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THE IMPACT OF KNOWLEDGE MANAGEMENT ON THE PROFITABILITY OF BANKS IN NIGERIA (CASE STUDY OF FIRST BANK NIGERIA AND GUARANTY TRUST BANK NIGERIA)
TAIBAT TAIWO LAWAL
In today's fast-paced business world, knowledge management is critical. Knowledge management is the act of producing, distributing, and utilising knowledge within an organization in order to provide people with the information they need to do their jobs effectively. Banks with effective knowledge management practices will be able to improve their performance and hence increase their profitability. The secondary data is informed by the works of; Abusweilem and Abualous (2019), Shih et al (2010), Grimsdottir and Edvardsson (2018), Ikechukwu (2016), Omotayo (2015), Jayasundara (2008). ‘Any organization that dynamically deals with a changing environment ought not only to process information efficiently but also create information and knowledge’ (Nonaka 1994). ‘To gain competitive advantage, banks must use the knowledge management concept as a purposeful asset key to product and process innovation, executive decision-making, and organizational adaptation and renewal,' according to Gakuo (2017). This study investigates knowledge management in the Nigerian banking sector and how it is implemented with selected banks in Nigeria, Lagos. In this study, a qualitative data analysis was employed. The study's population was n=5, and the primary data was collected through a semi-structured interview with a total of 16 open-ended questions. The findings revealed that in Nigerian banks and other companies, knowledge management is a critical success element. It has a major influence on Nigerian banks' profitability as well as the services they provide to their clients. When it comes to implementing knowledge management, however, the chosen Nigerian banks confront a variety of obstacles. In conclusion, the study recommends that banks invest more in knowledge management, that bank workers should not hoard essential organizational knowledge, and that banks optimize how vital information reaches all employees in a timely manner. 
Kerwords: Banking, Knowledge Management, Research Methods, Qualitative, Thematic Analysis
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[bookmark: _Toc81490909][bookmark: _Toc81562655]1.0 DESCRIPTION OF TOPIC
The research topic is "The Impact of Knowledge Management on the Profitability of Banks in Nigeria (Case Study of First Bank Nigeria and Guaranty Trust Bank Nigeria)". This research aims to assess the impact of knowledge management in banks in Nigeria, measuring the effectiveness of banks profitability as the key performance indicator. Knowledge Management (K.M.), an exciting topic to both researchers and practitioners, plays a vital role in today's ever-growing 21st-century competitive business environment. Knowledge management impacts organizational performance in so far as it drives competitive advantage, facilitates innovation and helps achieve organizational goals. According to Epetimehin and Ekundayo (2011), if individuals and organizations are determined, concrete and action oriented, K.M. processes can significantly benefit. Knowledge management is the process that assists the organization to develop, select, store, recover and transfer information and expertise necessary in the organization in order to improve the organizational performance (Gupta et al., 2000). 
According to (Tadesse, 2019), Knowledge management is a process whereby information is converted into actionable knowledge and making it readily available in a usable format to those who can use it. Knowledge management is widely acknowledged as a critical tool for maintaining competitive advantage and enhancing performance (Nasser H. Zaied et al., 2012). knowledge management is a process that transforms individual knowledge into organizational knowledge. Organizations can improve their performance by developing, acquiring, organizing, and utilizing knowledge (Rašula et al., 2012). 
While trying to research the selected case studies to understand if there are good knowledge management practices in each bank and if they influence their organizational performance, the definition by (Gupta et al., 2000) is well explanatory for individuals to understand and know that knowledge management has a positive impact on improving organizational performance. 
The main questions this research topic aims to address are.
1. How do Nigerian banks implement knowledge management?
2. How can Nigerian banks boost performance through the implementation of knowledge management? 
3. How has knowledge management affected the customer's experience of the bank?
The listed questions will help provide a framework for the research and help determine relevant/specific topics and areas to explore. Omerzel (2010) advises measuring the impact of knowledge management on growth and profitability.  Furthermore, he explained that acquisition at the individual level and applying knowledge management processes at the organizational level could positively impact organizational performance. In addition, Omerzel explains that organizations implementing knowledge management are more likely to have improved growth and profitability than organizations that lack such quality.

[bookmark: _Toc81490910][bookmark: _Toc81562656]1.1 AIMS AND OBJECTIVES OF THE RESEARCH
This section of the dissertation will identify the background to the research objectives, outline the issues related to the study, justification of the research topic, and the academic areas and discipline associated to the researchable topic.
The research aims to evaluate the impact of knowledge management on the performance (profitability) of First Bank and Guaranty Trust Bank in Nigeria using the following objectives.
1. To investigate knowledge management in terms of the banking sector.
2. To produce evidence-based bonding in investigate how Nigeria banks implement knowledge management.
3. To Make evidence-based recommendations in relation to knowledge management and performance in Nigerian banks and further research in this field.



[bookmark: _Toc81490911][bookmark: _Toc81562657]1.2 BACKGROUND TO RESEARCH
This section provides a background to the research study measuring the impact of knowledge management in increasing growth and profitability. This dissertation aims to have a clearer insight into how Nigeria's selected banks have implemented knowledge management practices to help organizations improve their performance (Profits), growth, and competitive edge. Different researchers have carried out many studies on how K.M. has a positive impact on increasing performance; Salamzadeh, (2015). Rašula et al., (2012) Abuaddous et al., (2018).  According to  (Abuaddous et al., 2018), to attain organizational improvement, it is advantageous to invest in knowledge management resources to achieve organizational performance enhancement, given that knowledge management resources are directly and indirectly related to it when executed successfully. As a field of study, Knowledge management has existed for more than 30 years, and it has moved past academic theory to a crucial element of organizational life (Girard and Girard, 2015). 
The importance of knowledge management cannot be overemphasized since it is a crucial tool needed in every organization to sustain. Banking industries play a vital role in the economy; with the fast pace at which the business world is moving, commercial banks need to sustain their growth and profits over other competitors. In Nigeria, there is high competition amongst banks. There is a need for effective and efficient knowledge management practices to help improve and sustain the bank and have a competitive edge, thus increasing their services rendered with a positive effect on their growth. 

[bookmark: _Toc81490912][bookmark: _Toc81562658]1.3 ISSUES AND CHALLENGES
The research on banks in Nigeria shows that banks deliver inefficient services making people distrust the banking sector leading to bad debts and low savings, which is a critical problem Nigerian banks face. In 2010 some Nigerian banks faced a financial crisis that made the Central Bank of Nigeria (CBN) infuse 600 billion naira ($3.96 billion) into the Nigerian banking sector to help recapitalize the banks (Chiakwelu, 2009). Like many others globally, Nigerian banks experienced a liquidity crisis and credit crunch caused by excessive lending.  Inefficient service delivery, public distrust of the banking industry, a rise in bad loans, and extreme poverty make it difficult for ordinary Nigerians to deposit money in banks (Emmanuel Abara, 2019). 
Iguisi and Odeki (2019) posit that the Nigerian banking crisis may in part have happened due to inadequate knowledge management systems with no proper management of relevant information till they discovered they were failing. A post-2010 analysis of Nigerian banks shows that knowledge management has a significant impact on banks performance. Gray, (2011) as cited in Gaku (2017), suggests that through successful knowledge capturing, sharing and creation, organizations can better their effectiveness, therefore, strengthening their performances.  
Based on my experience in the Nigerian banking industry, I have had the opportunity to witness events whereby there is a misunderstanding between the customer and the bank staff due to miscommunication and sometimes negligence on the customer's part. Knowledge management is a critical instrument for success for organizations like banks to maintain their growth/profit and get a competitive advantage.  Every existing company's goal is to make a profit to help sustain the business. However, there is a high probability of challenges arising if the company's strategy is not knowledge-driven.
Previous research on knowledge management claims it has a considerable impact on organizational performance regardless of the company or sector studied. Some of the previous studies includes; Guako & Rotich ('Effect of strategic knowledge management on the performance of commercial banks in Kenya'), Tanaji ('Benefits of knowledge management system for banking sector), Salamzadeh ('Investigating The Role of Knowledge Management in Organizational Innovation and Its Effect on Organization's Performance. Case study: Tax affairs general administration of Yazd province').







[bookmark: _Toc81490913][bookmark: _Toc81562659]Chapter Two
[bookmark: _Toc81490914]Literature Review
[bookmark: _Toc81490915][bookmark: _Toc81562660]2.0 LITERATURE REVIEW	
This section provides a background in-depth of the research topic by introducing the primary terminology. The literature review will be examined first using the core terminology, explaining the research's concepts and theories, which will inform the design of the conceptual framework.

