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ABTRACT 

The banking sector in Laos, be it state-owned or private banks, remains reliant on their employees 

for excellent customer service and positive outcomes. Since the Lao economy's new development 

system emerged, many new private banks from both domestic and international origins have been 

established throughout the country. The Lao state-owned commercial banks' management faced a 

challenging time to maintain their dominant market share in the banking sector. Employee 

motivation is the critical key to enable the state-owned commercial banks in Laos to maintain their 

competitive advantage and achieve their goals. 

 

This research project aimed at investigating the factors that motivate and demotivate employees in 

the Lao state-owned commercial banks as the public sector is the dominant player in the Lao 

banking industry. The study was conducted through the three leading state-owned commercial 

banks under three main objectives; being: (1) to identify motivating factors (2) to investigate the 

factors that cause demotivation to employee productivity and (3) to discover the desired practices 

that would increase motivation and decrease demotivation of the bank employees.  To achieve 

these objectives of the research, semi-structured interviews, with a qualitative approach, were used 

to obtain the data through online video conferencing via Zoom. The data collecting process 

involved interviewing a total of 15 employees of three state-owned commercial banks in Laos. 

 

Based on the empirical findings, it was found that these study participants are motivated by both 

intrinsic and extrinsic motivational factors. However, extrinsic motivation was shown to be a more 

potent motivating factor than intrinsic motivation among these fifteen participants. This is because 

extrinsic factors, such as employee benefits and financial rewards, gained the two highest scores 

for motivating factors. Meanwhile, career advancement, training programmes, good relationships 

with co-workers, challenging tasks, and recognition were intrinsic motivations that have 

potentially influenced this study’s participants’ motivation.  The demotivating factors identified in 

this study were mainly related to inequality practices, fairness and transparency in the workplace. 

The results also suggest three important areas that need to be improved by the bank to increase 

motivation and decrease demotivation of employees, being: (1) people management (HR practices) 

such as effective job rotation and individual career path, (2) effective culture and management 

styles that focus on equality, and fairness, and (3) employee welfare and benefits that are more 

reliable and in relation to the economic condition that meets the standard of living of employees. 
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CHAPTER 1: INTRODUCTION TO THE STUDY   

1.1  Introduction  

This research project focus on investigating motivating and demotivating factors which affect bank 

officials in Laos and is presented in various sections in Chapter One. This first section aims at 

providing an outline and description which supports the general understanding of the research 

topic and a background to the study. The second section outlines the problem of the study; followed 

by the sections clarifying the focus of the study and its objectives. The final part of this chapter 

includes the research question and sub-research questions followed by the chapter structure and 

summary. 

 

1.2  Background of the study 

Today, in highly competitive environments, every company or organization, regardless of the size 

and the type of the industry, are striving to gain competitive advantages, to make a profit and to 

achieve productivity and success (Omollo, 2015). To do this, effective human resource 

management in organizations is essential to ensure motivated employees who will maintain and/or 

increase productivity for organizational success (Robescu & Iancu, 2016). Thus, it is important for 

an organization to be able to motivate the employees to be successful. This is because the 

contribution of motivated employees is the way to the success of an organization. Besides, 

motivation is a source of a high level of employee engagement which intrinsically boosts the 

employees’ productivity and creativity. Conversely, low motivation of employees at work reduces 

performance and productivity, which can lead to a toxic culture (Aly Ahmed, Elsayed, & El-

Nagger, 2013; Robescu & Iancu, 2016). Thus, many organizations try extremely hard to motivate 

their employees and to increase their feeling of satisfaction and involvement. This is because 

motivated employees deliver more value to the organization’s customers. That leads to customer 

loyalty, return business and referrals to new customers which results in more profit (Heskett, Jones, 

Loveman & Sasser, 1994) 

 

Motivation in the workplace has been widely used to increase work productivity and creativity in 

the organization (Härtel & Fujimoto, 2015). Tracy (2013) also believes that “all motivation is self-

motivation” and Human resource (HR) in an organization should know what/how to encourage 
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employees to motivate themselves. Chaudhary and Sharma (2012) state that employee motivation 

in the workplace is affected by the environment or culture in which they are working. Several 

studies have concluded different motivators and demotivators; however, those factors are 

commonly categorized into two groups which are intrinsic and extrinsic motivators (Hebda, Vojak, 

Griffin & Price, 2012; Crawshaw, Bundhawar & Davis, 2014; Contan & Serban, 2015).  

 

It is true for service organizations, such as banks, that good service quality is necessary for gaining 

customer satisfaction and winning the minds and hearts of customers. Heskett et al (1994) 

suggested that employees who are motivated and satisfied with their job are on the verge of 

providing higher level of service quality that those who are not. Thus, a high level of employee 

motivation is a critical factor for high productivity and desired outcomes (Bawa, 2017). It could 

also be considered as a vital factor for the organization to achieve its goals and objectives. Past 

studies suggest that motivated employees are one of the crucial internal sources that support the 

organization to being successful. Motivation not only improves service quality and work 

performance, but it also helps retain talented employees (Xaynhaphoum, 2017; Nel, 

Vongphanakhone & Sukumaran, 2015). Furthermore, the studies show the influence of factors 

such as management practices and policies, styles of leadership, monetary and non-monetary 

rewards in an organization on employee motivation (Du Plessis, Keovilay, Marriott & Seth, 2015; 

Nel et al., 2015). However, sometimes organizations endeavor to focus on practical ways to 

motivate their employees which make them overlook some of the existing factors in the workplace 

which may cause employee demotivation. Research on the effect of motivation and demotivation 

in the workplace reveals that increasing factors that motivate an employee is essential to be 

successful; on the other hand, reducing factors that demotivate employees appear to be equally 

important. This is because reducing certain demotivators would eliminate the dissatisfaction and 

would increase motivation in the workplace without implementing the addition of motivational 

tools (Thomas, Skitmore, Lam & Poon, 2004). 

 

1.3  Problem description 

Lao’s People’s Democratic Republic (Lao PDR or Laos) is a landlocked country (World Bank, 

2019). The county is one of the smallest countries in South East Asia with an estimated population 

of 7,041,417 as of 2019 or only 0.09% of the world’s population (World Population Review, 
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2021). The government aims to take the country out of the Least-Developed Country status (LDCs) 

by 2024 which was deferred from 2020 (Stiftung, 2020). Lao PDR has been a one-party state since 

becoming independent in 1975. The country’s economy has been reformed from a central-planned 

economy into a market-oriented economy that is open to global trade under the New Economic 

Mechanism (NEM) since 1986 (Bourdet, 1992; Kyophilavong, 2010). However, the power of the 

state remains essential in the Lao economy (Phimphanthavong, 2014).  

 

For nearly a decade, the government of Lao PDR has been making a great effort to move the 

country from the least developed country (LDCs) status to that of a developing country (United 

Nation, 2015). With the clear objective of strengthening the country’s economy, the banking sector 

has been set as one of the significant and fundamental sectors to the growth of Laos economy and 

acts as the backbone of the country’s economic reform (Keovongvichit, 2012). In the 1980s, the 

Lao banking sector was completely transformed from a mono-banking system into a two-tiered 

banking system, which includes the central Bank of the Lao PDR (Bank of Lao PDR, 2018). Since 

then, the number of banks has increased dramatically, and the state-owned commercial banks 

(SOCBs) are the driving force in the Lao banking sector (Keovongvichit, 2012; Spantig, 2015). In 

2016, the World Bank indicated that Laos is one of the fastest-growing economies in East Asia 

and the Pacific (World Bank Group, 2016). 

 

 

 

 

 

 

 

 

 

Source: BBC News https://www.bbc.com/news/world-asia-pacific-15351898 

Figure 1. 1 A map of Lao’s People Democratic Republic (Lao PDR or Laos). 
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Table 1. 1 Table 1.1 Lao PDR: Market share of banking institutions in 1999. 

Financial Institution types Number 
Assets (US $ 

million) 

Assets in % of 

Total 

 State - Owned Banks + 

Specialized bank  4 289 70.70% 

 Joint State Commercial Bank  3 34 8.30% 

 Representamen Office  1 0 0.00% 

 Foreign Commercial Bank 

Branch  7 85.5 20.90% 

 Total  15 408.5 100% 

 

Source: Bowrin, 2002 

http://documents.worldbank.org/curated/en/104581468284395883/pdf/937920WP0Box380inancialSectorofLaos.pdf 

Table 1. 2 Lao PDR: Market share of banking institutions in 2019 

Types of Financial Institutions Quantities 

Assets Deposit Credit 

Billion 

(LAK) 
% 

Billion 

(LAK) 
% 

Billion 

(LAK) 
% 

State - Owned Commercial Banks 

+ One Specialized Bank  
4 63,021.68 43% 47,690.87 54% 35,469.50 48% 

Joint State Commercial Banks 4 12,803.28 9% 6,809.87 8% 8,412.15 11% 

Private Bank + Subsidiary Banks 17 27,809.28 19% 18,916.20 22% 17,033.47 23% 

Foreign Commercial Bank 

Branches 
19 42,450.80 29% 14,143.18 16% 13,713.15 18% 

Total 44 146,085.04 100% 87,560.12 100% 74,628.28 100% 

Source: Bank of Lao PDR website https://www.bol.gov.la/en/Money_and_Banking 

Even though the SOCBs are the dominant players in the Lao financial sector, they are facing the 

challenges of an increase in the number of new banks. This considerable number of private banks 
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and foreign bank branches are expanding through the country and placing a fierce competition to 

public sector banks with young blood (Spantig, 2015). Twenty years ago, two-thirds of the total 

assets in the Lao banking market or roughly 70% of the market share was dominated by the public 

sector banks or the state-owned banks (Bowrin, 2002). However, this domination has declined 

significantly due to the increased number of private and foreign bank branches in Laos (Bank of 

Lao PDR, 2019). At present, there are forty-four banks in Laos, three of which are state-owned 

commercial banks, while the remaining are privately-owned banks, joint state commercial banks 

and the branches of foreign banks (Bank of Lao PDR, 2018). As a result, the SOCBs have managed 

to remain in a dominant position in the market share in the Lao banking system, but the total assets 

were at around 43%, which is followed by privately-owned banks and foreign bank branches at 

around 19% and 29% respectively (Bank of Lao PDR, 2019). This has dramatically levelled up 

the competition among banks in Laos. Consequently, high-quality human resource is classified as 

the most critical factor in determining bank success in this competitive market.  

 

Apart from that, the Lao banking sector is confronting the low productivity of employees due to 

the low workplace motivation and poor management, mainly in the SOCBs (Xaynhaphoum, 2017; 

Nel et al., 2015). Public sector banks are largely controlled by government regulations, which 

sometimes affect their efficiency. For instance, the staff quality issues: The public sector banks 

may neither lay off poorly performing employees nor can they offer a higher salary to attract or 

retain the high-quality employees, unlike the private sector banks. Mohsenah and Mian (2019) 

observed that public sector organizations are forced to move away from their traditional 

bureaucratic management approaches to flatter organization approaches in the new integrated 

business environment. 

 

As explained earlier, the Lao SOCBs are under the supervision of the Bank of Laos PDR (which 

acts as the central bank) and Lao government (Ministry of Finance) (Singhavara, 2016). They play 

a crucial role as being both owners and regulators of all the SOCBs in Laos. Thus, the management 

or organizational structure in the SOCBs are strongly governed in a pyramidal command structure 

whereas the decision making is only from senior or high-power people ( Vongphanakhone, 2016). 

As a result, the work process tends to be slow, including a lack of transparency and lack of 

employee involvement. 
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McKinsey’s survey report revealed that there has been a dramatic change from old-fashioned 

banking to digital banking in Asian countries (Barquin, HV & Shrikhande, 2018). The internet-

banking platform services have also been introduced in Laos in the past few years though as 

electronic banking, via the internet on smartphones and on other devices. The high-volume driver 

products are bill payments, business-to-business payments, and salary pay-outs (UNCDF, 2015). 

According to Kemp (2020), the number of internet users and social media users in Laos have been 

increasing every year, and today there are approximately 3.10 million users in Laos which is 

around 40% of the country’s population. Despite the growth in the number of internet users, face-

to-face or traditional banking services remain the preferred service over mobile internet banking 

by many Lao customers (UNCDF, 2015). One of the reasons behind this is that those internet 

banking such as mobile banking only attracts some groups of people such as young customers who 

faster shift to internet banking. Another reason is that the safety issues over online financial 

activities remain in Lao people’s perception when deciding whether to use such services. 

Therefore, motivated staff remain in high demand to maintain and guarantee the service quality in 

serving customer satisfaction in the banking sector in Laos. One of the most famous and successful 

entrepreneurs, Richard Branson, founder and chairman of Virgin Group, once said that “The Client 

does not come first, employees come first. If you take care of your employees, they will take care 

of your clients” (as cited in Adlard & Bausor, 2019, p. 88). Hence, motivated employees are 

fundamental to business growth and success of the Lao SOCBs. The management in the banks and 

HRM play a vital role in providing support to employees that would encourage and motivate them 

to use the best of their competencies in a way that supports the organization’s success. 

 

Another problem is about the integration of the economy. Since the process of the New Economic 

Mechanism (NEM) began, Laos’s economy has opened and engaged in international trade with 

several international committees and organizations. For instance, a recent development in 

economic integration with the ASEAN economic community (AEC) has presented the 

opportunities for the Laotian economy through the ASEAN market integration (Maria, Urata & 

Intal, 2017). However, this integration also underlines an increase in competition for Laotian 

business and the Lao banking sectors to survive and succeed against the foreign banks and foreign 

investors (Vilavong, 2019). The ASEAN is the community or union of Southeast Asian nations 

(Maria, Urata & Intal, 2017). Concerning the ASEAN banking integration framework and 
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guidelines (ABIF), Laos, as an AEC member, is required to improve its banking systems, service, 

and the transparency of banking systems, particularly, the Lao SOCBs to become Qualified 

ASEAN banks or QABs (Wihardja, 2013). Phouthavong (2020), in his study, showed that human 

resources are one of the five essential keys that will assist the SOCBs in Laos to improve the 

quality of service and gain a competitive advantage in this new business integration environment.  

 

For the above discussion, it is imperative for a research study to determine the motivating factors 

that will improve the performance of banking employees in Laos and reduce the demotivating 

factors that are likely to decrease work productivity. These factors are the key for the SOCBs in 

Laos to improve their service quality and maintain their dominant position in the Lao banking 

sector as well as to achieve their goals. Regarding this, the research problem is identified as “What 

are the motivating and demotivating factors for banking employees of the state-owned commercial 

banks in Laos?” 

 

1.4  The focus of the research project 

Due to the data limitation of the financial and operating performance of state-owned and privately-

owned commercial banks in Laos, this research study will only focus on the key or dominant 

players in the Lao banking sector which are the public sector banks or the Lao SOCBs (Bank of 

Lao PDR, 2018). Besides, almost two-thirds of bank employees in the Lao banking industry are 

working at the SOCBs (Bank of Lao PDR, 2016). Apart from that, the SOCBs are a crucial feature 

of the Lao banking system, especially as a representative country bank to reach the international 

standard of banking service in the Southeast Asia region and Asian banking integration (Bank of 

Lao PDR, 2017). This requires a high level of service quality and technological improvement to 

strive for those goals.  

 

The change and challenges that are taking place in the Lao banking sector will affect the employees 

in both the front and back office in one way or another. Hence, an understanding of employee 

motivation is even more imperative for the Lao banking sector due to the rapid change in the nature 

of business and the highly competitive environment. This study focuses on the perceptions of 

employees in the Lao SOCBs toward their working environment, their responsibility and the 

existing practices and policies to find out the possible factors that motivate and demotivate them. 
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This is because motivated employees are more committed to their responsibilities and assignments; 

thus, they are the leading cause of competitive advantage through high service quality in the 

banking industry in Laos. Additionally, this study will identify the desired practices or the key 

factors that would increase motivation in the workplace from the bank employees’ perspective. 

 

1.5  The aim and objective of the research project 

As mentioned earlier, the overall focus of this research project is to explore the motivating and 

demotivating factors that influence employees’ productivity in the SOCBs in Laos. In recent years 

the SOCBs have become more competitive, innovative, and effective to maintain and improve the 

productivity for competing with other banks, both locally and internationally. The essential key to 

winning this competition is motivated employees.  

 

The purpose of this study is to investigate the possible factors of the working environment that 

would increase employee motivation and identify any potential factors that are likely to demotivate 

the productivity of employees of the SOCBs in Laos. The value of this study is that it will allow 

the management of the leading SOCBs in Laos to gain a better understanding of the needs and 

wants of their employees. Besides, the researcher hopes that this study information would help the 

bank management to implement more effective strategic plans for the improvement of employee 

motivation to increase productivity. This research study is undertaken with the following 

objectives: 

 

− To investigate and identify potential factors that motivate employees’ productivity in the 

Lao state-owned commercial banks (SOCBs). 

− To investigate and identify potential factors or issues that demotivate employees’ 

productivity in the Lao state-owned commercial banks (SOCBs). 

− To identify desired practices that would increase the motivation of employees in the Lao 

state-owned commercial banks (SOCBs). 

 

 



 

 

9 

1.6  Research question and sub-research questions 

To accomplish the mentioned objectives, the research question is identified as “What are the 

significant motivating and demotivating factors which influence employees of the state-

owned commercial banks in Laos?” 

 

Additionally, three sub-research questions have been set to uncover relevant factors and then 

answer the research question: 

 

1. From the employees’ perspectives, what are the potential factors that motivate employees 

in the Laos state-owned commercial banks? 

2. From the employees’ perspectives, what are the potential factors that would demotivate 

employees in the Laos state-owned commercial banks?     

3. What are the desired practices or factors that would increase employee motivation in the 

Lao state-owned commercial banks? 

 

1.7  Proposed execution of the empirical study 

The present research study aims to investigate the factors that motivate and demotivate employees 

of the SOCBs in Laos to perform work productively. Hence, a qualitative method has been adopted 

for in-depth information and understanding. Besides, the complex nature of the problem, which 

involves thoughts and feeling of participants, favors a qualitative method in the determination of 

the information that is really derived from the individuals’ experience and perspective. The 

empirical research on this present study is to involve observation with thematic analysis through 

qualitative data which is to be collected through an online semi-structured interview. This research 

data collection had to be executed through online interviews via the Zoom videoconferencing 

platform due to the travel restriction caused by COVID-19 pandemic during 2020 and 2021. The 

online interview is to provide a significant contribution to this research study, as face-to-face 

interviews are not possible. Further detail on the research methods and analysis employed and the 

corresponding demarcation of research sample selection and findings are presented in chapters 

three, four and five, respectively, in this thesis. 
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1.8  Thesis Structure 

For the ease of readability this research study is divided into six chapters being the following: 

 

Chapter One introduces the overall concept and an overview of the research study. This chapter 

provides the background and the problems of motivation practices in the Lao banking sector and 

the need to conduct the research topic. It also consists of further information on the research aim, 

objectives, research questions, as well as sub-research questions of this research study.  

 

Chapter Two is based on the literature review conducted on the research topic, including the 

motivation and demotivation theories and other relevant terms. The literature reviews in this 

chapter act as a guideline for the interpretation and analysis of this research study in subsequent 

chapters. 

 

Chapter Three focuses on the adopted research methodology and research methods in the study. 

This chapter explains the reasons for choosing a particular research methodology and research 

methods. It also elaborates on the methods of data collection, sample section, data analysis, as well 

as the ethical considerations of this research study. Notably, the sample for data collection of this 

study is from the researcher’s home country.  Thus the data collection is mainly executed through 

online interviews in Lao via the Zoom videoconferencing platform due to the travel restrictions 

caused by the COVID-19 pandemic. The interviews were then translated into English for analysis 

purposes.  

 

Chapter Four only presents the results of the data collection that was collected by conducting 

online semi structured interviews. This chapter provides evidence of using the research methods 

mentioned in the previous chapter. By using those methods, the results are generated for the 

discussion of the project study in the following chapter. 

 

Chapter Five focuses on the discussion of the results from the data collection and analysis. This 

chapter elaborates on the research findings and interpretation by considering the literature reviews 

to identify the possible impact of the practice factors that motivate and demotivate employees of 

the SOCBs in Laos. 
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Chapter Six presents the conclusions of the research study. Several recommendations for HRMs 

and the management of the SOCBs in Laos are provided with some limitation and the opportunities 

for further study on this topic. 

 

1.9  Chapter summary  

In Chapter One, an overview and the background of Laos and banking sector in Laos was 

undertaken. This chapter highlights the descriptive problems of motivation and demotivation in 

the SOCBs, which is the heart of this research project. Besides, the focus of the study, aims and 

objectives, the research question as well as sub-research questions are presented as the goal for 

finding answers to this research project.  

 

The next chapter focuses on the relevant literature pertaining to this research project. 
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CHAPTER 2: LITERATURE REVIEW  

2.1  Introduction 

This chapter reviews the relevant theories and critical literature related to employee motivation 

and demotivation in organizations and starts with an overview of motivation and demotivation as 

well as its definitions. Next, theories of motivation and demotivation which may significantly 

impact on the research questions are critically reviewed. The last part of this chapter moves on to 

the discussion of possible factors of employee motivation and demotivation. This chapter thus 

explores the theories related to the research topic as well as questions and objectives which may 

support the research findings discussed in subsequent chapters. 

 

2.2  An overview of motivation 

Whether in academia, business, athletics, entertainment or other industries, motivation is essential 

to individuals’ success. Motivation can be defined as something that switches on behavior or action 

to reach a certain goal (J. M. Mayfield, 2017). Motivation is widely recognized as an approach to 

understanding human behavior, bearing in mind that there is a wide range of theories to explain 

the motivation concept. However, the practice of motivation is even more sophisticated as human 

behavior or actions are influenced differently; thus, it has been agreed that there is no universal 

motivation approach to motivate people.  

