EFFECTS  OF ORGANIZATIONAL CULTURAL PRACTICES AND SUSTAINABILITY ON BUSINESS PERFORMANCE: (A STUDY OF KWARA STATE UNIVERSITY, MALETE)
Abstract
Over the last two decades, there has been a lot of research and knowledge sharing about organizational culture and how it affects different aspects of employee motivation. The concept of culture is vague and incorporates many aspects of an organization. It refers to the shared underlying ideas that a group develops when it faces challenges in both external adaptation and internal integration. These assumptions have proven to be beneficial, so new members are taught the proper approach to perceive, think, and feel about those issues.The primary goal of this study was to look into how organizational cultural practices affect long-term business performance, specifically at Kwara State University in Malete.
 The study employed a case study method with a specific focus on Kwara State University, Malete.  A total of 340 respondents were sampled, and 138 questionnaires were distributed. Out of these, 174 correctly filled questionnaires were returned. The data was analyzed using the Statistical Package for the Social Sciences (SPSS 2.0). The findings of the study revealed that organizational cultural practices have had a significant impact on the university's performance over the years. The adoption of these practices has resulted in continuous improvement in the effectiveness of the organization. Additionally, the study highlighted the importance of closely monitoring employees' performance as it contributes to building stability and enhancing the organization's efficiency. In conclusion, the study demonstrated that organizational cultural practices indeed influence the business performance of an organization. Furthermore, it emphasized the importance of aligning the best cultural practices with the organization's output and overall performance. The study recommends that KWASU and other organizations prioritize the implementation of effective cultural practices to motivate employees and enhance organizational effectiveness. By doing so, the organization can achieve increased efficiency and overall performance.


CHAPTER ONE
1.0	Introduction
1.1	Background to the study
Over the past two decades, there has been a significant amount of research and insight sharing on the impact of organizational culture on various aspects of organizational motivation (Schein, 2004). Organizational culture, is defined as a pattern of shared basic assumptions that a group learns as it solves its problems of external adaptation and internal integration (Schein, 2004). These assumptions are considered valid and are taught to new members as the correct way to perceive, think, and feel in relation to those problems.
Organizational culture is deeply rooted in the collective minds of an organization and is influenced by social and industrial cultures (Detert, Schroeder, & Mauriel, 2000). It is shaped by beliefs, values, work styles, and relationships that distinguish one organization from another (Harrison, 1993). Developing and sustaining a strong organizational culture is crucial for organizations, especially in the face of globalization (Burnes, 2004). It affects how an organization interacts internally and externally, and its shared values influence how internal actors engage with the environment (Stafford & Miles, 2013).
Organizational performance refers to an organization's ability to achieve its mission through effective management, strong governance, and the pursuit of specific goals over time (Stafford & Miles, 2013). It encompasses both financial and non-financial achievements that ensure an organization's viability and sustainability (Denison, Haaland, Goelzer, & Yilmaz, 2008). High organizational performance is achieved when all parts of an organization work together toward desired outcomes (Ansoff, 1987).
The concept of organizational culture originated in the United States in the 1970s and was associated with the success of Fortune by 500 companies in developed countries (Ansoff, 1987; Schein, 2007; Rieley & Clarkson, 2001). As globalization spread to developing countries in Asia, Africa, and South America, organizations in these regions also recognized the importance of organizational culture in enhancing performance and competitive advantage (Marcoulides & Heck, 1993; Magee, 2002). To compete effectively in the global business environment, organizations had to adopt cultures aligned with sustainable performance (Stafford & Miles, 2013).
Organizational culture strongly influences the success of change strategies, as organizations are more likely to embrace change when their culture aligns with their mission and goals (Schein, 2007). While senior managers play a role in shaping organizational culture, the perception of culture by organizational members is influenced by what they believe is rewarded and the underlying messages conveyed (Magee, 2002). Understanding and analyzing organizational culture is crucial for effective planning and implementation of organizational performance (Argyris, 1991).
The relationship between organizational culture and performance has been extensively studied in Western developed nations (Ogbonna & Harris, 2000; Rousseau, 1990; Kotter & Heskett, 1992; Marcoulides & Heck, 1993; Magee, 2002). However, there is a lack of research on the effects of organizational culture in the context of developing countries (Farashahi et al., 2005). Further research is needed to investigate the phenomenon of organizational culture in different cultural contexts, particularly in non-Western nations (Denison et al., 2008).
1.2 STATEMENTS OF THE  PROBLEM
Employee creativity, in relation to organizational culture has received little attention a lot of the academic researches in the area have focused on business performance in relation to organizational culture. Many researchers concur on the fact that there is no agreement on the precise nature of the relationship between organizational culture and business performance. Despite the study on organizational culture in the last few decades, there is no widely accepted casual relationship between organizational culture and business performance.
Because of the contradictory results, the question of whether organizational culture improves or worsens employee creativity is still worthy of further research such as the one which was undertaken in this study. Research on the link between culture and performance is sparse and has been constrained to academic settings (Gilson, 2008). For example, Chamorro-Premuzie (2006) found a positive relationship between creative thinking and final dissertation grades in a sample of students. Is there any relationship between organizational culture and business performance? These question, which need better explanation. And thus, this study sought to provide emperical answer to the question. For this enhances the smooth running of the business by the organization and maximum support by the society. In order to the maximum support by the society the organization has to employ the following strategies reducing population, plans to educate the people, institute as public health care, employ the people of the area, it should also engage herself in environmental protection programs and see the welfare of the people at large.
1.3 Objectives of The Study
This research was conducted to achieve the following objectives, which are as follows
i. To examine the effect of organizational culture on business performance 
ii. To determine if there is significant relationship between organizational culture and business performance
iii. To examine the relationship between commitment and productivity.
1.4 Research Questions
i. To what extent does organizational culture affects business performance
ii. What is the effect of the employee retention on output
iii. What is the relationship between commitment and productivity.
1.5 Research Hypotheses
Ho1 Organizational culture does not affect business performance
Ho2 There is no significant relationship between employee retention and output
Ho3 There is no significant relationship between employee commitment and productivity
1.6 Significance of the Study
This study examines the concept of organizational culture and the role it plays in an organization, to know if it is regarded as a compulsory or voluntary act in the society. In the academic world, this study will increase the store of knowledge. It will also help the students to the opportunity to gain knowledge in areas of social responsibility of the organization. This study will also help to indicate which areas or aspects of effective relationship be maintained between the organization and its immediate environment, excluded or improved in order to achieve organizational performances.
1.7 Scope of the Study
This study will focus on issues related to organizational culture and it relation to business performance. This study will also focus on the performance of the staff of kwara state University. And this will also identifies the impact and contribution of organizational culture and how it can be better improved to promote the business performance.
1.9 Definition of Terms
1. ORGANIZATIONAL CULTURE: Organizational culture is defined as the underlying beliefs, assumptions, values and ways of interacting that contribute to the unique social and psychological environment of an organization.
Organizational culture includes an organization's expectations, experiences, philosophy as well as the values that guide member behavior, and is expressed in member self-image, inner workings, interactions with the outside world, and future expectations. Culture is based on shared attitudes, beliefs, customs, and written and unwritten rules that have been developed over time and are considered valid (The Business Dictionary).
2. BUSINESS PERFORMANCE: This is the measurement of a successful and unsuccessful organization.
3. EMPLOYEE RETENTION: An enfort by a business to maintain a working environment which supports current staff in remaining with the company. Many employee retention policies are aimed at addressing the various needs of employees to enhance their job satisfaction and reduce the substantial costs involved in hiring and training new staff.
4. EMPLOYEE COMMITMENT: This refers to it as the attachment that an employee has on their organization due to their experiences. It can indicate the level of satisfaction, and engagement among employees. It is crucial to assess employee commitment since it is a key element in organizational success.

1.10 Plan of the study
This research consists of five chapters which are organized as following:
Chapter one consist of introduction and background to the study, statement of the problem, objectives of research, research questions, research hypotheses, scope of the study, significance of study, outline of chapter, operationalization and definition of terms used in the study respectively.
Chapter two: Critical review of literature that is relevant to organizational culture on a business performance. And, this chapter deals with conceptual framework, theoretical framework, emperical framework and gap in literature reviewed.
Chapter three: Research methodology which explained concepts such as research methods, research design, population of study, sample size determination, sampling techniques/procedure, collection of data, research instrument, validity of research instrument, reliability of research instrument and ethical consideration for the study.
Chapter four: Data presentation and analysis
This chapter deals with the introduction, presentation of data, data analysis, test of questionnaire, test of hypotheses and discussion of results.
Chapter five: It deals with the summary, findings, conclusion and recommendation for institutions, industry, regulator, government and for future studies, references/bibliography and appendices.






CHAPTER TWO
2.0	Literature Review
2.1 	Introduction
The literature review includes syntheses of the relevant literature concerning the role of organizational culture in enhancing performance and productivity in the organization. Syntheses of existing literature on the area of organizational culture include a foundation to demonstrate knowledge of the current state of the organizational culture (Callahan, 2014). The purpose was to explore successful strategies that senior company managers use to establish an effective organizational culture and improve performance in the corporate group. To provide the foundation for the purpose of this study and to support the findings, the review begins with an examination of literature in the field of organizational culture and business performance.
The literature review included various published sources on the role of organizational culture, such as journals, periodicals, seminal books, and other published materials (Callahan, 2014). The published sources are available in different online library databases including Academic Search Premier (EBSCO Host), Business Source Complete, Business Insights Essentials, Directory of Open Access Journals and various public university library electronic databases. Additional published sources are also available from Emerald Management Journal, ERIC, Google Scholar, JSTOR, LexisNexis Academic, ProQuest, Sage Journals, Science Direct, and Wiley Online Library databases.
2.1.1 The Concept of Organizational Culture
Culture can be defined as a combination of values, sets of beliefs, communications and simplification of behavior which give direction to people. The basic idea of culture arrives through sharing of learning processes which is based on the proper allocation of resources. (Titiev, 1959). The mental ability of human which helps in enhancing thinking and decision making depends on the organizations culture (Pettigrew, 1979).According to (Schein, 1990) culture is a collection of various values and behaviors that may be considered as a guide to success. As per (Kotter & Heskett, 1992), culture is collection of beliefs, behaviors and values which society contains normally. In simple we can say that culture is knowledge, explanations, values, beliefs, communication and behaviors of many people, at the right time and right place. In present era the concept of culture is used as a concept of organization (Kotter & Heskett, 1992). Organizational culture may be consist of two important elements of social group; structural stability of number of peoples and assimilation of an individual item in good standard (Schein, Organizational culture, 1995).According to (Strewart, 2010), organization’s norms and values have a great impact on those who are fully devoted to the organization. According to him norms are unable to be seen but if the organizations want to increase the profits and productivity of the employees norms comes first to be considered. 
The concept of organisational culture emerges from the fields of Anthropology and Sociology and became a major topic of organisational research in the 1980s (Ouchi and Wilkins, 1985:12). Peters and Waterman, 1982:66).  Brown (1973:115) and Hofstede (1991:12) share this view that culture is a universal phenomenon as there is no society in history without a culture. But culture varies from one society to another. Studies of formal organisations in both Western and non-Western societies have shown the implications of varying cultures for ‘organisational operations and performance’. Multinational organisations operating in different cultural contexts have become increasingly sensitive to the potential impact of the culture of a host country on organisational performance. 
Scholars began to examine organisational culture to help leaders and managers better make sense of organisational characteristics in order to manage both orderliness and chaos, and to improve organisational effectiveness, performance, and change within the workplace (Trice and Beyer,1993:168). Yet with this extensive research came debate as to how best to define organisational culture, its dimensions, and origin.The conceptualization of culture is consistent with Schein’s (1992:17) widely used model that distinguishes three levels of culture: artefacts (visible, tangible, audible results of activity grounded in values and assumptions), values (social principles, philosophies, goals and standards considered to have intrinsic worth), and basic assumptions (taken-for-granted beliefs concerning reality and human nature). It also coheres with Hofstede’s (1980:18) ideas about underlying worldviews that are manifested in a ‘collective programming of the mind’

