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CHAPTER 5
CONCLUSIONS, LIMITATIONS AND
RECOMMENDATIONS

5.1 INTRODUCTION

The aim of the research was to determine whether there is a relationship
between the personality traits and the work performance of credit controllers in
Bankfin. In this chapter the empirical results reported in chapter four will be
interpreted and the research findings will be related to the context created by

the literature review in chapter three.
5.2 FACTORS INFLUENCING INTERPRETATION

The research results need to be interpreted against the background of
statistically significant extraneous variables, the problematic measure used for
the dependent variable and the sample size (which has an effect on the

statistical power of the study).
5.2.1 The significant extraneous variables

The amount of effort spent on gauging the influence of extraneous variables on
the relationship between personality variables and performance in the current
study can be justified by the fact that the research was conducted in the context
of the organisation as a system (see chapter two, section 2.8). It was not
possible to control the multitude of influences on work performance in the

organisational system in order that the effect of personality traits could be
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studied in isolation. Extraneous variables were therefore also considered to

enhance an understanding of the organisational system.

Two extraneous variables were found to have a statistically significant
relationship with performance at the 0,01 level of significance: ‘geographical
location” and ‘quality of portfolio’. These extraneous variables were taken into

consideration in further analysis with the following results:

5.2.1.1 Geographical location

The correlation of personality variables with performance yielded a list of
correlations with small effect sizes. This list changed dramatically in the
correlation of personality variables with performance when ‘geographical location’
was partialled out. Moreover, in the stepwise multiple regression analysis where
‘geographical location” was included alongside personality variables as predictors
of performance, ‘geographical location” came out as the strongest predictor of
performance while two more personality variables, Conceptual (TS5) and

Conscientious (TS11), were added as predictors with a significant contribution.

There are some obvious differences between the work of rural and urban credit

controllers:

(1) In section 4.4.2 (2) mention was made that the portfolio size in rural
areas is often limited to the number of accounts that the Bankfin branch
has in the particular town. If there are fewer accounts to focus on, it may
enhance the opportunity of the credit controller to perform better. This is
confirmed by the average portfolio size of 1385 for rural credit controllers
compared to the average portfolio size of 2164 for urban credit

controllers.
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(2) In section 4.4.2 (3) and (5) the more personal nature of the relationship
between credit controllers and customers in rural areas were discussed,
which could also be a mediating factor in the work performance of rural

credit controllers.

The representativeness of the sample may have influenced the results with
regards to geographical location. Whereas 49% of the population consisted of
urban employees and 51% of rural employees, 61% of the sample consisted of
urban employees and 39% of rural employees. This skewed representation was
a direct result of the competing needs of sample size and cost (see chapter
three, section 3.2). There may therefore be a sampling error (Keller and
Warrack, 2000) due to the skewed representativeness of geographical location.

The effect of such a possible error is, however, unknown.

The effect of ‘geographical location’ on performance should be taken into
consideration when management and credit controllers contract performance
goals. Figure 2.2 in chapter two shows that work performance depends on the
willingness to perform, the capacity to perform, and the opportunity to perform.
It seems that, whereas all credit controllers have identical performance contracts
the opportunity to perform of urban credit controllers and the opportunity to
perform of rural credit controllers is not identical. Should this trend continue and
become visible, it may be perceived as unfair, eventually influencing the
willingness of those credit controllers who feel that they are at a disadvantage,

to perform.

Future researchers in this area may also specifically investigate differences

between the rural and urban groups.
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5.2.1.2 Quality of portfolio

‘Quality of portfolio” proved to be a particularly problematic extraneous variable.
‘Quality of portfolio” influenced the relationship between personality variables and
performance. The statistically significant correlations that were found in the
correlation between personality variables and performance as well as the list of
correlations with small effect size changed dramatically when ‘quality of portfolio’
was partialled out. In the stepwise multiple regressions where ‘quality of
portfolio” was entered as predictor, first with personality variables and then also
with personality variables and ‘geographical location’, ‘quality of portfolio” came
out as the strongest predictor of work performance, accounting for 52,4 % of the
variance of work performance. Even the strong predictive value of ‘geographical
location” discussed in section 5.2.1.1 was totally overpowered by the predictive
value of ‘quality of portfolio’. Despite this strong predictive relationship,
Conceptual (TS5) and Detail Conscious (TS10) still also come out at statistically

significant predictors in the regression model.

Futhermore, the measure of ‘quality of portfolio” and work performance seem to
overlap as discussed in section 4.6.1.2 (a). If a client falls into arrears, the
behaviour scoring, which influences ‘quality of the portfolio’, decreases. Poor
performance may therefore be both a result and a cause of poor ‘quality of

portfolio’.