 

Maintaining and increasing the level of motivation in the workplace is one of the most challenging 

roles of management and HR in an organization and has always been a central problem for leaders 

(Armstrong & Taylor, 2014; Gottlieb, 2017). This is because different people in different 

organizations have different values and aspects that influence employees to behave differently 

(Gottlieb, 2017). According to Sabir (2017), it not hard to tell when an employee is appropriately 

motivated because they will have a better way to complete work; be more quality-oriented; care 

about the customers and are more productive. Adair (2009), in the Fifty-fifty rule book, explained 

that fifty per cent of people are motivated from inner-generated sources, while the other fifty per 

cent are motivated by outside factors. It is true that managers and supervisors may not be able to 

control the variables which constitute an individuals’ basis for motivation to any great extent. 

However, they do have the potential to control or create some variables that can reduce employee 

motivation. Hence, the organization and HRM team must recognize and be mindful that all the 
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inside and outside management activities impact their employee motivation to perform work in 

one way or another. These activities include employee policies and welfares, work design, 

management and leadership styles, organization culture and structure, reward systems, training 

and development programmes and working environment (Hebda et al., 2012). 

 

2.3  Definition of motivation and demotivation 

When it comes to defining motivation, there are various meanings. In a dictionary definition, 

“motivation” is described as “the goad to action” (as cited in Mitchell, 1982; p. 81). In general, 

people would describe motivation as the degree to which a person would strive to achieve a 

particular task (Armstrong & Taylor, 2014). In more academic and technical terms, motivation 

could be described as the psychological process of human behavior in a particular way (Mitchell, 

1982). In the workplace, motivation can be defined as the level of commitment, energy, and 

creativity employees bring to their jobs (Gottlieb, 2017). Employees with a low level of motivation 

would avoid working and only do what they need to do to keep the job, while motivated employees 

would utilize their skills and creativity efficiently to advance the organization’s goals (Contan & 

Serban, 2015). 

 

The word “motivation” is originally from the Latin word “movere” which means to move or be 

moved into action or a change in action (Huber, 2006, p. 481).  According to Arnold et al. (1991), 

motivation consists of three components which are direction, effort and persistence as follows: 

 

Motivation = Effort + direction + persistence 

 

Effort refers to how hard a person is trying to achieve his goal. 

Direction refers to what a person is trying to do or the area that a person put his effort on. 

Persistence refers to how long a person keeps on trying to achieve his goals. 

Source: (Armstrong and Taylor, 2014 p. 317) 

 

On the other hand, there are also a few definitions when it comes to defining demotivation. Mayer 

(1978) described demotivation as a “counterproductive process” (as cited in Sandiford & Divers, 

2011, p, 2).  Grubišić and Goić (2003) defined demotivation as the negative meaning of motivation 

and a concept of destroying motivation. Thomas et al. (2004) also described demotivation as a lack 
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of something that causes motivation or a negative motivation or of being motivated to not act in a 

certain way. From the Cambridge dictionary, the word “de” as a prefix meaning is “removal from 

something”, so this suggests removal of motivation or a lack of interest in and enthusiasm about 

working (Sandiford & Divers, 2011). Dornyei (2001) indicated that demotivation is the flip side 

of motivation, and its cause can be by internal and external factors. Smith (2004) stated that 

demotivation is the cause of the unfulfilled need of the employees. Furthermore, demotivation 

leads to unmotivated behaviors and counterproductive behaviors (Abeysekera & Abeysekara 

2012). Based on these explanations, for this study, demotivation could be defined as the force from 

inside and outside individuals that diminish the employee’s willingness to perform effectively, and 

there are demotivation elements in every motivation factor that is not appropriately implemented. 

 

2.4  Theories of Motivation and Demotivation 

This section outlines motivation theories to demonstrate the importance of motivation in the 

business environment. Nelson and Quick (2018) state that: “Any single motivation theory explains 

only a small portion of the variance in human behavior”. Therefore, the researcher explored several 

motivational theories as an alternative to explaining human behavior in this research study. The 

human need-based theories of motivation include Maslow’s hierarchical needs, Herzberg’s two-

factor theory and McClelland’s need theory. The motivation theories based on human nature by 

Douglas McGregor and Vroom’s expectancy theory, and Adam’s theory of inequality are more 

contemporary new ideas about motivation. These theories present different views about motivation 

which suggests that differences in human needs motivate different people differently, and when 

their demands are not met, they can cause demotivation (Adair, 2009). The theories are briefly 

discussed in the following sections. 

 

2.4.1 Maslow’s need hierarchy 

Maslow’s hierarchy of human needs was developed in 1943, and it was largely distributed and 

adapted by many scholars in a wide range of contexts, including leadership, psychology, 

management and education (McCluskey & Ruddell, 2020). According to Maslow, human 

motivation moves through the hierarchical order of needs based on physiological and 

psychological needs (Tracy, 2013). These needs are physiological, safety needs, social needs, self-

esteem needs and self-actualization needs (Alghazo & AI-Aniza, 2016; Maslow, 2013). Maslow 
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perceived that people have a certain need that affects their behaviour; only unfulfilled needs can 

motivate their behavior, fulfilled needs do not act as motivators (Osemeke & Adegboyega, 2017).   

Figure 2. 1 Maslow’s priority of needs 

 

 

Source: (Wright, Adams Nelson & Quick, 2011 p. 71). 

 

According to Fowler (2014), the fact that Maslow’s theory of hierarchy of needs started from basic 

assumption with the universal human needs related to human’s feelings and well-being; thus, the 

theory is likely to apply to all cultures. However, in reality, everyone could satisfy different needs, 

and it will not always be hierarchical as the needs could be overlapped (Osemeke & Adegboyega, 

2017). For example, the social needs could emerge even if the safety needs are not satisfied 

(Mustafa, 2013). Furthermore, people in a different culture may be satisfied and motivated by 

different needs (Fowler, 2014).  

 

2.4.2 Herzberg’s two-factor theory  

The second famous motivation theory based on human needs is "Herzberg's two-factor theory". 

This theory relates to demotivation and was developed by Herzberg and his colleagues in 1959 

(Fareed & Jan 2016). Maslow's theory of needs influences Herzberg's motivational theory; 
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however, Herzberg emphasizes employees' attitudes toward work and the workplace environment 

(Gottlieb, 2017). In Herzberg's original studies, people's needs were divided into two major categories: 

motivation factors and hygiene factors. He suggested that motivation factors are satisfying factors, 

while those dissatisfying factors were labelled hygiene factors (Nelson & Quick, 2018). In other words, 

motivation factors are the work conditions related to job satisfaction, and job dissatisfaction are the 

work conditions associated to hygiene factors, as the following table 2.1. 

 

Table 2. 1 Motivation-Hygiene factors theory of Herzberg 

Source: (Nelson & Quick, 2018, p. 77) 

 

The main idea behind the two-factor theory is that there are different kinds of job that will motivate 

or dissatisfy the employees. Herzberg also described motivation as intrinsic motivation and 

hygiene factor as extrinsic motivation to the job (Alshmemri, Shahwan-Akl & Maude, 2017). The 

presence of motivation factors can lead to job satisfaction, while the absence of motivation would 

lead to no job satisfaction. Thus, the presence of good hygiene factors will not produce job 

satisfaction, but it can necessarily prevent job dissatisfaction (Nelson & Quick, 2018; Alshmemri 

Motivation - Hygiene 

Motivation factors Herzberg’s Two-

factor principles 

 

Improving the 

satisfier factors 

increase job 

satisfaction. 

 

Improving the 

hygiene factors 

decrease job 

dissatisfaction. 

  

Hygiene factors 

Influenced by satisfied factors: 

▪ Achievement 

▪ Recognition 

▪ Responsibility 

▪ Work itself 

▪ Advancement 

▪ Growth 

▪ salary 

Influenced by hygiene factors: 

▪ Working conditions 

▪ Coworker relations 

▪ Policies and rules 

▪ Supervisor quality 

▪ Base wage, salary 

▪ Status 

▪ Security 
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et al., 2017). The following Table 2.2 shows the differences between motivation factors and 

hygiene factors. 

 

Table 2. 2 The two factors of Herzberg’s theory comparisons 

 Motivation factors Hygiene factors 

Absent The outcome is no job satisfaction The outcome is job dissatisfaction 

Present The outcome is job satisfaction The outcome is no job dissatisfaction 

Herzberg described Intrinsic to the job Extrinsic to the job 

   Source Alshmemri et al., 2017, p. 13). 

 

According to Herzberg, motivation factors are more important than hygiene factors in employee 

motivation (Ricky, Jean & Stanley, 2016). This is because hygiene factors cannot provide motivation 

to the employees but only prevent job dissatisfaction. In his view, Maslow's lower-order needs, such 

as physiological, safety, and social needs, appear as hygiene factors (Mustafa, 2013).  

 

2.4.3 McClelland’s Need Theory 

 

Another well-known motivation theory based on human needs is McClelland's need theory or the 

acquired needs framework (Nelson & Quick, 2018). The theory is based on three desired needs 

which were built from Henry Murray's manifest needs. McClelland perceived that we all have 

these three desired needs for achievement, power and affiliation but may need different degrees of 

need through our behaviors and life experience (Ricky et al., 2016). An employee who has a need 

for achievement could be motivated by challenging goals, responsibility and immediate feedback 

regarding performance. In contrast, an employee who is power-motivated is driven by recognition 

from others and prefers work that allows them to control and influence other people. Finally, an 

employee with affiliation needs is motivated by a good and positive relationship with other people 

in the workplace. They value friendship and have a high desire for acceptance and approval from 

others (Härtel & Fujimoto, 2015; Mustafa, 2013). Thus, leaders must have the ability to identify 

employees' needs (Sell & Cleal, 2011). 
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2.4.4 Theory X and Theory Y of Douglas McGregor 

To understand people’s motivation, McGregor’s XY theory was developed in the 1960s by 

Douglas McGregor. The theory is grown from Maslow’s ideas of motivation and is based on 

human nature (Härtel & Fujimoto, 2015). The XY theory is grouping Maslow’s physical needs 

and safety needs as lower-order needs and combining Maslow’s social, esteem, and self-actuation 

needs as upper-order needs, as shown in Figure 2.2 (Nelson & Quick, 2018).  

 

Figure 2. 2 Human needs – Theory X and Theory Y 

 

Source: (Wright, Adams Nelson & Quick, 2011 p. 71). 

 

 

 

 

 

 

 

 

Theory X 

Theory Y 
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Table 2. 3 Human needs – Theory X and Theory Y comparison 

Basic for comparison Theory X Theory Y 

Meaning Theory X is a traditional management 

and motivation theory, which involves 

high supervision and control over the 

employees, and greater degree of 

centralization. 

Theory Y is considered as modern 

motivation theory where emphasizes 

the importance of employees, self-

directed and self-motivated for 

growth and development.  

Ambition Little to no ambition High ambition  

Responsibility Avoid responsibility Accept and seek responsibility 

Leadership style Authoritarian Participative 

Direction Constant direction is required Little to no direction is required 

Authority Centralized Decentralized 

Self-motivation Absent Present 

Focuses on Psychological needs and security 

needs 

Social needs, self-esteem needs and 

self-actualization needs. 

Source: https://keydifferences.com/difference-between-theory-x-and-theory-y.html 

 

Table 2.3 presents the comparison between McGregor's theory X and theory Y. Theory X 

assumptions are using an authoritarian management style, salary, compensation to fulfil their needs 

and motivate employees who lack ambition and prefer to be led. While theory Y assumptions are 

using participative management' style by letting employees be involved in work decisions, 

encourage self-working to gain a sense of work engagement and ambition to achieve goals (Ricky 

et al., 2016).  

 

Theory X and Y are McGregor's human behavior assumptions; both theories can motivate 

employees, too much of each theory approach could lead to demotivation of employees. For 

instance, Theory X could cause employee demotivation and lead to high staff turnover if it is too 

strictly applied. While the heavy adoption of the theory Y approach that gives too much freedom 

to the employees may make them lose focus and stray from the key objectives (Mustafa, 2013).  
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2.4.5 Adams’ theory of equity 

According to Adam’s inequity theory of motivation, people are motivated when they feel their 

circumstances are fair and are demotivated when it is not (Nelson & Quick, 2018). Things that 

matter most in the workplace is the number of benefits (rewards) compared to the amount of work 

that we have done (Härtel & Fujimoto, 2015). Gottlieb (2017) states that the ideas behind this 

theory are that motivation does not drive by absolute rewards, but the sense of fairness or 

unfairness drives employee motivation. For example, a person with excellent remuneration does 

not feel satisfied when knowing that their colleagues, who are doing the same amount of work, 

receive a slightly better reward or a colleague who earns as much as they are but does not seem to 

do much work. This action will be a demotivator for the person involved.  Thus, to be motivated, 

the employees must perceive that the rewards they receive for their contribution are fair or like 

others at the same level. If they see the unfairness of the rewards, they will feel unhappy and try 

to do something to resolve the unfairness.  

 

2.4.6 Vroom’s expectancy theory of motivation  

Vroom’s expectancy theory was introduced in 1964 and was one of the most widely accepted 

explanations of motivation (Härtel & Fujimoto, 2015). Unlike Maslow and Herzberg, Vroom does 

not focus on needs to influence motivation but instead concentrates on consequences (Mustafa, 

2013). According to Baciu (2017), Vroom’s expectation theory assumes that people have certain 

expected outcomes (Expectancy) from performing something and believe that by putting in enough 

effort (Valance), the outcome will be achieved (Instrumentality). However, for an individual to be 

motivated, that expectation, effort and performance must be linked (Nelson & Quick, 2018). The 

theory might lead us to think that this motivation theory is only about self-interest in rewards and 

outcomes. However, Mustafa (2013) argued that it is more about the associations that people make 

towards expected outcomes and the feeling towards those outcomes that they have contributed. 

The following Figure 2.3 elaborates the link of Vroom’s expectancy theory. 
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Source (Mustafa, 2013, p. 201) 

 

The hardest part for the organization to apply this theory is identifying and recognizing the 

employees’ values and beliefs to virtually design motivation rewards programmes. If rewards are 

desirable for employees, the level of motivation could be high, while the opposite could, in turn, 

demotivate or lead to no motivation of the employees (Sell & Cleal, 2011). 

 

2.4.7 Three-factor theory of human motivation by Sirota 

Sirota and Klein (2014) stated that most people start a new job with high enthusiasm, motivation, 

and energy to work; however, their motivation may fade away as a result of poor policies within 

the organization over time. They conducted research from over 8 million workers from various 

companies and wrote a book called “The Enthusiastic Employee” since 2004. The book revealed 

a three-factor theory of employee motivation or three primary employees’ goals in the workplace. 

First, fairness or equity means people are motivated by equal and fair treatment. This includes 

getting fair pay and benefits and job security. The second factor is achievement. All employees 

want to sense achievement and enjoy meaningful work. However, the meaning of achievement for 

employers and employees could be different. Lastly, the employees want to be treated fairly when 

it comes to payment and benefits, and enjoy the working environment in terms of psychical and 

physical aspects (Sirota, Mischikind & Meltzer, 2005). 

 

 

 

 

 

Effort Performance Outcomes 

Expectancy  Instrumentality  

Valence  

Figure 2. 3 Vroom’s expectancy theory 
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2.5  Cultural difference in motivation 

While people seek to fulfil their needs, they also want different things in different cultural contexts. 

According to Nelson and Quick (2018), most motivation theories applied today have been mainly 

developed by Westernized people. Thus, it is fair to say that cultural difference can influence 

individuals ‘perception, behaviors, and motivation. For instance, Maslow's hierarchy needs from 

the physiological need to self-actualization at the top are the Americans' point of view. Meanwhile, 

people in Japan and France who have high uncertainty avoidance might have security or safety 

need at the top of their pyramids (Mustafa, 2013). Like Herzberg's two-factor theory, the country 

with high power distance may not see "supervision" as a hygiene factor because an intense 

authority drives motivation. A country with significant uncertainty avoidance may not see 

"Policies and procedures in an organization" as a hygiene factor because this factor may have 

potential motivation in this culture (Hofstede, Hofstede & Minkov, 2010). Since people from 

different cultures could interpret the same situational factor differently in terms of motivation, it 

should be expected that what is seen to be motivating factors in some countries may be perceived 

as demotivating factors by other cultures (Matei & Abrudan, 2016). 

 

2.6  Employee Motivating factors 

To explore the possibility of employee motivation and demotivation factors in the workplace, 

identifying those potential causes of employees’ satisfaction and dissatisfaction is necessary. As 

mentioned by Armstrong and Taylor (2014), the factors that can influence employee motivation 

can be divided into two categories which are intrinsic and extrinsic factors. Intrinsic motivation 

comes from the inner-self, while extrinsic arises from outside (Härtel & Fujimoto, 2015). These 

two forms of motivation are linked together; for instance, extrinsic motivation such as wage, salary 

and benefits are essential for attracting workers and causing them to decide to join the company. 

After some time, the employees get used to their duties and working environment; intrinsic 

motivation is needed to help keep the organization’s best performers. 

 

2.6.1 Intrinsic motivational factors  

This section on intrinsic motivating factors review recognition and opportunities for personal 

development or career opportunities as intangible rewards. According to Contan and Serban 

(2015), one of the significant intrinsic motivating factors is valuable and practical goal setting in 
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an organization. It is believed that employees could be highly motivated to work towards practical, 

challenging, and high goals as this makes self-satisfaction contingent on a high level of 

performance (Locke & Latham, 2012).  

 

Rewards are also widely used as a motivational tool for enhancing employee work performance. 

It can be in the form of financial or non-financial rewards. Sabir (2017) explained that intrinsic 

rewards could be referred to as psychological rewards, namely appreciation, working 

opportunities, attention to achieving their goals and positive attitudes.  As suggested by Guclu and 

Guney, (2018), employees are more motivated by acknowledging that their colleagues and bosses 

need them, making them feel important, especially when receiving recognition after doing some 

work. Robbins (2019) also pointed out that showing appreciation to colleagues, managers, and 

customers can build trust. Abdullah, Shariq, Sameer and Syed (2018) found that recognition 

received the high score for increased motivation by the bank employees in Pakistan. Similarly, the 

results of research of more than 600 businesses in the US, show that 69% of employees would 

work harder if they received better appreciation (Jouany & Makipaa, 2020).  

 

Besides, based on the survey results with over 1000 employees in a company in the UK by The 

Institute of Leadership & Management (2013), intrinsic factors such as work enjoyment, how their 

colleagues and managers treat them, and job control were most effective in motivating employees. 

The ILM survey findings also indicated that, within the top five motivating factors, the base salary 

was the only extrinsic factor to motivate employees. This means that most of the respondents’ 

motivation is highly dependent on the individual attitudes and the expectation of their role and the 

people they are working with.  A study on motivation in Croatia found that an increase in salaries, 

opportunities for advancement within the organization, and personal skills development are the 

most significant factors that impact employee motivation in the public organizations (Koronios, 

Mavromati & Kriemadis, 2017).  

 

Adair (2009) stated that fifty per cent of motivation is from the workplace environment created by 

leaders, and the other fifty per cent is from self-motivation. This suggests that leaders and styles 

of leadership play a pivotal part in motivating the employees. This book also emphasized that 

motivation and leadership can be compared to brother and sister (Adair, 2009). Thus, the leaders’ 
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management style will affect the level of motivation in one way or another. Like Tracy (2014), 

suitable leadership styles in an organization can significantly affect employee motivation 

compared to other motivation factors.  Shelton (2012) asserts that the leaders’ ability to motivate 

subordinates positively could be developed by observing and understanding the employees’ needs. 

The research by Khoung and Hoang (2015) on employee motivation highlighted that leaders' 

characteristics or personalities play an equally important role in raising the motivation of 

Vietnamese auditing firms. Different leadership styles could impact employee motivation in a 

different culture and working style in an organization (Adair, 2009). Thus, many leadership styles 

have been developed for an increase in employee motivation, including transformational 

leadership, authentic leadership, team leadership, participant leadership and many more 

(Northouse, 2016).  

 

Research on employee motivation in Pakistan's banking sector found that receiving growth in 

career and the leadership quality were the significant factors contributing to employee motivation 

(Akhtar, Aziz, Hussain, Ali & Salman, 2014). Nel et al. (2015) also found that authentic, 

transformational, charismatic, and participate leaderships are believed to increase workplace 

motivation in the Lao banking sector. The results were similar to the banking sector in Thailand, 

where the transformational approach was seen to have the most positive effect on employee 

satisfaction and motivation (Belonio, 2012). Additionally, Xayyapheth (2015) found four factors 

that leaders in Laos’s public sector should be working on to increase their employee motivation: self-

esteems need, challenging work, fairness in the workplace, and opportunity to grow.   

 

2.6.2 Extrinsic motivational factors 

An often-discussed topic concerning extrinsic motivational factors is financial or tangible rewards 

in wages, compensation, and other financial incentives. Gottlieb (2017) asserts that many 

organizations widely use financial rewards for a faster and easier way to motivate their employees 

to work harder in a short period. In the general assumption, higher salaries or wages would increase 

job satisfaction because higher wages or salaries increase employees' expenditure opportunities. 

Eventually, it increases the motivation to work harder for higher pay (Sell & Cleal, 2011). The 

research studied by Shoraj and Liaci (2015) revealed that there is an interrelationship between 

employee motivation, organizational performance and profits. When employees are motivated by 
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extrinsic rewards, it will increase their job satisfaction and willingness to perform better. However, 

these reward tools sometimes create a short-lasting motivation for employees to perform better 

rather than long term motivation (Abu- Jarour, 2014). Research by Hassan, Hassan, Khan and 

Iqbal (2013) revealed that compensation is the most important factor for the employees’ 

satisfaction and loyalty in the public sector banks in Pakistan. Similar to Henderson and Tulloch 

(2008), their study found that financial incentives are a significant motivating factor for employees 

in the health sector of Pacific and Asian countries, particularly the countries where salaries and wages 

are insufficient to meet their basic needs. Du Plessis et al. (2015) found that salaries or financial 

rewards were the most significant factor for motivating employees in Laos' mining companies.  