2.1.2 Definition of Organisational Culture
A basic definition of organisational culture is necessary to provide a point of departure in the quest for an understanding of the phenomenon. Harrison (1993:11) defines organisational culture as the distinctive constellation of beliefs, values, work styles, and relationships that distinguishone organisation from another.In other words, organisational culture includes those qualities of the organisation that give it a particular climate or feel. As a result the distinct qualities of an organisation may manifest through four dimensions, namely power, role, achievement and support (Harrison, 1993).

Martins and Martins (2003:380) share the view of organisational culture as a system of shared meaning held by members, distinguishing the organisation from other organisations. In relation to the above definition, Arnold (2005:625) states that organisational culture is the distinctive norms, beliefs, principles and ways of behaving that combine to give each organisation its distinct character. These two definitions suggest that organisational culture distinguishes one organisation from another.
Given the above definitions, in this study, Schein’s (1985:9; 1992:12) definition of culture is adopted as a framework to analyse organisational culture. The choice is made not only on the basis of it having received less criticism (Alvesson and Berg, 1992:98 ) and the fact that it has been operationalized before (Schein, 1990 109-19: ; Schultz, 1994:123 ; Philips, 1990:163), but also because of its ability to integrate a number of perspectives in cultural studies (Kong, 2000:105- 142).
2.1.3 Determinants of Organizational Culture
Martin (2001:601) points out that organisational culture previously depended heavily on the founders of the organisation, their personalities, and their preferred way of doing things. Martin (2001:601) states that employees go through a process of enculturation, in which employees enter an organisation and they first have to get to know their boss and the way of doing things, through socialisation. This is then followed by an adjustment period, when both parties become accustomed to working with each other (Martin, 2001:601). Greenberg and Baron (2003:523) state that organisational culture can also develop through contact between groups of employees working together within the organisation, who begin to share ideas and actions in the organisation. As discussed previously, the socialisation process can therefore be seen to serve as an important source of being introduced to the culture of an organisation as stated by authors (Grebe 1997:22, Hellriegel et al., 2004; Rowe et al., 1994). 
Handy (1993:192-199) indicates a number of other influences that determine the culture of an organisation.
i. History and ownership: Organisational culture depends on the history of the organisation, as well as key decision makers because organisations mature and incorporate the cultures of their founders, key executives and dominant groups (Greenberg and Baron, 2003:522; Handy, 1993:183; Rowe et al., 1994:472). The organisational culture is more enduring than the employee within it, because it existed before the employee joined the organisation, and will continue to exist after the employee has left the organisation (Martin, 2001:601). It can therefore be seen that organisational culture is enduring. Although culture is enduring, it is subject to the interaction of the employees that flow through the organisation (Martin, 2001:601). Ownership also has an impact on the culture, with the culture differing according to the different leadership styles. A new generation of organisational leaders will often alter the culture when they arrive at the organisation (Handy, 1993:192; Martin, 2001:601-603). 
ii. Size: The organisation’s size is often the most important influence on the type of organisational culture (Handy, 1993:192). In larger organisations, operations are more formalised, which basically means that the cultures of large and small organisations are different due to the natural function of the size of operations (Handy, 1993:192; Martin, 2001:603). 
iii. Technology: The design of the organisation has to take into account the nature of the work as well as the people, because the kind of technology used within an organisation will have an effect on the culture of that organisation (Handy, 1993:193). An organisation will emphasise employees’ technical skills in the values that govern its culture, if the organisation specialises in the use of advanced technology within its operations (Martin, 2001:603).
iv. Goals and objectives: Culture can be influenced by what the organisation sets out to achieve, yet the culture can also influence objectives that the organisation seeks (Handy, 1993:195; Martin, 2001:603). Organisational goals can change over time as the organisational culture changes (Handy, 1993:195). 
v. Environment: The external environment is made up of a number of dependent and independent elements, and the way in which the organisation interacts with these elements alters the culture of that organisation (Martin, 2001:603-604). The nature of the environment is often taken for granted by the employees of an organisation within that environment, but it is important in determining the organisational culture, for example, different nationalities prefer different cultures; changing environments require sensitive and flexible cultures; and diversity in the environment requires diversity in the organisations structure (Handy, 1993:195- 196).
vi.  The people: A fit between the organisation, its culture, and its individual employees should result in a satisfied employee (Handy, 1993:199). The individual orientations of key leaders in the organisation will have a significant impact in determining the dominant organisational culture, regardless of what it should be (Handy, 1993:199).  Having identified how organisational culture is determined, the functions pertaining to organisational culture are discussed in the next section.
2.1.4 Functions of Organisational Culture
Brown (1995:57) identifies a large number of functions that can be attributed to organisational culture. Some of the most significant functions are said to include: conflict resolution, coordination and control, motivation and competitive advantage (Brown 1995:57-59; Hodge, Anthony and Gales 1996:281). Greenberg and Baron (2003:518) have differing views of the role of culture to that of Brown (1995:62). They state that culture plays several important roles within an organisation, such as, that it provides a sense of identity; generates organisational commitment, as well as commitment to the organisation’s mission; and clarifies and reinforces standards of behaviour. Greenberg and Baron (2003:518) further state that if organisations serve these three important roles, then it will be clear that culture is an important force that influences employee attitudes and behaviours within organisations. This will result in the employees being more committed to their organisation, and therefore they will deliver higher standards of service.
2.1.5 Organizational Performance 
i. The notion of organizational performance is affiliated to the endurance and success of an organization. In service organization as well as in manufacturing organizations the computation of the organization performance is critical (Brynjolfson, 1993). A balance score card proposed by (Kaplan & Norton, 1992) is used to measure the organization performance. The dimensions of the balance score used in this study are financial perspective; customer perspective; internal business perspective and learning perspective. Performance is a comprehensive measure that can include productivity, quality, consistency, and so on. On the other side, performance indicators may also involve (criterion-based) results, behaviors and (normative) relative measures, concepts of education and training and instruments, involving management development and leadership training for developing attitudes of performance management and essential skills. (Richard, 2002) . Balance Scorecard is the one of most critical tool which provides help or frame work to ensure that the strategy is translated into rational set of performance measurement (Kaplan & Norton, 1992).The performance measurement system assist in enhancing organization association to achieve goals and objectives in a successful manner. (Ittner & Larcker, 1998) The strategic planning that is based on development of objectives assist organization to emphasize on non-financial or intangible assets. The quality, performance and services associated with customers have financial features .The financial and non financial reward management system is possible through the measurement and evaluation of performance measurement system (Kaplan & Norton, 2001). According to (Chavan, 2009), (Johnsen, 2001) said that an essential element of the Balance Scorecard technique is the feedback and learning part, where an organization is able to measure ,where organization is building its strategic capability, in the scenario of its current performance, and possible dynamic business situations. This data makes the leadership capable to analyze that whether the organization is on right track, and what, if there is need of any change. If there is need of change, these need to be in the definition of the objectives, the path of the journey, or to rebuild the initiatives developed to enhance the capability. Perspectives of balance score card are discussed below (Chavan, 2009) 
i. Financial perspective 
How should we appear to our shareholders to succeed financially? Measures are: return on capital; improved shareholder value; and asset utilization. 
ii. Customer perspective 
 How should we appear to our customers to achieve our vision? Measures are: Product/service qualities; customer relations; Image and repute. 
iii. Internal business processes 
At what business processes must we excel to satisfy our shareholders and customers measures are: produce products and services; deliver products and services; and “after-sales” services. 
iv. Learning and growth perspective 
How will we maintain our ability to change and improve to achieve our vision? Measures are: employee capabilities; information system capabilities; motivation, empowerment and alignment. 
2.1.6 Understand Organizational Culture and Organizational Performance 
In the organizations Culture can be learned and shared (Titiev, 1959). According to (Pettigrew, 1979)cultures of an organization is based on the systems that may help to define how employees take decision and think. He also noted the different level of culture based on the multifaceted set of beliefs, values and assumptions may define ways to organizations to do its business. Organizational culture is the combination of values, beliefs, and norms which may impact the way employees behave, think and feel in the organization (Schein, 2011). There are 4 functions of organization culture: providing sense of identity to members, enhancing the commitment, strengthening organizational values, and shaping behavior through a control mechanism (Nelson & Quick, 2011). Performance is a measure that involves productivity, quality, consistency, and so on. On the other side, performance indicators involve results and behaviors (criterion-based) and education and training concepts and instruments involving management development and leadership training for developing essentials skills and attitudes of performance management, relative (normative) measures (Richard, 2002). The organization's performance is the function of the basic returns to the Instillation of strong culture in the organization's systems which enable it to perform its routines undoubtedly. This concept is important in permitting researchers and managers to asses firms’ performance over time and matches their performance with the competitors. In simple word, organizational performance is the most essential criterion in managing and assessing the actions and environments of organizations 
2.1.7 Methods of Learning Organizational Culture 
(Brown, 1998) Has identified the following methods of learning the organization’s culture: 
i. Arte facts: It refers to the total social and physically developed environment of an organization for example office space, equipments, rules, systems and procedures. 
ii. Language: It refers to basic ways in which the organization understands its world for example jokes, stories, myths and legends. 
iii. Behaviour patterns: Behaviour patterns are repetitive patterns of behaviour which are characteristics of organizational life. It includes rites, rituals, ceremonies and celebrations. 
iv. Norms of Behaviour: It refers to rules of behaviour that determine what are considered to be suitable and unsuitable responses from employees in different conditions. These norms grow over time when several persons make a discussion with each other in order to reach at a decision on how they can handle the organizational issues. 
v. Heroes: Heroes help to attain success present role models and represent the organization to the people outside of the organization. Heroes are the persons who influence other employees. 
vi. Symbols and Symbolic action: These may be defines as words, objects, conditions, acts or features of the organization that are important to organizational members. It includes corporate logos, policies and products. 