[bookmark: _Toc81490916][bookmark: _Toc81562661]2.1 CORE TERMINOLOGY 
[bookmark: _Toc81490917][bookmark: _Toc81562662] 2.1.1 KNOWLEDGE
Knowledge has become a vital driving force in the development of every organization in the twenty-first century. Knowledge drives new ideas and innovation, which boosts productivity and creates new goods, businesses, employment, and money (Henderson and Abraham, 2004). Abusweilem and Abualous (2019) defined knowledge as a means for both individuals and firms to efficiently achieve their objectives and goals; it is also the basis for their improvement and successes. Knowledge has become one of the most significant components of production in addition to human resources and capital.  Furthermore, it is a commodity in modern organizations and the main driver of economic growth and the catalyst for technological advancement and productivity. 
According to (Thomas, 2002) , Knowledge is generated by increased human input applied to raw data to alter it into information. With extra-human input applied, knowledge is transformed into expertise and ultimately into wisdom. Thomas also explained that we inspire, reward knowledge sharing behaviour, and speak to the cultural changes necessary to change from "knowledge is power" to "knowledge sharing, and reuse is the key to success". 
[bookmark: _Toc81490918][bookmark: _Toc81562663]2.1.2 TYPES OF KNOWLEDGE
"Any organization that dynamically deals with a changing environment ought not only to process information efficiently but also create information and knowledge" (Nonaka, 1994, pg.14).
TACIT KNOWLEDGE
Tacit knowledge is automatic, requires hardly any time or thought and assist in determining how firms make a decision and it impacts the combined behaviour of their members according to (Liebowitz and Beckman, 1998), as cited by (Smith, 2001). Tacit knowledge is consequently that essential piece of knowledge that individuals generally hold but cannot willingly express. It is expertise, skill, and know-how against codified knowledge (Dampney et al., 2007).                                         
EXPLICIT KNOWLEDGE
Explicit knowledge has to do with the knowledge with high clarity, which can be encoded and described formally (Zhang Jianhua, 2010) as cited in (Zhang Renping et al., 2021). It can be compacted into smaller summary symbols encoded by language in written word or machine; it can be expressed and extensively dispersed throughout the organization. It can be managed for higher success in the organization (Olomolaiye and Egbu, 2005). Koulopoulos and Frappolo (1999) cited in Liyanage et al. (2009) describe explicit knowledge as that knowledge that can be articulated in formal language and effortlessly transferred amongst individuals.

[bookmark: _Toc81490919][bookmark: _Toc81562664]2.2 KNOWLEDGE CONVERSION (SECI PROCESS)
Nonaka, (1994) To enable the connection between explicit and tacit knowledge, four models of knowledge were constructed.
· SOCIALIZATION
Socialization is a type of knowledge conversion that helps us to transform tacit knowledge through interaction between individuals. One major point here is that individuals can gain tacit knowledge without language. The crucial element to gaining tacit knowledge is experience. In the absence of some form of shared experience, it is tremendously hard for people to share their thought processes.
· COMBINATION
This involves using social processes to combine separate bodies of explicit knowledge held by individuals. Individuals swap and combine knowledge through knowledge exchange mechanisms such as meetings and telephone conversations. The rearrangement of existing information through re-categorization, adding, recontextualizing, and sorting explicit knowledge can create new knowledge.
· INTERNALISATION AND EXTERNALISATION
Modes of internalization and externalization relate to patterns of conversion involving both tacit and explicit knowledge. These modes express the idea that tacit and explicit knowledge are complementary and can widen over through mutual interaction. The interactions comprise two different operations: converting tacit knowledge into explicit knowledge (externalization) and converting explicit knowledge into tacit knowledge (internalization).
 Figure 1 - Modes of Knowledge Creation
[image: ]
Nonaka, I. (1994) 'A Dynamic Theory of Organizational Knowledge Creation'. Organization Science.                                                                                                                              Pg.19

[bookmark: _Toc81490920][bookmark: _Toc81562665] 2.3 KNOWLEDGE MANAGEMENT (K.M.)
Knowledge management is the practice of selectively utilizing past experiences to present and future decision-making activities to ensure organizational effectiveness is improved. Additionally, knowledge management is a system developed to ease the capture, storage, retrieval and reuse of knowledge (Jennex, 2007). Knowledge management deals with gaining knowledge, using knowledge and knowledge reconfiguration (Sayyadi, 2019) stated. Knowledge management was further explained by Philippovich and Serzhankyzy (2019) as adopting and executing knowledge management practice, which can be considered a step forward for companies willing to integrate with the knowledge base economy. K.M. entails changing knowledge resources by recognizing important information and dispersing it so that learning can occur. Knowledge management strategy encourages the sharing of knowledge by people and connecting them to information to learn from recorded experiences (Armstrong, 2006).

[bookmark: _Toc81490921][bookmark: _Toc81562666]2.3.1 KNOWLEDGE MANAGEMENT PROCESS
The Knowledge management processes are various activities that an organization establishes for the dissemination and use of knowledge. Managing knowledge is a continuous process where one form of knowledge is changed into another (Grimsdottir and Edvardsson, 2018).
To understand the knowledge management process, Grimsdottir and Edvardsson explained further the knowledge management process (K.M.P.).

· KNOWLEDGE ACQUISITION AND GENERATION 
Acquisition in Knowledge management deals essentially with tacit knowledge even though it also obtains explicit knowledge. Nevertheless, before knowledge is gained it is crucial to know the knowledge that the organization has and needs to ensure it meets its objective which is called "knowledge Identification". Knowledge generation focal point is knowledge creation for exploration and knowledge exploitation. 

· KNOWLEDGE CAPTURING
In a knowledge-based organization, knowledge capturing is another crucial feature or component of knowledge management. It involves.
1. Technology: Various technologies can be used for easing the creation and sharing of knowledge. Information technology is a crucial instrument in the knowledge management, and it is used for successful services in an organization.
1. Knowledge Mapping: This is a technique used to recognize where knowledge lies within an organization. It requires the procedures of questionnaires, interviews and occasionally observations. The questionnaire should point out persons within the organization with exceptional knowledge or expertise. 
· KNOWLEDGE ORGANIZATION
For easy access and retrieval, the knowledge acquired, generated, or created needs to be organized accordingly, which is the point of organization of knowledge. Librarians as information practitioners, arrange knowledge in a documented form called information resources through classification and cataloguing. 

· KNOWLEDGE STORAGE
For the sake of posterity, access and use the knowledge created or acquired needs to be duly stored and preserved.

· KNOWLEDGE SHARING
To ensure knowledge is shared and prevent knowledge hoarding, an organization must ensure certain measures(incentives) are put in place.

· KNOWLEDGE APPLICATION
Knowledge should essentially be put to effective and well organized use to fill a gap or need when it is shared among people in the organization and it must be used to solve a problem.

K.M. is on the sharing of knowledge, not on the distribution or dissemination. While knowledge can be obtained at the individual level, for it to be useful, it must be distributed by a community, this is often described as a community of practise. An example is, if only one person knows the organizational rules and procedures, such rules and procedures would not be useful and meaningful. On the flip side, to regulate group activities rules and procedures must flow within the organization, according to (Shearer and Bouthillier 
2002).






Figure 2- Knowledge Management process
[image: ]
Shearer, K. and Bouthillier, F. (2002) 'Understanding Knowledge Management and Information Management: The Need for an Empirical Perspective'

[bookmark: _Toc81490922][bookmark: _Toc81562667]2.4 PROFITABILITY
According to (Amirthalingam and Balasundaram, 2013), The words profit and ability combine together to form the word profitability. The word profit has a clear definition, but the meaning of profit varies with the use and intention of the organization to make the profits. Therefore, the word profitability is defined as the potential of a given investment to obtain returns from its use. Amirthalingam and Balasundaram explained further that Profitability ratios estimate the organization capacity to generate profits and central investment to security analysis, shareholders, and investors. 
The primary measure of the overall improvement of an organization is profitability. The analyzing of profitability is crucial to the shareholders, creditors, prospective investors, bankers, and government just the same.
The general objective of a business is to earn at minimum a satisfactory return on funds invested in it consistent with sustaining a sound financial state. These satisfactory returns depend on various factors, including the type of business risk involved in business etc. 
An organization may cease to exist if it constantly fails to earn profit and erodes the investment capital. The profitability of an organization shows its financial capacity and it tends to improve the income earning capacity (Toshniwal, 2016)

[bookmark: _Toc81490923][bookmark: _Toc81562668]2.5 KNOWLEDGE MANAGEMENT IN BANKS
According to (Ikechukwu, 2016) who carried out research on knowledge management as a strategy for the safety of customers deposits in Nigerian banks, he concluded that knowledge management application is a critical factor in enhancing the reliability and security of online banking and enhancing customer's confidence in the banks.
It is essential that banks must utilize the knowledge management philosophy as a deliberate  asset central to product and process innovation, executive decision-making and organizational adaptation and renewal to achieve competitive advantage (Gakuo, 2017). Knowledge management plays an important role the banking sector for growth, sustainability, and profitability. Banks relates with customers in which their main aim is to deliver a good customer service thus increasing their revenue. Good knowledge management in banks has become crucial for banks to survive in this 21st century. Omerzel (2010) cited in (Yusof and Bakar, 2012) Deduced that organizations that use knowledge management are more likely to attain high growth performance than other organizations lacking that process. According to (Omotayo, 2015) Knowledge management is a crucial instrument for organizational survival, competitiveness, and profitability and a significant driver of organizational success.
 In the research carried out by (Jayasundara, 2008), another remarkable fact is that knowledge management encounters in banks highlight four essential management elements: individual learning, team learning, organizational learning, and customer learning. A successful knowledge management adoption could lead to improved profitability on investments and ultimately all sectors of banking industries will acquire a lot as a new avenue of competitive advantage. 
Do Nigerian banks really use knowledge management as part of their crucial tool? Jyoti and Rani, (2017) developed a conceptual framework of knowledge management as a tool for high organizational performance.