 

Research on job satisfaction and motivation by Sell and Cleal (2011) claimed that public-company 

employees are less motivated by a high salary than private company employees. This is because 

the employees who work in the public sector are more motivated by high social value and social 

recognition. Thus, these people are initially motivated to care about public service and mostly, 

they are prepared to work for lower pay (Roland & Jean, 2006). However, this may not be the case 

in developing countries where social recognition and high salaries are equally important where 

motivation is concerned. Another empirical survey with over 1000 employees in a company in the 

UK found that bonuses were considerably less effective motivators, with just 13% of employees 

motivated to work harder by bonuses than others (The Institute of Leadership & Management, 

2013). However, an individual bonus can be a handy motivational tool for repetitive or 

straightforward work where the job itself requires little motivation (Bogsnes, 2016). Kaitharath 

and Achhnani (2017) concluded that intrinsic motivation (nonfinancial rewards) is considered to 

be a more potent motivating factor than extrinsic motivation by employees in private sector banks 

in India, while extrinsic motivation (financial reward) is a critical factor when it comes to 

motivating employees in public sector banks. 

 

2.7  Employee demotivating factors 

In the context of rapid change in the business environment today, removing the possible 

demotivating factors is equally important as motivating them. Abu- Jarour (2014) argued that 

demotivating factors are the factors that let employees' ambition down, but in most cases, 

demotivation is mainly from inside the organization.  
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The inside organization demotivating factors may be financial factors, working environment and 

people related. In the above section, positive results of using rewards as motivators have been 

repeatedly mentioned; however, rewards, namely financial motivators, money, high salary and 

bonuses may be a double-edged sword (Gottlieb, 2017). This is because rewards increase 

motivation, though motivation could be lost or lower as soon as the rewards are stopped. This 

could also destroy or harm intrinsic motivation in the long term (Guillen, 2021). According to 

Abu- Jarour (2014), there are five different ways an organization can apply to reward its 

employees: from profit shares, completion of work, equal distribution, one-off bonuses, and 

performance-related pay according to the ability of employees. Furthermore, Gerdeman (2013) 

suggested that there are many aspects of these tools that could act as demotivators if not 

implemented carefully. This is because not every employee will be motivated by these reward 

tools, e.g. a worker who cannot perform well enough to achieve rewards (Contan & Serban, 2015). 

As a result, it will initially become a demotivation inside the organization. Moreover, an 

inappropriate and ineffective reward system could demotivate hardworking employees as it can 

turn into a gaming system among employees and foster an unintended negative effect on the 

organization (Abu- Jarour, 2014).  

 

An earlier research study by Henderson and Tulloch (2008) on salaries or bonuses as financial 

rewards in the low to middle countries revealed that low salary or underpayment is the primary 

reason for job dissatisfaction, leading to demotivated health workers in the Pacific and Asian 

countries. Furthermore, in their recent study, Hays Asia Salary Guide (2019) showed that 

employees in Malaysia are most unmotivated when it comes to their salaries and compensation in 

Asia; 46% of them claimed to be dissatisfied with their salaries. Smithers and Walker (2000) also 

pointed out that bonuses were difficult to manage for motivating employees in Australia's 

construction industry, and were sometimes ineffective. Like the study by Nguyen et al. (2014), 

career development and compensation are less significant predictors than teamwork, a good 

relationship with management and the condition of work predictors for employee satisfaction 

levels in Ho Chi Minh city bank in Vietnam. Besides, the more satisfied employees are, the higher 

the level of employee motivation in the workplace. 

 

Another primary demotivating factor inside an organization is a hostile or unhealthy environment 

in the workplace. Khera (2018) explained that the hostile environment could be identified in two 
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categories which are physical and emotional. An example of a physical environment issue could 

be limited resources or material to perform work or confusing work (Thomas et al., 2004). 

Simultaneously, the psychological environment could be people-related matters such as leaders’ 

low leadership skill, unprofessional or unpleasant colleagues or teamwork, and unfair treatment at 

work. Smithers and Walker (2000) found that employee demotivation in construction companies 

in Australia directly results from their managers’ management styles. The study showed that a lack 

of recognition and a poor and aggressive management style negatively contribute to the lower 

motivation for professional construction in Australia (Smithers & Walker, 2000). A recent study 

by Wei, Siyal and Bhand (2019) revealed that managers with personal bias in the public sector 

banks in Pakistan remain a significant influence on annual performance appraisal, leading to 

demotivation among the employees. Thus, if there is one of these signs in the workplace, there is 

a great chance for the organization to deal with its demotivation. 

 

In his study some years ago, Spitzer (1995) found that politics involving the competition for power, 

influence, favor and promotions are the leading cause of demotivation. There is a political side in every 

organization, and those employees who fail to play the game are likely to be mistreated, which finally 

makes them feel helpless and demotivated. What follows is the security of the job and personal career 

development. The job security source of demotivation factors is the feeling of an unstable job and the 

fear of losing or replacing one’s job (Sandiford & Divers, 2011). By removing these demotivating factors, 

it is quite possible that the motivation aspect will increase without having additional motivation factors. 

 
 

According to Abu- Jarour (2014), the outside organization cause of demotivation factors is linked 

directly to the inside factors. This means that the components of the employee’s outside life depend on 

the factors inside the organization. For instance, the level of employees' social life through their jobs 

and employees’ relaxation benefit that the employees get from the organization could affect their 

satisfaction and job performance.  

 

2.8  Chapter summary  

This chapter reviewed the literature and different theories related to employee motivation and 

demotivation. To understand the overall concepts of this research study, the chapter is divided into 

seven sections. The first section provided a brief introduction to this chapter. The second section 
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portrayed an overview of motivation to outline the significance of motivation and employee motivation 

in an organization. The third section explained the meaning of motivation and demotivation. In this 

part, different definitions and perspectives of motivation and demotivation have been critically 

provided. The fourth section provided different motivation theories and the demotivational elements 

of the theories that are essential for the study. This part is crucial because critical motivation theories, 

which are considered to be important elements to this study of employee motivation and demotivation, 

are clarified. After that, the cultural differences in motivation were elaborated upon in section five. 

This chapter was concluded by the last two sections, employee motivation factors and demotivation 

factors. In these sections, the various research studies on employee motivation and demotivation 

factors were discussed. 

 

The next chapter explains and discuss the research methodology applied for this research study.  
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CHAPTER 3: RESEARCH METHODOLOGY AND RESEARCH 

METHODS  

3.1  Introduction 

This chapter highlights the research methodology applied in this research project. The chapter 

starts with an overview of the research methodology, followed by the differences between 

quantitative and qualitative methods and then outlining the reasons for choosing the qualitative 

approach for this study. The chapter also presents the data collection method in the research, which 

is semi-structured interviews, and the steps followed for the data collection process. Furthermore, 

the method of sample selection is reviewed to acquire an appropriate sample for the researcher’s 

project. Before the chapter concludes with the discussion of the study's ethical considerations, it 

highlights the approach for analyzing the data collection, which is to be obtained from conducting 

the online interviews. 

 

3.2  Methodology 

3.2.1 Research methodology  

 

When deciding to undertake a research project, it is essential to start with an idea of which 

methodology would be the best suited for a particular research study. This step assists researchers 

to effectively plan and design for the research data collection and analysis to meet its aims and 

objectives (Bairagi & Munot, 2019). The research methodology is a scientific and systematic 

investigation tool for researchers to identify and address a research problem (Habib, Pathik & 

Maryam, 2014). These tools can be different approaches and methods that depend on a researcher’s 

approach to find a research study solution to the problem/question that was identified. Martin and 

Bridgmon (2012) explained that research methodology provides the blueprint to researchers for 

finding answers to research questions. It has many dimensions that are not only designed for 

methods or techniques that apply to a specific problem but also consider the reasons behind 

selected methods or techniques in the context of a research study. This includes time availability, 

research goals, the availability of existing information and the sample size design for a study 

(Collis & Hussey, 2014; Habib et al., 2014). Thus, methodology plays a significant role in 

describing how the research project will be processed. 
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Collis and Hussey (2014) explained that the research methodology in research answers two main 

questions: how the data was collected or generated, and how was it analyzed. Researchers could 

adopt various approaches or methods when designing a research methodology, namely quantitative 

methods or qualitative methods or the integration of both methods (Dhawan, 2010). Both 

qualitative and quantitative approaches have their unique features for solving the research problem 

(Dhawan, 2010; J. M. Park, 2016). None of them is the right or wrong approach, better or worse, 

but it depends on the nature of the research question and the researchers’ position (Hancock & 

Algozzine, 2016). Therefore, it is only about which approach is more appropriate and the most 

relevant for a particular study topic. 

 

3.2.2 Quantitative approach 

Quantitative methods are used to test a theory which usually involves data collecting in numerical 

form to generate findings, and conclusions can be made by statistical calculations (Habib et al., 

2014). A quantitative approach is used with a theory or hypothesis that the researcher would like 

to test for confirmation or refutation (Jha, 2008). Creswell and Creswell (2018) further explained 

that the quantitative approach is often used to test conceptual models and involves examining the 

relationship between variables in the objective theories. In quantitative research methods, 

researchers use statistical analysis to measure or assess a participant's thoughts and behavior 

(Creswell, 2014). Some researchers find that taking a quantitative approach is complicated to start 

working with; however, it becomes easier when conducting the data analysis and writing up the 

final report as it has a good set structure (Christenson & Gutierrez, 2016). As pointed out by Collis 

and Hussey (2014) common tools in quantitative data collection are surveys, questionnaires, 

observation checklists and physical tests.  

 

One of the advantages of using a quantitative method in research might be collecting and analyzing 

a large sample of participants (O'Dwyer & Bernauer, 2013). Furthermore, the quantitative approach 

may be more appropriate when a researcher has limited time or participants' accessibility. This is 

because the quantitative approach can produce useful data in a short time and often it can be 

accomplished with minimal involvement of participants, as claimed by Creswell (2014). 
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In addition, Hancock and Algozzine (2016) states that many businesses use a quantitative approach 

to help make an optimal business decision in business planning, forecasting and task monitoring 

by using different kinds of data. Furthermore, this approach is commonly used as a tool to measure 

employee and customer satisfaction towards the services and management in a business or an 

organization (Dubey, Kothari & Awari, 2016). Park and Park (2016) argue that the quantitative 

approach helps produce decision-making when the problem is clearly defined, and the outcomes 

are easy to measure. However, this approach can become unreliable if many external factors are 

out of the control of the decision-makers.   

 

3.2.3 Qualitative approach 

Qualitative methods tend to be non-numerical methods where theories are used as a tool to shape 

the research design (Merriam & Grenier, 2019). This method analyzes and interprets the data by 

observing and gathering information and creating themes from the individual’s story or individual 

experience about the problem by means of conversations or interviews (Taylor, Bogdan & 

DeVault, 2015). Creswell and Creswell (2018) explain that researchers use the qualitative 

approach to explore and understand groups or individuals’ perspectives, behavior and attitudes to 

the social or human problem. Furthermore, this approach is useful and appropriate when the 

researcher wants to investigate the reason for human behavior or how people feel or think about 

something (Dhawan, 2010; Taylor et al., 2015). For instance, in motivation studies researchers aim 

to discover the underlying motives and desires by using a qualitative approach with in-depth 

interview data collection (Dhawan, 2010). Thus, qualitative methods observe and develop 

concepts and understanding from collected data’s patterns or themes and describe the coherent 

story (Taylor et al., 2015). 

 

In qualitative research, the main goal is to understand the situation that is being investigated, which 

originates from the participants’ perspectives and experience (Myers, 2013). The qualitative 

approach’s fundamental process is the theme of analyzing and identifying from the collected data 

to make the most of data interpretations and their meaning (Merriam & Grenier, 2019). Methods 

that are frequently used in the qualitative approach are interviews, focus groups, documents and 

questionnaires (Flick, 2014). Goyal (2013) pointed out that the qualitative approach emphasizes 

quality rather than quantity by making sense of people’s experience regarding the areas of the study 
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problem.  Goyal (2013) also states that a researcher who uses this qualitative approach is sometimes 

seen as a storyteller because often the research findings appear in the shape of the storyline.   

 

Qualitative research methods, especially with the interview approach, gather viewpoints of 

participants’ understanding and thoughts about certain phenomena in particular areas in more 

detail (Bairagi & Munot, 2019). Furthermore, it allows the participants to talk further or express 

their opinions in a conversation which makes the researchers engage in more detail through their 

responses and perspectives (Merriam & Tisdell, 2015). However, there are some drawbacks 

regarding the use of qualitative research. Qualitative research is a sophisticated approach, 

particularly the data collection from the qualitative interview, which may cause difficulty of 

interpretation or in defining the pattern of the answer, particularly when generating a large sample 

(Collis & Hussey, 2014). Besides, the qualitative data is mostly in the form of words, it is primarily 

based on the researcher’s perspective and the results mostly involve the experience of the 

researchers’ interpretation (Christenson & Gutierrez, 2016; Silverman, 2017). Therefore, Taylor 

et al. (2015) suggested that the researchers should let participants check the summary of collected 

data for accuracy and researchers should try not to rush to a conclusion only based on their 

assumption.  

 

3.2.4 Rationale for selecting a qualitative approach. 

According to Jha (2008), the choice of which methodology to use in research will depend on the 

research question. Furthermore, the reason for using a particular research method is based on four 

functions, including “assumptions, purpose, approach and the research role” (Jha, 2008 p. 6). The 

study objective is to investigate the motivating and demotivating factors in respect of bank 

employees; this requires the researcher to have in-depth information and understanding concerning 

employee motivation in the Lao SOCBs. For this reason, a qualitative method seems to be the best 

fit for this study in obtaining in-depth information from the bank employees, while a quantitative 

investigation may fail to do so. Additionally, qualitative research interview methods (semi-

structured interview) will be used in this study. Merriam and Tisdell (2015) pointed out that the 

qualitative interview method allows interviewers to produce rich qualitative data through a keen 

and in-depth understanding of the diverged discussion during the interview. Moreover, an 

insightful conversation about the problem study can be developed during the interview, and further 
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explanations can be entered into to get the meaning of the questions (Bryman & Bell, 2015). As a 

result, this helps the researcher to collect valid information and provides a better understanding of 

the real phenomena from the participants’ perspective.  Thus, using a qualitative approach would 

enable the researcher to explore more effectively the factors that impact on employee motivation 

and demotivation in Laos's banking sector. 

 

A qualitative approach is a well-established approach in investigative research (Creswell & 

Creswell, 2018). Often, this approach is used to assist researchers who desire to explore and 

understand the complexity of the influence of human thoughts and behavior in a particular situation 

(Myers, 2013; Christenson & Gutierrez, 2016). The qualitative research approach employs in-

depth analysis of a small group of samples studied and the interaction among respondents and 

researchers for building theories and knowledge (Merriam & Grenier, 2019). As Bairagi and 

Munot (2019) pointed out, the qualitative method is deliberately designed to uncover a target 

population’s perspective or experience related to a particular topic of study. As this research 

involves exploring employee motivation and demotivation of the SOCBs in Laos, a qualitative 

approach is an appropriate method for seeking knowledge and unraveling the complexity of 

motivational factors and working situations in the Lao banking industry. This research study 

emphasizes data related to Lao employees' thoughts and feelings toward the motivation practices 

and their experience with the Lao state-owned commercial banks' management. Thus, applying a 

qualitative semi-structured interview can enrich the information that is really from the individuals’ 

experience and perspective. 

 

3.3  Method of data collection 

3.3.1 Data collection 

Data collection begins after the research questions and research methodology have been identified 

and designed. Data collection is a vital part of any research, and it can be accomplished through 

various methods, including interviews, observation, experiment, focus, questionnaires, journals 

articles, books, and government publications (Bryman & Bell, 2015). Bairagi and Munot (2019) 

pointed out that the data collection method employed by researchers depends on the nature of the 

research problem and the types of people whose data is to be collected.  
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Data are facts or any information that has been collected to constitute a research work. Before 

researchers present or interpret the findings, data must be gathered and processed, which can be 

gathered through primary and secondary sources (Goyal, 2013). In the opinion of Silverman 

(2017), preliminary data are fresh and raw facts that are collected for the first time by a researcher. 

Secondary data are those data or information that have already been collected or organized by 

others, and it can be further used for other purposes (Habib et al., 2014). In other words, primary 

data is the source of information, whereas secondary data helps in the analysis of primary data 

(Bryman & Bell, 2015). 

 

The modern-day researcher has a variety of possibilities to collect data for their research project. 

Due to the global effect of the COVID-19 pandemic in 2020 and continuing into 2021, such as 

travel restrictions, the researcher decided to collect the data via the online platform because this 

study's participants were mainly based in Laos and but the interviews were executed from New 

Zealand. Therefore, this study's data collection during 2020 was primary data, and it was collected 

from face-to-face online interviews through Zoom video conferencing. Besides, secondary data 

that has been collected by other organizations, the government, the Bank of Lao PDR, and other 

international organizations were also utilised by the researcher to gain more comprehensive data 

for the study. The semi-structured interview method allowed the researcher to effectively design 

and set up the open-ended questions relevant to the research questions and topic. 

 

3.3.2 Online interviews 

As mentioned earlier, this research data collection was executed by means of online interviews via 

the Zoom videoconferencing platform. Salmons (2015) believes that interviewing is the most 

effective tool for data collection in the qualitative approach as it helps capture individuals’ 

experience and provides a profound knowledge of the problem. The primary purpose of using 

interviews as the data collection method is to allow participants to respond and react through their 

verbal answers. The participants will feel free to respond, and their answers are more 

comprehensive and more interesting than written answers (Braun & Clarke, 2013). Bairagi and 

Munot (2019) state that researchers can apply three fundamental types of research interviews, 

which are structured interview, unstructured interviews and semi-structured interviews depending 

on the research questions.  
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As mentioned by Deakin and Wakefield, (2014) online interviews provide a significant 

contribution to qualitative research and are of equal importance to traditional face-to-face 

interviews. Besides, online interviews conducted via Skype and Zoom are helpful and practical 

choices when the face-to-face interview is not possible, as Archibald, Ambagtsheer, Casey and 

Lawless (2019) suggested. Hay (2020) found that some participants are more relaxed with the 

physical distance during the online interviews and feel less nervous as they can stay anywhere in 

their comfort zone. In addition to this, Zoom videoconferencing has offered various advantages 

that enhance its utility for the research study, such as its ability to perform via mobile device, 

tablets or computers. Apart from that, the researcher can securely record and store the session right 

away after ending the interview (Archibald et al., 2019). However, some researchers still prefer an 

actual interview as it includes non-verbal cues and the interviewees' bodily performance (Hay, 

2020). Moreover, online interviewing may involve technical issues such as the internet connection 

issue that may disrupt conversation flow (James & Busher, 2009). Therefore, it is essential to 

ensure that both participants and interviewer have a good internet connection before commencing 

the interview.  

 

The online interviews were carried out from early December to mid-December 2020 after the 

ethics application’s approval was granted. There are three SOCBs in Lao; therefore, the researcher 

decided to include all three banks in the project. The researcher contacted the HR managers at each 

bank via email and telephone; they sent the list of the employees after agreeing to participate in 

the project. The researcher contacted the participants via WhatsApp and the consent forms, the 

information sheets and the confidentiality agreement and the interview appointment was made 

afterwards. All the interview sessions were recorded via Zoom video recorder with the agreement 

of the participants.  The interviews were transcribed one by one by the researcher and translated 

into English for further data analysis. The researcher was the only person who carried out all the 

processes. 

 

3.3.3 Semi-structured interviews 

A semi-structured interview is one of the three interview styles used for qualitative research. 

Clifford, Cope, Gillespie and French (2016) explained that semi-structured interviews could be 

referred to “as an informal, conversational or soft interview” (p. 143). They further explain that 



 

 

36 

the semi-structured interview is about listening to the questions with attention and discussing the 

replies seriously and without being judgmental (Clifford et al., 2016). Galletta (2013) suggests that 

semi-structured interviews can provide an in-depth understanding of the focus subject as it allows 

interviewees to express their views and engage with the topic openly. One of the significant 

advantages of using the semi-structured approach is its flexibility, enabling interviewers and 

interviewees to openly interact for clarification and in more detail (Merriam & Tisdell, 2015). 

However, researchers must plan for the interview and design the right questions that will address 

the research objectives (Galletta, 2013).   

 

The semi-structured interview method was chosen because of two primary consideration. Firstly, 

it provided flexibility to both interviewers and the interviewees in terms of the interview's 

questions and agenda (Bairagi & Munot, 2019). In this way, interviewees would feel free to answer 

the questions, and the interviewers can explore the interviewees’ perceptions and gain deep insight 

through their answer (Flick, 2015). Secondly, this interview style was well positioned to assist 

researchers in exploring opinions and respondents regarding the complexity and possible lack of 

clarity of participants’ answers if and when it occurs (Collis & Hussey, 2014). It was a useful way 

for the researcher to gather information because of the interaction between the respondents. 

 

3.3.4 Pilot study 

According to Wilson (2014), a pilot study is an essential step in identifying potential problem areas 

of the questionnaire, data collection instruments and other research techniques to ensure an 

effective interview before the primary study begins. Thus, the pre-test interview was conducted as 

a pilot study with three employees in the Lao SOCBs for testing research protocols and other 

interview techniques. By doing this pilot test the researcher received constructive and useful 

feedback from the respondents which allowed the researcher to understand different views toward 

the interview questions. The researcher identified the issues relating to the interview questions and 

was able to improve the questionnaire by eliminating some unnecessary questions and grouping 

some questions together. This is in line with Dhawan (2010) who stated that a pilot survey helps 

disclose the weakness of the questionnaires and produce good rapport with the respondents. 
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3.4  Method of Sample Selection 

3.4.1 Sample selection: 

Sample design and selection is one of the fundamental parts of conducting the data collection of 

the study. The study's objective and methodology, non-probability sampling or purposive 

sampling, is considered the most suitable sampling for this study. According to Bairagi and Munot 

(2019), purposive sampling is based on the researcher's judgment concerning the study goals and 

focused areas. In other words, the sample selection via this sampling style is selected deliberately 

in the researchers’ judgment of what is to be achieved for the research project. (Christenson & 

Gutierrez, 2016). Given that purposive or non-probability sampling technique can involve 

researchers’ bias, however, if the researchers are impartial and able to work without bias, the 

results may be tolerably reliable (Vogt, Gardner & Haeffele, 2012).  