vii. Believes, values and attitudes: Value beliefs are closely attached with moral standards and ethical standards; they examine what people think should be done. Beliefs on the other side are what is true and what is not. Attitudes relate belief and values to emotions and feelings; they may be thought as a learned inclination of responding consistently in a suitable and unsuitable way
viii. Basic Assumptions: They are considered as an expected solution of a recognized problem. In the organization basic assumptions direct organizational member’s feelings, emotions and perception about things. 
ix. History: Culture is considered as a result of the historical process. 
2.1.8 Dimensions of Organizational Culture 
   The four dimensions of organization culture are as followed: 
i. Power Distance 
It refers to the extent to which people of a society accept the unbalanced distribution of power frequently. Power distance refers to the extent in which a nation accepts the factors that dissimilarity in its citizens’ mental and physical capabilities increase the inequalities for their welfare. 
ii. Individualism versus Collectivism 
Individualism: It is a national culture quality that defines a flexible social framework in which people stress on the protection of themselves and their family. 
Collectivism : A national culture quality which define a close knit social framework in which people require from the others people of the group to take care of them and protect them. 
iii. Masculinity/Femininity 
The masculinity represents a preference for achievement, heroism, assertiveness and material reward for success. While femininity, stands for a preference for coordination, emotions, caring for the weak and quality of life; 
iv. Uncertainty Avoidance 
A national culture quality that describes the extent to which a society feels threatened by unknown situations and try to avoid them; 
v.  Long-term Versus Short-term Orientation 
Long-term Orientation: A national culture quality which stresses the future, parsimony, and patience. 
Short-term Orientation: A national culture quality which stresses the present and past, fulfilling social responsibilities and respect for customs. Hofstede and Bond determined fifth dimension in which 23 countries long and short term orientation have been analyzed in 1998. The organizational behaviour is associated to professional values and beliefs based on culture factors and norms which influence personality and productivityof organization.
2.1.9 Effect of Organizational Culture on Organizational Performance 
Organizational culture has ability to increase job satisfaction, and awareness about problem solving and organization performance (Kotter, 2012). If the organizational culture becomes incompatible with the dynamic expectations of internal and/or external stakeholders, the organization's success will decrease as it has happened with some organizations (Ernst, 2001). 
Organization performance and organization culture are clearly affiliated (Kopelman, Brief, & Guzzo, 1990), though the confirmation concerning the perfect nature of this relationship is miscellaneous. Research shows that the relation between many cultural qualities and high performance are not persistent over time (Dension & Sorenson, 1990, 2002) We can say that the impact of organizational culture on employee behavior and performance is based on 4 important ideas (Bulach, Lunenburg, & Potter, 2012). Firstly, having knowledge of the organization culture permits employees to understand the history and functioning of the organization. This knowledge provides information about projected future behaviors. Secondly, organizational culture raises devotion to the organization's philosophy and values. This commitment creates shared feelings of achieving common goals. It means organizations can achieve greater success only when employees share values. Thirdly, organizational culture, with its norms, deal as a control mechanism to direct behaviors toward expected behaviors and away from unfavorable behaviors. This can also be achieved by recruiting, selecting, and retaining employees whose values match with the values of the organization. This type of organizational culture may be linked directly to greater efficiency and performance than others
2.1.10 Geert Hofstede Approach to Organizational Culture
This approach to analyzing organizational culture is attributed to Hofstede (2010), who characterizes organizational culture as the aggregate programming of the brain that recognizes the individuals from one gathering or classification of individuals from others. It considers a model of culture that has eleven measurements, including main and minor ones. The main measurements are low versus high power distance, individualism versus collectivism, masculinity versus femininity, long-term versus short-term orientation, uncertainty versus certainty avoidance. The other minor measurements are: - meansoriented vs. goal-oriented, employee-oriented vs. work-oriented, local vs. professional, open systems versus closed systems, easy going work discipline versus strict work discipline and pragmatic versus normative. A review of each of the measurements is done below (Hofstede, 2010). 

2.1.10.1 Means-oriented Versus Goal-oriented Measures
Hofstede (2010) argues that in a means-oriented society workers relate to the „how‟ work is done i.e. the key element is the way in which work must be done. In a goal-oriented society workers are essentially out to accomplish particular interior objectives or results and individuals relate to the "what". In this manner, solid societies or large corporate entities are more argued though inconclusively to be goal oriented than feeble or small entities and vice versa (Minkov & Blagoev, 2011). However, due to the conservative nature of the central banks world-over, many of them appear to be more means –oriented than goal oriented. In such conservative organizations, the processes are characterized by strong control/internal focus in which information management and communication are utilized in order to achieve stability and control. This model involves the enforcement of rules, conformity, and attention to technical matters (Denison and Spreitzer, 1991). 
2.1.10.2 Work-Oriented Versus Employee-Oriented 
In organizations with extreme employee-oriented cultures, workers feel that individual issues are considered and that the organization assumes liability for the welfare of its employees, regardless of the possibility that this is at the expense of the work. On the other hand, in exceptionally work-oriented organizations, there is substantial weight to perform the work regardless of the fact that this is to the detriment of employee welfare(Hofstede, 2010). 


2.1.10.3 Professional Versus Local 
Hofstede (2010) argues that in an expert/ professional association, the personality of a representative is controlled by his calling and/or the 13 content of the occupation, while in a local company, employees relate to the manager and/or the unit in which one works. 
2.1.10.4 Open Systems Versus Closed Systems 
This measurement identifies with the availability of information in an organization and the regular style of inward and outer correspondence. In an open framework society, it is trusted that just about anybody would fit in the organization. In an extremely closed association, it is the opposite (Hofstede, 2010). 
2.1.10.5 Strict Work Discipline Versus Easy Going Work Discipline 
This measurement captures internal structuring, control and the level of formality and punctuality within the organization. In an extremely strict work discipline, individuals are exceptionally cost conscious, timely and genuine. However, in an easy going society there is a loose internal control structure, lack of consistency, and less control and order; there is a ton of spontaneous creation and shocks (Hofstede, 2010). Banks and pharmaceutical organizations are known to demonstrate strict work order while research labs and publicizing offices have accommodating work disciplines (Mbuvi, 2010).
2.1.10.6 Pragmatic Versus Normative Measures 
This dimension is also called internally driven versus externally driven. In an internally driven culture, employees see best what is useful for the client and the world at large. In an externally driven society, the main emphasis is on meeting the client's prerequisites (Hofstede, 2010). 
2.1.11 Effect of Organizational Culture on Customer Service 
Ooncharoen and Ussahawanitchakit (2008) and Gebauer, Edvardsson and Bjurko (2010) argue that service culture is a prerequisite for organizational excellence and business performance. Several perspectives can be used to explain why service culture may lead to better service quality. First, based on the resource-based view theory of the firm (Bamey, 2001), Service-profit chain theory (Heskett & Scheliesinger, 1994). Based on the resource-based view theory of the firm (Barney, 2001; Barney, Wright & Ketchen, 2001; Yang, 2008), service culture is regarded as a crucial firm resource that is valuable and inimitable by competitors, thus is likely to lead to positive outcomes. Social exchange theory, (Blau, 1968; Sierra & McQuitty, 2005) provides further insights into how service culture may influence customer based service quality evaluation. A supportive service culture encourages service employees to go extra mile to serve the customers‟ needs which in turn affect customers‟ perception of service quality (Sierra & McQuitty, 2005). Some of the aspects of organizational culture that affects organizational performance include reliability, responsiveness, quality of service, assurance of service and tangibility (Meyer et al., 2006; Gupta & Dev, 2012).
2..1.11.1 Reliability
Consuegra, Molina, and Esteban (2008) defines service reliability as the degree of discrepancy between customers‟ normative expectations for availability of service when needed and the actual availability rates, when service is needed. This discrepancy is usually occasioned by the fact that organizations can promise customers given services, however, the delivery of those services may not be guaranteed. As such, Meyer et al.,(2006) notes that when services delivery is consistent and on time as promised to customers, the services is deemed as reliable, however when service delivery is not consistent and on times as promised to clients, the service is deemed as being unreliable. In the financial sector, customers usually use specific banks for services because of perceived reliability with the organization (Liberati et al, 2012). Customers like to know that they will get a given service an appropriate time. In a study conducted by Tesfom and Birch (2011) suggested that there exists a positive relationship between reliability ofservices and customer satisfaction; r (0.682); p ≤ 0.05. In another study conducted in Italy by Gritti and Foss (2010) indicated the existence of a significant relationship between a banks service reliability and customer satisfaction; r (0.646); p ≤ 0.1. Respondents within the study indicated that availability of services when needed by customers was essential in establishing customer satisfaction. Thus when customers are satisfied, they do provide an organization with return service, which in turn enhances an organizations performance and bottom lines (Meyer,et al., 2006).Consuegra et al., (2008) on the other hand argues that reliability of service a significant impact on customer preference and performance. Further, they argued that in the financialsector, a customer who is satisfied with services as provided is more likely to recommend another customer to utilize same services at the bank. In this regard, it is beneficial for an organization to ensure that it has processes in place that validates and enhances customers‟ experiences by enhancing reliability of service to all consumers (Hoq & Amin, 2010).
Equally, Meyer et al., (2006) posits one of the greatest challenges facing organizations is providing reliable online services. Most of the time, particularly in the developing world, it has been the case that most banks have overcrowded queues for customers seeking services. Such instances demoralize customers, who in turn take their services elsewhere, making an organization to lose of potential revenue and financial profitability. Therefore, measuring service reliability in an organization is a sure way of enhancing customer service, and guaranteeing organizational performance at the end of the day (Gupta & Dev, 2012).
2.1.11.2 Responsiveness
Gritti and Foss (2010) defines responsiveness as the coordinated reaction towards the customers' needs that is timely, and within the expectation of the customer. Gupta and Dev (2012) on the other hand defines responsiveness at the concerted efforts an organization does in to ensure that customer needs are met within specified times. This includes giving timely feedback, and ensuring clients‟ queries and concerns are addressed promptly. Responsiveness is an esential factor in determining organizatonal performanceand perception of value. Any time a client perceive that they will be satisfied with with a banking service, they tend to gravitate towards the banks service (Hoq & Amin, 2010).In most organizations, responsiveness is a functional factor in determining whether the organizations‟ service is of quality or not (Gupta & Dev, 2012). Organizations have to ensure that they have mechanisms in place that not only attracts customers but also to ensure that customers‟ needs are met adequately. A study conducted by Fonseca (2014) in Portuguese sought to determine whether organizations service responsiveness contributed to performance. The study established that there existed a significant relationship between responsiveness and customer satisfaction. The study indicated that banks response to customer‟s queries in a timely manner contributed significantly towards the relationship. 
A study by Ernst and Young (2014) on impact of organizational culture on performance of an organization to customers was responsible for 25% increase in customers‟ commitment, and 38% increase in financial performance of the organizations. For instance, the study found that customers in the USA, UK, and Germany, valued time so much that they indicated responsiveness as a function of time. Time was extremely essential. Customers‟ in this cultures need services done promptly, without having them line up for chasing after services. However, in India, customers rated connection with the service providers as their valued form of response. This finding was consistent with the study that was conducted by Gupta and Dev (2012) that highlighted the important of talking to clients as a way of showing responsiveness, care, and gratitude.
2.1.11.3  Assurance
According to Jiang and Wang (2008), assurance is the credibility and the ability for to inspire trust and confidence in their customers. Most often assurance is measured by the way an organization demonstrate „competence‟ in service provision. When an organization has the right set of skilled and knowledgeable to provide required service,they inspire confidence in customers, which enhances the assurance customers have in the organization (Arasli, Smadi & Katircioglu, 2009). On the other hand, Jiang and Wang (2008) defines assurance the art of being polite and friendly when dealing with customers. It is the ability for the organization to provide friendly advice not only when a customer needs it, but when the organization deems it appropriate to provide one. Such friendliness enhances the assurance of customers in the organizations ability to put the customers‟ needs first (Liberati & Mariani, 2012).
2.1.11.4 Tangibility
According to Jayaraman, Shankar and Hor (2010), tangibility refers to the physical aspects of a product or service. Mostly, this refers to the physical attributes of the organization and its services, such as the buildings, the office aesthetics, the waiting area, the seats, and accessibility. Katwalo and Muhanji, (2014) argues that banking facilities, equipment and fixtures all constitute tangibility. Additionally, Lymperopoulos and Chaniotakis (2008) argue that an organizations‟ employees form part of organizational tangibles. In most cases bank customers tend to remember employees‟ interactions, experience, and appearance of buildings. In other instances, employees are dressed code becomes the reference point for professionalism. Equally, when an organizations employees are not professionally nor reflecting the ethics that is due to the services the organization is providing, they form memorable tangibles through which customers perceive the organization (Gupta & Dev, 2012). Meyer et al., (2006) argues that the banking sector is a very sensitive sector that everything matters. By this, they mean that buildings, people, service, presentation cumulatively matter in shaping a customer‟s perception about the organization, and the organizations‟ ability to provide the needed service by customers. In a study conducted 
in South Africa by Wruuck (2013) indicated the existence of a significant relationship between organizations tangibility of service and performance, r (0.520); p ≤ 0.1 Thus, is important for organizations to note the significant aspects of their tangibility that makes customers satisfied with their services. Wang, Lo, Chi, and Yang, 2014) study on the other hand, focused on perceptive elements of customer satisfaction at the point of interaction with the organizations tangible aspects. They noted that the customers‟ concept of satisfaction is either sealed, formed, or conformed, at the point of interaction. Therefore, it is important for banks to have attractive physical attributes since they form part of customer interactions that enhances or decreases satisfaction (Jayaraman et al., 2010).
2.1.11.5 Service-Profit Chain Theory
The service-profit chain theory was fronted by Heskett & Schlesinger, (1994) and further by Homburg, Wieseke and Hoyer (2009); the theory argues that organizationalperformance is derived from customer satisfaction and loyalty created by employee performance of service delivery, which in turn is influenced by employee satisfaction and commitment (Heskett & Schlesinger, 1994). Employee job satisfaction and commitment result primarily from high quality supports and practices from organizations. There are further discussions on the role of organization culture on customer satisfaction. For instance, Stewart (2010) stated that organizational norms and values as attributes of culture have a strong effect on all stakeholders of an organization. He argues that norms are invisible but if an organization wants to improve the performance of the employees and profitability, the first consideration for review would be the existing norms.In assessing the organizational culture, it is important to consider the role of forceful managers or leaders. In fact, Kerr et al. (2005) argue that such types of managers or leaders impart a counter culture with shared beliefs and values which in most cases are in direct contrast to the values and beliefs of the broader organizational culture that is known. The imparted culture may be adopted by a firm whenever it is positively contributing to the improvement of the organizational performance. However, it is considered as a danger for the original organizational culture. 

