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Abstract. China is undergoing an historic economic and cultural transformation as it emerges as one of
WKHODUJHVWFRQVXPHUPDUNHWVLQWKHZRUOG:LWKWKHRSHQLQJXSRI&KLQD¶V¿QDQFLDOLQGXVWU\FRPSHWLWLRQ
is growing vigorously in the banking industry, talented people change jobs very frequently, and each
bank competes to recruit and retain talented people. For historical reasons, China’s domestic banks’
HRM policies are lagging behind other countries, and they do not really understand the psychological
and social needs of employees. The majority of staff faces much stress and their job satisfaction is low.
The purpose of this study was to form an understanding of employee satisfaction in the Agricultural
Bank of China in Tengzhou city A quantitative research approach was applied to answering the research
questions proposed for this study. A total of 103 employees’ questionnaire responses from 26 branches of
WKH$JULFXOWXUDO%DQNRI&KLQD $%& ZHUHDQDO\]HG7KHPDLQ¿QGLQJVRIWKLVVWXG\ZHUHWKDWHPSOR\HHV
ZHUHPRGHUDWHO\VDWLV¿HGZLWKWKH$JULFXOWXUDO%DQNRI&KLQDWKDWSDUWLFLSDWLYHOHDGHUVKLSZDVPRUH
welcomed by employees and that employees liked more involvement in the Bank..
Keywords: Employee Satisfaction, Leadership Style, Agricultural Bank of China

