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MEASURING INTELLECTUAL CAPITAL IN THE
BANKING SECTOR IN THE REPUBLIC OF MACEDONIA

Margarita JANESKA™
Kosta SOTIROSKI™
Suzana TALESKA™

Abstract

The business success (f each company depends on its ability to manage all available reso-
urces, which may be tangible (material and financiai) that are covered by the traditional finan-
cial statement, and intangible (intellectual capitai). Also, the awareness cf the role f intellect-
tual capital sign.ficantly increases in the newly created value, which cannot be properly expre-
ssed in financial statements. In that sense, in order to achieve better business pei formances and
long-term competitiveness banking institutions in the Republic ¢f Macedonia need to measure
the intellectual capital. With the application cf the existing methods for measuring intellectual
capital, such as  Intangible Assets Monitor (1AM), Danish Guidelines, Meritum Guidelines and
balance cf knowledge, it is necessary to define adequate models for measuring and reporting
intellectual capital in the banking sector in the R. Macedonia. Depending on the business needs
expressed by the key factors cf intellectual capital, relevant indicators for measuring
intellectual capital in the banking sector in the R. Macedonia should be dcfined as well. That
allows for a comparison between the ¢, ficiency f the banking institutions in the R. Macedonia
in terms ¢ f managing intellectual capital and taking appropriate corrective actions for business.

Considering the fact that the issue has not been explored in the R. Macedonia, this paper
will be the first step towards finding ways that will enable the banking sector in the R.
Macedonia to better use, manage and develop knowledge which creates new value. That would
increase their competitiveness and provide further prosperity.

The purpose cf this paper will be:

- to ident [y the real needs for measuring intellectual capital in the banking sector cf
the R. Macedonia

- to obtain quality irformation based on scient.fic and technological facts that will
contribute to better management ¢ f intellectual capital.

- to prcpose measures for improvement and develcpment cf intellectual capital in the
banking sector in the R. Macedonia.

Keywords: intellectual capital, measuring intellectual capital, indicators, management cf in-
tellectual capital.
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1. The importance of intellectual capital in creating new value

The time in which we live today is a time of changes. They are profound and rapid, and affect
all spheres and areas of working and living. Modern enterprises are confronted with the dilemma
how to survive and successfully operate in a business environment whose main features are
uncertainty and unpredictability. Nowadays managers of successful enterprises are aware that the
competitive advantage of their enterprises primarily depends on what their manager knows, how
he/she uses what he/she knows, how he/she can quickly learn something new, and so on.

Successful organizations do not manage only labor and capital. Real managers have to keep an
account of one more key resource: knowledge. Knowledge is the only resource that never
decreases, but only increases with use.

The dynamics of today’s working wholly affirms the importance of intellectual capital. All
business processes and activities are intensified by knowledge, and the goal is to add new value to
the product or service and to increase the competitive advantage of the organization. Namely, the
strategic orientation and the growing globalization of working increasingly distinguish the
intellectual capital as a source for competitiveness of organizations. Knowledge and intellectual
capital are the only lasting resource for competitive advantage preservation in the new economy
and therefore, they need to be managed. Thereto, the question arises: how to increase human
capital? The answer, of course, is the continuous learning process which employees into enter-
prises need to go through. Measuring the value of human capital is needed for its management and
it is therefore necessary to develop modalities for its usage.” Organizations should not be
discouraged by the lack of standardized metrics and accounting standards for measuring
intellectual capital. Organizations must turn to themselves and independently develop methods for
monitoring and quantification of intellectual capital. Accurate measurement of intangible value is
always possible, but most important is the actual process of measuring. The relationship between
intangible and tangible working parameters still cannot be expressed with precise and
standardized metrics, but the actual attempt to measure the value of human capital means that the
organization is much better acquainted with its employees, their individual values and their
contribution to achieving the final goal. Additionally, that way much useful information is
discovered, such as, the level of individual initiatives, motivation for work, satisfaction,
challenges, experiences, future expectations and needs, and so on.

Intellectual capital is classified as human, structural and relational capital. This is most
commonly used classification of intellectual capital.””

- Human capital - represents all the skills and abilities of the manager who works in the bank.
It includes: employees' efficiency, ability for innovation, creativity, know-how, flexibility of
employees, tolerance, motivation, satisfaction, capacity for teamwork, education and sharing
knowledge, loyalty, experience, formal training and education, and so on.