2.1.12 Effect of Organizational Culture on Internal Business Procedures 
From the above review, it is clear that organizational culture comprises a range of complex social phenomena. In this regard, it is not surprising that scholars have identifiedcorporate culture as a multi-layered construct which can be divided into layers according to these phenomena‟s observability and accessibility (Owens 1987; Schein, 1990). The organization‟s internal environment is represented by its culture and is construed by the assumptions and beliefs of the managers and employees (Aycan et al., 1999). Organizational Culture manifested in beliefs and assumptions, values, attitudes and behaviors of its members is a valuable source of firm‟s competitive advantage (Hall, 1993; Peteraf, 1993) since it shapes organizational procedures, unifies organizational capabilities into a cohesive whole, provides solutions to the problems faced by the organization, and, thereby, hindering or facilitating the organization‟s achievement of its goals (Yilmaz, 2008). 
Performance management on other hand is a strategic and integrated approach to delivering sustained success to organizations by improving the performance of the people who work in them and by developing the capabilities of teams and individual contributors(Armstrong & Baron (1998). It supports the rationale that people and not capital provide organizations with a competitive advantage (Reynolds & Ablett, 1998). The purpose of performance management is to transform the raw potential of human resource into performance by removing intermediate barriers as well as motivating and rejuvenating the human resource (Kandula, 2006). Competitive capacity of organization can be increased by building strong people and effectively managing and developing people (Cabrera & Banache, 1999) which is in essence performance management. 
According to Richard et al. (2009), organizational performance encompasses three specific areas of firm outcomes: financial performance (profits, return on assets, return on investment, etc.); product market performance (sales, market share, etc.); and shareholder return (total shareholder return, economic value added). Specialists in many fields are concerned with organizational performance including strategic planners, operations, finance, legal, and organizational development. In an ever dynamic and competitive world, improving the productivity of an institution is essential to an organization‟s survival. The purpose of all productivity related endeavors is to bring about lasting improvements in the performance of an institution. Performance is something for which all institutions strive for, regardless of their size. Small institutions want to get big, big institutions want to get bigger. Indeed, institutions have to grow at least a bit every year in order to accommodate the increasing needs that emerge over time (Shrestha, 2005). In terms of its measurement, the Performance-Based Management Special Interest Group (PBM SIG, 2001), defines performance measurement as the ongoing monitoring and reporting of a program accomplishment, particularly progress towards pre-established goals. It is typically conducted by program or agency management. Performance measures may address the type or level of program activities conducted (process), the direct products and services delivered by a program (outputs), and/or the results of those products and services (outcomes). A program” may be any activity, project, function, or policy that has an identifiable purpose or set of objectives. Performance measures quantitatively tell us something important about our products, services, and the processes that produce them. They are a tool to help us understand, manage, and improve what our organizations do. 
Effective performance measures can let an organization know: How well it is doing, if it is meeting its goals, if its customers are satisfied, if its processes are in control, and if and where improvements are necessary. The process provides the information necessary to make intelligent decisions about what we do (PBM SIG, 2001). Scholars and practitioners have constantly argued that both financial and nonfinancial measures should be used to determine the organizational performance (Harold & Darlene, 2004; Kaplan & Norton, 1992; Rajendar & Jun-Ma, 2005). Performance is a broader indicator that should include productivity, quality, consistency, and so forth. On the other hand, performance measures can include results, behaviors (criterion-based) and relative (normative) measures, training concepts and instruments, including management development and leadership training for building necessary skills and attitudes of performance management (Richard, 2002). Accordingly, the institutional effectiveness is measured by the extent to which an institution has developed the systems and structures needed to support its performance and/or stage of development (Harold & Darlene, 2004).
Performance measurement is often used in the institutional Audit/Assessment and the Strategic Planning Process to identify an institution‟s strengths and limitations along the dimensions of markets, products/ services, resources, operational systems, management 
systems, corporate culture, and financial results. The markets dimension covers the extent to which the institution has identified its market (that is, customers/students it wants to serve) and whether the institution has developed a market niche. The products/ services dimension focuses on the extent to which the institution produces products that meet the needs of its chosen customer base. Resources dimension considers the extent to which the institution has developed effective procedures for acquiring and managing the resources needed to support its performance (Rajendar & Jun-Ma, 2005). 
The operational systems dimension is concerned about the degree to which an organization has developed the systems needed to support its daily operations (for example, accounting, promotion, delivery, personnel, etc.). On the other hand, the management systems dimension focuses on the extent to which the institution has developed the systems (planning, performance management, organizational structure, and management development) needed to support its long-term performance. The other dimension is corporate culture which reviews the degree to which an organization has developed the systems to explicitly manage its culture. The last dimension focuses on financial results. This dimension looks at the extent to which an organization has put capacity and systems in place to effectively manage the financial aspects of the business(Rajendar & Jun-Ma, 2005). 
Putting organization culture and performance together, Kandula (2006) argues that the key to good performance is a strong culture. He further maintains that due to difference in organizational culture, same strategies do not yield same results for two organizations in the same industry and in the same location. A positive and strong culture can make anaverage individual perform and achieve brilliantly whereas a negative and weak culture may demotivate an outstanding employee to underperform and end up with no achievement. Therefore, organizational culture has an active and direct role in performance management. Murphy and Cleveland (1995) in fact, believe that research on culture will contribute to the understanding of performance management. In addition, Magee (2002) asserts that without considering the impact of organizational culture, organizational practices such as performance management could be counterproductive because the two are interdependent and change in one will impact the other. Makhlouk & Shevchuk (2008) argue that an organizational culture can promote employee performance, by defining the way in which the organization handles issues and inquiries, individuals' attitude to changes, the way individuals collaborate with one another, the way the organization communicates with partners and individuals' commitment to strategy. Louise (2012) in fact, argues that the right culture will drive individuals to contribute all the more successfully and all the more proficiently to the organizational goals.Specifically, adaptable, strong and unified cultures will approach strategy execution and influence implementation in a positive way by adjusting goals. Objectives can come into alignment when the hierarchical organization attempts to concentrate on efficiency and getting the organization's primary mission accomplished and thus increased the performance of the organization. 
2.1.13 Organizational Culture, Performance and Communication
In an environment of change, Hollins (2014) recommends that there should be continuous communications to manage expectations and shape behaviors in the organizations. Companies that communicate most effectively use a combination of methods to reach employees, including messages specifically from the chief executive officer and from human resources, email updates, press releases, one-on-one meetings and employee surveys. Related to this concept of communication in an environment of change is an argument that there must be avenues for two-way communication, for sharing and understanding values and promoting openness and transparency. Employees need a safe means to ask questions, offer concerns and show support. Conducting survey employees on current job satisfaction, engagement level in their current roles relative to job retention, potential culture changes and leadership in the new dispensation are important in understanding how they impact on behavours (Levine & Fiore, 2014).
In order to ensure that organizational changes strongly impact on performance, it is recommended that a culture web is used. Developed by Johnson & Scholes (1992), the culture web provides an approach for analysing and changing the organization's culture in a way that can improve performance. By using it, one can expose cultural assumptions and practices, and set to work aligning organizational elements with one another, and with organization strategy. It identifies six interrelated elements which include stories, rituals and routines, symbols, organizational structure, control systems and power structures. When these elements are analyzed, they help in clearing describing the organizational culture in terms of what is (or not) working and what needs to be changed (Hewitt, 2011).
From the above review, one key fact about culture stands out that it leads management of an institution to ask: What is important to our organization? How are decisions made? Who is in charge? How does an employee relate to other employees and groups within our organization? What behaviors are rewarded and recognized? What is compensation based upon? The answers to these questions vary from country to country, from industry to industry, from organization to organization and from institution to institution. It is critical for all institutional managers to understand the underlying values of their institutions because these factors directly influence the institutional performance and how much work will ultimately be required to ensure successful outcomes for the institution (Prosci, 2010).
It has been claimed that, “an organizational culture is so important to the organization that, in the long run, it may be the one decisive influence for the survival or fall of the organization” (Hofstede,1998), and that a “Culture matters because decisions made without awareness of the operative cultural forces may have unanticipated and undesirable consequences” (Schein, 2002). Further, Schein (2002) has cautioned that researchers have underestimated the extent to which culture contributes to the performance of an organization, as either an asset or a liability and as the explanatory construct underlying numerous organizational phenomena.
Several empirical studies have supported the positive link between culture and performance (Gordon & Di-Tomaso, 1992: Kotter & Heskett, 1992). Moreover, studies done by Chatman & Jehn (1994), and Denison & Mishra (1995) have contributed significantly to the field of culture and performance studies whereby culture has beentreated as variable for a specific research purpose. For example, Denison & Mishra (1995), utilizing a more rigorous methodology, discovered that cultural strength was significantly correlated with short-term financial performance. Schneider (1990) also found that organizations that focus clearly on the culture are more successful. It is because focused cultures provide better financial returns (which include higher return on investment, higher return on assets and higher return on equity). The findings of a study on the relationship between corporate culture and performance by Gordon & Christensen (1993) have also reported that industry moderates the link between corporate culture and performance. These findings have advanced understanding of the determinants and performance effects of corporate culture. However, Chow, Kato & Merchant (1996) observe that, there are some aspects of corporate culture that may enhance performance in one national setting, but they may not be effective, and may in fact be dysfunctional, in another. This implies that corporate cultures are not universal. 
There are several empirical evidences on the effect of organizational culture on performance. For instance, Kotter & Heskett (1992), who investigated the relationship between long-term organizational performance and culture across more than 200 organizations, made the following contributions. First, that the relationship between culture and performance established in many organizations is forceful. Second, the writer gives an important combination of theoretical point of view regarding the nature & scope of culture. Third, they sketch strong associations between culture, management practices and performance. The claim that organizational culture is attached to performance is initiated on the apparent role that culture can play in caused competitive advantage. 
However, Rousseau (1990) and (Lim, 1995) in similar studies found that there is no positive correlation between strong culture and employees‟ performance. This was against theoretical argument that there is a strong positive correlation between strong culture and performance, whether organizational or employees‟. Saa-Pe‟re & GarciaFalcon (2002), however argued that culture and performance have a relationship in the sense that culture creates a sustainable competitive advantage arises from the formation of organizational competencies which are both superior and incorrectly imitable by competitors. As such, this provides the necessary advantage for better performance both from employees‟ point of view and from the organizational (especially financial) point of view. This is in line with arguments from several practitioners and scholars whosuggested that the performance of an organization is dependent on the degree to which the values of the culture are comprehensively shared (Denison, 1990). 
According to Barney (1991), a strong organizational culture provides sustainable aggressive advantage. But he introduced three conditions; first, he suggests that culture must be viable, second the culture must be rare and have attributes and third culture must be imperfectly imitable. These can provide support to better organizational performance in both short term and long term. Long term increase in organizational performance may enhance the competitive advantage with direct benefits on financials. Kotter & Heskett (1992), conduct a study and found that firms with that invested heavily in strengthening their cultures increased organizational performance (reflected by increased incomes by up to 765% between 1977 and 1988) as those that never invested significantly in improving culture only increased their incomes by an average of 1%. 
According to Saffold (1998), culture can shape organizational processes which again help to create and modify the same culture. Moreover, they argue that strong organization culture is very essential for business performance because of three important functions:First, organizational culture is extremely fixed with the social control that may cause to make influence on the employee‟s decisions and behavior. Second, organizational culture works as social glue to bond the employees together and make them feel a strong part of the corporate experience, which is useful to attract new staff and retain the best performers. Third, organizational culture is very useful in helping the employees to understand the organizational events and objectives, which enhance the efficiency and effectiveness of the employees. A strong culture self-confidence and commitment of employees and reduces job stress and improves the ethical behaviour of the employees, thus is essential to improve their performance. The author further argues that culture has a great impact on the organizational behaviour, and in fact, in an organization with a strong culture, employees‟ goals are aligned with those of the organization, and thus culture can promote organizational performance.  
2.3 Theoretical Review
Several theories have been formulated to show the inherent connection between organizational practices and performance. Some theoretical models assert that organizational culture create a positive impact on employees’ attitudes and behaviors which in turn influence their performance (Ferris, 1998). In this study, the theories that informed the study and helped to describe, explain, predict and control the problem under investigation included Schein’s theory and the theory of organizational excellence. 
2.3.1 Schein's Theory of Organizational Culture
The theory consists of three domains: basic underlying assumptions, espoused values, and artefacts. Artifacts are the surface level of an organizational culture, tangible, easily seen and felt manifestations such products, physical environment, language, technology, clothing, myths and stories, published values, rituals and ceremonies (James & Jones, 2005). Espoused beliefs and values include strategies, goals, shared perceptions, shared assumptions, norms, beliefs and values instilled by founders and leaders. 
According to James and Jones (2005) basic underlying assumptions are the base level of organizational culture, and are the deeply-embedded, unconscious, taken for granted assumptions that are shared with others Any challenge of these assumptions will result in anxiety and defensiveness. This theory has been chosen to guide this study because it postulates that the basic underlying assumptions, espoused values and artefacts should be reflected in an organizational culture so as to promote organizational performance. 