5.2.2 The dependent variable (performance)

The three sub-measures of the performance measure are problematic in the
sense that ‘percentage delinquent accounts’ includes ‘percentage accounts in
arrears two months or more’ and ‘percentage customer complaints’ was based
on a very poor distribution amongst the sample. Although the researcher chose

to use the dependent variable in the format that the bank uses it, including all
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three sub-measures, future researchers may want to use a less problematic
measure for work-performance. Furthermore, the measure for work
performance includes only hardcore measures while other aspects of job
performance such as relationships with colleagues have been omitted. The

construction of the performance measure is thus limited.

There is also the matter of overlap in measurement between the extraneous
variable ‘quality of portfolio” and performance as discussed in section 4.6.1 (a).
It is recommended that the bank should review the validity of their performance
measure, taking both the validity of sub-measures and the influence of ‘quality of

portfolio’ on performance, into consideration.

5.2.3 The sample

The required sample size for a statistical power level of 0,8 in the current study
would be n = 153 as discussed in section 3.2. The researcher used a sample of
convenience in an attempt to balance the competing elements of cost and
statistical power. The resulting sample was n = 89, which has important

consequences for the interpretation of the results.

The statistical power of this study was calculated at 0,59 as reported in section
4.2.1, which is somewhat low compared to the required level of 0,8. The lower
the statistical power, the higher the probability of making a type II error, which
implies not rejecting a false null hypothesis, i.e. not finding relationships which

are there.

5.3 INTERPRETATION OF RESULTS

The results of the study are summarised in Table 4.21. The relationship

between personality variables and the work performance of credit controllers in a
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bank is very difficult to pinpoint exactly because of the limitations of extraneous
variables, the limited power of the present study, and the problematic nature of

the dependent variable as discussed in section 5.2.

In summary, if only statistically significant relationships are considered, there
were three personality variables that were found to have a statistically significant

relationship with the work performance of credit controllers in the bank:

(1) Conceptual (TS5): the higher the score on Conceptual, the poorer the

work performance of the credit controller.

(2) Detail conscious (TS10): the higher the score on Detail Conscious, the

better the work performance of the credit controller.

(3) Conscientious (TS11): the higher the score on Conscientious, the better
the work performance of the credit controller. This finding supports the
previous research by Barrick and Mount (1991) as discussed in section
2.9.

The level of statistical significance of these relationships varied under different

circumstances as can be seen in Table 4.21.

Due to the importance of effect size as discussed in section 3.4.2.4 (c) the
following 20 relationships that were not statistically significant, but whose effect
size can be interpreted at least as small (r = 0,1), could also be seen as

important:

(a) Persuasive (RP1): the higher the score on Persuasive, the better the work

performance of the credit controller.
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Outspoken (RP3): the higher the score on Outspoken, the better the work

performance of the credit controller.

Outgoing (RP5): the higher the score on Outgoing, the poorer the work

performance of the credit controller.

Socially Confident (RP7): the higher the score on Socially confident, the

poorer the work performance of the credit controller.

Democratic (RP9): the higher the score on Democratic, the better the

work performance of the credit controller.

Caring (RP10): the higher the score on Caring, the poorer the work

performance of the credit controller.

Data Rational (TS1): the higher the score on Data Rational, the better the

work performance of the credit controller.

Evaluative (TS2): the higher the score on Evaluative, the better the work

performance of the credit controller.

Conventional (TS4): the higher the score on Conventional, the better the

work performance of the credit controller.

Innovative (TS6): the higher the score on Innovative, the poorer the work

performance of the credit controller.

Variety Seeking (TS7): the higher the score on Variety Seeking, the poorer

the work performance of the credit controller.
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Adaptable (TS8): the higher the score on Adaptable, the better the work

performance of the credit controller.

Forward Thinking (TS9): the higher the score on Forward Thinking, the

poorer the work performance of the credit controller.

Rule Following (TS12): the higher the score on Rule Following, the better

the work performance of the credit controller.

Relaxed (FE1): the higher the score on Relaxed, the better the work

performance of the credit controller.

Worrying (FE2): the higher the score on Worrying, the poorer the work

performance of the credit controller.

Optimistic (FE4): the higher the score on Optimistic, the poorer the work

performance of the credit controller.

Vigorous (FE7): the higher the score on Vigorous, the better the work

performance of the credit controller.

Competitive (FE8): the higher the score on Competitive, the better the

work performance of the credit controller.

Achieving (FE9): the higher the score on Achieving, the better the work

performance of the credit controller.

The results of this study support the previous research (as discussed in section

2.9) which found that there is a relationship between personality and work
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performance, expanding the body of research to include the specific discipline of

credit control within the banking industry.