 

The present study focuses on factors that motivate and demotivate employees in Laos's state-

owned banks. Thus, the possible participants for this study should be the bank tellers and 

employees who work in the SOCBs in Laos. The study aims to understand employees' in-depth 

motives through the interview method instead of focusing on the whole population. Wilson (2014) 

states that non-probability sampling is more focused on the study's objective and purpose than the 

sample size. Thus, non-probability sampling is reasonable and sufficient for gaining rich 

information and insights into the study (Christenson & Gutierrez, 2016). 

 

 

3.4.2 Sample selected for semi-structured interviews. 

The qualitative approach involves a small group of participants; however, it is crucial to 

contemplate the choice of sample size (Clifford et al., 2016). Sample size in qualitative research 

should not be too large as it would be difficult to extract the rich data. Although it should not be 

too small as well to make it challenging to reach data saturation (Dubey et al., 2016). This study 

data collection is via online interviews as the participants are based in Laos. After, the approval of 

Unitec Research Ethics Committee, (approval number: 2020-1051.) the researcher contacted the 

Human resource department of each bank to ask for permission for data collection. After receiving 

permission and approval, the Human resource department of the banks, on behalf of the researcher, 

selected the participants. To ensure appropriate participants for the interview, the researcher has 

had set up some selection criteria for participants, namely: 
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− The participant must be a full-time employee. 

− The participant is a bottom-line employee who is currently working in front service or back office. 

− The participant has worked at least one year in the current bank. 

 

The sample study consists of 15 bank employees, who are from the three state-owned commercial 

banks in Laos. 

 

3.5  Method of Data analysis 
 

Qualitative data analysis 
 

Data analysis is one of the essential steps to consider after the methodology, methods and sample 

of the research has been designed. In relation to Flick (2015), data analysis is a process of making 

meaning of the data that have been collected. Since the qualitative analysis does not have the 

statistics test summary to explain the significant study variables or pattern, researchers must use 

their sense of understanding, experience, and judgment as suggested by Horvat (2015). There are 

many useful methods to conduct qualitative data analysis; this research will apply thematic 

analysis with coding and memoing techniques to carefully analyze and interpret the collected data.  

 

According to Merriam and Tisdell (2015), thematic analysis is used to construct and categorize 

the raw data, which are the common ideas, patterns, or themes of the given answer's meaning that 

shows repetition. This approach is chosen because it will help understand the unorganized data 

since even the researcher does not have a clear idea or picture of what patterns in the collected data 

may be revealed before the analysis (Silverman, 2017). The thematic analysis process involves 

familiarization with the collected data by coding, memoing, theme generating, theme review, 

defining and naming (Adams, Khan & Raeside, 2014). These will be a useful technique for 

organizing, grouping and conceptualizing the collected data into written words. Horvat (2015) 

further pointed out that coding is necessary for thematic analysis as it helps the researcher construct 

and sort the collected information into a variety of categories. In most cases, coding for the 

interview data will be words. Doing this would help researchers absorb the data through the 

analysis process and keep track of the ongoing data analysis (Vogt et al., 2012). 
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3.6  Ethical considerations 

Research ethics is a vital issue for every research project, particularly in qualitative research, where 

ethical consideration must be thoughtfully produced when the research project involves humans 

or animals (Creswell & Creswell, 2018). According to Soares and Stevenson (2004), the Concise 

Oxford English defines ethics as “the moral principles governing or influencing conduct or the 

branch of knowledge concerned with moral principles” (as cited by Myers, 2013, p, 48). Ethical 

consideration in research aims to prevent unethical conduct by a researcher while implementing a 

research project; such conduct could involve immoral behavior and conflict of interest, or 

revealing participant confidential and private information. Thus, a researcher's ethical practice is 

to ensure that the design of a set of interview questions can cause no harm to any parties involved 

in the project. In this regard, this research was not implemented until the ethics approval has been 

granted by Unitec Research Ethics Guidelines (or UREC). The researcher strictly followed the 

guidelines of the Unitec Human Research Ethics Guidelines or UREC (UREC, 2016) and the ethics 

application approval number for this project is 2020-1051. 

 

The purpose of this study's ethical approval is to avoid direct or indirect harm caused by the 

researcher’s actions or any unforeseen events that may happen during the research process 

(Bryman & Bell, 2015). All interview questions were revised and reassessed by the researcher’s 

supervisor before the research was undertaken. After granting the ethical approval, all the relevant 

documents such as consent forms, information sheets, list of interview questions, confidentiality 

agreement for conducting the online interview were checked before contacting the HR manager in 

each bank. The research participants were informed about the research topic and its objectives. In 

addition, the interview questions were sent to the participants to preview beforehand. The actual 

data collection and the interviews via Zoom were based on voluntary participation, which means 

no inducement was provided to any recruited participant. Notably, all participants were notified of 

the video recording and their informed consent was obtained. 

The researcher acknowledges the importance of participants’ privacy and rights; thus, their 

information detail or identities will not be identified or mentioned in the study. All the information 

received from the participants and their organization during the interview is kept confidential. Only 

the researcher and the supervisor can assess the information. 
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3.7  Chapter summary 

Chapter three presents a discussion about the research methodology employed in the research study 

and the rationale for selecting the qualitative approach. Also, this chapter explains the method of 

data collection applied in the research project, which is online semi-structured interviews. This method 

was selected as it is considered to be an effective method of collecting in-depth data for qualitative 

analysis, particularly in view of the restrictions currently imposed on research by Covid -19.  

 

The next chapter entails a discussion of the results that have been collected via the online 

interviews. 
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Chapter 4: Findings 

 

4.1 Introduction 

The previous chapter outlined the research methodology which has been used for this study and 

highlighted the data collection method, sample selection, data analysis method and ethical 

considerations. The current chapter summarizes the data collected from the interviews with fifteen 

employees of the SOCBs in Laos about motivation and demotivation. With the pilot process 

mentioned in the previous chapter, some unnecessary questions were eliminated and the researcher 

decided to focus on income and financial rewards, relationship with bosses and colleagues, 

working environment, responsibility and recognition as motivators. However, by using the online 

semi-structured interview, the researcher found and investigated themes and some others factors 

related to employee motivation and demotivation of the three leading state-owned commercial 

banks in Laos.  

  

4.2  Interview results and findings 

The research applied a semi-structured online interview method. The interview participants’ 

identities were coded by letter and number to avoid risk and harm, such as M1 was coded for 

participant one and up to M15 for participant number fifteen (M: motivation). The semi-structured 

interview questions for the research started from general information to specific questions to build 

up the understanding of the employees’ experience concerning the bank’s motivational practices. 

 

The interview questions were divided into four main sections. Section one involved two main 

questions about general participant information. Section two focused on examining the motivation 

practices that are motivating the employees of the Lao banking sector. The third section was the 

most crucial section, which was about investigating the factors that lead to the motivation and/or 

demotivation of the Laos’ bank employees. This section consisted of four sub-sections that focused 

on four main motivating factors of this study. The last section was about determining the most 

desirable practices of employee motivation in the banking sector in Laos. 
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4.2.1 General information of the participants 

There were two questions in this section concerning the fifteen participants’ personal information, 

which were “Q1. How long have you been working in the bank? and “Q2. What is your main 

responsibility?”. Eight out of the fifteen participants work in the back office, such as Treasury 

division, accounting, marketing, administration, audit and credit division. The other seven 

participants work in the frontline and directly provide service to the customers. Among the fifteen 

participants, two participants have been working for fewer than five years; six participants have 

been working in the bank between seven to ten years. Four out of fifteen participants have been 

working in the bank for twelve to fifteen years, and three participants have been working in the 

bank for more than twenty years. A summary of respondents’ service is shown in Table 4.1 

 

Table 4. 1 General information of the respondents’ data 

Respondents Responsibility Years of working 

M1 Back office officer 13 years 

M2 Back office officer 3 years 

M3 Frontline officer 3 years 

M4 Back office officer 8 years 

M5 Frontline officer 10 years 

M6 Back office officer 15 years 

M7 Back office officer 21 years 

M8 Frontline officer 8 years 

M9 Frontline officer 9 years 

M10 Frontline officer 15 years 

M11 Frontline officer 20 years  

M12 Back-office officer 7 years 

M13 Back-office officer 20 years 

M14 Back-office officer 12 years 

M15 Frontline officer 7 years 
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4.2.2 Examining the employee motivation practices that are currently practiced in the Laos 

banking sector. 

This section consisted of two questions that aim to identify motivation practices or approaches as 

they are perceived from the employees' perspectives. The questions were designed to understand 

the types of motivation that can influence the employees' performance from their perspectives and 

are discussed below. 

 

Question 3. The participants were asked to comment on what motivation tools provided by the 

banks that motivate them most by listing at least five motivation practices or approach. 
 

The responses from fifteen participants on this question revealed the top five motivational practice 

themes. Employee welfare and benefits were mentioned by all the participants. This means that all 

fifteen participants (100%) of this study see employee welfare and benefits to be the most effective 

motivation tools that the bank is adopting. The second-most mentioned motivation tool was 

monetary rewards and extra income. Eight (53.33%) out of fifteen participants admitted that 

monetary rewards were the main factors motivating them. It was also found that the opportunity 

to grow i.e. employee development and training, and supportive and respectful colleagues were 

mentioned by six participants (40%) 

Figure 4. 1 Top 5 motivating factors from the employees’ perspective of the Lao stat-owned 

commercial banks (n=15) 
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▪ Theme one: Employee welfare and benefits as a motivation tool 

According to the interviews, employee welfare and benefits were mostly related to the benefits 

that support their basic needs; for example, health insurance, an annual vision check, monthly 

petrol, electricity, water, and phone allowance  

“Comments by interviewees are summarised as follows: Our bank provides the best 

welfare, and it is the main motivation for me. Apart from the salary and wages, this also 

includes health insurance, an annual vision check, monthly petrol, electricity, water, 

phone, and a uniform allowance. Apart from the benefits that we get each month, there are 

also special benefits for female employees such as makeup allowance and hygiene 

allowance” [M1, M2, M3, M4, M5, M6, M7, M8, M9, M10, M11, M12, M13, M14, M15]. 

 

Furthermore, many employees emphasised the importance of those benefits that are not only for 

themselves but also for their family members. This showed how important the welfare and benefits 

are that impact on employee motivation.  

“The employee benefits and welfare also cover my family members, including paid 

parental and childcare, as well as caring for our family member when they get sick or pass 

away” [M3, M7, M11, M12]. “Last year, my father passed away; the bank arranged that 

the staff would help with the cremation funeral and kept me warm like family” [M3]. 

 

▪ Theme two: Monetary rewards and extra income  

The second-most mentioned motivation tools remain in extrinsic motivation: i.e. monetary rewards 

and extra income which was mentioned by eight participants. 

“For me, the main factor that has an impact on my motivation is the welfare and bonuses. 

I did not take any day off last year because I wanted a full financial reward for not taking 

any day leave” [M4, M6, M8, M9, M10, M14]. 

 

▪ Theme three: Opportunities to grow  

Six participants stated that receiving the opportunity to improve themselves could motivate them.  

“I was very excited when I was given opportunities to work in so many sections and in an 

outside organization that allowed me to learn so many things” [M2].  

Moreover, the activity that allowed the participants to improve themselves was mentioned by two 

participants. 
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“There is an exam each year for those who want to work in other divisions, such as credit 

division, and is available for everyone; the key is for us to have a chance to do a new job. 

This system is very popular among employees” [M3 and M15]. 

 

Everybody has a dream and a goal, and many times that dream and goal drive our motivation. Two 

participants stated that: 

“If we are doing well enough and contributing many remarkable achievements to the bank, 

they will give us a chance and promote us. Our bank is one of Laos' biggest banks; there 

are many branches nationwide that can guarantee the employees' good future. As an 

employee, we have a goal to grow in the future” [M8 and M11]. 

 

▪ Theme four: Employee training and development  

During the interview, six participants said their bank has an effective plan for employees’ training 

each year. Besides, the bank also encourages its employees to always look for the opportunity to 

improve themselves by improving their qualifications. 

“The bank emphasizes employee training and development; therefore, many training 

opportunities and seminars are planned each year. Importantly, the bank encourages us to 

pursue a higher degree both inside and outside the country” [M2, M4, M5]. “To motivate 

the employees, the bank has an effective plan for employee development and training by 

allowing the employees to pursue a higher degree, short-term and long-term training” 

[M7, M11,15]. 

 

▪ Theme five: Supportive and respectful colleagues  

Likewise, six out of fifteen participants mentioned that their colleagues' support and respect were 

necessary for their workplace motivation. This factor also has the potential to affect their work 

performance. Two of the participants stated that they have very supportive colleagues who are like 

their family, which was essential to them in terms of motivation.  

 

“The support and respect from colleagues or other people matter to me. This is an important 

factor for effective and productive work” [M1]. “All of the sisters and brothers here in my 

division help and support me through thick and thin. Here we work like a less stressed family, 

and we help each other complete and achieve our goals” [M2 and M4]. “The thing that 
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motivates me to do good work is the working environment, including the people and the 

workplace where there is good communication, respect and support for each other, making me 

feel that I belong here” [M10].  

 

Question 4. This question follows up on the previous question (Q.3), allowing participants to share 

their feelings towards the motivation approaches or practices mentioned earlier. Besides, it also 

allows the researcher to examine the effectiveness of those motivational practices according to the 

participants. 

 

 

 

 

 

 

 

 

 

 

 

According to the results shown in figure 4.2, most of the participants stated that they were satisfied 

with the motivation practices adopted by the bank, which represented around 80%.  

“For me, I am quite happy with those practices and policies for employee motivation. 

Compared to others, our bank is one of the best banks with stable performance and good 

employee welfare” [M1, M5, M6, M8, M9, M11, M13]. 

 

This is followed by 13.33% of the respondents who stated that they were very satisfied with the 

bank's motivation practices. Both M3 and M4 expressed their high satisfaction regarding 

motivational practices by the banks. However, only one participant felt neutral about the banks' 

afore-mentioned motivation practices. 

13.33%

80%

6.67%

very satisfied

satisfied

neutral

Figure 4. 2 Employee satisfaction towards the mentioned motivation tools provided by the banks. 
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“Regarding those practices and policies mentioned earlier, I feel okay with all of them 

since many have changed during the past years. Hopefully, in the future, it will get better 

still” [M12]. 

 

4.2.3 Identifying the potential motivating and demotivating factors of employee perspectives. 

To examine and identify the factors that would motivate and demotivate Laos' bank employees, 

this section was divided into four sub-sections that focused on different aspects of four main factors 

that would affect employee motivation. There were twelve questions in this section. The four sub-

sections focused on income and financial rewards, relationship with bosses and colleagues, 

working environment, and responsibility and recognition, as discussed below. 

 

Income and financial rewards 

Income or financial rewards or extrinsic motivation is one of the critical motivation factors 

recognized in every motivation theory. Extrinsic motivation is a reward-driven behavior that refers 

to salaries, raises, bonuses and overtime remuneration. These financial motivation tools were used 

as the primary tool to attract and motivate their people according to many studies. In this sub-section, 

two questions were set to identify how the bank's income and financial rewards would affect 

employee motivation. 

 

Question 5. This question asked the participants how satisfied they were regarding the allowance 

(salaries, wages, all income) provided by their organization. 
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Figure 4. 3 The satisfaction towards salaries, wages and all income 
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Figure 4.3 shown 40% or six out of fifteen respondents feel satisfied with the income (annual leave 

pays and other benefits) received from the banks.  

“If compared to other companies. I am quite happy with my income. However, I am not 

too fond of it sometimes as the work requires too much time, and I must dedicate most of 

my time to the work. The good thing is that there is a change in the night shift for employees 

to take a turn” [M1]. “I am satisfied with my current income. However, this only depends 

on the performance of the business. When we get high profits, we get higher bonuses as 

well” [M9]. “The current salary or income satisfied me when compared to what I can 

achieve in the future. However, compared to other private banks, I could find a better job 

with higher pay for my working experience. Though this does not matter for me as I am 

happy with my job and the organization’s retirement plan. In the future, when I retire, I 

will gain good retirement benefits so, I am more focused and concerned about that” [M11]. 

 

Likewise, another 40% of the respondents feel neutral about their income.  

“I feel neutral towards the income I receive. At least it is okay with today’s cost of living”. 

[M2]. “I feel neutral with the income when compared to my duty” [M4]. “I am okay with 

the salary, but sometimes I feel tired as some months I have to work 30 days with no 

weekend. The OT is good; however, the more you earn means, the more tax to pay as well” 

[M5]. “For the salary I get, I feel neutral because today the economy changes. It is okay 

that it meets the living standard at present” [M6]. 

 

This was followed by 20% or three out of the fifteen respondents who stated that they were very 

satisfied with their income.  

“I am very satisfied with my current income. However, this is not important. My focus is 

only on improving the bank” [M3, M10, M13]. 

 

After asking about their level of satisfaction with the income, the other significant extrinsic 

motivation is bonuses. Many researchers have different results in respect of bonuses as a motivator, 

whether it raises the employees' performance or affects employee motivation in the long run.  
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Question 6. The researcher asked whether the participants’ motivation would be influenced by bonuses. 

 

All fifteen participants admitted that bonuses influence their work performance. Besides, most 

participants expressed the view that bonuses are the main factor influencing their motivation to 

work.  

“Yes, bonuses will increase employee motivation and push me to complete my tasks as 

planned or beyond the plan. I do not know what will happen in the future, so I will try my 

best to reach the goals, just for an increase in bonuses” [M1, M12]. “Yes, bonuses can 

increase my motivation. They give me the energy to do better work. When I think about 

getting the bonus, all the tiredness is gone” [M7, M8]. 

 

On the opposite side, two participants stated that they had not received a bonus for two years now, 

and they sometimes feel demotivated. Furthermore, two out of fifteen participants stated that a 

bonus could influence their motivation, but other significant factors also influence their motivation 

to do work, such as getting a promotion or being recognized. 

 

“Bonuses can increase motivation. Every year-end, I would say that everyone is waiting 

for the bonus and other extra benefits such as no-leave pay. Many staff are not taking leave 

because they want that extra income” [M10]. “Yes, bonuses will influence work 

performance, but there are important other factors that can be motivators. Bonuses are not 

really the main factor to increase my motivation to perform work, but it is a thing that 

pushes me to do work. I think to be recognized, like getting a promotion is the important 

factor to increase motivation to do a better job” [M4, M9].  

 

“Bonuses are part of the motivation but not the main and not all of everything. My 

motivation to work is to complete what we have been assigned, with great results, and 

receiving great feedback or recognition from the management. With or without the bonus, 

they will still have to work. So, the success of work is what matters” [M13]. 

 

“According to the bank policies, we are not yet eligible to receive the bonus because we 

have to work in the bank at least 4 years. So, the bonus is something that we have been 

waiting for it and motivated us” [M2, M3]. 
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Leaders and colleagues 

It is undeniable that the secret behind a successful organization is good leadership and motivated 

employees in the organization. Leaders and colleagues could be positively and negatively linked 

to employee motivation. There are various studies about the effect of leadership styles on employee 

motivation and how it has a very lasting impact on the employees. Thus, the impact of leaders and 

colleagues were focused on as being one of the motivating factors in this study. There were four 

questions in this sub-section. This section's objective was to identify how bank leaders’ or 

managers' behavior can affect employee motivation. 

 

Question 7. The participants were asked to share how satisfied they are in terms of employee 

motivation as practiced by their leaders. 

 

 

 

 

 

 

 

 

 

 

 

According to the interview results shown in Figure 4.4, seven out of fifteen participants (46.66%) 

stated that they felt satisfied with the employee motivation practices adopted by their leaders or bosses.  

“I feel satisfied with the management and leadership of my superior. We have been working 

together for a long time. My boss does her job well in term of work planning and work 

distributing” [M1]. “I am quite satisfied with my bosses in terms of employee motivation. 

He always encourages and pushes me by giving me chances to improve myself” [M4]. “My 

boss has done well enough in terms of increasing employee motivation. He has work 

13.33%

46.66%

40% very satisfied

satisfied

Figure 4. 4 The satisfaction towards motivation practices by the leaders (n = 15) 
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experience, knows what to do and is very down to earth. He knows his team members well, 

and he is good at distributing responsibility to the staff” [M12]. 

 

In comparison, 40% or six out of fifteen participants felt neutral towards their leaders’ approach 

or action regarding employee motivation.  

“In terms of motivation practice as provided by the leaders or my bosses, they do well 

enough. Mostly, they focus on the political aspect to inspire and motivate the employees 

because we are under the Lao government's party-state governance” [M6]. “Every day, 

my boss will distribute work for each section and each employee. We all have our 

responsibility. There are no other motivational tools or actions, only focus on the assigned 

work and emphasize technical terms” [M7]. 

 

Lastly, only 13,33% or two participants expressed the view that they were very satisfied with the 

employee motivation practices they experienced from leaders or bosses.   

 

In the literature, leaders or leaderships have shown a significant impact on employee motivation 

and were identified as factors related to motivation in the workplace. This section attempts to 

explore the opinion of the participants regarding leaders’ behaviour towards employee motivation. 

It is imperative to understand what kinds of leaders’ attitudes or behaviours affect employee 

motivation. To continue the momentum, the next question was as follows: 

 

Question 8. The participants were asked to share an example of their leaders’ practices or behavior that 

positively impacted their motivation and also to mention other behavior that would damage their 

motivation. 