Introduction
China is undergoing an historic economic and cultural transformation as it emerges as the largest
consumer market in the world. The government in Beijing has assembled the necessary ingredients for
WKLVFKDQJHWRKDSSHQDQGSURYLGHUVRIUHWDLOLQJEDQNLQJVHUYLFHVDUHVWDUWLQJWREHQH¿W&KLQD¶VVL]H
and rapidly growing middle class make it an obvious target market for foreign banks. Between them,
the country’s 1.3 billion citizens hold nearly USD 2 trillion in personal savings (Simon, Gleave, 2007).
:LWKWKHRSHQLQJRI&KLQD¶V¿QDQFLDOLQGXVWU\FRPSHWLWLRQLVJURZLQJYLJRURXVO\LQWKHEDQNLQJ
LQGXVWU\WDOHQWHGSHRSOHFKDQJHMREVYHU\IUHTXHQWO\DQGHDFKEDQNFRPSHWHVYLJRURXVO\WRUHFUXLW
and retain talented people. Foreign banks utilize their advantage over domestic banks to attract talent,
and many talented people from the domestic banks job-hop to foreign banks. More and more domestic
banks recognize that employees have become one of their most important resources: the competition
between banks is the competition for human resources essentially. Many banks realize that placing
WDOHQWHGSHRSOHLQFKDOOHQJLQJMREVLVYHU\LPSRUWDQW$IDLUDQGLQWHQVHFRQWH[WRIWKH¿QDQFLDOPDUNHW
makes the banks pay attention to both employees and customer satisfaction, instead of customer
satisfaction only. However, in recent years, it appears that talented employees of the foreign banks
are returning to the domestic banks, which demonstrates that employees’ satisfaction also needs to be
upgraded in the foreign banks, because domestic banks have made progress to attract more talented
people (Chen Shi, 2009).
There are four state-owned commercial banks in China: the Industrial and Commercial Bank
of China, the Agricultural Bank of China (ABC), the Bank of China and the Construction Bank of
China. There are also eight private commercial banks, making a total of 12 modern national banks,
and there are a number of city commercial Banks and credit unions. Currently, the state-owned banks
are gradually transforming into modern commercial banks, while small joint-stock commercial banks
are expanding rapidly. Agencies are increasing so as to dominate the domestic market. In view of the
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FRQWLQXHGJURZWKLQ&KLQD VHFRQRPLFVLWXDWLRQDQGWKHJUDGXDORSHQLQJXSRILWV¿QDQFLDOSROLFLHV
foreign banks are continuously increasing their investment in China.
&KLQD VEDQNLQJQHWZRUNLVDFFXPXODWLYH5HVRXUFHVDUHOLPLWHGDQGWKHUHLV¿HUFHFRPSHWLWLRQ
among different banks. Competition among banks is essentially a competition for talented employees.
Drucker (1993), in his book “Post-Capitalist Society”, said that knowledge will replace machinery
DQGHTXLSPHQWFDSLWDOUDZPDWHULDOVRUODERUDQGEHFRPHWREHWKHPRVWLPSRUWDQWSURGXFWLRQ
factor of corporate management. Banks are seen as risk-intensive, information-intensive and
knowledge-intensive industries, where the demand for talent is even more stringent. Foreign banks
XVHWKHLUJHQHURXVEHQH¿WVH[FHOOHQWZRUNLQJFRQGLWLRQVDQGJRRGGHYHORSPHQWVSDFHWRDWWUDFWD
large number of domestic banking talented people, especially the ones who are good at high-end
FXVWRPHUPDUNHWLQJLQWHUQDWLRQDOVHWWOHPHQWV¿QDQFHDQGPDQDJHPHQW7KH9LFH*RYHUQRURIWKH
Bank of China,Sun Changji has revealed that the total number of employees who resigned from
their jobs in the Bank of China in 2000 totaled 4,403, 62 % of whom were talented people who were
UHFUXLWHGE\IRUHLJQ%DQNVDQGRWKHU¿QDQFLDOLQVWLWXWLRQV$FFRUGLQJWRWKH3HRSOH V%DQNRI&KLQD¶V
statistics, from 1999 to 2000, 41,300 people resigned from the four state-owned commercial banks.
7KHORVVRIWDOHQWFRPSULVHGWKRVHHPSOR\HHVZKRVHIRUHLJQODQJXDJHSUR¿FLHQF\ZDVKLJKZKRKDG
JRRGFXVWRPHUUHODWLRQVDQGZKRZHUHIDPLOLDUZLWK&KLQD V¿QDQFLDOSROLFLHV$IRUHLJQFRPSDQ\
representative (Wang Li, 2007) has estimated that if stated-owned commercial banks in China do not
PDNHJUHDWLPSURYHPHQWVZLWKLQ¿YH\HDUVDERXWRIWKHLUWDOHQWZLOOUHVLJQDQGLWZLOOEHFRPH
one of the three loses of China's state-owned commercial banks are facing.
