a model to be evaluated using software tools and algorithms, as well as the expertise of the analyst to determine whether or not to make use of the model developed

Step 6:

Deployment is the phase where the model developed is used by the customer. The deployment phase may include the generation of a report of the output of the analysis or the creation of a repeatable mining process of real-time

Implementation

Mining of the data was done using an open source data mining tool, Rapid Miner. Rapid Miner was written in the Java programming language and can be used as a stand-alone application or can be integrated into the development of a new product, in a Java Library or server (command line). It functions include Data Preprocessing, Data Visualization, Predictive Analytics, Statistical Modelling, Evaluation etc.

Rapid Miner was used because it has an easy to use user interface and it produces accurate results. A small Java application which displays recommendations from the interpretations of the data analysis was developed. This was done to provide an easy means for the decision makers to view the results of the mined data
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Figure 2: Naïve Bayes Process
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Figure 3: Naïve Bayes Sub Process
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Figure 4: K-Means Clustering Process
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Figure 5: Association Rule Mining Process

Results

Results from Naïve Bayes Analysis
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Figure 6: Naïve Bayes Confusion Matrix

Confusion Matrix: The confusion matrix shows how many values were correctly predicted in each class. The values in the diagonal (from top-left corner to the bottom-right corner) show how many values in a particular class were correctly predicted.

Results from K-means Clustering Analysis
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Figure 7: Centroid Tables from K-means Clustering

Interpretation of the Centroid Table

Interpretation of the Centroid Table
The values in each cluster are sorted in descending order to determine the range (the difference between the highest and lowest values). 20 percent (20%) of the range is then calculated to find the strongest members of the cluster.

For Example:

As shown in the image below, Cluster_0 has been sorted in descending order. 

Range = highest value – lowest value


=1 – 0


=1

Therefore, 20% of 1= 0.2

All attributes which correspond with values higher than 0.2 show the strongest members of the cluster.

[image: image11.jpg]File Edit Process Tools View Help

faEE2y ~ra SPIIB I

I Resut Overview < | _ @ Cluste Model (Glustering)

.{* Cloud  ~

Atribute custer 1 custer? custer3 cluster4 cluster5 cluster© cluster7 cluster8 ch
Email = NotOften 0.375 0.095 0.308 0.083 0588 0.286 0 0.143 0143 ) samples
Description Google = VeryFrequentiyVisited 0875 0.762 0308 1 0.941 0857 0.867 0571 0.1
SHS = NotOfen 0525 0190 0452 0167 0528 0071 0 o071 [0 [T @ prviveis piviect (omeni
i ‘YouTube = NotFrequentiyVisited [ 0810 [ 0.083 0.059 0786 0267 0286 04 3 Data
‘Yahoo = VenyFrequentiyVisited 0312 0714 0.308 0917 0765 [ 0 0 0.2¢ B G Processes (1
Folder OLX =NofFrequentiyVisited 0250 0571 0 0083 0176 0543 0133 0071 04l @
o Whatsapp = VeryFrequentiisited 1 0857 0308 1 0647 0714 0867 03857 0 @ DecisionTree (v
PersonalBlogs = Frequentlyisited 0s2 02 0 0167 0 0071 027 0 028 @ KmeansClustering

@ NaveBares

funmi © - v1, 41

AgeRange =21-30 0500 0048 015« 0so0 o412 024 os0 o071 oS
Tt =Noequervistes o0 ozme o o ot ome o 0 [ & crt (e
Facebook = FrequentlyVisited 0.062 0 0 0 0 0214 0 0357 1 ", Cloud Repository
Faceboo leryFrequentlyVisited 0812 1 0538 ) 1 0.643 0933 0143 0
Centroid PersonalBlogs = NotFrequentlyVisited 0 0.190 0 0 0.235 0.286 0.200 0143 0.2¢
Table Yahoo = NotFrequentlyVisited 0.188 0143 0 o 0 1 0133 0143 04
Twiter = Nevervisited w2 0 0 0z 0z o 040 ose o
B'EZI Twiter = VeryFrequentyVisited 0250 LSS 0 0583 0588 0071 0057 0 02t
OLX=Nevervsied os2 0z o ol oms o214 03 om0z
i ‘Whatsapp = NeverVisited 0 0.048 0.077 0 0 0.143 0.067 0286 0
- AgeRange = 13:20 03z 0 0231 0250 009 074 013 os00 o
& | hgmange=3t40 otz s oms 02 o4z oort o oz oai
Aanotation | AgeRange = none 0 w0 0 0 0 0o oz o
AgeRange = 41:50 0 ooss 0z 0 o8 0 0 0 ol
AgeRange =51-60 w2 0 0 0 0 0 0 0 0
YouTuse < Nevervisted 05 oo o o w0 0 om0 o
'YouTube = FrequentiyVisited 0.688 0.095 0 0 0 0143 0.067 0071

YouTube = none 0 0048 0923 0.083 0.059 0 0 0 0
Yahoo = NevervVisited 0 0.048 0 0.083 0.118 0 0 03857 ' g





Figure 9: Cluster_0 sorted in descending order
Results from Association Rule Mining Analysis
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Figure 10: Association Rules

Meaning of Terms

Support: This is the fraction of transactions where the antecedent and consequent occur together in the data set.

Confidence: Confidence measures how often each item in the consequent appears in transactions that contain the antecedent.

Lift: The lift of a rule is the confidence of the rule divided by the expected confidence, with the assumption that the item sets are independent.

Inferences

The most interesting rules are rule 2 (with a 0.543 support), 3 (with a 0.543 support) and 19 (with a 0.955 confidence)

Java Application to Display Recommendation from Results
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The Java application provides an easy-to-use interface to view recommendations from the results interpreted. Once a button is clicked, recommendations from each analysis is displayed in the text area.

Conclusion

The three different algorithms, Naïve Bayes, K-means Clustering and Association Rule Mining were used on the data set. After each analysis was run, the results were interpreted by the data analysts to produce novel patterns that would be relevant for decision making in that particular scenario. The results from analysis run using each algorithm was interpreted and it was discovered that each algorithm produced different patterns and insights from the data. The insights discovered helped the decision makers know the best decision to make. It is more advantageous to use more than one algorithm to analyze a data set in order to discover all possible patterns within the data set. This gives broader insight on the available data set and gives a wider range of options when decisions are to be made.
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ABSTRACT 
It has been observed that sachet water firms in Nigeria are fast growing than expected. In Nigeria, sachet water firms business is such a lucrative business particularly with the growing population of the country. It is understandable that rapid growth and developments also require current advanced managerial skills for effective and efficient management. However, owners of small business like sachet water firms mostly in developing countries have the problem of mastering the art and science of managing their business and this has posed a great problem to their business’s growth and sustenance. In other words, they lack the managerial skills that would enable them effectively and efficiently manage their businesses. Based on this, the present study investigates the managerial skills needed for effective and efficient performance of sachet water firms at Badagary area of Lagos in Nigeria. A purposive sampling technique was used to select 50 respondents from sachet water firms in Badagary area of Lagos in Nigeria. Data was analysed using regression analysis technique. Overall, the result revealed that the both planning and human relations skills are needed but not really significantly affecting the management of sachet water firms in Nigeria. By implication, managerial skills are not actually the problem of sachet water firms in Nigeria. 

Keywords: Managerial Skills, Managing, Sachet water, Firms, Badagary, Lagos, Nigeria.

1.1. Introduction

In Nigeria, one major achievement of the present civilian administration in the past 11 years has been the growth of middle class. This growth continued to drive the increasing social and sanitary awareness of the need for hygeniencally and well produced food products like sachet and bottled water in the country. The name sachet water or sachet water or bottled water is applicable to those firms in Nigeria that produce drinking water for the public. Many prefer to call them sachet water firms while other called them Sachet water firms. These names are used interchangeably in this present study. The sachet water firms in Nigeria have continued to increase as the business has equally continued to become very lucrative and good business area to invest in considering the population and the target market.

As the population of the country continues to increase the market for sachet water also continues to become bigger and bigger. Thus, the business is greatly favoured by population. There are many sachet water firms in Nigeria. Sachet water firms are seen in almost every nooks and crannies of Nigeria including villages, states, regions etc. The potential market place for pure firms throughout Nigeria is unlimited and the ever-growing population of Nigeria is an added advantage for everyone to start, run and manage a sachet/bottled water firm efficiently. It is a good idea to start a bottle water company in Nigeria now with some limited capital and grow the business with time because there is currently a plan by the federal government to give serious attention to the subsector. 

Sachet/Bottled water firms have their own pros and cons. For example, it is a very lucrative business yet it remains a seasonal business; particularly between, August-March of the year. In other words, the business thrives very well during the dry and hot seasons in Nigeria as many people are thirty and want to drink water. However, some states in Nigeria are capable of profiting all rounds from this business following the seasonal changes we see in those states. Many also believe that the sales of  sachet water tends to sell more in the northern part of Nigeria where hot weather is prompting people into drinking more water than usual and lack of clean pump water contributing in giving the business a push up. 

Furthermore, despite the growth of sachet water firms in Nigeria, it is observed that many of these sachet water firms’ owners/managers lack managerial skills to adequately manage the firms. Understandable, it is clear that rapid growth and development also require current advanced managerial skills in multiple business sectors and subsectors including sachet water business (Etumeahu, Okekeke & Kingsley, 2009). Accordingly, it is strongly believed that the management of business requires effective skills in some areas of efficient training in leadership, production, financial control, marketing, etc. Ude (1999) claimed that small business owners mostly in developing countries have the problem of mastering the art and science of managing their business and this has posed a great problem to small scale enterprises development, growth and sustenance. Most often, the owners of small scale enterprises pay more attention in acquiring skills in producing one item or the other while they pay little or no attention on how to acquire knowledge in managerial skills concerning their businesses. According to Okpara & Wynn (2007), this managerial problem comes to manifest especially when their businesses have grown, they find it difficult to cope with new challenges they are faced with. As a result of this, some of them remain at the small level instead of growing with the expansion that is supposed to be associated with business if properly managed. 

In Nigeria, it has been observed that managerial skills are very important for effective and efficient operation of sachet water firms, however, it is unfortunate that they are lacking among these firms’ operators. For instance, Etumeahu, Okekeke & Kingsley (2009) affirmed that in Nigeria, the managerial aspect of doing business is something that needs a cogent attention among small business owners/managers including the sachet/bottled water firms. They further noted that it is not just enough for the business owners to only focus attention on having access to finance in starting business but should also know the importance of having a good knowledge of doing business, and this can be achievable through higher education or formal training to attain managerial abilities. Since lack of managerial skills is a major constraint to small business, it is better they acquire them just like other small business owners/managers did in country like Sweden (Etumeahu, Okekeke & Kingsley, 2009). 

It is on this note that the present study attempts to investigate the influence of managerial skills on the managerial performance of the sachet water firms in Nigeria. In particular, the study would examine the influence of some specific dimensions of managerial skills on the managerial performance of the sachet water firms in Badagary, Nigeria. In other words, the study would only consider those managerial skills that are relevant and necessary to the sachet water firms’ operations and performance, as Lowden (1990) has earlier claimed that many managerial skills are irrelevant due to the fact that they were formulated base on experience from management of large companies.
2.1.  Literature Review 

Conceptualizing Managerial skills

First and foremost, the question is what is managerial skill is or what are managerial skills? Whichever way the question is directed? Common experience shows that to be able to manage effectively, certain skills are definitely needed or required. Managerial skills are described as the practice of understanding, developing and deploying people and their skills.  Lundström (2005) described managerial skills as the ability of the enterprise to underline the technical and business conditions necessary for running companies. Well-implemented skills management should identify the skills that job roles require, the skills of individual employees, and any gap between the two.

The second question is what managerial skills are required by manager? Different writers on the topic have come up with several management skills. Phoosawad, Fongsuwan & Trimetsoontorn (2014) theoretically concur that four types of executive skills exist and there are planning, organization, leadership influence and control. Apart from these managerial skills, it is possible that successful managers would also possess certain managerial skills such as individual skills-self-awareness development, management path and problem solving; Interpersonal skills include communications skills, external influences, conflict management and motivational abilities; and Group skills include empowerment, team building and power from authority.

Managerial Skills and Performance 

As we can see from the previous discussion that managerial skills are very important to the management and operations of small firms in both Nigeria and other countries of the world. In other words, it cut across every area of small firm management in all countries of the world. Etumeahu, Okekeke& Kingsley (2009) believed that the growth and development of small business require current advanced managerial skills in multiple business sectors that also include sachet water firms. By implication, it is strongly believed that the management of business requires effective skills in some areas of efficient training in leadership, production, financial control, marketing, etc. Ude (1999) affirmed that managerial skills are directly linked to firm owners/managers performance, however, they have the problem of mastering the art and science of managing their business and this has posed a great problem to small scale enterprises development, growth and sustenance. Most often, the owners of small scale enterprises pay more attention in acquiring skills in producing one item or the other while they pay little or no attention on how to acquire knowledge in managerial skills concerning their businesses. Also, Okpara & Wynn (2007) noted that managerial skills affect small firms and that these problems manifest in the growth stage of the firms thereby finding it difficult to cope with new challenges they are faced with. As a result, some of them remain at the small level instead of growing with the expansion that is supposed to be associated with business if properly managed. 

Javadin, Amin, Tehrani & Ramezani (2010) have found that there are three aspects of managerial skills and that these three managerial skills have both positive and direct effect on the business. In other words, managerial skills directly and positively influence business success. consistent with this, is the study Sitterly (1993), who stated that there were three basic skills of executives which are technical, human interaction and conceptual. A related study by Papulová & Mokroš (2007) argued on the importance of managerial skills to the growth and success of the small business. For instance, they argued that managers of small business should be a generalist and endeavour to acquire basic skills and knowledge in managerial functions such as planning, organizing, leading and controlling. Apart from that, managers should try to get general ideas of other areas of the business such as finance, marketing and market development, competitions and so on because failure to give proper attention to these areas would bring about lack of delegation of responsibilities and consequently lead to the business failure. It is the believe of Papulová &Mokroš (2007) that these areas of the business as highlighted above would bring about the growth of the business and also demand more attention. These attentions as summarized by Baldwin (1997) are; insufficient use of consultancy services; lack of quality; unwillingness to delegate responsibilities; key personnel leaving the enterprise and personal issues concerning the owner/manager. Lundström (2005) noted that managers need a collection of competencies in order to manage these functions. For example research and development (R&D), financial control and market management all demand education and experience. Rapid developments also require current advanced knowledge in multiple business sectors. The management of business also demands efficient training in leadership, production, financial control, marketing, etc.

Furthermore, studies (e.g. Chuta, 2012; Aliyu, 2015; Arinaitwe, 2006; Etumeahu, Okekeke & Kingsley, 2009) on the factors that influence small business success or failure have identified managerial skills as a key factor. This implies that most of the managers of small scale enterprises lack adequate managerial skills that would enable them to effective run the firms. For instance, Aliyu (2015); Chuta (2012) observed that the managers of small enterprises are supposed to be generalists rather than specialist. That is, manager of the enterprise should be generalist and gain basic skills and knowledge in managerial functions such as planning, organizing, leading and controlling. Manager also should have an overview of finance, marketing and market development, competitions and so on. If he/she does not pay enough attention to these issues, eventually he/she cannot delegate responsibility for particular areas and will fail under the burden of undiscovered and emerging problems. These challenges come with the growth of the enterprise that become more complex and intricate which later demand more attention. Also, Akande (1994) stated that managerial problem has been identified as one of the constraints of small business enterprises in Nigeria, this is the area where small business owner have much role to play on their own than the government.  Kazooba (2006) have indeed identified that managerial skills and knowledge as a major constraint to small business, however, these researchers have not identified which among these managerial skills are most important and relevant for the effective and efficient running and operating of small business such as the block industry firms in Africa in general and Nigeria in particular. The study noted that identifying the key managerial skills and knowledge would be a vital major step in addressing the issue. From the above discussion, the study formulates the following hypothesis while the conceptual framework for the research is presented in Figure 1.

Hypothesis: There is a positive relationship between managerial skills and sachet water firms’ performance in Badagary, Nigeria.


Figure 1: Conceptual Model

3.1.  Methods

Research Design and Research Approach

This study adopts cross-sectional research design with quantitative research approach. Sekaran & Bourgie (2009) affirmed that cross-sectional design is suitable in social science studies such as the present study. It is faster and easier in terms of gathering information within a limited time.  Our research approach is purely quantitative with a questionnaire survey method. Lucky & Minai (2011) and Minai & Lucky (2011) support quantitative research approach with a questionnaire survey method especially when there is a time limit to gather or collect data for the study.  

Population and Sampling technique 

For this present study, the population covers all the employees working in three sachet water firms; Ted Max, De Rose and Unique at Badagary, Lagos. At present, the total population is 50. Thus, the total population of the sachet water employees contacted is 50. Since the entire population is used in the study, the sampling technique is automatically census in nature. 

Table 1: Population Distrubtion of the Respondents 

	S/N
	Name of company
	No of employees 

	1
	Ted Max
	17

	2
	De Rose 
	15

	3
	Unique 
	18

	
	Total 
	50


Data collection procedure 

Self-administered questionnaire was used to distribute and retrieved the questionnaires from the respondents who participated in the study. These participants are mainly the employees of three sachet water industries at Badagary, Lagos. The use of self-administered procedure ensures high response rate as affirmed by Minai and Lucky (2011).

Measurement of variables 

Planning skill, human relations skill and firm performance variables were the key variables measured in this study. They were measured using 5-points likert scale. Measurement items were adapted from the previous studies by Javadin, Amin, Tehrani & Ramezani (2010); Papulová and Mokroš (2007); Iornem (2010); Lucky & Yusoff (2015). Managerial skills reflect planning skill, human relations skill, time management skill, communication skill, financial management skill, Decision making skill, organizing skill, administrative skill, coordinating skill, leadership skill, managing skill etc. while firm performance reflects profitability, growth and overall performance of the firms. 

4.1. Data analysis 

Descriptive analysis result 

From the descriptive analysis result, it indicates that 26 of them are females while 24 of them are males representing 52 and 48 percents respectively for gender. Then for age, the result shows that 23 of them fall within the age bracket of 36-40 years; 16 of them fall within 28-35 years while the rest of them fall within the age bracket of 41 and above years accounting for 46 percent, 32 percent and 22 percent respectively. The positions of the respondents were equally measured using lower, middle and top positions. The result indicates that they were more lower and middle managers than the top managers. Both lower and the middle managers are 20 and represents 40 percent respectively while the top managers are only 10 accounting for 20 percent. 

Table 2: Descriptive Analysis Result

	Demographic  Variables 
	Frequency 
	Percentage 

	GENDER:

Male
Female 
AGE: 

28-35
36-40
41 and above 
POSITION:

Top 
Middle 
Lower 
	24

26

16

23

11

10

20

20
	52

48

32

46

22

20

40

40


Validity, Reliability and Correlation Result 
The study adapts the both Kaiser-Meyer-Olkin (KMO) and Cronbach alpha (α) to determine both the validity and the reliability of all the items used to measure both the managerial skills and firm performance. As depicted in Table 3 below, it is clear that of all the managerial skills subjected to both validity and the reliability tests; only planning skill and human relations skill met the acceptable limit. The questionnaire instruments measuring the managerial performance equally met the acceptable limit. See Table 3. 

From the Pearson correlation analysis technique, the variables are expected to correlate low, middle and high correlation. The result of the correlation revealed no significant correlation among the variables investigated in this study. For instance, planning skill and human relation skill failed to correlate with the dependent variable-performance. Also, planning skill and human relation skill failed to correlate with each other. Hence, there is no association between these variables. Therefore, the correlation analysis result failed to confirm our hypothesis that managerial skills affect managerial performance.

Table 3:  Validity, Reliability and Correlation Result 

	Variables 
	KMO
	α 
	1
	2
	3

	Planning skill
	.574
	.566
	1
	
	

	Human relations skill 
	
	.500
	.140
	1
	

	Performance 
	.517
	.605
	-.070
	.124
	1


Note:*. Correlation is significant at the 0.05 level (2-tailed).

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

Regression Result
The study used regression analysis techniques to determine the strength of the relationship between the managerial skills and the managerial performance of the sachet water firms. Thus, the major hypothesis stated in this study was tested using the regression analysis technique for purpose of determining what proportion of the variance in the dependent variable is explained by the independent variables when these variables are entered into the regression analysis (Cramer 2003).

As shown in Table 4, the two managerial skills failed to explain significantly 3.7% of the variance in firm performance. It is clear from Table 4 that the two managerial skills planning skill (β = .134, p > .01) and human relations skill (β = .149, p >.01) were not significant in influencing managerial performance of sachet/bottled water firms in Badagary, Lagos State, Nigeria, thus failed to support the main hypothesis of this study. 

Table 4: Results of regression analysis

	
	Dependent Variable: Managerial Performance 


	Independent variables 
Planning skill

Human Relations skill

R2 
Adjusted R2
Beta 

t
	.354NS
.304 NS
.037

-.004

.134/.149

.936/1.038


NS=Not significant 

Discussion of Findings
The objective of this study is to examine the managerial skills that affect the management of sachet water firms in Nigeria. Specifically, the study investigates the managerial skills required to manage sachet water firms at Badagary in Lagos, Nigeria. The study elucidated data from 50 respondents from 3 major sachet water firms at Badagary in Lagos, Nigeria. 

First the study used both validity and reliability tests to determine which managerial skills are relevant and necessary to manage sachet water firms. It was found that among all the managerial skills subjected to these tests only planning skill and human relations skill were significant valid and reliable to managing sachet/bottled firms. This implies that both planning skill and human relations skill are significant to successful management of sachet water firms in Badagary. Both managerial skills indicate high validity and reliability scores measured by the KMO (.57) and Cronbach alpha (α) of .56 and .50 respectively. It suggests that questionnaire instruments that measured both planning skill and human relations skill are considered valid and reliable to measure what they intend to measure.  

Furthermore, to test the hypothesis, both correlation and regression analyses were employed. Overall, the finding of this study failed to find support for the influencing of managerial skills on the managerial performance of the sachet water firms. One plausible factor that may be responsible for the insignificance of managerial skills on the managerial performance of the sachet water firms may be the current economic recession the country is going through. Thus, the sachet water firms tend to put all their blame on the economic situation rather than looking into their managerial skills. 

Specifically, the study found that both planning skills and human relations skill are not significant to the managerial performance of the pure firms in Nigeria. By implication, it means that managerial skills particularly planning skill and human relations skill may not be relevant and necessary for managing sachet water firms in Nigeria especially when one considers the present economic situation in the country. It further suggests that the sachet water firms should concentrate on the economic situation rather than managerial skills. It also implies that even though planning skill and human relations skill are necessary for managing sachet water firms, it may not be important at this point when there is economic recession. This is similar to Lowden (1990) who claimed that many managerial skills are irrelevant due to the fact that they were formulated base on experience from management of large companies. The implication is that, the managerial skills examined in this study may have been articulated base on experience from management of large companies rather than the small firms such as the sachet water firms. Thus, the insignificant of the influence of planning skill and human relations skill on the managerial performance of sachet water firms in Nigeria. 
Unfortunately, the finding of this present study does not collaborate the previous studies by Muraina, Monsuru & Babatunde (2014); Katz (1991) which claimed that managerial skills are the major problems of the small firms like sachet water firm.  For instance, Muraina, Monsuru & Babatunde (2014) found that managerial skills significantly and positively affect the administrative effectiveness of the principals in the secondary schools. Also, Katz (1991) affirmed that three managerial skills such as technical skills, conceptual skills and human skills affect performance. He contended that good management skills should include the capability that would enable their development without having been born with these skills.

5.1. Conclusions and Implications 

This study draws several conclusions from the findings obtained. Generally, the study concludes that managerial skills are not the immediate problems of sachet water firms in Nigeria. Also, that if at all that sachet water firms need managerial skills, both planning and human relations skills should be given special consideration. Thus, planning and human relation skills would play significant role in the sachet water performance if they are properly given attention. Finally, that sachet/bottled water firm’s managers should identify their key and relevant managerial skills and then demonstrate their knowledge and expertise in that area.

One major implication of this study is that explores a virgin subsector. There is little or no research into sachet water firms in Nigeria. We therefore considered this study as the first empirical study using sachet water firms in Nigeria as a focus. The study also awakens researchers in this area of research to conduct more studies in the sachet water firms in Nigeria; sachet water firm in Nigeria is an area that is considered a vital subsector of Nigerian economy.   Apart from that, both the owners of sachet water firms in Nigeria and Nigerian government would benefit from the output of this study as it would guide future policies formulation and implementation for better effective growth of sachet water firms in Nigeria particularly at Badagary in Lagos. 

Limitations and Suggestions for Future Study

From the literature it is evidence that the list of managerial skills is enormous. The list of managerial skills considered in this study may not be exhaustive to enable the generalisation of the findings obtained in this study. We considered this as a limitation; therefore, subsequent studies on this issue should enlarge the list of the managerial skills for more robust findings. Again, our sample size is equally considered small. As you can see, the sample size is just 50 respondents from three sachet water firms at Badagary area of Lagos, Nigeria. This also may have affected the finding obtained in this present study. We therefore, suggest that future study should attempt to increase the sample size like say 250 with more sachet water firms from other areas of Lagos State or other parts of the country. 
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 ABSTRACT
Numerous researches have failed to identify how the psychological characteristics of women affect their performance in their businesses. Many entrepreneurs fail to consider their perceived desirability before venturing into entrepreneurship. The main objective of the study is to examine how psychological characteristics predicts the performance of women in small and medium scale enterprises in Odeda local government, to examine the impact of a strategic choice on the performance of a business unit, to know if there are differences between a male and female level of personality traits, to determine the impact of risk taking on women's perceived feasibility and desirability of entrepreneurship, to ascertain the impact of perceived self-efficacy on women's entrepreneurial motivation. It further gave recommendations regarding how to predict performance of women in entrepreneurship and also made recommendations based on the problems identified in the course of this study. Subjects of this research were one hundred and twelve (112) women entrepreneurs of Odeda local government. Abeokuta, Ogun - State, who were given questionnaires to fill.  Four(4) hypotheses were tested using ANOVA technique and simple percentage on Statistical Package for Social Sciences (SPSS) software version 20 and the findings of the study revealed that psychological characteristics predicts women performance in entrepreneurship.  Based on the findings of the study, it was recommended among others that government should pay more attention to providing infrastructural facilities needed to develop entrepreneurship in Nigeria.. This work has contributed to the existing knowledge of entrepreneurship and will also serve a guide and reference in studying women entrepreneurship.

Keywords: Psychological, Entrepreneurship, Performance, Characteristics, Personality
1.1. Introduction

Throughout the world, women-owned firms typically constitute between one-fourth and one-third of the business population, while women entrepreneurs in both developing and developed countries share many characteristics, many more women in the developing world remain illiterate and live in poor rural countries. Nigeria women entrepreneurs experience gender divide and continue to face a lot of challenges as a result of patriarchal practices which situate women in a subordinate position to men (Woklie and Andersua, 2004).  In many African societies, women do not enjoy the same opportunities as men. In many transitional economies, progress has been achieved in opening doors to education and health protection for women but political and economic opportunities for women entrepreneurs have remained limited. There are a variety of challenges facing women entrepreneurs to upgrade their production continuously. Although many of the constraints are shared by women and men entrepreneurs, women entrepreneurs face additional obstacles; this is due to psychological characteristics, deeply rooted discriminatory socio-cultural values and traditions embedded particularly in the policy and legal mechanism. Entrepreneurship is more and more becoming an inseparable part of the global DNA, and it should become reasonable or more self-evident choice (Schramm, 20009). In both the developed and developing countries, the government is turning to small and medium scale industries, as a means of economic development and a veritable means of solving problems. It is also a seedbed of innovations, inventions and employment. Presently in Nigeria, SMEs assist in promoting the growth of government at different times has policies which promote the growth and sustenance of SMEs. Small scale industry orientation is part of the Nigerian history. The roles of entrepreneurship as the key to economic growth especially the small scale entrepreneurs who successfully exploit the industrial and commercial opportunities on a small scale cannot be under estimated and have long been recognized (Garga and Bagga, 2009). Women entrepreneurs in Nigeria are major contributors to economic growth because without any doubt, they are generating employment.
 The contributions of women are no longer debatable as numerous scholars have stated that African women provide some 60-80% of food for family consumption and that the economic growth of some nations is attributable to female entrepreneurs (Aina and Salau, 1992; Egunjobi, 1995). This trend has even enhanced in view of the global economic meltdown. The last official 2006 census showed that Nigeria had a population estimate of 140,431,790 million people (National Bureau of Statistics, 2008; National population Commission, 2009); however, as at 2013, population figure was estimated at 174 million (Population Reference Bureau, 2013). Statistics have shown that women constitute about 50% of the Nigerian population and out of this only about 35% of them are involved in any sort of entrepreneurial activity which can be under the form of micro, small, medium and large enterprises (Odoemene, 2003). Small scale enterprises and women empowerment are strong indicators of the growth of a place. In Nigeria, majority of women are engaged in agriculture and informal sectors of the economy; they constitute about 60 percentage of Nigeria‟s farm labour and produce over 90 percentage of the domestic food supply (Aina, 2001; Dankelman  and Davidson, 1997). Consequently women are making significant contributions to their families and country at large particularly in this era of economic distress.
Statement of Research Problem
When academics and business leaders were asked to define entrepreneurship, the most common answers were the creation and development of new ventures, followed by innovation (Gartner 1990).  The opportunity to create wealth and being their own boss has attracted many to be entrepreneurs. Carter, Williams, and Reynolds (1997) argued that strategic choice is shaped by experiences to which individuals are subjected and that females and males have fundamentally different socialization experiences. Assuming that a different socialization experience would result in the development of unique capabilities that could compensate for a deficient set of founding resources, they investigated performance differences of men and women-owned businesses. The authors found that women-owned firms had higher odds of discontinuing, fewer resources at start-up (including industry specific experience in retail), and were launched on a smaller scale. They reported equal access to credit from formal lending institutions for men and women. Their findings supported the hypothesis that women used unique strategies to offset initial resources limitations. Growth and performance of new business ventures are dependent upon strategic direction, access to resources, and execution of strategic and tactical decisions.