- Structural capital - involves system and structure which allows the available resources to be
used in the best way possible, or effectively. It includes: organizational routines, corporate
culture, innovation of processes and procedures, systems, organizational culture, IC technology,
databases, and so on.

-Relational capital - is associated with the external relations of the bank, namely, relations
with the clients, business partners, other banks, and it incorporates: image, clients’ loyalty,
relations with clients and their satisfaction, power of advertising, activities in the environment, the
financial market, money market, and so on.

7 Duffy, D., A Capital Idea: Human Capital, CIO Enterprise Magazine, www.cio.com/archive-enterprise-111599 human
content.htm]
77 Nordic Industrial Fund : Intellectual Capital - Managing and Reporting, 2001, page 69.
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In other words, value is created with interaction of the individual components of intellectual
capital, so to successfully manage intellectual capital it is necessary to improve the performances
of each of its categories separately, as well as their mutual interactions.

2. Conducting of research

2.1. Research hypotheses

In accordance with the problems and the objectives of this research, as well as the available
information, the following hypotheses were formed:
- HI: There are relevant indicators for measuring intellectual capital in banks in a certain
economic environment. Collecting relevant data for the banking sector in the Republic of
Macedonia.

- Individual hypotheses:

- HI1.1: There are relevant indicators for measuring human capital in banks in a certain
cconomic environment.

- HI1.2: There are relevant indicators for measuring structural capital in banks in a certain
economic environment.

- H1.3: There are relevant indicators for measuring relational capital in banks in a certain
economic environment.

2.2. Research methods

This research was conducted using a survey questionnaire which included managers (top level
and middle level managers) who helped us receive and assess relevant indicators for the
abovementioned sector and separately, for each intellectual capital group, whereupon the
proposed set of indicators should not be taken as final and it will serve as basis for selection and
defining relevant indicators for measuring intellectual capital in other businesses, with certain
modifications according to the specific characteristics of each business.

The survey covered 12 out of a total of 17 banks in R. Macedonia. (70.59%) with an
appropriate statistical procedure for random selection in SPSS and in Microsoft Excel- Data
Analysis). Most of the surveyed respondents, or 23.42% were from "UNI Banka”, 12.61% were
from “NLB-Tutunska Banka”, and 23.42% were from both “Stopanska and Komercijalna Banka”.
Least respondents were surveyed in “Zirat Banka”, 1.8%.

During the research, the method ¢f representative excerpt was used, as well as a combination
of questions (categorical type questions, where most of them were closed format questions, as
well as scaled questions). All that, along with the processing and presentation of data, will be
conducted with adequate software support.

2.3. Statistical analysis ¢f factors and variables ¢ f intellectual capital
in the banking sector in the R. Macedonia

The sequence of factors of the human, structural and relational capital against the impact of the
business result and the banks” success is presented in the following table:
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Table 1. Percentage share cf total answers about the important key factors
«fd, ferent types cfintellectual capital

Type of intellectual capital Important key factors Percentage of total answers
employees’ efficiency 14,84
expert knowledge of the employees 14,84
team work and knowledge transfer 13,55
Human capital employee motivation 12,09
employee experience 10,26
organizational structure 14,63
information-communication 13,13
technology
Structural capital managerial processes/management 12,95
system

database (for employees, 10,51

customers/clients, suppliers, etc.)
innovative products development 10,32
relations with clients/customers 19,11
image, reputation and brand of the 18,92

bank and business network
business network 12,99
Relational capital relations with the competition 11,50
relations with stockholders and 10,20
investitors

In the next table are presented the extracted main factors in the banking sector and their
individual and cumulative share in the total variance:

Table 2. Cumulative and individual share cf the main factors in the total variance
(see attachment 2)

F1 2 F3 F4 FS5 F6 F7 F8 F9: F10  FI1 F12 F13 F14

0,198 0271 0337 0388 0436 0478 0518 0555 059 0623 0653 0681 0707 0,731
1 198 27,1 337 388 436 478 51,8 555 590 623 653 681 707 731
2 198 734 652 515 480 416 399 377 348 325 3,03 280 230 241