For historical reasons, Chinese domestic banks’ HRM policies are lagging behind those of other
countries, and they do not really understand the psychological and social needs of their employees.
The majority of their staff faces considerable stress and their job satisfaction is low (Wang Li,
2007). In contrast, foreign banks have long histories and management experience; they can provide
systematic training, higher salaries, and large space for employees’ development. Those factors
KDYHJUHDWDSSHDOWRVHQLRUWDOHQWHGSHRSOH7RDWWUDFWDQGUHWDLQTXDOL¿HGSHUVRQQHOWRIXOO\XWLOL]H
employees’ wisdom and potential abilities, to let employees make more contributions, the banks must
improve employee satisfaction, and enhance employee commitment to the organization and a sense of
belonging (Wang Li, 2007).
3HRSOHDUHWKHRUJDQL]DWLRQ VPRVWLPSRUWDQWDVVHWVDVWKHHQWHUSULVHLVIDFLQJLQFUHDVLQJO\¿HUFH
global competition, and industry structure changes from being labor-intensive to knowledge-intensive.
Enterprise business strategy will rely more and more on staff expertise and technology, so as to
improve additional value and competitive advantage. But how to make these valuable assets,
HPSOR\HHVVDWLV¿HGZLWKZRUNLQRUGHUWRFUHDWHWKHRXWSXWRIEHWWHUMRESHUIRUPDQFHLVDQLPSRUWDQW
business management issue. With the knowledgeable business era coming, knowledge will become an
important resource for enterprises to create core values. Therefore, business needs to rely on talent to
DFTXLUHWKHNQRZOHGJHWRFUHDWHKLJKHUDGGHGYDOXHDQGHQKDQFHFRPSHWLWLYHQHVV+RZHYHULWGRHV
not mean that good employees alone can create a good output of work performances. Especially with
the rising level of educational standards and expectations of workers, managers also need to design
ZRUNWRKDYHJUHDWHUVLJQL¿FDQFHIRUZRUNHUV7KHQWKH\FDQPHHWWKHLUQHHGVDQGUHVSRQGTXLFNO\
WRH[WHUQDOHQYLURQPHQWDOFKDQJHVVRWKDWZRUNHUVIHHOVDWLV¿HG7KH&KLQHVHEDQNVQHHGWRSURPRWH
these valuable human assets to maximize their performance so as to achieve their organizational goals.
7KHEDQNLQJLQGXVWU\LVDQLPSRUWDQWSLOODURISHRSOH VOLYHOLKRRG:LWKWKH¿HUFHFRPSHWLWLRQ
among banks, customers have become strategic resources of banks, and the competition for customers’
resources has become a commercial bank’s key to development. In this situation, it is the trend of
commercial banks to implement satisfaction strategies and to focus on raising satisfaction in bank
management. For these reasons, Market Probe China and money.sohu.com work together to do
banking customer satisfaction research using the internet. The research period for collecting data was
from 15th December, 2008 to 28th March, 2009 (http://www.marketprobe.com.cn).
From previous studies (Matzler et al., 2004; Matzler & Renzl, 2007), it can be seen that employee
satisfaction has been a hot research topic for the organization for a long time, especially now that
human resources are playing more and more important roles in organizational development. A lot
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of studies (Bogler, 2001; Linlin Ju & Milla Toropaien, 2005) have found that the leadership styles
of the leaders and the organizational culture have positive effects on employee satisfaction. Some
researchers (e.g., Bulgarella, 2005) also found that customer satisfaction was closely related to
HPSOR\HHVDWLVIDFWLRQ,QWKLVVWXG\WKHDXWKRULQYHVWLJDWHGZKHWKHUWKHSUHYLRXVWKHRULHVDQG¿QGLQJV
were supported by research on the job satisfaction of employees of the ABC. With globalization, the
world is becoming smaller and smaller. For the Chinese banking industry, there will be more and more
¿HUFHFRPSHWLWLRQ6RPDQ\UHVHDUFKHUVKDYHDOUHDG\VWXGLHGWKH&KLQHVHEDQNLQJLQGXVWU\ *OHDYH
2007). The ABC has developed a close relationship with farmers. This can be an advantage for their
development, because, in China, there is a great number of farmers. The ABC is trying to provide
more services for this large group of customers. In this study, the researcher tried to ascertain the
factors affecting employee satisfaction of the ABC in Tengzhou city.