Regardless of the equal rights of men and women, the issue of women’s liability in the labour market is still prominent. Most women do not see themselves as capable of engaging in entrepreneurship. Statistics show that of about 50% of Nigerians who are women, only about 35% engage in entrepreneurship. Generally the attitude of women is that there are no factors that encourage them to start entrepreneurship (Kjeldsen and Nielsen, 2000). Women are half as likely to start businesses and high profit companies compared to men (Reynolds, et al.,, 2004, Acs, et al., 2005). There is a high percentage of male participation in entrepreneurship compared to that of women in both developed and developing countries (Klapper and Parker, 2010; Estrin and Mickiewicz, 2006). Although a lot of research work have focused on male entrepreneurship, the reason for this gender variation has not been fully understood, this is as a result of the disunity in the previous research works, these gender variations however can be explained with the environmental factors affecting the business and not by law discriminations (Klapper and Parker, 2010). Among these factors are personality traits which includes; risk taking propensity,, tolerance for ambiguity etc. These are the major factors influencing entrepreneurial activities, it has been discovered that individuals that have a higher tolerance or ambiguity, risk taking tendency have a higher chance to become entrepreneurs. Most studies have shown that women are more risk adverse than men. Also Gender variation can be seen as a confidence gap (Sadker and Sadker, 1994). As a result of women’s lack of confidence, they do not have adequate risk tolerance to engage in entrepreneurial activities.

Brockhaus (1982) reviewed a number of psychological characteristics and conclude that need for achievement, internal locus of control and a risk taking propensity as attributes contributing to the success of new business start-ups.  On the other hand, Brockhaus and Horwitz’s (1986) empirical findings showed that entrepreneurs with internal locus of control strive for high achievement. Mill (1984) suggested that risk taking is a key factor in distinguishing entrepreneurs from managers. It is believed that entrepreneurs take greater degree of risk especially in areas where they have control or competencies in realizing the profit. Many studies have included risk taking as a major entrepreneurial characteristic. Mitton (1989) confirmed that entrepreneurs eagerly undertake the unknown and uncertain circumstances, thus the entrepreneurial inclined individuals are expected to display more tolerance of ambiguity than others. As far as innovativeness is concerned, Mitton suggested that it is the focal point of entrepreneurship and an essential entrepreneur characteristic. Indeed entrepreneurial literatures show that entrepreneurs are significantly more innovative than non-entrepreneurs (Ho & Koh, 1992; Robinson and Sexton, 1994).

Entrepreneurs’ personality traits have also been identified to have impact on performance (Robinson & Sexton, 1994). Studies also found that personality traits such as locus of control and ambiguity tolerance influenced the business success directly and the business process indirectly (Entrialgo, Fernandez, & Vazquez, 2000). Kiggundu (2002) later added demographic variables to his study and found that personality traits have direct influence on the success of African entrepreneurs. Although studies on personality traits have played an important role in contributing to the success of entrepreneurs worldwide, nevertheless, personality traits have been criticized both on theoretical and empirical ground in the studies of entrepreneurship. Gartner (1988) in his research article entitled “Who is the entrepreneur?” mentioned that asking “Who” is the wrong question, but rather the personality of entrepreneur is only related to the success of business start-up through more specific mediating processes. This is due to the fact that these factors are not relevant if there is no action and initiative taken by the entrepreneurs.

According to Bandura, entrepreneurial self-efficacy can be influenced; a positive influence on ones self-efficacy can lead to a positive influence on motivation, also various researches carried out on how psychological characteristics predict women’s entrepreneurial performance have shown that women do not have a strong intention in engaging in entrepreneurship. This can be said to be as a result of low perceived self-efficacy towards entrepreneurship, because women do not see themselves as having the required capabilities to engage in entrepreneurship.

Objectives of the Study

The primary objective of this study is to assess how psychological characteristics predict the performance of women in small and medium scale enterprises. In line with this primary objective, the secondary objectives are as follows:

i. To determine the impact of a strategic choice on the performance of a business unit.

ii. To examine if there are differences between a Male and Female’s level of personality traits. 

iii. To determine the impact of risk taking on women’s perceived feasibility and desirability of entrepreneurship.

iv. To ascertain the impact of perceived self-efficacy on women’s entrepreneurial motivation.

2.1. Literature   Review

Personality Traits

Certain personality traits will contribute to the choice of entrepreneurship and its ultimate success. Five personalities of entrepreneurs were put forward in one book named the cause of revolution, i.e. willing to take risk; can distinguish good business ideas; the determination and confidence; resolute courage; willing to work longer to achieve success (Jiang, 2010). The researchers also explored their cognitive characteristics of the entrepreneurship (Yan, Ye, and Chen, 2008). Individual’s perception and interpretation of style, access to information, decision-making played an important role in the entrepreneurship, and the influence of individual cognitive style on opportunity recognition, risk identification, as well as the characteristics of cognitive changes in various start-up stage were clarified (Mitchell,, 2002). Scholars proposed application the entrepreneurial cognition research to explore how entrepreneurs think and make decisions, and pointed out that the possession of information and individual cognitive nature were two important factors for the decision of entrepreneurs to grasp entrepreneurial opportunities (Shane and Venkataraman, 2000). In summary, entrepreneur’s unique psychological qualities generally include: Achievement motivation, Risk-taking tendency, Innovation, Locus of control, Self efficacy, Leadership qualities, Responsibility, Openness to experience (Stewart,, Warren Jr. et al. 1997; Wijbenga and Wittelo ostuijn,, 2007).

A contemporary definition for personality is offered by Carver and Scheier: “Personality is a dynamic organization, inside the person, of psychological systems that create a person’s characteristic patterns of behavior, thoughts and feelings”. In other words, personality is a complex combination of traits and characteristics that determines our expectations, self-perceptions, values and attitudes, and predicts our reactions to people, subjects and events.
According to the Diagnostic and Statistical Manual of the American Psychiatric Association, personality traits are “enduring patterns of perceiving, relating to, and thinking about the environment and oneself that are exhibited in a wide range of social and personal contexts”. Identification of psychological characteristics is the task widely used in theoretical and practical psychological research, education, coaching, career guidance and hiring process, business and political affairs, psychotherapeutic diagnostics, self-exploration and awareness, etc. teachers evaluate students personality traits and cognitive abilities to know how to represent material better and how to establish communication and learning process in more efficient way. Lawyers are beginning to use personality testing for criminal behavior analysis, litigation profiling, witness examination and jury selection. Medical staff analyses personality characteristics and observes patients psychological state in regard of its influence on medical treatment process. Even websites design and software interfaces are now developed based on knowledge of user’s personalities and their preferences. It’s hard to underestimate the role of identification of psychological characteristics in modern society, as everyone needs to know people’s psychological traits to understand or predict their reactions to various subjects and situations.

Gender Differentiation Across Cultures
Even if all cultures show the same pattern of gender differences, they may show variations in the magnitude of differences seen. In some cultures, gender differences may be exaggerated; in others, they may be masked. There are several reasons to expect such variation, but the literature to date is somewhat puzzling. Cultures vary in the degree to which sex roles are emphasized.

Williams and Best (1990) administered a Sex Role Ideology scale in 14 cultures and confirmed that men and women in traditional cultures (e.g., Pakistan, Nigeria) emphasized sex role differences, whereas those in modem cultures (e.g., the Netherlands, Finland) minimized them. According to the social role model (Eagly and Wood, 1991), such differences in prescribed values and behaviors should lead to differences in personality traits. Lynn and Martin (1997) provided a test of that hypothesis. They reasoned that gender differences in personality traits might be greater in less developed countries where differences in norms for sex roles are generally greater and there is less equality between the sexes. They used per capita income as an index of development, but found no statistically significant correlation of this index with gender differences in N, E, or Psychoticism.
The magnitude of gender differences might also be related to a dimension of culture Hofstede (1980) called masculinity. This dimension was derived from contrasting work values: In masculine cultures (like Japan and Austria), emphasis is placed on occupational advancement and earnings; in feminine cultures (like Costa Rica and Sweden), cooperation with coworkers and job security are valued. Hofstede (1998) argued that gender differences are accentuated in masculine countries. For example, fathers in masculine cultures are said to deal with facts, mothers with feelings, whereas both fathers and mothers deal with feelings in feminine cultures. Both boys and girls are allowed to cry in feminine countries, but only girls may cry in masculine countries. Presumably such values could affect the development of gender differences in personality traits. Some empirical data also point to cultural variations in the extent of gender differentiation. In their study of gender stereotypes, Williams and Best (1990) examined variance in M% scores across the 300 ACL items in different countries. High variance scores occur when many adjectives are clearly ascribed to men or to women, but not both, suggesting strong gender differentiation. Curiously, these variance scores were strongest in modern, not traditional countries: "In more developed countries with more individualistic value systems, the two sexes were viewed as more differentiated in terms of their psychological makeup than in less developed countries with more communal value systems.

That difference in stereotypes between more and less developed countries is also mirrored in epidemiological data on gender differences in depression. As Nolen-Hoeksema (1987) reported, most Western nations showed higher rates of depression in women, but "a number of the studies conducted in less modern cultures did not find significant sex differences". It is possible that gender differentiation varies with the specific trait examined. For example, men and women in traditional cultures may not differ in N, leading to equivalent rates of clinical depression, but they may differ sharply in A, leading to marked differences in work values.

Roles of Women Entrepreneurs in Nigeria

Women throughout all ages have made significant contribution to their communities and families. In terms of agriculture, men married many wives many decades ago to help them in their farm work. Women have also been involved in small scale medium and cottage enterprises (Alekhuge, 2014). According to World Bank Report (2003) women entrepreneurs in small and medium scale enterprises are the engine of growth; essential for a competitive and efficient market; critical for poverty reduction and play a particularly important role in developing countries. Furthermore, women entrepreneurs contribute to employment growth at a higher rate than larger firms. The private sector and in particular women small scale businesses form the backbone of a market economy. Women entrepreneurships’ help restructure medium and large enterprises by streamlining manufacturing complexes as units with no direct relations to the primary activity are sold off separately. Thus, women entrepreneurs in small and medium scale enterprises generate benefits in terms of creating a skilled industrial base and industries and developing a well-prepared service sector capable of contributing to Nigeria GDP. Eshetu and Zeleke (2008) add that one of the major roles of women entrepreneurs to Nigeria is that they produce predominantly for the domestic market, drawing in general on national resources and develop new ideas and skills for national development.

3.1. Methodology
In designing the research framework for this project, a simple research design was adopted, which adopted a mixed method of research, using both qualitative and quantitative methods, which also makes for flow of thought and ideas, derived from the methodology field survey, using questionnaires and interview techniques. the population was all the women entrepreneurs in  Odeda Local Government, Abeokuta which is about 242 entrepreneurs. The sample size was determined using the Yard’s formula. The simple random sampling method; this is because it ensures a random selection process without bias.

4.1. Presentation of Data
During the study, the researcher distributed a total of 150 copies of questionnaires to the respondents which are the women entrepreneurs in Odeda local government, but only 112 were filled and returned. The details of the questionnaires issued are shown below:
Table  1 Analysis of respondent rate on questionnaire
	Questionnaire
	Respondents
	Percentage of Respondents

	Returned
	112
	75%

	Not Returned
	38
	25%

	Total Distributed
	150
	100%


Source: Field Survey (2017).

	From the analysis above, the questionnaires administered were 150 and 112 (75%) were returned, while 38 (25%) were not returned. The 112 that were returned is considered large enough and acceptable to make valid deductions and conclusions.




Research Questions
Four research questions were raised and tested in this study

Research Q.1: To what extent does a strategic choice predict the performance of a business unit? 

Table 2

	
	Strategic choice
	Strategic choice

	
	 High
	Low

	High business performance
	     89(79.5%)
	

	Low business performance
	
	     23(20.5%)


Source: Field survey (2017).
The entrepreneurs’ strategic choice was cross-tabulated with business unit performance. The findings revealed that 89 participants representing 79.5% reported high business performance and 23 participants representing 20.5% reported low business performance. This implies that strategic choice has an impact on business unit performance. 

Research Q.2: Is there a difference between a Male and Female's level of personality traits?

Table 3

	
	Personality difference
	Personality difference

	
	       High
	   Low

	High personality trait
	     93(83%)
	

	Low personality trait 
	
	     9(17%)


Source: Field survey (2017).
Table 4

	
	Risk taking
	Risk taking

	
	       High
	   Low

	High Perceived feasibility and desirability
	     97(86.6%)
	

	Low Perceived feasibility and desirability
	
	     15(13.4%)


Source: Field survey (2017).
The women's perceived feasibility and desirability towards entrepreneurship was cross-tabulated with their risk taking ability. The findings revealed that 97 participants representing 86.6% reported high risk taking abilities and 15 participants representing 15%  reported low risk taking abilities. This implies that there is a relationship between risk taking and women's perceived feasibility and desirability towards entrepreneurship.

Research Q. 4: To what extent does women perceived self-efficacy influence entrepreneurial motivation? 

Table 5

	
	Entrepreneurial motivation
	Entrepreneurial motivation

	
	       High
	   Low

	High Perceived self-efficacy
	     112(100%)
	

	Low Perceived self-efficacy
	
	


Source: Field survey (2017).
The women's perceived self-efficacy was cross-tabulated with their entrepreneurial motivation. The findings revealed that all 112 participants representing 100% reported high perceived self-efficacy. This implies that there is a relationship between women perceived self-efficacy and entrepreneurial motivation.
TEST OF HYPOTHESES

In this section, the researcher attempts to use ANOVA to determine the relationship between the independent and dependent variable. Four hypotheses were raised and tested in this study. The findings are presented in the tables below. The significant level of 0.05 was set to either retain or reject.

HYPOTHESIS ONE

H0:  There is no relationship between a strategic choice and business unit.

H1:  There is a relationship between a strategic choice and business unit.

Objective: To determine the impact of a strategic choice and business choice. In order to test the significant relationship between a strategic choice and business unit, ANOVA was used through the SPSS. This analysis is shown below:

	There is a relationship between a strategic choice and business unit.

	
	Observed N
	Expected N
	Residual

	   SA
	38
	28
	10

	    A
	51
	28
	23

	     D
	21
	28
	-7

	   SD
	2
	28
	-26

	Total
	112
	
	


Source: Field survey (2017).


Table 6


ANOVAb
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Chi-square
	48.357
	3
	16.119
	7.415
	.000a

	
	Residual
	84
	112
	0.75
	
	

	
	Total
	132.357
	115
	
	
	


In this study, the null hypothesis which stated that there is no relationship between a strategic business choice and business unit performance was rejected at X= 7.415, X2=48.357, F= 7.415; P<.05. The null hypothesis is therefore rejected which implies that the alternative hypothesis that states that there is a relationship between a strategic business choice and business unit performance is accepted.
HYPOTHESIS TWO

H0:  There are no differences between a male and female’s level of personality traits.

H1:  There are differences between a male and female’s level of personality traits.

Objective: To know if there are differences between a male and females level of personality traits. In order to test the significant relationship between a male and female’s level of personality traits, ANOVA was used through the SPSS. This analysis is shown below:
	There are differences between a male and female’s level of personality traits.

	
	Observed N
	Expected N
	Residual

	SA
	45
	37.3
	7.7

	   A
	               58
	37.3
	20.7

	  D
	9
	37.3
	-28.3

	 Total
	112
	
	


Source: Field survey (2017)
Table 7                        ANOVAb
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Chi-square
	34.5486
	3
	5.991
	7.415
	.000a

	
	Residual
	75
	112
	0.66
	
	

	
	Total
	109.5486
	115
	
	
	


In this study, the null hypothesis which stated that there is no differences between a male and female level of personality traits was rejected at X= 5.991, X2= 34.5486, F= 5.991; P<.05. The null hypothesis is therefore rejected which implies that the alternative hypothesis that states that there is a difference between a male and female level of personality traits is accepted.
HYPOTHESIS THREE

H0:  There is no relationship between risk taking and women’s perceived feasibility and desirability towards entrepreneurship.

H1:  There is a relationship between risk taking and women’s perceived feasibility and desirability towards entrepreneurship.

Objective: To examine the impact of risk taking and women’s perceived feasibility and desirability towards entrepreneurship. In order to test the significant relationship between risk taking and women’s perceived feasibility and desirability towards entrepreneurship, ANOVA was used through the SPSS. This analysis is shown below:
	There is a relationship between risk taking and women’s perceived feasibility and desirability towards entrepreneurship.

	
	Observed N
	Expected N
	Residual

	SA
	47
	37.3
	9.7

	  A
	               50
	37.3
	12.7

	   D
	               15
	37.3
	-22.3

	Total
	112
	
	


Source: Field survey (2017)

Table 8                      ANOVAb
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Chi-square
	20.1787
	3
	6.7262
	5.991
	.000a

	
	Residual
	75
	112
	0.66
	
	

	
	Total
	95.1787
	115
	
	
	


In this study, the null hypothesis which stated that there is no relationship between risk taking and womens perceived feasibility and desirability towards entrepreneurship was rejected at X= 5.991, X2=20.1787, F= 5.991; P<.05. The null hypothesis is therefore rejected which implies that the alternative hypothesis that states that there is a relationship between risk taking and womens perceived feasibility and desirability towards entrepreneurship is accepted.

HYPOTHESIS FOUR

H0:  There is no relationship between women’s perceived self-efficacy and entrepreneurial motivation.

H1:  There is a relationship between women’s perceived self-efficacy and entrepreneurial motivation.
	Objective: To determine the impact of women’s perceived self-efficacy and entrepreneurial motivation. In order to test the significant relationship between women’s perceived self-efficacy and entrepreneurial motivation, ANOVA was used through the SPSS. This analysis is shown below:

There is a relationship between women’s perceived self-efficacy and entrepreneurial motivation.

	
	Observed N
	Expected N
	Residual

	SA
	30
	56
	-26

	 A
	               82
	56
	26

	Total
	112
	
	


Source: Field survey (2017)

Table 9                          ANOVAb
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Chi-square
	24.1428
	3
	8.0476
	3.841
	.000a

	
	Residual
	56
	112
	0.5
	
	

	
	Total
	80.1428
	115
	
	
	


In this study, the null hypothesis which stated that there is no relationship between womens perceived self-efficacy and entrepreneurial motivation was rejected at X= 3.841, X2=24.1428, F= 3.841; P<.05. The null hypothesis is therefore rejected which implies that the alternative hypothesis that states that there is a relationship between womens perceived self-efficacy and entrepreneurial motivation is accepted.

Empirical Findings
1. The research shows there is a significant relationship between strategic choice and business unit performance. This was ascertained when hypotheses one was tested using correlation analysis which showed a positively correlated significant relationship between strategic choice and business unit performance with a 'p' value of <.05 meaning that the null hypothesis was rejected while the alternate hypothesis was accepted. This finding is in line with that of Kallenberg, 2002 who concluded that women choice is revealed in their type of business unit. (Carter, Williams and Reynolds, 1997).
2. The research shows there is a difference between male and female level of personality traits. This was tested using the independent sample test. The result P<.05 showed that we reject the null hypothesis thereby accepting there is a difference between a male and female level of personality traits. This conclusion corresponds with that of Estrin and Mickiewicz, (2006) who also state that entrepreneurial personality traits existing between male and female differ which may affect attitudes towards entrepreneurship.
3. From the research it is seen that there is a significant relationship between risk taking and women’s perceived feasibility and desirability towards entrepreneurship. This was ascertained by testing hypothesis three which shows that there is a relationship between risk taking and women’s perceived feasibility and desirability towards entrepreneurship which gave a P<.05,therefore we rejected the null hypothesis and accepted the alternate hypothesis. This findings is supported by and Horwitz's, 2007.
4. Finally, the research shows that there is a significant relationship between women’s perceived self-efficacy and entrepreneurial motivation. This was tested using the correlation analysis which shows there is a relationship between womens perceived self-efficacy and entrepreneurial motivation is accepted and gave a 'p' value of <.05. This finding are consistent with that of Anna,Chandler, Jansen and Mero (2000) who states that self-efficacy performs a role for women entrepreneurial motivation. 
5.1. Conclusion
From the research study, it was discovered that factors such as strategic choice, gender, risk taking propensity and perceived self-efficacy all have influences on business unit performance, personality trait, motivation and perceived desirability and feasibility which invariably affects their attitude towards entrepreneurship.

The first objective was to determine the impact of strategic choice on business unit performance. Women who are responsible in decision making tend to be more committed in ensuring the choice they made, leads to a positive business performance. This is consistent with previous researchers (Pareek, 1992; Women Bank Group, 2012; Carmen Niethammer, 2013).
The second objective was to ascertain the influence of gender differences on women personality traits. The result shows that gender differences influences women personality traits and also has an effect on their entrepreneurial personality characteristics. This is also consistent with other researchers works (Feingold, 1994; Williams and Best, 1990; Lynn and Martin, 1997).
The third objective was to examine impact of risk taking on women's perceived feasibility and desirability towards entrepreneurship. The research shows that risk taking has a huge impact on women's perceived feasibility and desirability of entrepreneurship. It can be said that women who participate in entrepreneurship see it as a feasible and desirable career option. This is in line with other prior researches (Mitchell, 2002; Shane and Venkataraman, 2000; Ali and Ali, 2013).
The final objective of this study was to determine the impact of perceived self-efficacy on entrepreneurial motivation. Results show that women's perceived self-efficacy has a significant impact on their motivation to engage in entrepreneurship, that means women who see themselves as being capable of engaging in entrepreneurship and are confident in their entrepreneurship capabilities and skills have high motivations to engage in entrepreneurship. This is in line with previous works (Anna, Chandler, Jansen and Mero, 2000; Cooper and Artz, 1995; Barrett, 1995).
Recommendations
The following recommendations are being put forward to address the shortcomings observed in the course of analysis of the data.
1. Entrepreneurship mainstreaming should be done, which involves being realistic about the problems and difficulties involved in entrepreneurship and finding solutions to these problems and difficulties.

2. Government should pay attention to providing infrastructural facilities such as access to information, equipment, technology and most importantly funds which are all needed to develop entrepreneurship in Nigeria.
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ABSTRACT 
The study examines whether there is any relationship between claims settlement and customer retention in the Nigerian insurance industry. Descriptive research design was engaged. Judgmental sampling method was adopted. Data gathering was via structured questionnaire from 237 members of staff (specifically in claims, underwriting and marketing department) and retail customers of selected insurance company within the heart of Lagos, Nigeria. Using the simple regression technique, two hypothetical propositions were tested. Findings show that efficient claims settlement process (in terms of timing and mode of claims payment) positively affects and results in higher customer retention. This paper suggests that unpaid and insufficiently paid claims tarnish the image of the insurance companies and can also affect the sales and marketing of insurance products. This study recommended that Insurance companies should promptly pay all validated claims and put measures in place to ensure that fraudulent claims are identified, tackled and halt from resuscitating in all times. They should also ensure that all outstanding claims are settled as soon as possible to maintain the goodwill garnered by the companies over the years.

Keywords: claims settlement process, customer retention, insurance companies, Lagos, Nigeria
1.1. Introduction

Insurance is an arrangement by which a company or the state undertakes to provide a guarantee of compensation for specified loss, damage, illness, or death in return for payment of a specified premium. At the happenings of these unexpected, unforeseen, or misfortune events, the insurance company is expected to pay claims. However, the insurance company may or may not entertain the payment of such claims based on their own assessment of the condition under which claim is made. Parsons (2005) confirmed that one of the principal functions of insurance is the settlement of claims. Claims settlement is an integral part of the insurance business and prompt claims settlement by insurance companies has been identified as a tool to enhance performance in terms of customer satisfaction and loyalty. According to Crawford (2007), claims are seen as the most attractive channel in sharpening the overall perception of the customers towards the insurer.

Insurance industries in most emerging markets are characterized by poor perception as a result of poor claims management, low level of technology leverage, poor regulatory framework and low investment capabilities (Ahmad & Zalina, 2008). As crucial as insurance is to the economic advancement of any society, the importance of insurance to the Nigerian economy is not largely felt as it is confronted with challenges such as poor communication system, lack of trust, low level of awareness and acceptance, low market share and penetration, gross under-utilisation of capital, inadequate insurance professionals; among others (Mojekwu, Agwuegbo, & Olowokudejo, 2011; Olowokudejo, 2009; Onuoha, 2012; Yusuf, Gbadamosi & Hadamu, 2009). However, claims management process has been a herculean task due to its critical function that span all facets of the organization linking with customer service delivery, competitive positioning, infrastructural improvement, and risk exposure.

On the one hand, when a claim occurs and suitably settled, the customer gets satisfied with such transactions and the organization. On the other hand, if a claim is unsettled, customers may fail to adhere to the law and create an unfavourable perception that the insurer is only interested in premium generation and not proper settlement of claims. However, the claims settlement processes that ought to arouse customer acquisition and retention are rationale for which this study is embarked upon viz timing and mode of claims payments in settling insurance-related events. Singh (2012) noted specific factors having adverse effect on customers’ retentive claims process to include parochial technological outfits, increase in fraudulent claims, and high level complexity in the process of claims settlement.

In recent years, insurance companies in Nigeria have based their business strategy and branding on prompt claims settlement performance because claims settlement appears to be the mirror through which the members of the public see Insurance Companies. As cited in Ajemunigbohun and Aduloju (2017), insurance brands are typically known for their stability, trust, and protection from risk through a standard set of products. More so, the way an insurer handles a claim often determines to a large extent the insured’s opinion of the insurer and loyalty to him. Brear (2004) and Onesede (2013) held that a company which fails to settle claims to the satisfaction of customers would definitely attract less business as it is likely to discourage continued patronage from such clients. According to Yusuf, Ajemunigbohun and Alli (2017), some insureds are of the belief that the insurer is only interested in premium collection, and not settlement of claim. 

The specific objectives for which the study is embarked upon are to ascertain the extent of relationship between timing of claims payment and customer retention of insurance companies in Nigeria, and evaluate the extent of relationship between mode of claims payment and customer retention of insurance companies in Nigeria. The study intends to provide answers to the following questions: What is the extent of relationship between timing of claims payment and customer retention of insurance companies in Nigeria? or What is the extent of relationship between mode of claims payment and customer retention of insurance companies in Nigeria.  The remaining segment of the paper is organized as follows: the review of existing literature on claims, claims process, customer retention, and customer preference. The methodology section takes cognizant of sample and data collection procedure. The measurement of variables and results of findings were effected. The concluding segment presents the recommendations, contribution to knowledge and suggestions for future direction.

2.1. Literature review 

Vaughan and Vaughan (2014) define a claim as a notification of an amount to which an insured is due under an insurance policy. DiNapoli (2013) sees it as a demand for payment presentation of finances due for either the delivery of goods or provision of services. A claim, according to Francis and Butler (2011) is a defining link that fosters symbiotic relationship that helps shaping the views of customers with respect to their insurers. They commented further that such relationship becomes strong once the insurer expresses the agility to take responsibility of claims mechanism, selecting the right claim template, designing a mutually gainful closeness with other service-related providers, understanding their customer; among others. In the opinion of Singh (2012), boosting customer’s satisfaction towards claim positively attracts gains and growth of market milieu.

Krishnan (2010) sees claim as a demand on an insurance company to render proportion of her promise signed to, when agreeing the contract with an insured. Brook, Popow and Hoopes (2005) described claim as a demand by a person or organization seeking to recover from an insurer for a loss that an insurance policy might cover. According to Barry (2011), a claim is seen as a request made by the insured to the insurance company, in which he seeks compensation or indemnification from then insurance company. Outreville (1998) earlier posited that a good insurance company is one who makes provision for just and prompt claims settlement and ultimately remain strong financially. More so, it is apparently significant for insurers to pay losses of their claimants in a fair, courteous and prompt manner but similarly vital that such company avoids overpayment or even unlawful payment.

Goel (2013) stipulated that claims processing embraces specific tasks such as following up with claimant for missing documentation and correctly ensure that all necessary claims in formation have been arranged. Furthermore, it was stated that claim managers should focus attention on the most vital claim functions that require their engagement and optional time usage. IBM (2011) presupposed that the speediness, accuracy and result-oriented outcome in claims process are germane for cost control, risk management, proper underwriting of portfolio and indemnification sufficiency. Capgemini (2011) averred that the claims settlement process is the mirror to the customer that assist the insurers’ impetus at improving customers’ acquisition, expectation, retention, and business insight for product development and company’s profitability.