Figure 3 - Model of knowledge management, organizational performance, and high performance
[image: ]   
 Jyoti, J. and Rani, A. (2017, p177) 'High Performance Work System and Organisational Performance: Role of Knowledge Management'                                               
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                             
[bookmark: _Toc81490924][bookmark: _Toc81562669]2.6 PERCEPTION OF KNOWLEDGE MANAGEMENT IN INTELLECTUAL CAPITAL
According to (Shih et al., 2010), a study on Assessing Knowledge Creation and Intellectual Capital In Banking Industry explained that knowledge management and intellectual capital are crucial sources for competitive advantage and organizational performance. 
It was further explained that with extensive knowledge creation mechanisms, a process of knowledge management, banks can effectively increase their intellectual capital, which will boost organizational performance and give a competitive advantage over other organizations in their increasingly challenging business environments.
In further explanations, (Seleim and Khalil, 2011) analyzed that when I.C. is utilized and exploited accordingly, it boosts the organisation's absorptive capacity, which helps facilitate its knowledge management process properly. Knowledge can add value to organizations through intangible assets known as Intellectual Capital, as suggested by (Benevene and Cortini, 2010). The various studies of K.M. and I.C. from different authors show a positive relationship between an effective K.M. and I.C. in an organization to boost organizational performance and maintain good communication between the employees and the customers.
[bookmark: _Toc81490925][bookmark: _Toc81562670]2.7 FIRST BANK OF NIGERIA 
Sir Alfred Jones founded first Bank of Nigeria in 1984, First bank as its name implies, is one of the leading banks in Nigeria, leading in financing the Nigerian economy since 1947. First bank has expanded with more than 300 branches in Nigeria and other countries: Senegal, Ghana, Guinea, France, UK, Sierra Leone, France. F.B.N. has impressively improved in its profitability over the years. It is one of Nigeria's top 5 most profitable banks, with a total asset value of ₦7.243 trillion and its total equity of 712billion between September 2019 to 2020.

[bookmark: _Toc81490926][bookmark: _Toc81562671]2.8 GUARANTY TRUST BANK OF NIGERIA
GTB came into existence in February 1991, and it was founded by Fola Adeola and Tayo Aderinokun. G.T.B. headquarter is in Lagos, Nigeria, with different branches in Nigeria and subsidiaries in Kenya, Gambia, Ghana, Tanzania, Liberia, Rwanda, United Kingdom, Sierra Leone. G.T.B. is one of the ten richest banks in Nigeria with an asset value of ₦4,574 trillion and its total share equity of ₦755.549 billion as of September 2019 to 2020.

[bookmark: _Toc81490927][bookmark: _Toc81562672]2.9 CONCEPTUAL FRAMEWORK
A conceptual framework is a network of interconnected ideas that cooperatively develop a complete understanding of the phenomenon (Jabareen, 2009). A conceptual framework is a structure that the researcher feels best describes the natural evolution of the phenomena under investigation (Camp, 2001) as cited by (Adom et al., 2018). Adom et al. (2018) explained that conceptual framework is the researcher's description of how the research topic will be investigated. Furthermore, a conceptual framework describes the link between a study's variables and concepts.  The conceptual framework provided a point of reference for the supervisory relationship and an organizing framework for the written thesis. For the author, it also served as a learning tool (Berman, 2013).  Based on the research topic and seondary literature exploring the importance of Knowledge management in an organization, a conceptual framework for the study was developed.
[image: ]
                                                 Figure 4 –   Conceptual Framework
This study is constrained by the research subject (knowledge management), research context (Nigerian banks), and research participants (bank employees and clients).The works of Abusweilem and Abualous (2019), Armstrong (2006), Shih et al (2010), Amirthalingam and Balasundaram (2013), and others, which explain the importance of knowledge management in increasing bank profitability and providing quality service, are used to inform this study literature review (secondary data).  In order to achieve a final conclusion and answer the research questions for this study, the conceptual framework outlines the primary data collection instrument utilizing a qualitative technique (semi structured interview), a comparative qualitative analysis using codes and themes. 



[bookmark: _Toc81490928][bookmark: _Toc81562673]Chapter Three

[bookmark: _Toc81490929][bookmark: _Toc81562674]Research Methodology
[bookmark: _Toc81490930][bookmark: _Toc81562675]3.0 INTRODUCTION
[bookmark: _Toc81490931]This section looks at the methods utilized to conduct the research. This chapter aims to discuss the research paradigm, research approach, study design, data collection methods, and data access and research ethics issues. 

[bookmark: _Toc81490932][bookmark: _Toc81562676]3.1 RESEARCH
Research is a systematic and orderly collection, arrangement, and analysis of information with the ultimate purpose of making the research useful in decision-making (Kabir, 2016). As described by (Singh, 2006), research is the systematic and planned collection, analysis, and interpretation of facts to arrive at a reliable solution to a problem. Singh explained further that research is the most significant method for increasing knowledge, encouraging progress, and enabling man to better relate to his environment to achieve his goals and solve his difficulties. The systematic technique of enunciating the problem, generating a hypothesis, gathering facts or data, analyzing the facts, and obtaining specific conclusions in the form of solutions to the concerned problem or generalizations for some theoretical formulation is referred to as research (Kothari, 2004).
[bookmark: _Toc81490933][bookmark: _Toc81562677]3.2 RESEARCH PARADIGM AND OVERALL APPROACH
This section will elaborate on the research approach that will be used for this study. Paradigms are a group of fundamental beliefs a researcher holds on to when exploring a social experience from which he or she obtains a comprehension of these phenomena Guba and Lincoln, 1994; Saunders et al. (2012),  cited in Pessu (2019). A paradigm is a group of primary and presupposed assumptions that underwrite the composition of reference, method of theorizing, and how a group operates (Saunders et al., 2009). Depicted in figure 5, Saunders further developed a research philosophy and approached to study.
Philosophy and approaches to theory
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Saunders, M. et al. (2019) 'Research Methods for Business Students' 
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For this research, the approach that will be used will be interpretivism approach. The view of this approach is to be able to measure facts and to be able to analyse real data gathered from the research as it narrows down to my objective; to understand how knowledge management practice and how it is an effective tool for organizational performance. This research work will be carried out using a qualitative method to reach several audiences and analyze different respondent points of view. 

[bookmark: _Toc81490934][bookmark: _Toc81562678]3.2.1 INTERPRETIVISM APPROACH
The interpretivism paradigm is adopted for this study to convey what the participants know and feel; and to understand how they see things from their perspective by examining their reality by interpreting individuals understanding. According to (Thanh and Thanh, 2015), theoretically, an interpretive paradigm allows researchers to see the world via the participants' perspectives and experiences. 
As explained further, interpretive paradigm investigator uses those experiences to develop and interpret his knowledge from obtained facts when looking for answers for research. 
For interpretivists, understanding what the world means to the individual or group being studied is key to successful research. Understanding what the world means to the person or group being studied in the social sciences is crucial (Willis et al., 2007). Willis explained more that interpretivists prefer qualitative approaches such as case studies, interviews, and observation because they provide a deeper understanding of how people interpret the environment around them.

[bookmark: _Toc81490935][bookmark: _Toc81562679]3.3 RESEARCH DESIGN
Research design can be defined as the structure of research, i.e. the glue that holds all the components in a research project together. Simply put it is a plan of the proposed research work (Akhtar, 2016). The method that will be used will be qualitative, and this will include the use of interviews to query employees and customers of the banks. The use of interviews allows the researcher to understand the research participants better. Interviews helps particpants to express themselves and provide insights into how they experience knowledge management in their working lives. 
The research study is a case study approach (exploratory), using comparative analysis to compare the two selected banks in order for the researcher to get an answer to the research objectives, understand the research problems clearly and get to have new ideas and insight about the research study.

[bookmark: _Toc81490936][bookmark: _Toc81562680]3.3.2 QUALITATIVE METHOD
Qualitative research is an interpretative approach that attempts to gain insight into the specific meanings and behaviours experienced in a particular social phenomenon through the subjective experiences of the participants (Palmer and Bolderston, 2006). In its broadest meaning, qualitative technique refers to research that generates descriptive data, such as people's own written or spoken words, as well as observable behaviour (Taylor, n.d.).


Furthermore, Pritha (2020) explain that comprehension of concepts, views, or experiences, qualitative research entails gathering and evaluating non-numerical data (e.g., text, video, or audio). It can be utilized to get an in-depth understanding of an issue or to create fresh research ideas.

[bookmark: _Toc81490937][bookmark: _Toc81562681]3.3.3 A CASE STUDY
According to Sammut-Bonnici and McGee (2015), a case study is a research approach that entails documenting the history and thorough examination of a scenario involving companies, organizations, and marketplaces. Furthermore, The case-study technique is distinguished by highlighting unique traits and noteworthy distinctions in the scenario under investigation. The main advantage of this approach is that a case study allows the researcher to focus on a phenomenon and incorporate qualitative and quantitative data to provide the fullest account of the phenomenon. Zainal (2007) described a case study as an approach that allows a researcher to scrutinize data in a specific context. Zainal further explained that in most situations, a case study approach picks a small geographic region or a small number of persons as the research participants. In its purest form, case studies investigate current real-life phenomena through comprehensive contextual examination of a small number of occurrences or situations, as well as their linkages.