Research Questions
There were three research questions proposed for this study:
(1) What was the level of employees’ satisfaction in 26 branches of the Agricultural Bank of
China?
(2) What kinds of leadership style of supervisor supported employees’ satisfaction in the
Agricultural Bank of China in Tengzhou city?
(3) What kinds of organizational culture supported employees’ satisfaction in the Agricultural
Bank of China in Tengzhou city?

Concept of Employee Satisfaction
(PSOR\HHVDWLVIDFWLRQKDVEHHQGH¿QHGDVDSOHDVXUDEOHRUSRVLWLYHHPRWLRQDOVWDWHUHVXOWLQJIURP
an employee’s appraisal of his or her company environment or company experience (Rollinson,
2005). Employee satisfaction is closely related to job satisfaction and the intention to leave or
stay with the organization (Robinson, 2006). Küskü (2003) maintained that employee
VDWLVIDFWLRQUHÀHFWVWKHGHJUHHWRZKLFKWKHLQGLYLGXDO¶VQHHGVDQGGHVLUHVDUHPHWDQGWKHH[WHQW
to which this is perceived by the other employees. According to Staples and Higgins (1998),
employee satisfaction is generally perceived as all the positive attitudes regarding the total
work environment. Gruneberg (1979) concluded that, since people spend a great amount of their
time at work, an understanding of the factors involved in their satisfaction at work is important
for improving their well being. Thus, employee satisfaction may be broadly conceived as the
IXO¿OOPHQWRIDKXPDQEHLQJ¶VQHHGVDQGGHVLUHVZLWKLQWKHRFFXSDWLRQDOHQYLURQPHQW:KHQ
these needs and desires are appropriately met, the employee’s satisfaction is increased, and, as it
KDVEHHQVKRZQHDUOLHUZLWKLQWKHFRQWH[WRIWKH6HUYLFH3UR¿W&KDLQWKLVXOWLPDWHO\OHDGVWRD
JDLQIRUWKHFRPSDQ\LQWHUPVRISUR¿W
There is convincing evidence that when job satisfaction is high labor turnover is reduced
(Aamodt, 2007). Job satisfaction is one of those work experiences that make it less likely that
an employee will think about leaving, even if there are available opportunities. However, if job
satisfaction is absent and there are other opportunities, turnover could well increase. Employee
satisfaction is also closely related to employees’ needs and work expectations. Individual motivation,
levels of satisfaction and work performance are determined by the comparative strength of the needs
and expectations of various biographical groups and the extent to which they are met (Aamodt,
2007). Employees’ needs and expectations can be related to certain aspects of extrinsic and intrinsic
motivation and relational motivation. Extrinsic motivation relates to valued outcomes, which are
external and provided by others, such as compensation, promotion, opportunities for learning and
growth, praise and recognition. Intrinsic motivation, on the other hand, is related to valued outcomes
RUEHQH¿WVWKDWFRPHIURPZLWKLQWKHLQGLYLGXDOVXFKDVIHHOLQJVRIVDWLVIDFWLRQZHOOEHLQJTXDOLW\
of work life, supervisor support, competence, self-esteem, accomplishment, respect, fair treatment and
being informed (Robinson, 2006). Relational motivation relates to aspects, such as social relationships
DQGIULHQGVKLSVDI¿OLDWLRQDQGJURXSIXQFWLRQLQJ 5RELQVRQ 5HVHDUFKE\'ڃck el, Basson and
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Coetzee (2006) indicated that extrinsic and intrinsic factors, such as compensation, supervisor support
DQGZRUNOLIHEDODQFHSROLFLHVDUHVLJQL¿FDQWIDFWRUVLQUHWDLQLQJKLJKWHFKQRORJ\HPSOR\HHV7UDLQLQJ
DQGGHYHORSPHQWDQGFDUHHURSSRUWXQLWLHVZHUHDOVRIRXQGWREHVLJQL¿FDQWUHWHQWLRQIDFWRUV 0F(OUR\
 $VDJHQHUDOGH¿QLWLRQWKHHPSOR\HHVDWLVIDFWLRQPD\EHGHVFULEHGDVKRZSOHDVHGDQ
employee is with his or her position of employment (Moyes, Shao, & Newsome, 2008). To investigate