Customer retention is said to be a strategic objective of striving to maintain long term nexus with customers (Nwankwo & Ajemunigbohun, 2013). In today’s market milieu, customer retention may not be a new concept but serves as a novel strategy in building and maintaining loyalty. It has thus been agreeably noted to be mirror image of customer defection as a high retention rate is equivalent to a low defection rate. According to Navigant Financial Services (2010), an effective customer retention strategy not only retains the customer but bolsters the sales of additional products to that customer as needs arise. In recent study by Robert-Lombard and Du Plessis (2012), it was established that trust and commitment lead directly to cooperative behaviour that are conducive to relationship marketing success; and thus vital in the establishment and sustenance of long term relationship with customers.

Bates and Atkins (2007) posit that the growth of the market share of an individual insurance company to a great extent depends on the attention given by it to the claims settlement process. They asserted that a notified claim provides an insurer the opportunity to make a favourable impression on the policyholder. According to Maxham (2000), customer retention is extremely vital for businesses to remain competitive and it has recently become more significant compared to customer acquisition. He measured customer retention by four dimensions which are overall firm satisfaction, positive words of mouth, repeat purchase intentions, and loyalty to the firm.

The principal point of attention in customer perspective is the experience that they acquire when they utilize products and services (Biswas, 2009). According to Yoon (2013), customers are ever changing their preferences themselves towards marketers’ active tactics that wield strong customer attention appeals. The knowledge of customers’ preferences and their choices of products and services provided by the insurance companies is one of the most significant attributes for meeting customers’ expectations (Alinvi & Babri, 2007). However, a consumer could buy more insurance either because of a higher expected probability of making a claim, or because of more risk conscious preference (Ericson, Kircher, Spinnewijn & Starc, 2016). 

Conceptual model explaining the relationship between claims settlement process and customer retention 

Figure 1.


Source: Researchers (2018)

3.1. Research methods

This research work engages a descriptive design. The motivation for its engagement was due to the fact that it provides the researcher an x-ray of relevant facets of the construct of interest and thus examined the happenings around the sample subjects which are devoid of any manipulative attempt (Asika, 2008; Sekaran & Bougie, 2016). Accordingly, survey design has been found instrumental because of its capacity for behavioural prediction and assistance in gathering identical data concerning all sample situations (Easterby-Smith, Torpe & Jackson, 2008). For accomplishment of research objectives, data collection exercise was conducted through a field survey among staff members and retail customers within the Nigerian insurance industry, with the support of structured questionnaire. The usage of the data collection instrument was because of its appropriateness to the design of the research in term of being more representative distribution of sample, sufficiency of time for participants to give well thought-out responses and administrative simplicity (Kothari & Garg, 2016). 

The target population comprises staff members and retail customers within surveyed insurance companies in Nigeria. A total of three hundred and fifty three (353) respondents consisting of employees (specifically claims, underwriting and marketing department) and retail customers within the Lagos metropolis. The choice of Lagos as the study area was because all insurance companies have presence in the Lagos city. Ultimately, out of the 353 copies distributed, 237 were completed and successfully retrieved resulting in 67% response rate. In being able to collect the data, judgmental sampling technique was adopted. The essence of this sampling was because particular persons or events are selected deliberately in order to provide important information that cannot be obtained from other choices. (Wilson, 2014). 

Concerning the correctness of the instrument, theoretical and logical types of validity were employed. While the preceding validity was carried out via variables or constructs explicated in past literatures, the later was adopted through administration of chosen instrument to few selected staff members in claims and customer service department, knowledgeable retail customers, and academia in the field of insurance profession. In this instance, experts thoroughly scrutinized this instrument and came up with impressive instructions which guided the researcher in questionnaire design within the grip of the participants. On the basis of reliability, Cronbach alpha was recorded with high sense of indication that surpassed the required 0.70. 

Ho1: There is no significant relationship between timing of claims payment and customer 

         retention of insurance companies in Nigeria

Ho2: There is no significant relationship between mode of claims payment and customer 


        retention of insurance companies in Nigeria

4.1. Results and discussion  
The research work employed bivariate analytical method to test the relationship between the variables with the use of the Statistical Package for Social Sciences (SPSS) version 22.0. Where the relationship is of a quantitative nature and measuring the prediction of the value of a variable based on the value of two variables, simple regression technique is applicable (Mann & Lacke, 2010; Pallant, 2011).

	Table 1. Model Summary result showing the significant relationship between timing of claims payment and customer retention of selected insurance companies in Lagos, Nigeria

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.949a
	.901
	.901
	.44245

	Source: Field survey, 2017


	Table 2. ANOVAa result showing the significant relationship between timing of claims payment and customer retention of selected insurance companies in Lagos, Nigeria

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	419.219
	1
	419.219
	2141.459
	.000b

	
	Residual
	46.004
	235
	.196
	
	

	
	Total
	465.224
	236
	
	
	

	Source: Field survey, 2017

	

	Table 3.  Coefficientsa summary result showing the significant relationship between timing of claims payment and customer retention of selected insurance companies in Lagos, Nigeria

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	-.207
	.065
	
	-3.166
	.002

	
	Timing of claims payment
	1.061
	.023
	.949
	46.276
	.000

	Source: Field survey, 2017


Y = a + βx1

Customer retention = f (timing of claims payment)

Where Y= customer retention (dependent variable)

             a = constant

 
β = coefficient of independent variable


X1= timing of claims payment (independent variable)

Y = - 0.207 + 1.061x1
A simple regression was run to predict integrity (dependent variable) from satisfaction. The table 1 indicates that the independent variable yielded a coefficient of determination (R2) of 0.901 accounting for 90.1% of the proportion of variation in dependent variable that is explained by the independent variable. The table 2, then, shows that the analysis of variance for the simple regression data produced F-ratio value of 2141.459 which is significant at 0.05 (.i.e. F (1,236) = 2141.459, p < 0.05). In table 3, the independent variable contributed positively and statistically significantly predicted customer retention of insurance companies in Nigeria. This, therefore, corroborates the earlier study of Goel (2013) who arguably mentioned that claims managers should pay utmost attention to significant claims tasks, and thus optimizing the use of their time. 

Hypothesis 2: There is no significant relationship between mode of claims payment and 



customer retention of insurance companies in Nigeria

	Table 4.  Model Summary result showing the significant relationship between mode of claims payment and customer retention of selected insurance companies in Lagos, Nigeria

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.946a
	.896
	.895
	.45483

	Source: Field survey, 2017


	Table 5.  ANOVAa result showing the significant relationship between mode of claims payment and customer retention of selected insurance companies in Lagos, Nigeria

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1
	Regression
	416.609
	1
	416.609
	2013.839
	.000b

	
	Residual
	48.615
	235
	.207
	
	

	
	Total
	465.224
	236
	
	
	


Source: Field survey, 2017

	Table 6.  Coefficientsa result showing the significant relationship between mode of claims payment and customer retention of selected insurance companies in Lagos, Nigeria

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	-.167
	.067
	
	-2.515
	.013

	
	mode of claims payment
	1.060
	.024
	.946
	44.876
	.000

	


Y = a + βx1

Customer retention = f (mode of claims payment)

Where Y= customer retention (dependent variable)

             a = constant

 
β = coefficient of independent variable


X1= mode of claims payment (independent variable)

Y = - 0.167 + 1.060x1
A simple regression was run to predict integrity (dependent variable) from satisfaction. The table 4 indicates that the independent variable yielded a coefficient of determination (R2) of 0.896 accounting for 89.6% of the proportion of variation in dependent variable that is explained by the independent variable. The table 5, then, shows that the analysis of variance for the simple regression data produced F-ratio value of 2013.839 which is significant at 0.05 (.i.e. F (1,236) = 2013.839, p < 0.05). In table 6, the independent variable contributed positively and statistically significantly predicted customer retention of insurance companies in Nigeria. In support of the result, Association of Insurance and Risk Managers in Industry and Commerce (2009) earlier opined that claims monitoring, review and mode are key substances that must be in place for excellent delivery in insurance claims handling.

5.1. Conclusion and recommendations

The study shows that claims settlement procedures positively affect customer retention of insurance companies in Nigeria. In addition, effective settling of claim helps insurance companies monitor claims expenses, legal cost and settlement costs, identify recovery opportunities from salvage, subrogation or third parties which assist in defining the relationship between an insurer and its customer by enhancing customer satisfaction and policy renewal resulting in higher customer retention. This confirms the position of Olowokudejo and Adeleke (2011) that the key to building long-term customer satisfaction and retention, and reaping the benefits is to focus on the development of high quality products and services. It is apparent that unpaid claims by most insurance companies also result to loss of valuable customer and most dissatisfied customers not only revoke their policy but also de-market the company. Unpaid claims can lead to tarnishing of image of the insurance company and can also affect the sales and marketing of its insurance products as a whole.

On recommendations, insurance companies should promptly pay their clients claims as at when due to prevent the company from losing valuable customers. Insurance companies should promptly pay all validated claims and put measures in place to ensure that fraudulent claims are identified, tackled and halt from resuscitating in all times. They should also ensure that all outstanding claims are settled as soon as possible to maintain the goodwill garnered by the companies over the years. Insurance companies should also ensure that there is no undue delay in claims settlement in order to reduce claims expenses.
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ABSTRACT

This study examined the effect of business environmental factors on SMEs survival in Oyo State, Nigeria. The study identified and employed three business environmental factors (Business development support, infrastructural facility and regulatory service). Survey research design was employed, through the administration of structured questionnaire on selected owners or chief executives of SMEs in Oyo State, Nigeria. Four hypotheses were formulated and regression analysis was employed in estimating the regression models with the aid of SPSS version 23. The findings revealed that business development support, infrastructural facility and regulatory service, individually have positive and significant effect on SMEs survival. The combined effect of business environmental factors (business development support, infrastructural facility and regulatory service) on SMEs survival revealed that both business development support and infrastructural facility significantly affect SMEs survival, while regulatory service has an insignificant effect on the survival of SMEs in Oyo State, with coefficient and probability value of (β1= 0.961, p<0.05, β2= 0.892, p<0.05 and β3= 0.132, p>0.05) respectively.  The study further revealed that business environmental factors have a combined adjusted coefficient of determination of 0.860 (Adj. R2= 0.860) which implied that business environmental factors account for 86% variation in the survival of SMEs in Oyo State, Nigeria. It can be concluded that business environmental factors play a significant role in enhancing SMEs survival in Oyo State, Nigeria. Specifically, the study concluded that business development support and infrastructural facility are the most critical elements of business environment driving SMEs survival in Oyo State, Nigeria. It is recommended that the government as well as other SMEs supporting entities should improve their business development services, so as to enhance the survival of SMEs. The government should equally improve on the infrastructural facilities, as this tends to enhance the survival of SMEs. Furthermore, the government should work towards the total overhauling of the regulatory environment, as the current regulatory environment is not business friendly.

Keywords: Business Environment, SMEs, Business Development Support, Infrastructural Facility, Regulatory Service
1.1.  Introduction

Small and medium enterprises (SMEs) are important to economic growth, sustainability and development of any nation. SMEs are widely considered as the engine room of economic growth and development in many developing countries. According to Oladimeji, Eze & Akanni (2018), SMEs play a key role in transition for developing countries. They typically account for more than 90% of all enterprises outside the agricultural sector and constitute a major source of employment, generate significant domestic and export earnings. As such, SME development emerges as a key instrument in poverty reduction efforts.” SMEs are in a better position to increase employment, promote industrialization and improve the contribution of non oil exports to government purse. SMEs represent a means to attain key macroeconomic objectives such as employment generation, increased growth, and poverty reduction at low investment cost while developing a country’s entrepreneurial capabilities and indigenous technology. They also improve regional and sectoral economic balance by enabling industrial dispersal across sectors and locations, and generally promote effective resource utilization, which is critical to engineering economic development and growth (Nwezi, Onwuka, & Onyesom, 2017).

According to Orisewezie (2010), business environment is essential to economic growth, poverty reduction, sustainable development and attainment of the Millennium Development Goals (MDGs), which has been transformed to Sustainable Development Goals (SDGs). Business environment indeed, entails providing enabling conditions for effective, efficient and profitable enterprise development.
Adeeko (2017) opined that in order for business to cope with the dynamic and rapidly changing business environment, there is a need to develop and implement appropriate strategies that would safeguard their operations and yield the desired results. Similarly, Ibidun and Ogundele (2013) added that a firm’s perception of the nature of the business environment is a function of its size and industry. Business as part of man’s activities thrives in conducive and sustainable environment. Conducive and sustainable environment depends on the availability of infrastructure put in place by the government. Nigeria’s business environment in the recent years has been characterized by fear and uncertainty leading to collapse of some business outfits particularly, the small scale industries and the relocation of the big ones to other countries (Ogunro, 2014).

Akinbogun (2008) examined the impact of infrastructure and government policies on survival of small-scale ceramic industries in South-West of Nigeria, and found infrastructure and government policies not to have encouraged the industries. Obokoh (2008) used 500 manufacturing SMEs in Lagos State to investigate the effects of the 1986 trade liberalization policy in Nigeria. With tenets of the trade liberalisaton policy, labour availability, infrastructure, technology, competition and access to finance as environmental factors; and turnover, profit, production level and market coverage as enterprise variables, the study found that the effects of the policies are not felt by most manufacturing SMEs due to improper planning and the absence of favourable investment climate. Onwukwe and Ifeanacho (2011) examined the impact of government intervention on the growth of SMEs in Imo State, Nigeria, and found that policy formulation and implementation constitute a major constraint to the growth of the SMEs, despite several specialised institutions in charge of micro credit and policy instruments to enhance development of the sector.

Ogunro (2014) examined business environment in Nigeria with focus on the challenges of Nigeria’s business environment. It also analyzed the prospects for business in Nigeria. The study concluded that Nigeria’s business environment is characterized by uncertainty, policy instability and lack of necessary infrastructure, the author suggested that adequate infrastructure be provided to enable business thrive in Nigeria. Essien (2014) in a study of the Nigerian business environment and growth constraints of micro and small scale manufacturing industries in Akwa Ibom State reported that the dimensionality of the MSMEs constraints can be explained by 7 factors. These include problem of infrastructure particularly-power, strict rules on credit, high interest rates on loan, multiple taxation, absence of tax holiday, trade liberalization and poor patronage of made in Nigeria goods. It was identified that problem of infrastructure (power), inaccessibility of credit, high interest rate on loans and multiple taxation are the major constraints affecting the growth of micro and small scale manufacturing businesses in Akwa Ibom State.

Okwu's (2015) analysed the potentials of SMEs in relation to business environment of Lagos State and the findings revealed that legal-regulatory frameworks, policy stance and socio-cultural factors reduced SMEs potentials, competition aided innovation and growth. On aggregate, the environment significantly enhanced SMEs’ potentials. The study recommended that legal-regulatory and policy reformation towards SMEs-friendly environment should be implemented, and SMEs should leverage on opportunities in the environment.

From the foregoing, it can be deduced that research findings on the business environment and SMEs survival appears not to be conclusive and scholars employed various indicators of business environment. Furthermore, most of the studies on the subject matter focused majorly on government intervention, trade liberalization, legal regulatory framework, technological infrastructure, among others. Studies employing business development support, infrastructural facility and regulatory service as component of business environment in Nigeria are sparse. In addressing this research gap, this study examines the effect of business environment (measured by: Business development support, infrastructural facility and regulatory service) on the survival of SMEs in Oyo state, Nigeria.

2.1. Literature Review

Small and medium Enterprises (SMEs) are, by definition, characterized by small size (Eze, Worimegbe & Kolawole, 2016). This smallness affects the firm’s positioning on factor, product, financial, and personnel markets in terms of bargaining power, name recognition, and brand awareness. According to Eze, Oladimeji & Fayose (2018), SMEs can be segregated into three main sectors such as general business, manufacturing and agriculture. SMEs are diverse in nature and can be established for any kind of business activities in urban or rural area. It can be considered as a back bone of national economy.

SMEs can be defined in terms of sales volume, number of employees, or investment (Ajide, Hameed, & Oyetade, 2014). A business that is therefore defined as a small or medium enterprise in a developed country can be regarded as a large enterprise in a developing country. Even in developing countries, this definition changes over time. The European Commission defines SME using three broad parameters: micro-entities, small companies, and medium-sized enterprises (Ifekwem & Adedamola, 2016).

According to Quartey, Turkson, Abor & Iddrisu (2017), the SMEs sector in West Africa is a mixture of self-employment outlets and dynamic enterprises that are involved in an array of activities mainly concentrated in urban areas. In the Nigerian context, Small enterprises are business entities that have between ten to forty nine employees with asset (excluding land and building) of between five million naira and less than fifty million naira while medium enterprises are business enterprise with staff strength of between fifty and one hundred and ninety nine employees and asset (excluding land and building) of between fifty million and less than five hundred million naira (SMEDAN, 2007).

The SME sector is said to account for 67% of employment and 61% of manufacturing sector output in the United States. In Korea, there are over 30 million SMEs, which constitute over 90% of the enterprises and accounting for over 80% of the labour force. Similarly, in Africa, SMEs comprise over 90% of African business operations and contribute to over 50% of African employment and GDP. In Nigeria, SMEs account for some 75% of formal manufacturing activity and 70% of industrial jobs and about 50% of gross domestic product (Eze, Worimegbe & Kolawole, 2016; Orogbu, Onyeizugbe & Chukwuma, 2017). It is important to state that, most of the enterprises that are been classified as SMEs in Nigeria are in reality micro enterprises (MEs), this is because most of the enterprises that are been classified as SMEs have less than ten employees and most of this enterprises have assets (excluding land and building)  that are less than 5 million naira.

Business environment 

Business activities thrive in a conducive and sustainable environment. Conducive and sustainable environment depends on the availability of infrastructure put in place by the government. Nigeria’s business environment in the recent years has been characterized by uncertainty leading to collapse of some business outfits particularly, the small scale industries and the relocation of the big ones to other countries (Ogunro, 2014).

According to Orisewezie (2010), business environment is an important determinant for economic growth, poverty reduction, sustainable development and attainment of the Sustainable Development Goals (SDG’s). Business environment indeed, entails providing enabling conditions for effective, efficient and profitable enterprise development and it is the primary responsibility of governments at all levels to provide such conducive environment, though there are some business environmental factors that are outside the control of the government. Indeed, the quality of business environment is directly linked to the quality of governance. A good business environment involves well functioning and efficient public infrastructure, institutional systems and regulatory services. It helps to reduce the cost of doing business, difficulties encountered in operating a business and business mortality rate. On the other hand, bad business environment adversely affect individuals, businesses and communities. It increases poverty and reduces the nation’s global economic competitiveness. 

Orisewezie (2010) identified four benchmarks for assessing business environment, namely: Infrastructure and utilities such as power, roads, public transportation system, water and sanitation and social welfare; regulatory services such as property registration, tax administration, designation of industrial and enterprise zone, contract enforcement, justice sector delivery, business registration; business development support such as access to business finance, entrepreneurship promotion, support for industrial parks and the fourth benchmark is security.

The nature of business environment are said to be classified as dynamic, stable and unstable which often help a firm in the selection of appropriate strategies (Ibidun & Ogundele, 2013). Adeoye and Elegunde (2012) opined that in order for business to cope with the dynamic and rapidly changing business environment, there is a need to develop and implement appropriate strategies that would safeguard their operations and yield the desired results. Similarly, Ibidun and Ogundele, (2013) added that a firm’s perception of the nature of the business environment is a function of its size and industry.

Business environment can be broadly categorized into internal and external environment with the former comprising variables or factors within the control and manipulation of the firm to attain set objective while the latter encompasses factors that are outside the control and manipulation of the firm. Hence, firm must develop a plan that will help it to cope with the various environmental forces.

Nigeria’s Business Environment: An Overview

Nigeria is made up of over 180 million inhabitants with different ethnic groups numbering about 234. There are also 36 states and 774 local governments in Nigeria with Abuja as the federal capital. Lagos is the commercial nerve centre of the country and it is considered a ‘mini Nigeria’ because of its large mixed population. Other state capitals also play huge role in contributing to the Nation’s GDP. However, adequate infrastructural facilities which serve as a hallmark of large cities are still missing in most of these cities.

Nigeria is endowed with abundance of mineral and human resources, which should have enhanced the country’s position in the comity of nations. However, despite the abundant resources, the country is still being confronted by a lot of socio-economic and political challenge.  This has affected the economic growth and development of the nation. The problems of poor power supply, dilapidated roads, insecurity and many others have continuously increased the cost of doing business in Nigeria. According to the Enterprise Surveys (2017) of the World Bank, access to stable power supply, finance and transportation constitute the main obstacles to running a business entity in Nigeria.

A good business environment is always determined by the ease with which businesses can be done successfully. Many studies have categorized the Nigerian business environment as harsh. According to the World Bank Annual Business report of 2014, the Nigerian business environment is ‘deteriorating’. This opinion is the outcome of an assessment of four critical business activities, which are: Starting a business, registering a property, getting construction permits and enforcing contracts. According to the World Bank, Nigeria dropped from 138th position in 2013 to 147th position in 2014, although, for 2015 Nigeria is ranked 135th, which is a positive improvement, but a far cry. This shows that the business environment is still struggling to improve. Obiwuru, Oluwalaiye and Okwu (2011) put forward several other factors such as technology, legal, political and economic, which also affect the business environment in Nigeria.

Theoretical Framework
The theory underpinning this study is the three Sigma’s Theory. This theory is an application of Peter Drucker theory of business. The theory has three divisions, the first division is organisational focus, which postulates that strategic thinking starts by reassessing organisation’s mission, vision, and purpose, and the examination of these components for reliability to spot inherent and precise suppositions that have an effect on decision on whether to enter or remain in the business enterprise activity (Ezenwa, 2016).

The second division of this theory has to do with the external environment and contains five components. The first component require the enterprise to analyse the social, economic, and political factors in the external business environment to establish the precise suppositions regarding the major factor that influence the firm’s decisions, and its activities. The second component emphases market factors such as existing and potential customers, distribution channel, advertisement, promotion, pricing, product distinctiveness, among others, which require strategic thinking to ascertain the relevant deductions. 

The third component of this division reflects on the users of the enterprise product, and calls for the firm to evaluate the factors of its customer behavior, which include the firm’s product purchase decision, influences on the purchase or use of the product and so on, to find out the customers characteristics that influence the decision and expectations of the business organisation.  The fourth component require the firm to study the technological factors of the business environment to find out the causal features of the technological environmental factors that influence the firm’s decisions and expectations. 

Lastly, the fifth component dwells on the industry competitive formation and necessitates the need for the business organisation to examine this formation to determine the features of competitive formation that influence the business decisions. This structure includes the potential new entrants into the market, suppliers, substitute products, market segment product, and major competitors. These competitive industry factors which pose the greatest threat that must be neutralized by taking strategic steps (Adeeko, 2017).

The third division of this business model is rooted on the competitive advantage and core competencies of a firm. It stressed the need for a firm to examine organisational competencies. The second division of the business model provides a theoretical base for this study as it shows that business environmental factors necessitate the need for a business enterprise to operate strategically in order to survive and boost effectiveness in their performance in a most efficient manner. This theory is highly relevant in explaining how the environment impact businesses.

3.1.  Methodology

The study adopts survey research design, because of the research objective and it equally help in the understanding of the phenomenon under investigation. The design is therefore suitable for this study as it helps evaluate the effect of business environmental factors on SMEs survival in Oyo State.


The population of this study includes all the SMEs operating in Oyo State. According to NBS (2016) there are 7,468 small enterprises in Oyo State and 519 medium enterprises, which give a total of 7987 SMEs in Oyo State. The study employed Yamane sample size determination formula at 95 % confidence level and margin of error of 5 in arriving at a sample size of 367 from the population of 7987 SMEs in Oyo State; hence the study focuses on the chief executive or owners of SMEs in Oyo State. The reason for choosing the chief executive or owners of SMEs is because they are the major decision makers in SMEs operational activities. Purposive sampling technique was employed in administering 367 copies of the questionnaire on the targeted respondents.

Structured questionnaire was used for data collection for this study. The questionnaire was designed in close ended pattern and was administered directly on the selected operators of the small and medium enterprises directly. The questionnaire is divided into two sections A and B. Section A of the questionnaire is designed to capture the demographic data of the respondents, such as status and nature of business. Sections B of the questionnaire address the research objective. 

The validity of the instrument, which refers to the extent to which the instrument measures what it was designed to measure, was assessed using content validity index (CVI). The questionnaire was assessed by two academic staff of the department of Business Administration, Olabisi Onabanjo University. The assessors assessed the instrument on a two point rating scale (relevant and not relevant), after which the content validity index formula was employed.

CVI=n/N

Where:

n= numbers of items rated as relevant

N= total number of items in the instrument

This gave a CVI value of 0.896, which indicated that the instrument is valid.

The test-retest method was employed to test the internal consistency or reliability of the instrument (questionnaire) through a pilot study. The instrument was administered on thirty six SMEs in Oyo State, twice within an interval of two weeks, after which the outcome of the first pilot study was correlated with the second, which gave an aggregate value of 0.8072; this shows that the instrument is reliable.

The data collected from the respondents was analyzed using categorical regression through the aid of Statistical Package for Social Sciences (SPSS) version 23, this is because the scale is an ordinal scale and considering the assumptions of ordinary least square, categorical regression is one of the appropriate estimation technique for the data generated. Categorical regression was employed to examine the effect of business environment on SMEs survival in Oyo State. The study adopts a 5% level for the test of significance of the regression coefficient.

4.1.  Results and Discussion 

367 units of the structured questionnaire was administered on selected owners and CEOs of SMEs in Oyo State, out of which 251 was returned, but only 240 was found useable, which represents 65.3% response rate.

Tables 4.1.  Micro, Small and Medium Enterprises (MSMEs) by State



	STATE
	MICRO
	SMALL
	MEDIUM

	ABIA (Targeted state) 
	904,721
	1,769 
	40 

	AKWA-IBOM 
	1,319,607
	898 
	195 

	ANAMBRA 
	1,223,395
	1,620 
	117 

	BAUCHI 
	944,503
	2,039 
	27 

	BAYELSA 
	541,332
	354 
	72 

	BENUE 
	1,479,145
	1,146 
	22 

	CROSS RIVER 
	921,256
	1,126 
	168 

	DELTA 
	1,536,158
	1,444 
	 -  

	EBONYI 
	577,216
	1,206 
	4 

	EDO 
	898,084
	1,879 
	118 

	EKITI 
	964,179
	903 
	126 

	ENUGU 
	1,064,893
	812 
	99 

	GOMBE 
	527,230
	1,043 
	65 

	IMO 
	1,296,386
	1,259 
	135 

	JIGAWA 
	820,001
	1,022 
	75 

	KADUNA 
	1,635,453
	2,712 
	170 

	KANO 
	1,794,358
	7,790 
	496 

	KATSINA 
	1,216,604
	1,256 
	99 

	KEBBI 
	692,104
	898 
	91 

	KOGI 
	967,431
	827 
	17 

	KWARA 
	717,909
	164 
	62 

	LAGOS 
	3,224,324
	11,044 
	619 

	 NASARAWA 
	382,086
	1,098 
	22 

	NIGER 
	977,240
	1,258 
	100 

	OGUN 
	1,165,848
	1,690 
	104 

	ONDO 
	1,026,770
	1,805 
	194 

	OSUN 
	1,356,174
	2,247 
	25 

	OYO (Targeted State)
	1,864,954
	7,468 
	519 

	PLATEAU 
	786,504
	2,070 
	110 

	RIVERS 
	1,749,911
	2,981 
	41 

	SOKOTO 
	700,106
	631 
	210 

	TARABA 
	513,973
	891 
	69 

	ZAMFARA 
	722,360
	577 
	16 

	FCT 
	482,365
	2,244 
	446 

	Total 
	36,994,578
	68,168 
	4,670 

	Grand total
	37,067,416


 Source:  National Bureau of Statistics Report (2016) 

The table below indicates the national spread of micro, small and medium enterprises in Nigeria, from the table it can be seem that Oyo State has 7,468 small enterprises and 519 medium enterprises, which give a total of 7987 SMEs in Oyo State.

Results from Categorical Regression Analysis

Hypothesis One:  Business development support does not significantly affect SMEs survival in Oyo State, Nigeria
Table 4.2.1: Summary of Hypothesis1 result (Dependent Variable–SMEs SURVIVAL)

	Variable(s)
	              Coefficient
	F
	P-Value 

	Business Development Support
	0.799*
	65.370
	0.0000

	F-Statistics 89.922 (0.0000)

N.B:*: Significant at 5 percent level
	R-Square= 0.815


Author’s computation from SPSS 23

Source: Field survey (2018)

The result in table 4.2.1 above revealed that business development support has a positive and significant effect on the survival SMEs in Oyo State (β = 0.799, p-value =0.0000). This indicated that an improvement in the business development support of SMEs will enhance the level of their survival. The coefficient of determination (R2) suggested that 81.5% variation in SMEs survival is accounted for by business development support, while the F-statistics suggests that the model is reliable for decision and policy making.