 

The most mentioned motivating leader’ behavior by the participants was the leader who gave 

advice and support. Seven employees (46.67%) claimed that this behavior had a positive impact 

on their motivation.  Further to this result, it was found that six of the participants (40%) were 

motivated by a leader who is a good role model, recognizes the employee’s achievements, and 

shows empathy and compassion to others.  Lastly, the leaders with the ability to make fair and 

good decisions were mentioned by five respondents (33.33%). 
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▪  Theme one: Ability to support, inspire and give advice.  

“The managers help the team to work together, get through the work together” [M1]. “My 

boss always gives me constructive comments and advice to improve the work and myself and 

always helps the staff get over the problems” [M4, M9, M12]. “She knows how to encourage 

us to follow the rules and how to be a role model for us” [M14]. 

 

▪ Theme two: Being a good role model. 

“My boss is a role model in terms of rule-keeping, such as punctuality” [M3]. “My boss is 

working very hard; his experience is true, and I see him as a role model for me to work in the 

division” [M4]. “My manager knows how to encourage us to follow the rules and set effective 

goals. He is being a role model to motivate us” [M5, M11, M14].  

 

▪ Theme three: Recognition of an achievement and giving praise. 

“In the credit division, we have an exam for credit officers; our bosses will give a prize to 

those who work hard to get a higher score; the prize is money. Everybody in the division would 

study with an extra motivated heart to win the prize” [M4]. “When the staff cannot achieve 

the goals, my boss will talk to us nicely and we will do well. He likes to praise us and say a 

good thing to us” [M6]. “Our team leaders always pay us compliments when we are doing a 

great job and give constructive feedback to support and cheer us up” [M10]. 

Figure 4. 5 Top 5 Leaders’ behavior that motivated the employees in the Lao state-owned commercial 

banks (n=15). 
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▪ Theme four: Empathy and compassion 

“My boss has done very well in her duty; I cannot think of any negative caused by her action. 

She is good at making us feel like family” [M8]. “My manager treats us like her family 

members so that the employee can come to her when they have a problem, and we can share 

the idea to find a solution together” [M9]. “My boss respects his employees. He listens to us 

and protects us; always gives constructive feedback. He makes me feel like a family member, 

and we share the same goals for our bank” [M13]. 

 

▪ Theme five: Ability to make fair and good decisions. 

“My boss knows how to deal with work by using technology or other tools. Her experience is 

valuable when going over my work. I can ask for her advice and support in any decision 

making” [M1, M4]. “My boss is working very hard; his experience is extensive, and I see him 

as a role model for me to do my work in the division” [M4]. “With his working experience, he 

can always help us in acquiring decision making and problem-solving skills. He would let us 

be involved in important decision-making and finding solutions.” [M5, M10, M12]. 

 

In terms of negative leaders’ attitude or behavior as a cause of demotivation, most participants 

only mentioned a few behaviors or practices of leaders while some of them even claimed that there 

was no negative behavior by their leaders. The researcher discovered four behaviors of leaders that 

harm employee motivation. The findings revealed that four out of the fifteen respondents (26.67%) 

mentioned leaders with biases, who did not give opportunities or recognition, and did 

unprofessional work, while two respondents stated that they felt less motivated when the leaders 

were narrow mined. 
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▪ Leaders with biases.  

It was found that leaders' biases and an unfair behaviour led to less motivation for the employee 

to perform work.  

“The thing that my boss did and harms my motivation is when a problem arises, sometimes he 

decides with bias. He sometimes gives favour to some employees, and that can demotivate 

others” [M3]. “My boss sometimes favours some groups of people who have a special 

relationship with him, which makes other staff feel uncomfortable to work” [M6, M9].  

 

▪ The absence of chances and recognition 

“I sometimes felt demotivated when I did not receive much chance from my bosses, such as 

joining the seminars and training. Sometimes, we need a simple recognition of our hard work 

from them” [M4, M5, M8].  

 

▪ Unprofessional working style 

“My boss like to gives me so much work from outside that I do not have enough time to do my 

main work” [M2]. “Sometimes my boss assigns urgent work with a limited time to complete, 

and it causes me stress. Working is not in a good system or the same standard” [M8, M12]. 

“Sometimes when the bosses are too strict to the rules, it creates stress in the workplace” [M6]. 
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Figure 4. 6 Four negative behaviors of leaders that effect employee motivation of the Lao state-

owned commercial banks (n=15). 
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▪  Narrow-minded 

“Sometimes managers do not listen to others' opinions, and we could not agree, which leads 

to conflict” [M1]. “Some of the bosses in my division have poor communication skill. They do 

not want to listen to others and talk very loudly” [M11, M15]. 

 

Question 9. This question aims to understand whether the bank employees are satisfied with the 

working environment with their colleagues and would it be a factor that would impact their 

motivation? 

  

 

 

 

 

 

 

 

 

 

 

 

In Figure 4.7, the pie chart demonstrates that 53.33% or eight out of fifteen respondents were 

satisfied with the working environment and with their colleagues in terms of motivation. While 

26.67% or four respondents felt very satisfied, some of them shared their opinions as follows: 

“I am very satisfied with the working environment with my colleagues. No stress, we work 

as a family, we help and support each other. No drama, no gossip. I like that environment 

as we communicate for a better improvement of work and ourselves. There are only 

constructive comments and feedback. When you did something wrong, we can make up for 

each other. I like that we work like a family” [M1, M2, M3, M4]. 

 

Besides, M10 and M5 also shared their perspective about motivation from their colleagues. 

“I am satisfied with the working environment, with my bosses and co-workers. However, 

they are not a direct factor that has an impact on my motivation. I believe motivation is 

26.67%

53.33%

13.33%
6.67%

very satisfied

satisfied

neutral

dissatisfied

Figure 4. 7 The satisfaction towards working environment with colleagues (n=15) 
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from ourselves only” [M10]. “I am satisfied with the working environment with my bosses 

and co-workers. They are a direct motivational factor to my motivation to work” [M15]. 

However, two out of fifteen respondents stated that they felt neutral towards their colleagues' in 

the working environment. Only one respondent stated that she felt dissatisfied with the working 

environment with colleagues. These three respondents shared their experience as follows: 

“I feel okay with the working environment with bosses and co-workers as we are working 

as a team. Sometimes we disagree, and that can happen in any workplaces” [M6, M12]. 

 

“I am not satisfied with the working environment with my co-workers because we should 

work from our heart. I have seen many of us only work because we have to do so but do 

not want to.” [M13]. 

 

Question 10. The participants were asked whether their motivation would increase or decrease by 

the action of their colleagues and how it will affect them. 

 

 

 

 

 

 

 

 

 

In figure 4.8, 93.33% or fourteen out of fifteen respondents accepted that their colleagues' action 

would have an impact on their motivation to perform the job.  

“Yes, a relationship with colleagues will have an impact on my motivation to work. Even 

though I get a high salary, but if the colleagues and I cannot get along well, I will not be 

happy to work”. [M1, M2, M3, M4, M5, M6, M9, M11, M15]. 
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Figure 4. 8 Would the action of the colleagues affect the employee motivation? 



 

 

57 

Interestingly, nine of them stated that this has a direct impact on their motivation. 

“My colleagues have an impact on my motivation to do work. If the colleagues support me, 

I will do great on my job and make it better, so they are an important factor that motivates 

me. A good colleague gives help and support whenever you need it and will not take 

advantage of you. Having colleagues who make you feel like a family is the most important 

factor for me to do work” [M2, M3]. “Good co-workers are significant, and they have a 

direct impact on motivation to do work. Positive, friendly, nice, supportive and helpful co-

workers will make life a lot easier in the workplace” [M4, M6]. “Co-workers can have an 

impact on my motivation to do the job. Just like people said, "a happy hut is better than a 

gloomy castle”. Importantly, it will affect work productivity” [M9]. 

  

However, some of the respondents admitted that colleagues impact their motivation but not in a 

direct way.  

“Co-workers influence my motivation but only in an indirect way. My motivation could be 

increased by a nice and friendly, supportive, sincere co-worker, and obviously, my 

motivation could be decreased by their bad and selfish behaviour” [M7]. “My motivation 

can be increased or decreased by my co-worker’s behaviour. However, they are only an 

indirect factor” [M8]. “Colleagues or co-workers are only a part of the motivation to do 

work. I believe that the only direct factor that would impact motivation is ourselves. If we 

love the organization, those factors are only a little part of it. Even if in a hard time with 

hard co-workers, I still do my best because we love the organization and want it to be 

successful” [M10]. 

From the interview, only one participant stated that motivation would not impact the action or the 

relationship with colleagues.  

 

“Colleagues or co-workers have no impact on my motivation to work because my object is to 

put all my effort into the work, and the motivation is from myself” [M13]. 
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Working environment  

The working environment was considered to be one of the motivating factors in this study. Thus, 

this sub-section consisted of three questions that focused on two aspects of the working 

environment. The first aspect of the working environment was the physical working aspect  

which included the working tools, working space or conditions (Lights, air, noise), recreation 

space. The second aspect of the working environment focused on training opportunities and 

employee development aspects. The participants were also asked to share their opinions regarding 

what makes a good working environment. 

 

Question 11. This question asked the participants’ opinion about the current working environment 

in terms of physical aspects and asked if this aspect would have an impact on their motivation. 

 

                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                        

 

In figure 4.9, the pie chart on the left illustrates employees' satisfaction towards the bank's physical 

working environment, while the pie chart on the right shows how this factor impacts their motivation. 

In terms of satisfaction, 53.33% or eight out of fifteen respondents felt neutral satisfaction about the 

bank's physical working environment. The participants gave different reasons. 
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Figure 4. 9 The satisfaction towards physical working environment aspects how its impact on employee 

motivation (N=15) 
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“Regarding the working environment in terms of physical aspects, I would give neutral 

satisfaction because our office space is quite limited and that we must be together in a 

small square room, very close to each other. When someone is talking on the phone, it is 

very noisy and distracts me. The meeting room is limited as well, sometimes the meeting 

room is not big enough for meeting with my clients and that is a little bit annoying” [M4]. 

“I'm okay (neutral) with the working environment in terms of physical aspects. The reason 

is that my working space is minimal and it’s uncomfortable to move around. Makes me feel 

tiny” [M5]. “I give neutral physical environment satisfaction because our office is quite 

old and out of date, not enough relaxing space” [M11]. 

 

Likewise, six respondents felt satisfied with this factor which accounted for 40%. The remaining 

respondent, who represented 6.67%, stated that they felt very satisfied with the working space and 

environment in the bank.  

 

“I am satisfied with the physical working environment. We moved to this new building in 

2013. There is plenty of space for us to relax and lots of parking. We have enough working 

tools for everyone, so I think the bank did so well in this part” [M6, M8]. “I am satisfied 

with the physical working environment. Our bank is one of the biggest banks in Laos. We 

have an annual plan for everything, including the procurement plan, and there is an 

effective process” [M10]. 

 

“I am delighted with the bank's physical working environment because there are sufficient 

working tools that support my work, and everything is just so good” [M9]. 

 

Even though the physical working environment was indicated as neutral satisfaction by most 

participants, 40% of the respondents stated that this factor has no impact on their motivation. 

Another 40% of the respondents affirmed that this factor had an indirect impact on employee 

motivation. Only 20% or three participants agreed that a physical working environment motivates 

them to work better. 

“The physical working environment has no impact on my motivation to work. It only 

supports our work and provides convenience because, at the end of the day, I still have to 

come to work whether the working environment is not okay” [M2, M5, M8, M10, M14]. 
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“This factor has no impact on my motivation to work because motivation comes from inner 

us, and everything is up to us” [M13]. 

 

“There are good working tools with a new updated technology that makes my work easier. 

If the workplace is too strict or too loose, it can lead to different results. However, this 

factor impacts my motivation but not in a direct way” [M1]. “I am delighted with the bank's 

physical working environment because there are sufficient working tools that support my 

work and everything is just so good. However, this factor indirectly impacts my motivation 

to perform better” [M9, M15].  

“This factor directly impacts my motivation to do work because it is where we spend most 

of our time there to do or create a great job” [M11, M12]. 

 

Question 12. The respondents were asked how satisfied they are in the working environment in 

terms of training opportunities and employee development provided by the bank. 

They were also asked to share how this factor influences their motivation.  
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Figure 4. 10 The satisfaction towards training opportunities and employee development and 

how its impact on employee motivation (N=15) 
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According to the left pie chart in figure 4.10, most of the employees (60%) felt satisfied with the 

training opportunities and employee development provided, while 33.33% of the employees 

responded neutral satisfaction towards this factor. However, around 6.67% or one employee felt 

very satisfied with this factor.  

“For me, the bank also does well in terms of training and employee development. There is 

much useful training for staff to join, both inside and outside the country” [M2, M7]. “I am 

satisfied with the training and development provided by the bank. There is a fair number of 

training sessions and seminars for the employees” [M6, M8, M11]. “I am satisfied with the 

training and development of employees. However, I think they can do better than this” 

[M13]. 

 

“The working environment, in terms of psychological aspects such as training, is okay for 

me. As a teller, I do not really have much chance to join other technical training, only 

service training” [M3]. “I will give neutral satisfaction to the training and employee 

development provided by the bank. This is because the policies about studying or pursuing 

a higher degree are not really good in practice” [M5, M14]. “I am okay with the training 

and development for employees. However, the bank provides many training opportunities 

for staff. Still, there are minimal opportunities compared to demand. Furthermore, there 

are many rules and procedures applicable to a person wanting to continue their studies". 

For example, for an employee to request permission to pursue their degree, they must have 

worked in the bank for at least 4 years. There is also a lot of time-consuming red tape to 

get permission as well” [M12]. 

 

“I am very satisfied with the training and development for employees here by the bank. I 

am one of the employees who got a chance to pursue a degree supported by the bank. It 

makes me feel as if my knowledge is important, and I want to use it to develop the bank. 

This practice by the bank really increased my motivation” [M13]. 

 

When the participants were asked whether the opportunity for advancement impacted their 

motivation, twelve out of fifteen participants (80%) agreed that it directly impacted their 

motivation. However, only two participants or 13.33%, stated that their motivation has not been 
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influenced by this factor, while one participant agreed that training opportunity and employee 

development had an indirect impact on her motivation.  

 

“This factor has a direct impact on my motivation to work. When I am given a chance to 

learn and improve myself by attending the training, I feel important. Importantly, sharing 

and transferring the knowledge I have learned to my co-workers makes me happy. It helps 

build up my confidence” [M1, M2, M4, M6, M15]. “In my opinion, this factor can increase 

staff motivation. When staff get a chance to learn new things and break from their daily 

work, it is so good. For me, this time of having a break from work to learn or join training 

is very relaxing, and when we go back to work, it feels like a refresher activity” [M4]. 

“This factor can strongly increase my motivation to work. As my skills are developed, I 

can do a better job” [M8]. “This factor has a direct impact on my motivation to work. This 

is because we all want chances to improve ourselves, and it is motivating to know that the 

organization invests in and pays attention to improving our skills” [M9]. “I am one of the 

employees who got a chance to pursue a degree supported by the bank. It makes me feel 

important, and I want to use that knowledge to develop the bank. This practice by the bank 

really increases my motivation” [M10]. “There are always training opportunities for 

employees. This factor influences my motivation as I can develop my skills, making me feel 

as if the bank has a plan for my career path in the future” [M11].  

 

“This factor has no impact on my motivation to work in the bank because it does not make 

me so different when I have a higher degree. Still, the knowledge and experience are what 

we will gain” [M5, M13].  

 

“For the working environment in terms of training and human development provided by 

the bank, it is okay. As a teller, I do not really have much chance to join other technical 

training, only service training” [M3]. 

  

Question 13. Based on the information indicated in previous questions, the participants were asked 

to describe what a good work environment is in their opinion. This question allowed the researcher to 

understand the participants’ perspectives on a good working environment that can motivate them. 
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According to the interviews, eight different opinions were mentioned by the participants as to what 

makes a good working environment. However, five factors were frequently mentioned by the 

participants. The interview results indicated that eleven out of fifteen participants (73.33%) 

emphasized supportive colleagues while nine of the participants (60%) placed emphasis on 

motivated leaders, the availability of a physical working environment and the effective 

organizational culture. Interestingly, only six participants (40%) emphasized effective employee 

benefit and welfare.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

▪ Theme one: Supportive colleagues: 

“What makes a good working environment is that you have good, supportive colleagues to 

help reach the organizational goals” [M1, M5, M14]. “It is important that in the workplace, 

we receive help, support and sincere comradeship from our colleagues. Not snide comments 

or bad treatment to discourage each other” [M3]. “In a good working environment, we can 

trust and rely on our colleagues and share similar goals” [M7]. “A nice, friendly and positive 

co-worker who always helps and supports. Does not take advantage of us when doing work” [M8]. 
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Figure 4. 11 Five factors of a good working environment from the Lao bank employee’ 

perspective (n=15) 
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▪ Theme two: Motivated Leaders: 

“The key to a good working environment is human resources; thus, good leaders with excellent 

decision-making skill are essential, and they should be a good role model for the employees” 

[M5]. “A good working environment should have leaders who help find a solution, solve 

problems, and make important decision. Importantly, have good listening skill” [M8]. “It is 

important to have good leaders who distribute the tasks to employees fairly, understand the 

employees and are endowed with excellent decision making and problem-solving skills. This 

will lead to a positive working environment” [M9]. “A true leader who can lead the employees 

to reach the organizational goals would make a good working environment. Be able to 

understand the employee’s abilities before assigning work” [M10]. “A good working 

environment must have a real leader that can be a role model for employees, a leader that 

leads by example with a doing approach. A leader that knows how to lead the employees and 

organization to the goals. A leader who walks and talks and has good decision-making and 

problem-solving skills and genuinely cares about their employees” [M1, M13, M15]. 

 

▪ Theme three: The availability of working space and tools: 

“A good work environment should have enough working tools and space to enable staff to 

work and create work” [M4, M6, M13]. “A good working environment should have a clean 

and tidy office and enough working space with no noise pollution” [M2, M4, M8, M14]. 

 

▪ Theme four: Effective organizational culture: 

“A good and effective culture in the organization would make a good place for working. For 

example, an organization genuinely cares about the employees' wellbeing both inside and 

outside the organization” [M3]. “For me, a friendly and family working culture that people in 

an organization always have a positive thought would make a good working environment” 

[M4]. “The most important thing is harmony. Everybody in the workplace should help each 

other bring harmony to live inside the organization” [M6]. “An equality culture in an 

organization where everybody has a right to share ideas and respect each other” [M10]. “I 

believe that having a positive working culture helps us to work happily, even in a hard or busy 

working day” [M11]. “The most important thing to make a good working environment is the 

way the organization is working; this includes an effective plan and goals orientated culture. 

The workplace should allow for open communication both from the junior and senior people. 
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Importantly, no inequality and no favouritism in an organization” [M12]. “A positive and effective 

organization culture based on respect and support for each other is needed. The organization has 

employees who care more about the benefit of the company than themselves” [M15].  

 

▪ Theme five: Effective employee welfare and benefits: 

“A good working environment should have reasonable and good employee welfare and 

benefits, especially financial aspects” [M1]. “Effective and flexible policies and rules, such as 

bonuses, OT or holiday pay, are necessary for making a good working place. Importantly, the 

flexibility of working hours” [M8, M9, M10].  

 

Responsibility and Recognition 

The last sub-section focused on responsibility and recognition as motivational factor. These factors 

were identified in the literature as intrinsic tools for employee motivation. Three questions were 

asked to extract answers for the research objectives.  

 

Question 14. This question asked the participants to express their feeling towards their current 

responsibilities. The level of satisfaction of individual responsibility is perceived to be positively 

linked to employee motivation.  

 

 

 

 

 

 

 

 

 

From figure 4.12, the research found that most of the participants (80%) or twelve participants felt 

satisfied with their current responsibilities, while eight people in this group (53.33%) stated that 
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Figure 4. 12 The satisfaction towards the current responsibility (n=15) 
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they felt very satisfied. Only three participants (20%) felt neutral satisfaction with their 

responsibilities.  

“I am very satisfied with my duties right now. However, there are many things about which 

I need to learn more” [M2]. “I am very satisfied with my duty. I was assigned to a new 

duty recently, so there are so many things that I need and want to learn” [M4]. “As for 

me, I am very satisfied with my current job. I love talking with customers and providing 

service to them. Moreover, I think this is one of the factors that motivate me to work” [M8]. 

“I love my job, and I am very satisfied with my current duty. The bank recognizes my 

potential to do this job, and I have a wonderful team here” [M10]. “I am very satisfied 

with my current duty. It is very challenging. Every day, I meet new people, new customers. 

I have to use my knowledge to cope with the issues or problems every day” [M12, M15].  

“I feel satisfied with my current duty. I have been working in this area since 2008 or more 

than 10 years. So, I feel like it is part of me” [M6]. “I am satisfied with my current new 

duty, and I want to be successful and prove that I can do this job well” [M14]. 

 

Question 15. To continue the momentum, the researcher asked if challenging tasks would 

influence the participants’ motivation.  

 

 

 

 

 

 

 

 

Based on the interview results in figure 4.13, almost all participants (93.33%) agreed that the task's 

challenge would influence their motivation.  

“Yes, challenging work would increase my motivation. My current duty is very challenging 

because it is a new role in my division. I was assigned to join many training courses and 
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Figure 4. 13 Would challenging tasks influence employee motivation (n=15) 
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seminars, then made responsible for transferring what I had learned to my colleagues. 

Furthermore, learning a new thing is very challenging for me” [M2]. “I believe that more 

challenge at work would increase my motivation. Personally, I love challenging and trying 

out new things. The repetitive jobs are the root of demotivation” [M3, M8, M9]. “For me, 

challenging tasks can increase the level of motivation. When I can work on challenging tasks 

or with the best employees, it has really motivated me. However, I still believe that the only 

thing that matters to my motivation to do work is myself and my thoughts” [M10]. “The more 

challenging tasks can motivate me. Based on my experience, I have worked in the bank for 

many years since the traditional working systems until now that technology is involved in 

every step of the work. It is very challenging for me to fit in in this new working system” 

[M11]. 

Only one participant (6.67%) stated that a challenging task would not influence her motivation. 