ZKDWWKHHPSOR\HHVDUHVDWLV¿HGE\DQGPHDVXULQJWKHHPSOR\HHVDWLVIDFWLRQLQWKHZRUNSODFHLVFULWLFDOWRWKHVXFFHVVDQGLQFUHDVHVWKHSUR¿WDELOLW\RIWKHRUJDQL]DWLRQIRUKDYLQJDFRPSHWLWLYHDGYDQWDJH
(Kelley, 2005).
Employee satisfaction is a crucial issue in business organizations (Matzler & Renzl, 2007).The
level of employee satisfaction can have a strong impact on clients’ opinions and the reputation of a
company. Thus, researchers and practitioners are keen to learn how to improve employee satisfaction
and how to handle employee dissatisfaction with organizational change (Davies, Chun et al., 2004).
From a management perspective, improving employee satisfaction could reduce staff turnover,
enhance performance, and ultimately help the organization gain and maintain a competitive advantage.
Many studies have investigated different aspects of employee satisfaction, such as its impact on
job performance, and how satisfaction relates to factors like working environment and job stability
(Matzler et al., 2004).
Bulent Aydin & Adnan Ceylan Gebze (2008), in their article “The employee satisfaction in
metalworking manufacturing: How do organizational culture and organizational learning capacity
MRLQWO\DIIHFWLW"´VDLGWKDWXWLOL]LQJIURPWKHHPSOR\HHVLVLPSRUWDQWIRUWKHHIIHFWLYHQHVVRIWKH¿UP
This contributes to their competitive advantage; and mostly, human resource management (HRM)
deals with this subject in the organization. There is the ‘employee concept’ at the center of HRM.
7KHVHHPSOR\HHVDUHWKHRQHVZKRDUHZRUNLQJIRUWKDW¿UPRUKDYHWKHSRVVLELOLW\RIZRUNLQJIRUWKDW
¿UP+50FDQEHGH¿QHGDVWKHPDQDJHPHQWRIWKHGHFLVLRQVDQGDFWLRQVUHODWHGZLWKWKHHPSOR\HHV
in the organization to implement the strategies for creating a competitive advantage. Another
GH¿QLWLRQRI+50LVIURP$UPVWURQJ  WKDWLWLVWKHVWUDWHJLFPDQDJHPHQWRIWKHPHPEHUVRI
DQRUJDQL]DWLRQZKRFRQWULEXWHWRWKHDFKLHYHPHQWRIWKDWRUJDQL]DWLRQ VREMHFWLYHV7KHVHGH¿QLWLRQV
make us conclude that HRM is a strategic business and should be concerned strategically. Strategy
PD\EHGH¿QHGDVWKHVWDWHPHQWRIZKDWDQRUJDQL]DWLRQZDQWVWREHFRPHWKHREMHFWLYHVLWZDQWVWR
reach, and how it means to get there (Armstrong, 2000).
Strategic HRM (SHRM) helps the organization to reach its objectives and the main players in
6+50DUHDJDLQWKHµHPSOR\HHV¶$¿UP¶V+5VWUDWHJ\VKRXOGEHFHQWHUHGRQGHYHORSLQJVNLOOV
and ensuring motivation and commitment. In this statement, ‘ensuring the motivation’ is concerned
with the employees’ satisfaction. That is why the satisfaction of the employees takes on an added
importance.
There is no limit for the employees to reach the full satisfaction and it may vary from employee
to employee. Having good relationships with the colleagues, high salary, good working conditions,
WUDLQLQJDQGHGXFDWLRQRSSRUWXQLWLHVFDUHHUGHYHORSPHQWVRUDQ\RWKHUEHQH¿WVPD\EHUHODWHGWR
increasing employee satisfaction. When investigating employee satisfaction, it should be known thatan
HPSOR\HHPD\EHPRUHVDWLV¿HGE\DVDWLVI\LQJLWHPZKHUHDVWKHRWKHUHPSOR\HHPD\EHOHVVVDWLV¿HG
with the same item. Because of this factor, we had better analyze the employee satisfaction from a
broad perspective. That means the sum of all satisfying factors comprises that employee’s satisfaction
OHYHO)RUDOOWKHVHVWDWHPHQWVZHPD\GH¿QHWKHHPSOR\HHVDWLVIDFWLRQDVKRZSOHDVHGDQHPSOR\HH
is with his or her position of employment (Moyes, Shao, & Newsome, 2008).To investigate what the
HPSOR\HHVDUHVDWLV¿HGE\DQGPHDVXULQJWKHHPSOR\HHVDWLVIDFWLRQLQWKHZRUNSODFHLVFULWLFDOWR
WKHVXFFHVVRIDQGLQFUHDVHVWKHSUR¿WDELOLW\RIWKHRUJDQL]DWLRQIRUKDYLQJDFRPSHWLWLYHDGYDQWDJH
(Kelley, 2005). Therefore, researching the factors of employee satisfaction in a Chinese bank will
enrich the literature and contribute to the organization’s HRM policies.