[bookmark: _Toc81490938][bookmark: _Toc81562682]3.3.4 QUALITATIVE COMPARATIVE ANALYSIS
Qualitative Comparative Analysis (QCA) is a research method and collection of tools that combines comprehensive within-case analysis with structured cross-case comparisons (Legewie, 2013). This study uses two case studies (First Bank Nigeria and Guaranty Trust Bank of Nigeria). The analytical process involves a cross-comparison of the two case studies in order to have a better grasp of the suggested objectives.  According to Given (2008) cited in Miri and Dehdashti Shahrokh (2019), the comparative research technique combines data gathering with theory or theoretical notions. A comparative technique involves the codification of participant responses and comparing these codified responses to arrive at themes. The themes give structure to the writing up of an evidence-based report.  
[bookmark: _Toc81490939][bookmark: _Toc81562683]3.3.5 TECHNIQUES TO BE USED IN ANALYZING DATA
In order the analyse the data collected for this research; a method called a coding system will be used to analyse the data collected. Since the data will be collected using a qualitative method (Interview), and since it is exploratory, a coding system technique will be used to analyse the data correctly. The data collected will then be categorized under their various themes. Whilst there is no one way to do this however the codification and analysis process is based on the work of (Glaser and Strauss, 2009) the founder of grounded theory.
According to Cope (2010), Coding is the process of recognizing and arranging themes in qualitative data . The essence of coding helps the researcher get a grasp on large amount of data by distilling it down to key themes. In practice, it involves a forensic exploration of the data and rigorous analysis leading to evidence-based theory-building.  In qualitative research, coding is a nearly ubiquitous procedure; it is a crucial part of the analytical process and how researchers break down their data to create something new (Vitoria, 2018). Furthermore, coding is used in an exploratory, inductive way  such as in grounded theory in which the aim is to create theories from empirical data and in other tines, it is used to assist a theory or hypothesis in a more deductive way.

[bookmark: _Toc81490940][bookmark: _Toc81562684]3.4 METHOD OF COLLECTING DATA
The primary data gathering methods differ based on the research goals and the type and depth of information being searched for (Wolf, 2016). The primary data collection method for this study is the semi-structured interview. Qualitative interviewing is often considered the most widely used method of inquiry in the social sciences. It provides a unique and specific context for exploring human relationships and knowledge (Brinkmann, 2016). According to (Valenzuela and Shrivastava, n.d.) Through these interviews, the interviewer can understand a person's experience and develop a deeper understanding of the topic.  Interviews involve face-to-face interaction with the research participants. Semi-structured interviews are usually conducted in a verbal interchange. The interviewer attempts to elicit information from the participant (Clifford et al., 2010). However, due to COVID-19 restrictions, interviews are limited to online-only engagements. 
That said, there are some benefits in terms of reducing costs and removing some barriers such as time frames and physical distances. 

[bookmark: _Toc81490941][bookmark: _Toc81562685]3.5 NATURE OF DATA
This study incorporates primary and secondary data. The primary takes the form of transcribed post-interview recordings of responses from ten research participants. 
The interview process is unique to each researcher participant engagement, but the following base questions are used to give structure to the interview.
During the primary data collection for interview, the following questions will be asked.
· [bookmark: _Hlk81313283]How long have you been an employee in the bank?
· What is your view on knowledge management?
· Is knowledge management in your company? How?
· Do you think it is a key success factor in your organization?
· What are the challenges encountered when implementing knowledge management in the organization?
· Do you think knowledge management has helped increase the company's profitability? How?
· Do you think a good knowledge management in your organization will help avoid financial crisis?
· What would you do to improve the knowledge management process in your organization?
· Does knowledge management have any effect on client satisfaction? Explain.
· Do you think your organization has a good knowledge management practice? Can you explain more on how information is passed across in your organization 
· Is there anything about knowledge management that you would like to add that I have not covered


Customers
· How long have you been a customer of this bank?
· [bookmark: _Hlk80976632]Do you find the bank employees knowledgeable in terms of being able to help you with your banking needs? Explain
· [bookmark: _Hlk80976831]What is your engagement like with bank employees regarding communication?
· [bookmark: _Hlk80976981]Has the bank improved in its customer service over the years?
· [bookmark: _Hlk80977169]Do you think the bank has an effective knowledge management practice when passing across information to the customers? 
· [bookmark: _Hlk80977551]Is there anything else not covered in this interview that you would like to add about your experience of dealing with this bank

[bookmark: _Toc81490942][bookmark: _Toc81562686]3.6 ACCESS AND RESEARCH ETHICS ISSUES TO COLLECTING DATA
[bookmark: _Toc81490943]At all phases of the interview process, ethical problems should be taken into account. Before engaging in the interview, participants should give their informed permission, which is a crucial step that researchers should follow throughout the whole study process (Alshenqeeti, 2014). Alshenqeeti further explained that researchers should ensure that the obtained data is absolutely secret and anonymous in order to safeguard the participants rights and prevent them from suffering damage. Participants should also be informed that their participation in the interview is completely optional, and that they have the option to withdraw at any moment. 
Griffith College has provided the researcher with an ethical form (Plain Statement Language) (See appendix A. The researcher follows the rules of ethics and a consent form that is provided to all study participants informing them that their information will be kept confidential and that their participation is voluntary (See appendix B)



[bookmark: _Toc81490944][bookmark: _Toc81562687]Chapter Four

[bookmark: _Toc81490945][bookmark: _Toc81562688]Research Findings
[bookmark: _Toc81490946][bookmark: _Toc81562689]4.0 INTRODUCTION 
The experiences of bank employees/managers and client experiences obtained via a semi-structured interview are the major sources of data reviewed in this chapter. This section describes to the reader the data analysis, research participants, and the findings that were used to answer the study's research questions.  The usage of codes and themes and the participants' replies are explored during the analysis of the open-ended semi-structured interview, and quotes will be used to clarify the participants' responses.
The data obtained will be analysed using comparative analysis to comprehend how these banks practice knowledge management.

[bookmark: _Toc81490947][bookmark: _Toc81562690]4.1 RESEARCH POPULATION
The employees and clients of First Bank Nigeria and Guaranty Trust Bank Nigeria who are well versed in excellent knowledge management practices were chosen as the research population for this study. The total number of people that took part in the study was five. However, as indicated by the supervisor, Dr. Garrett Ryan, the researcher attempted to interview at least 8 to 10 people, but due to the employees' and managers' busy schedules and unavailability, the researcher was unable to achieve the necessary number.
The research participants included two employees from First Bank Nigeria's Financial Control and Human Resources Department and a First Bank Nigeria client. One Guaranty Trust Bank employee in the department, as well as a Guaranty Trust Bank client.
[bookmark: _Toc81490948][bookmark: _Toc81562691]4.2 DATA GATHERING 
The primary data was gathered through a semi-structured interview. The interview was done online utilizing the Zoom program due to the distance barrier, and my supervisor evaluated the interview questions before proceeding.  All participants were sent the Plain Statemen Language Form (See Appendix A) and the Informed Consent Form (See Appendix B) before the commencement of the interview, with an average time of 25mins.
[bookmark: _Toc81490949][bookmark: _Toc81562692]4.3 DATA ANALYSIS
The semi-structured interview analysis consisted of 11 open-ended questions for workers and six open-ended ones for bank customers (See Appendix C for more information.). Each interview was taped and transcribed into a Microsoft Word document. The data collected in this comparative qualitative study was analysed using codes and themes (see figure 6). The semi-interview data produced ten themes, as shown in Figure 6. (See appendix D for coding process samples)
[bookmark: _Toc81490950][bookmark: _Toc81562693]4.3.1 CATEGORIZATION
All participants in this study were classified as follows:
Bank (FBN, GTB)
Position (Employee)
Role (Customer)
Departments
The interviewees at First Bank Nigeria worked in the bank's financial control and human resources departments. First bank's financial control participant performs the following tasks at the bank: Analyst for financial reporting, Report financial statements, make sure processes are in place, make sure reporting is complete, and ensure the bank books are up to date and accurate for reporting to all users. The First Bank HR staff is responsible for the following tasks: organizing training and seminars, succession planning, recruiting, and employee welfare by ensuring that workers perform at their best. A customer of the bank was also questioned. 
Guaranty Trust Bank's interviewee worked in the bank's Treasury department. Currency trading, balance sheet optimization, and money market trading are among the activities carried out by the participants in the bank. A bank customer was also interviewed. 

[image: ]
                                                                                                                                                        Figure 6
[bookmark: _Toc81490951][bookmark: _Toc81562694]4.4 OVERVIEW OF KNOWLEDGE MANAGEMENT IN FBN AND GTB
When asked to define knowledge management, the participants of each bank mentioned the knowledge management process (create, transfer, use). All participants (employees) agreed that knowledge management exists in their organization and shared various perspectives on how KM has been implemented in their banks, how it has increased profitability, the challenges encountered during implementation, how knowledge is passed across, and how knowledge management has improved customer service. 
The banks' customers discussed their varied experiences with the banks, including how much their banks have improved over time, how engaged they are with their bank workers, and how information is conveyed to them via various means. 
In conclusion, knowledge management is an essential instrument in the banking industry, and the participants (workers) are



2

 Theme 1: Knowledge process
Theme 2: Learning and development
Theme 3: Knowledge impediment
Theme 4: High organizational performance
Theme 5: Knowledge repository
Theme 6: Knowledge acquisition and distribution
Theme 7: Information technology
Theme 8: Knowledge efficiency
Theme 9: Lucid communication
Theme 10: Insufficient communication and Unattended queries 


Each of the mentioned themes is explored further below, along with supporting quotes from each research participant that have been coded (see figure 7).