2.3.2 The Theory of Organizational Excellence. 
This study will also be guided by the theory of organizational excellence by Thomas Peters and Robert Waterman (2014). The theory maintains that the culture that an organization adopts is directly linked to its success. Therefore, successful companies are characterized by cultural practices which put emphasis on action, closeness to customers, entrepreneurship, productivity, value based effort, simplicity, lean staff and economic utilization of resources. This implies that organizations are likely to stay in businesses if their cultural values provide individuals associated with the organization room to perform. 
Maintaining a healthy working culture in the organization is important to promote a vision of excellence (Fusch & Gillespie, 2012). Bolboli and Reiche (2013) indicated that business excellence is a central feature for the success of any organization. Business excellence and organizational culture share common characteristics. Business excellence mainly includes effective organizational culture because effective organizational culture is a reflection of excellence in the organization (Brown, 2013). After a thorough investigation of 46 high-performer companies in the United States, Peters and Waterman (1982) shared eight characteristics of excellent cultures in the organization, including quick decision-making and problem-solving, autonomy and entrepreneurship in leadership, and productivity through people (Abusa & Gibson, 2013). An excellent culture also includes a value-driven management and motivated employees.
Peters and Waterman (1982) described attributes that show the difference between higher and lower performer organizations. Business managers use the excellent organizational culture characteristics to increase productivity and profitability (Childress, 2013). These characteristics are important in maintaining business excellence and effective organizational culture in the organization.In addition, strong cultural values in an organization that emphasizes high achievement levels for employees can provide individuals throughout the organization room to perform.

2.3.2 Equity Theory 
This theory was developed by Stacey Adams (1845). The equity theory points out that people are encouraged by their beliefs about the fairness of the reward structure in their organization. Generally, workers tend to use prejudiced judgment to balance their contribution and benefit in the relationship to compare themselves with other employees. If they perceive that they are not justly compensated they either lessen the quantity or quality of work or quit their present organizations. On the hand, when they perceive that they are favourably rewarded, they may be encouraged to become committed (Reiss, 2004). 
Discrimination exists when individuals perceive that the ratio of their efforts to rewards they get is inversely proportional than it is for their peers. When this occurs, workers may try to diminish inequity in many ways. These include putting minimal efforts, request to be promoted, change the behaviour of the worker among other available options (Robbins, 2012). One of the challenges confronting equity theory concerns howorganizations handle inconsistencies in equity that come out when these comparisons are present. For instance, when there is a high disparity in remuneration, those employees who are considered key performers recognize high equity when making self-comparisons as compared to average and low performers who recognize low equity when making social comparisons. However, in some circumstances, the outlays of perceived unfairness among the latter group can outweigh the benefits of perceived equity among the former group (Bloom, 2000). This theory was considered appropriate in guiding this study because it would help to ascertain the conditions under which the Kwara State University can create equitable culture for different categories of employees. 








CHAPTER THREE
3.0	Methodology                                      
3.1 	Introduction
Research methodology is the systematic, logical and analytical way of providing satisfactory answers to research questions raised in the study. Research methodology is equally the practice and procedures a researcher employed to solve research problems. This chapter is divided into eight 8 Parts, consist of the Introduction part, the research design, population of the study and also the sample of the study, instrument development, Validation and Viability. 
3.2 Research Design
The research design basically outlines the activities that are necessary to execute the research project. According to Cooper (2006), a discussion of the research design provides an operational frame within which facts will be placed, processed through analyzing procedures and valuable research output is produced. The study adopted a descriptive type premised on the fact that it sought to find out the what, where and how of a phenomenon. Some aspects of the research were expected to be of qualitative nature in terms of the different components of culture. The study dependent variable is organizational performance, while independent variables were organizational culture, customer service, and internal business procedures.
3.3 Population of the Study
A population is defined as a complete set of individuals, objects or cases with some noticeable common characteristics (Mugenda and Mugenda, 2011). Population equally refers to an objective list of all individuals, objects or cases from which a researcher can make his or her selection. The population of the study consisted of employee of Kwara State University. Precisely, the population of the study comprise of employee of Kwara State University. Of which employee of Kwara State University form the major respondent of the study.