Hypothesis Two:  Infrastructural facility does not significantly affect SMEs survival in Oyo State, Nigeria

Table 4.2.2: Summary of Hypothesis 2 result (Dependent Variable –SMEs SURVIVAL)

	Variable(s)
	              Coefficient
	F
	P-Value 

	Infrastructural Facility
	0.733*
	109.052
	0.0000

	F-Statistics = 20.443 (0.0000)

N.B:*: Significant at 5 percent level
	R-Square =0.618


Author’s computation from SPSS 23

Source: Field survey (2018)

It is evident from the result above (Table 4.2.2) that the provision of infrastructural facility positively and significantly affect SMEs survival in Oyo State (β = 0.733, p-value =0.0000). Therefore, an enhancement of the infrastructural facility will enhance the survival of SMEs. The coefficient of determination (R2) suggested that 61.8% variation in SMEs survival is explained by the provision of infrastructural facility, while the F-statistics suggested that the model is reliable for decision and policy making.

Hypothesis Three: Regulatory service does not significantly affect SMEs survival in Oyo State, Nigeria

Table 4.2.3: Summary of Hypothesis 3 result (Dependent Variable –SMEs SURVIVAL)

	Variable(s)
	              Coefficient
	F
	P-Value 

	Regulatory Service
	0.813*
	111.066
	0.0000

	F-Statistics = 26.772 (0.0000)

N.B:*: Significant at 5 percent level
	R-Square =0.701


Author’s computation from SPSS 23

Source: Field survey (2018)

It is evident from the result above (Table 4.2.3) that regulatory service positively and significantly affect SMEs survival in Oyo State (β = 0.813, p-value =0.0000). Therefore, an improvement of the regulatory service will enhance the survival of SMEs. The coefficient of determination (R2) suggested that 70.1% variation in SMEs survival is explained by the regulatory service, while the F-statistics suggested that the model is reliable for decision and policy making.

Hypothesis Four: Combined business environment components do not significantly affect SMEs survival in Oyo State, Nigeria
Table 4.2.4: Summary of Hypothesis 4 result (Dependent Variable – SMEs SURVIVAL)

This sub-section aggregates the indicators of Business environment (business development support, infrastructural facility and regulatory service); it is estimated to examine how these variables jointly affect SMEs survival in Oyo State, Nigeria. The model addresses the main objective of the study, which is to examine the effect of business environment on the survival of SMEs in Oyo State, Nigeria.

	Variable(s)
	              Coefficient
	Fc
	P-Value 

	Business Development Support
	0.961*
	13.974
	0.000

	Infrastructural Facility
	0.892*
	10.149
	0.001

	Regulatory Service
	0.132
	2.632
	0.092

	F-Statistics = 49.558 (0.0000)

N.B:*: Significant at 5 percent level
	R-Square =0.883  Adj R-Square= 0.860      


Author’s computation from SPSS 23

Source: Field survey (2018)

The result summary on Table 4.2.4 above revealed that the combined business environment elements have positive and significant effect on the survival of SMEs in Oyo State, Nigeria (F-statistics= 49.558 *0.000). The adjusted coefficient of determination (adjusted R2) suggested that 86% variation in SMEs survival is accounted for by the combined business environment elements. The multiple categorical regression output for the combined business environment elements revealed that both business development support and infrastructural facility significantly affect SMEs survival, while regulatory service has an insignificant effect on the survival of SMEs in Oyo State. 

5.1. Summary, Conclusion and Recommendations

Summary

This study examined the effect of business environment on SMEs survival in Oyo State, Nigeria. The study identified and employed three business environmental factors and these three factors are: Business development support, infrastructural facility and regulatory service. The study employed survey research design, by administering structured questionnaire on selected owners or chief executives of SMEs in Oyo State, Nigeria.
Four hypotheses were formulated and categorical regression was employed in estimating the regression models with the aid of SPSS version 23. The findings revealed that business development support, infrastructural facility and regulatory service individually have positive and significant effect on SMEs survival. The combined business environmental factors (business development support, infrastructural facility and regulatory service) revealed that both business development support and infrastructural facility significantly affect SMEs survival, while regulatory service has an insignificant effect on the survival of SMEs in Oyo State, with coefficient and probability value of (β1= 0.961, p<0.05, β2= 0.892, p<0.05 and β3= 0.132, p>0.05) respectively.  The study further revealed that business environment elements have a combined adjusted coefficient of determination of 0.860 (Adj. R2= 0.860) which implied that business environment elements account for 86% variation in the survival of SMEs in Oyo State, Nigeria. 

Conclusion

The empirical findings of this study provide evidence that business environment elements play an important role in the survival of SMEs in Oyo State, Nigeria.  business environment elements: Business development support, infrastructural facility and regulatory service have individual positive and significant effect on SMEs survival, with coefficient of determination (which is the percentage of variation in the dependent variable that is accounted for by the variation in the independent variable) of 81.5%, 61.8% and 70.1% respectively, which suggest that business environment elements can all lead to SMEs survival in Oyo State, Nigeria 

The combined effect of business environment on SMEs survival equally indicated a positive and significant combined effect (F-stat= 49.558, P<0.05), with adjusted coefficient of determination R2 = 0.860 (86%).  Business development support (β1= 0.961, p<0.05) and infrastructural facility (β2= 0.892, p<0.05) both significantly affect SMEs survival, while regulatory service (β3= 0.132, p>0.05) does not significantly affect SMEs survival.

It can be concluded that business environment plays a significant role in enhancing SMEs survival in Oyo State, Nigeria. Specifically, the study concluded that business development support and infrastructural facility are the most critical elements of business environment driving SMEs survival in Oyo State, Nigeria.

Recommendations

In line with the findings, the following recommendations are made:

1. It is recommended that the government as well as other SMEs supporting entities should improve their business development services, so as to enhance the survival of SMEs

2. The government should equally improve on the infrastructural facilities, as this tends to enhance the survival of SMEs.

3. The government should work towards the total overhauling of the regulatory environment, as the current regulatory environment is not business friendly.
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ABSTRACT 
The performance of local government employees in Nigeria has generated a lot of concern, as this tier of government is confronted with employees' lackadaisical attitude. However, some local government areas have been recording outstanding performance.  This study examines the effect of transformational leadership style on employees' commitment and performance in Amuwo-Odofin Local Government. The study adopted survey research design to obtain data from 203 permanent staff of Amuwo-Odofin Local government area (census survey) through the administration of structured questionnaire. The findings revealed that transformational leadership style positively and significantly affected employees' commitment and performance. It was concluded that transformational leadership style is an important driver of local government employee’s performance. Recommended therefore is that Local government areas should adopt transformational leadership style as this enhances and promotes employee commitment and improvement in employees’ performance.

Keywords: Transformational leadership, employees' performance, employees' commitment, employees' satisfaction, Local Government.
1.1. Introduction

Leadership is an important determinant in the attainment of organizational goals. Al-Ababriel (2012) posits that leadership styles employed by organizations in both private and public sector affects their organizations’ performance. Riaz, Akram and Ijaz (2012) opined that the degree to which employees show their emotional intimacy with organization is largely influenced by the leadership style adopted by the organization. Riaz, Akram and Ijaz (2012) found that leadership style employed by organizations is one of the most important determinants of employee’s commitment. Various studies (Raja & Palamichamy, 2011; Paracha, Qamar, Mirza, Hassan, & Waqas, 2012; Noori, Alias & Rosdi, 2017) revealed that there is positive relationship between transformational leadership style and organizational performance and employees’ performance. This is because transformational leadership condition is connected with high task performance, higher collective support acuity, greater efficacy beliefs, lower harmful effect and lower threat. Raja and Palamichamy (2011) posit that transformational leadership is the best predictor of employees’ performance. Masi and cooke (2000) also posit that transformational leadership is an important factor in increasing employees’ productivity. According to Paracha, Qamar, Mirza, Hassan, and Waqas, (2012) and Samatar, 2018 transformational culture boosts both organizational and employees’ performance. The effect of leadership style on employees’ performance in local government areas in Nigeria appears not to have been fully explored, this study therefore seek to examine the effect of transformation leadership style on the employees performance of local government areas in Lagos State, with particular reference to Amuwo Odofin Local Government Area.

2.1. Literature Review

To run organizations smoothly, effectively and efficiently, the most valuable and indispensable factor organizations need is human resource (Mosadeghrad, 2003). Well-qualified and capable personnel are important in the context of achieving goals and objectives of an organization. The success of an organization depends on the hard working, loyal and involved managers and employees. In this modern era where the world has become a global village, firms are considered to be competitive on the basis of competence of their human resources. It is somewhat a difficult task to handle people who are physically, psychologically, culturally and ethnically different from each other. Management of employees is largely dependent on organization’s quality of leadership (Albion and Gagliardi, 2007; Chepng’eno & Ngui, 2017; Samatar, 2018). 

Leadership is a bond which makes people to work together. Organizations at present are more concerned about understanding, development and improvement of their leadership. Transformational leadership is a modern approach towards leadership which was defined by Bushra, Usman, and Naveed, (2011) as a system of changing and transforming people.

If leaders want to produce a positive influence on individuals, groups and organizations, then leadership should be broadened from old rigid autocratic style to friendly and contemporary style. Modern leaders perfectly adopt an attitude that support employees, provide them a vision, cultivate hope, encourage them to think innovatively, individualized consideration and broaden the communication. All these factors are the main features of transformational leadership style leading to boost up organizational strengths and increasing level of job satisfaction and organizational commitment in workforce (Bushra, Usman & Naveed, 2011; Long,Yong & Chuen, 2016; Pentareddy & Suganthi, 2015).

Transformational Leadership

Transformational Leadership is a leadership style that creates valuable and positive change in the followers. Transformational leaders focus on "transforming" others to help each other, to look out for each other, to encourage and be harmonious, and to pay attention towards the organization as a whole (Paracha, Qamar, Mirza, Hassan & Waqas, 2012; Girma, 2016; Ölçer, 2015).

Yule (1998) described transformational leadership as the process of greatly affecting and changing the individuals’ attitudes, behaviors and beliefs, and commitment of the individuals to the organizational tasks, aims and strategies. Sulieman, Hussein, and Ayat (2011) defined a transformational leader as an individual that motivates followers to do more than they are expected to do in a way that upgrades the individuals’ level of awareness of the importance and value of outputs and how they are produced. Transformational leadership style focuses on the development of followers and their needs. Managers exercising transformational leadership style focus on the development of value system of employees, their motivational level and moralities with the development of their skills (Ismail Halim, Munna, Abdullah, Shminan & Muda, 2009). Transformational leadership acts as a bridge between leaders and followers to develop clear understanding of follower’s interests, values and motivational level. Transformational leadership concentrates on development and progress, solidity, authorization, self-confidence and complement. It also concentrates on promoting development and strategic thinking (Sulieman, Hussein & Ayat, 2011).

Employee Performance

Globalization has posed a challenge for manager to adopt different strategies to boost firm’s performance (Habib, Khurram and Idress, 2010). Job satisfaction plays a vital role to boost the strength of an organization which has significant effect on employee performance. The word performance is used to pass on the individual aptitude to be inspired, stirring, pioneering and to be a determinant in achieving the goals of an organization. Previous study has revealed that a positive relationship exist between satisfied employees and organization performance (Ostroff, 1992). Leadership is associated with employee performance (Ogbonna & Harris 2000). The relationship between Leadership and performance has established considerable attention (Gadot, 2006). Howell and Merenda (1999) suggested that transformational leadership will play an imperative role in increasing job satisfaction as well as achieve organization’s goal and employees’ performance. Transformational leadership is correlated with subordinate skills with work worth to assess employees’ performance (Sulieman, Hussein and Ayat, 2011). 

They trained their workers; arranged meeting with their subordinates and take feedback from their subordinates and the end result is employee productivity. Firm mostly increase employee’s performance by giving empowerment to their team members (Ozaralli, 2002).

Researchers have also studied employee performance with extraverted leadership and gave very interesting results; employee performance is increased under the extraverted leadership when employees are passive. And if employees are proactive, result will be opposite (Paracha, Qamar, Mirza Hassan, and Waqas, 2012). Researchers have studied employee’s performance with variety of variables. Paracha, Qamar, Mirza Hassan, and Waqas, (2012) observed that, employee satisfaction not only increases employee performance but also get them retained in the organization. Firms also arrange training sessions for their employees, in order to enhance job satisfaction, because firms know that a satisfied employee tend to perform better.

Theories of Leadership

Trait Theory: This approach generally considers the qualities of effective leadership. Traits like intelligence, diplomacy, decisiveness, analytical ability, competence, humility, integrity, positivity, among others, are seen as critical for successful leadership. The trait theory has provided some descriptive insight of what constitutes the quality of good leadership in an organization.

Contingency Theory: This theory of leadership style is based on the assumption that the success of a leader depends upon various variables such as the kind of followers he has, the situation the leader finds himself and the kind of leadership style adopted by him to deal with the situation. According to this theory, a leader cannot rely on the kind of leadership style. He has to adapt it according to the circumstances (Aastha, 2011).

3.1. Methodology 

The study adopted a survey research design to meet the objective of the study. Questionnaire was administered to permanent staff of Amuwo Odofin Local Government Area. The entire 203 permanent staff of Amuwo Odofin Local Government Area constituted the population as well as the sample, this imply that census survey was adopted. The validity of the instrument was tested using content validity index (CVI), through the assessment of six assessors (four academics and two civil servants), the assessors rated the instrument on two scales, relevant and not-relevant.

Using the CVI formula: CVI= n/N

Where; n is the number of items ticked as relevant

N is total number of the items

The CVI gave a value of 0.92, which indicated that the instrument was highly valid. A pilot study was conducted through test re-test method to ascertain the extent of reliability of the instrument, the instrument was administered twice within an  interval of two weeks, the result of first pilot study was correlated with that of the second, which gave a Cronbach alpha of 0.79, which indicated that the instrument is reliable.

Research hypotheses

Ho1:
Transformational leadership style does not significantly affect employees’ commitment in Amuwo-Odofin Local Government.

Ho2:
Transformational leadership style does not significant affect employees’ performance in Amuwo-Odofin Local Government.

203 copies of the structured questionnaire were administered to the entire targeted respondents, 171 copies were returned and found useable. This gave a response rate of 84%. The data analysis was guided by the objective and hypothesis of the study as well as the instrument employed for data collection. STATA 14 was employed for the analysis; this was obtained by using categorical regression to estimate the regression model.

4.1. Research Findings 

Table 4.1: Summary of Hypothesis1 result (Dependent Variable – Employees’ Commitment)

	Variable(s)
	              Coefficient
	Fc
	P-Value 

	Transformational Leadership Style
	0.701*
	27.610
	0.0000

	F-Statistics 31.571 (0.000)

N.B:*: Significant at 5 percent level
	R-Square- 0.492


Author’s computation from STATA 14

Source: Field survey (2018)

Table 4.1 above revealed a positive and significant effect of transformational leadership style on employees’ commitment (β= 0.701, p-value <0.05). This indicates that an improvement on transformational leadership style will enhance employees’ commitment in Amuwo-Odofin Local Government. The R2 indicates that transformational leadership style accounts for 49.2% variation in employees’ commitment.

Table 4.2: Summary of Hypothesis2 result (Dependent Variable – Employees’ Performance)

	Variable(s)
	              Coefficient
	F
	P-Value 

	Transformational Leadership Style
	0.850*
	65.368
	0.0000

	F-Statistics 82.921 (0.0000)

N.B:*: Significant at 5 percent level
	R-Square- 0.756


Author’s computation from STATA 14

Source: Field survey (2018)

The result on table 4.2 above revealed that transformational leadership style has a positive and significant effect on employees’ performance (β = 0.850, p-value <0.05). This indicated that an improvement on transformational leadership style will enhance employees’ performance. The R2 indicates that transformational leadership style accounts for 75.6% variation in employees’ performance.

5.1. Conclusions and Recommendations

The study examines the effect of transformational leadership style on employees' commitment and performance in Amuwo-Odofin Local Government, using survey research design. The findings revealed that transformational leadership style positively and significantly affect employees’ commitment (β= 0.701, p-value <0.05) and performance (β = 0.850, p-value <0.05) in Amuwo-Odofin Local Government. The study indicated that transformational leadership style is an important determinant driving employees’ commitment and performance. Thus, the study concluded that transformational leadership plays a significant role in promoting employees’ commitment and performance in local government. This is consistent with the study by Raja and Palamichamy (2011) that found that transformational leadership significantly affect employees’ performance. It is therefore recommended that local government areas should adopt idealized influence attribute, idealized influence behaviors, inspirational motivation, individualized consideration, intellectual stimulation; which depicts transformational leadership style towards the enhancement of their employees’ commitment and performance.

Recommendation for Further Study

This study examines the effect of transformational leadership style on employees’ commitment and performance in Amuwo-Odofin local government. Further studies can consider the use of more local government across the federation, since a single local government might not be use as a true reflection of local government in Nigeria. Further studies can also consider the use of interview as the means of data collection, as it tends to yield more information.
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ABSTRACT 
Electronic Customer Relationship Management (ECRM) is a business and marketing approach that analyzes consumer’s needs and behaviour aims at attracting new customers, retain the exiting customers and increase customer’s intention so as to have positive consumer behaviour towards online purchases. This study is aimed at examining the mediating effect of repurchase intention on ECRM (information quality and service quality) and online behaviour among the academic staff of selected tertiary institution in Kano State. The study employed survey design and the data was gathered using a structured questionnaire. Three hundred and fifty one (351) copies of the questionnaire were administered. Hierarchical multiple regression is used to test the stated hypothesis; the results of direct relationship indicated signif,icant and positive relationship between information quality, service quality and consumer online behaviour. Similarly, repurchase intention is found to have a significant relationship toward consumer online behaviour, and lastly the result of indirect relationship showed that repurchase intention has no mediating effect on information quality and online behaviour, while repurchase intention mediated the relationship between service quality and online behaviour. This study will provide a useful framework for online managers, industry practitioners and internet service providers. Future studies with other dimensions of ECRM and the moderating/mediating effects of other variables is suggested for it to contribute to our understanding of online customer relationship management.

Keywords: ECRM, information quality, service quality, online behaviour

1.1. Introduction
The internet is being developed rapidly in the last two decades, with relevant digital economy that is driven by information technology worldwide. This development has rapidly increased web users. Moreover, high speed internet connection, and new technology for web development have led firms to promote their products and services through the web. A detailed product information and improved service attracts more and more people to  change their actual online behaviour from the conventional mode to  online purchase (Dange & Kumar, 2012). Online behaviour is the study of individuals, groups, or organizations and the processes they use to select, secure, and order products, services, experiences, or ideas to satisfy their wants. These processes have an impact on the consumer and the society (Malhotra & Chauhan, 2015). 

Understanding the mechanisms of online behaviour of a consumer is very important for firms competing in the fast-growing virtual marketplace. Given the continuous expansion of the internet in terms of user numbers, transaction volumes and business penetration, a lot of research has been done to unearth the various technicalities involved (Jenyo & Kolapo, 2015). Studies have indicated that, the internet purchase particularly in business to consumer (B2C) has increased widely among many people (Dange & Kumar, 2012). According to Salehi, (2011) more than half of the internet users have made at least one purchase online. In the middle of internet user's statistics, 99 percent of South Koreans with internet access have the highest percentage of internet shopping, followed by the UK with (97 percent), Germany (97 percent), Japan (97 percent) and U.S. at 94 percent. 

Electronic Customer Relationship Management (ECRM) is a firm’s approach to understanding and influencing customer behaviour through meaningful communications in order to improve customer acquisition, retention, loyalty and profitability (Hadaya & Cassivi, 2009). An empirical investigation reveals that the critical factor to the success and profitability of online business is customers’ repurchasing, and Customers’ repurchasing is challenging in the context of online shopping, especially in the current competitive online business where the majority of online retail is to drive online re-buying intention (Lin & Lekhawipat, 2013). Repurchase intention is the individual’s judgement about buying again in the service of the same company, taking into account his or her current situation and likely circumstances (Noyan, 2012). The Nigerian experiences in all these have been partially explored. Surprisingly, in spite of the growth rate of internet purchases, consumers still assess business website only to source for information but yet make their purchases traditionally. 

Researchers like  Ismail and Mokhtar, (2016) reported that perceived risk predicts online purchase. Also Lim, Osman, Salahuddin, Romle, and Abdullah, (2016) found that perceived usefulness insignificantly influences online behaviour. Moreover studies such as Faraghian, Salehi, and Kheyrmand, (2015); Alim and Ozuem, (2014); Azila and Noor, (2011); Dubihlela, (2014); Lam, Cheung, and Lau, (2013); 

ADDIN CSL_CITATION { "citationItems" : [ { "id" : "ITEM-1", "itemData" : { "DOI" : "10.5539/ijbm.v7n2p150", "author" : [ { "dropping-particle" : "", "family" : "Khaligh", "given" : "Alireza", "non-dropping-particle" : "", "parse-names" : false, "suffix" : "" }, { "dropping-particle" : "", "family" : "Miremadi", "given" : "Alireza", "non-dropping-particle" : "", "parse-names" : false, "suffix" : "" }, { "dropping-particle" : "", "family" : "Aminilari", "given" : "Mansoor", "non-dropping-particle" : "", "parse-names" : false, "suffix" : "" } ], "container-title" : "International Journal of Business and Management", "id" : "ITEM-1", "issue" : "2", "issued" : { "date-parts" : [ [ "2012" ] ] }, "page" : "150-162", "title" : "The Impact of E-CRM on Loyalty and Retention of Customers in Iranian Telecommunication Sector", "type" : "article-journal", "volume" : "7" }, "uris" : [ "http://www.mendeley.com/documents/?uuid=ac4873f7-0c53-4aab-8681-9991c94d8165" ] } ], "mendeley" : { "formattedCitation" : "(Khaligh, Miremadi, & Aminilari, 2012)", "manualFormatting" : "Khaligh, Miremadi, and Aminilari, (2012)", "plainTextFormattedCitation" : "(Khaligh, Miremadi, & Aminilari, 2012)", "previouslyFormattedCitation" : "(Khaligh, Miremadi, & Aminilari, 2012)" }, "properties" : { "noteIndex" : 0 }, "schema" : "https://github.com/citation-style-language/schema/raw/master/csl-citation.json" }Khaligh, Miremadi, and Aminilari, (2012) explored the impact of ECRM on customer loyalty. In addition, a number of studies,  Boukis, (2013); Candan, (2012); Chang, Chou, and Lo, (2014); Chinomona and Sandada, (2013); Eelko, Huizingh, and Krawczyk, (2014); Feng and Yanru, (2013); Gandhi-Arora and Shaw, (2002); Gountas and Gountas, (2007); Grewal, Hardesty, and Iyer, (2004) were conducted on satisfaction, brand, loyalty, word of mouth, price and were investigated as factors influencing repurchase intention. Previous empirical works on the factors affecting the electronic customer relationship management, repurchase intention and online behaviour were mostly conducted in Asia, USA, and Europe. In the other words, empirical studies on the research in Africa were given least attention. Despite the integration of internet marketing activities of Nigerian firms, no empirical research has focused on the potential mediating role of repurchase intention on E-CRM and online behaviour. This study addresses the mediating effect of repurchase intention on ECRM and online behaviour by raising the following questions. (1) To what extent does information quality influence consumer online behaviour? (2) To what extent does customer service quality significantly affect consumer online behaviour? (3) To what extent does repurchase intention influence online behaviour? (4) What is the extent to which repurchase intention mediates the relationship between information quality and online behaviour? (5) What is the extent to which repurchase intention mediates the relationship between service quality and online behaviour? 

The main objective of the study is to investigate how ECRM and Online Behaviour can be mediated by repurchase intention. The specific objectives are: (1) To determine the influence of information quality on consumer online behaviour. (2) To examine the effect of customer service quality on consumer online behaviour. (3) To determine the effect of repurchase intention on consumer online behaviour. (4) To find out the mediating effect of repurchase intention on the relationship between information quality and online behaviour. (5) To examine the mediating effect of repurchase intention on the relationship between service quality and online behaviour.  

2.1. Literature Review

Online Behaviour

E- Commerce or E-marketing had faced a quick expansion because of the emergency of the internet. The internet become popular in the world, people use internet to get connected, form communities, get socialized, design the future and improve a modern way of conducting business (Karami, Far, Abdollahian, & Khan, 2013). Online behaviour involves the study of how individuals make decisions to choose, utilize, and set out products and services to fulfil their needs. Consumer online behaviour refers to all the thought, feelings and actions that an individual has or takes before or while buying any product, service or idea. Online behaviour is the concept which answers what, why, how, when, and where an individual makes purchase (Khaniwale, 2015). Online behaviour is an individual's readiness and willingness to purchase a certain product or service online. Online marketers use all strategies of customer retention to generate response from the prospective customers taking advantage of the wide use of internet in all dimensions of life especially in developed countries where purchases have been enhanced. Moreover these strategies are now spreading to other countries rapidly. Currently attention has focused on identifying the factors that affect the willingness of consumers to engage in internet shopping (Ismail & Mokhtar, 2016).

Electronic Customer Relationship Management

The concept of Electronic customer relationship management has been in constant development from its discovery up to now evolving to the correct business performance (Al-Haraizah, 2014).  Managing customer relationship has become one of the most important concerns for an organization. Appropriately, organizations are seeking for supplementary and effective relationship activities to increase organizational value of customer relationship by improving relationship quality or delivering better relationship benefits (Musa, Usman, Jalal, & Musa, 2012). ECRM is a marketing strategy, sales and integrated online service that plays a role in identifying, acquiring and keeping customers as the company's greatest asset (Akhlagh, Daghbandan, & Yousefnejad, 2014). According to Mogharabi and Akbarabadi, (2014) ECRM is a new electronic communication channel such as Web and personal messaging systems are intermediary systems for fast, interactive, and economic communications with customers. The aim of ECRM systems is to boost customer service, maintain customers, provide analytical capabilities, increase customer value and use the proper methods to persuade customers to remain loyal. The primary goal of ECRM is to increase incomes and profits while reducing costs (Azila & Noor, 2011).

E-CRM Dimensions

This study adopts 2 out of 12 dimensions of ECRM from Hamid, Cheng, and Akhir, (2011) to suit the context of the study.

Information Quality and Online Behaviour

Information quality have become increasingly common in today’s business practices because firms rely more and more on information systems to operate their business, it has become an extremely important factor for firms to achieve competitive advantages or at least survive in today’s fierce competition (Hamid et al., 2011). Information quality refers to the level of user satisfaction with the information content provided by an Internet shopping website (Kim, Galliers, Shin, Ryoo, & Kim, 2012). Quality of information increases the likelihood of consumers maintaining the relationship with a provider. Certainly, up-to-date, accurate and comprehensive yet relevant information appeals more to consumers and may be a source of differentiation. Hence, ensuring information quality on one’s site is vital in an ECRM implementation (Hamid & McGrath, 2005).

Ayyash, (2015) examined the dimensions of information quality that influences customer satisfaction of services. The results showed that information quality dimensions influences customer satisfaction. Ziaullah, Feng, Akhter, and Khan, (2014) investigated the relationship of online information quality, e-satisfaction, e-trust and customer’s commitment. This study reveals that information quality, e-satisfaction, e-trust and customers commitment have a positive relationship. Sheng, (2003) investigated the mediating and moderating effect of information quality on information system and consumer behaviour. The study found out that there is a mediating and moderating effect on information quality. Gorla, Somers, and Wong, (2010) examined the Organizational impact of system quality, information quality, and service quality and found that overall quality dimensions have a significant positive influence on organizational impact. 

H1: There is significant relationship between information quality and online behaviour.

H2: Repurchase intention significantly mediates the relationship between information quality and online behaviour.

Service Quality and Online Behaviour

Service quality has been found to be a competitive tool for many companies. This is even much more pronounced in today’s highly globalised, industrialised and competitive markets. It is the key for establishing and sustaining satisfying relationships with customers (Agyapong, 2011). Service quality is defined as the outcome of an evaluation process whereby consumers compare their expectations for the particular service they have received (Park, Bhatnagar, & Rao, 2010).  Service quality is defined by (Rahman, Mohamad, AbdelFattah, & Aziz, 2014) as Consumers appraisal of a product’s overall excellence or superiority. It is one of the most important aspects of customer-firm relationship because customer shapes his/her opinion on whether the firm delivers a quality that makes he/she want to continue to do business with the firm (Chen & Li, 2015).Most organizations monitor their services quality on a regular basis to ensure maximum customer satisfaction and to improve customer retention and loyalty (Khan & Fasih, 2014). The features of service quality can be considered as a quality outcome, interaction quality, and physical environment quality. In addition the evidence of service quality could consist of three Ps of services specifically, people, process, and physical evidence (Rahman et al., 2014).