	Position and Role
	Position and Role
	Department
	Interview number

	Employee
	GTB
	Treasury
	1

	Employee
	FBN
	Human Resources
	2

	Employee
	FBN
	Financial Control
	3

	Customer
	GTB
	
	4

	Customer
	FBN
	
	5



	Example 1: Quotes from employee in GTB  c

	EGTBT 1

	Example 2: Quotes from employee in FBN 
	EFBNHR 2

	Example 3 : Quotes from customer in GTB 
	CGTB4


                                                                                                                                                                     Figure 7

[bookmark: _Toc81490952][bookmark: _Toc81562695]4.4.1 Knowledge process
When asked about their views on knowledge management, the employees' responses were very similar, indicating that they agree with knowledge usage, knowledge generation, and knowledge transfer, all of which are part of the knowledge management process. In answer to a query regarding employee’s perspectives on knowledge management, a Guaranty Trust Bank employee in the Treasury Department made the following statement:
Knowledge management is like a key factor that helps management to constantly update customer data and information in my bank. Basically, Knowledge Management in my place is using the information that is already within the organization to improve the process.                                                                                                                                         
                                                                                                                                             EGTBT1                                                                                                                                                                                       
The second participant, from First Bank Nigeria's Human Resources Department, elaborated on his understanding of knowledge management, defining it as the process of transforming people's embedded knowledge into different kinds of knowledge for competitive advantage.   
Knowledge Management, to my own understanding, is how you convert knowledge that is embedded in people into other forms of knowledge or learning, because there is some knowledge that without you sharing it, you might not be able to transfer it to other people. To me, Knowledge Management is something that should be practiced in all organizations and businesses just to be able to meet the company’s objectives and goals and to have a competitive advantage.
                                                                                                                                                    EFBNHR2
The third employee from the First Bank's Financial Control department also expressed her thoughts on knowledge management, which connected to the knowledge process and the perspectives of the other participants. She stated:
My view on knowledge management will be the policies and guidelines to ensure the creation, transfer, and sharing of knowledge, the sharing of ideas, and the sharing of various activities or processes in the bank to ensure that the employees and staff are well knowledgeable and well equipped to perform their job roles and also achieve the organizational objectives.
                                                                                                                                         EFBNFC3
 Response from the participants on their view of KM supported the opinion of  (Mansour and Abuarqoub, 2020). Knowledge management (KM) is the process of establishing an interactive learning environment in which individuals produce, store, transmit, and share what they know, as well as absorb and apply it to develop new knowledge. According to  (Mohamad Hassan et al., 2017), Knowledge transfer (KT) has given people a new method of sharing their resources and experiences. It has built a tangible, implicit, and explicit knowledge framework that stresses the significance of ideas and experiences.
[bookmark: _Toc81490953][bookmark: _Toc81562696]4.4.2 Learning and Development 
This section investigates whether knowledge management exists in the FBN and GTB. Each participant was confident that knowledge management exists in their business and outlined how it operates. Each bank has a knowledge management practice based on the replies. In answer to the query, the participants made the following reply:
Of course, we have knowledge management. In our HR team we have a unit called learning and development, and part of their function is to basically share, create and manage the knowledge and information that is currently within the bank. For example, on our e-portal we have a product knowledge side and what the learning and development team in the HR department do is to send out questions and make it a compulsory quiz that all employees must participate in. During this quiz, everybody gets to equip themselves with knowledge of the updated banking products, including both new and existing products that changes have been made to. Regardless of the department, any employee is in the bank. A customer can walk up to you and you will be able to give them information about any product the customer wants to know about.
                                                                                                                                                   EGTBT1   
 Yes, of course We cannot do without knowledge management because basically we do a lot of training, meetings, and research. We have teams that go out and do research for external information. We also engage in seminars within the organizations to acquire new knowledge. We brainstorm with employees. We have learning tools used to share information. We also have a knowledge repository where we store data and everything, we use in making decisions in the organization.                                                          
                                                                                                                                                  EFBNHR2

Definitely. Yes Knowledge management has been standardized in First Bank. It has been one of the priorities of the bank both for personal development and as well as knowledge management for the bank. In First Bank we have knowledge management and we call that department ‘First Academy'. The department is saddled with training of staff as well as looking for applications for tools that can help staff gain knowledge both for organizational purposes and personal knowledge. One of First Bank's top priorities is ‘people’s development', and it is part of our values to ensure customer centricity.
                                                                                                                                                      EFBNFC3
Similarly, knowledge management can be said to be present in both banks, as described by bank workers who highlighted how knowledge management is a priority for each bank and how they engage in staff training. Training is the process of enhancing the workforce's knowledge and abilities in order for them to execute their jobs successfully (Bashmakh, 2019). Employee development programs are becoming increasingly important for businesses seeking to gain a competitive advantage (Khawaja and Nadeem Ahmed, 2013) .
[bookmark: _Toc81490954][bookmark: _Toc81562697] 4.4.3 Knowledge Impediment
The section that follows examines the obstacles that each bank has experienced in implementing knowledge management through cited cases as explained by the participants. The following participant statement outlines the current issues that each bank is facing: 
The basic challenge we face in the implementation of knowledge management is that Guaranty Trust Bank is under the supervision of the CBN (Central Bank of Nigeria) and when the CBN introduces new policies or ideas, we get to know about the information first because we communicate directly with the CBN, but it takes a while before other employees get the information. The gap between when the information gets to us and gets to the front office is quite challenging because we are not able to quickly transmit information as fast as possible.  
                                                                                                                                                      EGTBT1                                                                                                                                                        
Knowledge management is something I have interest in and for you to be able to share knowledge, you have to be willing to. Some of the challenges faced is ‘Sense of Teamwork’ because we have some people that might have knowledge or information about something but don’t feel the need to share with their team. Another challenge I think we have is ‘job satisfaction’ because if the employees don’t feel satisfied or comfortable with the work, they might probably hoard the knowledge they have which might definitely might ultimately affect the knowledge management. 
                                                                                                                                                     EFBNHR2
One of the challenges the organization is facing is 'cost'. That is' the cost of knowledge management’. For any organization to have an effective knowledge management system, they have to heavily invest in it. As a bank, as much as you want to invest in your people, you will be looking at how to make profits for the shareholders, so at times, the cost might not just be there to go all in for knowledge management. For instance, there is this platform the which is just limited to 1000 staffs out of over 8000 staffs because of the cost of training. Another challenge is 'resistance to change’, Sometimes, not everyone is comfortable with online training. It might be hard to concentrate and gain knowledge due to the current situation in the world. The third challenge is the banks' unwillingness to invest in people (retrenchment rate), The bank wants to invest in people, but when you are investing, your main aim is that after investing in these people, when you are done, they bring back that value they have into the system, but most people, when they have that knowledge, they leave the company for another one.
                                                                                                                                                    EFBNFC3
In outline, the banks are confronted with challenges when executing KM and a few of the key challenges confronted are; knowledge gap, Knowledge hoarding, resistance to change, cost and retrenchment rate. FBN is confronted with more of challenges when executing KM as compared to GTB