She argued that with or without the challenge, she will still have to do her work. However, from 

the participants’ answer, a challenging task did not only increase their motivation, but it could 

cause demotivation for some people as well.   

“The challenge of work or task will definitely have an impact on motivation. For example, if 

a person is open-minded, always open for new opportunities, willing to improve themselves 

when receiving new challenging tasks, they will become more enthusiastic and motivated. 

However, if a person is not comfortable to change, does not like changing and always wants 

to be in their comfort zone, this challenging task could demotivate or hurt them [M4]. The 

challenging tasks can increase motivation as we can learn from them. However, it depends 

on the meaning of the challenging task and the person’s personality” [M5]. 

 

Question 16. It is important for the employee to be recognized for their hard work and keep up 

their motivation to work. Thus, this sub-section's last question asked the participants whether 

receiving recognition would increase their motivation.  
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When the participants were asked whether or not the recognition would increase their motivation, 

93% or fourteen out of fifteen, participants agreed that it would.  

Receiving recognition from bosses and colleagues can boost my motivation, and I need to 

keep up my work [M1]. To be recognized and gain respect from bosses and colleagues is 

particularly important to me. It is more important than getting an award, money, or 

bonuses. It increases the motivation and the confidence to create new ideas as well [M2, 

M3, M4, M10]. Recognition and respect are essential in the workplace. It would be 

motivating if our ideas or efforts got recognized and accepted by others [M5, M6]. Getting 

recognition increases my motivation. When I am recognized for my achievement and hard 

work, my confidence and creativity rise [M11, M12, M15]. 

 

Furthermore, M8 also shared some of her opinions about her motivation and recognition.  

“Recognition from bosses and co-workers is significant, and it has an impact on my motivation. 

However, even if I did not get recognition or respect; my motivation will not decrease; it will only 

not increase as it will stay the same. This is because success does not come easily, we can feel 

down and discouraged, but it will not last. In the end, it is we that have to pull ourselves together 

and just try it again”. 

 

However, one participant answered this question that she was not sure whether or not her 

motivation would be influenced by recognition. She stated that “to get the recognition, we need to 

prove that we deserve it. I am not sure if this factor will increase my motivation, but I can see that 
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Figure 4. 14 Would or would not recognition influence the motivation (n=15) 
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there will be much support and help from others when doing something with respect and 

recognition. Though I am not sure if it would increase my motivation.” 

 

4.2.4 Determining the desired practices of employee motivation in the banking sector in Laos. 

Question 17: The participants were asked to list possible practices or things that are more likely 

to harm their motivation. This negative impact could influence the employees' performance and 

might eventually develop and become demotivating factors. Thus, it is vital to investigate these 

issues to be able to see how they would escalate the damaging impact on employee motivation. 

Based on the interview results, there were various opinions from the participants on how they can 

feel demotivated. The results of this question display as follows: 

 

By asking this question, in figure 4.15, the researcher discovered four common issues that have 

the potential to decrease employee motivation. It was found that leaders with bias and inequality 

practices were mentioned most often by seven participants (46.67%). This is followed by poor 

management and policies at 40% or six respondents. The third and fourth were unfairness or lack 

of transparency in the promotion process (33.33%) and negative change on employee benefits 

(26.67%). 
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Figure 4. 15 Participants’ perspective of the potential factors that would lead to demotivation 
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▪ Theme One: Leaders with bias and inequality practices  

Among the fifteen participants, seven stated that when the leaders show favouritism or preferential 

treatment among the employees, they felt demotivated, and their willingness to perform work went down. 

“The only negative impact on my motivation is when superiors give no constructive feedback 

or comment to employees because of their bias. We are different people; we should not be 

compared to anyone's benefits” [M1, M4].  

 

Besides, four participants stated that they had witnessed some unfair treatment which is the source 

of their demotivation. 

“Some supervisors like to take sides and give preferential treatment, showing favouritism 

among employees. This causes much pain to the employees” [M3 and M12]. “The source of 

employee demotivation or no increase in motivation is when employees are treated differently. For 

example, I have seen that some of us were promoted because they have a connection and a good 

backup. It was excruciating for me and others who are working extremely hard” [M9 and M15].  

 

▪ Theme Two: Poor management and working policies.  

During the interview, six participants shared their real experience with poor management and poor 

working policies. 

“According to the bank's work policies and process, I often must work during the weekend, or, 

if there is no work, there would always be a bank meeting or seminar. It is just that we only 

have the weekend as a day off, but then we still must work. It is tough to find a work-life balance 

when you are working in the bank. For example, every New year, the Accounting division team 

and I had to be at the bank and responsible for the fiscal year-end report” [M2]. 

 

One person mentioned how the Key Performance Indicators (KPI) could harm employee 

motivation.  

“The negative impact on my motivation would be how the bank set the KPI for tellers. It tends 

to be unreasonable and not up to date. For example, they set the KPI from the old year 

conditions. Many factors can affect the way business performs, so it should be based on the 

current situation of the bank or the economic condition. Another thing is that they should be 

realistic in terms of setting a quota for faults of tellers. There are a hundred transactions that 
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tellers must do in three months, which means more chances to make mistakes. However, we are 

only allowed 3-5 mistakes per three months, and if you cannot do that, you will be graded poorly 

for your work performance; it is too stressful” [M5]. “Sometimes, there is not enough 

understanding or support from the management. For instance, there is a case where an employee 

wanted to pursue a higher degree but was not allowed by the bank. However, they decided to 

pursue their study with their own money and time during weekends. Once they had completed 

the study, the bank would not accept and acknowledge their degree and punished them for that 

action instead. This demotivates the employee greatly as they have invested their money and time 

for this. They wanted to improve their knowledge to improve the organization” [M12]. 

 

▪ Theme Three: Unfairness or lack of transparency of promotion process  

Promotion is one of the motivational factors; however, it could turn to demotivation when its 

process lacks transparency and fairness.  

“To get a promotion, it should be based on the employee's work performance and their 

achievements that contribute to the organization, not just because of their good back up or high-

position family background. This causes so much discouragement for other employees who give 

their best every day at work – nepotism is just not good enough. This is what I have seen since I 

started working here. We understand and want to accept it, but it is just so hard, and every time I 

think about it, it just demotivates me to do anything” [M3]. “Based on what I have seen, promotion 

is a cause of demotivation. There is a lack of fairness and an effective promotion process” [M10]. 

“There is no effective system or standard for employee promotion here in the bank” [M8 and M15]. 

 

▪ Theme Four: Negative change on employee benefits and welfare  

Any changes in an organization will clearly have an impact on employees in one way or another. 

Positive changes would increase positive outcomes, while negative changes could lead to the 

opposite. Two participants shared their opinion about the cause of their demotivation. 

“As I mentioned earlier, employee benefit and welfare are the main sources of employee 

motivation; any employee benefit and welfare change will affect employee motivation. 

Recently, the bank decided to cut off the payment for no annual leave. This causes so much 

pain for staff who are not taking leave just for that amount of money. Now, there is no more 

leave pay, no motivation to do more work and less productivity” [M6]. “The cause of 

demotivation or no motivation in the bank is change in employee welfare especially negative 
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change to employee benefits, the same or more benefits is acceptable, but it should not be less 

than what we usually get” [M13]. 

 

Two interviewees mentioned how a bonus might lead to demotivation.  

“Honestly, during the past two years, the bank did not make a good profit so, we did not 

receive the bonus for 2-3 years now. We used to get the bonus every year, and now we do not, 

so we feel quite demotivated” [M6]. “The cause of demotivation or no motivation is when the 

bank is not performing well and not making a profit because it means no bonuses” [M11]. 

 

Question 18. The researcher asked participants to share their thoughts on what the bank should do 

to motivate employees better. This question's central objective is to discover the participant’s 

perception of the desired practice by the bank that would enhance their motivation.  

 

Based on the participant’s responses, it was found that the suggestion about things that the bank 

should do to improve and increase their motivation is mainly related to internal factors. Eight out 

of fifteen participants (53.33%) placed emphasis on improving people management and the 

management style and organizational culture, while six out of fifteen participants (40%) 

emphasized improving employee welfare and benefits.  
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Figure 4. 16 Three desired practices that would improve motivation (n=15) 
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▪ Improving people management 

The findings indicated that improving people management or human resource management (HRM) 

has a significant impact on employee motivation. This emphasized HRM practices for employee 

motivation, such as a more effective job rotation and individual career path.  

“Things that employers should do to increase motivation is better people management. For 

example, put the right person in the right job. I believe this will increase productivity, as well” 

[M1]. “If I can say something, I would like to ask for a more proper job rotation as I believe 

this would increase our motivation to work. For example, a person working in the same role 

for two years should have a chance to try out for other duties in other divisions. This is because 

what I have seen is that only those who caused trouble got moved around. Job rotation is not 

to increase employee experience that much” [M3]. “There are many new staff in our bank 

now. The employees who have worked for more than 10 years and have no senior position may 

feel unimportant and demotivated. The bank should do something about this” [M4]. “In the 

bank, we have conditions and rules to promote someone, but the organization does not apply 

them fairly. There is favouritism and preferential treatment among employees. The rules are 

being ignored, so the bank should improve their application to ensure a fair promotion process” 

[M5, M7, M12]. “The organization should pay more attention to their employees and should be 

able to know their talented employees and know how to use their best potential” [M13]. 

 

▪ Improving culture and management style in the organization 

“The management should pay attention to the employee’s needs so that they know how to 

motivate the employees. Those who have a more senior position should try harder to improve 

themselves in both technical and leadership skills and motivate their subordinate employees. 

Leaders should know how to give a chance, and managers must know about their employees. 

We all come from different family backgrounds; managers should be mindful and know how 

to communicate with their employees” [M4]. “The management and leadership styles are an 

important thing for employee motivation. Thus, leaders should be able to motivate the 

employees, starting from leading by example” [M6]. “The most important thing is that the 

management has to be transparent in everything they are doing, for example, the promotion 

process. The bank should make the employees feel important, pay more attention to them, 

strongly promote equality in the workplace” [M10]. “To increase employee motivation, the 
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bank should be able to make the employees feel that the bank is their second warm house. 

Importantly, to have the employees involved in the business goals and important decision-

making directly related to them” [M11, M13]. “The bank should pay attention to employee 

needs and wellbeing. The most important thing is to create an effective and positive 

organizational culture from the top to the bottom. Focus on benefit as a whole, not only for a 

group of people” [M14, M15].  

 

▪ Improving employee welfare and benefits 

“To increase employee motivation, the bank management should pay more attention to the 

employees and give them salaries based on their performance” [M2]. “Employee welfare is 

paramount; make sure it is for employee benefits and needs” [M6]. “The things that the bank 

should focus on to increase employees' motivation are bonuses and employee welfare because 

today, the living standard is high” [M7, M8, M10]. “The bank should revise the employee policy, 

especially the leave policy. The employee should get paid even when they are on annual leave. This 

would motivate the employees. In many countries, they see staff taking leave or a day off as an 

opportunity for employees to refresh and have a break from work. In many cases, they even 

encourage their staff to take leave and offer pay, so I think the bank should consider this model” [M12]. 

 

With respect to the results of the study, it was found that the findings were related to the human 

need-based theories of motivation like Maslow’s need hierarchy, Herzberg’s two factor theory 

and McCelland’s need theory. However, the most suitable theory to describe the motivating 

and demotivating factors of the employees of the Lao state-owned commercial bank was 

Maslow’s hierarchical needs. Based on the findings, the lower level of needs including 

physiological needs and safety needs were the significant factors that need to be fulfilled then 

they could motivate by other needs of this study participants.   

 

 

4.3  Chapter summary  

Chapter four described the important findings of the online semi-structured interviews relevant to 

study factors that motivate and demotivate the Lao state-owned commercial banks’ employees. 

The study discovered five main issues which influenced motivational factors within the Lao 

context which are as follows: 
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▪ The effective motivating factors in the state-owned commercial banks in Laos from 

participant’s perspectives: Overall, the participants were satisfied with the motivation 

practice implemented in the bank. However, the results revealed the top five motivation 

practices most mentioned by the participants were: one, employee welfare and benefits; 

two, monetary rewards; three, the opportunity for growth; four, employee development and 

training; and five, supportive and respectful colleagues. This showed that the Lao banking 

sector applied both extrinsic and intrinsic motivation approaches to motivate their 

employees. Meanwhile, the extrinsic motivation approach seems to be a more potent 

motivating factor than intrinsic motivation among the fifteen participants. 

▪ The potential motivating and demotivating factors from the participants’ 

perspectives:  

− Money rewards: Overall, 60 % of the participant felt satisfied with their current 

income. In the meantime, all fifteen participants admitted that their motivation to work 

would be influenced by bonuses. 

− Leaders and colleagues: Leaders: overall, 60 % of the participants are satisfied with 

their leaders’ attitude and behaviour in terms of employee motivation. These motivated 

behaviours of leaders were the ability to give them support and advice, be a good role 

model, show empathy and compassion, and make fair and good decisions. However, 

leaders' negative behaviours that would lead the employee to feel demotivated were 

leaders with biases, who gave no chances or even simple recognition, leaders with 

unprofessional working styles, and narrow-minded leaders. As regards 

colleagues: 80% of the participants felt satisfied with the working environment with 

their colleagues. Furthermore, 93.33% of the participants stated that their motivation 

would be influenced by the relationship and the colleagues' actions. 

− The physical working environment: Overall, 53.33% of the participants stated that they 

felt neutral while 47% felt satisfied with the working environment, such as working tools and 

working space or conditions provided by the bank. However, 80% of the respondents stated 

that this factor has no impact or only has indirectly impacted their motivation. 

−  The training opportunity and employee development: From the results, 67% of the 

respondents felt satisfied with the currently provided training and development 
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opportunities in the bank. Moreover, 80% of the respondents stated that this factor 

directly impacted their motivation to perform better. 

− Responsibility and recognition: Overall, 80% of the respondents were satisfied with 

their current responsibilities. Furthermore, 93.33% of the respondents admitted that 

their motivation would be influenced by challenging tasks and receiving recognition. 

 

▪ The good working environment from the Lao employees’ perspective: The interviews 

revealed five factors that described a good working environment from the participant’s 

view. These consisted of supportive colleagues, motivated leaders, effective working tools 

and space; an effective organization culture and employee welfare and benefits. 

▪ The possible practices leading to demotivation of the employees: According to 

respondents’ responses, four main issues were found to have the potential to decrease 

employee motivation. These were leaders with biases and inequality practices, poor 

management and policies in the organization, lack of transparency in the promotion 

process, and negative employee welfare and benefits. 

▪ The banks should consider factors to improve employee motivation: The findings 

revealed three internal aspects that need to be improved in order to increase employee 

motivation. These were people management, culture and the management style in the 

organization, and employee welfare and benefits.   

 

Chapter five presents the analysis and discussion of the findings. 
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Chapter 5: Discussion of the Findings 

5.1  Introduction 

This chapter focuses on discussing the key findings that were identified by the interview process 

described in chapter 4, to answer the research question. The primary purpose of this study is thus 

to answer the following question “What are the motivating and demotivating factors for banking 

employees of the state-owned commercial banks in Laos?”. As a result, three main discussion 

points were identified. Each point aims at achieving the objectives and answering sub-research 

questions of this study and comparing with the literature where relevant. It was also found that 

most of the results of the study aligned with Maslow’s theory of hierarchical needs. In the first 

focus point, this chapter explores the factors that lead to the motivation of the Lao banking 

employees. The second point focuses on the possible demotivating practices. Lastly, the chapter 

outlines the desired practice areas that would help management to improve their motivation 

strategies.  

 

5.2  Analysis and discussion of the interviews 

The data was collected during December 2020 from the Lao bank employees' who gave their 

perspectives about salaries and income, relationship with leaders and colleagues, working 

environment, as well as responsibilities and recognition.  This revealed the factors that potentially 

lead to motivation and demotivation of the bank employees. It also discusses the participants’ 

suggestions on the areas in which the bank could consider improving motivation strategies. 

 

  

 

 

 

 

 

 

 

 

Source: Developed by the researcher 
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5.2.1 Discussion and deductions regarding the motivating factors in the Laos banking sector. 

Identifying motivating factors in the Lao state-owned commercial banks’ (SOCBs) employees is 

one of the critical components of this study. This section is, therefore, designed to address the 

researcher sub-question 1.6 (1): “From the employees’ perspective, what are the potential factors 

that motivate employees in the Lao SOCBs?” Based on the interviews, the participants of this 

study were more motivated by extrinsic motivation, i.e., things which are at the bottom of 

Maslow’s hierarchy of needs, including employee welfare and benefits, and money. Meanwhile, 

intrinsic motivation such as opportunities to grow in their careers, training programmes, a good 

relationship with co-workers, challenging tasks, and recognition were found to be potential factors 

to increase employee motivation in the Lao SOCBs. However, regarding some negative comments 

about the working space, it was interesting to find that the working environment, in terms of 

physical aspects such as working space and conditions and the working tools, were the least 

motivating factor compared to others, but are essential to prevent employee dissatisfaction.  
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Employee welfare and benefits 

According to the interviews, employee welfare and benefits was found to be a significant 

motivating factor for this entire group. Supporting this is the fact that all participants mentioned 

employee's welfare and benefits as the most significant motivating factor (see figure 4.1). 

Employee welfare and benefits are categorized as an extrinsic motivator. The employee welfare 

and benefits include salary, health insurance, household and transport allowance (water, electricity, 

petrol and phone), childcare, and the organization’s care when getting sick. However, the findings 

also showed the interesting point that the welfare and benefits of employees are not only for 

themselves but also for their family members' benefit (see 4.2.2. Q3). In Asian countries, especially 

Laos, the least developed country in that region, it is, therefore, necessary to fulfil their everyday 

living needs. Besides, it is part of the country’s tradition to live in extended families, and it is a 

son or daughter’s obligation to look after their elderly parents and the whole family. Thus, these 

benefits are essential to support employees and families living with them and for whom the 

employee may be responsible. These responses from participants align with Maslow's theory of 

hierarchy of needs rooted in the basic human's need and well-being, and this theory is likely to 

apply to all cultures as is endorsed and highlighted by Madan (2017).  

 

Income and financial rewards  

According to the findings in chapter four, income and financial rewards were found to be crucial 

motivating factors for the participants in this study. This is again another extrinsic motivating 

factor mentioned by the group. Monetary rewards or financial rewards such as bonuses, overtime 

pay (OT), and the annual leave payment were the factors second most frequently mentioned by the 

participants at 53% (see figure 4.1). Six out of fifteen participants admitted that they did not take 

annual leave because of the annual leave pay policy. This result corroborates the study by 

Henderson and Tulloch (2008), who explained that financial incentives significantly influence 

employee motivation in the health sector of Pacific and Asian countries, particularly in the 

countries where salaries and wages are insufficient to meet their basic needs. A general deduction 

is that employees with more income would be more satisfied and eventually, their level of 

motivation would increase to get higher pay (Sell & Cleal, 2011). 

Furthermore, most participants expressed their view that bonuses significantly motivated them to 

work harder. This group of participants stated that when the bonuses were raised, their motivation 
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also rose. Besides, the bonus is their energy source to do work; whenever they think about the 

bonus, they feel motivated. This links to Vroom’s expectancy theory that generally, people have 

certain expected outcomes of doing something to achieve that certain expectation (Baciu, 2017). 

Likewise, this is consistent with what has been found in a previous study by Hassan, Hassan, Khan 

and Iqbal (2013), where compensation or bonuses is the most important motivating factor of the 

public bank sector’s employees in Pakistan. Similarly, a study by Du Plessis et al. (2015) revealed 

that salaries or financial rewards had the highest score for motivating employees in Laos' mining 

companies. Besides, this does seem to confirm that employee motivation in different cultures could 

be affected differently by financial rewards or bonuses. When the present findings were compared 

to the survey results of UK employees, only 13% of over 1000 UK employees felt motivated by a 

bonus (The Institute of Leadership & Management, 2013). The study also revealed that sometimes 

bonuses could be ineffective and hard to manage. 

 

However, most of the reasons given by the respondents why they feel satisfied with the 

organization’s remuneration was once they compared their income with others. This is consistent 

with Adam’s inequity motivation theory, where motivated employees perceive that the rewards, 

they receive are fair and like others (Gottlieb, 2017). Thus, the Lao bank management should 

consider improving the financial rewards with an excellent and fair process if they want to increase 

employee motivation. As found in the interview response, removing an annual leave pay by the 

bank did impact the employee motivation.  

 

The opportunities to growth 

Career advancement or growth opportunities was also an important motivating factor for the 

participants. This factor was ranked as the third motivating factor by 40% of the study participants 

(see figure 4.1). This factor is categorized as an intrinsic motivator or intangible reward, which 

was also mentioned in the literature review. According to the response, having a chance to grow 

in the career path means having an opportunity to learn new things, which subsequently increased an 

individual’s confidence and motivation. An example of this would be that each year the bank will 

arrange an exam for job rotating to the credit division, and it is open for everyone interested in changing 

their duties. This is in line with Sabir’s (2017) study of intrinsic rewards that employees are motivated 
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by when they feel they receive the opportunity to progress. The individuals tend to be motivated and 

will perform at their best when they are clear about their career paths. 

 

Furthermore, it was found that career advancement allows participants to develop their skills and 

fulfil their potential, which helps increase a sense of engagement. This result falls into Maslow’s 

hierarchal needs of self-esteem. The need to build self-esteem and increase confidence and respect 

of/by others comes after fulfilling the lower level of needs (physiological needs, safety and 

belonging) (Tracy, 2013). However, it is interesting that the opportunities for growth, employee 

development and training, and relationship with co-workers received the same score (see figure 

4.1). This could be assumed that after satisfying employee welfare and benefits, and financial 

rewards, which are the physical and safety needs in the first two-levels of Maslow’s pyramid of 

need, they could be motivated by other needs that may not be necessarily in hierarchical order. For 

instance, the self-esteem need could emerge even if the belonging need is not satisfied. This result 

supports Osemeke and Adegboyega's (2017) ideas, who suggested that people could satisfy 

different needs, and it will not always be in hierarchical order. 