 Previous empirical works Munusamy, Chelliah, and Mun, (2010); Naik, Gantasala, and Prabhakar, (2010); Ravichandran and Mani, (2010); Agyapong, (2011); Dado, Petrovicova, Cusovic, and Rajic, (2012); Esmailpour, Zadeh, and Hoseini, (2012); Horsu and Yeboah, (2015); Khan and Fasih, (2014);  examined the influence of customer service quality on customer satisfaction. The result concludes that service quality positively influence customer satisfaction. Iddrisu, Nooni, Fiankoc, and Mensahd, (2015); Sanayei, Shahin, and Taheri, (2012) analyzed the effects of service quality on customer loyalty. The results indicate that there is a strong relationship between service quality and customer loyalty.

H3: There is significant relationship between customer service quality and online behaviour.

H4: Repurchase intention significantly mediates the relationship between service quality and online behaviour.
Repurchase Intention as a Mediator
Maintaining customers repurchase intention and avoiding significant switching behaviour to sustain operations and gain competitive advantage is very important. The cost of attracting new customer is as many times as preserving current customers. In addition, the process of keeping an old consumer is easier than getting a new one and due to that, the companies would like to keep the relationship with old consumers and hope to increase their repurchase intention (Balla, Ibrahim, & Ali, 2012). Repeat customers are fundamental to the end-goal of every business so as to make a positive and sustainable financial return because for virtually all firms, and the means of generating consistent profits comes by having customers who not only initially buy, but consistently re-buy (Ahmed, 2014). Repurchase intention is the process of purchasing goods and certain services from one particular store (Alizadehb & Mirzaei-alamoutic, 2015). Repurchase Intention refers to  a series of expected cognition of customers that they would repurchase and intend to purchase from a specific company or are willing to recommend specific suppliers to others (Chiu, Nieh, Pong, & Lo, 2014).

Empirical studies for instance Ahmed, (2014); Aksoy, Keiningham, and Larivière, (2012); Alizadehb and Mirzaei-alamoutic, (2015); Anwar and Gulzar, (2011); Chang et al., (2014); Feng and Yanru, (2013); Joseph and Lilian, (2012); Söderlund, (2000) investigated the relationship of  perceived value, brand and customer satisfaction with repurchase intention and found out that  repurchase intention is influenced by the perceived value, brand and customer satisfaction. Chinomona and Sandada, (2013); Curtis, Abratt, Rhoades, and Dion, (2011) investigated the influence of customer satisfaction on customer trust, loyalty and repurchase intention. The results indicate that the relationship between customer satisfaction, trust, customer loyalty and their repurchase intention are positive in a significant way. According to Chiu et al., (2014); Choudhury, (2013); Eelko et al., (2014); Grewal, Roggeveen, and Tsiros, (2008) there is a positive correlation between quality of service and service recovery, customer’s repurchase intention, and service recovery has a mediating effect. A. Al- Jabari, Norezam Othman, and Kamariah Nik Mat, (2012) studied the variables that give rise to the formation of the actual online shopping behaviour. The findings depicted that online shopping intention has a positive and significant impact on actual online shopping behaviour. Lim et al., (2016); Mohamed Omar et al., (2012) conducted their research on the relationship between subjective norm, perceived usefulness and online behaviour while mediated by purchase.

H5: There is significant relationship between repurchase intention and online behaviour.
Theoretical Framework

Theory of Reasoned Action was developed by (Fishbein & Ajzen, 1975) is derived from social psychology.TRA was formulated in 1967 in an attempt to provide consistency in studies of the relationship between attitudes and behaviour (Ajzen, 1988; Fishbein & Ajzen, 1975). There are two main concepts in TRA: “principles of compatibility” and the concept of “behavioural intention” (Ajzen, 1991; Fishbein & Ajzen, 1975). While Technology Acceptance Model has been developed by (Davis, 1989) is one of the most popular research models to predict use and acceptance of information systems and technology by individual users.TAM has been widely studied and verified by different studies that examine the individual technology acceptance behaviour in different information systems constructs (Surendran, 2012). Theory of Acceptance Model (TAM) is grounded in the Theory of Reasoned Action (Fishbein & Ajzen, 1975) and Theory of Planned Behaviour (Ajzen, 1991).

The theory of reasoned action and the technology acceptance model have formed the basis for the theoretical framework of this work.TRA was employed to study consumer’s attitude and predict their purchase behaviour to receive and read online advertisements. TRA model can predict an individual’s attitude, subjective norm and their influences on intention and behaviour. Attitude, intention and behaviour are eventually determined by an individual’s beliefs. TRA has been used to study consumer purchase intention and buying behaviour in marketing. Technology Acceptance Model (TAM) is a theoretically justified model, based on the theory of reasoned action (TRA), is intended to examine and explain information technology adoption proposes that attitude towards using a system that is influenced by two determinants of user’s belief. First is Perceived usefulness and second is perceived ease of use. TAM manifest that the use (actual behaviour) of information technology is determine by individual’s intention to use the technology and a person’s intention is determine by his/her attitude. Perceived usefulness and ease of use relates to intention and finally to behaviour. In this study the TAM is the underpinning theory while TRA is the supporting theory. The above explanation shows the relationship and connection between the theory TRA and TAM with the model of research. Similarly, some researchers  (Lim et al., 2016; Mohamed Omar et al., 2012; Tan, Yan, & Urquhart, 2010)  have used the above theories to support their work.
Figure 1: Research Framework
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3.1. Methodology

Population and Sample Size

The population of the study comprises of all academic staff of selected tertiary institutions in Kano metropolis. The selected tertiary institutions are six (6) with a total population of 4,245 as at June 2016. The institutions are Bayero University Kano, Northwest University Kano, Federal College of Education Kano, Kano State Polytechnic (School of Management, Sa’adatu Rimi College of Education Kano, and Aminu Kano School of Legal Studies. This is because it includes people from different income groups, cultural and religious background. Moreover, these people are engaged in the purchase of e-journals, e-books, software among others using online channels. It is thus, a good representation of the Nigerian society. Three hundred and fifty one (351) copies of questionnaire were distributed among the 6 selected tertiary institutions in Kano metropolis. The selection of 351 is in line with (Krejcie & Morgan, 1970).
A questionnaire is simply a ‘tool’ for collecting and recording information about a particular issue of interest. A structured questionnaire consisting of close-ended multiple choice questions was used to get responses from individuals who are identified above as the target of the study. In order to achieve the study objectives, the questionnaire was divided into the following sections. Section A: Personal information — Gender, Age, Marital status, Educational Qualification and Job position. Section B measures the study independent variables which are the Electronic Customer Relationship Management’s 4 dimensions including Information quality and Service quality. Section C measures the study dependent variable which is online behaviour and finally section D measures the study mediating variable which is Repurchase Intention. Study variables were utilized using a five point Likert-scale questions ranging from “5 = strongly disagree” to “1 = strongly agree”. For each statement the respondents were asked to indicate their agreement or disagreement on the scale.

Measurement of Variables

Measurement of the Independent variables, dependent variable and the mediating variable were measured using 32 items. The independent variables, mediating variable and the dependent variable items were modified and adapted from the sources to suit the context of the study. The measurements of variables are presented in Table 1.

Table 1 Measurement of Variables

	Variables 
	No. of items
	Sources

	Independent Variable
	
	

	ECRM
	
	

	Information Quality
	5
	(Ahn, Ryu, & Han, 2004; Hamid et al., 2011)

	Service Quality
	5
	(Hamid et al., 2011)

	Dependent Variable
	
	

	Online Behaviour
	7
	(Baumgartner & Steenkamp, 1996)

	
	
	

	Mediating Variable
	
	

	Repurchase Intention
	5
	(Aren, 2013)


Data Analysis Procedure

Validation of the instrument of the study was done using face validity. Sample of the instrument adopted from prior studies were given to the supervisor and other scholars to ascertain whether the content and context of the instrument actually measures the independent, dependent and mediating variables. A high correlation between the two different measurements was obtained. the cronbach’s alpha ranges from 0.76 to 0.88, indicating that intrument was reliable. The intrument had a good reliability because all the constructs show high internal consistency. (See table 2).

Multiple Regression Analysis was used to test each hypothesis at 95 per cent confidence level. In this research, the relationship was measured between dependent variable (online behavior), Independent variables ECRM (Information Quality and Service Quality) and Mediating variable (Repurchase Intention). Statistical analysis of this Research was performed using Statistical Package for Social Sciences (SPSS) version 20 for analysis and evaluation.

Table 2 Summary of reliability analysis of variable

	Variables 
	No. of items
	
	Cronbach’s Alpha

	Dependent variable
	
	
	

	Online behaviour
	7
	
	0.85

	Independent variables
	
	
	

	ECRM
	
	
	

	Information quality
	5
	
	0.78

	Service quality
	5
	
	0.83

	Mediating variable
	
	
	

	Repurchase intention
	5
	
	0.88

	
	
	
	


4.1. Results and Discussion

A total of two hundred and seven eight (278) questionnaires out of three hundred and fifty-one (351) were retrieved and filled from respondents. Out of 278 respondents, 181 (65.1 percent) were males and 97 (34.9 percent) were females. The respondents were distributed in 4 age groups the age construction of the respondents reveals that the largest age groups are ages (25-34) group representing 107 (38.5 percent) and (35-44) group representing 107 (38.5 percent) followed by ages (45yrs above) group representing 36 (12.9 percent) and ages (22-24) representing 28 (10.1 percent) of the total sample. It can be said that most of the respondents for this study fall into the middle age-groups. 

With respect to the educational qualification of the respondents, majority are having a masters (M.Sc) degree representing 151 (54.3 percent) of the total sample. Followed by respondents having doctorate (Ph.D) and bachelors (B.Sc) degrees accounting for 54 (19.4 percent) and 54 (19.4 percent) of the total sample respectively. Whereas respondents with MPhil represent 12 (4.3 percent). Generally, the respondents with M.Sc frequently uses internet and purchases products online than other respondents. 

Sixty-eight percent which constitute 189 respondents of the total sample were married while 76 (27.3 percent) of the respondents were single and only 6 (2.2 percent) of the respondents account for divorcees and widows. Based on Job position, respondents on the senior cadres (Senior Lecturers, Associate Professors and Professors) represent 7 (2.5 percent) of the total respondents. Assistant Lecturers constitute 87 (31.3 percent). Respondents that were Lecturer 1,Lecturer 2, Lecturers 3 and Graduate Assistants constitute 52 (18.7 percent), 42 (15.1 percent), 26 (9.4 percent) and 19 (6.8 percent) respectively. Largely, majority of the respondents were Assistant Lecturers.
Table 3 Frequency Distribution of Respondents by Demographic Characteristics

	ITEM
	Categories
	Frequency
	Percentage

	GENDER
	Male

Female

Total
	181

97

278
	65.1

34.9

100



	AGE
	22-24yrs

25-34yrs

35-44yrs

45yrs above

Total
	28

107

107

36

278
	10.1

38.5

38.5

12.9

100



	EDUCATIONAL QUALIFICATION
	B.Sc

M.Sc

Mphil

PhD

Others

Total


	54

151

12

54

7

278
	19.4

54.3.

4.3

19.4

2.5

100



	MARITAL STATUS
	Single

Married

Divorced

Widow

Widower

Total
	76

184

6

6

1

278
	27.3

68.0

2.2

2.2

.4

100



	JOB POSITION
	Graduate Assistants

Assistant Lecturers

Lecturers 3

Lecturers 2

Lecturers 1

Others

Total
	19

87

26

42

52

52

278
	6.8

31.3

9.3

15.1

18.7

18.7

100


Hypothesis Testing

Multiple regression analysis was used to assess the relationship between independent variable and the dependent variable, and the effect of mediating variable on independent and dependent variables using (Baron & Kenny, 1986) suggestion. Details and interpretations of the analysis of each hypothesis are described below.

Research Hypothesis 1 shows there is significant relationship between information quality and online behaviour. The independent variable was regressed against the dependent variable. Regression analysis was conducted and the results shows that ([image: image15.png]


.569, [image: image17.png]


=.148, t= 3.513 p ˂ .001). The direct relationship between information quality and online behaviour is significant. Hypothesis 1 is therefore accepted as the result indicates the direct relationship between independent variable (information quality) and dependent variable (online behaviour). Research Hypothesis 2 shows there is significant relationship between service quality and online behaviour. The independent variable was regressed against the dependent variable. Regression analysis was conducted and the results shows that ([image: image19.png]


.569, [image: image21.png]


=.164, t= 3.267 p ˂ .001).The direct relationship between service quality and online behaviour is significant. Hypothesis 2 is therefore accepted as the result indicates the direct relationship between independent variable (service quality) and dependent variable (online behaviour). Research Hypothesis 3 shows there is significant relationship between Repurchase Intention and online behaviour. The mediating variable (which is now considered as an IV) was regressed against the dependent variable. Regression analysis was conducted and the results shows that ([image: image23.png]


.347, [image: image25.png]


=.589, t= 12.111 p ˂ .000).The relationship between Repurchase Intention and online behaviour is significant. Hypothesis is also accepted. 

Mediation Test of Variables

Mediation refers to the intervening of the effect of an independent variable on a dependent variable through one or more mediating variables. A variable may be said to function as a mediator when it accounts for the relation between the predictor (Independent Variable) and the criterion (Dependent Variable). A variable functions as a mediator when it meets the following conditions: (a) when there is a significant relationship between independent variable and dependent variable, (b)when there is a significant relationship between independent variable and mediating variable, (c)when there is a significant relationship between mediating variable and dependent variable, and (d) when the previous conditions are controlled, a previously significant relation between the independent and dependent variables is no longer significant. Mediation is described to be either full or partial. A full mediation is when the independent variable has no direct effect on the dependent variable including the mediator variable in the equation, while partial mediation is when the independent variable has a direct effect on the dependent variable including the mediator variable in the equation(Baron & Kenny, 1986).

In this study, repurchase intention is considered to mediate the relationship between ECRM (information quality and service quality) and online behaviour shown in figure 2.
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Figure 2 The Mediation Model (Baron & Kenny, 1986)
Repurchase intention significantly mediates the relationship between information quality and online behaviour. To assess this relationship regression analysis was conducted and the result shows[image: image28.png]


.569,p ˂ .001. Baron and Kenny’s 4step was followed. The first step, independent variable (information quality) has a significant relationship on dependent variable (online behaviour) with ([image: image30.png]


=.148, t= 3.513). Second step, independent variable (information quality) does not have a significant relationship on mediating variable (repurchase intention) with ([image: image32.png]


= -.053, t= -1.094). The result indicates that step two was not fulfilled. Therefore, Hypothesis 4 is rejected. 
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Figure 3 The Mediation of Repurchase Intention on Information Quality and Online Behaviour

Repurchase intention significantly mediates the relationship between service quality and online behaviour. To access this relationship regression analysis was conducted and the result shows[image: image35.png]


.569,p ˂ .001. Baron and Kenny’s 4step was followed. The first step, independent variable (service quality) has a significant relationship on dependent variable (online behaviour) with ([image: image37.png]


=.164, t= 3.267). Second step, independent variable (service quality) has a significant relationship on mediating variable (repurchase intention) with ([image: image39.png]


 .299, t= 5.192). Third step, mediating variable (repurchase intention) to dependent variable (online behaviour) the result shows ([image: image41.png]


=.589, t= 12.111). The fourth step, independent variable (service quality) and mediating variable (repurchase intention) were regressed together against dependent variable (online behaviour) the result has a significant relationship with ([image: image43.png]


=.651, t= 14.242) (Figure 4-8).The result indicates that the above steps were fulfilled. Therefore, Hypothesis 5 was accepted as the result shows that repurchase intention mediates the relationship between service quality and online behaviour. 

 SHAPE  \* MERGEFORMAT 



Figure Error! No text of specified style in document. The Mediation of Repurchase Intention on Service Quality and Online Behaviour

Table 3 Summary of Test of Hypotheses Findings

	
	Hypotheses
	Findings

	
	H1There is significant relationship between information quality and online behaviour. 

H2There is significant relationship between customer service quality and online behaviour.

H3There is significant relationship between repurchase intention and online behaviour.

H4 Repurchase intention significantly mediates the relationship between information quality and online behaviour.

H5   Repurchase intention significantly mediates the relationship between service quality and online behaviour.
	Supported

Supported

Supported

Rejected

Supported




Source: Field Survey, 2017

5.1. Conclusion and Recommendation

Conclusion

The main aim of the study is to examine the mediating effect of repurchase intention on the relationship between ECRM (information quality and service quality) and online behaviour. Based on the statistical results and findings, the study concludes that online customer relationship management (information quality and service quality) has a positive influence on online purchase behaviour. Interestingly, there is a direct significant relationship between repurchases intention (mediating variable) and online behaviour (dependent variable). Nevertheless, repurchase intention does not mediate the relationship between information quality and online behaviour. Repurchase intentions mediates the relationship of ECRM dimension (service quality) and actual purchase behaviour of consumers on the internet service platform. 

Recommendation

The result of this study can be used by online firms/marketers to consider enhancing ECRM which will contribute to consumers’ positive attitude/behaviour towards purchasing products, responding to offered services and repurchase intention. Marketers/firms can improve consumer’s attitude and intention to repurchase by strengthening the level of information and services. The information and services provided in the website should be more relevant to consumers. Future studies with other dimensions of ECRM and the moderating/mediating effects of other variables may be considered, future research may replicate by employing a larger sample and may consider other sectors such as building and construction, service industry, hotels and tourism and financial intermediation. 
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ABSTRACT
This study explored micro financing as platform for economic growth in Nigeria between 1992 and 2015. The study was anchored on some basic prepositions emanating from the financial growth theory, pecking order theory and contract theory. The data for this study was mainly secondary data obtained from the Central Bank of Nigeria Statistical Bulletin for a period of twenty three (23) years. The data were analyzed using Ordinary Least Square regression techniques. The study established that microfinance institutions have positive relationship with the Nigerian economy. This is represented by expanded GDP (gross domestic) product. The study recommended that the different microfinance banks in the country should endeavor to render good services to the people and be able to encourage the growth of entrepreneurs by their financial operation within the community
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1.1. Introduction
The issue of sustainable development in the third world countries like Nigeria has been a growing concern to both the government and the private sector. The huge amount of money the government has been investing on this platform over the years has not yielded any meaningful result. Poverty is still a characteristic of Nigerian households or individuals. It has been realized in the recent years that there are limits to which government can singly promote development. Most traditional functions being carried out by the government: in most countries ranging from the provision of economic development to employment generation are becoming increasingly difficult to accomplish. Nigeria as a nation has her own peculiar developmental challenges because of maladministration, corruption, infrastructural decay, insecurity of lives and properties, unstable macro-economic regime and unpredictable fiscal policies by successive administrations (Chigbue, 2005). Thus, both the public and the private sectors of the economy and every segment of the society need to be involved in the industrial development process of the country. It is on this basis that government begins to engage in privatization policy with the view of allowing the private sector to participate in the economic development of the nation.

Consequently, successive administrations in different countries have been trying to find pathways to involve the private sector in the developmental process of the economy. One of the responses to the development in the developing countries is the encouragement of entrepreneurial development scheme. Nigeria had even taken more robust step by including entrepreneurial studies in the academic curriculum of her educational system. It is generally believed among policy makers that such decision will inculcate entrepreneurial spirit in the mind of people so as to prepare them for wealth creation through small scale enterprises. Small-scale enterprise is very crucial to the development of a country's economy, especially countries like Nigeria.

Entrepreneurship is a must for national development, eradication of poverty, and employment generation. It is the bedrock of any nation's industrialization. A number of studies have been carried out on the effects of microfinance on entrepreneurial development. Parker notes that the establishment of micro credit programmes encourages entrepreneurs to have close access to financial services hut unfortunately some of these microcredit programmes have not been made with respect to the general welfare of low-income earners or poor households. In fact, academic interest that shows the effect of entrepreneurial development evidenced by the fact that some academic journals have devoted special issues to research establishing this linkage.
The evolution of community banks as intermediaries of microfinance program in Nigeria in 1990 was supposed to reduce the stress which low-income individuals go through before they can have access to capital (CBN, 2005). It has been noted that robust economic growth cannot be achieved without putting in place well focused programs to reduce poverty through empowering the people .by increasing their access to factors of production, especially capital (Aderibigbe, 2001).

However, the question of whether microfinance improves or worsens entreprenurial development is still worthy of further research such as the one being undertaken in this study. In addition, the effect of microfinance on entrepreneurial development has not received adequate research attention in Nigeria. Research also shows most of the studies on effect of microfinance on entrepreneurial development that has been reported were carried out on industrialized countries. This means that there is a major gap in the relevant literature on developing Countries including Nigeria that has to be covered by research. This current study attempts to fill this research gap by studying the situation in Nigeria and producing more empirical evidence on the effect of microfinance on entrepreneurial development.

Thus, the broad objective of this paper is to examine the micro financing as platform for economic growth in Nigeria. The specific objectives are:

i. To find out if amount borrowed increased asset acquisition and savings of small scale business owners.

ii. To examine the effect of micro-credit on the reduction of poverty.

To achieve these objectives, the study is divided into five but coordinated sections. Section one is the introduction. This is followed closely by the literature review which elucidates the opinions and stance of eminent scholars on micro financing. The third section captures the research methodology, indicating the step by step approach on which the research is built on. The fourth section is on the analysis of data relating to microfinance, poverty reduction and economic growth in Nigeria. The remaining section of the paper draws some economic implications that emerge from the discussions.

Ho: Micro-financing does not have any significant impact on economic growth and development in Nigeria.

2.1. Literature Review

Conceptual Framework
Microfinance refers to the entire flexible structures and processes by which financial services are delivered to micro-entrepreneurs as well as the poor and low-income population on a sustainable basis. Microfinance is the provision of financial services to low-income, poor and very poor self-employed people (Otero, 2000). Nayab (2011) as cited in Ogunleye (2009) defined microfinance as small-scale financial services that involve mainly savings and credit services to the poor.

Brau & Woller (2004) categorized microfinance bank credit into three types namely, short term credit to finance the current cropping season's operation, seeds, fertilizers and farm family expenses until the crop is sold, medium-terms loans ( longer than one crop year and less than three years) which is needed for the purchase of breeding stock and equipment, and long-term credit needed to purchase machines and embark on major improvement of farmland and buildings.

Over twenty years ago, microfinance simply meant the provision of very small loans (microcredit) to the poor, to help them engage in new productive business activities and/or to grow/expand existing ones. However, overtime, microfinance has come to include a broader range of services. These include mainly credit, savings opportunities, insurance and money transfers, as practitioners came to realize that the poor, who lacked access to traditional formal financial institutions, needed and required a variety of financial products to achieve meaningful improvement in their business activities. Microfinance refers to loans, savings opportunities, insurance, money transfers and other financial products targeted at the poor.

Ogunleye (2009) is of the opinion that microfinance is about providing financial services to the poor, who are traditionally not served by the conventional financial institutions. He said the three features which distinguish microfinance from other formal financial products are:

i. The smallness of loans advanced and or savings collected,

ii. The absence of asset-based collateral, and

iii. Simplicity of operations.

Integrated Microfinance Bank (IMFB 2007) cited by Yaquib (2012) was of the opinion that microfinance is the supply of loans, savings and other basic financial services to the poor. Everyone needs a diverse range of financial instruments to run their business, build asset, stabilize consumption and shield themselves against risks. Financial services needed by the poor include working capital loans, consumer credit, savings pension insurance and money transfer services. Jamil (2008) opined that microfinance is the entire flexible structures and processes by which financial services are delivered to micro entrepreneurs as well as the poor and low-income population on a sustainable basis. It recognized poor and micro entrepreneur who are excluded or denied accesses to financial services on account of their inability to provide tangible assets as collateral for credits facilities.

Central Bank, of Nigeria guidelines (2005) defined microfinance as providing the economically active poor and low income households with financial services such credit to help them engage in income generating activities to expand or grow their small businesses, savings, micro leasing, micro insurance and payment transfer. In Nigeria, Lemo (2006) observed that microfinance entails traditional informal practices such as local money lending, rotating credit and savings practices, credit from friends and relatives, government owned institutional arrangements, poverty reduction programmes etc. Olaitan (2006) observes that microfinance involves the provision of credit, savings, repositories, and financial services to low income earners or poor households to create or expand their economy and to improve their standard of living.

According to Jegede (2011), microfinance institutions are established to provide microcredit loans to low-income earners and economically active poor across Nigeria. This was occasioned by the realization by government that a large proportion low-income groups and indeed active poor are not taken, care of by the traditional, commercial banking system that characterized the country. This is because these categories of persons cannot afford collateral required bv regular commercial banks before loans are granted or accessed.

The similarity among all the definitions above is that microfinance is about the provision of financial services to the poor, low-income earners and people operating small business in order for them to improve their standard of living. It is the provision of financial services to the economically active poor who are hitherto unserved by the mainstream financial economic and social thrills that may never be matched by any political or specialized gigantic projects.

Microfinance and Economic Development Nexus
Economic development essentially means a process of upward change whereby the real per capita income of a country increases over a period of time. Entrepreneurship has an important role to play in the development of a country. It is one of the most important inputs in economic development. The number and competence of entrepreneurs affect the economic growth of the country.

The economic history of the presently advanced countries like USA, Russia and Japan supports the fact that economic development is the outcome for which entrepreneurship is an inevitable cause. The crucial and significant role played by the entrepreneurs in the economic development of advanced countries has made the people of developing and under developed countries conscious of the importance of entrepreneurship for economic development. It is now a widely accepted fact that active and enthusiastic entrepreneurs can only explore the potentials of the countries availability of resources such as labour, capital and technology.

The role of entrepreneurs is not identical in the various economies. Depending on the material resources, industry climate and responsiveness of the political system, it varies from economy to economy. The contribution of entrepreneurs may be more in favourable opportunity conditions than in economies with relatively less favourable opportunity conditions.

Entrepreneurship and economic development are intimately related. Schumpeter opines that entrepreneurial process is a major factor in economic development and the entrepreneur is the key to economic growth. Whatever be the form of economic and political set-up of the country, entrepreneurship is indispensable for economic development. Entrepreneurship is an approach to management that can be applied in start-up situations as well as within more established businesses. The growing interest, in the area of entrepreneurship has developed alongside interest in the changing role of small businesses. Small entrepreneurship has a fabulous potential in a developing country like Nigeria.

The entrepreneur who is a business leader looks for ideas and puts them into effect in fostering economic growth and development. Entrepreneurship is one of the most important inputs in the economic development of a country. The entrepreneur acts as a trigger head to give spark to economic activities by his entrepreneurial decisions. He plays a pivotal role not only in the development of industrial sector of a country but also in the development of farm and service sector.

The entrepreneurs need funds to bring together various factors of production such as land, labour and capital for production to take place. The take-off and efficient performance of any enterprises, be it small or large will require the provision of funds for the creation of new investment. Therefore, various forms of assistance have been designed in many microfinance institutions to promote the development of entrepreneurship. In the past, the poor and micro enterprises have been discriminated against by formal financial institution because of the high risk associated with financing them. As a result, access to economic source of finance for the low-income earners to establish their own business has been a major issue in the literature of economic and entrepreneurship development.

Poverty reduction is not an impossible task in a country. Empirical evidence has shown in Indonesia that significant poverty reduction is possible and had occurred in developing countries. For example, studies have revealed, that the absolute number of people living in poverty has dropped in all developing countries that have experienced sustained rapid economic growth over the past few decades (Aderibigbe, 2001).

The approaches adopted by these countries are collectively known as microfinance. It is designed to raise the level of investment infrastructure and people in order to enhance income generation capacities. According to Jegede (2014), setting up microfinance institutions was a strong commitment to alleviate poverty, raise the standard of living of the people and help to generate job opportunity. Fie stressed that when people are empowered and loans are made easily available to especially poor people to start small- scale business, our society would be better off.

Development economists posit that, for an economy to develop two conditions is necessary and sufficient and. they are: banking industry7 and entrepreneurship. They are of the view that, high banking structure development, defined by a high banking interrelation ration is associated with high real development. This is because; development in the banking sector is a prerequisite to small and medium enterprises (SMEs) development and economic development.

Micro financing is not just a business meant for the "financially or professionally ill- equipped" but is a true developmental project that must be constructively and effectively supported by every rich and comfortable Nigerian as well as all strata of government in the country service provider. Effective and efficient micro banking in any nation and society can generate positive impact and make developing nations such Nigeria positively keyed into the Millennium Development Goal (MDG). Figure 1 & 2 below show pictures of beneficiaries of micro finance in Lagos metropolitan area. The pictures show that the beneficiaries have been financially supported and empowered through micro finance and this has positively improve their trade and consequently contributed to level of output or economic growth in the country.
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Figure 1: Ifelere Butcher Association Sabo Beneficiaries Of ELIM Group Loans pose with Isaac Akinfala, the Head Credit & Marketing ELIM
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Figure 2: Tejuosho food sellers receiving financial recording & management briefing from head credit & Marketing ELIM MFB.

Ogunrinola & Alege (2008), in their own study on sustainable micro-entrepreneurship stated that about 90 per cent of the people in developing countries lack access to financial services from institutions, either for credit or savings, which further fuels the vicious cycle of poverty; that if the people of less developed countries (LDCs) have a limited capacity to invest in capital, productivity is restricted, incomes are inhibited, domestic savings remain low, and again, any increase in productivity is prevented. He argued that the extent to which microfinance, entrepreneurship and sustainability are interrelated is dependent on the extent to which it addresses the economic development process and concluded that the economic benefits of sustainable micro-entrepreneurship in LDCs are compelling, and its potential effects on the development process are equally promising.