Research Methodology
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satisfaction, 4 = satisfaction, 3 = moderate, 2 = dissatisfaction, 1 = low satisfaction. Within this
IUDPHRIUHIHUHQFHWKHFULWHULDIRUVFDOHLQWHUSUHWDWLRQEDVHGRQWKH¿YHSRLQWVFDOHXVHGLQWKH
TXHVWLRQQDLUHZHUHDVIROORZV
Scale
Meaning
4.51-5.00
highest satisfaction
3.51-4.50
high satisfaction
2.51-3.50
moderate
1.51-2.50
low dissatisfaction
1.00-1.50
lowest dissatisfaction

Population and Sample
There was a total of 140 employees in 26 branches of the ABC. The Krejcie and Morgan Sample Size
formula (Krejcie & Morgan, 1970) was used to determine the sample size of 103 employees.
*DWKHUHGGDWDZHUHNHSWFRQ¿GHQWLDODQGSDUWLFLSDQWVZHUHDVVXUHGWKDWWKHLUSHUVRQDOLQIRUPDWLRQ
would not be published. The data were used for no purposes other than this research study.
Reliability and validity of the Questionnaire
7KHFRQWHQWYDOLGLW\RIWKHTXHVWLRQQDLUHZDVH[DPLQHGE\WKHWKHVLVDGYLVRUDQGWKUHHRWKHU
H[SHUWV$IWHUWKRURXJKFKHFNLQJWKHDGYLVRUVXJJHVWHGVRPHFKDQJHVLQWKHTXHVWLRQQDLUHVDQG
WKHQDIWHUWKDWWKHTXHVWLRQQDLUHVZHUHGLVWULEXWHG$UHOLDELOLW\WHVWZDVFRQGXFWHGWR¿QGRXWWKH
UHOLDELOLW\RIWKHTXHVWLRQQDLUH7KLUW\VDPSOHVZHUHXVHGWR¿QGRXWWKHUHOLDELOLW\RIHDFKLWHPLQWKH
TXHVWLRQQDLUHDWWKH6KDQJXR5RDG%UDQFKRIWKH$%&7KH&URQEDFK$OSKDUHOLDELOLW\FRHI¿FLHQWZDV
HVWLPDWHGIRUHDFKSDUWRIWKHTXHVWLRQQDLUH7KHUHOLDELOLW\RIWKHZKROHTXHVWLRQQDLUZDV

Data Analysis
All the collected data were analyzed by SPSS 16.0. The descriptive statistics of means and standard
GHYLDWLRQZHUHXVHGWRDQDO\]HWKHVDWLVIDFWLRQTXHVWLRQQDLUHV

Findings
Research Question 1: What was the level of employee satisfaction of the Agricultural Bank of
China?
Table 1. Employee satisfaction level in the Agricultural Bank of China
Employee satisfaction of the ABC

N

Mean

Std. Deviation

1.The Bank is concerned with the long- term
welfare of the employees

103

3.48

.906

2.Employee policies of the Bank are
administered the same in all departments

103

3.44

.977

3.The Bank maintains salary levels that compare
well to other Banks in Banking industry in
Tengzhou City

103

3.49

.884

7KH%DQNKDVDGHTXDWHVDIHW\DQGKHDOWK
standards

103

3.53

.814

5.The Bank recognizes the accomplishment of
employees
6.The Bank invests in developing employees'
skills and knowledge

103

3.58

.858

103

3.45

.894
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Employee satisfaction of the ABC
7.The performance appraisal system in the Bank
is fair
8.The Bank is one of the best Banks to work for
9.My work is challenging and interesting
10.I am getting enough relevant training for my
present job
11.I have the material and tools I need to do my
job well
12.There is comfortable working environment in
the Bank
13.I was given enough feedback on my performance
14.My manager trusts me
15.Manager in the Bank is an effective leader
16.My work group work well together
17.I am given enough authority to make decisions I need to make
18.The Bank's corporate communications are
IUHTXHQWHQRXJK
Total