[bookmark: _Toc81490955][bookmark: _Toc81562698]4.4.4 High Organizational Performance
[bookmark: _Toc81490956]All participants believe that knowledge management has contributed to the company's increased profitability. The following remarks from participants support their views on knowledge management as a critical instrument for enhancing corporate profitability:
Yes, I believe it has. With the use of KM, we have now being able to identify the strengths and weaknesses of the bank and when collecting feedback about services provided to the customers, by working closely with the quality and customer care team we are now able to come up with strategies that will help to meet the customers’ needs as well as increase the company’s profitability.
                                                                                                                                                 EGTBT1
Yes, well, at least through sharing and dissemination of information across the company , there are different workshops and different training sessions we have been able to add value to our employees in the company which is well above the industry average and through that also our non-financial performance in the company has also improved, the customers complaints within the last 6 months has actually decreased strongly, customers complains too are being handled faster, we have a better knowledge on how to retain existing clients and also how to manage and attract new ones, and also the customer ratings as regards the company itself have improved.
                                                                                                                                            EFBNHR2
Definitely yes, For an organization like First Bank, with over 20,000,000 customers, to provide excellent service and retain their position at the top, all the staff have to have knowledge and insight on the services to be provided. The manner in which it has to be done has to be learnt and the knowledge has to be transferred to people. For any company to make profit you need to have the knowledge of what you are trying to sell. First, bank staff have to be knowledgeable about the product they are selling to customers, as it is a key part in ensuring the bank makes profit.      
                                                                                                                                            EFBNFC3                                                                                                                                                                                                                                                           
In summary, KM has aided FBN and GTB organizations in improving their organizational performance, resulting in increased revenues. The FBN and GTB participants claimed that KM has improved staff performance and reduced customer complaints, while the GTB participant stated that KM has assisted them in identifying their strengths and weaknesses and developing plans to meet their customers' banking requirements. 
[bookmark: _Toc81490957][bookmark: _Toc81562699]4.4.5 Knowledge Repository
Both the FBN participant and the GTB participant firmly believe that an effective knowledge management approach has assisted their business in avoiding a financial catastrophe. The following remarks from both FBN and GTB participants demonstrate their shared viewpoint: 
 No one can deny the fact that knowledge management has a significantly high impact on achievement and improvement in organizational performance. Thanks to Knowledge Management, our risk management team are fully equipped with the knowledge that they need to analyse and mitigate risk in the bank, not just limited to what is going on in the bank, but also outside the industry on how to mitigate risk. Basically, the financial crisis is a type of risk which is financial risk, Knowledge Management has been helpful in terms of risk and financial crisis. My company can analyse and mitigate risk properly.
                                                                                                                                                      EGTBT1
Yes, I feel a good knowledge organizational practice would help to avoid that, because when you have a good knowledge repository in the organization, you would be able to keep abreast of what is actually happening industry wise. You would also be able to use the data and information you have to make informed decisions based on what is happening globally and make informed decisions that will also increase performance both financially and non-financially.
                                                                                                                                              EFBNHR2
 YES 100%. In my department we are the financial consultants and financial analysts for the bank. We are the financial reporting analysts for the first bank. We report financial statements, we ensure processes are developed, we ensure reporting is adequately done, we ensure the bank books are adequate and correct for reporting to all users. so you have to have that knowledge and know what you are doing before you can actually work on various activities in that department. As much as the bank would train you, you have to bring in your expertise and value based on the knowledge you have heard to ensure that the department works effectively. It is very important that people have this knowledge management skill in them.
                                                                                                                                                  EFBNFC3
Employees at each bank believe that KM has helped/will help avert a financial disaster and recommend that a good knowledge repository be established to store and retrieve critical information. According to (Cania, 2014) Knowledge is one of the most important resources. Cania, further explained that Knowledge management in the company will allow for the identification of key knowledge about the crisis and its management in order to deal with the crisis and become competitive. If a crisis occurs, an organization's knowledge may be better managed, allowing it to cope with the crisis.  
[bookmark: _Toc81490958][bookmark: _Toc81562700]4.4.6 Information Technology 
When asked how information is transferred over and if strong knowledge management practices exist in their banks, all the participants gladly asserted themselves. The participants' feelings in this situation are expressed in the following statements: 
I believe we have good knowledge management practice, because all our staff are aware of our products irrespective of the division as well as the security. Information is passed via mail, intranet publications (when we have a new product, it is first published on the company’s intranet), we have a video session as well where we are informed about the new products, SMS,. Information circulation in my bank is close to perfect because, irrespective of where you are, you will get informed.
                                                                                                                                       EGTBT1
 Yes, of course. I think my organization has good knowledge management practices because in the organization we frequently hold meetings to inform employees, we organize internal training within the organization, and we also have people from the research department that go out for external information. Once we get that data and information, we will be able to work on it internally to make better and informed choices. Also, the organization’s environment is okay, and we have an information system that allows us to share information effectively and efficiently. We also go to different workshops to acquire new knowledge that can help us improve our work and different IT tools and services are being used to disseminate information. With these, I feel my organization has a good knowledge management practice.
                                                                                                                                                EFBNHR2
First Bank does. In fact, I really commend them for that. Like I said earlier, we have a department specialized in training, which is' First Academy’. The bank partners with international consulting and training organizations to provide training for the staff. Every month, the bank sends an online course for every staff member to take and there is always a test after the course. There are various ways First Bank passes information and the most popular one is via email. On outlook, there is a memo for any information to be passed from the CEO, the departments, and also, every quarter we have a town hall meeting with the CEO on what has been done so far and how we can improve the bank. 
                                                                                                                                                    EFBNFC3
 Some of the channels via which information tools in which information is transmitted at each bank are described above, and participants in each company are confident that their banks have an efficient way of passing information to their employees, either in person or online. 

[bookmark: _Toc81490959][bookmark: _Toc81562701]4.4.7 Knowledge Acquisition and Distribution
When asked whether there was anything further the GTB employee wanted to share regarding knowledge management, the GTB participant had nothing more to say, however the FBN participants elaborated further:
Well, I just feel that for organizations to be competitive and for them to meet their performance, they should maintain a knowledge repository within their organization where information is properly stored and can be properly retrieved. A knowledge repository is something each organization should have so that knowledge is well stored and retrieved through an online database. That is my contribution.
                                                                                                                                                    EFBNHR2
To me, I believe Knowledge Management is not just about sharing knowledge but about creating that knowledge. creation of ideas and ensuring that it forms part of the cycle for knowledge management and also a feedback mechanism. As long as we create ideas, what are people's views of this knowledge management system that has been put in place? 
Are people happy with it? What is people’s general attitude to what is being done? So I will say the creation and feedback aspects as well as the monitoring aspects. To be sure, there is constant monitoring in order to know if it is effective. Are we doing well? Is it achieving the purpose for which the organization established it? So, I will say the creation of the idea, feedback and monitoring of the entire process are the three things I would like to add.
                                                                                                                                                     EFBNFC3
[bookmark: _Toc81490960]In conclusion, as mentioned by the participants, KM is about more than simply sharing information; it is also about creating new ideas. When knowledge is generated, it should be placed in a space where it may be easily obtained and disseminated. 

[bookmark: _Toc81490961][bookmark: _Toc81562702]4.4.8 Knowledge efficiency
The banks' customers agreed that they find the employees of the banks knowledgeable and efficient in terms of their banking needs. The customer of GTB stated:

There are quite a number of banking channels these days and as technology has progressed, you might not necessarily need to meet personnel of the bank when you need to do your banking transactions. However, the several other times I have been able to go to the bank and meet them, they are quite knowledgeable. They know exactly how to help you with your banking needs, so they have been doing well.
                                                                                                                                                                         CGTB4  	        
[bookmark: _Toc81490962]Well I would say on a scale of 1-10, I would say 7 because pretty much when I was opening the account it was easy, then I encountered an issue and whenever I reach out to complain it’s been fix but in my own end it’s not. So that is why I just gave them 7 out of then but apart from that overall, I think they have been helpful with solving my needs as a customer.
                                                                                                                                                                         CFBN5
[bookmark: _Toc81490963][bookmark: _Toc81562703]4.4.9 Lucid Communication
The following was expressed in response to consumer involvement with bank personnel regarding communication: 
They always reply anytime you reach out to them, but you might need to solve some technical issues that may require you to wait for 7 working days, 3 working days, a couple of days, or hours, but they always communicate using several channels; email and a couple of other things.                                                                                                                                                       CGTB4
Because I do not engage frequently, but when I do, the response is usually swift. I would say that is actually a good thing because I do not engage with them frequently, but when I do, it is usually swift.                                                                                                                                                       CFBN5
In summary, there is lucid communication between the employees and customers of the bank. 
[bookmark: _Toc81490964][bookmark: _Toc81562704]4.4.9a Insufficient Information and Unattended Queries
The client of GTB reported her dissatisfaction with the bank's handling of information, saying: 
In terms of passing across information to customers, they are quick. But then when there is other financial information, for instance, security when it comes to your account having to deal with a lot of scammers and all of that, they don’t have this medium of reaching out to me or send an email to remind you not to disclose your pin, personal information to anybody and all of that. My bank does not do that regularly. They also don’t give other financial information quickly like the new policy of government making sure that all banks can now sell dollar at a particular rate. the government made sure that banks can now sell the dollar to customers at a rate. 
                                                                                                                                                   CGTB4
The First Bank customer detailed a problem he has with the bank that has yet to be resolved. The customer explained: 
So there was a time I had an issue concerning my emails, because whenever I make a transaction I do not get an email, and this has gotten to the point where I really need an email, something I can always go back to because I do not keep SMS on my phone because it is more confidential. Since I opened the account, I have had this issue and its yet to be fixed. 
                                                                                                                                                     CFBN5
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[bookmark: _Toc81490966][bookmark: _Toc81562706]Discussion of findings, Conclusion and Recommendation
[bookmark: _Toc81490967][bookmark: _Toc81562707]5.0 Introduction
The objective of this study was to explore if there is good knowledge management practice in the selected Nigerian banks and to understand the views of the customers of the banks on the services provided. As uncovered from the findings, knowledge management is a key tool in each selected bank. However, there are challenges being faced while implementing knowledge management in the selected banks, and the customers of the banks feel the banks can improve more on the services rendered.
This chapter discusses research findings, research questions, research objectives, and data analysis. The study findings are linked to the literature review, and the conclusion is framed against the emergent themes from the data analysis. 

Theme 1: Knowledge process
Theme 2: Learning and development
Theme 3: Knowledge impediment
Theme 4: High organizational performance
Theme 5: Knowledge repository
Theme 6: Knowledge acquisition and distribution
Theme 7: Information technology
Theme 8: Knowledge efficiency
Theme 9: Lucid communication
Theme 10: Insufficient Information and Unattended Queries

The chapter concludes with the study's limitations, recommendations for further research, particularly in the context of knowledge management in Nigerian banks, and personal reflections.

[bookmark: _Toc81490968][bookmark: _Toc81562708]5.1 Research Context and Population
The study's research context was chosen Nigerian banks (Guaranty Trust Bank Nigeria and First Bank Nigeria). The chosen Nigerian banks have been in operation for many years, with several branches in various countries. 
The banks' chosen branches are in Lagos, Nigeria, and the banks offer financial services to their consumers. The participants were drawn from the bank's several divisions (Human Resources, Treasury, and Financial Control), each serving a distinct purpose in the organization. The investigation was carried out remotely through the Zoom application. 
The research population (n=5) comprises of two First Bank employees, one Guaranty Trust Bank employee, one First Bank customer, and one Guaranty Trust Bank consumer.