1. Cumulative share in the total variance (in %)
2. Individual share f factors in the total variance (in %)

With factor analysis of the main components, extracted were 14 main factors in the banking
sector. The main factors represent 73.1% of the total variance, i.e. the phenomenon of intellectual
capital in banking institutions in the R. Macedonia. The fact that the representation of factor space
is almost 75% indicates that the questionnaire is suitable for investigating the phenomenon of
intellectual capital of banking institutions in the banking sector, or in other words, the questions in
the questionnaire may sufficiently describe the dominant characteristics of intellectual capital in
this sector. That way, a possibility of identifying adequate indicators of intellectual capital in the
banking sector is created. Having in mind the cumulative share of the main factors, as well as
their individual shares in the total variance (Table 1), it may be perceived that the first factor, F1,
represents 19.8% of the intellectual capital phenomenon of banking institutions in the banking
sector, whereas the share of all other factors together in the total variance is significantly lower
(see Table 1). Namely, a decreasing trend of values from 7.34% to 2.41% was perceived.
Moreover, the share of the first 7 factors represents 51.8% of the total variance, while the
remaining 7 factors represent 21.3% of the total variance (slightly more than the first factor).

The communality of all 42 variables is greater than the determined threshold of 0.6 (see
Attachment 2), which means that all determined variables are embedded in the factor space. This
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only confirms that the variables are well chosen, because each of them corresponds relatively well
with the phenomenon of the researching the intellectual capital in banking institutions in R.
Macedonia.

What follows is a summary of factors and manifest variables, which, statistically speaking, are
the most relevant in describing the intellectual capital in banking institutions in R. Macedonia.

At the beginning, a proper formalization of the factors important for IC was conducted i.e. the
variables and identification of their basic characteristics, represented by appropriate statistical
data. They are a subject to statistical analysis and factor analysis of components and are presented
in the following Table:

Table 3. Variables and their statistical data included in statistical and factor analysis

T Standard
Variables included in statistical and factor S

aiiatyais valug  devistion X/o, F  ABS(¥/0,)*F
X (o,)
X, - Employees have knowledge that is
needed for successful work of the A L2 SECIIC S Sl
organization
X, - It would cause major problems in case 1,89 0,938 2,01 z 0.55
some of the employees decide to leave the Lk
organization
X5 -In our organization we appreciate the 2,77 0,567 4,89 0,384 1,88
ability for easy and fast interaction with other
employees
X, - Employees are very familiar with 2.81 0,437 643 0,540 3.47
business processes and procedures
X - Employees are very familiar with the 272 0,525 518 0365 1,89
market and clients’ profiles
X, - Employees independently invest in their ~ 2:47 0.872 283 0242 0,69
knowledge
X, - Employees are individually rewarded 2,25 0,986 2,28 0,500 1,14
according to their ideas and innovations
X, - Employees are motivated to perform 259 0,734 353 0617 2,18
their duties professionally
X, - Employees share their knowledge and 2,80 0,483 5,80 0,321 1,86
experiences with their colleagues
X,o - Vocational development of employees 2,88 0,399 722 0222 1,60
is crucial for survival and development of the
organization
X, - The relations among managers are good 2,71 0,628 4.41 0,572 2,52
and proper
X, - The relations among directors are good 274 0,583 470 0360 1,69
and proper
X3 - Employees are ready for teamwork 278 0534 521 0,459 239
X,; - Employees continually attend training 2,46 0,861 286 0,541 1,55

(seminars, courses, ctc.)
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Variables included in statistical and factor AX:{:E“ S:::::,: %16, P ABS(E/G.F
analysis B () x
X,5 - Employees have the ability to solve 273 0522 523 0477 249
problems
X, - The interest of the organization always 2,86 0,537 533 0439 2,34
comes before the interests of any employee
X, - The business success is a result of the 257 0,627 410 0,228 0,93
management methods of the chief manager
X, - The organization continuously 2.83 0,445 636 0,648 4,12
innovates processes, products and services
X9 - The use of information technology 2.88 0375 7.68 0,418 321
greatly influences communication and
cooperation
Xy - The quality system improves the 2.96 0,355 834 0431 3.59
operating of the organization
X,, - There isa system for rewarding good 2,60 0,967 2,69 0,445 1,20
ideas in the organization
X, - There is a motivation system in the 245 0,828 296 0,577 L7
organization
X3 - Your products/services are recognized 274 0,567 483 0,598 289
on the market
X, - All the procedures are consistently 283 0445 636 0,500 3.18
carried out in the organization
X, - There is a complete documentation 2.96 0267 11,09 0,495 5,49
system (in terms of work processes, ways of
executing duties, specific problems, etc.)
X - Appropriate teams are formed 2.69 0.724 3720273 1,01
according to the problem at hand
X, - The organization invests in 285 0741 3.85 0,483 1.86
development and research
X5 - The organization invests in market 279 0,648 431 0,556 239
research in order to discover the customers’
needs
X,9 - The knowledge about customers’ needs 284 0,548 518 0529 2.74
and problems is used in order to improve the
internal processes and the quality of products
and services
Xy, - There is employees database (in terms 2,98 0,674 442 0,101 0,45
of their knowledge, skills, work experience,
ete.)
2,96 0,609 4,86 0,183 0,89