5.4 CONCLUSION

The research hypotheses were as follows:

Ho: There is no significant relationship between the personally traits of credit

controllers and their performance results.

Hi:There is a significant relationship between the personality traits of credit

controllers and their performance results.

H,: Specific personality traits can be identified that will predict good and poor

performance in credit control.

The null hypothesis is rejected based on the relationships between personality
traits of credit controllers and their performance results as discussed in section
5.2, which also answers the general research question, “Is there a relationship
between the personality traits of credit controllers and their work performance in

a bank?”

The specific research question, “What are the measurable personality traits that
can be used to predict good performance results for a credit controller in a
bank?” has also been answered by the identification of the 23 important
relationships although the limitation of low statistical power caused by a too

small sample may have an important influence on the results.
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Despite the limitations of this study, the researcher is of the opinion that it adds
to the body of evidence that there is a relationship between personality and work

performance, some of which was discussed in section 2.9.

Barrick and Mount (1991), in their meta-analysis of 117 studies (see section 2.9)
suggest that one dimension of the Big Five dimensions of personality,
conscientiousness, showed consistent relations with the performance for all
occupational groups while the correlations of the other four personality
dimensions varied by occupational group. It is interesting to note that
Conscientiousness (TS11) also has a statistically significant relationship with

performance in this study.

5.5 LIMITATIONS

The following limitations have been identified in the present study:

(1) Sample size: The sample size of 89 resulted in a statistical power of 0,59
which compares poorly to the required statistical power of 0,8 as
discussed in section 4.2.1.

(2) Representative sample: Due to the convenience method of sampling used
by the researcher, the percentage of rural participants was low (39 % of
n) compared to the population (51 % of N). This is especially limiting
since ‘geographical location’ was found to be a statistically significant

extraneous variable.

(3) Extraneous variables: Two statistically significant extraneous variables,
the have a strong influence on the relationship between personality
variables and work performance, were identified. ‘Geographical location’

not only has a statistically significant relationship with work performance,
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but it can be seen as important because of the poor representation of
rural credit controllers in the sample. “Quality of portfolio” not only has a
statistically significant relationship with work performance, but it
contaminates work performance because it is a cause as well as an effect

of work performance.

Measurement of the independent variable: The measure use for
personality variables, OPQ32i, is controversial because of the ongoing
debate about the validity of ipsative scales for studies that make

comparisons between individuals. See section 2.6.2.5.

The criterium used for performance posed problems in terms of three

aspects:

- the inter-correlation of two of the sub-measures;

- the weak distribution of the third sub-mearue in the sample; and

- the limitation of only using hardcore aspects of performance while
other aspects of performance, like relationships with colleagues,

may also be important.

There may have been other important extraneous variables that were not
identified during the focus group because the process followed to identify

extraneous variables was very simplistic.

All job incumbents were selected for the position of credit controller by
means of psychometric testing and this may have resulted in restriction of
range for some of the personality traits. Information on all applicants was
not available and as a result no corrections for the restriction of range

could be made.
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The study was limited to one business unit of one organisation.

5.6 RECOMMENDATIONS

Recommendations for future researchers in this field:

(1)

(2)

(3)

4)

()

(6)

Future research in this field should be supported by a bigger sample to

increase the statistical power of the study.

Future research in this field should also be supported by a more
representative sample, specifically with regards to extraneous variables

that have an effect on the dependant variable.

Future researchers may want to attempt a more comprehensive approach

to identify extraneous variables.

Future researchers may want to improve the measurement of
performance, possibly using only one of the sub-measures with a very
high inter-correlation and also gathering performance data over a longer
period of time so that a clearer picture of the third sub-criterion of

performance, customer complaints, can be obtained.

Future researchers will benefit by obtaining information on all applicants
for a position so that corrections can be made for possible restriction of

range.

Similar studies should be done over a broader spectrum of business units
in that organisation or over a broader spectrum of organisations to enable

more generalisable conclusions.
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Recommendations to the management of the credit control discipline in Bankfin:

(@) The effect of geographical location should be taken into consideration
when performance goals are contracted with credit controllers in order to
be fairer to them. Geographical location seems to have a significant effect
on the performance of credit controllers, with credit controllers in rural
areas on average performing better than credit controllers in urban areas

when using the current performance criteria.

(b)  The sub-measures used for performance should be reviewed in the light

of limitations discussed in section 5.2.2.

5.7 CHAPTER SUMMARY

This chapter included interpretations of the results against the background of the
limitations of sample size, extraneous variables and the problematic criterion
measure. Conclusions were made where the results were linked to the initial
purpose of the study. Recommendations were made both to future researchers
in this field and to the management of Bankfin in terms of some performance

management issues. The limitations of the study were finally summarised.
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