N

Mean

Std. Deviation

103

3.43

.870

103
103
103

3.49
3.53
3.46

.850
.916
.826

103

3.47

.916

103

3.42

.934

103

3.37

.939

103
103
103
103

3.51
3.39
3.42
3.51

.862
.854
.945
.906

103

3.47

.861

103

3.47

.890

From the analysis of results it can be seen that employees held a moderate level of satisfaction
ZLWKWKH$%&LQ7HQJ]KRXFLW\ZLWKDPHDQVFRUHRI(PSOR\HHVLQ$%&DUHPRUHVDWLV¿HGZLWK
WKHIROORZLQJ¿YHDVSHFWV  7KH%DQNUHFRJQL]HVWKHDFFRPSOLVKPHQWRIHPSOR\HHV  0\ZRUNLV
FKDOOHQJLQJDQGLQWHUHVWLQJ  7KH%DQNKDVDGHTXDWHVDIHW\DQGKHDOWKVWDQGDUGV  0\PDQDJHU
WUXVWVPHDQG  7KH%DQNLVRQHRIWKHEHVW%DQNVWRZRUNIRU(PSOR\HHVLQ$%&DUHOHVVVDWLV¿HG
with the following 5 aspects: (1) I was given enough feedback on my performance; (2) Manager in
the Bank is an effective leader; (3) My work group work well together; (4) There is a comfortable
working environment in the Bank; and (5) The performance appraisal system in the Bank is fair.
Research Question 2: What kind of leadership style of supervisor is more welcomed by
employees in the Agricultural Bank of China in Tengzhou city?
Table 2. Means and standard deviations of employee satisfaction on leadership styles of the
supervisor.
Employee satisfaction on leadership
styles of the supervisor

Mean

Std. Deviation

Ranking

Directive Leadership

3.38

0.90

3

Supportive leadership

3.46

0.89

2

Participative leadership

3.62

0.90

1

Achievement-oriented leadership

3.00

0.75

4

3.37

0.86

Moderate

Total
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Table 2 represented employee satisfaction with leadership styles of the supervisor. Employees
ZHUHPRGHUDWHO\VDWLV¿HGZLWKWKHOHDGHUVKLSVW\OHVRIWKHLUVXSHUYLVRUV(PSOR\HHVDWLVIDFWLRQRQ
each kind of leadership styles of the supervisor can be ranked as follows: 1. Participative leadership;
2. Supportive leadership; 3. Directive leadership; and 4. Achievement-oriented leadership. Employees
ZHUHPRVWVDWLV¿HGZLWKSDUWLFLSDWLYHOHDGHUVKLSWKHQVXSSRUWLYHOHDGHUVKLSDQGGLUHFWLYHOHDGHUVKLS
Achievement-oriented leadership had the lowest mean score of 3.00.
Research Question 3: What kind of organizational culture is more welcomed by employees in
the Agricultural Bank of China in Tengzhou city?
Table 3. Means and standard deviations of employee satisfaction on organizational culture.
Employee satisfaction on
organizational culture

Mean

Std. Deviation

Ranking

Involvement

3.58

0.92

1

Customer focus

3.45

0.92

5

Coordination and integration
Communication

3.54

0.91

2

3.48

0.89

4

Learning

3.50

0.91

3

Total

3.51

0.91

Satisfaction

7DEOHUHYHDOHGWKDWHPSOR\HHVLQWKH%DQNZHUHPRGHUDWHO\VDWLV¿HGZLWKWKHRUJDQL]DWLRQDO
culture, with a mean score of 3.51. The area of involvement had the highest mean score of 3.58, and
then the second mean score of 3.54 came from the area of coordination and integration. The area
of learning was ranked 3rd with the mean score of 3.50. The area of communication with the mean
score of 3.48 and the area of customer focus with the mean score of 3.45 were ranked as 4th and 5th,
DOWKRXJKWKHVHGLIIHUHQFHVZHUHVPDOODQGZHUHQRWWHVWHGIRUVWDWLVWLFDOVLJQL¿FDQFH
The study found that moderate satisfaction was perceived among employees in the ABC in
Tengzhou city. Participative leadership was more welcomed in the Bank and employees ranked the
involvement factor of the organizational culture slightly higher than other aspects of the organizational
culture.