X3, - There is customer database (in terms of
their age, loyalty, period of cooperation, etc.)
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Average  Standard

Variables included in statistical and factor valne deviation flo E ABS(¥/G)F
analysis o X 3
X (0,)
Xy, - Employees from different parts of the 2,80 0,423 662 0,506 3,35
organization cooperate among themselves
(sectors, departments, etc.)
Xy3 - The organization organizes training and 2,73 0,602 453 0,59 2,70
education for its employees
X, - There is continuous communication 2,90 0,356 815 0,251 2,04
with existing customers/clients
X35 - There is continuous monitoring of 287 0,495 580 0,389 2,26
customer/client satisfaction
Xy4 - The competitors” performance is 2,93 0,583 503 0,182 091
continually monitored
Xy, - Long-term customers/clients are 2,95 0353 836 0362 3,03
particularly looked after
Xy5 - There is good cooperation and 3,06 0,607 504 0221 L1
continuous communication with stockholders,
investors and business partners
Xy - There is clear concept for public 294 0,576 510 0448 229
presentation of the organization
X, - The organization has good sales, 2,75 0,639 430 0,592 2,55
marketing and distribution network
X, - The organization has developed good 2,83 0,537 527 0,644 3,39
electronic network
X,, - The organization has signed contracts 313 0,945 331 0133 0,44

for franchises, licenses, and so on.

The review of factors and their significant variables, which, statistically speaking, are the most
relevant means for describing IC in banks, is as follows:
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Factor - component 1: Interdependence ¢ f human and structural capital

Variable Proposition ABS(X /0. )*F
57 & The organization continuously innovates processes, products and services 4,12
Xy R The organization has developed good electronic network 3,39
b . Employees are motivated to perform their duties professionally 2,18
X g Your products/services are recognized on the market 2,89
S 5 The organization organizes training and education for the employees 2,70
X # The organization has good sales, marketing and distribution network 2,55
Xp g There is a motivation system in the organization 17
Yo m The relations among the managers are good and proper 2,52
X The organization invests in market research in order to discover the customers” 2,39

S needs
X Employees continually attend training (seminars, courses, etc.) 1,55
Xon Employees are very familiar with business processes and procedures 3,47
X The knowledge about customers’ needs and problems is used in order to improve 2,74
S the internal processes and the quality of products and services
X Employees have knowledge that is needed for successful work of your 3,04
H organization
X, Employees from different parts of the organization (sectors, departments, etc.) 3,35
il cooperate among themselves
%o s All the procedures in the organization are consistently carried out 3,18
Xy, Bmployees are individually rewarded according totheirideas and innovations 114
xs There is a complete documentation system (in terms of work processes, ways of 549
S executing duties, specific problems, etc.)
Value weight - degree of presence of the factor 48.41

Factor - component 2: Teamwork as factor for increasing
intellectual capital and working per formances

Variable Proposition ABS(X /0 )*F
X, H Employees share their knowledge and experience with their colleagues 1,86
X H Employees are ready for teamwork 2,39
Value weight - degree of presence of the factor 4.25

Factor - component 3: Good familiarity with employees, competition and customers is the key to
success f banking organizations

Variable Proposition ABS(E /%
YR The competitors’ performance is continually monitored 0,91
T Employees are very familiar with the market and clients” profiles 1.89
T There is employees database 0,45
S (in terms of their knowledge, skills, work experience, etc.)
Value weight - degree of presence of the factor 325
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Factor - component 4: Vocational development is the key to survival and development
«f banking organizations

Variable Proposition ABS(¥ /0, )*F
X H Vocational development of employees is crucial for 1,60
survival and development of the organization
Value weight - degree of presence of the factor 1.60

Factor - component 5: The sign.ficance ¢ f knowledge management for survival
and growth cf banking organizations

Variable Proposition ABS(X /o, )*F
x
P Employees independently invest in their knowledge 0,69
X, It would cause major problems if some of the 0,55
H employees decide to leave the organization
Value weight - degree of presence of the factor 124

Factor - component 6: Business relations as a source for intellectual capital

Variable Proposition ABS(X /0, )*F
Xog There is good cooperation and continuous 1,11
R communication with stockholders, investors and
business partners
Value weight - degree of presence of the factor 111