In terms of development and social impact, the microfinance industry allows significant improvements in quality of life for the micro-entrepreneurs of LDCs around the world and makes them to stabilize the cash flow of their economic activity, bringing security to the enterprise. This allows them to better manage spending, which often generates savings: and provides better standards of living to their family, and dependents in terms of housing, nutrition, health and education. Finally, an access to banking and increased security promotes a sense of entrepreneurship, and thus their self-esteem and reputation increase.

However, while Nigerian government's effort to spur entrepreneurship has been genuine, it has not achieved its goal of economic prosperity. This is because banks request for collateral (although a prudent thing to do in a developed country) has led to exclusion of a majority of the population especially the poor in a developing country.

Ogunrinola & Alege (2008) cited the case of Bolivia and urged Nigeria to learn, from the mistakes of Bolivia to ensure that its microfinance sector can contribute economically to its progress. While noting that economic progress is important to entrepreneurship, they urged the Nigerian government to continue its steps in cleaning up the perception of the corruption in government by enforcing its patent infringement laws against businesses that sell counterfeit product; because similar to Bolivia, the Nigerian markets are filled with knock offs of original merchandise.

Theoretical Framework

A great number of theories attempt to explain roles of micro financing in promoting economic growth. These theories explained the contributions of financing or financial services to the growth, and expansion of microenterprises towards economic development of the nation. An attempt is made here to review three of them relevant to this study.

Financial Growth Theory

Berger & Udell (1998) proposed a financial growth theory for small businesses where the financial needs and financing options change as the business grows, becomes more experienced and less informationally opaque. They further suggest that firms lie on a size/age/information continuum where the smaller/younger/more opaque firms lie near the left end of the continuum indicating that they must rely on initial insider finance, trade credit and/or angel finance. The growth cycle model predicts that as firm grows, it will gain access to venture capital (VC) as a source of intermediate equity and mid-term loans as a source of intermediate debt. At the final stage of the growth paradigm, as the firm becomes older, more experienced and more informationally transparent, it will likely gain access to public equity (PE) or long-term debt.

Pecking Order Theory

This theory' proposed by Myers (1984), is very familiar with the operations of the small business. It sheds light on the incentives that drive SMEs capital structure decisions. This theory proposes that firms prefer to use internal sources of capital first and will resort to external sources only if internal sources are inadequate. This theory has been found to be relevant to the financing of SMEs. Most SMEs start with internal financing before looking for external sources. Older firms, by definition, have had more opportunities to accumulate retained earnings than younger companies and thus more funds are available to finance operational growth. Peeking order theory suggests that those funds should be used before external capital sources are tapped. Holmes & Kent (1991) found that small businesses experience a more intense version of pecking order in their decisions because access to appropriate external sources of capital is limited. It has been noted that small businesses differ in their capital structure but their intense reliance on pecking order is only one of the variables that make small businesses financing decision unique.

Contract Theory

Stigilitz & Weiss (1981) proposed this theory. In contract theory, asymmetric information arises when one of two parties engaged in a business transaction happens to have more or different information than the other. In such a situation, one party often does not know enough about the other party and fails to make an accurate decision. This circumstance leads to a potential adverse selection and moral hazard problems in the credit market. Adverse selection is a problem arising from asymmetric information which occurs before a transaction is entered into. A lender may decide not to lend money although the borrower is worthy of the loan and has the potential to make loan repayments as expected. Moral hazard is a problem of asymmetric information that arises after transition has occurred. The borrower might engage in activities that are undesirable from the lender's point of view, and this makes it less likely that the loan will he paid back. For these reasons, formal financial institutions insist on collaterals as a prerequisite for providing loan money to small enterprises. The disbursement of loan money without securing adequate collateral is considered too risky. Stigilitz & Weiss (1981} have pointed out that information asymmetry is one major cause of credit constraint in small businesses and enterprises. According to the authors, capital does not always flow to small firms because of adverse selection and moral hazard, two factors that are known to have a devastating negative impact on small enterprises.

Empirical Studies

Fasoranti, Akinrinola & Ajibefun (2006) examined the impact of micro credit and training on the efficiency of small-scale entrepreneurs in Ondo State. They identified technical efficiency of entrepreneurs to be influenced by human capital variables (which are characterized by level of education, business experience and age) and socio- economic/institutional variables (characterized by loan interest, loan size, contact with lender, training programme and training experience). This they estimated using stochastic production function frontier also called the composed error model of Aigner and ordinary least square.

The study is premised m determining the link between access to credit, training and technical efficiency and highlighting other significant factors that influence the level of efficiency in the baking, furniture making, and burn brick making micro-enterprises. The result obtained showed initial outlay and man hour to be the most significant factors influencing value of output for bakers, while capital outlay, man hour worked and expenditure on equipment in that order to be significant factor influencing value of output for furniture makers.

Ojo (2009) carried out a research work on the 'Impact of Micro finance on Entrepreneurial Development: The case of Nigeria' to investigate the impact of microfinance on entrepreneurial development of small-scale enterprises that are craving for growth and development in an economy like Nigeria, the researcher used questionnaire as an instrument of primary data collection. Three different hypothesis were formulated and tested using various statistical tools such as chi square, analysis of variance and simple regression analysis. The study reveals that: there is a significant difference in the number of entrepreneurs who used microfinance institutions and those who do not; there is a significant effect of microfinance institutions activities in predicting entrepreneurial productivity: and that there is no significant effect of microfinance institution activities in predicting entrepreneurial development. The researcher concludes that microfinance institutions world over, especially in Nigeria are identified to be one of the key players in the financial industry that have positively affected individuals, business organizations, other financial institutions, the government and the economy at large through the services they offer and the functions they perform in the economy.

Ogunrinola & Alege (2008) found the operation of UNDP-sponsored MFI to be beneficial to micro businesses in the rural based areas of Lagos State. Forty-two (42) of the enterprises that received microcredit reported business success as a result of the application of the loan received.. Micro-entrepreneurs in the study achieved a very high loan repayment rate of 96 per cent and reduced rate of business failure and also restricted rural-urban migration.

Garmaise & Natiridada (2010) provide direct evidence on the impact of asymmetric information on both financing and operating activities through a study of credit evaluations of microfinance institutions (MFIs). They employ a regression discontinuity model that exploits the eligibility criteria of an evaluation subsidy offered by a non​profit consortium. The evaluations dramatically cut the cost of financing and found the effect strongest for commercial lenders and for short-term MFl-lender relationships. The impact of evaluations on the supply of finance is mixed. Evaluated MFIs lend more efficiently, extending more loans per employee.

Hartarska & Nadolnyak (2008) used the financing constraints approach to study the impact of microfinance on access to credit for microenterprises in Bosnia and Herzegovina. Using sensitivity analysis and multiple regression analysis, the data and method employed produced results consistent with more traditional impact studies on Bosnia for the same period. They show that MFIs improved access to credit in municipalities where two or more MFIs offered financial products because investment in local microenterprises was less sensitive to availability of internal funds than was investment in microenterprises in municipalities where microfinance activities were limited or non-existent and where micro entrepreneurs had to rely more on internal funds for investment.

Masakure, Cranfield & Henson (2008), present a detailed analysis of the variation in performance of microenterprise in Ghana using data from the 1998/1999 Ghana living standards Survey (GLSS 4). They model the determinants of enterprise profitability using probit. OLS and quartile regression models to account for both the incidence and diversity in performance across the conditional mean distribution of profits. The results suggest that both the incidence and intensity of performance vary considerably across sub-sectors.

Kotir & Obeg-Odoom (2009), in a study of 139 households in one rural area of the Upper West Region of Ghana, found that, (a) Beneficiaries of micro-credit divert a significant portion of such loans into household, consumption albeit with moderate impact on household productivity and welfare and (b) Micro-credit has modest impact on rural community development.

Brown Earle& Lup (2004) employed panel date techniques to analyze a survey of 297 new small enterprises in Romania containing detailed information from the start-up date through 2001. They found strong evidence that access to external credit increases the growth of both employment and sales of sample firms.

Jegede & Akiniabi (2011) examined the relationship between microfinance loan disbursement and poverty alleviation among 80 members of microfinance and non​ microfinance institutions in Lagos. The findings revealed that there was a significant difference between, those people who used microfinance institutions and those who do not use them. The study shows that microfinance has affected the life of the poor in a positive ways such as significant improvement in employment status, increase incomes ability to invest more capital into the business by the entrepreneurs and ability to expand their enterprises.

3.1. Methodology
This study is on the assessment of micro sing as a platform for economic growth ill Nigeria. 1992-2015. Secondary data on GDP were obtained from the CBN statistical bulletin of various years and the National Bureau of Statistics. The data was tabulated, analyzed, interpreted and tested in order to facilitate valid conclusion on the effect of microfinance bank operation on the economic growth in Nigeria. The major statistical tool used in the study is the multiple regression statistical technique. The model formulated for the study is given by:

GDP = F(CA, AQ, LQ) ……………………………..(i)

So, GDP = a0 + PICA + f32AQ ± (33LQ + Ut ……………………………..(ii)

On apiriori, 131. 132 and fl3 > 0 Where:

ao = the intercept point, giving the value of GDP when CA, Aq and LQ are zero.

β1= the marginal effect of changes in capital adequacy on GDP when all the other variables are held constant.

Β2 = qie marginal effect of changes in asset quality on GDP when all the other variables are held constant.

Β3 = t he marginal effect of changes in liquidity on GDP when all the other variables are held constant.

GDPt = Gross Domestic Product at time, t, which for the purpose of the study is the proxy for economic growth and development.

CAt = Capital Adequacy at time t

AQt = Asset Quality at time t

LQt = Liquidity at time t 

Ut = Error term or stochastic variable

In the model above, capital adequacy, asset quality and liquidity were used as proxy for micro-finance bank operation.

Measurement of Variables

Capital Adequacy: is a quantitative factor which can be used as an indicator of the performance of banks and their operations to SMEs.

Asset Quality: This is measured by the proportion of classified loans and advances to total loans and advances and it is another important indicator of the performance of banking operations.

Liquidity: This is measured by the ratio of loans and advances to total deposits of the bank. Inadequate liquidity will adversely affect major banking operations such as giving out of loans and advances.

4.1. Data Presentation, Analysis and Discussion of Findings
Table 1: Regression results of the relationship between micro financing and the growth of Nigeria economy.

Dependent Variable: GDP Method: Least

Squares Date: 10/18/15 Time: 08:58 Sample:

1992 2015

Included observations: 23

	Variable
	Coefficient
	Std. Error
	t-Statistic
	Prob.

	C
	4330.766
	2787.695
	1.553529
	0.1377

	CA
	1.388692
	0.508732
	2.729712
	0.0138

	AQ
	0.194608
	0.300428
	0.647767
	0.5253

	LQ
	-0.851893
	0.647008
	-1.316665
	0.2045

	R-squared
	0.898706
	Mean dependent var
	
	19894.86

	Adjusted R-squared
	0.881823
	S.D. dependent var
	
	24290.88

	S.E. of regression
	8350.442
	Akaike info criterion
	
	21.06098

	Sum squared resid
	1.26E+09
	Schwarz criterion
	
	21.25935

	Log likelihood
	-227.6708
	Hannan-Quinn triter.
	
	21.10771

	F-statistic
	53.23326
	Durbin-Watson stat
	
	1.623385

	Prob (F-statistlc)
	0.000000
	
	
	


Source: Researcher Estimation, 2015

The coefficient of multiple determinants R2 of 0.898 in Table 1 revealed that about 89.8 changes in the dependent variable GDP is caused by a joint change in the independent variables of capital adequacy (CA), asset quality (AQ) and liquidity of micro finance banks. The adjusted R2 value of 0.881 revealed the model is 88.1 per cent goodness fit. The F- statistics of 53.233 which is significant at 5 per cent level of significance revealed that there exist a significant relationship between GDP of the country on one hand and capital adequacy (CA), asset quality (Aq) and liquidity of micro finance banks on the other hand.

The estimated coefficient for CA and AQ are positive, indicating that there existed a direct relationship between CA. AQ and GDP. This means that when CA and AQ increases, GPD wall also increases. Conversely a decrease in any of these variables will lead to a decrease in GDP. These results are all significant at 5 per cent level of significance.

The estimated coefficient for liquidity (LQ) is negative, indicating that there exist an inverse relationship between liquidity of micro finance banks and GDP. This result is significant at 5 percent level of significance.

Therefore, there is an indication that Micro financing presents significant impact on economic growth and development in Nigeria (F=53.233, p<0.05).

The finding s of this study is highly supported by the result obtained by Ketu (2008), Rolando (2010), and Jegede (2011) who in their study discovered that there exist a significant relationship between microfinancing and the growth of the economy. Also, in line with the findings of this study is the finding obtained by Shreiner (2005), who found in his study on cost effect analysis of the Grameen Bank that the establishment of Micro- finance banks as an effort by the government to improve the access to loans and savings services for poor people is currently being promoted as a key development strategy to enhancing poverty eradication and economic development.

5.1. Conclusion and Recommendations
The study examined micro financing as platform for economic growth in Nigeria. The study discovered that microfinance institutions have positive relationship with the Nigeria economy represented by expanded GDP (gross domestic) product. About 89.8 per cent of the changes in the nation's GDP was attributed to the of capital adequacy, asset quality, and liquidity of micro finance banks. The role of microfinance bank in economic growth and development is quite clear and distinct as confirmed by the study. The contribution of the micro finance banks in economic growth in Nigeria is situated within the framework of entrepreneurial development since the major reason for the establishment of the microfinance bank is to ensure the economic growth through the enforcement of the business entrepreneurs. Microfinance institutions in all over the world and especially Nigeria are identified to be one of the key players in the financial industry that have positively affected individuals, business organizations, other financial institutions, the government and the economy. According to Douglas (2012), microfinance institutions are evident tools for entrepreneurship development due to the various services they after and the role they performs towards the development of the economy. Microfinance institution contributes in building entrepreneurship activities in Nigeria through money lending rotating credits and savings practices to entrepreneurs. In order to properly meet their goals of economic growth and poverty reduction mechanism, the different microfinance banks in the country should endeavor to render good services to the people and be able to encourage the growth of entrepreneurs by their financial operation within the community. In addition, microfinance banks should reduce the gap between their savings deposit rate and the lending rate by mobilizing more savings from, the informal financial market which is an integral part of their operating environment.
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ABSTRACT
The study examines the effects of workplace diversity on the performance of private Universities in the Federal Capital Territory, Abuja. The study adopted a survey research approach with a sample of 393 Staff targeted from the four (4) Universities. The study used both primary and secondary sources of data while Descriptive Statistics and Regression Analysis was used to analyze the data in line with the objectives and hypotheses of the study which reveals that, ” there is a significant positive relationship between workplace diversity and the performance of private Universities in the Federal Capital Territory”. Specifically, use of indiscriminate languages other than official language was found to have a significant effect towards attainment of institutional goals and general performance. Other effects include pollution of academic culture and standard norms and procedures, religious intolerance which adversely affect institution’s public reputation, competitiveness and its corporate existence. Ethnicity and religion was found to exhibit the most significant impact while gender exhibit the least impact. The study recommends that private Universities in Abuja in particular and Nigeria in general should continue to be strengthening their workforce diversity management programmes towards ensuring mutual co-existence amongst employees irrespective of their diverse cultures, gender, ethnicity, race or nationality for effective performance. The study concludes that effective management of diversity in a workplace is a veritable mechanism for achieving industrial harmony which would encourage team work that will result in operational effectiveness and efficiency for institutional performance. 

Keywords: Diversity, Ethnicity, Gender, Performance, Workplace  

1.1. Introduction

Background to the Study 

Management of diversity in the workplace is very crucial to the survival of any Organisation as most Human Resource Managers are grappling with how to ensure effective and efficient coordination of human and material resources towards the attainment of organizational objectives, they face many problems in their task of managing diverse personalities in their organizations (Evans & Henry, 2007).

Managing workforce diversity is a forced integration that creates conflict and uncertainty in the workforce. If the leadership is not skilled in the discipline of diversity management and its principles, there will be chaos and attainment of organizational objectives will always remain elusive (Erasmus (2007). It is for this reason that globally, the business case for diversity shows that effective diversity management is when employers recognizes the value of engaging employees from different diverse backgrounds to include women and men of different ages, abilities, ethnic origin, religion or sexual orientation in order to make good business sense and increase performance. This will help in promoting inclusion and team work which will be part of the business world’s strategic agenda as a response to a more diversified society, customer base, market structure and overall business environment and workforce, where knowledge and innovation are critical in securing competitive advantage in a globalized economy (Knippenberg & Schippers, 2007).

In spite of the importance of management of diversity in the workplace in Nigerian organizations, it is still associated with some challenges which affects the performance of both employees and the Organisation. In Nigerian Universities (both public and private), the problems of ethnicity, gender imbalance and religious differences among others have eating deep which retard development and became impediment to the realization of the goals of setting up the universities.

Private Universities in Nigeria and Abuja in particular are still grappling with how to come up with effective strategies for managing workplace diversity towards ensuring optimum performance; this is amidst of many problems of nepotism, favoritism, ethnicity and religious intolerance from individuals and groups which affects institutional performance.

It is in view of this that this study was conducted to examine the effects of workplace diversity on the performance of private Universities in the Federal Capital Territory, Abuja-Nigeria. Even though, similar studies were conducted by researchers (such as those of Ann, Agbo & Jiya, 2014; Doris, Mary and George, 2016 & Michael & Okolie, 2017). Their studies focuses on the effect of workforce diversity on organizational performance of selected firms in Nigeria, Workforce Diversity and the Performance of Telecommunication Firms and Workforce diversity and performance of Nigerian Breweries plc, Enugu, Nigeria, respectively without investigating the effects of workplace diversity on the performance of private Universities in the Federal Capital Territory, Abuja which this study is designed to accomplish.
Statement of the Problem 

Over the years, there have been clamours for equal and fair representation of the various groups that are of demographic importance in the recruitment of employees into public sector, this is to ensure that every Nigerian citizen have a sense of belonging rather than feel marginalized. More so, in a society where there is a general feeling of suspicion in the air of nepotism and loop-sided employment and appointment of public officers, there is bound to be conflict within the workplace hence the necessity of workplace diversity management so as to enable organizations perform optimally. Although an anti-discrimination clause in the 1999 federal constitution expressly prohibits discrimination on the grounds of community, ethnicity, place of origin, gender, religion or political opinion, there is still widespread evidence that people continue to face inequities and restrictions in organizations (Adeleye & Atewologun, 2012). Nevertheless, many organizations do not pay the needed attention to issues of diversity at workplace and this sometimes come with huge financial and non-financial consequences. Private Universities in Abuja, Nigeria like every other organization is faced with this same challenge of optimizing work diversity and this prompted the reason for the research.

Research Questions

This study seeks to provide answers to the following questions:

i. To what extent ethnicity affect the performance of Private Universities in FCT, Abuja?

ii. How does Gender affect the performance of private Universities in FCT, Abuja?

iii. How does the Religion of employees affect performance of Private Universities in FCT, Abuja?

Objectives of the Study 

The main objective of the study is to examine the effects of workplace diversity on the performance of Private Universities in FCT, Abuja. The specific objectives are to:
i. Examine the effect of ethnicity on the performance of private Universities in FCT, Abuja.

ii. Evaluate the effect of gender on the performance of private Universities in FCT, Abuja.

iii. Assess the effect of religion on the performance of private Universities in FCT, Abuja.

Statement of Hypotheses 

In order to achieve the above stated objectives, the following null hypotheses were formulated:
Ho1: Ethnicity has no significant effect on the performance of private Universities in FCT, Abuja.

Ho2: Gender has no significant effect on the performance of private Universities in FCT, Abuja.

Ho3: Religion has no significant effect on the performance of private Universities in FCT, Abuja.

Significance of the Study 

The study will be valuable to the management, shareholders/owners of private Universities in Nigeria. The findings of this study will help the private Universities especially those in Abuja to empirically understand the nature of the relationship that exists between diversity issues such as; ethnicity, gender, religion and performance. Government and employees will find the outcome of this study useful in terms of decision-making relating to policies and measures that influence inclusiveness and diversity in the workplace. The study will also serve as an addition to the growing literature as it will serve as a reference material for future researchers particularly amongst staff and students.

Scope and Limitations of the Study 

This study is on the effects of workplace diversity on the performance of private Universities in the Federal Capital Territory (FCT), Abuja. The study focuses on 3 major work diversity issues (ethnicity, gender & religion) affecting employee’s performance in many Nigerian organizations (Ann, Ogbo & Jiya, 2014) while the performance indices include areas of non-financial measures as it affects both academic and non-academic staff mandates in private universities such as Teaching, Research and Administrative effectiveness/efficiency, respectively. The study which focused on all cadre of staff (academic & non-academic) in various Faculties, covered the 18 year periods from 1999 to 2018. The period is chosen because most of the private Universities in Abuja commenced operations within these periods after been granted license to operate by the National Universities Commission (NUC). The period is also long enough for the examination of the effects of workplace diversity on employee’s performance in private Universities in Abuja. The study was limited to few workplace diversity issues (3) rather than all the factors affecting employee’s performance. We however, caution users of the research study not to generalize to assume that all factors were investigated and to also assume that it is the same situation in other private Universities in Nigeria.
2.1 Literature Review

Conceptual Issues

Concept of Diversity

Jones and George (2011), assert that diversity is the differences among people in age, gender, race, ethnicity, religion, sexual orientation, socioeconomic background, and capabilities/disabilities. The broader definition of diversity may include age, national origin, religion, disability, sexual orientation, values, ethnic culture, education, language, lifestyle, beliefs, physical appearance, and economic status (Wentling & Palmarivas, 2000). The term diversity is used to illustrate how individuals differ by gender, ethnicity, age, physical abilities, lifestyle, and religion. Workplace diversity incorporates the meaning of diversity within a workplace setting (Elsaid, 2012). Phelps (2013) defines diversity as the mutual and co-existence of employees from different social-cultural backgrounds within an established organization. Ogunsiji and Ladanu (2014) state that diversity requires a type of organizational culture in which each employee can pursue his or her career aspirations without being inhibited by gender, race, nationality, religion, or other factors that are irrelevant to performance.
An ethnic group has been defined as a group that regards itself or is regarded by others as a distinct community by virtue of certain characteristics that will help to distinguish the group from the surrounding community (Kumudha & Raji, 2018). Ethnicity is considered to be shared characteristics such as culture, language, religion, and traditions, which contribute to a person or group’s identity (Kumudha & Raji, 2018). Ethnicity could be understood through the concept of an ethnic group, which is a group of people whose members identify with each other through a common heritage. Ethnicity refers to groups within the larger society that display a unique set of cultural traits.

Religion is an organized system of beliefs, practices, rituals and symbols designed (a) to facilitate closeness to the sacred or transcendent (God, higher power, or ultimate truth/reality), and (b) to foster an understanding of one’s relation and responsibility to others in living together in a community. Spirituality is the personal quest for understanding answers to ultimate questions about life, about meaning, and about relationship to the sacred or transcendent, which may (or may not) lead to or arise from the development of religious rituals and the formation of community. 

Concept of Performance 

Richard, Barnet, Dwyer & Chandwick (2004) view organizational performance as encompassing three specific areas of firm outcomes: (a) financial performance (profits, return on assets, return on investment, etc.), (b) product market performance (sales, market share, etc.); and (c) shareholder return (total shareholder return, economic value added, etc.). Specialists in many fields are concerned with organizational performance including strategic planners, operations, finance, legal, and organizational development. In recent years, many organizations have attempted to manage organizational performance using the balanced scorecard methodology where performance is tracked and measured in multiple dimensions such as financial performance (e.g. shareholder return), customer service, social responsibility, internal business processes & employee stewardship. (Richard et al, 2007). Daft, (2000) defines organizational performance as the organization’s ability to attain its goals by using resources in an efficient and effective manner; effectiveness being the degree to which the organization achieves a stated goal, and efficiency being the amount of resources used to achieve an organizational goal.

Organization performance is the measure of how well organizations do their jobs. It is the measure of how efficient and effective an organization is and how well it achieves its objectives (Stoner, Freeman & Gilbert, 2007). It is as a measure of how well an organization achieves its own vision through the fulfillment of its set goals and objectives that may be financial and/or non-financial that is a measure of organization’s actual output or results against its intended outputs. Performance in organizations is concept that is grounded on the notion that companies utilize the physical and human resources for a shared purpose. According to Mbithi (2014), the indicators of organizational performance include exceptional achievement, high profitability and superior customer satisfaction. Efficiency measures relationship between inputs and outputs or how successfully the inputs have been transformed into outputs. For the purpose of this study, efficiency and effectiveness will be used as the performance measures in line with Daft (2000).

Empirical Findings 

Doris, Mary and George (2016) examined the way various elements of workforce diversity namely; age, gender, work experience and culture can significantly influence the performance of organizations with specific reference to telecommunication firms in Kenya. According to Doris et al workforce diversity has evolved to be a moral, social, and economic factor as well as a legal responsibility of employers. The value of diversity at the workplace is also becoming a key business consideration of most organizations. Close and continuous attention to the issues of workforce diversity is important because it can be a major source of competitive advantage. It can also be a source of organizational conflict leading to poor employee relations and low employee engagement. Workforce diversity issues may also adversely affect an organization’s public reputation, competitiveness and can significantly threaten the bottom line. The paper further examined whether employee engagement moderates the relationship between workforce diversity and organizational performance. Based on the review of literature, the article developed a conceptual model that explained how an integration of various workforce diversity elements may influence the performance of organizations.

Miebi Ugwuzor (2014) conducted a study on the nature of the relationship between workforce diversity management and corporate performance of firms in Nigeria. Analysis was carried out via a five point likert scale questionnaire and personal interviews. The spearman rank order correlation coefficient at 95% confidence level and the hierarchical multiple regression model were used to analyze the data. The findings revealed that the apparent low performance rate of the studied firms may be traceable to poor management of surface and deep level diversity. Ann, Ogbo and Jiya (2014) conducted a study on the effect of workforce diversity on organizational performance of selected firms in Nigeria. A population size of 1200 of all staff of selected 3 brewery companies in Nigeria was used with a sample size of 300. Data was collected through the use of secondary data, oral interviews and content analysis. A spearman rank correlation coefficient of 0.95 was obtained. Findings revealed positive influence of workforce diversity on organization performance of the selected organizations in Nigeria.

Priscilla (2013) conducted a research on the impact of work place diversity on organizations. The objective of the research was to find out if workplace diversity management has contributed to the overall service performance and organizational success as a whole.  Five (5) companies in Finland and Ghana were studied by the aid of a qualitative research method. Interview was conducted on three (3) of the companies and information via internet was gathered on the remaining two (2). The results show that workplace diversity plays an effective role in companies. The finding indicated that workplace diversity has contributed to more productivity but some factors such as differential treatment could hinder its successful implementation and hence affect company success. 

Michael and Okolie-Osemene (2017) examined workforce diversity and performance of Nigerian Breweries Plc, Enugu, and the study specifically ascertained the relationship existing between ethnic diversity and service delivery of Nigerian Breweries Plc, Enugu. The study adopted descriptive survey design. The study had a population of 474 employees. Taro Yamane’s formula was used to determine the sample size of 217 employees. The data obtained from the questionnaire were analyzed using Pearson Product-Moment Correlation Coefficient on SPSS version 22. The study found out that there was a strong, positive relationship between ethnic diversity and the service delivery of Nigerian Breweries Plc, Enugu.

Enid (2017) determined the impact of workplace diversity on organizational performance at AAR Group of Companies. The study sought to realize three specific objectives, namely; to investigate how age diversity influences the performance of AAR Group of Companies, to examine how gender diversity affects the performance of AAR Group of Companies and, to assess the influence of ethnic diversity on the performance of AAR Group of Companies. The study adopted a descriptive research design, which was deemed appropriate, as it permitted the researcher to describe the impact of organizational performance and the three types of diversities that the study focused on. The population for the study comprised of employees of AAR Insurance and AAR Healthcare Kenya Limited working within Nairobi. The population comprised of 90 individuals from all levels of the organizations who were considered to possess the relevant information that the researcher needed for the study. The study found that the respondents were age diverse, aged between 20 and 55 years. The study also established that the majority of the respondents were males and that the majority of the respondents were Kikuyu, followed by Gusii and Luo, then Meru among others. The majority of the respondents were Bachelor’s degree holders followed by holders of diploma certificates. The study established further that “Educational Diversity” had the highest in terms of ranking by percentage mean rating, followed by “Age Diversity” and “Gender Diversity”. And that “Ethnic Diversity” and “Religious Diversity” were ranked as the second least important and the least important, respectively. 