3.4 Sample size Determination
Ndagi (1999) is of the opinion that sample is the limited number of elements selected from a population that will be the representative of that population. There are various opinions by different scholars as to the issue of determination of samples. Henry (1990) believed that when the samples sixe is less than 50, we are to sample all, while Stutely (2003) is of the opinion that when the sample size is less than 30, we are to study all. For the purpose of this study, the stately opinion will adopt. Therefore as propounded by Bartlett, Kotrilik and Higgins (2001) and Otokiti (2010) in their work, sample size of this study is determined from the population using Minimum Returned Sample Size table for Continuous and categorical data. The report gotten from the anticipated figure expected from the organization shall be worked 340 on and sample size shall be decided then using the Yoro Yamane formula. The equation is illustrated below;

2

Where:
‘n’ = sample size 
‘N’ = population size
’e’ = level of precision (0.05)

n  =         340
            1 + 340 (0.05)²
n  =        340
            1 + 340 (0.0025)
n  =       340
            1 + 0.85
n =  	  340		      =    183.78	   n = 184
   1.85



3.5 Sampling Procedure and Techniques 
According to Nwana (2016), sampling techniques are procedures adopted to systematically select the chosen sample in a specified away under controls. This research work will be adopting the stratified random sampling technique. This sampling technique was chosen because the study involved heterogeneous population. The sample therefore was grouped into ten (10) strata in such a way that each stratum is as homogenous as possible. After stratification, the sample for each group was chosen randomly. This method reduces the possibility of one-sidedness as each of the subgroup or stratum must be represented. 

3.6 Methods of Data Collection and Data Source 
Data collection involves a search for relevant information that will proffer solution to specific problems. Every research effort therefore centres on the search for such information which could be obtained either from primary or secondary sources. But for the purpose of this research, data for this study was gathered only through primary sources.
Primary data: Data is primary when it is used for the purpose for which it is collected (Ndiyo, 2005). Primary data for this study will be collected directly from the respondents through the use of a carefully structured questionnaire. The data collected will be edited and presented in headings in accordance with the questions and responses as elicited from the respondents for clear understanding. 

3.7 Instrument Development 
The research instrument which will be used in the study is the questionnaire. A well-structured questionnaire will be used to collect data from the respondents. The choice of questionnaire will be informed because it is cheaper and easy to administer. It will be equally convenient for the respondents to fill as at their free period.
Close ended questions will be incorporated in the questionnaire. The questionnaire will be divided into two main part. The first part elicited information on the demographics of the respondents. 
The second part sought information on the influence and effect of government policies on poverty reduction in Nigeria. The responses are well structured and the respondent is expected to tick the best options that suit his or her opinion. 
3.8 Instrument Validation 
Validity of a research instrument checks whether the items embedded in an instrument is targeted at the research objectives. Thus, a research instrument is said to be valid, if it is perfectly aligns with the stated objectives of the study. In the process of determining the validity of the instrument, copies of the questionnaires were given to the supervisor.  The expert will be requested to review the questionnaire in terms of content of purpose, alignment of questions in relation to objectives, appropriateness of language usage and absence of ambiguity and redundancy.

3.9 Research Reliability 
Reliability of a research instrument checks for consistency or uniformity in results when the research instrument is tested on repeated trials. Thus, a research instrument is said to be reliable, if similar results are obtained when pre-tested at different locations or at different time periods. In the process of determining the reliability of the instrument, a pilot study was conducted on a randomly selected 20 employee in Kwara State University. Copies of the questionnaire were administered to the selected persons. The data obtained from the pilot study were analyzed using the Cronbach test, the results showed a Cronbach reliability coefficient of 0.756. Thus, the instrument was adjudged reliable for data collection.

3.10 Instrument Viability
The direct method will be employed to administer the questionnaires to the respondents. This involves the researcher of physically going to Kwasu employee to administer the questionnaires. The direct method will be adopted in order to ensure high retrieval rate of the questionnaire and also to explain to the respondents on the items perceived to be complex by them. 


CHAPTER FOUR
4.0	Data Presentation, Analysis and Interpretation of Results
4.1	Introduction
This chapter focuses on data presentation, analysis and interpretation, and hypothesis testing. The various questions in the questionnaire are analyzed using simple percentage and the hypotheses are tested using the ordinary least square regression with the use SPSS 20 application.
4.2	Questionnaire’s Response
The responses from the questionnaires were very encouraging, that is to say out of One hundred and Eighty Three (183) questionnaires administered and distributed to the employees of Kwara State University, Malete.  One Seventy Four (174) was correctly filled and returned to the researcher, this is recorded as Ninety percent (90%) success rate while Nine of the questionnaires were not returned to the researcher, which is recorded as (10%). The questionnaires collected were deductively analyzed and represented in tables, percentage, and linear regression and co-efficient used for hypothesis testing.
4.3	Analysis of Questionnaire 
For clarity and avoidance of possible ambiguities, tables are used to present the results drawn from each of the questions administered.

Table 4.3.1	Response Variable	
	Questionnaire
	Frequency
	Percentage

	Returned
	174
	95%

	Not Returned
	9
	4.9%

	Total
	183
	100%


Source: Author’s Field Survey, 2025
For the purpose of this study, 183 questionnaires were printed for distribution. The table above indicated that a total number of 174 questionnaires were returned and 9 questionnaires were not returned.
Table 4.3.2	Summary of Respondents’ Demographic Information
	S/N
	Items 
	Frequency 
	Percentage(%)

	1.
	Sex
Male
Female
Total
	
129
45	
183
	
74.1
25.9
100.0

	2
	Age
21-30yrs
31-40yrs
41-50yrs	
Total
	
32
109
89
183
	
16.7
81.0
2.3
100.0

	3.
	Educational Background
OND/NCE
B.S.c/HND
MBA/Msc 	
Total
	
61
109
4
183
	
35.1
62.6
2.3
100.0

	4.
	Marital Status
Single
Married	
Total
	
67
107
183
	
38.5
61.5
100.0

	5.
	Working Experience
1 - 5yrs	
6 - 10 yrs
Total
	
51
123
183
	
29.3
70.7
100.0


Source: Researcher’s Field Survey, 2025
Table 4.1 above is a representation of the summary of the demographic information of the sampled questionnaire where the gender column presented that 129 respondents amounting to 74.1% are male and 45 with 25.9% are female respondents which means that the study has more male respondents covered in the cause of the administration of questionnaire. Also, the age column has 29 respondents with 16.7% between the ages of 21-30years, 141 respondents of 81.0% are between the ages of 31-40years, 4 respondents with 2.3% are of 41-50yeras, this implies that the study has more respondents between the ages of 31- 40yrs sampled. In addition, the educational background column discussed that 61respondents amounting to 35.1% are OND/NCE holder, 109 respondents are B.S.c/HND holder amounting to 62.6% while 4 respondents with 2.3% are MBA/Msc holder.
Also, for the marital status which illustrates that 67 respondents with 38.5% are single, 107 respondents with 61.5% are married. The implication is that the study has more of married respondents sampled in the process. The working experience from the range 1-5yrs comprises of 51 respondents with 29.35% while the range of 6-10yrs comprises of 123 respondents with 70.7% this implies that there are more respondents in the range of 6-10yrs.
	4.3.3 KWASU has a variable organizational culture

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	131
	75.3
	75.3
	75.3

	
	Agree
	27
	15.5
	15.5
	90.8

	
	Undecided
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above represents responses to the statement that state that KWASU has a variable  organizational culture indicates that 131 respondents with 75.3% are for strongly agreed, 27 respondents with 15.5% are for Agreed and 16 respondents with 9.2% are for Undecided, this statement indicates that strongly agreed has the highest respondents of 131(75.3%) and undecided has the lowest respondents of 16(9.2%).	
4.3.4 Work-oriented measures of organization culture are also used to measure performance at KWASU
	

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	61
	35.1
	35.1
	35.1

	
	Agree
	92
	52.9
	52.9
	87.9

	
	Undecided
	5
	2.9
	2.9
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrate the statement which state that Work-oriented measures of organization culture are also used to measure performance at KWASU, depicts that strongly agree consist of 61(35.1%) respondents, agree consist of 92(52.9%) respondents undecided consist of 5(2.9%) respondents and Disagree consist of 169(9.2%) respondents this table indicates that agree has the highest respondents of 92(52.9%) and Undecided has the lowest respondents of 5(2.9).
	4.3.5 Employee-oriented measures enhance work performance at KWASU.

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	40
	23.0
	23.0
	23.0

	
	Agree
	109
	62.6
	62.6
	85.6

	
	Undecided
	25
	14.4
	14.4
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrate the statement state that employee-oriented measures enhance work performance at KWASU  indicates that 40 respondents with 23.0% are for strongly agreed, 109 respondents with 62.6% are for Agreed and 25 respondents with 14.4% are for Undecided, this statement indicates that agreed has the highest respondents of 109(62.2%) and undecided has the lowest respondents of 25(14.4%).
	4.3.6 Professional work relations enhance performance at KWASU

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	2
	1.1
	1.1
	1.1

	
	Agree
	143
	82.2
	82.2
	83.3

	
	Undecided
	4
	2.3
	2.3
	85.6

	
	Disagree
	25
	14.4
	14.4
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrate the question that professional work relations enhance performance at KWASU, indicates that strongly agree consist of 2(1.1%) respondents, agree consist of 143(82.2%) respondents undecided consist of 4(2.3%) respondents and Disagree consist of 25(14.4%) respondents this table indicates that agree has the highest respondents of 143(82.2%) and Strongly agreed has the lowest respondents of 2(1.1%).


	4.3.7 Open system culture enhance performance at KWASU

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	81
	46.6
	46.6
	46.6

	
	Agree
	44
	25.3
	25.3
	71.8

	
	Undecided
	49
	28.2
	28.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that Open system culture enhance performance at KWASU indicates that 81 respondents with 46.6% are for strongly agreed, 44 respondents with 25.3% are for Agreed and 49 respondents with 28.2% are for Undecided, this statement indicates that strongly agreed has the highest respondents of 81(46.6%) and agreed has the lowest respondents of 44(25.3%).
	4.3.8 Employees are expected to care for one another work duties as a way of enhancing performance.