 

Besides, this result seems to be consistent with other research, which found career development to 

be an important motivational factor for the employees in the public sector of Croatia and Pakistan 

(Koronios et al., 2017; Akhtar et al., 2014). However, it was interesting to find that career 

advancement was a less important motivating factor for employees in Laos' mining companies (Du 

Plessis et al., 2015). 

 

Employee training and development programmes 

The training opportunity and employee development was another important motivating factor for 

the participants of this study. Providing training and employee development is seen as an intrinsic 

motivator. This is strongly supported by the interview results where the participants were asked 

how this factor would impact on their motivation and 80% of the participants stated that receiving 

training and employee development directly impacts their motivation to work better (see figure 

4.10).  According to the interview results, most participants stated that providing training in the 

bank encourages them to improve their skills and work harder. Besides, it also makes them feel 

important and valued in the organization and that the bank has a plan for their career path in the 
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future. According to Bradberry (2016), employees who feel valued by their employers are more 

engaged in the work and more likely to be motivated to work at their best. Koronios et al. (2017) 

stated that personal skills development was a more important motivating factor in the public sector 

compared to the private sector. 

 

Support and respect by colleagues/ Good relationship with colleagues 

Relationships with colleagues is also a significant motivating factor in this study group, especially 

the colleagues who are supportive and respectful.  This is another intrinsic motivator that was 

mentioned by 40% of the participants (see figure 4.1). The findings revealed that 93% of the 

participants said this factor could influence their motivation to increase or decrease (see figure 

4.8). This factor is important because a positive relationship with colleagues creates less stress and 

increases the workplace's positive atmosphere. According to the interviews, the participants stated 

that if they cannot get along well with their colleagues, it is hard for them to concentrate on work 

or perform at their best. For instance, a participant said that “a happy hut is better than a gloomy 

castle”. This is in line with McClelland’s need theory which states that employees with the need 

for affiliation are motivated by a positive social relationship with other people in the workplace 

(Ricky et al., 2016; Nelson & Quick, 2018). 

 

Furthermore, the findings of Q.8 revealed the top five behaviors of leaders, from the participant’ 

views, that are likely to bring positive responses to their motivation. These are, first, the ability to 

support, inspire and give advice; second, to be a good role model; third, to give recognition and 

praise of achievement; fourth, to show empathy and compassion; and fifth, make a good and fair 

decision (see figure 4.5). This result links to a study by Nel et al. (2015), who suggested that self-

esteem needs were among the significant factors that leaders in Laos banking should be concern 

about and emphasize if they want to improve and increase their employee motivation. The self-

esteem needs could be achieved through respect from leaders and colleagues, simple and regular 

recognition and increasing personal achievement by providing necessary support and training. 

Similarly, Xayyapheth, (2015) suggested four factors which were self-esteems needs, challenging 

work, fairness in the workplace, and opportunity to grow that leaders should focus on to increase 

employee motivation in the Ministry of Industry and Commerce in Laos. Also, leaders must have 

the ability to identify employees' needs and know how to apply leadership styles in a particular 
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situation. Although the manager cannot control everything, developing and maintaining a positive 

attitude is paramount to the team’s success (Sell & Cleal, 2011). Additionally, supportive 

colleagues and motivated leaders were the first and second most mentioned by the participants 

regarding factors that make a good working environment (see figure 4.11) and enhance motivation 

and productivity in the workplace. In the literature review, it was also found that the quality of 

leadership was a significant factor contributing to bank employees’ motivation in Pakistan and 

Thailand (Akhtar et al., 2014; Belonio, 2012).  

 

Challenging tasks  

Challenging tasks was the other important motivating factor of this group in this study. This factor 

is seen as an intrinsic motivator. Based on results tabulated in figure 4.12 of chapter four, 80% of 

the participants are satisfied with their current responsibilities. Besides, when asked if their 

motivation would be impacted by challenging tasks, it was found that challenging tasks were 

important to almost all participants' motivation. Strongly supporting this was the result of the 

interviews where 90% of the respondents agreed that more challenging tasks would positively 

influence their motivation (see figure 4.13). From the results of this question, it seems that 

receiving more challenging tasks not only increased their motivation but is also a chance to 

improve themselves and grow their self-esteem. This result is consistent with the 4th level of 

Maslow’s priority of needs, categorized as self-esteem, confidence, achievement, and respect by 

others (McCluskey & Ruddell, 2020). Besides, three desired needs of McClelland’s need theory 

also specified that doing a challenging task can motivate employees who desire a need for 

achievement (Ricky et al., 2016; Nelson & Quick, 2018). 

 

According to Contan and Serban (2015), being assigned to do challenging tasks or goals are also found 

to be an important motivating factor in their study. Xayyapheth (2015) also found that challenging 

tasks influence motivation of employees in the Lao ministry of industry and commerce to work better. 

However, this outcome contradicted previous studies. Du Plessis et al. (2015) found that challenging 

tasks was one of the least important factors motivating employees in Laos' mining companies.  Perhaps 

the difference of working environment and culture in the mining and banking sectors explain why the 

results are different in motivating people to work. 
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Recognition 

The current study also found that receiving recognition for achievement from both leaders and 

colleagues was a significant motivation of this group. The evidence supporting this factor resulted 

from the interviews where 93% of the participants admitted that they were motivated by receiving 

recognition of achievement (see figure 4.14). Besides, according to the respondents, receiving 

recognition boosts their motivation and increases their confidence and creativity in work. This 

result is in accordance with recent studies indicating that giving the proper recognition is a cost-

effective way of increasing the banking sector's productivity in Pakistan (Abdullah et al., 2018). 

This factor again fits into Maslow’s Hierarchy of needs level 4th, which could confirm the 

association between self-esteem and motivation (Osemeke & Adegboyega, 2017).  Recognition is 

also found in one of Herzberg’s motivation factors which explained that this factor's presence in 

an organization would lead to job satisfaction (Nelson & Quick, 2018). 

 

Working environment and conditions 

The physical working environment, in terms of working space and working tools, was found to be 

the least significant motivating factor for all the participants. Based on the findings shown in figure 

4.9, 80% of the participants stated that this motivating factor only has an indirect impact or no 

impact on their motivation. Interestingly, in Q.13, the participants ‘opinion on what makes a good 

working environment, the availability of working tools was mentioned among the top five factors 

(see figure 4.11). This contributes to the researcher’s understanding of Herzberg’s two-factor 

motivation theory's critical implication that the opposite of dissatisfaction is not satisfaction (Nelson 

& Quick, 2018). Improving hygiene factors will keep the employee away from dissatisfaction but not 

lead to satisfaction nor increase motivation (Ricky et al., 2016). This means that bank management in 

Laos can improve workplace conditions to avoid creating an unpleasant working environment for the 

employees. However, they cannot rely on this to be a motivating factor as it is not likely to increase 

the employees' motivation compared to other motivators. 
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5.2.2 Discussion and deductions of the demotivating factors in the Laos banking sector. 

Another objective of this study was to investigate the factors that lead to the Lao banking sector 

employees' demotivation. Thus, this section was designed to address the research sub-question 1.6 

(2): “From the employee’ perspectives, what are the potential factors that could demotivate 

employees in the Lao state-owned commercial banks?”. The survey's overall response identified 

four main factors that would potentially demotivate this study group. Surprisingly, most employee 

demotivation factors of this group were intrinsic factors such as leaders with biases and inequality 

practices, poor management and policies, and unfairness and lack of transparency of the promotion 

process. For instance, “Some supervisors like to take sides and give preferential treatment and 

show favouritism among employees. This causes much pain to the employees” [M3, M12]. In 

contrast, the only extrinsic factor contributing to this study group's demotivation was an adverse 

change in employee welfare and benefits. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Developed by the researcher. 

 

 

Negative change on 

Employee welfare and 

benefits 

No transparency of the 

promotion process 

Poor management and 

policies 

Leaders with biases and 

inequality practices 

+ Demotivation 

0 Demotivation 

Figure 5. 3 Demotivating factors that motivate the employees of the state-owned commercial banks in Laos 
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Leaders with biases and inequality practices 

In the findings, leaders with biases were the most significant demotivating factors for this study 

group. This factor was mentioned by seven out of fifteen participants or 47% (see figure 4.15). 

This is also associated with the outcome from the previous question (Q.8) about leaders’ behaviour 

that links to demotivation where leaders' discriminatory practices were mentioned most by the 

participants (see figure 4.6). Based on the interviews, at least four participants in this group had 

witnessed unfair treatment by their leaders. Furthermore, the respondents criticized some leaders 

about giving biased feedback and displaying preferential treatment among the employees. 

Unfortunately, leaders' negative behavior demotivates employees to work and makes them feel 

worried about their career opportunities in the future. This result matches Adam’s equity theory 

that employee motivation is driven by the sense of fairness and unfairness. In other words, the 

employees are motivated when they feel their circumstances are fair and demotivated when they 

are not (Nelson & Quick, 2018).  

   

This is also in line with We, Siyai and Bhand (2019), who found that biased managers significantly 

contribute to demotivation among the public sector banks in Pakistan. Khoung and Hoang (2015) 

also highlighted in their research study that the leaders' personalities and characters significantly 

impact Vietnamese employees in the audit companies. A motivation book by Adair (2009) also 

showed that fifty per cent of employee motivation arises from leaders’ behavior. The negative 

behaviors of leaders are more likely to influence the subordinates’ negative attitude or behaviors. 

There is evidence that the manager’s behavior is often manifested in employees’ performance. As 

a result, these employees tend to be more pessimistic about their work, losing motivation and 

decreasing productivity.  

 

Poor management and policies 

Based on the findings, poor management, and accompanying behaviour were significantly more 

likely to demotivate this study's participants. This is an intrinsic factor identified by 40% of the 

participants (see figure 4.15). Poor management that leads to demotivation of this group was about 

the ineffective and unrealistic goal setting by management for the employees such as KPI ‘s (Key 

performance indicators), especially for employees who work in a frontline job. The unrealistic and 
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ineffective goal setting brings stress and discouragement to the workplace. Furthermore, most 

participants mentioned that the bank management is not paying enough attention to their needs.  

 

According to the interviews, there are some issues about the bank policies mentioned by the study 

participants. In Q.17, the participants criticized how they must work during weekends. Two 

participants expressed that it was hard to have a work-life balance if you worked in the bank. 

Although the employees receive overtime payment, they cannot compare it to the time they miss 

spending with the families, friends, and being by themselves. Shoraj and Liaci (2015) stated that 

financial rewards and salaries might be a powerful motivation tool, but it tends to motivate only 

for a certain time. At the end of the day, intrinsic motivators, including the freedom in work and 

work enjoyment, are more important than money to keep motivation in the long run. These further 

support Herzberg’s ideas that motivation factors are more important than hygiene factors in 

employee motivation (Ricky et al., 2016). However, in the reviewed literature, the organizational 

policy was not found to be a significant demotivating factor. Perhaps the organization policy 

becomes more critical after some time when the employees get used to the work. This is in 

accordance with Sirota et al. (2005), who stated that motivation is naturally reduced over time by 

poor policies within the organization, suggesting three factors that keep building enthusiasm: 

equity and fairness, achievement and camaraderie. Thus, it is necessary for the banks in Laos to 

liven up the positive and supportive workplace with equality to motivate the employee to come to 

work every day.  

 

Unfairness and lack of transparency of the promotion process  

The unfairness and lack of transparency in the promotion process was another significant 

demotivating factor for the participants. This factor is again categorized as an intrinsic factor. 

Supporting the finding was identified at 33% of the respondents (see figure 4.15). In the previous 

section, growth opportunity or getting a promotion is in the top three of the most significant factors 

in motivation for this study group.  So, it is not surprising if a promotion process involving 

unfairness and inaccuracy could become a threat to employee motivation. Eventually, employees 

start to feel discouraged and demotivated. According to Grubišić and Goić (2003), demotivation 

is a concept of destroying motivation. An organization with a lack of something that causes 

motivation is little by little creating a sense of demotivation (Skitmore, Lam & Poon, 2004). Based 
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on the interviews, the participants have criticized some employees' privilege to get promoted 

because of their relatives or family’s authority and background. This result reflects a study by 

Spitzer (1995), who believed that politics involving the competition for power, influence, favour 

and promotions are the leading cause of demotivation. The employees who are not eligible to 

belong to the group are likely to be mistreated and eventually get demotivated. The importance of 

fairness for employee motivation in the Lao banking sector was also found in a study by 

Vongphakhone (2014). However, this result has not previously been described in the motivation study 

of Pakistan banking and the Lao mining companies (Akhtar et al., 2014; Du Plessis et al., 2015). 

 

Negative change in employee benefit and welfare  

An unfavorable change in employee welfare and benefits was identified as an important 

demotivating factor for the participants. This result was mentioned by 27% of the participants (see 

figure 4.15). This is the only extrinsic factor as a demotivator for this entire group. In the 

motivating factors section mentioned above, employee welfare and benefits were the most critical 

factors to motivate the participants to work (see figure 4.1); therefore, any negative or reverse 

change in the employee benefits impacts on their motivation. Based on the responses in Q17, the 

participants mentioned that the bank's decision to cut off the annual no leave payment and bonuses 

due to poor business performance in the past two years. Some participants admitted that they did 

not take annual leave because they wanted a financial reward for not taking leave, and when this 

change happened, they could not help but feel a loss of motivation. This loss of benefits inevitably 

created a scar in the employees’ hearts and could result in them losing their company loyalty. 

Gottlieb (2017) stated that the problem with financial rewards is that it is the proverbial double-

edged sword. The increase in financial rewards could increase motivation, but changes in the 

rewards, even if it is a minor change, would negatively impact the employee motivation in one 

way or another. 

 

 

 



 

 

89 

5.2.3 Discussion and deductions of the desired practices improving the motivation of employees 

in the Lao baking sector. 

To improve employee motivation, it is imperative to find out the main issues with the banks' 

motivation practices as perceived by the employees. Therefore, this study's last objective is to help 

improve the motivation of the employees in the Lao banking sector. This section was designed to 

answer the research sub-question (1.6) 3 “What are the desired practices or factors that would 

increase employee motivation in the Lao state-owned commercial banks?”. Based on the study 

participants’ responses, three main internal aspects, such as people management, culture and 

management style, and employee welfare and benefits, need to be improved if the bank wants to 

increase employee motivation. 

 

Firstly, most participants in this group believed that the bank should focus on improving the HRM 

practices to become more effective, motivational and more transparent. According to the findings, 

53% of the study participants stated that improving people management would improve the 

employee's motivation (see figure 4.16). The research observed that the problems related to the 

management of people in the bank are involved in many areas, mainly job rotation and the 

promotion process. According to the interview in Q18, the participants mentioned that it is vital to 

have a regular proper job rotation because this is a chance for them to work in different areas and 

gain experience in other work angles in the bank. Moreover, many employees in the bank have 

been working in the same job for many years; it is thus hard to keep their high level of motivation 

in that situation. Thus, proper and effective job rotation would help increase their enthusiasm to 

work. Speaking of the unfair promotion process issue, this was the most demotivational issue 

caused by the bank management. The employees who feel that they did not receive the same 

opportunities in their career paths will slowly lose their hope in the organization, especially the 

talented or the hardworking employees. Consequently, these people will only do what they must 

do just to keep their lobs. Hence, the bank's management must ensure fair and effective people 

management practices to prevent demotivation and foster strong motivation in the workplace. 

 

According to Nelson and Quick (2018), employees like to compare their situation to others both 

inside or outside the organization. They will feel motivated when they perceive their situation is 

fair and demotivated when it is not. Sirota et al. (2005) stated that employee motivation slowly 
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and naturally decreases over time. Thus, it is the responsibility of HR and the management in the 

organization to replenish and nourish the employees' motivation through effective motivation 

strategies, including putting the right man in the right place, effective job design, and employee 

benefits. When the organization neglects to provide things that cause motivation, employee 

motivation is destroyed. Thus, a business cannot be successful without effective management of 

the human resource. 

 

Secondly, another critical area for improving employees’ motivation in the bank is to strengthen 

culture and the organization’s management styles. According to the findings, this was suggested 

by 53% of the study participants (see figure 4.16). Most of the participants mentioned that people 

in a management position did not pay enough attention to the employee’s needs and well-being, 

which prevented them from knowing the best practices that would motivate and enhance their 

employee performances and productivity. Shelton (2012) asserted that the leaders’ ability to 

motivate subordinates positively could be developed by observing and understanding the 

employees’ needs. In addition, the leaders with the understanding of the employee’s needs 

influence employees to put more effort into their work (Alghazo & AI-Anazi 2016). Besides, it 

was found that the employees feel motivated when their leaders help them with constructive 

feedback and advice that aim at supporting them to reach their goals. In Q8, the leaders who show 

little appreciation to the average employee because of their biases and being narrowminded lead 

to a strong demotivation of those employees. Apart from motivated leaders, based on the analysis 

of Q11, the influential organization culture was among the top five factors making a good working 

environment for this study group (see figure 4.11). From the researcher’s observation, most of the 

demotivation factors are related to unfairness and inequality in the workplace. Thus, to prevent 

this, the bank must vigorously promote an equality culture where everybody receives equal 

opportunities with a transparent work process that focuses on the benefit for everybody, not only 

for a group of people.  

 

Thirdly, the study participants stated that improving employee welfare and benefits would increase 

motivation. Supporting this was the results of 40% of the study participants who suggested this 

(see figure 4.16). According to Figure 4.1, the benefits and welfare are paramount for this study 

group in terms of their motivation as it can support their own lives and their families’. In contrast, 
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this factor could turn into demotivation if an employee perceives fewer benefits (see figure 4.15). 

Thus, this could be seen that one of the key solutions to employee motivation is to ensure employee 

welfare and benefits provided in the bank are reliable and in relation to the economic condition 

that meets the standard of living of employees.  

 

According to Maslow’s theory of motivation, the first level of needs, called physiological needs 

in the workplace context, refers to salary and other benefits (Nelson & Quick, 2018). Osemeke 

and Adegboyega (2017) stated that this level of basic need is essential as it helps employees survive 

and meet the needs of their family. As mentioned earlier, adequate wage or salary is essential for 

people in Pacific and Asian countries, particularly Laos, the least developed country. Therefore, it 

is hard for employees to be motivated if they receive unfair pay or not enough to support their 

family. Thus, the HR and the bank management must ensure that the benefits and welfare policies 

are according to the legal and the market wage and meet with the needs of employees in the 

country’s economic condition and standard of living. 

 

5.3  Chapter summary 

This chapter provided three main discussion points based on the analyses in chapter four together 

with the relevant literature review in chapter two. Therefore, this chapter consists of the vital 

information that helps the researcher to achieve the objectives and the sub-research questions of 

this study. Although extrinsic motivation, including employee benefits and financial rewards, were 

considered as primary motivating factors for this study’s participants, there are other intrinsic 

factors that can influence them to work harder as well. These factors, such as opportunity for 

growth, training programmes, relationship with co-workers, assigning challenging tasks and 

recognition are important to keep motivated employees. In addition, the factors that can demotivate 

the employees to work were mostly related to intrinsic motivation including unfairness and 

inequality in the workplace.  

 

Chapter six focus on conclusions, recommendations, and limitations of the study research. 
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Chapter 6: Conclusions and recommendations  

 

6.1  Introduction 

The previous chapter presented an analysis derived from the online semi-structured interviews 

described in chapter four together with the relevant literature review from chapter two.  This 

chapter focus on the research conclusions of each research objective's findings. This is followed 

by the recommendations for the management in the Lao state-owned commercial banks (SOCBs) 

for improving their motivation strategies. Besides, it outlines this study's limitations before 

concluding the chapter with the opportunity for future research areas. 

 

6.2  Research Conclusions 

As many researchers mentioned in the literature review, motivated employees produce increased 

productivity that allows them to achieve and enjoy their goals better than before. In Laos, the 

private bank sector created fierce competition for the public bank sector, and motivated employees 

are central to helping the public bank sector to win this competition. This research's main objective 

is to investigate potential factors that motivate or demotivate employees of the Lao state-owned 

commercial banks. For this purpose, the research was broken down into three objectives with three 

sub-research questions. This investigation aims to identify what factors influence employee 

motivation and productivity of the Lao bank employees.  

 

This research project applied a qualitative approach with semi-structured interviews for collecting 

the data from fifteen employees of three leading state-owned commercial banks in Laos. However, 

due to the Covid-19 travel restrictions, the semi-structured interviews were of necessity shifted 

from face-to-face interviews to online interviews using Zoom. Besides, the researcher applied a 

thematic approach for the data interpretation and analysis. These research processes about the 

research objectives and research sub-questions could, for this study, be summarized as followings: 

 

6.2.1 Factors that motivate employees in the Lao state-owned commercial banks 

Based on the findings, the significant motivating factors for this study’s participants are employee 

welfare and benefits, financial rewards, career advancement, training programmes, good 

relationships with co-workers, challenging tasks., and recognition. Based on the results, it was 
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found that the study participants are motivated by both intrinsic and extrinsic motivational factors. 

These support the studies of Maslow, Herzberg, and others mentioned in the literature review in 

chapter two. However, it was found that extrinsic motivation is a more potent motivating factor 

than intrinsic motivation among the fifteen participants. This is because extrinsic factors, such as 

employee benefits and financial rewards, were found to be the two most important factors 

regarding motivating employees for this study. 

 

Employee welfare and benefits were the most mentioned motivating factors by the study 

participants. These benefits are meaningful for themselves and for family members, such as child 

education and health care benefits. In an underdeveloped country like Laos, nothing is more critical 

and motivational for a person than to have a job that enables them to afford to support their 

livelyhood and their family's needs. Moreover, many participants claimed that benefits were the 

most important factor that kept them motivated and not moving to another company.  