Theoretical Framework and Bases

This study is anchored on resource-based theory of diversity management, institutional theory of diversity management, similarity attraction theory and social identity theory as discussed below:

Resource-based Theory of Diversity Management  

The main focus of resource-based theory of diversity management is how the implementation of diversity will affect organizational resources. This theory propounded by Barney and Clark (2007) posits that there are four categories of resources that organizations possess: physical capital, financial capital, human capital, and corporate capital resources. These resources can either assist or inhibit the operations of the organization. Organizations attempt to use these resources in ways that will of course assist and improve business. From a business perspective organizations that are more diverse gain an advantage compared to organizations that are homogenous. Richard and Johnson's 1999 study (as cited in Yang & Konrad, 2011) found that firms with more diversity management practices in place experienced lower levels of turnover and that diversity management practices interacted positively with an innovation strategy, resulting in higher productivity and better market performance. Organizations that are diverse gain several advantages over organizations that fail to implement diversity policies. 

Institutional Theory of Diversity Management

This theory, which was first put forth by DiMaggio and Powell (1983) which recognizes that in order to determine an organization’s structure one cannot separate the social environment found within an organization. In order to understand the structure of the organization it must also be understood that the behavior of employees in organizations and organizations themselves have limiting factors such as legislation, laws, rules, regulations, and social and professional norms. Because organizations are held to similar norms and regulations they tend to develop similar administrative structures. This conformity shows that organizations are willing to be consistent with these norms and they begin to garner legitimacy for their operations. By proving legitimacy through its actions, organizations prove what their priorities are and can begin to accumulate material resources from others.  

Similarity/Attraction Theory

This theory posits that personality attributes and interpersonal skills are resourceful in shaping the behavior of employees especially the manner in which employees perceive issues. This attribute can best be nurtured through having a diverse pool of employees from different backgrounds. The beauty of it is that it is easier for them to easily find a solution since their lines of though differs; this creates a platform to brainstorm and devise a way to find a sustainable solution to a problem. Similarity limits ideas and ways of thinking however, dissimilarity triggers questioning about issues while making attempts to find cause of problems. Research works have made known that in circumstances where a person has the opportunity to work together with people from different backgrounds; it is easier and faster to achieve a solution to a problem (Berman, et al, 2001; Cassel, 2001). 

2.3.4 Social Identity Theory

The most widely used perspective for explaining the negative outcomes of team diversity is social identity theory, it is predictable that people will exhibit a favorable bias toward others who are viewed as members of their in-group, and they will view themselves as being in conflict with out-group members” (Joshi & Jackson, 2007). This theory was put forth by scholars such as Henri Tajfel and John Turner at the beginning of the 1970s and the 1980s. According to the theory, Social identities are reflections of the social categories, groups, as well as the networks that an individual may belong. The core function of the assemblage to its members is its utility in increasing self-esteem and ego, internalized stereotypes as well as the norms are advanced in a manner that they advantage the in-group. The theory also posits that the process of singling out the group by stereotype apportionment and the allocation of the cognitive frameworks is christened the “categorization” process. Social identity similarly termed as the self-categorization theory hypothesizes that the embracing of a collective identity by a cluster member will outplay his/her personal, individual identity, as he/she becomes an appendage of the collective whole. The theory posits that categorization of individuals in whichever way creates an instant favoritism for the “in group”. The theory fails to explain non-discriminatory conduct due to categorization. The social identity theory proposes a negative correlation between diversity and improved performance (Tajfel, 1978).

3.0.  Methodology

Study Approach 

The study adopted survey research design and this is because the data require the use of structured questionnaire administered to the respondents who are employees of private Universities in Abuja. The targeted population is 25,258 employees in the four (4) NUC accredited private universities in Abuja as presented in Table 3.1. From the table, the target population from African University of Science and Technology is 6,579 or 26.05 percent, Baze University (5,451/21.58), Nile University of Nigeria (7,463/29.55) and Veritas University (5,765/22.82) established in 2007, 2011, 2009 and 2002, respectively.

Table 3.1: Target Population of the Study
	Private Universities 
	   Location 
	Years of Establishment 
	Population
	Percent

	African University of Science and Technology 
	Abuja 
	2007
	6,579
	26.05

	Baze University 
	Abuja 
	2011
	5,451
	21.58

	Nile University of Nigeria  
	Abuja 
	2009
	7,463
	29.55

	Veritas University 
	Abuja 
	2002
	5,765
	22.82

	Total
	25,258
	100.00


Source: National Universities Commission, 2018.

From the population, the largest percentage (29.55 & 26.05) are targeted from Nile University of Nigeria and African University of Science and Technology, respectively while the least percentage (21.58 & 22.82) are targeted from Baze University and Veritas University, respectively. Due to large population, a sample was taken.

Sample Size of the Study 

The study determines the sample using Taro Yamane sample size formula:  

N =N/1+N (e) 2

Where:

N= is the Population Size 

E= is the margin of error (assume 5%)

e = 0.05

Therefore,                                                                                   

n = 25,258/1+25,258 (0.05)2                                                                           
n =25,258/1+25,258 (0.0025)                                                  

n = 25,258/1+63.145

n = 25,258/64.145                                                                 

n = 393

As part of the sampling technique, convenience sampling method was used. The reason for employing convenience sampling method is because of the accessibility of data and proximity to the researchers. Data were collected from both primary and secondary sources. The primary source include interviews and structured questionnaires administered to the respondents while the secondary data include documentary evidence on employee’s performance measures such as Appraisal Performance Evaluation Reports (APER) and other relevant documents which help in achieving the research objectives. Furthermore, the questionnaire was designed using five (5) points Likert-scale divided into two sections (A&B). Section A which seeks information regarding respondent’s demographic characteristics while section B deals with responses in line with the objectives and hypotheses of the study. On the methods of data analysis, the study employed the use of Descriptive statistics and Multiple Regression and Correlation Analysis to analyze the data.

Table 3.2: Cronbach’s Alpha Reliability Test
	Variables
	Number of items 
	Cronbach’s Alpha

	Ethnicity  
	3
	0.76

	Gender 
	2
	0.83

	Religion 
	3
	0.78

	Efficiency & Effectiveness 
	3
	0.71


Source: Computed by the Authors (2018)
Content validity and construct validity (Table 3.2) were used to validate the structured questionnaire instrument by administering (pilot study) 31 percent of the questionnaires to experts in the field of Human Resource management. All the items measured, indicated acceptable reliability of 0.76, 0.83, 0.78 and 0.71 for Ethnicity, Gender, Religion and Efficiency/Effectiveness, respectively which is above the minimum cut-off mark as regards to Cronbach’s alpha coefficient.  
Model Specification
In order to examine the effects of workplace diversity on the performance of private Universities in the Federal Capital Territory, Abuja a simple linear model was developed as below. In the model, the independent variable is Workplace Diversity (WPD) which is proxies by the combined effects of three major factors namely; Ethnicity (ET), Gender (GD) and Religion (RG) while the dependent variable is Performance of Private Universities (PPU) which is proxies by Administrative Efficiency and Effectiveness (EE) to be measured using cost effectiveness and manpower adequacy.

WPD = α + β1 ET + e………………………………………………

(1)

WPD = α + β2 GD + e………….…………………………………..

(2)

WPD = α + β3 RG + e………….…………………………………..

(3)

Where: 

WPD = Workplace Diversity which is the Independent Variable

PPU = Performance of Private Universities which is the Dependent Variable

a = constant 

β1, β2 and β3 = are the regression coefficients which determine the contributions of independent variable over the dependent variable.

e  = is the stochastic error term
The Ordinary Least Squares (OLS) method is to be used to estimate the relationship as developed in the above model.

4. 0. Results and Discussion

Response Rate

Table 4.1 shows the response rate. From the table, a total of 393 questionnaires were distributed to both academic and non-academic staff of the four (4) private Universities in Abuja out of which 303 questionnaires were returned which were used for analysis in the study. This represent overall 77.10% response rate. 
Table 4.1: Response Rate

	Category of  Respondents
	Distributed
	Returned
	Not Returned
	Valid Percentage(%)

	
	Academic staff
	242
	185
	57
	47.07

	
	Non-academic Staff 
	151
	118
	33
	30.03

	
	
	
	
	
	

	
	Total
	393
	303
	90
	77.10


Source: Field Survey, (2018)
Demographic Characteristics of Respondents

Since the characteristics of the respondents influence results, we therefore present the demographic data of the respondents in Table 4.2. As can be seen on the table, information on nine (9) different characteristics of respondents that are relevant to the study were collected and interpreted. Information on respondents’ age, gender, educational qualification, respondents working experience, Workplace/University and the nature of appointment and designation, as well as ethnicity and religion were collected for use in the analysis.

From the table, the age groups of respondents indicates that fairly larger percentage of the respondents (33.33%) are between the ages of 25 to 45 years while majority of the respondents who gave their responses fell within the economically active group of between  the  ages  of  46  and  60 constituting  43.56% of the total respondents. The remaining 23.10% are made up of respondents above 60 years implying that the respondents were age diverse, aged between 25 and 60 years.

The table also show the gender of the respondents where the largest percentage are males (66.34%) while the females constitute the lesser percentage with 33.66%. This implies that there are more males whose performance are affected by workplace diversity issues in the private Universities in Abuja than the female employees. 

The table shows that virtually all the respondents have one form of education or the other with majority (201 or 66.34%) having Postgraduate Degrees followed by those with Bachelor’s degrees and Higher National Diploma (65 or 21.45%), then followed by those with Secondary School certificate and Ordinary National Diploma/NCE representing 16/5.28% and 13/4.29%, respectively. Others without certificates constitutes only 08 or 2.64 percent. These statistics further shows that most of the respondents had higher education and were engaged by their respective Universities in carrying out an assign task that may be characterised with several issues of work diversity that can affects their performances

On the respondents working experience, the table shows that those with below 5 years’ experience working for the universities constitute 26.40%, those above 10 years are in majority with 39.60% of the total responses while those between 5 to 10 years constitute 33.99%. This further justify the earlier conclusion that most of the responses were presumed to be emanating from those category of employees with requisite experience to comment on the different dimensions of work diversity issues affecting the performance of private Universities in Abuja.

Furthermore, majority of the respondents (105 or 34.65% & 98 or 32.34%) are from Nile University of Nigeria and Baze University, respectively while others are from African University of Science and Technology (62 or 20.45) and Veritas University (38 or 12.54%) implying that issues of workplace diversity was investigated all the 4 private Universities in Abuja.

Table 4.2: Respondents Characteristics

	S/N
	Characteristics
	Respondents’ Category
	Frequency
	Percent

	1.
	Age
	25 - 45 years
	101
	33.33

	
	
	Between 46 to 60 years
	132
	43.56

	
	
	Above 60 years
	70
	23.10

	
	
	Total
	303
	100.0

	2.
	Gender


	Male
	201
	66.34

	
	
	Female 
	102
	33.66

	
	
	Total
	303
	100.0

	3.
	Educational Qualification


	Post-graduate
	201
	66.34

	
	
	B.Sc./HND
	65
	21.45

	
	
	Diploma/NCE
	16
	5.28

	
	
	Secondary Certificate
	13
	4.29

	
	
	Others
	08
	2.64

	
	
	Total
	303
	100.0

	4.
	Respondents Working Experience
	Below 5 years
	80
	26.40

	
	
	Between 5 to 10 years
	103
	33.99

	
	
	Above 10 years
	120
	39.60

	
	
	Total
	303
	100.0

	5.
	Workplace/

University


	African Univ. of Sci. & Tech.
	62
	20.46

	
	
	Baze University
	98
	32.34

	
	
	Nile University of Nigeria
	105
	34.65

	
	
	Veritas University
	38
	12.54

	
	
	Total
	303
	100.0

	6.
	Nature of Appointment


	Tenure
	228
	75.25

	
	
	Part-Time
	32
	10.56

	
	
	Contract
	15
	4.95

	
	
	Visiting/Sabbatical
	28
	9.24

	
	
	Total
	303
	100.0

	7.
	Designation


	Professors & Assoc. Prof.
	40
	13.20

	
	
	Senior Lecturers
	52
	17.16

	
	
	Lecturer I & Others
	93
	30.69

	
	
	Management Staff
	28
	9.24

	
	
	Middle and Low Level Staff
	90
	29.70

	
	
	Total
	303
	100.0

	8.
	Ethnicity
	Hausa
	88
	29.04

	
	
	Igbo
	70
	23.10

	
	
	Yoruba
	84
	27.72

	
	
	Others
	61
	20.13

	
	
	Total
	303
	100.0

	9.
	Religion
	Islam
	151
	49.83

	
	
	Christianity
	131
	43.23

	
	
	Others
	21
	6.93

	
	
	Total
	303
	100.0


Source: Field Survey, (2018)
The table also shows that different categories of employees responded; this include Tenure Staff (228/75.25%) who constituted the majority and then Part-time Staff (32/10.56%), Contract Staff (15/4.95%) and those on visiting/sabbatical appointments (28) who constituted 9.24%. This implies that there is no bias in the targeting of respondents as there is even-spread of questionnaires cutting across all types of appointments.

The designation of respondent’s cuts across various ranks and positions as occupied by both academic and non-academic staff in the private universities. Those who responded includes Professors and Associate Professors (40/13.20%), Senior Lecturers (52/17.16%), Lecturer I and others who constituted the majority (93/30.69%) and Management staff such as provosts, Deans and Directors (28/9.24%) including middle level staff (Deputy registrars, Deans, Directors and other principal officers) and low level staff (Clerks, Messengers/Cleaners & Drivers) who constituted 90 or 29.70% of the total responses. This implies that there is balanced investigation of the subject matter cutting across all categories of employees in the institutions. 

On the Ethnicity of the respondents the table shows that majority are from the Hausa/Fulani and Yoruba ethnic backgrounds with 88/29.04%  and 84/27.72%, respectively while the Igbos are 70 constituting 23.10%. Others ethnic minorities such as Efik, Ibibio, Tiv, Egbira, Idoma, Igala, Uroboh etc. including expatriates accounts for 61 or 20.13%  of the total responses. This implies that there is ethnic diversity in the private Universities.

Finally, the table also show that there is almost balance of religious diversity in the investigated institutions with 151 or 49.83% believing in the Islamic faith and 131 or 43.23% who are Christians. Those practicing traditional religion or Idols worshippers accounts for 21 or 6.93% of the total responses.

Descriptive Statistics on the Study Variables

Table 4.3 shows a descriptive statistics on how ethnicity affect the performance of private Universities in Abuja. Each variable under study has Likert-scale of 1 to 5 ranging from strongly disagree to strongly agree. Respondents were asked to describe the extent to which issues of ethnicity affect performance of private universities in Abuja with respect to three (3) different variables under study.

From the table, the minimum and maximum value for the level of agreement on communicating using ethnic languages (vernacular) other than official language of communication among employees affects the performance of private Universities in Abuja is 1 to 5 and the Mean and Standard Deviation is 3.70 and 1.37, respectively. The result shows that there was variety of opinion on that variable and the high standard deviation (1.37) signifies that the data are widespread. Statistically, the high standard deviation implies that communicating in vernacular could affect performance of the University in the use of indiscriminate languages other than official language of communication which hinders the effective attainment of institutional goals and subsequently, performance.

Table 4.3: To what extent ethnicity affect the performance of Private Universities in the FCT, Abuja?

	S/N
	Ethnicity Variables Under Study
	Effect on Performance of Private Universities in Abuja

	
	
	N
	Minimum
	Maximum
	Mean
	Std. Dev.
	Decision

	1.
	Communicating using ethnic languages (Vernacular) other than official language of communication among employees affects the performance of private Universities in Abuja.  
	303
	1.00
	5.00
	3.70
	1.372
	Agree

	2.
	Cultural values such as traditions, beliefs and employees attitudes have significant effect on the performance of private Universities in Abuja. 
	303
	1.00
	5.00
	3.74
	1.382
	Agree

	3.
	Ensuring a fair spread of members of staff from diverse ethnic groups which gives employees a sense of satisfaction for a productive working environment towards effective institutional performance.
	303
	1.00
	5.00
	3.92
	1.272
	Agree

	                                          Valid N (listwise)            303


Source: Computed by the Author using SPSS (Version 20)

Cultural values such as traditions, beliefs and employees attitudes have significant effect on the performance of private Universities in Abuja ranges from 1 to 5 and the Mean and Standard Deviation is 3.74 and 1.38, respectively. The result shows that there was variety of opinion on that variable and the high standard deviation (1.38) signifies that the data are widespread. Statistically, the high standard deviation implies that the agreement on the opinion that cultural values such as traditions, beliefs and employees attitudes have significant effect on the performance of private Universities in Abuja particularly, in the area of pollution of academic culture and standard norms and procedures is also very high.   

The variable on ensuring a fair spread of members of staff from diverse ethnic groups which gives staff a sense of satisfaction for a productive working environment towards effective institutional performance range from 1 to 5 and the Mean and Standard Deviation is 3.92 and 1.27, respectively. The result shows that there was no variety of opinion on that variable and the high standard deviation (1.27) signifies that most respondents express close opinion. Statistically, the high standard deviation implies that the agreement on ensuring a fair spread of members of staff from diverse ethnic group’s gives staff a sense of satisfaction for a productive working environment towards effective institutional performance is also very high.   

However, based on the results summary, it is quite obvious from the mean results (variables 1-3) that all the targeted respondents agreed that ethnicity affect performance of Private Universities in the areas of use of indiscriminate languages other than official language of communication hinders the effective attainment of institutional goals and general performance. Other effects include pollution of academic culture and standard norms and procedures and ensuring even- spread of staff recruitment across diverse ethnic backgrounds which gives employees a sense of satisfaction for a productive working environment. The study found out a significant relationship between ethnic diversity and performance which if well managed could become a major source of competitive advantage but if not managed effectively, it may become a major source of organizational conflict leading to poor employee relations and low performance. These findings are consistent with the research finding of Jones and George (2011) who found out a strong, positive relationship between ethnic diversity and the performance of organisation.
Table 4.4: How does Gender aaffect the performance of Private Universities in the FCT, Abuja?

	S/N
	Gender Variables Under Study
	Effect on Performance of Private Universities in Abuja

	
	
	N
	Minimum
	Maximum
	Mean
	Std. Dev.
	Decision

	1.
	Performance of Private Universities in Abuja increases where there is a greater percentage of male staff recruited in the University.
	303
	1.00
	5.00
	4.04
	1.321
	Agree

	2.
	Performance of Private Universities in Abuja are not affected by Gender-Imbalance 
	303
	1.00
	5.00
	3.65
	1.265
	Agree

	                                          Valid N (listwise)            303


Source: Computed by the Author using SPSS (Version 20)

Table 4.4 shows a descriptive statistics on how Gender affect the performance of private Universities in Abuja. Each variable under study has Likert-scale of 1 to 5 ranging from strongly disagree to strongly agree. Respondents were asked to describe the extent to which gender issues affect the performance of private universities in Abuja with respect to two (2) different variables under study.

From the table, the minimum and maximum value for the level of agreement on performance of private Universities in Abuja increases where there is a greater percentage of male staff recruited in the University is 1 to 5 and the Mean and Standard Deviation is 4.04 and 1.32, respectively. The result shows that there was variety of opinion on that variable and the high standard deviation (1.32) signifies that the data are widespread. Statistically, the high standard deviation implies that performance of private Universities in Abuja increases where there is a greater percentage of male staff been recruited in the University. This is evident from the finding of the study where we found out that there are more male employees than females and are found to be more active in providing the needed services for effective institutional performance. Even though, this has continued to remain as an area of argument and criticism by female employees who believe that what males can do, there are so many females that can do it better.  

Performance of private Universities in Abuja are not affected by Gender-imbalance ranges from 1 to 5 and the Mean and Standard Deviation is 3.65 and 1.26, respectively. The result shows that there was variety of opinion on that variable and the high standard deviation (1.26) signifies that the data are widespread. Statistically, the high standard deviation implies that the agreement on the opinion that performance of private Universities in Abuja are not affected by Gender-imbalance is also very high. As the finding shows that there was gender in-balance in all the investigated private Universities but yet, the Universities are performing.   

However, based on the results summary, it is quite obvious from the mean results (variables 1-2) that all the targeted respondents agreed that performance of private Universities in Abuja increases where there is a greater percentage of male staff been recruited in the Universities than the females. This is evident from the finding of the study where we found out that males are more involved in the provision of the needed services for effective institutional performance. Even though, this has continued to remain as an area of argument and criticism by female employees who believe that what males can do, many females can do it better. We also found out that performance of private Universities in Abuja are not affected by Gender-imbalance as the finding shows gender in-balance in all the investigated private Universities but yet, the Universities are performing. The study also found out that differential treatment of employees based on age differences could hinder successful attainment of institutional goals and this could cause low productivity. These findings are consistent with the research finding of Doris, Mary and George (2016) who found out that gender significantly influence the performance of an organisation. 
Table 4.5 shows a descriptive statistics on how the religion of employees affect performance of private Universities in the FCT, Abuja. Each variable under study has Likert-scale of 1 to 5 ranging from strongly disagree to strongly agree. Respondents were asked to describe the extent to which gender issues affect the performance of private universities in Abuja with respect to two (2) different variables under study.
Table 4.5: How does the religion of employees affect performance of Private Universities in the FCT, Abuja?
	S/N
	Religious Variables Under Study
	Effect on Performance of Private Universities in Abuja

	
	
	N
	Minimum
	Maximum
	Mean
	Std. Dev.
	Decision

	1.
	Religious beliefs significantly affect employee’s performance as pious employees try to always uphold the virtues of honesty, probity and accountability in all their dealings and by extension, these will impact positively on the performance of the private Universities in Abuja.
	303
	1.00
	5.00
	3.85
	1.261
	Agree

	2.
	Upholding of religious tenet which brings about Unity of purpose that would result in team work and industrial harmony for effective service delivery and increase performance of Private Universities in Abuja for competitive advantage.
	303
	1.00
	5.00
	3.51
	1.254
	Agree

	                                          Valid N (listwise)            303


Source: Computed by the Author using SPSS (Version 20)

From the table, the minimum and maximum value for the level of agreement on how the religion of employees affect performance of private Universities in the FCT, Abuja is 1 to 5 and the Mean and Standard Deviation is 3.85 and 1.26, respectively. The result shows that there was variety of opinion on that variable and the high standard deviation (1.26) signifies that the data are widespread. Statistically, the high standard deviation implies that religious beliefs significantly affect employee’s performance as pious employees try to always uphold the virtues of honesty, probity and accountability in all their dealings and by extension, these will impact positively on the performance of private Universities in Abuja.

Upholding of religious tenet which brings about Unity of purpose that would result in team work and industrial harmony for effective service delivery and increase performance of Private Universities in Abuja for competitive advantage ranges from 1 to 5 and the Mean and Standard Deviation is 3.51 and 1.25, respectively. The result shows that there was variety of opinion on that variable and the high standard deviation (1.25) signifies that the data are widespread. Statistically, the high standard deviation implies that the religion of employees affect performance of private Universities in the FCT as the study found out that religious intolerance can adversely affect an institution’s public reputation, competitiveness and its corporate existence and this will have serious negative consequences on the performance of the Universities. This is consistent with the findings of Cameron and Quin (2002) who found out a relationship between religion and organizational performance.
Test of Hypotheses
All the hypotheses tested were stated in the null form. Pearson Correlation and Ordinary Least Square (OLS) as presented in Tables 4.6 and 4.7 was used to test the hypotheses (1-3). The analysis shows the extent of the effects between the independent variable and the dependent variable of the study in line with the three stated hypotheses below:
Regression Analysis
Table 4.6: Correlation Matrix
	 
	PPU
	ET
	RG
	GD

	PPU
	1
	
	
	

	ET
	0.905935
	1
	
	

	RG
	0.949771
	0.926463
	1
	

	GD
	0.929221
	0.963131
	0.95868
	1


Source: Computed by the Authors Using E-View (Version, 20)
Table 4.6 indicates that there is a positive association between the dependent variable and independent variables in the study. This implies that there is a positive association between efficiency/effectiveness and ethnicity.

Also, there is a positive association between efficiency/effectiveness and religion and there is positive association between efficiency/effectiveness and gender among the staff of Private Universities in Abuja, Nigeria. 

Table 4.7: Regression Result

	Dependent Variable: PPU
	
	

	Method: Least Squares
	
	

	Date: 10/06/18   Time: 15:42
	
	

	Sample: 393
	
	
	

	Included observations: 303
	
	

	
	
	
	
	

	
	
	
	
	

	Variable
	Coefficient
	Std. Error
	t-Statistic
	Prob.  

	
	
	
	
	

	
	
	
	
	

	C
	0.614857
	0.042089
	15.55869
	0.0000

	ET
	0.106881
	0.051577
	2.072279
	0.0389

	RG
	0.632850
	0.048018
	13.17934
	0.0000

	GD
	0.106887
	0.068675
	1.556408
	0.0204

	
	
	
	
	

	
	
	
	
	

	R-squared
	0.607429
	    Mean dependent var
	2.817708

	Adjusted R-squared
	0.576698
	    S.D. dependent var
	1.394918

	S.E. of regression
	0.426082
	    Akaike info criterion
	1.141993

	Sum squared resid
	68.98752
	    Schwarz criterion
	1.183146

	Log likelihood
	-215.2627
	    Hannan-Quinn criter.
	1.158316

	F-statistic
	1241.653
	    Durbin-Watson stat
	0.082528

	Prob(F-statistic)
	0.000000
	
	
	

	
	
	
	
	

	
	
	
	
	


Source: Computed by the Author Using E-View (Version, 20)
1% level of significance, 5% level of significance and 10% level of significance

The analysis indicates that the coefficients for ethnicity, religion and gender are significant in enhancing performance in terms of efficiency of Private Universities in Abuja, Nigeria. The p-value and t-statistic values of the independent variables are significant at probability value of 0.000 for two variables. However, the f-statistic value of 1241.635 is significant at p statistic value of 0.00, it indicates that the model is a good fit and a Durbin Watson value of 0.08 which provides evidence of existence of linear relationship between work diversity (ethnicity, religion & gender) and performance in terms of efficiency of Private Universities in Abuja, Nigeria. The R2 = 0.60 indicates that only 60% of work diversity related activity in terms of (ethnicity, religion & gender) embarked upon by Private Universities in Abuja, Nigeria can be explained by performance in terms of efficiency and effectiveness but 40% can be explained by other factors not in the regression model which is referred to as error term. Therefore, we reject the 3 null hypotheses which says Ethnicity, Gender and Religion have no significant effect on the performance of private Universities in Abuja and accept the alternative hypotheses. Ethnicity and religion exhibit the most significant impact while gender exhibit the least impact.

Major Findings

As part of the major findings, the study found out a significant positive relationship between workplace diversity and the performance of private Universities in the Federal Capital Territory, Abuja. It was established that, if well managed, it could become a major source of competitive advantage but if not managed effectively, it may become a major source of organizational conflict leading to poor employee relations and low performance.

The study found out that ethnicity affect performance of Private Universities in the areas of use of indiscriminate languages other than official language of communication hinders the effective attainment of institutional goals and general performance. Other effects according to the findings include pollution of academic culture and standard norms and procedures and ensuring even- spread of staff recruitment across diverse ethnic backgrounds which gives employees a sense of satisfaction for a productive working environment. 

The study also reveals that there is a greater percentage of male staff been recruited in the private Universities in Abuja than the females. This is evident from the finding of the study where we found out that males are more involved in the provision of the needed services for effective institutional performance. Even though, this has continued to remain as an area of criticism by female employees who believe that what males can do, many females can do it better. We also found out that performance of private Universities in Abuja are not affected by Gender-imbalance as the finding shows gender in-balance in all the investigated private Universities but yet, the Universities are performing optimally. The study also found out that differential treatment of employees based on age differences which hinders successful attainment of institutional goals and this could result to low productivity.

Finally, the findings further reveals that the religion of employees affect performance of private Universities in the FCT as the study found out that religious intolerance can adversely affect an institution’s public reputation, competitiveness and its corporate existence and this will have serious negative consequences on the performance of the Universities.

5.1. Conclusion and Recommendations

Conclusion
Since the study found out a positive association between efficiency and ethnicity and a positive association between efficiency and religion, as well as positive association between efficiency and gender amongst employees in private Universities in Abuja, we concludes that effective management of diversity in a workplace is a veritable mechanism for achieving some level of industrial harmony which encourages team work that subsequently result in operational effectiveness and efficiency for improved performance.

Recommendations
In view of the above findings, we make the following recommendations:

1. Private Universities in Abuja in particular and Nigeria in general should continue to be strengthening their workforce diversity management programmes towards ensuring mutual co-existence amongst employees irrespective of their diverse cultures, gender, ethnicity, race or nationality for effective performance.  

2. Universities in Nigeria should be more proactive in effective management of employee’s diversities as it may become a major source of organizational conflict leading to poor employee relations and low performance.

3. Religious tolerance should be encouraged in all facet of institutional life, as religious intolerance could adversely affect an institution’s public reputation, competitiveness and its corporate existence.

Contributions to Knowledge

The study had made significant contributions to knowledge that are both literature and analytical based. Firstly, the key contribution this study makes, relates to the earlier observation that there are limited research studies on the effects of work diversity on the performance of private Universities in the Federal Capital Territory, Abuja which this study has added to the body of knowledge and the study identified those workplace diversity variables that are unique to private Universities in Abuja, the Federal Capital Territory.