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	123
	70.7
	70.7
	70.7

	
	Agree
	26
	14.9
	14.9
	85.6

	
	Undecided
	9
	5.2
	5.2
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrates the statement which state that Employees are expected to care for one another work duties as a way of enhancing performance, depicts that strongly agree consist of 123(70.7%) respondents, agree consist of 26(14.9%) respondents undecided consist of 9(5.2%) respondents and Disagree consist of 16(9.2%) respondents this table indicates that Strongly agree has the highest respondents of 123(70.7%) and Undecided has the lowest respondents of 9(5.2%).
	4.3.9 KWASU has strict code of conduct for enhancing performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	51
	29.3
	29.3
	29.3

	
	Agree
	106
	60.9
	60.9
	90.2

	
	Undecided
	17
	9.8
	9.8
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that KWASU has strict code of conduct for enhancing performance. indicates that 51 respondents with 29.3% are for strongly agreed, 106 respondents with 60.9% are for Agreed and 17 respondents with 9.8% are for Undecided, this statement indicates that agreed has the highest respondents of 106(60.2%) and undecided has the lowest respondents of 17(9.8%).
	4.3.10 Human Resource values employee appraisals to measure performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	94
	54.0
	54.0
	54.0

	
	Agree
	40
	23.0
	23.0
	77.0

	
	Undecided
	24
	13.8
	13.8
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that Human Resource values employee appraisals to measure performance shows that 94 respondents with 54.0% are for strongly agreed, 40 respondents with 23.0% are for Agreed and 24 respondents with 13.8% are for Undecided, 16 respondents with 9.2% are for Disagree, this statement indicates that strongly agreed has the highest respondents of 94(54.0%) and Disagree has the lowest respondents of 16(9.2%).
	4.3.11 Effective communication channels are emphasized at KWASU as a way of enhancing performance.

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	31
	17.8
	17.8
	17.8

	
	Agree
	121
	69.5
	69.5
	87.4

	
	Undecided
	22
	12.6
	12.6
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrate the question which state that Effective communication channels are emphasized at KWASU as a way of enhancing performance, depicts that strongly agree consist of 31(17.8%) respondents, agree consist of 121 (69.5%) respondents undecided consist of 22(12.6%) respondents this statements indicates that Agree has the highest respondents of 121(69.5 %) and Undecided has the lowest respondents of 22(12.6%).
	4.3.12 Organizational culture has enhanced performance of organizational goals.

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	35
	20.1
	20.1
	20.1

	
	Agree
	101
	58.0
	58.0
	78.2

	
	Undecided
	20
	11.5
	11.5
	89.7

	
	Disagree
	18
	10.3
	10.3
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrate the question state Organizational culture has enhanced performance of organizational goals. shows that 35 respondents with 20.1% are for strongly agreed, 101 respondents with 58.0% are for Agreed, 20 respondents with 11.5% are for Undecided, and 18 respondents with 10.3% are for Disagree, this statement indicates that Agreed has the highest respondents of 101(58.0%) and Disagree has the lowest respondents of 18(10.3%).
	4.3.13 Organizational culture has enhanced employee work performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	33
	19.0
	19.0
	19.0

	
	Agree
	124
	71.3
	71.3
	90.2

	
	Undecided
	17
	9.8
	9.8
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that organizational culture has enhanced employee work performance. indicates that 33(19.0%) respondents are for strongly agreed, 124(71.3%) respondents are for Agreed and 17(9.8%)  respondents are for Undecided, this statement indicates that agreed has the highest respondents of 124(71.3%) and undecided has the lowest respondents of 17(9.8%).
	4.3.14 Organizational culture has enhanced profitability

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	64
	36.8
	36.8
	36.8

	
	Agree
	93
	53.4
	53.4
	90.2

	
	Undecided
	1
	.6
	.6
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that organizational culture has enhanced profitability indicates that 64(36.8%) respondents are for strongly agreed, 93(53.4%) respondents are for Agreed  1(.6%) respondents are for Undecided, and 16(9.2%) are for Disagree this statement indicates that agreed has the highest respondents of 93(53.4%) and undecided has the lowest respondent of 1 (.6%).
	4.3.15 Internal business procedures have enhanced operational performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	129
	74.1
	74.1
	74.1

	
	Agree
	28
	16.1
	16.1
	90.2

	
	Undecided
	17
	9.8
	9.8
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that internal business procedures have enhanced operational performance shows that 129 respondents with 74.1% are for strongly agreed, 28 respondents with 16.1% are for Agreed, 17 respondents with 9.8% are for Undecided this statement indicates that Strongly Agreed has the highest respondents of 129(74.1%) and Undecided has the lowest respondents of 17 (9.8%).

	4.3.16 Internal business procedures have enhanced financial performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	121
	69.5
	69.5
	69.5

	
	Agree
	13
	7.5
	7.5
	77.0

	
	Undecided
	24
	13.8
	13.8
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that Internal business procedures have enhanced financial performance indicates that 121 respondents with 69.5% are for strongly agreed, 13respondents with 7.5% are for Agreed, 24 respondents with 13.8% are for Undecided and 16 respondents with 9.2% are for Disagree this statement indicates that strongly agreed has the highest respondents of 121(69.5%) and agreed has the lowest respondents of 13(7.5%).
	4. 3.17 Internal business procedures have enhanced administrative performance

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	102
	58.6
	58.6
	58.6

	
	Agree
	31
	17.8
	17.8
	76.4

	
	Undecided
	41
	23.6
	23.6
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that Internal business procedures have enhanced administrative performance indicates that 102(58.6%) respondents are for strongly agreed, 31(17.8%) respondents are for Agreed 41(23.6%) respondents are for Undecided, this statement indicates that Strongly Agreed has the highest respondents of 102(58.6%) and undecided has the lowest respondent of 41 (23.6%).
	4.3.18 Quality of customer service is emphasized at KWASU.

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	132
	75.9
	75.9
	75.9

	
	Agree
	2
	1.1
	1.1
	77.0

	
	Undecided
	24
	13.8
	13.8
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrate the question which state that quality of customer service is emphasized at KWASU, depicts that strongly agree consist of 132(75.9%) respondents, Agree consist of 2(1.1%) respondents undecided consist of 24(13.8%) respondents and Disagree consist of 16 (9.2%) respondents this table indicates that agree has the highest respondents of 132(75.9%) and Agreed has the lowest respondents of 2(1.1).
	4.3.19 Customer service has enhanced performance at KWASU

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	94
	54.0
	54.0
	54.0

	
	Agree
	40
	23.0
	23.0
	77.0

	
	Undecided
	24
	13.8
	13.8
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that customer service has enhanced performance at KWASU shows that 94 respondents with 54.0% are for strongly agreed, 40 respondents with 23.0% are for Agreed and 24 respondents with 13.8% are for Undecided, 16 respondents with 9.2% are for Disagree, this statement indicates that strongly agreed has the highest respondents of 94(54.0%) and Disagree has the lowest respondents of 16(9.2%).
	4.3.20 Responsive customer service is emphasized at KWASU

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	64
	36.8
	36.8
	36.8

	
	Agree
	93
	53.4
	53.4
	90.2

	
	Undecided
	1
	.6
	.6
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that responsive customer service is emphasized at KWASU indicates that 64(36.8%) respondents are for strongly agreed, 93(53.4%) respondents are for Agreed  1(.6%) respondents are for Undecided, and 16(9.2%) are for Disagree this statement indicates that agreed has the highest respondents of 93(53.4%) and undecided has the lowest respondent of 1 (.6%).
	4.3.21 Effective communication channels are emphasized at KWASU as a way of enhancing 	performance.

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	31
	17.8
	17.8
	17.8

	
	Agree
	121
	69.5
	69.5
	87.4

	
	Undecided
	22
	12.6
	12.6
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrates the statement which state that Effective communication channels are emphasized at KWASU as a way of enhancing performance, depicts that strongly agree consist of 31(17.8%) respondents, agree consist of 121 (69.5%) respondents undecided consist of 22(12.6%) respondents this statements indicates that Agree has the highest respondents of 121(69.5 %) and Undecided has the lowest respondents of 22(12.6%).
	4. 3.22 Responsive customer service has enhanced performance at KWASU

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	102
	58.6
	58.6
	58.6

	
	Agree
	31
	17.8
	17.8
	76.4

	
	Undecided
	41
	23.6
	23.6
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that Responsive customer service has enhanced performance at KWASU indicates that 102(58.6%) respondents are for strongly agreed, 31(17.8%) respondents are for Agreed 41(23.6%) respondents are for Undecided, this statement indicates that Strongly Agreed has the highest respondents of 102(58.6%) and undecided has the lowest respondent of 41 (23.6%).
	4.3.23 Reliable customer service is emphasized at KWASU

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	123
	70.7
	70.7
	70.7

	
	Agree
	26
	14.9
	14.9
	85.6

	
	Undecided
	9
	5.2
	5.2
	90.8

	
	Disagree
	16
	9.2
	9.2
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above illustrate the question which state that Reliable customer service is emphasized at KWASU, depicts that strongly agree consist of 123(70.7%) respondents, agree consist of 26(14.9%) respondents undecided consist of 9(5.2%) respondents and Disagree consist of 16(9.2%) respondents this table indicates that Strongly agree has the highest respondents of 123(70.7%) and Undecided has the lowest respondents of 9(5.2%).	
	4.3.24  Reliable customer service has enhanced performance at KWASU

	
	Frequency
	Percent
	Valid Percent
	Cumulative Percent

	Valid
	Strongly Agree
	51
	29.3
	29.3
	29.3

	
	Agree
	106
	60.9
	60.9
	90.2

	
	Undecided
	17
	9.8
	9.8
	100.0

	
	Total
	174
	100.0
	100.0
	


Source: Author’s Field Survey, 2025
The table above which question state that Reliable customer service has enhanced performance at KWASU, indicates that 51 respondents with 29.3% are for strongly agreed, 106 respondents with 60.9% are for Agreed and 17 respondents with 9.8% are for Undecided, this statement indicates that agreed has the highest respondents of 106(60.2%) and undecided has the lowest respondents of 17(9.8%).
4.4 Hypothesis Testing
4.4.1 Test for Hypothesis 1
H0 Organizational culture does not affect business performance.
Hypotheses 1
	Model Summary

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

	1
	.588a
	.922
	.342
	1.04629

	Predictors: (Constant), Organizational culture 


The model summary as indicated in table 4.3.1.1above shows that R Square is 0.92; this implies that 92% of variation in the dependent variable  (Organizational culture ) were explained by the Independent variable (Business performance) while the remaining 8% is due to other variables that are not included in the model. This mean that the regression (model formulated) is useful for making predictions since the value of R2 is close to 1


	ANOVAa

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	99.667
	1
	99.667
	91.043
	.000b

	
	Residual
	188.293
	172
	1.095
	
	

	
	Total
	287.960
	173
	
	
	

	

	a. Dependent Variable: Business performance

	b. Predictors: (Constant), Organizational culture 


The table above summarized the results of an analysis of variation in the dependent variable with large value of regression sum of squares (99.667) in comparison to the residual sum of squares with value of 188.293 (this value indicated that the model does not fail to explain a lot of the variation in the dependent variables. However, the estimated F-value (91.043) as given in the table above with significance value of 0.000, which is less than p-value of 0.05 (p<0.05) which means that the explanatory variable elements as a whole can jointly influence the increment in the dependent variable (Business performance).
	Coefficientsa

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	.618
	.282
	
	2.192
	.030

	
	Organizational culture  
	.613
	.064
	.588
	9.542
	.000

	a. Dependent Variable: Business performance


Interpretation 
The dependent variable as shown Business performance. This was used as a yardstick to examine the impact between the two variables (i.e. Organizational culture  and Business performance). The predictors is Organizational culture , it is obvious that there is a direct relationship Organizational culture  and Business performance. This means that an utmost adoption of the satisfying employee by the sampled organization can help to increase Business performance for the organization.
According to the result in the table above Organizational culture  t-test coefficient is 9.542 and the P-value is 0.000 which is less than 0.05 (i.e. P<0.05). This means that these variables are statistically significant at 5% significant level. 