[bookmark: _Toc81490969][bookmark: _Toc81562709]5.2 Research Objectives and Questions
The objective of this research is divided into 3. Firstly, the research must investigate knowledge management in terms of the banking sector. Secondly, to produce evidence-based bonding to investigate how Nigerian banks implement knowledge management. Thirdly, make evidence-based recommendations concerning knowledge management and performance in Nigerian banks and further research in this field. The following questions were developed to address these objectives and offer structure to the research: 
1. How do Nigerian banks implement knowledge management?
2. How can Nigerian banks boost performance through the implementation of knowledge management? 
3. How has knowledge management affected the customer's experience of the bank?

[bookmark: _Toc81490970][bookmark: _Toc81562710]5.3 RESEARCH DATA GATHERING AND ANALYSIS
A semi-structured interview was conducted online, utilizing the Zoom program to collect data. The questions totalled 16 open-ended questions, with 11 open-ended questions aimed at bank staff and six open-ended questions designed for bank consumers. Throughout the procedure, the interviews were recorded, transcribed, and analysed. The collected research data was coded, and themes were developed and subcategorized.
The investigation revealed whether or not knowledge management was practised in the selected banks and workers' perspectives on knowledge management and customers' experiences with banks.
[bookmark: _Toc81490971][bookmark: _Toc81562711] 5.4 RESEARCH CONCLUSIONS
In this section, the themes generated from the data analysed were explained with supporting literature review (see figure 8). 
	                                                                            THEMES                              
	

	Theme 1
	Knowledge process

	Theme 2
	Learning and development

	Theme 3
	Knowledge impediment

	Theme 4
	High organizational performance

	Theme 5
	Knowledge repository

	Theme 6
	Knowledge acquisition and distribution

	Theme 7
	Information technology

	Theme 8
	Knowledge efficiency

	Theme 9
	Lucid communication

	Theme 10
	Insufficient Information and Unattended Queries


                                                                                                                                                       Figure 8
[bookmark: _Toc81490972][bookmark: _Toc81562712]5.4.1 Theme 1 Knowledge Process
Employees of banks shared their perspectives on knowledge management and similarly described knowledge management as a form of; knowledge creation, knowledge transfer, and knowledge use (information use). The claimed KM ensures staff are knowledgeable and meet organizational goals, and maintain a competitive edge. It was described as a critical success factor in their organization. This demonstrates that staff at their banks are well aware of the knowledge management process. The participants' viewpoint on KM is consistent with that of (Igbinovia and Ikenwe, 2018), who described Knowledge management as the process of finding, capturing, exploiting, sharing, and effectively utilizing an organization's intellectual assets in order to improve its performance and competitiveness. Additionally, knowledge management is a system developed to ease the capture, storage, retrieval and reuse of knowledge (Jennex, 2007). 

[bookmark: _Toc81490973][bookmark: _Toc81562713]5.4.2 Theme 2 Learning and Development
All participants stated that their organizations practice knowledge management. Employee of GTB (EGTBT1) stated that their banks have learning and development divisions that send out a mandatory survey to all employees, and that during the process, all employees get instruction on new products. Participants from First Bank stated that they cannot function without KM and that they conduct training, seminars, meetings, and external information study in order to build information technology tools. 
With the evaluation, the two banks appear to have KM in their organization, indicating that it is a top priority of both banks to ensure their staffs are fully knowledgeable about old and new products in the bank. Furthermore, KM creates opportunities for their staff to be more knowledge equipped through training, seminars, and meetings. According to (Maurer, 2001), workers' continuous learning and skill development activities are becoming increasingly vital in today's rapidly changing workplace for firms wanting to remain competitive. Furthermore, based on the findings of their research, Oluwakemi Ayodeji et al. (2011) concluded that a good training program could lead to improved employee engagement and a more stable workforce. 

[bookmark: _Toc81490974][bookmark: _Toc81562714]5.4.3 Theme 3 Knowledge Impediment
The research obtained from the participants revealed that both Guaranty Trust Bank and First Bank Nigeria experienced challenges while implementing knowledge management. The GTB participants indicated a knowledge gap between when information arrives at their department and when it arrives at the front office since information is not readily communicated as rapidly as it could be when passing on vital information. 
The FBN participants stated that information hoarding is one of the problems they encounter in their organization. Some employees lack teamwork and may not feel the need to share knowledge but rather hoard it. Job satisfaction was also cited as a difficulty that the FBN faces because if staff do not feel comfortable and pleased with their jobs, they will most likely hoard the information. Cost, resistance to change, and the retrenchment rate were also highlighted as difficulties. 
In the long run, knowledge hoarding is likely to result in decreased work performance since critical, task-related information becomes less accessible. Sharing information is also likely to boost the reputations of workers who have proven that their expertise is important and that they are willing to actually share it with others (Webster et al., 2008)

[bookmark: _Toc81490975][bookmark: _Toc81562715]5.4.4 High Organizational Performance
Knowledge management has a favourable influence on the profitability of the bank. This was agreed upon by all participants, as well as having a beneficial influence on client satisfaction. According to a GTB employee, KM assists in increasing the bank's profitability by allowing them to identify their strengths and weaknesses through feedback from their customers. Customer feedback helps the bank develop strategies thatt meet the customers' needs, which improves the services rendered to the customers, thus increasing profitability.
Furthermore, FBN staff said that KM has helped them minimize customer complaints since they work on the feedback they get to deliver good services that satisfy consumers. It also helped educate workers about the products and services offered to provide appropriate and accurate information to consumers since this is a critical component of their organization's ability to make a profit. 
As discussed by the participants, it can be linked (Omotayo, 2015) who explained that Knowledge management is a crucial instrument for organizational survival, competitiveness, and profitability and a significant driver of organizational success.
[bookmark: _Toc81490976][bookmark: _Toc81562716]5.4.5 Knowledge Repository
As mentioned by an FBN participant, excellent information management can help avert financial crises in the FBN by having a knowledge repository. The employee at FBN's financial control department explained that her department is specialized in just finance graduates, and they must offer their knowledge and value to the department in order for it to function properly. 
This simply means that, in order to avoid financial crises, staff in each department must have good knowledge management skills. 
The GTB participants recognize that KM also aids in the prevention of financial crises in their banks by providing their risk management teams with the information required to minimize risk. A financial crisis is one form of risk. 
It is also necessary to have Knowledge Repositories that contain databases of codified knowledge assets that are systematically organized to enable searching, browsing, and retrieval (Choo, 2002) as cited by (Omotayo, 2015).
[bookmark: _Toc81490977][bookmark: _Toc81562717]5.4.6 Information Technology
The participants were convinced that they had good KM practice with multiple communication channels to transmit information throughout the company, IT tools and different information systems to pass information across, training in each bank from their defined training unit, and meetings. 
[bookmark: _Toc81490978][bookmark: _Toc81562718]5.4.7 Knowledge Acquisition and distribution
Participants in First Bank talked more about knowledge management, which they believe is important not just for their bank, but also for other companies, whether they are small, medium, or large. Participants 2 from FBN underlined the importance of knowledge repositories in every business, and participants 3 from FBN think that knowledge management is more than simply sharing knowledge; it is also about producing that knowledge. 
[bookmark: _Toc81490979][bookmark: _Toc81562719]5.4.8 Knowledge Efficiency
Customers of GTB and FBN agreed that their banks' employees are efficient and knowledgeable when it comes to aiding them with their financial requirements. Customers must have a thorough understanding of the product they wish to acquire, and any information provided to them about the product will enable them to make the best decisions possible to meet their needs. Customers are key stakeholders in businesses and ensuring customer satisfaction should be a top concern for every company's management (Jeske et al., 2015) 
                                                                          
[bookmark: _Toc81490980][bookmark: _Toc81562720] 5.4.9 Lucid Communication
In summary as explained by customers, the banks have a solid communication strategy for reaching out to their consumers in order to meet their requirements. Customer service communications that are efficient have a direct and beneficial influence on organizational growth and, conversely, on the growth and development of the organization's employees (Sule and Iyabo, 2013)

[bookmark: _Toc81490981][bookmark: _Toc81562721]5.4.9a Insufficient Information/Unattended Queries
Customers of FBN and GTB, on the other hand, stated why they were unhappy with the banks. The customer of GTB believes GTB should keep them informed about new financial regulatory laws and information in order to prevent them from sharing their financial information with others and falling victim to a scam. In addition, the customer of FBN has an ongoing difficulty with his bank about email alerts.

[bookmark: _Toc81490982][bookmark: _Toc81562722] CONCLUSION
The data analysis findings demonstrated the significance of knowledge management in the selected Nigerian banks. Knowledge management has been described as a critical instrument for banks in maintaining profitability and gaining a competitive advantage. Because knowledge is so powerful, IT tools alone will not be enough to help organizations enhance their performance. Employees are critical to the bank's success. 
Employee learning and development are critical and should be adequately invested to improve seamless customer service delivery to bank clients, which is also critical in boosting bank profitability. However, there are impediments to adopting an effective knowledge management approach in the chosen banks. The customer's perception of the banks demonstrates that the bank's personnel are knowledgeable and that the bank itself provides excellent service. 
However, GTB Bank must enhance its ability to provide critical information to clients at due time to safeguard them against cyber scams. To minimize consumer discontent, FBN should enhance their response time to client queries. 
The study has contributed to knowledge management by giving evidence-based recommendations concerning knowledge management and performance in Nigerian banks and further research in this field.