Discussion
A moderate level of satisfaction was perceived among employees of the Bank. Research reviewed
above demonstrated that customer satisfaction is related to employee satisfaction. Employee
satisfaction can affect a company’s harmonious working environment, it is related to the individual
DQGRUJDQL]DWLRQDOSHUIRUPDQFHDQG¿QDOO\LWZLOODIIHFWWKHSUR¿WV&XVWRPHUVSHUFHLYHWKHSRVLWLYH
HQHUJ\DQGWKHZLOOLQJQHVVRIVDWLV¿HGHPSOR\HHVWRSURYLGHKLJKHUTXDOLW\VHUYLFHV,QWXUQWKH\
EHFRPHPRUHVDWLV¿HGDQGOR\DOWRWKHFRPSDQ\7KHNH\YDULDEOHVWKDWOLQNFXVWRPHUWRHPSOR\HH
satisfaction are trust and employee attitude. The service attitude of the employees, such as willingness
WRUHVSRQGEHLQJFRXUWHRXVDQGIULHQGO\LVSDUWRIDFXVWRPHU¶VSHUFHSWLRQRIWKHTXDOLW\RIWKH
service, which directly translates into customer satisfaction. Employee service attitude has been found
to be linked to job satisfaction (Xu & Geodegebuure, 2005).
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Implications and Conclusions
7KLVVWXG\GHDOWZLWKWKHLVVXHRIHPSOR\HHVDWLVIDFWLRQ)URPWKH¿QGLQJVLQWKHIXWXUHPDQDJHPHQW
for the Bank, the Bank should give enough feedback on employee performance, so as to help
employees improve what they are not doing well. The Bank should give some relevant rewards for
employees’ great achievements. Employees should be invited for participate in the meetings to discuss
the development plans and decision-making. The Bank should set up more effective communication
FKDQQHOVVRWKDWWKHLQIRUPDWLRQFRXOGEHVKDUHGDQGGHOLYHUHGTXLFNO\LQWKH%DQN7KHUHLVDQHHG
to increase communications among managers and subordinates in different work departments and
different position levels of employees. For the supervisors in the Bank, they should invite employees
to participate in more activities in the Bank and they should not put too much pressure on employee
performance.

Limitations of the Study
7KLVVWXG\XVHGRQO\TXHVWLRQQDLUHVWRJDWKHUDOOWKHGDWDIURPWKHSDUWLFLSDQWVDQGWKHDXWKRUVHQW
WKH(PDLOVWRWKHPDQDJHUVWRDVNIRUWKHLUKHOSWRGHOLYHUDOOWKHTXHVWLRQQDLUHVWRWKHHPSOR\HHV
7KHDXWKRUZDVQRWYHU\FOHDUKRZWKHPDQDJHUVGHOLYHUHGWKHTXHVWLRQQDLUHVDQGKRZWKHHPSOR\HHV
DQVZHUHGWKHTXHVWLRQQDLUHV6RDVWRVDYHWKHIDFHWKH$%&RUWRNHHSPDQDJHUVKDSS\WKHDQVZHUV
might not have been honest. Another limitation was that for the study of employee satisfaction, more
methods for collecting data should be used, such as face-to-face interviews, so as to make the results
PRUHUHOLDEOH7KHTXHVWLRQQDLUHZDVWUDQVODWHGIURP(QJOLVKLQWR&KLQHVHLWPLJKWDOVRDIIHFWWKH
¿QGLQJVDVDUHVXOWRIWKHGLIIHUHQWODQJXDJHDQGFXOWXUH
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