Decision Rule
As a result of the outcome, the Null Hypothesis (HO1) is rejected on the basis that the p-value is less 0.05. Hence the alternative hypothesis is accepted, that Organizational culture  has significant effect on Business performance of the organization at Kwara State University. Hence, it explains how significant hypothesis one is to be recommended to Organization Performance.
Test for Hypothesis Two
Ho2 There is no significant relationship between employee retention and output
	Correlations

	
	Employee Retention
	Output

	Employee retention 
	Pearson Correlation
	1
	.702**

	
	Sig. (2-tailed)
	
	.000

	
	N
	174
	174

	Output
	Pearson Correlation
	.702**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	174
	174

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


Interpretation of Results
The above correlation table shows that at a 0.01 level of significance, r=0.0001(2-tailed test). This means that since r is less than 0.01, there is a positive relationship between Employee retention and Output.
Decision
The significance level of 0.01 implies a statistical confidence of above 99%. By implication, Employee retention and Output  are significantly correlated. Thus, we reject the null hypothesis (Ho) and embrace the alternative hypothesis. (H1).
Hypothesis 2
Ho2: There is no significant relationship between employee commitment and productivity
	Correlations

	
	Employee Commitment 
	Productivity 

	Employee Commitment 
	Pearson Correlation
	1
	.816**

	
	Sig. (2-tailed)
	
	.000

	
	N
	174
	174

	Productivity 
	Pearson Correlation
	.816**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	174
	174

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


Interpretation of Results
The correlation table above shows that at 0.01 level of significance (2 tailed test), r=.0001. This is less that 0.01 and this implies a direct relationship between employee commitment and productivity hence the relationship is positive.
Decision
The significance level below 0.01 implies a statistical confidence of above 99%. This implies that employee commitment is significantly correlated with productivity. Thus we reject the null hypothesis (H0) and accept the alternative hypothesis (HA).
4.5 Discussion of Results
This study examines the impact of organisational cultural practices on sustainable business performance  and the variables used for the independent construct are organizational culture, employee retention and commitment while for the dependent constructs, business performance, output and retention were used. Four hypotheses were postulated and the results derived shows that organizational culture has a significant impact on business performance. The result of this study is in line with the findings of In the work of Orlua (2018) where he  measured the impact of organizational culture on business performance of Olam Nigeria Plc both primary and secondary ry data were collected, simple random sample technique adopted for the study. The result established a strong relationship between organizational culture and on organisational performance Olam Nigeria Plc.

















CHAPTER FIVE
5.0	Summary of Findings, Conclusions and Recommendations
5.1	Introduction
This chapter is the final part of this study and it is divided into summary of findings, conclusions made in the course of this study, recommendations made to the case study, sector, regulating body and other interested bodies. In addition, this chapter addresses the areas in which further studies can be conducted.
5.2	Summary of findings
This section presents the summary of the study as related to the set hypotheses; hence, the following are the summary of the findings.
1. The study revealed that organizational culture has an effect on its output significantly in the past years and this has brought continuous improvement in the business performance of the organization as a result of the adoption. In addition, the Satisfaction embedded in the policy of Kwara State University Malete, has helped enhanced the general effectiveness. 
2. It can be stated that employee retention does have a  significant relationship on the organizational output. This aligns with the study of Costa and Menichini (2013) where it was revealed that employee’s retention has a significant impact on organizational output.]

3. The study also revealed that serious attention to organizational culture  is crucial as its helps in building stability in the service of an organization towards its efficiency. In addition, employees’ commitment has helped in assisting the organizational networking which in turn affects the performance of the organization. 
5.3	Conclusions
For the purpose of this research, the study concludes that;
Organizational culture does affect the performance of the organization. Also, the study concludes that continuous improvement in the performance of the business is as a result of the adoption of strategies in improving organizational culture
Business output may be affected by employees’ retention. Furthermore, it was concluded that strategies use in enhancing employees’ retention often assist in building stability for the service provision of the organization.
Employees’ commitment significantly affects the performance of the organization. Also that the output of an organization is often influenced by the package put in place for the commitment of its employees’.
5.4	Recommendations
In relations to the above findings and conclusion, the study recommends that;
1. Organizational culture should be further intensified as finding has shown how significant it is to Kwara state university, Malete. This will eventually tell on the effectiveness of the organization.
2. Kwara State University and other organizations should also align employees’ retention with the output of the organization in order to assist the organization performance generally.
3. Kwara State University, Malete and other organization should step up the level of employees’ commitment as this enhance and also motivates employees to work more and  in return, this will help increase the effectiveness of the of the organization.
5.5	Suggestions for further studies	
The study contributed to knowledge by explaining what organizational cultural practices is all about and how it should be manage in an organization to improve efficiency and effectiveness and also will suggests further studies be expressed towards improving this study by looking at other industry of their choice as this will assist the field of study in getting more empirical findings. Also, organizational cultural practices is mostly attached to big organization, future study can look at it from the Small businesses aspect for improvement in the field. 
5.6 Contribution to Knowledge
The study contribute to knowledge by explaining what organizational cultural practices is all about and it should be manage in an organization to improve efficiency and effectiveness. Hence, it was also noticed that majority of these studies have investigated the roles of organizational cultural practices and it benefit  to the organization performance and some also  investigated the rising trend in organizations among the employer and the employee. However, the impact of organizational cultural practices on Organizational performance has not been well focused on by researchers in the above empirical review, and more emphasis has not been laid on how staff welfare package to inspire the organization performance.


















Department of Business and  Management 
Kwara State Polytechnic, Ilorin 
Dear Respondent,
LETTER OF INTRODUCTION
Dear Respondent,
My name is  ………………………………………………… I am a student of Kwara State Polytechnic, from the department of Business and  Management  I write to invite you to participate in a research project with the topic: Impact of Organisational Cultural Practices on Sustainable Business Performance. The essence of this study is to measure the effect of Organizational cultural practices sustainable business performance. Your participation in this research will help me to know whether a well-designed organizational culture can positively affect the performance of the business. The result of this research is intended to help the firm to know the best cultural practices and how best they can be applied. You might choose to participate in this project or not with no negative consequence. And if you have any question completing this questionnaire you are free to contact me or my supervisor with the number above.
Completing this questionnaire might take you 5 minutes and I will be glad if you can create that time to participate in this project, thank you.
Yours faithfully,








SECTION A: BIO DATA
1. Gender :  Male (   ), Female (    )
2. Age bracket:  18-25 (  ),  26- 35 (   ), 36-35 (   ), 46- above(   )
3. Religion :  Christianity(   ), Islam (  ), Others  (    )
4. Marital  Status :  Single  (   ), Married (   ), Divorced  (   ) Widow (   )
5. Educational Qualification:  SSCE (   ), OND (   ), HND/B.SC  (   ),  Others (   ) 
SECTION B
EFFECT OF ORGANIZATIONAL CULTURE AND PERFORMANCE 
[bookmark: _GoBack]Instruction:	Kindly indicate the extent of your agreement with the statement below by 			ticking [ √ ] one of the spaces provided. Where: Strongly Disagree (SD) Disagree 		(D), Agree (U), Undecided (A), Strongly agree (SA) 
	S/N
	ORGANIZATIONAL CULTURE AND BUSINESS PERFORMANCE 
	   SD
	D
	    U
	A
	SA

	OC 1
	KWASU has a variable organizational culture
	
	
	
	
	

	OC 2
	Work-oriented measures of organization culture are also used to measure performance at KWASU
	
	
	
	
	

	OC 3
	Employee-oriented measures enhance work performance at KWASU
	
	
	
	
	

	OC 4
	Professional work relations enhance performance at KWASU
	
	
	
	
	

	OC 5
	Open system culture enhance performance at KWASU
	
	
	
	
	

	OC 6
	Employees are expected to care for one another work duties as a way of enhancing performance.
	
	
	
	
	

	OC 7
	KWASU has strict code of conduct for enhancing performance
	
	
	
	
	

	
	EMPLOYEES  RETENTION AND OUTPUT
	
	
	
	
	

	ER1
	Human Resource values employee appraisals to measure performance
	
	
	
	
	

	ER2
	Effective communication channels are emphasized at KWASU as a way of enhancing performance.
	
	
	
	
	

	ER3
	Organizational culture has enhanced performance of organizational goals.
	
	
	
	
	

	ER4
	Organizational culture has enhanced employee work performance
	
	
	
	
	

	ER5
	Organizational culture has enhanced profitability
	
	
	
	
	

	ER6
	Internal business procedures have enhanced operational performance
	
	
	
	
	

	ER7
	Internal business procedures have enhanced financial performance
	
	
	
	
	

	
	EMPLOYEE COMMITMENT AND PRODUCTIVITY
	
	
	
	
	

	EFF1
	Internal business procedures have enhanced administrative performance
	
	
	
	
	

	EFF2
	Quality of customer service is emphasized at KWASU
	
	
	
	
	

	EFF3
	Customer service has enhanced performance at KWASU
	
	
	
	
	

	EFF4
	Responsive customer service is emphasized at KWASU
	
	
	
	
	

	EFF5
	Responsive customer service has enhanced performance at KWASU
	
	
	
	
	

	EFF6
	Reliable customer service is emphasized at KWASU
	
	
	
	
	

	EFF7
	Reliable customer service has enhanced performance at KWASU
	
	
	
	
	


Thank You. 	
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