[bookmark: _Toc81490983][bookmark: _Toc81562723]5.5 DISCUSSION OF FINDINGS
This section will describe the findings derived and relate them to the study's research objectives. The findings will compare the perspectives of each case study's employees and customers. 
[bookmark: _Toc81490984][bookmark: _Toc81562724]5.5.1 Research Objective 1
One of the author's study objectives is to look at knowledge management in the banking industry. The findings demonstrated that the aim was thoroughly investigated since one of the study questions was to determine whether knowledge management exists in the GTB and FBN. The findings revealed that there is well-structured knowledge management at the selected banks, as learning and development is a priority for the banks' workers, which is carried out through training, seminars, research, information technology tools, and meetings. 
[bookmark: _Toc81490985][bookmark: _Toc81562725]5.5.2 Research Objective 1
The second study goal is to create evidence-based inquiry to evaluate how Nigerian banks adopt knowledge management. A study question was developed to evaluate how Nigerian banks implement knowledge management thoroughly. The findings revealed that knowledge management is being applied at each bank using various communication channels, information systems, online training, and meetings.
[bookmark: _Toc81490986][bookmark: _Toc81562726]5.5.3 Research Objective 3
The findings demonstrate that knowledge management is vital and plays a critical role in the success of any company. According to the participants, the selected banks adopted KM in their banks, which aided in minimizing risk, lowering customer complaints, enhancing employee performance, and improving product knowledge. 
According to the findings, knowledge management should be adopted in every firm since it is vital for sustaining the organization and improving overall performance. KM, therefore, has a significant impact on organizational performance. The study has given 
[bookmark: _Toc81490987][bookmark: _Toc81562727]5.6 LIMITATION OF THE STUDY
The study has numerous limitations.
The first was the research population. The researcher planned to interview at least 8 participants for the study but was only able to interview five persons due to a busy schedule and the unavailability of bank workers; thus, the research did not meet the desired number. 
Second, there is the issue of distance. All of the participants had to be interviewed online, and the network from the participants' location was not as stable as it should have been during the interview, so the researcher had to restart the interview until the connection was stable enough for the researcher to receive and understand the answers from the participants.
Third, as a beginner researcher, it required some time to figure out how to code utilizing the excel sheet.
Fourth, looking at the research population, the conclusions of this study are extremely broad and profound. With a larger sample size, the researcher might have conducted a broader and more in-depth data analysis.

[bookmark: _Toc81490988][bookmark: _Toc81562728]5.7 RECOMMENDATIONS FOR THE STUDY AND FUTURE STUDY
The researcher proposes that organizations pay greater attention to knowledge management based on the findings of the selected case study. Organizations should educate their workers about knowledge sharing to avoid the hoarding of information that might be critical to the organization. Following professional courses linked to the industry and attending seminars and training should be mandatory, as recommended by the participants themselves on how they may enhance the knowledge management process in their organization.
 In terms of cost, which is one of the problems one of the selected banks faces in implementing KM, collaboration with bank workers would assist reduce the high cost of training staff. Both the employees and the bank could contribute to the employees' self-development, rather than the organization paying the entire training price.
In terms of customer service, banks should enhance their services given, and GTB, in particular, should increase their transmission of relevant information to their clients at the right time. The study has contributed to knowledge management by giving evidence-based recommendations concerning knowledge management and performance in Nigerian banks and further research in this field.

[bookmark: _Toc81490989][bookmark: _Toc81562729]5.8 PERSONAL REFLECTION
I learned more about knowledge management and its good influence on any company while performing this research. As a business student who may one day run her own firm, this research study and other studies on KM have given me a thorough grasp of knowledge management as a critical tool in any organization, and KM will be applied in my business.
The qualitative technique was new to me, and I had no idea how to approach it. However, with my supervisor's help and a video tutorial, I learned how to perform qualitative data analysis, which is now pretty enjoyable. However, it takes much time to work on. This research study introduced the author to new perspectives on knowledge management, which will be extremely useful in their future profession. 
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GRIFFITH COLLEGE GBS
PLAIN LANGUAGE STATEMENT

1.Topic – The Impact of Knowledge Management on the Profitability of Banks in Nigeria (Case Study of First Bank Nigeria and Guaranty Trust Bank Nigeria).
College- Griffith College
Department – Graduate Business School / MSC International Business Management
Principal Investigator- Dr Garrett Ryan
2. The goal of the research is to find out how Nigerian banks use knowledge management effectively, as well as the influence of knowledge management on organization performance in Nigeria and how information is dispersed within the company. The research will be conducted by conducting video/audio interviews with the participants. To gain a comprehensive understanding of the impact of knowledge management in the selected Nigerian banks. 
3 There will be no danger to participants during this research because it will be conducted using a qualitative approach (interview) and will be done in a convenient manner.
4. At the conclusion of the study, participants will have a better understanding of how essential Knowledge Management is in any company (large or small), and how Knowledge Management has been a vital instrument for maintaining a competitive advantage and enhancing organizational performance. 
5. All data acquired from participants throughout the research will be kept secret and stored appropriately, with no unauthorised individuals having access to the data obtained during the research period.  
6. Participants will be informed during the data collection process that their information will be deleted once the study is completed and the findings are obtained. 
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INFORMED CONSENT FORM

I.   Research Study Title: The Impact of Knowledge Management on the Profitability of     Banks in Nigeria (Case Study of First Bank Nigeria and Guaranty Trust Bank Nigeria).
      University: Griffith College, Graduate Business School.
Researcher Name: Taibat Taiwo Lawal
Email: taiwo_lawal@outlook.com
II.	Clarification of the purpose of the research
The goal of this study is to determine the impact of knowledge management on organizational performance, as well as the challenges that organizations in Nigeriaface in establishing an effective knowledge management practice and the extent to which knowledge management influences organizational performance.
III.	Confirmation of particular requirements as highlighted in the Plain Language Statement. Potential risks to participants from involvement in the Research Study (if greater than that encountered in everyday life) 
[bookmark: _Hlk80306589]There will be no danger to participants during this research because it will be conducted using a qualitative approach (interview) and will be done in a convenient manner.

Participant – please complete the following (Circle Yes or No for each question)
Have you read or had read to you the Plain Language Statement	     Yes
Do you understand the information provided?			    Yes 
Have you had an opportunity to ask questions and discuss this study?    Yes
Have you received satisfactory answers to all your questions? 	     Yes
Are you aware that interviews will be audiotaped? Yes		      
IV.	Confirmation that involvement in the Research Study is voluntary
Participants can choose whether or not to participate in the research project. 
V.	Advice as to arrangements to be made to protect confidentiality of data, including that confidentiality of information provided is subject to legal limitations.
	During the research, all data gathered from participants will be kept secret and carefully preserved, with no unauthorised individuals having access to the data obtained during the research period.
VI.	Participant Signature:
Participants Signature:						
Name in Block Capitals            					
Witness:				                					
Date:													
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THE IMPACT OF KNOWLEDGE MANAGEMENT ON THE PROFITABILITY OF BANKS IN NIGERIA (CASE STUDY OF FIRST BANK NIGERIA AND GUARANTY TRUST BANK NIGERIA)
SEMI STRUCTURED INTERVIEW QUESTIONS
EMPLOYEES
1. How long have you been an employee in the bank?
2.What is your view on knowledge management?
3. Is knowledge management in your company? How?
4. Do you think it is a key success factor in your organization?
5. What are the challenges encountered when implementing knowledge management in the organization?
6. Do you think knowledge management has helped increase the company's profitability? How?
7. Do you think a good knowledge management in your organization will help avoid financial crisis?
8. What would you do to improve the knowledge management process in your organization?
9. Does knowledge management have any effect on client satisfaction? Explain.
10. Do you think your organization has a good knowledge management practice? Can you explain more on how information is passed across in your organization 
11. Is there anything about knowledge management that you would like to add that I have not covered



CUSTOMERS
1. How long have you been a customer of this bank?
2. Do you find the bank employees knowledgeable in terms of being able to help you with your banking needs? Explain
3. What is your engagement like with bank employees regarding communication?
4. Has the bank improved in its customer service over the years?
5. Do you think the bank has an effective knowledge management practice when passing across information to the customers? 
6. Is there anything else not covered in this interview that you would like to add about your experience of dealing with this bank
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SEMI STRUCTURE QUALITATIVE CODING SAMPLES
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choices. Another challenge | think we have is job satisfaction’ because if the employees don'tfee! satisfied or comfortable with the work, they might
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be IT tools used to bring everyone together for different sessions so that everyone can keep abreast of what is going on in the organization as well as

how the organization is performing and how the organization can be moved forward. Knowledge
Hoarding

Those challenges yes, they are specified to my company.

Thank you for that question
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Ibelieve we have a good Knowledge management practice, cause all our staffs are aware of our products irrespective of the division as well as

the securities.

Information are passed via mails, intranet publications( when we have a new product, it is first publish on the company’s intranet), we have a

video session as well where we are informed on the new products, SM,. Information circulation in my bank is close to perfect cause Communication
irrespective of where you are you will get informed. channels

Yes of course. | think my organization has a good knowledge management practice because in the organization we frequently hold meetings to
inform employees, we organize internal trainings within the organization , we also have people from the research department that goes out for
external information and once we get those data and information we will be able to work on them internally to make better and informed
choices Also the organization’s environment too is okay and we have information system that allows us to share information effectively and
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system
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1BM such as coding, personal development because there were lots of courses to engage myself in and it was very interactive, and | enjoyed it.
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