The most relevant factors for describing the IC in banks in R. Macedonia are presented in the
following table:

Factor -

Name Manifest variables Value weights
component
1 I.nterdeg;r:é::rca}i 2;;1:;13:1 and Ao e te e 4841
Xo25 Xi1s Xogs X1 X0 Xpg»
o000 Koo K s
2 Teamwork as factor for increasing Xy Xy 425
intellectual capital and working
performances
3 Good familiarity with employees, Xogo Xasl Xy 325
competition and customers is the
key to success of any bank
organization
4 Vocational development is the key X 1,60

to survival and development of
banking organizations
5 The significance of knowledge B8 1,24
management for survival and
growth of banking organizations
6 Business relations as a source for Xy 1,11
intellectual capital
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Accordingly, the most relevant factors (in statistical sense) for describing IC in the banking
sector are:
1. Interdependency of human and structural capital

2. Teamwork as factor for increasing intellectual capital and working performances

3. Good familiarity with employees, competition and customers is the key to success of any
bank organization

4. Vocational development is the key to survival and development of banking organizations

5. The significance of knowledge management for survival and growth of banking
organizations

6. Business relations as a source for intellectual capital

Comments and concluding observations regarding the research

The purpose of this research is not to identify precise measures of IC for different banks, but to
broaden the perspectives of the observed IC in order to generalize those measures and make them
usable in the banking sector in the R. Macedonia. They will enable broader application in
measuring IC and a possibility of comparison with other companies that do the same or similar
work. This research will enable banks in the R. Macedonia to better use and faster develop the
knowledge that creates value and thus, they will increase their efficacy and competitiveness and
that, in its turn, will provide further prosperity. Basically, the results of this research are important
information that would enable banks to more effectively measure, inform and manage their key
resource, the intellectual capital. The set of proposed indicators should not be considered as being
a final list of indicators relevant for any bank in the R. Macedonia, but they should serve only as a
basis for assessing, selecting and defining relevant indicators for measuring IC in different banks
in the R. Macedonia, according to their particularities and specificities. It means that the proposed
set of indicators for measuring IC in the banking sector should be improved and further developed
according to the actual needs of the banks. The result of this research is quality information that
will contribute to further development and more effective management of IC in the banking sector
of the Republic of Macedonia. Also, the results of this research enrich the existing knowledge and
experience in the field of measuring IC. The established class of IC indicators in the surveyed
banks included in the extract creates an opportunity for comparing intellectual capital in different
banks in the banking sector in the Republic of Macedonia. Based on the provided information,
numerous management initiatives and corrective activities may be proposed in order to improve
and develop the existing IC. With the report on IC, banks are made aware of their intangible
resources; they discover their hidden potentials and reserves, they better use and faster develop
their knowledge and become more competitive on the market. It also improves the basis for
superior strategic management in banks and making better strategic decisions.

- The interdependency of human and structural capital in the banking sector most relevantly

describes the management of intellectual capital. Namely, according to statistical
indicators, this factor has value weight of 48.41.

- Human capital is most relevantly described by the second, the fourth and the f.fth factor,
or in other words, teamwork and employees’ willingness to transfer their knowledge and
experiences to others, importance of professional development, as well as effective
knowledge management as factors for efficient and effective completion of activities and
key resource for achieving competitive advantage.

- Structural capital is most relevantly described by the third factor, namely, database
management as a source for permanent growth and development.
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Relational capital is most relevantly described by the sixth factor which emphasizes the
importance of maintaining communication and cooperation with stockholders, investors
and business partners.

With analysis of value weight factors it is possible to derive the following conclusions about
the degree of presence of certain characteristics on the basis of presence of motivational variables:

Considering the first factor, the following motivational variables are of greatest importan-
ce: The existence of a complete documentation system, good cooperation among employ-
yees from different parts of the organization and innovating products, services and
processes as variables of structural capital. Motivational variables of human capital that ha-
ve greatest importance for this factor are the following: Having employees who possess
knowledge required for successful work of the organization, familiarity with business
processes and procedures, good relations among managers and motivated employees who
perform their duties professionally. It may be concluded that good relations and commu-
nication exist in different sectors or departments among managers, as well as among
employees. But the motivational factor x,, does not manifest in any of the key factors,
even though it refers to relations between directors and employees. This means that
although 72.97% of the respondents agree that relations between managers and employees
are good and proper, this variable does not have crucial importance for efficient and
effective realization of assigned tasks. It is important that the variable x,, - business
success is a result of managing methods of the chief manager - does not manifest in any
factor, which corresponds with the answers to this question. Namely, half of the respon-
dents think that business success is not a result of managing methods of the chief manager.
This variable does not exist as key factor in human capital as well. Namely, important key
factors of human capital are: employees’ efficiency, expert knowledge of the employees,
teamwork and knowledge sharing, motivation and employees’ experience. Good
familiarity with business procedures - x, is a factor for successful work, and it is a result
of employees’ professional development - x,,, which is also a good motivational factor.
First key factor does not include the variable x,, - the interest of the organization always
comes before the interests of any employee, which means that there are no shared values
and beliefs within organizations and that may be due to exclusion of the variable x,, - lack
of good relations between managers and employees.

It is typical that the motivational factor x,, - in every organization there is a motivational
system which is incorporated in the first factor, but obviously motivation is a result of the constant
rewarding of employees according to their ideas and innovations - variable x, , and not a result of
existing system for rewarding good ideas, because the variable x,, does not manifest in any key

factor.

Of particular importance is teamwork as factor for achieving better results and working
performances. The fact is that teamwork is a modern and flexible way of organizing
employees in banking organizations and it has the following advantages: increased
employee motivation, increased productivity, greater employee satisfaction, greater
commitment to the goals of the organization, better communication among members,
improvement of business skills, increased business flexibility, significantly reduced costs,
and so on. In teamwork, group of people cooperate in order to participate in the overall
success of the organization. Members should understand that priority is mutual and not
individual interests. But according to statistical indicators, exactly that is not present in the
key factors. In other words, the abovementioned variable™'¢ is not present in the
discovered key motivation variables. Also, the motivational variable Fas appropriate
teams are formed according to the problem at hand - is not present in this context. Here the
lack of good relations between managers and employees is apparent. Namely, the
combination of knowledge is different for each problem. From that point of view, the
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managing structure should initiate and support the process of creating appropriate teams,
which will help to improve the overall working performances.

The existence of databases for employees is a key factor for intellectual capital, and that is
supplemented with the presence of the fifth factor - knowledge management as a key factor
for managing intellectual capital. It would cause major problems in case some of the
employees decide to leave the organization, is also an important motivational variable of
this factor*2. Namely, if some of the employees leave, there would be an outflow of
knowledge in the organization and if the organization does not have nourishing methods,
the knowledge of those people will be forever lost. From that perspective, employees in
banking organizations should understand the importance of knowledge bases, and thus
manage their knowledge. To this is added the fact that the organization consists of
employees who contribute to adding value and increasing the total value of products or
services. That helps to create personalized relationship with employees which in turn
would increase productivity, employees would be more motivated and in general, a better
working and friendly atmosphere would be created. If this approach is combined with
appropriate methods of rewarding, decentralization of decision-making processes and
delegating tasks, a feeling of belonging to the organization, healthy organizational culture,
modern management approach, it will increase the working creativity and innovation as
well as synergize the goals. In this context, it is important to denote that the variable 3! -
there is a database for customers and that is not manifested in any of the key factors, which
brings one to the conclusion that employees got very familiar with the market and the
customer profile neither on the basis of the existing database nor on the basis of the
continuous communication with existing users - variable ", nor monitoring the customer
satisfaction - variable ™35 which also does not manifest in any of the key factors, but on the
basis of well-developed electronic network which actually contributes to the development
of good sales, marketing and distribution network. With such a developed distribution or
sales network, banking organizations can achieve lowering the costs while at the same time
increasing the quality of products or services. Hence the conclusion that employees use
ICT to get familiar with the market, competition and clients, as well as to nourish
knowledge and create a database for employees, but not_to increase the level of
communication and cooperation - lack of motivational variable ™1° .

Vocational development of employees stands out as a separate key factor for adding new
value to products as well as for survival and development of the organization. Namely,
because banking organizations constantly improve their processes, products and services,
arises the need for continuous upgrading the existing and adopting new knowledge. That is
the reason why variables Y24 and *20 are present. Namely, the employees are aware of the
importance of continuous training (which is some sort of organizational culture), but not
only in the field of banking product, services, processes or documentation, but also training
that has to do with getting familiar with the market, competition, clients, communication,
people, technology, customer satisfaction, and so on. If rewarding is in accordance with the
completed trainings, it contributes to devotion and commitment of employees in
performing the assigned tasks.
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