 

The financial rewards were the second-most mentioned motivating factors by this group. Many 

participants of this study admitted that financial rewards significantly influenced their motivation 

to perform work. Though the results showed that most of the study participants felt satisfied with 

their income, but the most significant of the reasons they feel delighted about it were once they 

compared their income with others, both inside and outside the organization, and found parity. 

Furthermore, all fifteen participants admitted that bonuses would influence their motivation to 

work. As a result, the bank management needs to provide a pay package that meets the industry 

average to maintain motivation.   

 

Meanwhile, career advancement, training programmes, good relationships with co-workers, 

challenging tasks and recognition were intrinsic motivators that have potentially influenced this 

study’s participant's motivation. Employees often become more motivated when given these 

opportunities, making them understand how much their work matters to the organization. Moreover, 

80% of the participants in this group stated that receiving training and employee development directly 

impacted their motivation to work harder and being more productive. They perceived that receiving 

the opportunity to grow via training programmes can boost their skills and confidence to perform better 

work. Importantly, it makes them feel valued and important in the organization.  
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Good relationships with co-workers are another crucial motivating factor for this study’s 

participants. This is because having a positive relationship with both leaders and colleagues creates 

less stress in the workplace, helping them concentrate more and motivating them to work better, 

especially the positive relationship with leaders. Based on the participants' perspectives, five 

behaviors that leaders should adopt for an increase in employee motivation are the ability to 

support, inspire and give advice; being a good role model, recognition of achievement; show 

empathy and compassion; and the ability to make fair decisions. Besides, 77% of the participants 

felt satisfied with their colleagues' and their working environment, and 93% stated that their 

motivation would be influenced by the relationship and the colleagues' actions. 

 

Even though the findings indicated that many participants were satisfied with their leaderships in 

terms of motivation, the Laos banking sector leaders should emphasize an increase in the 

employee's self-esteem needs if they want an increase in employee motivation. This could be done 

by assigning a challenging and meaningful task and giving recognition for work well done.  

 

Interestingly, these intrinsic motivating factors, namely career advancement, employee 

development and training, and good relationship with co-workers, received precisely the same 

score (see figure 4.1) from the study participants.  It is concluded that the Lao state-owned 

commercial banks' employees could be motivated by other needs that may not necessarily be in 

hierarchical order as in Maslow's pyramid of needs after satisfying their physical needs or 

Maslow's lower needs.  

 

It should be noted that the working environment factors, in terms of physical aspects such as 

working space, work conditions and the working tools for supporting individuals' work, were the least 

motivating factor compared to others; however, they are necessary to help prevent employee dissatisfaction.  

Apart from identifying the employee's motivating factors in the Lao state-owned commercial 

banks, the researcher also found the critical components of a good working environment based on 

the participants' perspectives. This consisted of supportive colleagues, motivated leaders, effective 

working tools and space; the influential organizational culture; and employee welfare and benefits.   
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6.2.2 Factors that demotivate employees of the Lao state-owned commercial banks  

This research study identified various significant factors that potentially demotivate the Lao 

SOCBs’ employees. Three demotivating factors were identified as intrinsic factors related to 

inequality practices, inadequate policies and management, and unfairness and lack of transparency 

of the promotion process. In contrast, the only extrinsic factor contributing to this study group’s 

demotivation was an adverse change in employee welfare and benefits. It can also be seen that 

demotivating factors are rooted in people's behavior and activities at the management level.  

 

Based on the findings, some participants had experienced unfair treatment by their leaders, and it 

demotivated them. The participants further revealed that they felt demotivated because they 

worried that it would impact their future career opportunities. The study results also revealed some 

negative behaviors of leaders that the bank management should be aware of if they do not wish to 

negatively impact their employees’ motivation. These behaviors are leaders with biases, who do 

not give them chances or even simple recognition, unprofessional working styles, and narrow-

minded leaders. (See figure 4.6).  

 

Poor management and policies were other critical factors that demotivated the bank employees. 

The bank management must consider this reality before setting goals for employees. This is 

because the employees can be demotivated if they feel that the work or goals are unrealistic or too 

difficult to achieve. This also involves working long hours for a long period and work overload. 

 

Another demotivating factor is unfairness and lack of transparency of the promotion process. 

Receiving growth opportunities are important factors in employees’ careers. When the promotion 

process involves unfairness and inaccuracy, it becomes a threat to employee motivation and 

eventually develops into discouragement and demotivation to work. Thus, it is required that bank 

management should ensure that their promotion process in the organization is ethical and accepted 

by everyone in the organization. 

 

The last demotivating factor identified by these study participants is an adverse change in 

employee welfare and benefits. Employee welfare and benefits are the most significant motivating 

factors of this study; thus, any adverse change about this factor will impact their motivation to 



 

 

96 

work. Furthermore, the loss of benefits could negatively impact employees and lead them to lose 

company loyalty. Hence, it is necessary that the bank management have the employees who will 

be affected by the change involved in every process of such changes. 

 

6.2.3 Desired practices that would increase employee motivation in the Lao state-owned 

commercial banks.  

 

Identifying the desired practices that would increase the Lao bank employees' motivation is the 

third objective of this study. Based on the findings, the research results identified three crucial 

aspects that should be improved for the Lao bank employees' increased motivation and which are 

discussed below. 

 

Firstly, the bank managers must focus on improving people management or HRM practices. 

According to the interviews, many people in the bank have been working in the same job for many 

years. They are looking for an opportunity to learn and experience different work processes in the 

bank. Besides, they believe that having regular job rotation would raise their motivation and 

enthusiasm. Furthermore, everybody in the organization desires to receive equal opportunity in 

their career paths. Hence, the bank's management must ensure fair and effective people 

management practices to prevent demotivation and to foster strong workplace motivation. 

 

Secondly, the bank management should strengthen the equality culture and management styles. 

The culture in the organization portrays the way the organization is working. Based on the 

interviews, demotivating factors are mainly related to inequality or unfairness in the workplace. 

To fix this, the bank management must seriously promote equality through transparent work 

processes and organizational activities. Apart from that, it was found that things that prevent the 

bank management from knowing the best practices that would motivate their employees are that 

they do not pay enough attention to the employee's needs. Consequently, they hardly apply suitable 

management styles to increase employee motivation. From the researcher’s observation, leaders 

play a critical role in the participants' motivation, which is also key to many problems. The findings 

revealed some motivated behaviors of leaders that would positively impact employee motivation, 
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for example giving them support and advice, being a good role model, showing empathy and 

compassion, and making fair and reasonable decisions. 

 

Thirdly, bank management should focus on improving employees’ motivation by means of 

employee welfare and benefits. Since the benefits and welfare are the most powerful motivating 

factors of this study group, it is essential to consider the economic conditions when designing the 

financial reward packages or deciding on any change in employee welfare and benefits. However, 

when it comes to improving employees' motivation, the bank management should recognize the 

importance of creating and maintaining the intrinsic factors more. While more money can help put 

a smile on the employees’ faces, it is not the only way to keep them motivated or demotivated. 

Promoting equality in the workplace, being transparent and making employees feel valued and 

respected by providing support and assigning meaningful work are the key factors that diminish 

demotivation and foster strong motivation among the Lao banking employees. Figure 6.1. 

represents the motivating and demotivating factors of the study participants. 

 

6.3 Recommendations 

Based on the findings, extrinsic motivation such as benefits and financial rewards are essential to 

increase the motivation of this study’s participants. However, there were various other intrinsic 

motivations identified as significant motivating factors of this study as well. Based on these results, 

the researcher recommends that the management of the Lao state-owned commercial banks should 

consider the following: 

1) Creating motivation strategies that strongly focus on intrinsic motivation and keep extrinsic 

motivation as secondary tools. The bank and HR should always bear in mind that any adverse 

change in employee benefits will affect their motivation toward work. So, it is necessary for the 

bank to always think of some possible alternative incentive programmes that fits the organization’s 

goals and helps cover the removing incentives for maintaining their motivation, such as: 

- More recognition  

- An extra day off and working time flexibility 

- More autonomy at work with more challenging tasks 

- Proper job rotation 

- Personal development. 
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Source: Developed by the researcher of this study 
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Figure 6. 1 As developed and shown in chapter 5 the factors that lead to motivation and 

demotivation of the employees in Lao banking sector. 
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2) Adopting and promoting an equality culture where everybody receives equal opportunities and 

open communication is valued. This should be prioritized with a transparent work process that 

focuses on the benefit for everybody, not only for a group of people.  

3) Based on the finding, the leaders or people in a management position are the keys to employee 

motivation and demotivation. The finding also showed only a little or fair action of leaders in 

terms of motivation, primarily related to technical terms. Thus, the followings are some 

behaviours that leaders should focus on to motivate their employees: 

- Give equal opportunity to employees and give proper recognition for their hard work and 

achievement. It is not only about physical rewards, but it is more about acknowledging 

their contribution. 

- Be a role model for employees. A leader must be an example for the team. Employees tend 

to be motivated by seeing their leaders’ example. 

- Communicate and observe employees, then design and distribute work that they can use to 

improve their competence. Importantly, give employees support with constructive 

comments and feedback that aim at supporting them to reach their goals. 

- It is crucial for leaders and managers to show their understanding of employees’ situations 

or problems. By doing this, the leaders could understand and learn what will motivate their 

employees.  

4) Recommendations for the bank management and HR division:  

- Review the bank policies and procedures on employee training and development, 

especially a policy for an employee to pursue a higher degree process that should be more 

flexible and can enable compromise. 

- Take the time to review the industry trend and carefully analyse employee needs when 

designing the training and development plan. This will help with selecting the most suitable 

form of training that would be needed for employees. Furthermore, HR should provide 

training that will support their career pathway in the future apart from the training directly 

related to their job.  

- Various respondents from the interviews mentioned that the bank did not pay enough 

attention to employee needs and well-being. Thus, finding a way that is practical for the 

management to communicate with the employees is necessary. It could be on an application 
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or software developed by the development teams in the bank or by employee 

communication software. 

- Job rotation is seen as another way to motivate the employees from the participants’ 

perspective. However, based on the respondents, job rotation in the bank is not very 

practical. Thus, the bank and HR must reconsider the purpose and benefit of job rotation. 

Then they can use it to motivate and increase the skill of the employees.  

- Promoting the work-life balance by offering a flexible working hours approach. It is 

believed that flexibility of working styles and hours increase productivity. With the covid-

19 situation, every organization is forced to work in the ‘new normal’. This could be an 

opportunity for the banks in Laos to try out a flexible working approach. This may be 

achieved by allowing employees to choose a way of working that suits an employee’s needs 

or the bank offering flexible scheduling for each employee depending on the demands of 

the job. This also helps to diminish a bank’s overhead costs. However, the bank must ensure 

that employees are aware of each step of this change process. 

- HR needs to improve and manage the employee promotion process to be more ethical and 

accepted by employees in the organization. This could start by revising the SOCB 

succession policy and methods. Ensure that the process of each promotion ethically follows 

the bank’s standards and requirements. HR should provide clear direction to everyone in 

the organization regarding promoting an employee.  

5) Although 80% of the participants were satisfied with the physical working environment such 

as working space, working tools and facilities, this factor did not have an impact or indirect 

impact on their motivation. This factor was one of the factors mentioned by the participants 

that are important for a good working environment. Thus, the bank must ensure proper 

working conditions such as an excellent and fair design of the office and desk space to avoid 

creating dissatisfaction in the workplace. 

6) The bank management should review their business goals and check if they are reliable and 

possible to achieve. Together with this, employees should be involved in goal setting or any 

change in the bank. This also includes the KPI setting for the employees that need to be up to 

date, compatible with the business environment and economic conditions. Otherwise, it would 

turn into demotivation rather than motivation.  
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7) Arranging leadership development and training where all leaders are gathered for exchanging 

their leadership experience and theories for motivating the employees, would be helpful, and 

they can share the issues or problems in their leadership areas. This will help the leaders and 

managers to enable better motivation practices and to understand their own biases. 

 

6.4  Limitations of the research 

All research has its limitations, and this research project is not different either. The most significant 

limitation of this research study was the limited resources. Various research projects on motivating 

factors, including academic literature and articles as shown in chapter two exist, but there are very 

few research projects or articles related to demotivating factors in the workplace. In Laos, 

extremely few research projects have studied employee demotivating factors in the banking sector.  

 

The second limitation of this research study is time constraints and the data collection process 

constraints. The researcher only had seven months to conduct the research, and the data collecting 

for this study had to shift from face-to-face interviews to video conference interviews via Zoom 

due to the travel restriction caused by the Covid-19 pandemic. The online interviews via Zoom 

prevented the researcher from getting some extra information from the visual observation of 

interviewees’ body language. There were also some technical issues in establishing online calls 

and the difficulty of joining the session, which resulted in little time for the interviews to start 

promptly. Furthermore, the interview sessions were occasionally interrupted because of issues 

relating to video and audio quality. All these issues resulted in frustration and prevented the 

continuing of detailed conversations during the interviews. 

 

Another limitation that may perhaps affect some of the results was the study sample. Even though 

this research was conducted by including all three leading state-owned commercial banks in Laos, 

the sample size remained relatively small. Moreover, these samples were based in each bank's head 

office, which might not represent all the employees’ perspectives on motivation in the banking 

sector. Therefore, it would be more beneficial if researchers could interview more bank employees 

from other bank branches who work in other provinces in Laos in future. 
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6.5  Directions for future research 

Very little research has been executed on motivation and demotivation within Laos’ banking 

sector, especially regarding employee demotivation factors. Possible future studies could be 

undertaken around employee motivation and demotivation within different ranges of positions in 

the banking sector. This could also be compared to the factors that motivate or demotivate the 

frontline and back-office employees. Besides, research studies could be executed to compare the 

motivation and demotivation factors within other banks in Southeast Asia countries such as 

Thailand, Cambodia or Vietnam. Thus, it could be interesting to uncover whether the same factors 

would motivate or demotivate bank employees in different countries in the same region but taking 

note of different cultures. The researcher personally would like to study and discover some exciting 

points in the future, such as workplace motivation and demotivation during the Covid-19 way of 

working. It will be interesting to see whether the situation that caused the pandemic would impact 

employee motivation and what can be done by bank management to motivate or maintain 

employee motivation during the global challenging circumstances brought about by Covid -19. 

 

6.6  Chapter summary 

Employee motivation is the critical key to let organizations enjoy their success and achieve their 

goals. Since the Lao economy's new development system emerged, many new private banks from 

domestic and international origins were established. The Lao SOCBs' management are facing a 

challenging time to maintain a high position in this competitive market. Internally motivated 

employees will support the Lao SOCB with their best effort and contribute to improving 

organizational performance. This research investigated the factors that motivate and demotivate 

Lao banks employees. The Lao banks' management should therefore focus on improving the 

intrinsic motivation factors that will keep their employees’ motivation in the long run, while it is 

also essential to provide fair wages and benefits to meet employees’ needs. 

 

The value added by this research study to the Lao banking sector concerning motivation and 

demotivation is the recommendations to the banks’ management in Laos about the three main areas 

that need to be improved if they want to increase employee motivation. Firstly, these areas are 

improving people management (HRM practices) to put the right person in the right place and the 

right job, including more effective job rotation. Secondly, improving the culture and management 
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styles in the organization to be more focused on employees’ needs and strengthen equality in the 

workplace. Thirdly, improving employee welfare and benefits that meet the living standard and 

the economic conditions in Laos. Besides, this research also identified some leaders' behavior that 

most probably positively and negatively impact employee motivation. The positive leaders’ 

behaviors that would increase employees' motivation include supporting and giving advice, being 

a good role model, giving regular recognition and praise, showing empathy and compassion, and 

making good and fair decisions. Leaders' negative behaviors include biases, such as no recognition 

given to some employees, unprofessional working style of leaders, and narrow-minded leaders. 

Thus, the researcher expects that the management of the SOCB in Laos will be aware of these 

issues and should employ some of these results and recommendations to improve motivation 

strategies and employees’ performance.   

 

Based on the study results, the motivating factors such as employee welfare and benefits, financial 

rewards, career advancement, training programmes, relationship with co-workers, challenging 

tasks, and recognition are imperative factors to motivate bank employees. Together with this, the 

bank management needs to reduce or eliminate those demotivating factors related to inequality 

practices, fairness, and transparency in the workplace. This is because reducing certain 

demotivators, would increase motivation in the workplace without implementing additional 

motivational tools (Thomas, et al. 2004). These demotivating factors exist because little or nothing 

has been done about them in the past. Thus, the bank management must seriously tackle these 

problems to foster motivation in the workplace and decrease the factors that cause demotivation 

of employees in the Laos banking sector, should they endeavor to become and remain viable and 

competitive in future. 
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APPENDICES 

 

APPENDIX 1: Semi-structured interview questions: 

 
Interview questions 

 
I. General information of the participants 

1. How long have you been working in the bank? 

2. What is your current responsibility? 

II. Examining the employee motivation practices in the organization in Laos banking 

sector. 

3. What motivation tools provided by the bank that motivate you most? Please list at least 5 

of them. 

4. How satisfied are you with those practices provided by your organization? (Very satisfied, 

satisfied, neutral, dissatisfied, very dissatisfied) and why? 

 

III. Identifying the potential motivating and demotivating factors regarding the employee 

perspectives 

 

Salary/wages/Bonuses/Compensation 

5. How satisfied you are with the allowance (salaries, wages, all income) provided by your 

organization? (Very satisfied, satisfied, neutral, dissatisfied, very dissatisfied). 

6. Do you think that bonuses or other benefits will influence your work performance?  

 

Boss and colleagues 

7. How satisfied are you with your bosses in terms of his or her employee motivation styles? 

(Very satisfied, satisfied, neutral, dissatisfied, very dissatisfied). 

8. Can you please list at least 5 behaviors or attitude of your boss or leader that motivate you 

and the other 5 behaviors or attitude may create negative effect on your motivation. 
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9. How satisfied are you with your workplace environment with your colleagues? (Very 

satisfied, satisfied, neutral, dissatisfied, very dissatisfied). 

10. Would your work motivation increase or decrease by the action of your colleague (non-

management, peers)? And why? 

Working environment (physical work environment and psychological aspects 

11. How satisfied are you with working environment (physical aspect) in your organization 

such as your work tools, air, noise, light, office areas, recreation space (Very satisfied, 

satisfied, neutral, dissatisfied, very dissatisfied). 

- Would your work motivation increase or decrease due to those working conditions? 

12. How satisfied are you with working environment in terms of training, skills and 

employability, health and safety, working time and work-life balance provided by the 

bank? (Very satisfied, satisfied, neutral, dissatisfied, very dissatisfied). 

- Would your work motivation increase or decrease due to those working conditions?  

13. What does a good work environment look like to you? 

 

Responsibility/recognition  

14. How satisfied are you with your current responsibility or task? (Very satisfied, satisfied, 

neutral, dissatisfied, very dissatisfied). 

15. Would your work motivation increase or decrease by challenging tasks? Why?  

16. Would your work motivation increase or decrease by the recognition from your bosses and 

colleagues? Why?    

 

IV. Determining the desired practice of employee motivation in the banking sector in Laos. 

17. What are the things or practices that are more likely to have a negative impact on the way 

you are working the most? And why? 

18. Based on your work experience, what work practices provided by the organization would 

motivate employees to work better? And why? 
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APPENDIX 2: Information sheet 

 

 
Information for participants 

 

Research Project Title “An investigation into motivating and demotivating factors 

affecting employees’ productivity in the Laos banking industry”. 

 

Synopsis of project 

 

The project aims at investigating the potential factors that may motivate and demotivate 

employees’ productivity in the Lao state-owned commercial banks. The other objectives of the 

study include: examining factors that are motivating and demotivating employees in the Lao state-

owned commercial banks; identifying practices to improve employee motivation and reduce the 

demotivating factors. The online semi-structured interview method will be used to seek responses 

from participants. The research results may help to improve motivational practices used by the 

management in Lao banking industry. 

 

What we are doing 

 

With your agreement to be part of this project, you will help me understand more about the job 

factors that really have an influence on you as a bank employee. Besides, the results of this project 

may help the management at your bank reflect on the existing motivational practices or policies. I 

would also like to learn about the practices that might increase employee motivation or reduce 

demotivating factors. 

 

 

What it will mean for you 

 

I would like to invite you to take part in a confidential online interview to discuss and answer 

questions upon the above topics. This is a voluntary process and you are under no obligation to 

participate in this project if you are not willing to.  

 

The online interview could be via Zoom meeting platform or other online platform and the 

interview will take around 20 – 30 minutes. This will be arranged at a time and date of your 

convenience from November to end of December, 2020. With your consent I will record the video 

and audio of the session. All of your interview responses will be confidential. 

 

The interview session consists of four sections; first, you will be asked questions about your current 

responsibilities. Second I will ask about your experience and thoughts about the existing 

motivational practices in your organization. I will also ask about your perspectives and satisfaction 
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or dissatisfaction towards the motivators in your organization. In the last section, I will ask you to 

share your thoughts about the management practices that could motivate or demotivate your work 

performance.  

 

If you agree to participate, you will be asked to sign a consent form. This does not stop you from 

changing your mind if you wish to withdraw from the project. However, because of our schedule, 

any withdrawals must be notified within 2 weeks after I have interviewed you. 

 

Your name and information that may identify you will be kept completely confidential. All 

information collected from you will be stored on a password protected file and only you, the the 

researcher and the two supervisors will have access to this information. 

 

Please contact me at Naphalay13@gmail.com if you need more information about the project. At 

any time if you have any concerns about the research project you can contact my principle 

supervisor: 

 

My principal supervisor is Professor Pieter S. Nel, phone +6421649414 or email 
pieterschalknel@yahoo.com  
 

UREC REGISTRATION NUMBER: 2020-1051 

This study has been approved by the UNITEC Research Ethics Committee from (09/11/2020) to 

(09/11/2021).  If you have any complaints or reservations about the ethical conduct of this research, 

you may contact the Committee through the UREC Secretary (ph: 09 815-4321 ext 8551).  Any 

issues you raise will be treated in confidence and investigated fully, and you will be informed of 

the outcome.        
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APPENDIX 3: Organization consent form 
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