Suggestions for further studies

This same research can be carried out by other researchers to investigate the effects of work diversity on the performance of public or private Universities in Nigeria. This clearly are another interesting avenues for future research.
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ABSTRACT

Stress has become significant due to the dynamic social and changing needs of lifestyles. It is man’s adaptive reaction to an outward situation, which would lead to physical, mental and behavioural changes. The nature of work has changed widely and it is observed that these changes are in progress. Work stress has led to many illnesses, divorces, psychological problems and death. The alarming rate of stress in the workplaces in recent years and its impact on the bottom line has made the management of stress an urgent business strategy for many organizations in Nigeria. In this era of competitive business environment, coupled with the ever increasing needs to deliver, ensure enhanced performance, efficiency and organizational survival, managers of organizations have come to appreciate the need to develop a strategy to accommodate whatever happens to an employee outside his/her office. This strategy is embedded in work-life balance. The study was designed to assess the impact of work-life balance as a strategy in the management of workplace stress among employees in selected banks in South-West Nigeria. The survey research design was adopted. The population consists of 548 (Five Hundred and Forty-eight) employees in 20 (Twenty) commercial banks in South-West Nigeria. The questionnaire administered was validated and its reliability confirmed through the analysis which resulted in Cronbach Alpha value of 0.898. Data collected were analyzed using descriptive statistics, correlation and multiple regression. Findings revealed significant positive relationship between the independent and dependent variables namely: work satisfaction, home satisfaction, family functioning, employee citizenship and stress management. However, role conflict has negative relationship with stress management. The study concluded that stress is a fact in our daily working life, which occurs as a result of changes in the workplace. Organizations can indeed use work-life balance as a strategy to mitigate job stress for employees, by getting involved in whatever that happens to employees outside their workplaces, as this can increase job stress for employees, leading to adverse effects on their performance, service delivery and organizational survival.

The study recommended that organizations should develop work-life balance initiatives in order to enhance employees’ productivity, efficiency, effectiveness and to manage job stress.

KEY WORDS: Job stress, Stress management, Work-life balance, Employee performance, Business Environment, changing workplace and Organizational survival

1.1. Introduction

Background to the Study

The efficiency of banks in any nation contribute to the productivity of the economy, which invariably affects overall economic growth. In other words, the efficient intermediation of funds from savers to borrowers enables the allocation of resources to most productive uses which facilitate growth.

Financial intermediaries perform key financial functions in economies. These are the provision of payment mechanism, matching supply with demand in the financial markets, dealing with complex financial instruments and markets, provision of market transparency, performing risk transfer and risk management functions. The banking sector is the backbone of all economy and plays important financial intermediary role. It health is critical to the health of the economy at large. However, for the banking sector to achieve its goals, it must be able to attract and retain quality employees, in the right quantity, the right skills, capabilities, attitudes, knowledge and abilities in order to deliver the right services.

This to a large extent points to the fact that, no matter the amount of funds available and how modern the technology in use are, human resource that will manage all other resources are crucial to the life of any organization, including the banking sector. This implies that the general work environment, work schedules and job designs must be supportive and conducive to enhance the working lives of employees. Work stress is found in all professions. It is the adaptive reaction to an outward situation which would lead to physical, mental and behavioural changes. It is the emotional and physical strain caused by our response to pressure from the outside world. Common stress reactions include tension, irritability, inability to concentrate and a variety of physical symptoms that include headache and a fast heartbeat. Stress is a condition or feeling experienced when a person perceives that demands exceed the personal and social resources the individual is able to mobilize.

However, with so much demands and pressure in the workplace for employees to produce quality results that will enhance organization’s drive to beat competition, there is the need for efforts in ensuring that individuals feel balanced while playing different roles in life. Work-life balance is a central issue affecting well-being, as family and work are the most elements of everyone’s life. Any competing demands of work and family life cause conflict and negatively affect the well-being of workers.

In the years past, organizations looked at ‘‘work and life’’ as independent domains. Employees were expected to place the organizations’ interests ahead of their own. However, today, organizations and managers have come to accept the impact that work-life has on personal life of an employee and how this impact on the employee’s work life. 

Work-life balance therefore is about adjusting work patterns to achieve overall fulfillment. A good work-life balance enables the organization to thrive and at the same time enables employees to easily combine work with other aspirations and responsibilities (Ranjan and Prasad, 2013). It is a term used to describe those practices at workplace that acknowledge and aim to support the needs of employees in achieving a balance between the demands of their family lives and work lives. It is however not suggesting an equal balance or scheduling equal number of hours for each of one’s work and personal activities. A positive work-life balance should combine or involve achievement and enjoyment. It could connote a meaningful daily achievement and enjoyment in each of the four quadrants of life-work, family, society and self. It equally varies from one individual to another.

Statement of the Problem

The pressure individual experience on a daily basis at work and associated to work has become so challenging and invariably created serious stress in workplaces. This stress extend to other areas of employees’ lives and make them prone to making serious mistakes at work and equally created a strain to them even outside work.

The case is even peculiar in the banking sector in Nigeria, where economic depression is biting so hard not only on organizations, but created ripple effects on many organizations and the society at large. Many firms were forced to rationalize their workforce, many could not declare profit, and many barely broke even. Many banks in order to survive were compelled to give their employees tasks and targets that from the unset are known to fail, but because of the fear of the unknown, management of such banks had to give such unrealistic targets.

Employees were put under unnecessary pressure and avoidable stress at work, leading to unimaginable consequences. Besides, introduction of new technology and draconian work polices have equally contributed to work stress on employees. Banks in Nigeria, in order to move with the contemporary technology trends were compelled to introduce many new devices and business processes, which had adverse effects on work and negatively affected employees’ lives within and outside the workplaces.

Again, fraudulent individuals in society have also driven banks to continually develop processes and methods that have kept employees on their toes and added more burdens for them on their job. These to a large extent resulted in work stress, which sometimes led to poor decision and judgment, as well as huge loss of funds. The regulatory systems are not as supportive as expected too, with their big stick which may send such banks into the cooler, with unpardonable mistakes.

With loads of problems in the banking sector, employees, managers and management of banks have come to appreciate the need for work-life balance and have found it imperative to develop work-life initiative to enhance work and life of employees at the same time, without negatively affecting organizational performance and profitability.  

Research Objectives

The main objective of the study is to determine how a balance between an employee life-work, family, society and self can to a large extent help in managing work stress in an organization with specific focus on the banking sector in Nigeria.

However, the following are the objectives derived from the above:

(i) To determine how employee work satisfaction can help in stress management.

(ii) To assess the relationship between workers’ home satisfaction and stress management.

(iii) To evaluate the role of family functioning in stress management.

(iv) To determine the role employee citizenship play in stress management.

(v) To evaluate the relationship between role conflict and stress management.

2.1. Literature Review 

Work-life balance is a broad concept that can be defined in different ways by different people, using different dimensions. Sudarsan (2015) defined work-life balance as ‘‘a form of inter role conflict in which the role pressures from work and family domains are mutually incompatible in some respect’’. This relates to employee’s participation in the work-family role being made more difficult by virtue of his/her participation in the family-work role.

“Work’’ is an instrumental element and a means to support a way of life and at the same time, create optimal conditions for an employee’s family and/or himself or herself. ‘‘Work’’ constitutes a socio-psychological element that creates respect and personal challenges. Therefore, work-life balance is about managing internal pressure from one’s own expectations and setting realistic goals, which do not subvert family responsibilities. Originally, work was a matter of necessity and survival. However, today, work is still a matter of necessity, but it should be a source of personal satisfaction as well (Parsons, 2002; Agarwala, 2007). Today, the business case for work-life balance practices as championed by many organizations rests on attracting better applications and reducing work-life conflict among existing employees in order to enhance organizational performance and as a way to mitigate the perpetual stress in the work system.

Work-life balance is defined as the satisfaction and good functioning at work and at home, with a minimum of role conflict. It is the individual’s ability to meet work and family commitments, as well as other non-work responsibilities and activities. It is a process whereby an organization and his/her employees establish an acceptable combination of work and life (Thornthwaite, 2004; Kim, 2014; Casper, Harris, Taylor-Bianco and Wayne, 2011). 

Benefits of Work-life Balance to the Organization and Employees

The benefits of work-life balance shall be classified into: benefits to the organization and benefits to the employees.

Benefits to the organization

(1) Employee’s Time Saved: One of the benefits of work-life balance is the fact that quality time is saved an organization where employees would have to leave their workplaces or job, to attend to personal troubles like parenting, elderly people care, education etc. Where there is balance between employees work and life, it is certain that employees would have allocated quality time to such issues, before they become unmanageable.

(2) Employee Retention: An unfavourable work-life balance can lead to employee turnover. This may invariably lead to loss of important organization knowledge and equally a high cost of training new employees. Therefore, where there is a favourable work-life balance, employee retention is guaranteed.

(3) Enhanced organization Image: The perception of an outsider about an organization and the existing employees about his/her organization goes a long way to determine the image of the organization. Organizations attract people, so also are these individuals attracted to the organizations. Therefore, to a large extent, where an organization has a favourable work-life balance, it becomes a good image booster for the organization.

(4) Increased Motivation and Productivity: Where there is a favourable work-life balance, employees’ comfort is addressed, stress at work is reduced to the barest minimum. In all, employees are motivated, which may lead to increased productivity.

(5) Reduction in Absenteeism: Where there exist good work-life balance policies, employees’ absenteeism reduces. This is because, employees will utilize the available opportunities to attend to personal issues, rather than taking ‘‘French leaves’’ that can be inimical to production or efficiency of work.

Benefits to Employees.

(1) Reduction in Job Stress: For the employees, a balanced work-life will reduce job stress and unnecessary anxieties at work. This makes their jobs more interesting and increases passion for the job.

(2) Increased Employee Performance: Where the totality of the work of an employee is favourable, particularly where there exist a balance between work and family life, employees’ performance tends to increase. Such employees increase their dexterity and passion for the job, wastages are reduced and improved service delivery is experienced.

(3) Sense of Job Security: Many employees depend on the salaries they are paid at the end of the month and look forward anxiously to the end of the next month. In relation to this, where there is a balance between their work and family lives, employees’ sense of job security increases and they are invariably motivated to put in their best in order to protect their jobs.

(4) Better Physical and Mental Health: The physical and mental health of employees is enhanced with a good work-life balance. Job stress would have been reduced, anxieties and unnecessary concerns on the job reduced, attention would have been given to family issues, which ordinarily would have created distractions on the job and poor performance. Given the above, employees’ physical and mental alertness on their work will improve, with positive relationship on their productivity, interpersonal skills, service delivery among others.

(5) Increased Job Satisfaction: When employees are satisfied with their jobs, it impact positively on the organization as a whole. Where work-life balance exists in an organization, it birth increased job satisfaction, leading to workforce competitive advantage.

Measures of Work-life Balance

The work-life balance construct has been measured in a variety of ways. Clark (2000) proposed that the concept of work-life balance may be somewhat misleading, suggesting that the “synergistic relationship between work and home that balance implies may be, at most, a rare occurrence”. The study used five different scales to represent work-life balance namely, role conflict, work satisfaction, home satisfaction, family functioning and employee citizenship. Work life balance comprised of four parts namely, (i) time, that is, a comparison between amount of time spent at work and time engaged in other activities, (ii) individual’s behaviour at work and in personal life, (iii) Strain being a source of inter role conflict and (iv) Energy being a limited resource and relevant for employees to accomplish work and/or non-work related goals. In addition, a scale to measure three dimensions of work life balance namely, Work interference with personal life (WIPL), Personal life interference with work (PLIW) and Work/Personal life enhancement (WPLE) was also included.  

Tausig and Fenwick (2001) measured perceived work-life balance using two items: the extent to which workers feel successful in balancing work and personal life, and the amount of conflict they face in balancing work and personal life. Greenhaus, Collins, & Shaw (2003) identified three components to measure work–family balance namely, time, involvement, and satisfaction. The study used direct measures of work family balance to avoid the limitations of individual judgments about balance. The first component time relates the amount of time spent at work with the amount of time spent on home and family activities. The second component evaluates the involvement in work compared to involvement in family, and the third component measures the satisfaction from work and satisfaction with family. Grzywacz and Carlson (2007) developed the four components of balance known as work-to-family conflict [WFC], family-to-work conflict [FWC], work-to-family enrichment [WFE], and family-to-work enrichment [FWE]). Work–family balance results from high levels of work–family enrichment and low levels of work–family conflict. 

Pareek & Surabhi (2010) developed a scale to measure work life balance as perceived by employees in terms of personal needs, social needs, time management, team work, compensation and Work. Social and personal needs included activities such as exercise, investing time for planning financial matters and enjoying the activities of interest of the individual. Time management component dealt with individual’s ability to utilize and divide time between work and life domains. Work environment and culture have been used to measure the team work at workplace. Compensation and benefits dimension have incorporated benefits and privileges offered by the organization. The dimension work included the nature of the work to be performed. Rincy & Panchanatham (2010) developed a work life balance scale comprising four components namely, intrusion of work into personal life, intrusion of personal life into work, work enhancement by personal life and personal life enhancement by work. The scale consisted of 42 items for measuring the work life balance of employees working in the service sector. The study demonstrated that intrusion of personal life into work (IPLW) and intrusion of work into personal life (IWPL) were negatively related, while Work enhancement by personal life (WEPL) and personal life enhancement by work (PLEW) were positively related to work.

Work Stress and Stress Management

Work related stress is the response people may have when presented with work demands and pressures that are not matched to their knowledge and abilities and which challenges their ability to cope. Stress occurs in a wide range of work circumstances, but is often made worse when employees feel they have little support from supervisors and colleagues and where they have little control over work or how they can cope with its demands and pressures.

There is often confusion between pressure or challenge and stress. Sometimes it is used as an excuse for bad management practice. Pressures at workplaces are unavoidable due to the demands of the contemporary work environment. Pressure perceived as acceptable by an individual, may even keep workers alert, motivated, able to work and learn, depending on the available resources and personal characteristics. However, when that pressure becomes excessive or otherwise unmanageable, it leads to stress. This may eventually damage an employee’s health and the organization as a whole.

Stress results from a mismatch between the demands and pressure on the person, on the one hand and their knowledge and abilities, on the other. It challenges an individual’s ability to cope with work. This equally includes not only the situations where the pressure of work exceed the employee’s ability to cope, but also where the worker’s knowledge and abilities are not sufficiently utilized, which becomes a major problem.

A healthy job is likely to be one where the pressures on the employees are appropriate in relation to their abilities and resources, to the amount of control they have over their work and to the support they receive from people who matter to them. Therefore, a healthy work environment is one in which there is not only an absence of harmful conditions but also an abundance of healthy promoting ones.

Poor work organization, which connotes the way we design jobs and work systems and the way we manage them can cause work stress. Equally excessive and otherwise unmanageable demands and pressures can be caused by poor work design, poor management and unsatisfactory working conditions. 

Research findings show that the most stressful type of work is that which values excessive demands and pressures that are not matched to workers’ knowledge and abilities, where there is little opportunity to exercise any choice or control and where there is little support from others. The more the demands and pressure of work are matched to the knowledge and abilities of employees, the less likely they will experience work stress.

Work stress may occur as a result of the following situations; monotonous work, meaningless tasks, lack of variety, unpleasant tasks, aversive tasks, having too much or too little to do, working under time pressures, strict and inflexible work schedules, working long and unsocial hours, unpredictable working hours, job insecurity, lack of promotion prospect, under-promotion or over promotion, work of ‘low social value’, unclear or unfair performance evaluation systems, unclear roles, conflicting roles within the same job, continuous dealing with other people and their problems, inadequate, inconsiderate or unsupportive supervision, poor relationship with co-workers, bullying, harassment and violence, no agreed procedures for dealing with problems or complains, poor communication, poor leadership and conflicting demands of work and home.

Stress affects people in different ways. The experience of work stress can cause unusual and dysfunctional behaviour at work and contribute to poor physical and mental health. In extreme cases, long-term stress or traumatic events at work may lead to psychological problems and be conductive to psychiatric disorder, resulting in absence from work and preventing the employee from being able to work again. When under stress, people find it difficult to maintain a healthy balance between work and non-work life. At the same time, they may engage in unhealthy activities like smoking, excessive alcohol consumption and abusing drugs.

When people are affected by work stress, they become increasingly distressed and irritable. They are unable to relax or concentrate, have difficulty thinking logically and making good decision, enjoy their work less and feel less committed to it, feel tired, depressed and anxious, have difficulty sleeping and they may experience serious physical problems like heart diseases, disorder of the digestive system and increase in blood pressure.

For the organization, work stress can lead to increasing employee absenteeism, decreasing commitment to work, increasing employee turn-over, impairing performance and productivity, increasing unsafe working practices and accident rates, increasing complaints from clients and customers, adversely affecting staff recruitment, increasing liability to legal claims and actions by stressed staff and damaging organizational image.

   

Theoretical Review

Herzberg’s Two Factor Theory
Herzberg’s two factor theory was propounded by Fredrick Herzberg. Herzberg’s two factor theory states that satisfaction and dissatisfaction are driven by two factors namely motivation and hygiene factors. Motivation factors are those aspects of the job that make people desire to perform and inform their decision to stay or quit an organization. These motivation factors are considered intrinsic to the content of the job and include variables such as achievement, recognition, the work itself, responsibility, advancement, and growth. Conversely, dissatisfying experiences called hygiene factors largely results from extrinsic (non-job related) factors such as company policies, salary, co-worker relations, and supervisory styles.  

Herzberg argued that eliminating the causes of dissatisfaction through hygiene factors would not result in a state of satisfaction but instead would result in a neutral state. Motivation would only occur as a result of the use of intrinsic motivation factors. By removing dissatisfaction through the use of hygiene factors, peace in the workplace may be realized but it will not serve as a motivator for the employees. 

Organizations that apply the Herzberg’s two factor theory by implementing its motivation factors in daily operations will create an environment that will enable employees to stay on the job and work more to increase organizational performance.

Organizations can apply this theory by identifying things that causes satisfaction and dissatisfaction among employees and formulating and implementing programs to enhance job satisfaction and eliminate dissatisfaction. This will help in retaining employees as well as boosting organizational performance.

A significant relationship exists between Herzberg’s two factor theory and Maslow’s hierarchy of needs theory. Maslow’s theory identifies needs while Herzberg’s theory creates incentives that help in meeting these needs. Physiological, safety, and social needs in Maslow’s theory can be satisfied using the hygiene factors of Herzberg such as company policies, job security, supervisor support, salary and good interpersonal relationship between employees. Esteem and self-actualization needs can be met through the motivation factors like achievement, recognition, responsibility, nature of work, and opportunities for career advancement. Also, Herzberg’s theory gives management a deeper knowledge and understanding of how job characteristics (skills variety, task identity, task significance, autonomy, and feedback) affect job satisfaction, motivation, retention and performance in organizations.

Border Theory

Clark (2000) proposed a new theory about work family balance known as work/family border theory. The theory states that, every person’s role differs with specific domains of life such as work/family domains, generally separated by physical, temporal or psychological borders. The theory described individuals to be daily border crossers as they move between home and workplace having significant implications on level of integration, easy movements and the degree of conflict between domains based on the nature of borders such as, flexibility and permeability between work and family life boundaries. Morris and Madsen (2007) proposed a new perspective of balance between work and family roles in terms of Resource Drain theory and Enrichment theory that supplement the existing theories. According to resource drain theory, limited availability of resources such as time, energy, money and attention leads to reduction of the resource in its original domain as it is shared with another domain. The phenomenon can be exemplified when an employee invests larger portions of time at work; the time available for family or for other non-work roles diminishes. In contrast, Enrichment theory refers to the degree to which experiences from instrumental sources (skills, abilities, values) or affective sources (mood, satisfaction) augment the worth of the other domain or in other words, experiences in one domain complimenting the quality of live in the other domain. 
3.1. Methodology

Descriptive survey research design was adopted for this study. This was done for three reasons. First, it is capable of obtaining information from large samples of the population. Second, it is well suited in gathering demographic data that describe the composition of the sample (McIntyre, 1999). Third, it is inclusive in the types and number of variables that can be studied; while it requires minimal investment to develop and administer, and is relatively easy for making generalizations (Glasow, 2005).The population of this study comprises  commercial banks in Lagos and Ogun State, Nigeria.
The research instrument adopted for this study was a structured questionnaire. The questionnaire enables the respondents to understand the intention of the study. It also enables the researchers to obtain information from the respondents easily (Asika, 2004). The questionnaire comprised of two major sections: Section A (demographic profile of the respondent) and Section B (Research construct items). The questionnaire comprised of ten (20) major construct items. However, modified Likert’s interval rating scale with options ranging from strongly agree, agree, partially agree, partially disagree, disagree, and strongly disagree were used as the response patterns on the construct items. The study modified the combination of questionnaires of Thornthwaite (2004); Kim, (2014); Gropel and Kuhl (2009); Kumari and Selvi (2016). Descriptive statistics, Correlation Analysis and Multiple Regression Analysis were used for empirical investigation of the study. These methods of data analyses were used with the aid of SPSS version 17.

The sample size was 548 employees selected through the cluster and purposive sampling methods in twenty (20) commercial banks in Lagos and Ogun States, in South-West Nigeria. The total population of employees in the banking sector in Nigeria is about sixty-eight thousand (68,000) employees. These consist of junior, senior, managerial and top management staff.

4.1. Results and Discussion

Table 1.1: Correlation Matrixes for Explanatory Variables

	
	Work satisfaction
	Home Satisfaction
	Family Functioning
	Employee Citizenship
	Role Conflict
	Stress Management

	Work Satisfaction
	1.000
	.836
	.811
	.768
	.346
	.799

	Home Satisfaction
	.836
	1.000
	.836
	.722
	.328
	.864

	Family Functioning
	.811
	.883
	1.000
	.796
	.311
	.864

	Employee Citizenship
	.868
	.745
	.822
	1.000
	.322
	.864

	Role Conflict
	.328
	.322
	.311
	.326
	-1.000
	.462

	Stress Management
	.899
	.782
	.882
	.686
	.344
	1.000


Source: Researchers Computation, 2016.

Table 1.1 above provides information on the degree of correlation between the independent variables and dependent variables used in the multiple regression analysis. The matrix shows that, the correlation between the variables is strong, except for the negative correlation between the dependent variable and the sub-variable role conflict.

Further analyses to determine why these relationships exist were performed. The table below represents the reasons for the relationship and how work-life balance has actually helped in the management of stress. 
Table 1.2: Stress Management

	Construct Association
	Alpha Level
	Beta
	R
	P-value
	Significant Yes/No

	Work Satisfaction
	0.05
	1.605
	.717
	0.000
	Yes

	Home Satisfaction
	0.05
	1.622
	.704
	0.000
	Yes

	Family Functioning
	0.05
	1.641
	.799
	0.000
	Yes

	Employee Citizenship
	0.05
	1.442
	.754
	0.000
	Yes

	Role Conflict
	0.05
	
	.462
	-0.000
	No


Source: Researchers Computation 2016

In the table above, for all the constructs, there is a significant relationship between them and stress management at Alpha= 0.05 level of significant, with P-Value of 0.000, except role conflict

Various previous studies have addressed the important role of work-life balance in increasing employees’ psychological well-being and the influence of this psychological well-being on organizational performance improvement. The studies insist that work-life balance plays a significant role in employees’ psychological well-being and behavioral performance, less attention has been focused on what effects work-life balance has on employees’ attitudes and behaviors. 

Five hypotheses were empirically examined. As shown above in the results section, the sub-variables of work-life balance have positive relationship with managing stress. However, role conflict impacted negatively on stress, as it led to more pressure and stress of employees on their jobs.  

Implications 
Helping workers to achieve work-life balance is the imperative duties of organizations. Considering the importance of work-life balance in the workplace, the findings of the study have important practical implications to every organization. 

The empirical link between work-life balance and its use as a panacea for stress management is a major contribution in this study. Previously reviewed studies provided support for the importance of work-life balance generally for health and survival of organizations. The result is important in identifying ways through which companies can increase their employees’ satisfaction, performance, commitment, organizational image and survival. 

Organizations could set up a work-life balance policy and programs that would support their employees in fulfilling their official work and their individual responsibilities outside the workplace as well. For example, employers can provide a work-life benefit program such as Thank God It is Friday (employees can leave their office two hours early on the last Friday of every month), Bar Day, refreshing day-offs (employees take two weeks off every three years to refresh their mind and to have time to spend with families), and a flexible labor time system (employees can choose work time based on their preferences), and these benefit programs will likely influence employees’ emotions and perceptions in that they will feel the organizational support of caring about their well-being. More importantly, the organizational culture must be supportive of the programs so that all employees will feel comfortable using that program whenever they need it. 

5.1. Conclusion and Recommendations

Work-life balance is about adjusting work patterns to achieve overall fulfillment. A good work-life balance enables organizations to thrive and at the same time, enables the employees to easily combine work with other aspirations and responsibilities. It is an integral and important part of corporate social responsibility.

Work-life balance should not be taken to mean equal balance or scheduling equal number of hours for one’s work and personal activities. A positive work-life balance involves achievement, combining it with personal enjoyment. It is a situation where an employee combines effectively the four quadrants of life, namely work, family, society and self. However, this varies from one individual to another.

A good organization needs to recognize that part of their obligations to their employees is to ensure that their working lives will not damage their lives outside of work or lead to health problems. 

It is therefore recommended that organizations irrespective of the sector in Nigeria should fashion out as a matter of urgency work-life balance initiatives to enhance employees’ lives, which will invariably impact positively on organizations in the short, medium and long-term. This is premised on the fact that individuals spend better part of their lives working in organizations. 

 References

Agarwala, T (2007). Strategic human resource management. Delhi: Oxford University Press: 708-760.

Asika, N (2004). Research methodology: A process approach. Nigeria: Mukugamu and brothers enterprises.

Casper, W. J, Harris, C, Taylor-Bianco, A and Wayne, J. H (2011). Work-family conflict, perceived supervisor support and organizational commitment among Brazilian professionals. Journal of Vocational Behaviour, 79 (3): 640-652.

Clark, S.C (2000). Work/family border theory: A new theory of work/family balance. Human Relations, 53 (6): 747-770

Cole, G. and Kelly, P. (2011). Management: Theory and practice. Singapore: BookPower.

Cole, G. (2002). Personnel and human resource management. London: Biddles Limited.

Gropel, P and Kuhl, J (2009). Work-life balance and subjective well-being: The mediating role of need fulfillment. British Journal of Psychology, 100: 365-375.

Greenhaus, J.H, Collins, K. M and Shaw, J.D (2003). The relation between work –family balance and quality of life. Journal of Vocational Behaviour, 63: 510-531.

Grzywac, Z.G and Carlson, D.S (2007). Conceptualizing work –family balance: Implications for practice and research. Advance Developing Human Resources, 9: 455-471.

Kim, H.K (2014). Work-life balance and employees’ performance: The mediating role of effective commitment. Global Business and Management Research, 6 (1): 37-50 

Kumari, V.S and Selvi, M.A (2016). The impact of work-life balance on the well-being of employees in the telecommunication sector. International Journal of Science and Research, 5 (2): 597-601.

McIntyre, L.J (1999). The practical skeptic: Core concepts in sociology. Mountain view, CA: Mayfield publishing.

Mehta, P and Kundnani, N (2015). Work-life balance at a glance: A systematic review. Journal of Business Management and Social Sciences Research, 4 (1): 49-53.

Morris, M.L and Madsen, S.R (2007). Advancing work-life integration in individuals organizations and communities. Advances in Developing Human Resources, 9: 439-454.

Pareek, U and Surabhi, P (2010). Training instruments in human resource development and organizational development. New Delhi: Tata McGraw-Hill

Parsons, D (2002). Work-life balance: A case of social responsibility or competitive advantage? Human resource department, Georgia Institute of Technology.

Ranjan, R and Prasad, T (2013). Report on work-life balance of loco-pilots (Railway Drivers) in India. European Journal of Business Management, 5 (19): 17-28.

Rincy, V.M and Panchanatham, N (2010). Development of psychometric instrument to measure work-life balance . Continental Journal of Social Sciences. 3: 50-58.

Tausig, M and Fenwick, R (2001). Unbinding time: Alternate work schedules and work-life balance. Journal of family and Economic Issues, 22 (2): 101-119.

Thornthwaite, L (2004). Working time and work-family balance: A review of employees’ preferences. Asia Pacific Journal of Human Resources, 42 (2): 166-184.

Uma, D. T (2011). A study on stress management and coping strategies with reference to IT companies. Journal of Information Technology and Economic Development, 2 (2): 30-48. 

MANAGERIAL SKILLS





SACHET WATER FIRMS’ PERFORMANCE 





Timing of Claims Payment





Claims Settlement Process





Mode of Claims Payment





Customer Retention





ECRM	


Information Quality


Service Quality








Online Behaviour








Repurchase Intention





Mediating variable





Independent variable








Dependent variable





b





c





a





Information Quality





Repurchase Intention





Online Behaviour





-.053/-1.094





.148/3.513





Service quality





Online behaviour





Repurchase intention





.299/5.1922





.589/12.111





C=.651/14.242





.164/3.267








vii

